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FREEBRIDGE COMMUNITY HOUSING (FCH) BOARD

Minutes of a Meeting of the Board held on
Monday 25 July 2011 at 6.05pm in the
Conference Room, Juniper House,
Austin Street, King’s Lynn

PRESENT:
Ray Johnson (Chairman)
Lesley Bambridge
Matthew Brown
Nigel Donohue
Irene Gammon
Bill Guyan
Michael Jervis
Paul Leader
lan Pinches
Colin Sampson

ALSO PRESENT:
Steve Clark (observer)

IN ATTENDANCE:

Tony Hall - Chief Executive

Sean Kent - Executive Director (Resources)

Abigalil Ellis - Executive Director (Operations)

Michelle Playford - Assistant Director of
Communications and  Customer
Engagement

Malcolm Fry - Assistant Director of Finance (minute
Numbers 102/11 - 110/11)

Robert Clarke - Assistant Director of Housing (minute

numbers 102/11 - 121/11)
Company Secretary

Angus MacQueen

102/11 APOLOGIES
An apology for absence was received from Sylvia Calver.
103/11 MINUTES

The minutes of the meeting held on 23 May 2011 were confirmed as a correct
record and signed by the Chairman.



104/11 MATTERS ARISING

e Quality Social Housing, Real Estate Investment Trust (Minute Number
90/11)

In answer to a question, the Chief Executive said that that negotiations were
ongoing with Quality Social Housing and the Borough Council. The possibility
of a 20-year, rather than a 10-year, model was being investigated.

105/11 DECLARATIONS OF INTEREST

Irene Gammon, as a resident of Hillington Square, and Lesley Bambridge, as
the ward councillor for Hillington Square, declared interests in the items at
minute number 117/11, Opportunities for Tenure and Funding at Hillington
Square, and at minute number 118/11, Hillington Square — Procurement of
Structural Engineer and Mechanical & Electrical Engineer. The Board was
content that they should remain in the room during the items, but they did not
vote.

lan Pinches declared an interest in the item at minute number 126/11 —
Appointment to the Resources and Risk Committee — as his appointment to
the Committee was recommended. The Board was content that he should
remain in the room during the item, but he did not vote.

106/11 CHAIRMAN'S UPDATE

The Chairman gave an update on his activities as Chairman since the last
meeting.

As well as weekly meetings with the Chief Executive, the Chairman had
attended the following:

e Asset Management training for Board members run by e?. This had
been very well attended by Freebridge Board members.

e An evening meal with the e? Chairs. This had been a very useful
opportunity to share good practice.

e A meeting of the National Housing Federation’s Planning Sub-
Committee, of which he was a member.

e Two meetings of the Hillington Square Steering Group. He was
really excited at how the Hillington Square project was progressing.

107/11 CHIEF EXECUTIVE'S UPDATE

(@) Consultation on the Localism Bill

The Chief Executive said that the National Housing Federation was looking for
housing associations to feed into its formal response to the consultation on
the Localism Bill, to ensure that any new planning system supported social
housing. An amendment to the Bill was to be tabled by Lord Best to address
a contradiction in the law whereby local authorities could impose a



requirement that new build was retained as social housing in perpetuity, whilst
stock transfer associations were required to allow transferring tenants the
Right to Buy. This was an issue on which Freebridge had requested the
National Housing Federation to lobby.

(b) National Affordable Homes Programme 2011-2014

The Chief Executive reported that Freebridge, along with all of the e? partners,
had received all of the grant requested under the Homes and Communities
Agency’s National Affordable Homes Programme 2011-2014. In Freebridge’s
case, this amounted to £1.4 million for 72 units (around £20,000 per unit).
This was fantastic news both for Freebridge and for the provision of affordable
housing in King’'s Lynn and West Norfolk. The next step was to work through
the legal agreement with the Homes and Communities Agency.

(c) Hillington Square

Confidential item

(d)  Staff Conference

Confidential item

(e)  Visit from Australian Housing Association

The Chief Executive reported that representatives of Affordable Community
Housing Limited, based in New South Wales, had visited Freebridge over two
days in June. The visitors appeared to have found their time with Freebridge
useful. They had been particularly interested in stock transfer and tenant
engagement.

Nigel Donohue joined the meeting at this point.

108/11 AUDIT COMMITTEE RECOMMENDATIONS (click here to go
fo report

The Board received a report which introduced the recommendations of the
meeting of the Audit Committee held on 4 July 2011.

Recommendations 1 and 2, as listed in the report, were considered under
item 8 of the agenda (minute number 109/11 below), and recommendations 3,
4 and 5 were considered under item 9 of the agenda (minute number 110/11
below).

109/11 INTERNAL CONTROLS ASSURANCE ANNUAL REPORT
2010/11 (report not available — confidential)

The Executive Director (Resources) presented the Internal Controls
Assurance Annual Report 2010/11. The report explained the requirements of
the business assurance exercise and the approach that the Association had
chosen to adopt, and presented evidence from a wide variety of internal and



external sources. The Internal Auditors had input into the exercise and their
conclusions were included.

The Board considered the report, noting that it had previously been
considered by the Audit Committee. Paul Leader, Chairman of the Audit
Committee, advised that the Committee had been pleased that Freebridge
had received an assessment of “moderate assurance” from the Internal
Auditor, which, it had been informed by the Internal Auditor, placed Freebridge
in the top quatrtile.

With reference to section 2.5 (“Internal Audit”) of the report, a member
commented that the following sentence was unclear: “It [Internal Audit]
provides independence and objective assurance across a whole range of
Freebridge’s activities.” This should either have read “...across a wide
range...” or “across the whole range...” The Executive Director (Resources)
undertook to ensure that the wording was clarified for future years.

Having noted the recommendations of the Audit Committee, the Board
RESOLVED:

1) That the Internal Controls Assurance Annual Report 2010/11, as
presented, be approved.

2) That the statement of internal controls, as presented, be approved for
inclusion in the Association’s statutory financial accounts 2010/11.

110/11 DRAFT STATUTORY ACCOUNTS 2010/11(click here to go to
report)

The Executive Director (Resources) presented a report which detailed the
Association’s draft statutory accounts 2010/11, including the Board of
Management Report, Operating and Financial Review, Auditor's Report and
Financial Statements. Also attached for approval were the Key Issues
Memorandum 2010/11 and the Letter of Representation to the External
Auditor.

The Board took assurance from the fact that the accounts had been reviewed
by External Audit, the Audit Committee, and the Resources and Risk
Committee (as management accounts), as well as by the professional
financial officers employed by the Association.

The Board thanked the Assistant Director of Finance and his team for their
hard work in preparing the accounts.

Having noted the recommendations of the Audit Committee, the Board
RESOLVED:

1) That the statutory accounts 2010/11, as presented, be adopted and the
Chairman of the Board, the Chairman of the Resources and Risk



Committee, the Chief Executive, and the Executive Director
(Resources) be authorised to sign these on behalf of the Board.

2) That the Key Issues Memorandum 2010/11, as presented, be approved
for submission to the TSA.

3) That the Letter of Representation, as presented, be approved for
signature by the Chief Executive.

111/11 RULE AMENDMENTS (click here to go to report)

The Company Secretary presented a report which set out proposed
amendments to the Rules for recommendation to the 2011 AGM.

RESOLVED: That approval of the Rule amendments attached to the report
be recommended to the 2011 AGM, as presented, subject to consultation with
the funders.

112/11 CUSTOMER ENGAGEMENT POLICY (click here to go to
report)

The Assistant Director of Communications and Customer Engagement
presented a report which set out the revised version of the Customer
Engagement Policy; this had previously been presented to the Board in draft
and then subject to tenant consultation.

The Assistant Director of Communications and Customer Engagement tabled
a draft leaflet; this was intended to be a readable and accessible summary of
the Policy and would be made available to tenants. The Board welcomed the
draft leaflet as a user-friendly document. In answer to a point from a member,
the Assistant Director of Communications and Customer Engagement
explained that the leaflet had been written in such a way as to emphasise
certain messages and in Plain English; however, she would check before
issuing it that it was not too repetitious.

RESOLVED:

1) That the revised Customer Engagement Policy be approved, as
presented.

2) That it be agreed that the Customer Engagement Policy and
associated commitment leaflet replace the Tenant Compact.

113/11 REVIEW OF FINANCIAL INCLUSION POLICY (click here to
go to report)

The Executive Director (Resources) presented a report which reviewed the
Financial Inclusion Policy.




In terms of fuel poverty, the Executive Director (Resources) highlighted that
Freebridge would continue to seek bulk ordering schemes from which tenants
could benefit when purchasing their fuel.

In answer to a question, the Executive Director (Resources) said that
Freebridge had engaged a company to help new tenants assess their options
for fuel tariffs. The Tenant Welfare team also supported tenants who had
been the victims of mis-selling, for instance of fuel or financial products.

RESOLVED: That the revised Financial Inclusion Policy be approved, as
presented.

114/11 REVIEW _OF BUSINESS CONTINUITY STRATEGY AND
GUIDELINES (report not available — confidential)

The Executive Director (Resources) presented a report which reviewed the
Business Continuity Strategy and Guidelines.

The Executive Director (Resources) said that the ICT element of the Strategy
had been tested and had stood up well; the results had been reported to the
Resources and Risk Committee. A full, surprise test would now be planned.

RESOLVED: That the revised Business Continuity Strategy and Guidelines
be approved, as presented.

115/11 AMENDMENT TO STANDING ORDERS (SCHEME OF
DELEGATION) (click here to go to report)

The Executive Director (Resources) presented a report which put forward an
amendment to Standing Orders to reflect the day-to-day working of the
Association.

The Board wished it to be clarified within the amendment that the authority
was granted in relation to developments previously approved by the Board,
and so asked for the word “approved” to be inserted in the recommended
wording.

RESOLVED: That the following paragraph be added to Standing Order 9 —
Delegated Authority to the Executive Director (Operations):

"4.2h Authorise the Association entering into legal Agreements
relating to its approved developments”.

116/11 BOARD’S REPORT TO THE AGM (click here to go to report)

The Chief Executive presented a report which sought approval for the Board’s
Report to the AGM.

The Chief Executive advised that this year's AGM would not be preceded by
an open tenant event, as the open tenant events had not been well attended
in previous years.



RESOLVED: That the Board’s Report to the AGM be approved, as
presented.

117/11 OPPORTUNITIES FOR TENURE AND FUNDING AT
HILLINGTON SOUARE

Confidential item

118/11 HILLINGTON SOUARE — PROCUREMENT OF STRUCTURAL
ENGINEER AND MECHANICAL & ELECTRICAL ENGINEER
(report not available — confidential)

The Executive Director (Operations) presented a report which sought approval
for inviting tenders to procure the services of a Structural Engineer and
Mechanical & Electrical Engineer for the Hillington Square project. The report
also advised of the intention to procure a Partnering Adviser for the project;
this did not require Board approval in view of the level of cost involved.

In answer to a question, the Executive Director (Operations) confirmed that
the costs of the procurement could be covered from existing revenue budgets.

RESOLVED: That tendering for the following services for Hillington Square
be approved:

e Structural Engineer
e Mechanical & Electrical Engineer.

119/11 STOCK CONDITION SURVEY 2011 (report not available —
confidential)

The Executive Director (Operations) presented a report which described the
findings of the 2011 stock condition survey.

The Executive Director (Operations) apologised that the “Actual Spend” figure
in Table 1 of the report had slipped down into the wrong box.

The Executive Director (Operations) highlighted that the continued
affordability of the thirty years work programme had not differed significantly
from the previous survey.

A member pointed out that the new budgetary provision for insulation works
fitted with Freebridge’s wish to assist tenants facing fuel poverty.

The Board noted the report and
RESOLVED: That the continued delivery of Decent Homes work as defined
within the Financial Plan 2011 be approved.



120/11 NOTICE OF VARIATION TO THE SUPPORTING PEOPLE
CONTRACT

Confidential item

121/11 OPTIONS APPRAISAL FOR HARPLEY COURT SHELTERED
SCHEME (report not available — confidential)

The Assistant Director of Housing presented a report which advised of the
outcomes of the options appraisal for the Harpley Court sheltered scheme.

In answer to questions, officers made the following points:

e Should the Board decide to decommission the site, officers would
prepare a strategy for communicating the decision positively and
sensitively. A pack of information would also be prepared for those
individuals who might be questioned about the decision by the media.

¢ A meeting would be held shortly with the 12 tenants currently resident
on the scheme, to communicate the Board’s decision.

e Should the site be decommissioned, officers would work closely with
each of the 12 tenants, and where appropriate their relatives, to ensure
that suitable alternative accommodation was found for them. All of the
tenants would be moved out as far as possible within the same
timeframe, so that that there would not be one or two people left on
their own on the scheme for some time.

e The decommissioning of the site would be an opportunity to better
meet the housing needs of the local area.

e A decision to decommission the site would require consultation with the
funders. The scheme was charged to the security trustee, and would
need to be removed from the valuation.

¢ If the site were sold for redevelopment, it would be subject to clawback
by the Borough Council. Negotiations would, therefore, be required
with the Council, or it might be necessary to mothball the site for the
remaining four and a half years of the clawback agreement.

RESOLVED:

1) That it be accepted that the Harpley Court sheltered scheme is no
longer viable and that the site be decommissioned.

2) That officers produce a communications strategy to explain the
decision.

3) That officers seek to match residents’ aspirations in terms of re-housing
and provide appropriate compensation.



4) That officers appraise the site for redevelopment, ensuring that local
housing need is met.

122/11 TRADING SUBSIDIARY (report not available — confidential)

The Company Secretary presented a report which sought agreement in
principle to the establishment of a non-charitable trading subsidiary and to
agree the next steps.

RESOLVED:

1) That the establishment of a non-charitable trading subsidiary be
approved in principle.

2) That the Governance Working Group be requested to develop the
proposal further and report back to the Board.

123/11 2011/12 BUSINESS PLAN FIRST QUARTER UPDATE (click
here to go to report)

The Chief Executive presented a report which set out the first quarter update
to the 2011/12 Business Plan.

The Chief Executive clarified that the corporate bond target for the average
number of days lost through sickness was 10.7 days (not 10.7% as stated in
section 3.2 if the report).

The Chairman and the Chief Executive both commented on the significant
progress that had already been made on the three development schemes that
were planned for delivery during this financial year. The Board asked that its
thanks be passed on to the those staff responsible for taking these projects
forward so quickly.

The Board noted the report.

124/11 BOARD MEMBERS DECLARATIONS OF INTEREST -—
UPDATE (click here to go to report)

The Company Secretary presented a report which provided an update to the
schedule of Board members’ declarations of interests.

RESOLVED: That the amendments to the schedule of board members’
interests published on Freebridge’s website be approved as described in the
report.



125/11 BOARD MEMBERS’ MILEAGE RATES (click here to go to
report)

The Company Secretary presented a report which sought to establish the
principle of aligning board member mileage rates with the HM Revenue and
Customs rates, with effect from 6 April 2011.

RESOLVED:

1) That the Board Member Agreement be amended to specify that the
board member private vehicle mileage rate is set in line with the HM
Revenue and Customs rate and will change as and when the HM
Revenue and Customs rate changes.

2) That the current HM Revenue and Customs rate of 45p per mile take
effect as the board member private vehicle mileage rate from 6 April
2011, the date of its introduction.

3) That the Board Member Agreement be amended to specify that the
mileage rates for carrying passengers, motorcycles and bicycles are
set in line with the HM Revenue and Customs rates and will change as
and when the HM Revenue and Customs rates change.

126/11 APPOINTMENT TO THE RESOURCES AND RISK
COMMITTEE (click here to go to report)

The Company Secretary presented a report which sought to fill the vacancy
on the Resources and Risk Committee.

RESOLVED: That lan Pinches be appointed to the Resources and Risk
Committee.

127/11 APPOINTMENT OF SHAREHOLDERS (report not available —
confidential)

The Company Secretary presented a report which requested the Board to
consider applications for tenant shareholding. He explained that, since the
agenda had been issued, one further application had been made. He tabled
the list of applications which had been updated to include this.

RESOLVED: That the eight applications for tenant shareholding contained in
the tabled list be approved.

128/11 ANNUAL HEALTH AND SAFETY UPDATE (report not
available — confidential)

The Executive Director (Resources) presented a report which provided an
update on health and safety activity over the past year and set out progress
towards reducing the overall risks associated with Freebridge activities.



The Executive Director (Resources) highlighted that there had been an
increase in accidents reported when compared with last year. This had been
investigated, and it appeared that it was the result of better reporting, rather
than any changes in working practices creating more accidents.

The Board was patrticularly pleased to note that Freebridge had been awarded
a prestigious Gold Award by the Royal Society for the Prevention of
Accidents.

The Board noted the report.

129/11 ANNUAL EQUALITY AND DIVERSITY IN _EMPLOYMENT
UPDATE (report not available — confidential)

The Executive Director (Resources) presented a report which provided an
update on staff recruitment over the last year in relation to equality and
diversity in employment, and which commented on any actions taken, or to be
taken, to improve any aspect of employment in relation to equality and
diversity.

The Board noted the report.

130/11 TENANT SATISFACTION SURVEY (click here to go to
report)

The Assistant Director of Communications and Customer Engagement
presented a report which advised of the results of the recent STATUS tenants’
survey.

The Board was particularly pleased to note the increase in customer
satisfaction.

The Board noted the report.

131/11 STAKEHOLDER AND PARTNER PERCEPTION SURVEYS
(report not available — confidential)

The Assistant Director of Communications and Customer Engagement
presented a report which set out the findings of the first Freebridge
stakeholder and partner perception surveys.

The Assistant Director of Communications and Customer Engagement
advised that a focus group with partners would be held later that week; a letter
to partners and stakeholders, together with the Business Plan, would also be
sent out shortly. The local Member of Parliament, Henry Bellingham, had
been invited to visit.

It was acknowledged that, whilst most of Freebridge’s dealings at
Parliamentary level were with Mr Bellingham, as the substantial proportion of
Freebridge properties was situated in King’'s Lynn, Elizabeth Truss MP also



covered an area that incorporated a large number of Freebridge properties.
She, too, would be invited for a visit.

The Board noted the report.
132/11 URGENT ACTION TAKEN — EMPLOYMENT OF CLOSE

RELATIVE OF EXISTING EMPLOYEE (report not available —
confidential)

The Board noted a request for urgent action that had been approved, to
employ a close relative of an existing employee.

133/11 URGENT ACTION TAKEN — PROPOSED PURCHASE OF
PROPERTY (report not available — confidential)

The Board noted a request for urgent action that had been approved, to
purchase the property known as 21 Hollycroft Close, Emneth, with the
vendors to remain as fully assured tenants.

134/11 URGENT ACTION TAKEN — NEW ALLPAY CONTRACT
(report not available — confidential)

The Board noted a request for urgent action that had been approved, to enter
into a new contract with Allpay, through Northern Housing Consortium, for the
provision of tenant rent payment facilities.

135/11 WORK UPDATE (report not available — confidential)

The Company Secretary presented the work update, which included the
following:

e Action Sheet
e Future Work Programme of the Board.

The Board noted the update.

136/11 COMMITTEE MINUTES

Confidential item

137/11 ANY OTHER BUSINESS

e Committee Memberships

In answer to a question, the Chairman advised that it was intended to review
Committee memberships after this year's AGM.



138/11 NEXT MEETING

The Board noted that its next ordinary meeting was scheduled for Monday 5
September 2011 at 6.30pm; a special meeting was scheduled for Monday 8
August at 7.00pm.

The meeting closed at 8.20pm, the Board having resolved to continue to
sit at 8.05pm.

CHAIRMAN



ITEM 7

Freebridge Community Housing Report to the Board
Author Angus MacQueen Report Type Impact

Related Work Ref. For Decision V| High Medium Low
Minutes: For Information \

Audit Committee —

4 July 2011

Consultation

Board Meeting Date: 25 July 2011

Report Title: Audit Committee Recommendations

Purpose: To present the recommendations from the Audit Committee meeting held on 4
July 2011.

Policy/Strategy Implications: None directly arising from this report.

Finance and VFM Implications: None directly arising from this report.

Customer Care/Equality and Diversity Implications: None directly arising from this
report.

Risk Assessment (cross-reference with Freebridge Risk Map): Risk assessment will
have been considered at the committee stage for each recommendation.

Recommendations: Itis recommended that the Board:

(i) Consider the recommendations set out in the body of the report.

1. Audit Committee — 4 July 2011

Presentation of recommendations by: Paul Leader (Chairman of the Audit
Committee)

Recommendations —

1. That the Board adopt the Internal Controls Assurance Annual Report
2010/11.

2. That the Board adopt the draft Statement of Internal Controls (for
inclusion in the Association’s statutory financial accounts 2010/11).

[Please note: Consideration of recommendations 1 and 2 should be
deferred until item 8 of the agenda.]

3. That the Board adopt the Key Issues Memorandum and approve its
submission to the Tenant Services Authority.



4. That the Board approve the Letter of Representation for signature by
the Chief Executive.

5. That the Board adopt the draft statutory accounts 2010/11 and
authorise the Chairman of the Board, the Chairman of the Resources
& Risk Committee, the Chief Executive, and the Executive Director
(Resources) to sign these on behalf of the Board, subject to the
following amendments:

e change the references to the Housing Corporation and the
Registrar of Friendly Societies on the front page;

e remove references to Schedule 1; and

e insert a note explaining the credit on pension funding.

[Please note: Consideration of recommendations 3, 4 and 5 should be
deferred until item 9 of the agenda.]



0) Other Grants

Other grants received in respect of revenue expenditure from local authorities and other organisations are
credited to the income and expenditure account in the same period as the expenditure to which they
relate.

p) Capitalisation of Administration Costs

Administration costs relating to development activities are capitalised if they are directly attributable to the
development process and in bringing the properties into their intended use. The de minimus level to be
applied in respect of capitalisation will be £1,000.

g) Taxation

The Association is recognised as an exempt charity by HM Revenue and Customs. Consequently the
Association has no liability to pay corporation tax on its result.

r) Maintenance - Work in Progress

Maintenance work in progress on developments is stated at the lower of cost and net realisable value.

s) Arrangement Fees

Amounts paid by the Association in respect of new loan facilities are allocated at a constant rate over the
anticipated life of the loan.

t) Interest Payable and Receivable

Interest payable and receivable is charged / credited to the income and expenditure account as incurred
during the year unless it is directly attributable to housing properties under construction.

u) Stock
Stock is stated at the lower of cost and net realisable value.

v) Social Housing Grant

Social Housing Grant (SHG) is receivable from the Homes and Communities Agency to reduce capital
costs of housing properties, including land costs. SHG due from the Homes and Communities Agency or
received in advance is included as a current asset or liability. SHG received in respect of revenue
expenditure is credited to the income and expenditure account in the same period as the expenditure to
which it relates. There has been no grant received from the Homes and Communities Agency for this
current financial year.

w) Website Development Costs

The Association is currently planning the development of a website to be used to promote the
organisations activities. All planning, design, content and ongoing maintenance and operational costs will
be charged to the Income and Expenditure Account as other operating costs as incurred.

X) Current Asset Investments

Investments are stated at market value.

y) Liquid Resources

Liquid resources are readily disposable current asset investments.

z) Revaluation Reserve
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The difference between the market value of the Association’s housing properties and the historic cost

carrying value is credited to the revaluation reserve.

2. a) Analysis of Income and Expenditure

Particulars of Turnover, Cost of Sales, Operating Costs

and Operating Deficit 2011

Turnover from Social Housing Lettings (Note 2b)
Non-Social Housing Letting
Other Activities

Total

Particulars of Turnover, Cost of Sales, Operating Costs

and Operating Deficit 2010

Social Housing Lettings (Note 2b)
Non-Social Housing Letting
Other Activities

Total

2. b) Analysis of Income and Expenditure

Particulars of Income and Expenditure from Social
Housing Lettings

Rent Receivable Net of Identifiable Service Charges
Shared Ownership Proceeds

Charges for Support Services

Service Income

Gross Rental Income
Voids
Turnover from Social Housing Lettings (Note 2a)

Management Services

Services

Routine Maintenance

Planned Maintenance

Major Repairs Expenditure

Bad Debts

Depreciation

Shared Ownership Cost of Sales

Operating Costs on Social Housing Lettings

Total Deficit on Social Housing Lettings

Operating  Operating

Turnover Costs Deficit
2011 2011 2011
£'000 £'000 £'000
23,210 (25,535) (2,325)
329 - 329

39 - 39

23,578 (25,535) (1,957)
Operating  Operating

Turnover Costs Deficit
2010 2010 2010
£'000 £'000 £'000
23,127 (27,829) (4,702)
364 - 364

52 - 52

23,543 (27,829) (4,286)

General Needs and
Sheltered Housing

General Needs and
Sheltered Housing

2011 2010
£000 £'000
22,592 22,461
87 180

427 427
308 290
23,414 23,358
(204) (231)
23,210 23,127
(1,546) (3,009)
(3,257) (3,039)
(4,296) (4,284)
(1,285) (1,547)
(13,788) (14,662)
(149) (151)
(1,127) (957)
(87) (180)
(25,535) (27,829)
(2,325) (4,702)

Page 21 of 32



2 c¢) Proceeds of sale of housing properties in the year were £370k with cost of sales of £200k. A surplus on
disposal of £170k has been credited to the Income and Expenditure account. Proceeds from the sale of
housing properties under the Right to Buy scheme are shared with the Borough Council of King’s Lynn and

West Norfolk (BCKLWN), £466k was received by BCKLWN during the year.

Included in the amounts disclosed above was the full staircasing of a shared ownership property. The

proceeds received in respect of this property were £51k with no cost being allocated.

3. Deficit on Ordinary Activities Before Taxation 2011
£'000

Deficit on ordinary activities before taxation is stated after charging

Depreciation: Housing Properties 939

Depreciation: Tangible Fixed Assets 188

Auditor's Remuneration:
In their capacity as auditor (inclusive of VAT) 20
In respect of other services (inclusive of VAT) 4

4. Board of Management and Executive Remuneration

2010
£'000

815
142

The Board of Management has received no remuneration during the year. Directors include all Executive
Directors and others who compose the Board of Management. The remuneration payable to the Executive

Directors of the Association was:

2011 2010

£'000 £'000

Emoluments (including pension contributions and benefits in kind) 348 347
The highest paid Director and Chief Executive 127 130
Total aggregate pension contributions in respect of services as a Director 35 32
Total business expenses reimbursed to Directors 4 7
Directors expenses in respect of loss of earnings 2 2

The number of Directors to whom benefits are accruing under the defined benefits scheme is 3. The Chief
Executive is a member of the Norfolk County Council Superannuation scheme, as are the majority of
employees. The terms of his pension arrangements are on the same basis as those of other employees.
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5. Employee Information

2011 2010
Employee Numbers During Year: No. No.
Average number of employees including part time employees 201 192
Average number of employees expressed in full time equivalents 191 181
Employee Costs During Year: 2011 2010

£'000 £'000
Wages & Salaries (excluding severence and redundancy payments) 4,912 4,639
National Insurance Contributions 403 383
Pension Costs - Defined Contribution Scheme 32 7
Pension Costs - Defined Benefit Scheme Current Service Cost 714 403
Pension Costs - Defined Benefit Scheme Past Service Gain (2,114) -
Total Employee Costs 3,947 5,432

Note: The change in linking the pension increase to CPI rather than RPI has had the effect of
creating a reduction in the pension liability. This reduction in liability is shown as a past service gain
with in the revenue account.

2011 2010

£'000 £'000

Severence and Redundancy Payments 115 14
6. Interest Payable Similar Expenditure 2011 2010
£'000 £'000
Net other finance expenditure on pension scheme 89 115
Total Interest Payable 89 115
7. Interest Payable and Similar Charges 2011 2010
£'000 £'000
Bank Interest Payable 2,055 1,656
Total Interest Payable 2,055 1,656

8. Taxation

As a result of the charitable status of the Association there is no charge in the Income and
Expenditure Account in respect of Corporation Tax.
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9. Fixed Assets - Housing Properties

Cost or Valuation:

As at 1st April 2010

Additions

Transfer from Current Assets

Transfer

Disposals

Surplus on Revaluation 31st March 2011

Cost as at 31st March 2011
Depreciation as at 1st April 2010
Charge for the Year

Revaluation Surplus

Depreciation as at 31st March 2011
Net book value as at 31st March 2011

Net book value as at 31st March 2010

Historical cost equivalents are as follows:

Gross Cost at 1st April 2010
Additions

Transfer from Current Assets
Transfer

Disposals

Gross Cost as at 31st March 2011
Less depreciation:

Brought forward

Charge for the Year

Net Book Value as at 31 March 2011

Rented Rented Non
Traditional Traditional Shared Under

Build Build Ownership Construction Total
£'000 £'000 £'000 £'000 £'000
90,465 13,201 744 331 104,741
4,535 2 1,931 6,468
71 71
428 778 (1,206) -
(185) (16) (34) (235)
9,294 1,500 10,794
104,537 15,463 817 1,022 121,839
(651) (288) (939)
651 288 939
104,537 15,463 817 1,022 121,839
90,465 13,201 744 331 104,741

Rented Rented Non

Traditional Traditional Shared Under

Build Build Ownership Construction Total
£'000 £'000 £'000 £'000 £'000
40,317 2,151 744 331 43,543
4,535 2 1,931 6,468
71 71
428 778 (1,206) -
(27) () (34) (64)
45,253 2,926 817 1,022 50,018
(980) (144) - - (1,124)
(395) (45) (440)
43,878 2,737 817 1,022 48,454
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Appendix 1
NATIONAL HOUSING FEDERATION BASED ON MODEL RULES 1998

D1.1 define and ensure compliance with the values and objectives of the
association and ensure these are set out in each annual report;

D1.2 establish policies and plans to achieve those objectives;

D1.3 approve each year's accounts prior to publication and approve each year’s
budget;

D1.4 establish and oversee a framework of delegation and systems of control;

DI1.5 agree policies on all matters that create significant financial risk to the
association or which affect material issues of principle;

D1.6 monitor the association's performance in relation to these plans, budget,
controls and decisions;

D1.7 appoint (and if necessary remove) the chief executive; and

D1.8 satisfy itself that the association's affairs are conducted in accordance with

generally accepted standards of performance and propriety;

D1.9 at all times that the association is registered with the regulator as a
registered provider of social housing the board shall ensure that the
association takes account of any obligation imposed upon the association
by the regulator in exercise of its powers.

and none of these functions D1.1 to D1.9 inclusive shall be capable of delegation.

Composition of the board

D2 D2.1  On—registraion—ol—the—assoctation—the—subseribing—sharcholders—shall

the-board-shall-appeint-suchfarther board-members—sueh-that-Tthe board
shall consist of fifteen-twelve board members PROVIDED THAT in the
event that the number of board members shall consist of fewer than fifteen
twelve and/or otherwise does not comprise of the numbers set out in this

Rule D2 the remaining board members shall use all reasonable endeavours

to appoint further board members and may act notwithstanding this rule.

D2.2

D2.32 Eollowinethe-second-annual-ceneral-meetineof the-association-afterth
transfer—three—Two board members shall be Council board members
appointed in accordance with rule D10.

D2.43 No more than five-four board members shall be local authority persons.

PSEC.558363.14 -11- RJB.49242.8



NATIONAL HOUSING FEDERATION BASED ON MODEL RULES 1998

D3

D4

D5

D6

D2.75

D2.86

D3.1

D3.2

D3.3

D3.4

D4.1

D4.2

the—transfer—seven—Five tenant board members shall be tenant board
members appointed in accordance with rule DS.

No more than seven-five board members may be tenants.

Atteast-one-third-oftheFive board members shall be independent board
members appomted in accordance with rule D9PR9¥I—DE—D—"H=I—A—T—1—H—t-he

The board shall in its annual report set out the obligations of every board
member to the board and to the association. The board shall review and
may amend the obligations of board members from time to time.

Except for the subscribing shareholders each board member shall sign a
statement, confirming that they will meet their obligations to the board
and to the association. The board may vary the form of statement from
time to time.

Any board member who has not signed such statement without good
cause within one month of election or appointment to the board may be
removed from office by a resolution of a majority of the remaining board
members.

A board member may be removed from the board by a resolution passed
by a three quarters majority at a meeting of the board.

The board may appoint co-optees to serve on the board on such terms as
the board resolves and may remove such co-optees. A co-optee may act in
all respects as a board member, but they cannot take part in the
deliberations nor vote on the election of officers of the association nor any
matter directly affecting shareholders.

The board may co-opt the association’s chief executive and other
directors.

For the purposes of these rules and of the Act a co-optee is not included in the
expression “board member” or “member of the board”. For the purposes of the
Housing and Regeneration Act 2008 a co-optee is an officer.

Not more than five co-optees can be appointed to the board or to any committee at

any one time pursuant to rule D4. A local authority person cannot be co-opted.

PSEC.558363.14

-12- RJB.49242.8



NATIONAL HOUSING FEDERATION BASED ON MODEL RULES 1998

Election and appointment to the board

D8

D8.1

At the annual general meeting of the Association in 2012 and every

subsequent annual general meeting tenant board members shall retire from

office in the following rotation:

(1) at the annual general meeting in 2012, two tenant board members

shall retire;

(1)  at the first subsequent annual general meeting, a further two tenant

board members shall retire; and

(111) _at the second subsequent annual general meeting, a further tenant
board member shall retire;

and so forth such that the tenant board members shall subsequently retire

in a rotation which mirrors that in sub-paragraphs (i) to (iii).

D8.2

the tenant board members to retire at each such annual general meeting

shall be those who have been longest in office since they last became
tenant board members, but as between persons who became board
members on the same day those to retire shall be chosen by lot provided
that where a tenant board member is appointed as a consequence of the
death or retirement (other than by operation of this sub-paragraph) of
another tenant board member (“the predecessor”), the period of time for
which the tenant board member shall have held office shall, for the
purposes only of this sub-paragraph be deemed to include the period since
the last election or appointment of the predecessor.

PSEC.558363.14
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NATIONAL HOUSING FEDERATION BASED ON MODEL RULES 1998

D10

DO9.5

than one vote to any one candidate. Votes shall be counted in accordance
with rule C9.2.

In casting their votes in an election, shareholders shall endeavour to ensure
that the board possesses the quality, skills and experience which the
association has from time to time determined that it requires.

The council shareholder shall have the right to nominate no more than threetwo

council board members. The council shareholder may withdraw a council board

member at any time. Any vacancies occurring among council board members
shall immediately be filled by the council shareholder.

Candidates for the board

D11

DI1.1

D11.2

DI11.3

DI11.4

Except where the association remains dormant following incorporation
any candidate for election to the board as an independent board member
shall submit a written statement to the association in such form as the
board from time to time determines. It shall set out the candidate's full
name, address, and occupation, and the reasons for their suitability to be a
board member.

In addition a candidate who is not retiring as an independent board
member must be nominated in writing by a shareholder and recommended
by the board.

The statement and nomination shall be delivered to the registered office at
least twenty-eight business days before the meeting at which the
vacancies on the board are to be filled.

Subject to rule D7 and D9.4 the board may appoint a person who is
willing to act as a board member to fill a vacancy. A board member so
appointed shall hold office only until the next following annual general
meeting. If not reappointed at such annual general meeting, he shall vacate
office at the conclusion thereof.

Quorum for the board

D12

D12.1

D12.2

Five board members, or half of the board (whichever is lower) shall form
a quorum PROVIDED THAT this includes at least one tenant board
member, one independent board member and one council board member.
The board may determine a higher number.

If the number of board members falls below the number necessary for a
quorum, the remaining board members may continue to act as the board
for a maximum period of six months. At the end of that time unless the
association remains dormant following its incorporation, the only power
that the board may exercise shall be to call a general meeting of the

PSEC.558363.14
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ITEM 11

Freebridge Community Housing Report to the Board

Author | Michelle Playford Report Type Impact

Related Work Ref. For Decision V| High Medium | Low
For Information V

Consultation Management Team, Board, Customers

Meeting Date: 25" July 2011

Report Title: Customer Engagement Policy & Strategy

Purpose: To present the revised version of the Customer Engagement Policy & Strategy
2011-2013 (attached at Appendix 1) which has been subject to Board and tenant
consultation.

Policy/Strategy Implications: - The Customer Engagement Policy & Strategy 2011-2013
replaces the Tenant Involvement Policy and Tenant Empowerment Strategy. It
complements the Communications Policy and the Communications & Customer
Engagement Strategic Activity Plan 2010-2012.

Finance and VFM Implications: - The Customer Engagement Policy and Strategy has
been developed as part of the Tenant Empowerment Service Review. Through this
process, reviews are being conducted across activities such as the Tenant Academy,
strategic customer engagement opportunities such as the Tenant Event and Tenant
Awards, and activities which deliver equality and diversity. The review is being used to
market test and measure effectiveness of the activities to make savings and ensure
ongoing Value for Money.

Customer Care/Equality and Diversity Implications: - Customer care is central to the
policy and the policy statement makes reference to Freebridge's consumerist approach.
The policy has also been the subject of an Equality Impact Assessment, and the strategy
outlines the accessible and diverse opportunities which will be delivered.

Risk Assessment (cross-reference with Freebridge Risk Map): -

1.3 Significant Events lead to adverse publicity — Critical Impact, Low Likelihood

1.7 Failure in relationship with TOWN — Critical Impact, Significant Likelihood

7.1 Failure in tenant communication — Critical Impact, Significant Likelihood

7.3 Inappropriate organisational image — Marginal Impact, Significant Likelihood

7.4 Failure to achieve tenant empowerment — Critical Impact, Low Likelihood

7.7 Failure to deliver transfer promises — Catastrophic Impact, Low Likelihood

12.0 Failure to address Equality and Diversity issues effectively — Marginal Impact,
Significant Likelihood

Recommendations: It is recommended that the Board:
(i) Approves the revised Customer Engagement Policy & Strategy 2011-2013
(attached at Appendix 1).
(i) Agree that the new Customer Engagement Policy and Strategy and
associated Commitment leaflet replace the Compact.




Development

1.1 Following consultation at the last Board meeting, the Customer Engagement Policy & Strategy
has been revised to reflect feedback from board members. The revisions were:

¢ Toinclude tenant ‘representatives’ in the definition of customer;

e Toinclude ‘exceed’ in reference to our regulatory and legal equality requirements.

1.2 Consultation with tenants was subsequently carried out and the Policy and Strategy was posted
out to 30 tenants who had previously expressed an interest in engaging with Freebridge on project
consultation. This stage of the consultation revealed feedback concerning making the documents
accessible through the use of Plain English and less jargon. Another comment concerned exploring
how we work with our partners to ensure that they meet our customer engagement requirements.

1.3 The policy and strategy was the subject of a focus group which was attended by nine tenants.

The tenants were generally very positive about the policy and strategy but raised a few points:

e Freebridge needs to insert a line which states that when we can’t adapt our services in line with
customers’ wishes, we will explain why;

e The references to TOWN need to clarify that Freebridge is providing a supporting role.

With these changes incorporated, the group approved the Policy and Strategy.

1.4. The focus group then considered the Freebridge Compact. The group felt that the publication
was a historic document which was more appropriate to transfer than now. The overall consensus
was that Freebridge’s relationship with its customers has developed since this was produced and the
new Customer Engagement Policy and Strategy cover all the key aspects of engagement between
Freebridge and customers.

1.5 The group felt that it was inappropriate to update the Compact and wanted a leaflet produced
which summarises Freebridge’s approach to engagement, and the opportunities for involvement. It
was agreed by the group that a brief, Plain English leaflet, available online and in hard copies, was
the best way in which to communicate our policy and strategy.

1.6 The leaflet — named ‘Our Commitment to Customer Engagement’ - will be distributed to all
tenants, either within Streets Ahead or as a separate mailing.



Appendix 1

Objective: Empowerment

Freebridge

COMMUNITY HOUSING

Customer Engagement Policy

Last Reviewed May 2011 Next Review May 2013
Responsible Assistant Director of Communications
Officer & Customer Engagement

1. Policy statement

Freebridge Community Housing is committed to putting the customer at the
heart of our activities through actively encouraging and facilitating meaningful
opportunities for engagement which have a genuine impact on, and link to,
our services.

Freebridge will actively seek to encourage participation from all sections of the
communities in which we operate through the delivery of a varied, dynamic
customer engagement programme which meets the diverse needs of our
customers.

Freebridge will maintain open, accessible and honest channels of
engagement and communication with our customers, ensuring that 360°
feedback is sought and given.

Freebridge will adopt a consumerist, can-do, proactive approach to engaging
tenants.

2. Definitions
For the purposes of this policy, ‘customer’ refers to:
e Existing and potential tenants (or their representatives),
e Leaseholders

e Shared owners of a Freebridge property.

3. Policy objectives

Freebridge Community Housing will aim to:




Meet the needs of our customers, by ensuring we are easy to do business
with, to increase satisfaction;

Deliver appropriate, well-planned and timely opportunities and structures
for customer engagement across the business so that our customers can
have an input on services which impact upon them;

Respond to customer feedback through adapting the services we provide,
and communicating to our customers when, where and why we have
made relevant changes;

Provide a variety of accessible opportunities for involvement which meet
the diverse needs of our customers;

Be dynamic and creative, through continuously improving and innovating
the opportunities for engagement to ensure high levels of participation and
interest from our customers;

Deliver all customer engagement activity with a listening approach,
recognising the meaningful impact that customers have on the continuous
development and improvement of our business;

Recognise that we all have a role in keeping our customers engaged, and
behave accordingly;

Exceed our regulatory and legal equality responsibilities.

Responsibilities

Board and management:

The Board has a corporate responsibility for ensuring that Customer
Engagement is promoted and that this policy and strategy underpins all
aspects of the Association’s work. The Board has a responsibility to ensure
that customer engagement is delivered effectively at board-level through
ensuring a level of tenant board membership. The Executive Team has
responsibility for developing the organisational culture which embeds
customer engagement within the fabric of Freebridge. Managers are
individually and corporately responsible for ensuring that the policy and
strategy is implemented in their particular areas of responsibility.

Staff, contractors and suppliers:

All staff, regardless of job title or remit, should have an understanding that
customer engagement is of crucial importance to the continuous development
and improvement of the business. Through use of the Ask, Listen, Act, Learn
approach, staff, contractors and suppliers will obtain feedback which can be
used to make meaningful developments and improvements to our services.

Customers:

Freebridge expects that all customers treat our workers with respect and
courtesy and recognise that we will not always be able to adapt our services
based on all of their comments. When we cannot adapt our services, we will
feedback to customers the reasons why.



5.1

5.2

5.3

5.3

5.4

5.5

Strategy

Corporate culture

Freebridge is putting the customer at the heart of the organisation through the
development of an organisational ‘customer care’ culture. Alongside this, we
will promote the importance of customer engagement through this policy and
through providing, and promoting, opportunities for engagement across the
business.

Corporate standards

Freebridge will ensure that every member of staff understands what principles
must guide customer engagement through customer engagement standards.
The delivery of these principles will be supported practically by the
development of a toolkit which will allow staff across the organisation to
deliver effective, appropriate, financially-viable and inclusive opportunities for
engagement. In addition, the Local Offer to our customers will be promoted
and delivery against the standards outlined in the Offer will be managed by
the Tenant Panel.

Governance

Freebridge will embed customer engagement into the Governance of the
organisation through ensuring tenant representation on the board. Customer
engagement will further be built into Freebridge’s governance arrangements
with the establishment of the Tenant Panel, whose programme of work will
feed into the Board. Actions and recommendations from the Tenant Panel will
be taken forward formally into the organisation to translate into improvements
and adaptations.

Formal groups and structures
Freebridge will provide appropriate support and advice to formal customer
groups, attending meetings and events as resources allow.

Accessible and diverse opportunities

Freebridge will meet the diverse needs of our customers through offering a
range of inclusive, accessible engagement opportunities. Opportunities will
include, but are not exclusive to, focus groups, meetings, events, engagement
through our customer magazine Streets Ahead, the Tenant Academy, the
Tenant Awards and other activities which will allow us to reach our customers.
We will ensure that our engagement is accessible and recognises differing
customer needs through communication which is clear and easy to
understand and activities which are inclusive.

Dynamic, creative and innovative engagement

Freebridge will seek to maximise customer participation and innovation
through delivering a dynamic programme of customer engagement with a
creative approach which allows us to look for new and innovative ways of
engaging customers. We will continuously improve our opportunities for
engagement and, where appropriate, we will bring in new ways of working to
complement tried and tested methods.



5.6

5.7

5.7

5.8

5.9

Training and capacity building

We will provide appropriate training and capacity-building to our customers to
allow them to access our opportunities for engagement. We will provide
training and ongoing support for members of our Tenant Panel to allow them
to fulfil their membership effectively. We will, where appropriate, also offer
training to develop customers’ skills to support them in accessing services.

Technology

We are currently using technology effectively to engage customers through
our use, and ongoing development of, social media. We will continue to
develop our use of technology, and we will, where possible, aim to be early
adopters of new technological advancements so that we can offer our
customers further opportunities to engage with us through technology in the
way which they prefer.

Surveys

Freebridge carries out regular surveys, such as the STATUS survey, which
provides an insight into our customers and their needs. We will continue to
deliver timely and appropriate surveys so that we can maintain our knowledge
of our customers and deliver appropriate engagement opportunities to them.

Feedback

We will seek to ensure we provide feedback to our customers following their
involvement in engagement opportunities. We will provide this feedback
through a variety of methods, used as appropriate, such as through our social
media channels, through our customer magazine Streets Ahead, or through
targeted letters to customers. We will also provide feedback to our customers
on how we are performing through the annual tenant report.

Consultants and contractors

We will ensure that consultants and contractors who are working on behalf of
us understand the importance of engaging customers and that where
appropriate, they offer opportunities for involvement in activities they are
carrying out for Freebridge. We will provide support and guidance to
consultants and contractors on what we expect from them in terms of
customer engagement, and we will offer practical advice on how this should
be delivered.

Monitoring

We will monitor performance across the areas covered by this policy and
report it to the Board and Tenant Panel as part of our ongoing performance
monitoring. In addition we will have an action plan and accompanying outputs
that will be monitored and reviewed by the Management Team and progress
reported to the Tenant Panel and Board. The new Corporate Bond targets will
ensure that customer views are taken into account.



Review

This policy will be subject to ongoing review in the light of experience,
changes in legislation and Association policy and meeting the needs of our
customers.

Risk Management

The risks associated with a failure to promote Customer Engagement and the
activities set out in this strategy will be identified and included within the
Association’s Risk Map. The Risks will be managed in accordance with the
Association’s Risk Management Strategy.

Equality and Diversity

This policy and strategy has been subject to an Equality Impact Assessment.
All activities proposed in the action plan will be subject to Equality Impact
Assessments prior to their introduction.



Customer Engagement Strategy

11-13 Action Plan

Area

Actions

Responsibility
(Deadline)

Corporate Culture
and Standards

Develop Freebridge Customer Engagement
standards and toolkit

Promote the new policy, standards and
toolkit via briefings for MT and service area
teams

Promote the Local Offer to tenants

Oversee the effective delivery of the
standards in the Local Offer through the
Tenant Panel

AD CCE, June 2011

CCE, June 2011

AD H, AD CCE, April
2011

Tenant Panel, June
2011 onwards

Governance

Ongoing recruitment of tenant board
members

Ongoing recruitment of Tenant Panel
members

Appointment of facilitator for the Tenant
Panel

Recruitment and training for new Tenant
Panel members

First meeting of Tenant Panel

Ongoing support of Tenant Panel

CS, ongoing
CCE, ongoing

ED(R), AD CCE,
TOWN, April 2011
Facilitator, CCE, April
— May 2011

May 2011

CCE, ongoing

Formal groups and
structures

Support the review of TOWN aims and
objectives

Support the review of Sheltered United
aims and objectives

Ongoing support of TOWN and Sheltered
United

AD CCE, TOWN, May
2011

AD CCE, Sheltered
United, May 2011
CCE, ongoing

Accessible and
diverse
opportunities

Service review of existing opportunities for
engagement

Development of new customer engagement
opportunities plan to include the following
reviewed methods for engagement:

0 Strategic engagement events (e.g.
Tenant AGM)
Streets Ahead
Tenant Panel
Tenant Awards
Tenant Academy
o Social media
Scoping of equality and diversity of
opportunities in existing structure
Recommendations of developments and
improvements to ensure ongoing equality
and diversity in engagement
Scoping of youth opportunities for
engagement
Recommendations of developments and

©Oo0oo0oOo

ED(R), CCE, Comms
Group, Jan — July
2011

AD CCE, July 2011

BAM, E & D Group,
April 2011
BAM

BAM, May 2011




improvements to opportunities for youth
engagement

BAM, June 2011

Dynamic, creative
and innovative
opportunities

Ongoing research into new and creative
opportunities for engagement and
communication through media monitoring
and attendance at conferences
Opportunities and ideas generation at
guarterly meetings

CCE, ongoing

CCE, quarterly

Training and
capacity building

Review and update the programme of
training through the Tenant Academy
Look for shared opportunities for training
with partners

Offer training and capacity building to the
Tenant Panel

Appropriate and outcome-led training and
capacity building for the CCE team

AD CCE, CCEO, April
2011

AD CCE, CCEO, April
2011

April — May 2011

CCE, October 2011
and October 2012

Review and redesign of the website

CCE, ICT, April — July
2011

Technology Ongoing development of the Facebook and | CCEO, BAM, ongoing
Twitter pages
STATUS Survey to be completed BAM March — April
Surveys Ongoing watch on satisfaction surveys post | 2011
STATUS BAM ongoing
Establish principles for providing feedback | AD CCE, June 2011
in the Freebridge Customer Engagement
standards and toolkit
Feedback Provide feedback opportunities whenever CCE, ongoing

communicating or engaging
Annual tenant award

BAM, September
2011

Consultants and
contractors

Provide support to consultants and
contractors through promotion of the
Freebridge Customer Engagement
standards and toolkit

AD CCE, July 2011

Promotion of this
strategy

The Customer Engagement, Policy
Strategy and Plan will be shared with
customers through an accessible document
made available through the website, Streets
Ahead and in leaflet format

CCE, July 2011

Key ED(R) = Executive Director (Resources); AD CCE = Assistant Director of
Communications & Customer Engagement; CCE = Communications & Customer
Engagement Team; CCEO = Communications & Customer Engagement Officer;
BAM= Business Assurance Manager; AD H = Assistant Director Housing; CS =
Company Secretary; E & D Group = Equality & Diversity Group; ICT = ICT Team.




ITEM 12

Freebridge Community Housing Report to the Board
Sean Kent
Author Executive Director | Report Type Impact
(Resources)
Related Work Ref. For Decision V| High | Medium | Low
For Information \
Consultation | Executive Team

Meeting Date: 25 July 2011

Report Title: Review of Financial Inclusion Policy, Strategy and Action Plan

Purpose: To review the Financial Inclusion Policy, Strategy and present the revised
Action Plan.

Policy / Strategy Implications: This report introduces a revised Financial Inclusion
Action Plan.

Financial and VFM Implications: There are no immediate financial implications as a
result of this report.

Customer Care/Equality and Diversity Implications: No implications

Risk Assessment (cross-reference with Freebridge Risk Map):
2.5 Poor income or benefit collection Impact—Critical — Likelihood-Low

Recommendations: It is recommended that the Board:
(i) To note the report and to approve the revised Financial Inclusion Policy,
Strategy and Action Plan.

Introduction

This report reviews the Financial Inclusion Policy & Strategy, advises on actions which
have been carried out and presents a revised action plan for 2011-13. The core of the
strategy is our commitment to provide services and benefits that are accessible to all
tenants and staff.



The specific achievements that have been completed from the previous action plan are set
out below.

The Financial Inclusion action plan 2009 -11

Activity Outcomes
e Maximising tenants’ e Train staff to provide specific advice on maximising
incomes income

e Work with the County and Police to publicise and
discourage illegal lending (loan sharks)

e Support local furniture exchange schemes

e Research Social enterprise initiatives to determine
appropriate level of involvement

¢ |dentify and support appropriate social enterprise
initiatives

e Review existing rent payment methods and
investigate new options

¢ Individual advocacy and support for vulnerable
tenants

e Promoting Freecycle and similar initiatives within west

Norfolk

Promote Credit Union fuel loan schemes

Improve the energy efficiency of our properties

Provide advice on energy efficiency

Investigate the installation of renewable energy

sources of heating in our properties, such a solar

panels and ground heat.

e Benefits Advice e Promote Welfare Service at tenancy sign up

¢ Introduce advice for prospective tenants especially
first time households

e Financial Advice e Train staff to provide debt advice

e Investigate the preferential provision of financial
advice to our tenants directly or independently

e Fuel Poverty

e Financial Services e Support the introduction of the Norfolk Credit Union to
West Norfolk

e Ensure preferential access to the Norfolk Credit Union
for our tenants.

e Promote the service of the Norfolk Credit Union for low
costs loans and saving

¢ Financial Capability e Promote and provide information on Norfolk Credit
Union
¢ Organisational e Development of Financial Inclusion Strategy
Approach e Raise awareness throughout the Association of

Financial Exclusion
¢ Promote the Norfolk Credit Union to staff in respect of
low cost loans and savings






