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The Trust has delivered its £85M investment programme
14 months ahead of  schedule and completed decency
well ahead of the Government’s target of  December 2010. 

This has been done to the ‘Halton Standard’, which 
goes beyond the ‘Decent Homes Standard’ called 
for by Government.

Prior to stock transfer in December 2005, 70% of  the
Trust’s housing stock was ‘non decent’. This figure has
been significantly reduced to 3% - This figure is only 
due to refusals and no access to property; a major
achievement and great news for all concerned.

Decent homes are important for the health and 
wellbeing of  all of  our customers and are a key element 
of  any thriving, sustainable community. In order to be 
decent a home should be warm, weatherproof  and 
have reasonably modern facilities.

Attaining the ‘Decent Homes’ standard is compulsory 
for all landlords and is based on particular property 
elements reaching and maintaining a standard of  
age and condition.

The Trust made sure that the worst properties were 
improved first and that all Customers had the opportunity
to receive improvement works in the first two years of  the 
scheduled five year programme. 

We ensured that competitive prices, providing the best
value, were obtained by adopting a ‘Quality Based’ 
procurement approach, fully compliant with the 
requirements of  the European Union. 

This has enabled the Trust to provide more for less.
The following table shows the various internal elements
that will have been replaced before the end of  2009:

INTERNALS

Kitchens

Bathrooms

Boilers

Central Heating

Rewires: Full Properties

Electrical Upgrades

Insulation

Total

3978

3322

2667

729

1311

5002

4421

21,430

Elements Trust’s Target

Halton Housing Trust’s Investment
Programme Delivered 14 Months
Ahead of Target
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In summary the Investment Programme will 
have provided decent home works to a total 
of  5,296 properties!

The table below gives an indication of  the works 
undertaken in this year alone!  

Trust customer Janet Entwhistle pictured in her newly 
refurbished home, the most recent to be brought up 
to the Halton standard.

Janet was presented with a welcome hamper from 
the team at Bramall Construction.

Customer satisfaction with the Trust’s investment 
programme is at an all time high of  99%; a clear 
indication that the programme is being delivered 
to customers’ expectations. 

Whilst continuing to deliver high levels of  customer 
service and quality on the investment programme, the
Trust has also been able to secure significant financial
savings over the period of  the programme through 
‘Partnering’ and accelerating the programme to deliver
the work over a shorter period. Discounts have also
been agreed with suppliers over the course of  the 
programme and grant funding has been secured 
for loft insulation.

A mop-up is now underway to focus on all those 
properties where works have either previously 
been ‘refused’ or where there has been a ‘no access’.
We are working closely with our customers where 
access remains a problem to deliver the mop up 
programme as efficiently and effectively as possible.

Trust’s Target

INTERNALS

Kitchens

Bathrooms

Boilers

Central Heating

Rewires: Full Properties

Electrical Upgrades

Insulation

Total

EXTERNALS

Repairs/Improvement 

External Envelope

Windows

989

795

635

30

444

887

477

4,257

1,212

8,337

Elements / Property
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Environmental Improvement
Programme (EIP)
Since our last newsletter in July, 
the EIP (Boundary Programme) 
has gained significant pace and 
contractors are expected to start
from mid-November 2009.

In July a presentation on the 
boundary replacement programme
was given to the Customer Forum,
based on our 26 housing estates.
Fencing priority was determined 
by the current condition of  the
boundaries and the number of  
properties on each estate, enabling
all 26 estates to be prioritised –
those in the worst condition will 
be tackled first.

The first three estates to receive
boundary replacements are:

• Crow Wood
• Stewards Avenue
• Weston Village

The fencing works in these 3 areas
will be completed by April 2010.

What is included in the boundary 
replacement programme?

• Front Boundaries [excluding open  
planned spaces]

• Rear Boundaries [Only where they 
back onto public open ground, 
alleyways or public highways]

• Gates to paths [including 
shared paths]

• Double gates to drives [where 
possible and where permissible 
to do so]

What’s not included in the boundary
replacement programme?

• Intermediate boundaries 
between properties

Customer choice is a key priority

Estates will be split into a number 
of  smaller local zones, where each
customer will have the opportunity 
to choose their preferred style and
colour of  fencing. There will, 
however, be a ‘majority vote’ rule 
in place, which means that the most
preferred boundary option from 
all votes will be the one installed 
in that zone.

Styles and colours of 
available fencing

Metal railings, to the front boundaries
and rear boundaries (where 
applicable) comprise two styles 
and two colours; Bow or Ball Top
in either black or green.

A third choice (wooden close
boarded fencing) has been added 
to the rear boundary options, where
privacy is a concern.

Bow Top Boarded
(Front & Rear Only)

Ball Top
(Front & Rear)

Close
(Rear Only)

Newsletter-winter_issue:Layout 1  24/11/2009  16:46  Page 16



Customer consultation

Customer information packs and 
balloting forms have been agreed
with our editorial panel and sent out
to customers who live on the first
three estates – Crow Wood, 
Stewards Avenue, and 
Weston Village.

The preferred option for front 
boundaries, to date, is the metal ball
top option in black and for the rear
boundaries wooden close 
board fencing.

Customers on those estates who
have illegal driveways have also 
received letters, requesting they
apply to Halton Borough Council for
a legal access crossing to their drive.
If  they do not make their driveway
legal prior to works commencing 
on the estate, the Trust will have 
no option other than to fence over
their illegal driveway access.

The action taken by the Trust has
had a positive impact already, with a
large number of  customers having
made applications to Halton Borough
Council’s Highways Department
to have them made legal.

Letters have also been sent out 
to adjoining private occupiers for
consent to work on their boundaries,
which is mandatory as part of  the
party wall act.

A drop in session, held recently 
in Weston Village, saw just over 
a one-third of  the estate attend 
to hear more and ask questions. 
Further drop in sessions are 
planned for the other two estates.

Nominated Contractors

Bullock Construction will be the
Trust’s partnering contractor, with
Construction Services (the Trust’s
own in-house partner) undertaking
works on one of  the estates.
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BEFORE

Emergency 
SMS

AFTER

From September 2009 Vodafone
have been working with BT to 
provide deaf, hard of  hearing or
speech impaired customers with 
the ability to contact 999 via SMS.

This service is free and customers
will be contacted by the RNID 
(Royal National Institute for Deaf
People) if  they wish to opt-in.

You can get further information 
from the following:

Telephone at:    
The 999 Liaison Team on 
0800 1697999, 

Or email:
999liaison@bt.com 
(Mon - Fri 08.30 - 17.00)

BT 999 Product 
Support Manager: 
Judy Whalley on 0121 232 7119
(Mon - Fri 08.30 - 17.00)
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Halton Housing Trust has been
spreading the word on how it is 
tackling anti-social behaviour 
across the Borough.

Members of  the Trust’s Anti-Social
Behaviour Team attended the ‘You
Be The Judge’ event, at Halton 
Magistrates' Court, Halton Lea, 
on Saturday, October 17.

The day was designed to offer an 
insight into the Criminal Justice 
System, and featured two mock trials
to allow people to see how the court
system operates.

The Trust’s Anti-Social Behaviour 
Officer Alison Little said the event
showed customers how to report

anti-social behaviour without fear 
of  becoming a target for local 
trouble makers.

She said: “The event gave our 
customers the chance to see 
that there is plenty of  support 
out there to help with the problems
they may be experiencing.”

“Our customers’ biggest concern
is being identified for giving 
evidence against people taking 
part in antisocial behaviour. 
We were able to reassure 
people that there are ways 
to give evidence to the courts 
through the Trust, without 
having to be identified.”

Tackling ASB with confidence

The Trust is committed to 
continually improving our 
customers’ experience and 
recognise that the services we 
deliver and how we deliver them
must be in line with how our 
customers want to receive them. 

Over the past three months,
Pennington Choices have been
working with us to find out where 
we need to improve. 

Your thoughts and views, and 
those of  Trust staff, Board and 
stakeholders were gathered 
in a number of  ways, including:

• Focus groups
• Telephone surveys 
• Questionnaires
• Mystery shopping
• Area office open days 
• Coffee mornings
• Fun days
• Pizza events

Over 200 customers have shared
their thoughts and feedback with 
us and we would like to say a very
big “Thank You” to everyone who
took part.

So what next?
The research identified a number of
areas for improvement, which the
Trust will be investigating 
further and implementing in the next
two years.  

The main findings include:

• Introduce longer opening hours
• Improve the response customers  

receive when they telephone 
the Trust

• Respond to enquiries and com
plaints in a timely manner

• Reduce the delays in repairs and 
keep appointments with customers

• Deal with Anti-Social 
Behaviour quickly

• Ensure customers are kept 
informed about all aspects of  
the Trust

• Ensure all the 
relevant information  
is available whenever a customer 
talks to someone from the Trust

• Improve the 
information and 
services available on the website

• Simplify processes and paperwork  
for our customers

Improving The Customer Experience
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A number of  improvements you
asked for will be in place by January
2010 including better queuing 
systems within the area offices, 
a review of  the Out of  Hours 
services and a faster response to
any answer phone messages you
leave for us.

Three lucky winners from the Trust’s
‘Have your say…’ campaign prize
draw have each won £20 of  high
street vouchers. 

• Mr John Hart
• Mrs Sandy Bennison 
• Miss Linda M Davie

July’s “Have your say...” campaign
invited our customers to talk to us
about the service they receive and
let us know how we can improve in
the future.

18
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The aim of  the Halton Accessible
Homes Service is to enable a better
match for disabled applicants to 
accessible and adapted homes 
when they become available within
the Borough.

The Service works in partnership
with the Trust, and other Registered
Social Landlords within Halton, 
to reduce the time it takes to let
housing to customers who need
such accommodation.

Halton Borough Council Accessible
Homes Service will assess any 
applicant living in any type of  
accommodation in the Borough. 

What is the purpose of  the 
Accessible Homes Service?

• To make better use of  
existing resources

• To match the housing needs 
of  disabled people with suitable   
available accommodation

• To improve the letting times for 
the Trust and other housing   
providers and customers who 
need accommodation

• To provide fairer access to suitable  
accessible homes, based on the 
disabled customers needs

• To build up accurate information 
about the location and characteristics
of  existing accessible homes

How can you be referred to the 
Accessible Homes Service?

• The Trust and other Registered 
Social Landlords can refer 
applicants by email, fax or 
by telephone

What happens next?

• You will be visited by the Council’s 
Occupational Therapist who will 
undertake an assessment of  
your needs

• You will be registered on the 
Accessible Homes Register 
with details of  your housing 
needs and preferences

• The Trust will provide details 
of  suitable properties to the 
Accessible Homes Service

• The Accessible Homes Service  
match the customer to a suitable 
property and advises the Trust and 
other Registered Social Landlords 
of  their recommendations.

Will you be housed any faster?

It is not possible to determine 
how long this process may take.
However it is hoped that the property
offered will be more appropriate to 
a customers housing need.

The team at the Halton Accessible
Homes Service can be contacted by
Telephone: 01928 704482
Fax: 01928 704547
E.mail: catherine.shaw@halton.gov.uk 
and michele.finney@halton.gov.uk

Halton accessible homes service

   
Halton Housing Trust has been 
selected as one of  20 organisations
to develop Local Standards by the
Tenant Services Authority (TSA), 
the national social housing regulator.

The Trust is set to receive £9,000 
to support its pilot study on the 
development of  Local Standards 
for the allocation of  homes across
Widnes and Runcorn.

The pilot will be led by the Trust 
but will be delivered in partnership
with five other Registered Social
Landlords that have a significant
number of  homes in Halton: Plus
Dane Group, Liverpool Housing
Trust, Riverside Housing and 
Cosmopolitan Housing Association.

The Trust will consult with its 
customers and the local community
to develop a local ‘Halton’ Standard
for its allocations policy.

Halton is one of  37 housing projects
across the country selected as a
Local Standards Pilot by the TSA,
just three of  which covering housing
allocations. Grants have been given
to boost projects and initiatives in 
customer empowerment, repairs 
and maintenance, anti-social 
behaviour, neighbourhood 
and estate management.

Nick Atkin commented: “We are 
delighted. This is a great example 
of  how landlords across Halton 
are working together with their 
customers to improve the levels 
of  choice, transparency and the
overall quality of  the allocations
process. With the forthcoming 
introduction of  Choice Based 
Lettings next year this is a fantastic
opportunity for both current and 
future customers to help us shape
the future of  home options services
in their local area.”

Around 185 housing organisations
answered the TSA’s invitation to 
bid for funding to support the 
development of  'local deals', 
agreements between landlords 
and their tenants.

Peter Marsh, TSA Chief  Executive,
said: “We have had a fantastic 
response to our invitation and 
were very impressed with the high
standard of  all the bids we received.
All the successful bidders, such as
Halton Housing Trust, have shown
real innovation and their plans are
fantastic examples of  good practice,
which can be shared across 
the sector.”

The pilots began in November and
will be funded through to April 2010.

For more information email
Linda.levin@haltonhousing.org

19

Allocations Pilot Success
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5th December

Runcorn Town Hall 
Christmas Special
The doors of  Runcorn Town Hall
are thrown open for the chance to
wander throughout this impressive
building and join in its Christmas
celebrations. Father Christmas will
be in his grotto and you will be
serenaded by local choirs at this
free event.��
10am - 4pm
Heath Road, Runcorn, WA7 5TD��
Tel: 0303 333 4300

6th December

Carols In The Park:
Frodsham Silver Band
Let Frodsham Silver Band get you
into the Christmas sprit. Loosen 
up your vocal chords and wrap up
warm, make your Christmas crafts
and sing your heart out. 
Yule...love it!

5pm-7pm
Runcorn Hill, Highlands Road,
Halton, WA7 4PT��
Tel: 01928 560793

6th December

Miniature Railway 
Christmas Special
Enjoy a Sunday afternoon treat on
this special trip around Town Park,
which includes a seasonal present
from Father Christmas!��

1.30pm - 4.30pm
Town Park, Stockham Lane, 
Halton, Runcorn, WA7 6PT

6th December

The Walled 
Garden in Winter
A special Sunday tour of  the 
historic Walled Garden.

2:30pm
Norton Priory Museum & Gardens,�
Tudor Road, Manor Park, Runcorn,
WA7 1SX��
Tel: 01928 569 895

12th December

Christmas 
Ideas Workshop
It's the time to be festive and 
what better way than to make a
personal Christmas wreath for your
frosty front door. All materials will
be provided.��

1pm-3pm
Rock Park, Union Street, Runcorn,
WA7 5SU��
Tel: 01928 568219

13th December

Christmas 
Carol Concert
Get into the Christmas spirit
singing carols in the park along
with The Frodsham Silver Band,
supported by the Churches 
of  Halton.

4pm start
Victoria Park, Fairfield Road,
Widnes, WA8 7SU

13th December

History 
Highlights Tour
Enjoy a special guided tour of  
the Museum and Undercroft.

2pm and 3pm
Norton Priory Museum & Gardens,�
Tudor Road, Manor Park, Runcorn,
WA7 1SX��
Tel: 01928 569 895

13th December

Where's Santa?
See if  you can help Santa deliver
his toys by hunting down the 
lost presents. Everyone wins 
a lucky dip. ��

1pm-3pm
Spike Island, Upper Mersey Road,
Widnes, WA8 0DF��
Tel: 0151 420 3707

13th December

Wiggmas Factor
Christmas crafts with traditional
natural materials. Always popular
so book a space early to reserve
your Christmas wreath.�

11am-1pm
Wigg Island, Off  Astmoor Road,�
Runcorn, WA7 1SG ��
Tel: 01928 563803

13th December

Christmas Family Trail
Start the Christmas festivities 
with a family trail around the park,
looking for Christmas clues along
the way. This will be followed by
Christmas crafts then off  to meet
Santa. Booking is essential.

10.30am start.
Victoria Park.Fairfield Road�
Widnes, WA8 7SU��
Tel: 0151 423 6147

Newsletter-winter_issue:Layout 1  24/11/2009  16:46  Page 20


