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MIGAANIC

We want to continue to share news of our progress,
challenges and opportunities with our Most important
partners. In this edition you can get an insight info:

Our annual performance for 21-22

How we're moving forward with our plans to
involve customers at the heart of our work

The work we are doing to establish a consistent
culture for our colleagues to help us to deliver the
best service we can

Our exciting work on a sector-leading project to
provide the UK and Europe’s first virtually plastic-
free homes.

We want this update to be useful for you and
reflect what you want to know, so please take a few
Minutes to fill out the short survey at the end.

Thank you for being a valued partner of GSA.

Kind regards,

QMM C@@Q

Ruth Cooke



O

2021-22
headline
numbers

In September we published our 2022
customer annual report.

The report, which we produced as an interactive flipbook for the first time, documents
our work and our performance for the 2021-22 financial year.

[t gives an account of how we performed across our services, including:

2022 Annual
Report

€ How our customer contact centre responded
® Repairs and investing in our homes
® Involving customers in our work
® How we're proactively investing in our communities

Click here
€ An update on our care and support work to read our
4

Qur work to build new homes..

S . h
Since we sent the report out in early September it has
D E R |: O R M A N < E been read by more than 4,000 customers.

R " i T

1,448,634 hours of 186,486 calls 51,158 repairs £21.2m invested in £437,000 in equivalent 722 new homes
care provided answered completed our homes in total extra income gained for completed
customers with support from
our Financial Skills Team




INVOLVING
SIMPLE

We have developed a new animation to give a simple

. . . explanation of our locality model to our customers and partners.
We are committed to involving our

customers in a meaningful way, so
our service reflects their feedback.

We launched our locality model in April 2022, and it is already
helping us to provide Much mMore responsive services to people
in our communities. The model focuses on four locality areas

_ based on their geogrophical location, and also where possible
In late 2022 we will launch our new Customer D .. T I' based in the same local authority area. This approach brings
Panel; bringing our two old custormer A\ = together expertise, local knowledge and communication from
panels which reflected the structure of our Ao across our feams and directorates, to deliver the right service at
organisation before our merger into one. The = : j; the right time for our customers.

panel will be made up of customers from

across our localities and will allow us to make MRV

improvements in a more consistent, focused

Way.

We successfully recruited our Panel
Chair in September after receiving /5 Read about

applications and we will finalise the new Panel
Chair Sarah

recruitrment of our panel members in e on here

Ocftober.
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As the cost of living crisis
continues, we are committed
to doing all we can to
support our customers.

In September we launched a cost of living hub on

our website which signposts customers to a range of
advice, support, and resources and provides details of
how to access support from our teams.

We are running a communication caompaign to direct
people to the hulb and more than 3,000 customers
have visited it alreaduy.
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PREPARING
~FOR WINTER

As we approach a challenging winter we will be
communicating with our customers and providing support.

This will include a new hub on our website with guidance
on how to avoid common issues people experience during

colder months - including doamp and mould and frozen
pipes. The hub also includes information on how to keep fuel
bills down and access financial support.




I T FOR THE
U TURE

As part of this we are considering the option of selling both our Main
We wa nll. II.O mao ke sure our WOrkSpaceS offices in Chippenham and West Bromwich. Both these buildings
su ppo ri us 'l'o del iver 'l'he bes'l' services are significantly under-occupied at present and neither has been

open to customers since the outset of the pandemic in 2020. These
for our CUS"'()merS - 'l'h(]'l'ls Wh g We,re offices have high running costs which are not sustainable and do not

represent an efficient use of our resources.

reviewing our way of working and
office locations.

In the long term we intend to Mmove to a hub and spoke model with a
Mmore central head office and smaller hubs in our localities which will
better support us to work flexibly and enable our colleagues to provide
services in a more focused way. We will communicate with our
customers and keep them updated.



THE GSA WAY: |
HOW WE
DO THINGS -

In September we launched the GSA Way: our
GreenSquareAccord culture and behaviours.
This is a special moment for us: the product
of a collective effort by colleagues to set out
what sort of organisation we want to be.

Our corporate strategy sets out our
objectives, and we recognise how we work
fogether to achieve those goals is every bit as
important. If our objectives are our what and
when, our culture and behaviours represent
our how and why.

The GSA Way features a series of
commitments and bbehaviours we expect dll
colleagues to aspire to.

We have embedded the GSA Way into all
our key people processes - from onboarding
of new colleagues through to performance
Management. This will help to make sure
we live and breathe these behaviours in our
work so that we can achieve the biggest
impact for customers across our localities.

-

We know to provide great services
we need motivated colleagues.
That's why we survey our
colleagues on a regular basis to
Measure how engaged they are. In
our most recent survey our headline
engagement figure increased from
/1% to 73.3%. We have identified
areas for improvement and we are
committed to addressing these.
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The UK and Europe’s first plastic free homes

We have completed a ground-breaking project to build the first plastic free homes
iNn Europe and the UK.

The innovative development in Redditch, in the West Midlands, provides 12
affordable homes built using carefully sourced plastic free alternatives as an
example of what can be achieved to reduce environmental impact.

The project is the result of collaborative working
with Redditch Borough Council and is part of
the CHARM (Circular Housing Asset Renovation
& Management) partnership, made up of

Wl ELE 1 e | _ _
AN KEBEERE L& "l ool f oo representatives from four European countries:

the UK, France, Belgium and the Netherlands.

[t featured as the top story on BBC Midlands
Today, on BBC Radio WM and Inside Housing -
the biggest publication in the sector.



AVISIT FROM

We recently hosted o

team of Homes England
representatives, including
Sharon Kenny - Assistant
Director, Provider Management,
at our LoCalL Homes factory.

The representatives joined Chris Hagan, our Director of
LoCalL Homes and Mark Patchitt, our Director of
Development for a presentation and factory tour to learn
Mmore about LoCal Homes and its low-carbon timber
frame panels.
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The visit comes ahead of the introduction of the
Future Homes Standard which will ensure that new
homes built from 2025 produce /5-80% less carbon
emissions. Developers who build new homes in
adherence with the Future Homes Standard can apply
for Homes England funding.

LoCal Homes is already manufacturing its Eco range of
fimlber frame panels for developments, helping us and
other housing associations and contractors across the
country achieve the standard ahead of time.

[t has been named as one of six manufacturers chosen to
supply 2D panelised systems to be assembled on-site, in @
new £600mM deal with an allionce of housing associations
and councils.

The deal has been arranged by the National Housing
Federation-backed Building Befter alliance of 29 housing
associations and local authorities that manage over
215,000 homes across the UK.

Read the full story here >

1
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UK HOUSING
AWARDS

A smart way to celebrate

We're delighted to announce that
our smart collection points with
Jewson Partnership Solutions
(JPS) have been shortlisted for the
Innovator of the Year award at the
UK Housing Awards.

The UK Housing Awards showcase
the very best of UK housing and
organisations that are delivering
high-quality homes and services in
partnership with the communities
they serve.

QOur partnership with JPS is delivering
a fresh approach to social housing
repairs thanks to the UK's first smmart
collection points which give operatives
round-the-clock access to materials or
tools they've ordered, whenever and
wherever they need them.

Read the full story here >




NEW S

Work starts on our new
Bristol development

We have started work on an
exciting new development

in Bristol. The development,
named Bonnington is our
first development in this local
authority area.

We're working with Legal &
General to provide 935 affordable
homes at Bonnington, Lockleaze,
Bristol. They will be affordable
homes, with 55 available for social
rent and 38 for shared ownership.
They will be a mix of flats, two,
three and four-bedroom houses
and two-bedroom bungalows.

All, except the four-bedroom and
wheelchair accessible homes will
be modular homes. This off-site
construction will mean the homes
can be built cleaner, quicker, and
with less waste compared to
traditional build.

Read more >

[N BRIEF

For the latest news about our work visit
greensquareaccord.co.uk/news

New supported housing
scheme opens in Telford

We've recently opened a new
supported housing scheme
in Telford.

Christine Avenue is a four
bedroom 24-hour supported
living service for adults with
learning difficulties and physical
health needs. All customers
have their own tenancy with
First Choice Housing, a housing
association who provide guality
accommodation solutions for
people with disabilities, veterans
and additional complex needs
across Wales and Shropshire,

At Christine Avenue we support
customers in a variety of ways.
We help develop skills that people
need to Mmaintain their home,
build on healthy lifestyles, offer
support with learning difficulties,
pohysical needs and personal care
which often includes medication
administration, socialisation,
volunteering, tfraining opportunities
and budget support.

Read more >

Dementia Champions
Group launches

Qur first Dementia Champions
Group Mmeeting took place during
World Alzheimer’'s Month.

We provide personalised dementia
care and support across a broad
spectrum of needs from pre-
diagnosis to end-of-life.

Our new Dementia Champions
iNnitiative aims to have a group

of colleagues from across our
residential services who are
trained up to have knowledge,
understanding and skKills in the
care of people with dementia.
They will encourage, support, and
Motivate others to make a positive
difference to people living with
dementia within the care sefting.
They will also help to promote and
raise awareness of dementia.

Read more >

A place in national care
top 30 for Maxine

Social Care ‘g

TOP 30

= 7

Our Executive Director of Care

and Support Maxine Espley has
Mmade the Care Talk Social Care
Top 30 list of influential leaders.

Maxine has over 30 years'
experience of delivering and
leading care services and
Was also recognised for her
contribution to the sector in
the 2022 Queens New Year's
Honours list.

Read more >

Pledge marks commitment
to tackle ASB

Rachel Crownshaw, our Executive
Director of Operations, joined other
Gloucestershire leaders to sign @
pledge promising that anti-social
behaviour (ASB) will be taken
seriously, made easier to report
and tackled in partnership.

The anti-social behaviour pledge
has been developed by Safer
Gloucestershire, a county-wide
community safety partnership,

led by Deputy Police and

Crime Commissioner, Nick

Evans. Rachel was representing
GreenSqguareAccord, and along
with local councils, Gloucestershire
Health & Care Foundation Trust,
Bromford Housing and Young
Gloucestershire she signed the
pledge promising our commitment
fo its values.

Read more >
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ITMENT TO YOU |

We strive to provide the best service we can, but we
recoghise sometimes things go wrong. When this happens,
we Will do everything we can to resolve the issue.

4 A ' ‘ We have a dedicated customer contact centre and complaints team. If a constituent or member of your
| community contacts you about issues with our services, please don't hesitate to get in fouch with us:

0300 1M1 7000

iInfo@greensquareaccord.co.uk

greensquareaccord.co.uk Y O U T |_| I N |_<|

linkedin.com/company/greensguareaccord

facebook.com/greensquareaccord

We want future editions of this update to
fwitter.com/greensgaccord reflect what you would like to see. Please take

iNnstagram.com/greensgaccord this short survey to help us make sure they do.
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