Celebrating 50
years of enabling
people to live well
in their homes and -
communities. .-

This annual report has been
uploaded to our website www.irwellvalley.co.uk
where you can use our accessibility tool to read.
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Co-ordinator.

To jest Twoje ostatnie zestawienie czynszu i biuletyn z
Irwell Valley Homes. Zeskanuj kod QR, aby przeczytac
go w jezyku polskim, korzystajgc z narzedzia utatwien
dostepu na naszej stronie internetowe;.

o0 dyls] Ay Hlm] Olo Gt o 1da Irwell Valley
Homes. dwyall 24l isla) G dasmadl Dol 30) g
Liadge e B3ggall Uguogll 81T alusuiuly.

ek dolips 9 oyl il o)1 o Irwell Valley Homes
A5, Cwl QR @9 )3 (s Il 3l ool b G S (Sl |y
ailgs o)l 4 ) O do cole,

gRald defl St g2l Al dHI@ AcflHdH eig (Adde
U 2J562R 8. AHHIS] dofRAlge UR YAl ALl

. . : Gyl 5814 d- dJeRIAIHi cliucll HIS QR Sls 25 8.

Our history Our impact Your local

1973-2023 this year news 09! Ol B 4S5 036 8 QT o Irwell Valley Homes jss €
: : 35 Jlaxiwsl 5 Jg8 (sharaanSal 53 Sl o9 Slow -0 S

Page3 : Page5 : Page13 S5 35 om0 939 538 QR -5 xSl 55 35

eecscccccse
eesccoe

O 0300561 1111 @ www.irwellvalley.co.uk contact@irwellvalley.co.uk @ /irwellvalleyhomes € @irwellvalley



f@ years
——
of Irwell Valley Homes

This year we celebrate our 50th birthday and it has been wonderful to
mark this special milestone with customers in our communities over the
last few months. Half a century on from when we formed, lots of things
have changed but our core purpose is still the same - to enable people to

live well in their homes and communities.

In 2022 we launched our Living Well plan, centred
around delivering four priorities:

e To provide good quality homes and services.
e To make a difference in the communities we serve.
e To deliver more affordable homes.

e To support our colleagues to enjoy work, learn
and grow.

Listening to and acting on customer feedback and
experience ensures people are still at the heart of
what we do — from the families who moved into our
first nine homes in 1973, to the 20,000 customers
across Greater Manchester who now call one of our
properties their home.
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If you are interested in sharing your views on the work
we do, please get in touch. By doing this, you can
shape the future of our services for customers.

Kind regards,
Sasha Deepwell, Chief Executive
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Find out how ™.
we’ve performed
against our Living
o Well Plan this
. year from page 6 - . .
.. onwards.
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Playing a part in Irwell
Valley Homes’ story

It’s been an exciting time to be involved with
Irwell Valley Homes as the organisation celebrates
50 years in business. I've been lucky enough to
be able to attend some of the birthday events.
Meeting customers in their community and
hearing that they feel supported and safe in their
homes, makes me feel proud to be involved.

| was eager to join Irwell Valley Homes’ Resident
Scrutiny Panel as | saw it was a genuine
opportunity to work with other customers within

a group with real influence - ensuring customers
receive good homes and services. Allowing

staff and customers to work in partnership

gives customers a real opportunity to influence
decisions that affect them. It also helps that every
member of staff we meet is genuinely interested
and invested in ensuring this happens.

This year | have presented the findings of our
review of the cleaning and grounds maintenance
services and the service charge communications
to the Directors at Irwell Valley Homes and the
Board of Management. Having our voices heard
at the highest level gives us confidence that
customers will see improvements.

Christie, Chair of Resident Scrutiny
Panel and resident board member.



9th May 1973

Family Housing
Association (Salford) is
formed with just nine

homes.

1979

Irwell Valley Housing
Association is born.

1980
Irwell Valley Housing Association
now has more than 1,000 homes
across Salford, Bolton and Bury.

1981

The first Resident
Involvement Panel is

Our journey from 1973 to 2023

Our timeline charts some of the key milestones which have

brought Irwell Valley Homes to where we are today.

2000

The Sale West estate is
taken over and a three-year,
£25m programme of work
to improve and regenerate
the homes and estate is
launched.

1999

Residents of the Sale West |
estate in Trafford vote ‘yes’
on a postal ballot for Irwell
Valley Housing Association
to take over 1,630 homes
from Manchester City
Council.
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2003
Shore Green, supported
housing for those with
dementia, is opened by
Princess Michael of Kent.

The same year Queensberry

launched. By 1992, the
oo organisation has more
than 500 members.

1985

Irwell Valley Housing Association
takes over the management of the
New Urban Housing Association —

homes include Seymour Court in

Stockport and Alderfield House in
Chorlton, both independent living

schemes. In 1990 the homes of New

Urban are officially transferred to
Irwell Valley Housing Association.

1987

Irwell Valley Housing
Association wins a
Shelter award for
its work tackling
homelessness.

1989

The association enters the
digital age with the introduction
of an integrated computer
system and a quarterly tenants’
newsletter is launched.

By now the association has
3,000 homes across Greater

Manchester, housing around
300 new tenants a year.

1995

The first Shared Ownership scheme
is launched, with 20 two and three-
bedroom homes in Farnworth, Bolton.
Work begins on Greenbank, our
supported housing scheme for
homeless young people in Trafford.

Place in Bury is opened offering
accommodation for young
people with additional needs.

Around 900 homes in
Haughton Green are
transferred from Manchester
City Council, including the
three iconic high-rise blocks.

2018

The Resident Scrutiny
Panel — which feeds into the
Board of Management — is
formed, giving tenants a voice
at the highest level of the
organisation.

2019

The refurbishment and refit of
two 3-storey properties in Greater
Clowes Street creates the Moving

on Up Project — a supported
housing project for those with
autism and ADHD (attention deficit
hyperactivity disorder).

2020
A 5-year development strategy
is approved, and the Sale West
regeneration is launched.

2021
Irwell Valley Homes becomes
an early adopter of the
Together with Tenants Charter

2023

Irwell Valley
(XX Homes celebrates
its 50th birthday.

o - a sector-wide initiative
focused on strengthening the
relationship between residents

and housing association
landlords.
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Putting people at the
heart of what we do

Our customers and the communities where they live
have remained at the heart of Irwell Valley Homes
over the last 50 years.

Today we are still focused on driving up the quality of our
homes and services, delivering more affordable homes, and
making a difference in the communities we serve.

Working together with customers

Working with over 3,300 customers, we created standards
we are accountable for in relation to four key areas.

These set out our offer to you around:
Looking after your home.
Keeping you informed.
Listening and responding to you.

Getting in touch and accessing services. i@

We report on our performance against
these four standards every three months on =

our website. This annual report provides a

summary of how we’ve performed overall this ﬁu’
year as we've delivered our Living Well plan. [+l

Annual Report 2022/2023

standards

The Regulator of Social Housing, our
industry watchdog, is introducing new
consumer standards which customers
and the government can use to track and
check our performance.

The standards haven’t been fully

finalised yet, but the draft proposals

cover four key areas — safety and quality;
transparency, influence and accountability;
neighbourhood and community and
tenancy.

We’ve worked with our Customer Offer
Panel and our Resident Scrutiny Panel to
get their feedback on the new standards.
A big thank you to those customers who
gave their time and views to help shape
our response.

As part of the new standard there will be a
new way for customers to rate the landlord
services they receive. The new Tenant
Satisfaction Measures cover a wide range

of services, and all housing associations
will have to seek tenants’ views and
publish their results. Going forward, the
results of these surveys will allow you

to compare our performance with other
social landlords to see where we are doing
well, and where we need to improve.

We’ll be sharing more information about
the consumer standards and the TSMs
(Tenant Satisfaction Measures) on our
website once the detail is confirmed, so
visit www.irwellvalley.co.uk for the latest
updates.



. Nt 1.
Depreciation is the reduction in the value of our assets
over time as they get older or as wear and tear occurs.




Last year our teams continued to work hard to provide this for our tenants
across Greater Manchester. Over the year we improved the number of
repairs which were fixed ‘right first time’ — exceeding our target of 85%.

Our repairs team received positive D U r| N g 2022_23 o

feedback from customers who said they
are polite, explain the issue and do a
good job.

But we know from your feedback that
we need to do better at keeping you
informed about your repairs once you've
reported them to us.

Going forward we’ll:

+ Keep you better updated about repairs.
+ Identify why you need to call us more than




We continued with our multi-million-pound
regeneration of the Sale West estate in Trafford
where we handed over the first new homes for
social rent, continued to improve existing homes
with new roofs, kitchens and fencing, and carried
out wider improvements to the estate with new play
areas, footpaths, parking and more.

*¢ It’s a very nice kitchen - so much better than
the last one. Everyone involved was really good. **
Mrs Jones, customer in Trafford.

Annual Report 2022/2023 ‘




Providing
affordable,
-~ = safeandgood
=77 quality homes
= and services

Knowing our customers and communities
and responding to your needs.

This year we carried out a programme of neighbourhood
inspections and introduced community newsletters giving local
news, updates and events relevant to your area. Find yours on
our website or check your inbox!

We updated the information we hold about our customers to help us
understand their needs and deliver services to meet them. Thank you to
everyone who completed the ‘customer census’ - look out for it again in
December to update your details.

We know this year has been tough for our Going forward we’ll:
customers, with the cost-of-living crisis hitting .

Repeat our customer census.
households hard. Our rent support and tenancy . Launch a new online service where people can
sustainment teams helped people to access peop

extra support through grants and benefits, update their circumstances.

and provided information about other partner Create dedicated pages on our website
organisations who can offer support. for the different communities we serve

with key information and local contacts.
Our first is for Haughton Green and

Duri ng 2022-23 is available by scanning this QR code.

We supported customers to access £96,251 e
in extra income.

We introduced a new accessibility tool on our website offering functions to make information @

more inclusive, including translation, large font, colour contrast and read-aloud tools.
4

+ Every Community Co-ordinator issued community newsletters.

+ 1,945 customers returned our census survey.

° Annual Report 2022/2023




Here for you when you need us — however you choose to get in touch

We offer a range of ways you can
reach us.
This year we streamlined the menu on

our main phone line to get you through
to a team member quicker.

We also worked with customers
to launch a new website, making
information easier to access.

Going forward we’ll:

+ Introduce a new online service where

. you can log repairs, anti-social

:F behaviour and other queries, with new
1 features like live chat, the option to add

videos and personalised notifications about

your account.

» Trial electronic noticeboards at our high-rise

buildings to share key information.

Our Living Well plan puts customer
experiences at the heart of what we do,
and we use your feedback to help shape
our services going forward.

We know that during the year our cleaning
and grounds maintenance services

have not been up to scratch. So, we

have involved customers in appointing

a new temporary cleaning contractor

and choosing a new company to deliver
communal cleaning going forward.

This allowed customers to review the
standards proposed and costs involved.

We completed training with our Resident
Scrutiny Panel (RSP) and appointed a
new chair, Christie. The panel reviewed
the cleaning and grounds maintenance
services and the communications we
send out about service charges. Their
feedback fed into the cleaning and
grounds maintenance improvement plans
and into our service charge letters.

We also launched a Building Safety
Forum, encouraging customers who
live in high-rise buildings to share their
experiences to help us manage their
buildings safely.

“
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Last year our Customer

Service Team team handled:
+ 88,009 phone calls. : »

A b
+ 16,302 emails =% u
+ 8,402 contact forms and 2,059 Live Chat queries
on our website.
+ 7,449 contacts through our app.
1,035 direct messages through social media.

This year...

+ 2,332 customers completed a survey about
a service they received from us.

+ The average satisfaction rate across all
services was 4.2 out of 5.

+ Customers scored us 4.2 out of 5 for
treating them with dignity and respect.

Going forward we’ll:

+ Share the RSP’s findings into their damp and mould
policy review.

* Recruit a new resident board member — find out
more on page 15 to see if it’'s an opportunity you’re
interested in.

+ Grow our Building Safety Forum with more customers

and launch a new Customer Communications Panel.



We are committed to supporting
the communities we serve.

This year we set up two new
partnerships with charity Emmaus,
giving customers priority access to
low-cost furniture and emergency
furniture bundles, and launched a
cost-of-living support fund issuing
vouchers to help with energy, food and
other household costs.

The Oasis, our Community Resource
Centre in Tameside, hosted 5,600
visits, with customers accessing
support with everything from benefits
and employment to mental health and
addiction.

Irwell Valley Homes colleagues also
gave their time to volunteer 616 hours,
supporting 84 community groups and
charities doing great work within our
neighbourhoods.

© scanme

WATCH.

Visit www.irwellvalley.co.uk/our-foundation/
about-us/ to hear from customers and
community groups about the difference funding
Annual Report 2022/2023 from the Irwell Valley Foundation has made.




Issued £18,000 to customers through our support fund, helping with the cost
of food, energy and household costs.

+ Funded Citizens Advice sessions in our neighbourhoods, helping people to access
specialist support and unlock extra income.

Served up 2,785 free school meals and 900 children’s breakfasts at our community \iyz
café, using funding from Our Sale West.

+ Supported 1,831 residents towards work. l
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+ Hosted 38 work experience placements in the Sunshine Café.
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+ Awarded £16,835 in grants from the Irwell Valley Foundation to customers living in our homes.
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+ Became a principal partner in Greater Manchester Poverty Action, playing our part in

tackling poverty across the region. == 11_ | _
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Providing

ad
: more :
*‘1\ affordable %
‘} homes
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We know there is a real lack of E_verythlng is different now; our
available affordable homes, so we are lives have changed SO much.

committed to delivering more to meet
the growing demand. Mum Sophie had been living in temporary

accommodation with her young daughter for eight months
This year we completed 16 new homes before moving into one of our new homes for affordable
at Morris Street in Bury - providing two rent in Bury.
and three bedroom homes for She said having a new home of their own had ‘changed
affordable rent which is 20% cheaper everything’ and the difference in her three-year-old
than the market rent. daughter Lilly-Rose had been ‘amazing’.

On the Sale West estate in Trafford, we “Since we moved here, she’s flourished,” Sophie said.
completed the first 46 new homes for
social rent — with many being let to
existing customers who had outgrown
their home and needed something
more suitable for their needs.

“She’s come on so much in so many ways — her
confidence, her language. Everything is different
now; our lives have changed so much.”

New homes at Morris Street...

* 16 two and three-bedroom homes let at affordable @
rent — 80% of the market rate for the area.

Overall, this year we invested £8.3m
building new homes and were
successful in attracting more than
£3m in grant funding.

9 homes for shared ownership, giving people their @
first step onto the property ladder.

+ Green features including air source heat pumps, 0

mechanical ventilation, solar panels and electric vehicle
charging points to benefit the environment and help
customers with energy bills.

We’re committed to building 734 new affordable
homes, including homes for those with dementia,

adults with additional needs and accessible ready
homes, over the next seven years.

12 Annual Report 2022/2023




Celebrating our

@ birthday

with our customers

Double reason to celebrate
at community play date!

There was double reason to celebrate in Sale West
this spring, when we organised a community play
date to mark our special birthday and officially
opened the new natural play areas.

Ice creams were licked and the sun shone as we officially cut
the ribbon on the largest play area on Chepstow Avenue.

It is one of four new spaces created across the estate using

funding from the Department for Levelling Up, Housing and Playi ng our pa rt
Communities and has lots of great features with a focus on .
developing balance and encouraging creative play. iN BroomWOOd

Residents enjoyed cricket demos, a limbo challenge and a
target throwing game, as well as free ice creams, balloons and
bubbles. The celebrations continued later at one of the new
play areas on Hurst Avenue.

partnership

We were proud to be invited to join others in
the Broomwood Partnership to work on their

Sasha Deepwell, our chief executive, said: “It was wonderful Environmental Day this spring.
to see customers enjoying these new play areas. Colleagues worked with other local groups to

“Throughout our consultation on the regeneration, we’ve give the woods and play area a little TLC.
heard how important play areas are to residents, so we’re They laid new woodchip paths; cleared litter
delighted to have delivered them in our 50th year as part of a and removed low branches from trees —

host of other improvements and enhancements to the estate. returning these community assets to their

former glory.
Thank you to all the families who came along to celebrate gor

with us, thanks also to the leader of Trafford Council, We were delighted to join in and help make
Councillor Tom Ross, and Manor ward councillors Rob a difference during our 50th birthday year.

Duncan and Rupali Paul for joining us.” We are a long-standing supporter of the
partnership, in particular the G-Force café —

which is based in one of our properties and is
a valuable hub for local people.



Garden makeover and
afternoon tea!

It might have been a soggy start to the summer holiday
season, but at least the gardens at our independent living
schemes were looking their best ready for when the sun
reappeared!

Commemorative tree planting
at Magnolia Court

To celebrate the official birthday of Irwell
Valley Homes, on 9th May 2023 we held a
tree planting celebration at Magnolia Court
on the Heatherway estate.

Ve

of enabling people to live well in
their homes and communities

Some 50 years to the day that the founding
document was signed, colleagues from across
the organisation came together to plant flowers
and a magnolia tree in the grounds of the
building.

The team also worked across the estate clearing
litter and giving the neighbourhood a spring
clean.

Shannon Walsh, Community Co-ordinator, said:

“It was a great way to kick-start our 50th
celebrations and hopefully the tree will remain
as a lasting memento of our special birthday.

“It was lovely chatting to customers while we worked
and great to hear how appreciated the new plants and
flowers were.”



Support with the
cost of living

We know it’s difficult right now, so we
urge anyone who is concerned about
their finances to contact us so we can
see where we or our partners can help.

Greater Manchester Combined Authority’s
Helping Hand web pages include details of
how to access a wide range of help, both
across the region and in your local area.

From support with food and energy

costs, to help accessing childcare and
employment, as well as details of the
various hardship funds offered by different

local councils, the site highlights the help Visit www.
available if you’re affected by the cost-of- greatermanchester-ca.
living crisis. gov.uk/helping-hand or

scan the QR code.

&
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Energy and bills Food Mental health ‘Warm spaces

Our work is overseen by a Board of Management
and we’re looking for a customer to join the team.

As a customer board member, you will Most of all we’re looking for
help to ensure we deliver against our someone who is passionate
corporate plan and achieve value for about homes and communities ,? *
money. You’ll monitor our performance and acting in the best interests £ i
and make sure we’re managing the of our current and future '
organisation well and in line with our customers. In return you will
regulatory requirements. get paid £5,500 a year for this

role.

We’re looking for someone who can
support and challenge our leadership You don’t need any previous

team. Someone who can read and
comment on reports, attend meetings,
and make key decisions over the
future of the organisation.

experience to apply. To register your
interest email involveme@irwellvalley.
co.uk by 6th November and let us
know in your own words why you feel
you’ll be great in this role... you'll be
in good company as we already have
customers on our Board!



EI@:'EI |Eind out more .
A better way to manage your % ootk |
home and tenancy is coming! : ’

Irwell Valley Homes is launching a new
service for customers offering a way to
manage your home and tenancy online.

The portal will replace our Irwell Valley Homes app once it is live.

If we have an email address for you on file, we will send you a
log in. If we don’t have your email address now or you’d like to
change the email address we use for this, please let us know.

Contart Details

Prederence

Type
Order and

manage your
repairs

Check your Update your

neighbourhood rent account personal details
services & & make any time
report ASB payments A

Access

Check you’re receiving
everything you’re entitled to

Our easy-to-use benefits calculator takes
just 10 minutes to do a quick financial check
- searching for benefits, grants and other
support you or your family may be entitled to.

ScantheQRCOdeorsearChourwebSitefor O 0 000000000000 0000000000000 0000000000000 9 90 0
‘benefits calculator’.
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Last year
we helped our ,
customers to access \

in extra income.

#CostOfLiving



