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Gloucester City Homes Key Milestones to date 

 
 
 
 

May 2011 Chief Executive is a finalist in the category of  Inspirational 
Leader of the Year for the Housing Heroes Award 2011 

April 2011 TPAS Awards 2011 Central Regional Final  

 Patrick OôDonahue ï shortlisted ñYoung Tenant of the Yearò 
Award  

Youth Wardens  - shortlisted ñBest Practice in Youth 
Involvement ñ Award 

March 2011 British Standards Institute Quality Management System ï ISO 
9001:2008 Re-accredited  

March 2011 Customer Service Excellence re-accreditation with a further 
eight compliance plus achievements, making a total of 24 

December 2010 The Times Top 100 companies ï ñ1Starò recognition 

December 2010 Audit Commission Report: GCH are assessed as a 3 star 
excellent organisation with Excellent Prospects for 
Improvement 

October 2010 GCH wins the Communicator of the Year ï Citizen and Echo 
Business Awards 2010 

July 2010 Mo Norman NFA Most Outstanding Resident award 

May 2010 GCH Customer Services Team shortlisted for the Front line 
Service Team of the Year at the Housing Excellence Awards 
2010 and the Customer Services Award at the CIH Housing 
Heroes Award 2010 

May 2010 Achieve 5 A Grades for the delivery of Sheltered Housing 
Services under the Quality Assessment Framework 

April 2010 Customer Service Excellence Re-accreditation and a further 6 
compliance plus achievements 
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March 2010 Investors in People Accredited with Gold Award Status placing 
GCH as an employer of choice and in the top 1% of companies 
in the Country in terms of our status for performance, investing 
in our employees and securing service outcomes for our 
Residents 

March 2010 The Times Top 100 companies ï ñone to watchò recognition 

September 2009 GCH receives a special recognition award for Customer 
Services Excellence as a result of 9 compliance plus 
achievements  

July 2009 Mike Groom achieves  TPAS Tenant of the Year Award 

March 2009 The first company to be accredited against the achieving level 
of the new Equality Framework 

March 2009 Customer Service Excellence Award and the first company to 
achieve all 57 compliances to the standard; and achieve 9 
compliance plus achievements 

June 2008 Housing Corporation Accreditation as Investment Partner 

October 2007 Housing Corporation Accreditation to Manage for others 

June 2007 Audit Commission Inspection 2*(Good) Service with promising 
prospects for improvement releasing £39.6 million to deliver 
Decent Homes and Community Improvements 

December 2006 British Standards Institute Quality Management System ï ISO 
9001:accredited 

November 2006 Investors in People Accredited 

October 2006 Supporting People Gold Award  

December 2005 Chartered Institute of Services Founder Council Member 

December 2005 GCH Ltd goes live on the 12th December 2005 and locates to 
Southgate House, Gloucester 

December 2005 Government confirms delegation and transfer of Housing 
Management services to GCH Ltd 

August 2005 Gloucester City Council seeks approval from Government to 
delegate and transfer services to GCH Ltd 

June 2005 Government approve £39.6 million bid to achieve Decent 
Homes Standard 

January 2005 Submit Formal Decent Homes Bid - £39.6 million 
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Gloucester City Homes Headline Achievements for 2010-2011 

 In December 2010, we achieved an excellent (3 Star) service rating from the 
Audit Commission inspection with excellent prospects for improvement. This 
makes us one of only 24 ALMOs to achieve 3 stars.  Julie Watts, Lead 
Inspector from the Audit Commission said:- 

ñWe are very pleased to offer Gloucester City Homes as a model of 
excellence to other housing organisations and as a benchmark of positive 
practice.ò 

The inspection identified significant strengths in all of our services with national 
best practice recognised for our work relating to managing Anti-social 
Behaviour and to benchmarking. 

 

 In March 2011, we were re-accredited with the Customer Service Excellence 
Award. The company achieved full compliance in all 57 elements of the 
inspection along with 24 compliance plus awards.  The compliance plus 
awards demonstrate that services in those 24 areas exceed the standards set 
and are examples of national best practice. This builds on the initial award in 
2009 when GCH received full compliance plus 10 compliance plus ratings and 
2010 when the company received a total of 16 compliance plus ratings. 

The inspector stated: 
 
ñThe service has again demonstrated significant improvements and has 
improved service delivery against a background of reduced resources.  This 
has been recognised by the Audit Commission who have awarded a three star 
excellent rating following the most recent inspection.  In addition they stated 
that the service had excellent prospects for improvement.  There have also 
been other accolades over the year with particular emphasis on 
communication and publications. GCH continues to fully embrace CSE and 
provides a model for using the Standard to drive service improvements.  The 
application was fully compliant with the CSE Standard.  In addition to the 
previously identified 16 areaò Compliance Plus all of which continue, a further 
8 elements has been identified as being worthy of Compliance Plus 
designation ï an unprecedented achievement. 
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 GCH Customer Services Team shortlisted for the Front line Service Team of 
the Year at the Housing Excellence Awards 2010 and the Customer 
Services Award at the CIH Housing Heroes Award 2010 

 

 Lovell Partnerships, our Decent Homes partner received a silver award to Neil 
Turner and Sandra Shiner for their work with GCH under the Considerate 
Constructors 2010 National Site Awards 

 

 

 

 

 

 

 Lovell Partnerships, our Decent Homes partner were also shortlisted as Tenant 
/ Resident Involvement Officer of the Year ï Contractor at the TPAS 
Midlands Regional Final Awards 2010  

 We have made efficiency savings of £2.48 million to Gloucester City Council for 
2009-2010 and have secured overall efficiency savings of £9.9 million 
between 2007 and 2010. The forward-looking annual efficiency saving is £2.6 
million. These savings have arisen from the following initiatives: 

V Improved rent collection performance (£82,000) 

V New city wide communal cleaning contract (£77,000) and 

V An outsourced Repairs & Maintenance service (£841,000) 

V Using more modern procurement methods (Strategic Partnering 
Framework) and increased ñbuying powerò to deliver efficiencies of 
£7.2m over the last three financial years. 
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 Over the year, we have spent in excess of £3.90 million under the Decent 
Homes Programme and carried out improvements to over 280 homes 
between April 2010 and March 2011 and delivered: 

V 235 Kitchen Refurbishments 

V 144 Bathroom Refurbishments 

V 177 Electrical Rewires (including upgrades) 

V 222 Central Heating Systems 

V 217 Window replacements & door replacements 

V 341  Major Medical adaptations  

 

 

 

 

 

 

 

 

 

 

 Customer satisfaction levels on our home improvements exceed 97%. Nearly 
92% of our homes now meet the Governmentôs Decent Homes Standard 
after three and a half years of hard work and high levels of investment in our 
residentôs homes. 

 For the second consecutive year another of our tenants, Mo Norman, won a 
national award, as National Federation of ALMOs Tenant of Year 2010. 
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 We held our first ever Weôre Listening Roadshow over five days, that saw all 
our staff and the Executive Management Team involved with obtaining 
feedback on whatôs important to residents in their home and community.  This 
roadshow enabled us to gather feedback from over 1200 residents, helping 
us to form our Local Offers in 2011. 

 

 

 

 

 

 

 

 

 Eight residents were nominated for the GCH 2010 Annual Good Neighbour 
Award and the winner was Maggie Day from Westgate, for the excellent work 
she does for her community and with the TCC, and the personal support she 
gives to her neighbours. 

 

 
 
 
 
 
 
 
 
 
 

 We held our first Young Person of the Year Award and received nine 
nominations for young people under the age of 18.  Our first winner was 
Paige Stokes, aged 13, with a special commendation for 14-year-old 
Andrew Starowicki. 
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 We received the Communicator of the Year Award 2010 through The Citizen 
and Gloucestershire Echo Business Awards 2010 for our work in all forms of 
communications with our residents  

 

 

 

 

 

 

 

 

 

 

 

 

 Working with the Children Safety Education Foundation and receiving funding 
support from our Decent Homes partner, Lovell, we provided 1,000 young 
Gloucester people in four local secondary schools with ñRespect - Your 
Life, Your Choiceò booklets giving general advice to teenagers on a range of 
important issues. The booklet also supports their work within the Personal and 
Social Health Education (PSHE) Syllabus.  

 

 

 

 

 

 

 

 

 

 We hold personal knowledge on 91.37% of our tenants so that we can shape 
and tailor services on our customersô behalf. This means we know our 
customers when we visit them and provide the right information so that we can 
deliver the services they need. 
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 We were a main sponsor and supporter of the Gay Pride Gloucester 
Celebration in 2010 and launched the event. 

 

 

 We have produced a welcome DVD for new tenants which 
we have also published on our website. 

 We completed and published the GCH Annual Report for 
Tenants 2009/10 in line with TSA targets and requirements. 
In the first report of tenant feedback to annual reports 
nationally, entitled ñFirst Year Annual Reports to Tenants: 
tenant perspectivesò by the four National Tenant 
Organisations (NTOs) (Confederation of Co-operative Housing; National 
Federation of Tenant Management Organisations; TPAS and TAROE), we 
were highlighted several times as a best practice organisation in the 
following areas: 
 
V Ours was one of the highest rated reports involving  
ALMOôs 

V The involvement of our Publications Group and  

the Customer Forum in report development 

V Gloucester City Homes was referred to as being  
the first company to gain the Achieving level of the National Equality 
Framework and as an organisation that set out  
clear, comprehensive and exciting information on  
each diversity strand. 

V Our comprehensive section on governance and  
viability. 
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 Working with our new repairs partner, Lovell Respond, we have greatly 
improved our repairs performance and customer satisfaction as follows: 
 
V Emergency repairs completed in target have now risen to over 99%  

V Urgent repairs completed in target is over 98% 

V Routine repairs completed in target are over 97% 

V 96.70% of our customers think the repair service is excellent or good.  

 

 

 

 

 

 

 

 Working with our home safety partner Lovell Respond we have maintained our 
100% annual checks of our gas appliances, smoke and carbon monoxide 
detectors to ensure customers stay safe in their homes.  

 We were shortlisted for the Gloucester City Council Civic Awards 2010 in the 
category of Best Climate Friendly Scheme Award for our work on fitting Solar 
Panels and Green Roofs to four sheltered schemes, Clapham Court, Halford 
House, Nightingale House, and Badger Vale Court, and buggy stores, to 
provide ñfreeò electricity for the charging of mobility scooter batteries. 
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 We have installed a state of the art Combined Heating and Power system 
for our residents living in Westgate which provides heating and hot water 
efficiently.  As a result, we are able to sell electricity to the national grid to 
support the running costs, including annual maintenance.  

 Current rent arrears stand at £212,274 at the end of March 2011. We are one 
of the top housing providers in collecting rents and in top quartile 
nationally. The Audit Commission said ñPerformance in collecting rent, arrears 
and rechargeable debts is strong, and a customer-focused approach ensures 
that customers have access to independent support and advice. Case 
management accentuates debt prevention and GCH is addressing financial 
inclusion through its wider policies and activities.ò 

 We have collected 98.7% of the Leasehold Service Charges for the financial 
year 2008/09 as at Leaseholder year end (September 2010). 

 Our Housing Officers carried out a total of 3,670 home visits to customers 
including 459 Tenancy Audits. 

 We have held 240 Community Champion Walkabouts with our residents 
ensuring that we maintain our commitment to ensuring our estates are of the 
highest standard. 

 We held our third Older People Christmas Extravaganza, including lunch, 
entertainment and a pantomime ñRobin Hoodò performed by our Supported 
Housing Team to over 200 of our customers. Comments from clients included 
ñThis event makes my Christmasò and òThis year was the best everò. 

 

 

 

 

 

 

 

 Supporting people carried out their third inspection of our sheltered housing, 
semi-sheltered and Lifelink services in May 2010 and awarded us with the 
highest marks possible, with all five sections achieving an óAô grade 
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 We have supported 204 tenants with additional support though external 
agencies, so that they can maintain their tenancy and remain independent in 
their own home. 

 We have introduced a cross-tenure Anti-social Behaviour (ASB) team in 
partnership with Gloucestershire Constabulary and Gloucester City 
Council called Project Solace to enable us to manage ASB consistently 
across both the social and private sector. This has led to positive outcomes for 
local communities, such as improving public confidence and reducing the 
number of repeat victims of ASB. This has been recognised as national best 
practice by the Audit Commission. 
 

 

 

 In partnership with the Police we have carried out a series of Young 
People Workshops aimed at young perpetrators of ASB, with an aim to 
prevent them escalating into the criminal justice system.  The workshops 
include consequence awareness, life skills coaching and raising awareness of 
issues such as drugs and alcohol, bullying and respect.  Young people who 
attended these events have not been engaged with ASB since the workshop 
they took part in.  

 We were shortlisted for two national ASB awards; empowering residents to 
tackle ASB, and innovative project for tackling ASB.  Resident Donald Jones 
was a runner-up for his inspirational approach to supporting GCH and 
Police to obtain a dispersal order to stop young people congregating 
and causing a nuisance in Tredworth.  Project Solace received a Highly 
Commended award for its unique multi-agency approach to tackling ASB in 
the private sector. 
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 We have supported staff in the ongoing achievement of 31 formal 
qualifications. 

 

 We have developed an online e-learning facility óThe Greenboardô; allowing us 
to create bespoke training packages and offering value for money in the way we 
manage our training needs. 

 Five managers have completed Level 5 of the Institute of Leadership and 
Management formal qualification. 

 We secured a óOne Star Statusô in the Sunday Times Top 100 companies 
employee survey. 

 We have developed comprehensive integrated housing management and 
asset management IT systems which support all our core business functions 
within a Customer Relationship Management framework.   

 We have extended the self-service options available to tenants on our 
website through the introduction of My GCH which allows secure on-line 
access to rent account and repairs information. 
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 Our Junior Warden Scheme continues its success, with the two groups, Cool 
Kidz Crew and Street Steppers helping to identify environmental issues in 
their neighbourhoods and suggest improvements to the areas, The Junior 
Wardens have made a DVD following a presentation to the Chief Constable of 
Gloucestershire Police about the benefits of the scheme; the DVD will help 
other groups set up similar projects. The scheme was shortlisted for the TPAS 
ñBest Practice in Youth Involvementò central region. 

 

  

 

 

 Patrick OôDonahue was shortlisted ñYoung Tenant of the Yearò Award at the 
TPAS Awards 2011 Central Regional Final for his work in tidying and 
encouraging young people to help maintain the Coney Hill wildlife pond 
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 Gloucester City Homes a major sponsor and supporter of the Gloucester 
Carnival 2010  
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Gloucester City Homes  

 

Service by Service 

 

 Achievements for 2010-2011 
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Standard 1: Tenant Involvement and Empowerment 

Customer Service, Choice and Complaints  

 Our Customer Services Team shortlisted for the Chartered Institute of Housing  
- Housing Heroes Awards 2010  and also the Customer Services Award under 
the Housing Excellence Awards 2010 

 Our performance for answering customer enquiries at first point of contact was 
97.68% against a target of 90.00%. We received 92,284 telephone enquiries, 
4,828 visitors and 1,625 e-mails. 

 In their three-star inspection report in December 2010 the Audit Commission 
stated: 

V People wishing to contact GCH can do so easily. The Customer Services 
Team continues to act as the first point of contact for enquiries which 
now includes repairs reporting. They are well trained, adequately 
resourced and supported by specialist staff and now provide a full one-
stop-shop service which is resolving 97 per cent of enquiries at the first 
point of contact.  

V Freephone telephone access is available and in the current year 98 per 
cent of all calls to the Customer Services Team are being answered with 
90 per cent of these answered in less than 20 seconds. Strong 
performance has resulted in very high levels of customer satisfaction. 

V Visitors have a positive experience when they visit the main reception. It 
is pleasant and welcoming with two computers for public use, childrenôs 
play equipment and refreshments available for residents.  

 We have introduced a customer complaints review panel who review all our 
complaint responses on a monthly basis to give an independent review and give 
recommendations when needed.    

 Our customer service team now has five employees who have obtained the 
Institute of Customer Service Award and a further three are nearing completion 
of their awards. 

 We are a major contributor to the nationwide ñCustomer Services Weekò to 
raise the profile of customer service throughout the company. We did the 
following: 

V Job swap with our Response Repairs contractor 

V A free ñYour Views Countò prize draw for all customers. 

V A red carpet experience for visitors to our Southgate House reception 

V Quizzes linked to customer services and repairs 
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 Our Customer Service team now collects diversity information from our 
customers at first point of contact and inputs the information on our Customer 
Knowledge database.  By March 2011 100% of gender and age, 91% ethnicity 
and disability, 68% faith and 67% sexuality information was held on tenants and 
leaseholders.  
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Resident Involvement and Empowerment 

 We held our first ever Weôre Listening Roadshow over five days that saw all our 
staff and the Executive Management Team involved with obtaining feedback on 
whatôs important to residents in their home and community.  This roadshow 
enabled us to gather feedback from over 1200 residents, helping us to form our 
Local Offers in 2011. 

 We have over 395 actively involved tenants working with us in various ways to 
help improve our services. This is 8.8% of our tenants. 

 We held 25 focus groups to agree improved local standards for all our services. 
Our Your Views Count surveys show that 95.9% are happy with our customer 
service and 96.1% are satisfied with the focus groups. 

 We have 78 trained block and street representatives who provide feedback on 
our services and monitor standards.  

 For the second consecutive year another of our tenants, Mo Norman, won a 
national award, as National Federation of ALMOs Tenant of Year 2010. 

 Our Tenants and Leaseholders have developed a Residentsô Business Plan 
2010.  

 We have successfully launched a Local Offers Steering Group which has 
approved our first Local Offers that will become effective from April 2011. 

 Another successful Annual Garden Competition took place in July. New prize 
categories resulted in increased entries including four schools entering for the 
first time. 

 Eight residents were nominated for the GCH 2010 Annual Good Neighbour 
Award and the winner was Maggie Day from Westgate, for the excellent work 
she does for her community and with the TCC, and the personal support she 
gives to her neighbours. 

 We held a Down Your Street event that enabled residents to get involved in 
setting priorities for planned works and community improvements for the year 
ahead and also to meet our partners. 

 The SHINE Academy has continued to strengthen, with a varied range of free 
training options that resulted in 23 courses being held locally attracting 105 
attendees.  We secured additional training places for tenants and residents to 
attend external courses/conferences. 

 In partnership with World Jungle and Adult Education we delivered training 
specifically developed for the local Afro Caribbean community, for example, Life 
Skills coaching and African drumming, culminating in a BME Showcase Event 
held at Chequers Bridge. 

 We launched a new residents group in Quedgeley during August 2010 for 
residents of Parklands and St James Close.  

 We have continued to develop 5-year Community Improvement Plans with our 
residentsô groups.  This has resulted in eight plans covering Matson & 
Robinswood, Podsmead, White City, Kingsholm, Westgate, Tredworth, 
Barnwood and Coney Hill.  
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 We have improved our Expenses Policy to enhance the level of service and 
flexibility of expenses for those residents who are actively involved. 

 We supported a number of local community events throughout the year, hosted 
by tenantsô and residentsô groups.  These included the Scarecrow Event, VE 
Day celebrations and Big Lunch in Matson, the Tredworth Christmas 
Extravaganza and the St James Park Family Day. We also supported the 
Barnwood Community Partnership Fun Day, Gloucester Festival, Gay Pride and 
the White City Christmas Lights Trail, in addition to supporting childrensô 
Halloween and Christmas events run by The Venture White City. The Fun Day 
in Podsmead was attended by local councillor Paul James who joined in the fun 
on the bouncy castle 

 Our Junior Warden Scheme continues its success, with the two groups, Cool 
Kidz Crew and Street Steppers helping to identify environmental issues in their 
neighbourhoods and suggest improvements to the areas, such as installing 
benches in the Matson area.  They have also been involved in a variety of 
community events, judging the Matson & Robinswood Scarecrow Trail and the 
White City Christmas Lights Trail.  The Junior Wardens have made a DVD 
following a presentation to the Chief Constable of Gloucestershire Police about 
the benefits of the scheme; the DVD will help other groups set up similar 
projects. The scheme was shortlisted for the TPAS ñBest Practice in Youth 
Involvementò central region. 

 Working with the Children Safety Education Foundation and receiving funding 
support from our Decent Homes partner, Lovell, we provided 1,000 young 
Gloucester people in four local secondary schools with ñRespect - Your Life, 
Your Choiceò booklets giving general advice to teenagers on a range of 
important issues. The booklet also supports their work within the Personal and 
Social Health Education (PSHE) Syllabus.  

 We organised a series of youth activities in White City and Tredworth during 
Halloween week in October and on Bonfire Night in November. 

 Since launch we now have 79 followers on GCH Facebook page and 165 
followers of the GCH Twitter page. 

 We have introduced a ñYouth Bitesò section within Tenant Times specifically for 
young people. 

 We hosted the Gloucester and Severnside Tenants Network quarterly meeting 
in August attended by tenants, residents and tenant participation officers from 
across the South West. 

 The Resident Encouragement Days (RED) have resulted in a total of 29 
interested tenants from the RED days held last year, with four new Tenant 
Inspectors, six new e-panel members and three new Mystery Shoppers to date.  

 We held our first Young Person of the Year Award and received nine 
nominations for young people under the age of 18.  Our first winner was Paige 
Stokes, aged 13, with a special commendation for 14 year old Andrew 
Starowicki. 
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 The Audit Commission Inspection report from 2010 stated: 

ñGCH has a strong customer focus which is reflected in easy access to services 
that are available at times which suit customers, service standards developed in 
consultation with them, an effective customer contact team, good provision of 
information, and an appetite for seeking customer feedback and responding to 
it.ò 

ñA wide range of opportunities for residents to engage with GCH and their 
involvement is helping to shape servicesò  

ñIn this inspection, we found that strengths significantly outweigh weaknessesò 

ñInvolvement opportunities are wide-ranging and innovative work is being 
carried out with hard-to-reach groups. GCH has a clear understanding of its 
customers' priorities and has responded to themò 

ñProvides strong support to tenant and resident groups. It supports nine formally 
constituted residents groups as well as two Tenant Consultative Committees 
through a Tenants' and Residents' Group Agreementò 

 We have provided a total of £5,170 to local community projects this year:  

V Young Gloucestershire, Weekend Jan/Feb   £250 

V Blaze Street Dance, Matson      £400 

V Coney Hill Hockey Club      £425 

V Barnwood Community Partnership fun day   £500 

V GL Communities mini bus hire for day trips   £495 

V Tredworth Tigers new kit      £450 

V Coney Hill Football Club set up     £200 

V Onside Glos Park World Cup     £500 

V TETRA Parry Rd gardens      £500 

V Coney Hill Junior Rugby fun day     £200 

V GLOSREC Rastafarian celebration event    £350 

V Black Elders Day Centre workshops    £300 

V Cheer & Dance first aid for coaches    £300 

V Over 50ôs Club, All Nations Community Centre fun day  £300 
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Communications and Media work to promote GCH 

 We received the Communicator of the Year Award 2010 through The Citizen 
and Gloucestershire Echo Business Awards 2010 

 We were commended in The Audit Commission Report for having ña wide range 
of high quality published information, and a high quality, informative and 
interactive website.ò 

 We have launched a new website with new modules for news and events, and a 
self-service portal. 

 We have produced a range of publications for residents including our newly 
redesigned Tenant Times, Home Improvement News, new Residentsô Business 
Plan, and Ten Steps to Excellence brochure. 

 We issued our GCH Calendar, the theme being a celebration of our success in 
achieving a three star Excellent service. 

 We have produced a welcome DVD for new tenants which we have also 
published on our website. 

 We completed and published the GCH Annual Report for Tenants 2009/10 in 
line with TSA targets and requirements. In the first report of tenant feedback to 
annual reports nationally entitled ñFirst Year Annual Reports to Tenants; tenant 
perspectivesò by the four National Tenant Organisations (NTOs) (Confederation 
of Co-operative Housing; National Federation of Tenant Management 
Organisations; TPAS and TAROE) , we were highlighted several times as a 
best practice organisation in the following areas: 

V Ours was one of the highest rated reports involving ALMOôs 

V The involvement of our Publications Group and the Customer Forum in 
report development 

V Gloucester City Homes referred to being the first company to gain the 
achieving level of the National Equality Framework and they set out 
clear, comprehensive and exciting information on each diversity strand. 

V Our comprehensive section on governance and viability. 

 We completed the GCH Corporate Presentation for 2010. 

 We achieved 92% resident satisfaction with communications ï an increase of 
6% on the previous year. 

 We had 215 stories in the local and national media, an increase of nearly 100% 
on the previous year, 96% of which were positive coverage. 
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Understanding and responding to the diverse needs of tenants 

 We hold personal knowledge on 91.37% of our tenants so that we can shape 
and tailor services on our customersô behalf. This means we know our 
customers when we visit them and provide the right information so that we can 
deliver the service they need. 

 We have launched an additional module to our IT system that allows us to 
increase the amount of information we capture from our tenants regarding their 
current and future needs. 

 We have launched an e-learning Diversity module to provide accessible training 
to our teams on the seven Equality Strands 

 All of our policies have been equality-proofed by carrying out impact 
assessments so that we can understand the impacts of any new or amended 
policies on the community we serve.   

 Each team has a Customer Services Diversity Champion to drive the needs of 
our customers in each service area 

 We have reviewed and updated our specification for prospective partners to 
ensure that they fully comply with Equality and Diversity legislation and tailor 
their services to meet customer needs. 

 We have a Disabled Positive Action Trainee completing a two-year placement 
including a fully-funded HND in Housing Management 

 Our Board received awareness training on Diversity and Equality at an away 
day in December 2010  

 We recognised the Holocaust Memorial Day on the 27th January 2011 with all 
staff recognising the danger of segregation because of difference and 
celebrating the values of understanding and celebrating difference. Awareness 
of the dangers was highlighted through a display in the kitchen area through 
photographs of the horror of the holocaust 

 On the 26th June 2010, we sponsored and launched GayGlos, the gay pride 
carnival in Gloucester alongside the County Council, City Council and Police. 
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Standard 2: Home 

Quality of Accommodation  

 Over the year, we have spent over £3.90 million under the Decent Homes 
Programme and carried out improvements to over 1,290 homes between April 
2010 and March 2011 and delivered: 

V 235 Kitchen Refurbishments 

V 144 Bathroom Refurbishments 

V 177 Electrical Rewires (including upgrades) 

V 222 Central Heating Systems 

V 217 Window replacements & door replacements 

V 341  Major Medical adaptations  

 Customer satisfaction levels on our home improvements exceed 99% 

 Over 90% of our homes now meet the Governmentôs decent home standard 
after three and a half years. Here is a list of our improvements for the previous 4 
years: 

Home Improvement 
2007-
2008 

2008-
2009 

2009-
2010 

2010-
2011 Total 

New Kitchens  951 1209 539 235 2934 

New bathrooms 774 1000 479 144 2397 

Rewiring 1096 1466 658 177 3397 

Central heating systems 571 633 529 222 1955 

New doors and windows 200 166 889 317 1572 

Medical adaptations  218 179 137 198 732 

Total Improvements 3810 4653 3231 1293 12987 
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 Lovell Partnerships, our Decent Homes partner received a silver award to Neil 
Turner and Sandra Shiner for their work with GCH under the Considerate 
Constructors 2010 National Site Awards 

 Lovell Partnerships, our Decent Homes partner were also shortlisted as Tenant 
/ Resident Involvement Officer of the Year ï Contractor at the TPAS 
Midlands Regional Final Awards 2010  

 We have removed asbestos from over 600 homes to make them safer and 
continue to manage and monitor low risk asbestos still left in tenantsô homes.  

 We continue to support our customers to live independently through major 
home adaptations like stair lifts and providing walk-in showers. We have spent 
over £932k on 341 adaptations this year and since 2006, we have made 1,697 
adaptations, spending over £4 million on major adaptations and £167,000 on 
minor adaptations.   

 We continue to employ one dedicated Occupational Therapistsô Assistant, who 
is now co-located within our office to manage the increased numbers of 
referrals for Aids and Adaptations. 

 Upon recommendation from the Occupational Therapist, we now fit portable 
ramps to properties to aid our less mobile customers. We are able to make 
savings as the portable ramps can be re-sited and reused elsewhere.  
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