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Diversity
Treating you fairly and with respect, and making sure 
that we understand what you need.

WHAt We do Well

Take equality and diversity seriously. All staff attend 
diversity training, as well as Board members and
involved residents.

Our front line staff use this information in their day-to-
day work to provide a personal service.

Offer advice and services to different groups of people 
– for example, the Disability Forum, or money advice for 
people with debt problems.

We CAn impRove by

Using the information that we have collected to plan 
services better for the future. We will have a strategy in 
place to show how we will do this by Autumn 2010.

Getting a wider range of people involved with us – more 
families, more younger people, more people from ethnic 
minority backgrounds – and giving them extra help and 
support to do this.

Checking that what we are doing doesn’t have a 
negative impact on any group of people.

Why all the questions?

The questions we ask are important to help us 
understand your needs. We have now collected 
really high levels of information, including:

Age, gender, and ethnicity for nearly everyone.

Disability for three-quarters of residents.

Preferred method of contact, religion and 
sexuality for around 60% of residents.

Who lives in our homes? 
• 45% of tenants have a disability.
• 36% are over 60; while 8% are under 25.
• 3.4% are from a black or minority ethnic 

background.
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We are going to set out how we can provide 
extra help and support for vulnerable people 
(for example people with disabilities, mental 
health issues, problematic family situations, 
or other diffi culties) by April 2011.

listening to your views

Satisfaction with how we take account of your 
views dropped in 2009, from 72% to 65%, 
although it is above average compared to other 
landlords. We have done some extra analysis of 
the survey, and talked to residents, to pinpoint 
that we need to improve customer service, 
rather than resident involvement, to increase 
satisfaction.

We are really proud of our Residents’ Business 
Plan, now in its fi fth year. Over 200 residents 
gave their views, telling us what they want the 
priorities to be for the coming year. 

Resident Scrutiny Panel: the Panel has been in 
place for 18 months. They are there to take 
an active role in reviewing decision-making 
within the organisation, and have already 
completed inquiries into heating, resident 
business planning, and antisocial behaviour 
amongst others. Some results include getting 
residents more involved in how we set budgets, 
and plans for a consistent standard for aids and 
adaptations across GreenSquare.

Pictured: Residents 
at Newburn House, 
mother and baby 
accommodation in 
Trowbridge.

if you want to know more about getting involved, 
please ask for a copy of the Westlea involvement 
guidelines (Wig) or download it at http://www.
westlea.co.uk/westlea_pubs.htm. this tells you all 
about the different ways you can play your part, 
and how much time it will take up.
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Making sure that your home is a safe and comfortable 
place to live, and offering an excellent repairs and 
maintenance service to keep it that way.

WHAt We do Well

99.97% of our homes meet the Decent Home 
Standard, and 86% of you are satisfi ed with your home, 
up from last year, and above average compared to 
other landlords.

We offer an excellent repairs service – see performance 
statistics on page 9.

Our dedicated repairs hotline handles around 35,000 
calls per year, and gets the highest satisfaction rating of 
all our teams (93%).

94% of you rate our trades staff’s attitude really highly.

We have introduced portable computers, so that our 
works staff can spend more time out on the road and 
less coming back to the offi ce – much better value for 
money. This has saved £16,000 so far in 2010/11.

Our gas safety record is excellent – 99.95% of homes 
had a gas safety certifi cate at March 2010.

We CAn impRove by

Getting our repairs service online, so that you can report 
a repair over the Internet within the next year, and be 
able to track its progress within three years.

Giving you more choice about how we spend money on 
your home from 2011/12.

Offering appointments in the evening and weekends. 
In a recent survey, 40% of residents said Saturday or 
evening appointments would be useful. We will let you 
know what we intend to do next.

Involving repairs staff in estate walkabouts. This is 
starting to happen now.

Booking as many repairs appointments as possible the 
fi rst time that you call us. We aim to do this for at least 
70% of repairs by the end of 2011/12.

Handhelds improve customer service

The introduction of handheld computing 
devices for Westlea’s tradespeople has greatly 
enhanced how we deal with customers’ repair 
requests: “The team are able to keep fully up-
to-date with what repair job requests there are 
and respond quickly to information sent from 
their helpdesk colleagues back at the offi ce,” 
says Simon Watson, Westlea’s Customer 
Repairs Manager. “This has obviously greatly 
reduced the need for the tradespeople to come 
into the offi ce and pick up paperwork – which 
leaves them with more time to get on with 
actually doing the repairs!”

Our asset management service has more 
strengths than weaknesses and promising 
prospects for improvement (according 
to our mock inspection).

Repairs performance

On 19,000 repair jobs in 2009/10 March 2010 March 2009 Top 25% of landlords

Emergency repairs completed on time (in 24 hours) 99.6%* 98% 99%

Urgent repairs completed on time (in 7 days) 96.9%** 94.6% 97.4%

Routine repairs completed on time (in 28 days) 98.1%* 98.1% 97.7%

Repairs completed ‘right fi rst time’ 92% Not monitored Not available

Satisfaction with last repair job 98% 97.3% Not available

Satisfaction with repairs and maintenance generally 83%* 86% 83%

of the 19,000 jobs, around 15% were emergency; 22% urgent; and 63% routine (*top 25% **above average).

Our homes

At 31 March 2010, we owned or managed:

General needs 5,913

For older people 312

Supported housing 245

Low cost home ownership 194

Housing association or short term lease properties 1

Leasehold 260

totAl soCiAl Rent Homes 6,925

Market rent/Intermediate rent 21

Student rent 34

totAl Homes 6,980

Developing new homes
In 2009/10, Westlea built 157 new social rent homes, 
and 33 low-cost home ownership homes. At the end 
of the year, there were also 270 homes ‘on site’ (in the 
process of being built).

Westlea’s new homes development programme this 
year included 38 affordable homes at Braydon Court, 
Swindon, as part of the redevelopment of the area in 
partnership with Swindon Borough Council. We also 
completed 16 new affordable homes in the heart of 
Calne town centre. The 12 one-bed fl ats and 4 two-

your home
We already respond to people’s individual 
needs when we do repairs – for example 
quicker response times for elderly and 
disabled people, or people with small children 
if they have heating or hot water problems.

Now that our homes meet the Decent Homes 
Standard, we are looking at how we can give 
you more choice over how we spend the 
money to improve your home further. You 
might also be able to add some money 
to it yourself to get a better product. 

Being able to give specifi c times for repairs 
appointments, where people need this. 
Timescales will depend on the demand. 

We target heating and energy advice to 
people who live in homes with ineffi cient 
heating.

We have put extra money into adaptations 
for people with disabilities for the last few 
years, and are looking to train our works staff 
to carry out small adaptations (such as grab 
rails) without the need for an occupational 
therapist.

We offer a handy help and handy garden 
service for people who are elderly or have a 
disability.
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Pictured: Recently completed 
home in Sherston.

bed fl ats are on the upper fl oors of a striking new 
building designed by Westlea’s in-house architects team 
and built by local fi rm RJ Leighfi eld and Sons. Smaller 
developments of new affordable housing in villages were 
completed in Biddestone, Gastard, and Sherston. And 
the fi rst project by GreenSquare’s in-house construction 
team resulted in 9 new affordable homes in Curzon 
Street, Calne. Resident Pamela Dacre said: “We haven’t 
stopped smiling since we moved in! I’ve got a lovely 
garden and I like the room sizes, it’s like winning the 
lottery – something you dream about.”
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We must follow the rules, and act fairly when we let 
homes, charge rent, and manage your tenancy.

WHAt We do Well

We follow the rules about rent setting.

We work closely with our local authority partners to let 
our homes to people who need them.

We have a range of tenancies to meet the needs of 
different customers – for example using starter tenancies 
to help make sure that people who move into our 
homes know what they are taking on, and get the 
support they need, while allowing us to tackle any 
problems early on.

We offer support to help people stay in their homes.

We CAn impRove by

Thinking about how we can help people who live in 
homes that are too small or too big for them. We will 
review our approach to this by September 2011.

We have local lettings plans (a way to make sure that 
communities have a good mix of people and are likely to 
be nice places to live) for new developments, but want 
to put these in place for our existing homes.

Giving you better information about the local area when 
you move in, by April 2011.

Checking whether trying to let our homes faster stops 
us offering you the help and support you need when 
you move in, during 2011/12.

Lettings
Homes empty and AvAilAble 
for people to move in at March 2010 21

Homes empty and not AvAilAble 
for people to move in at March 2010 37

During 2009/10, we let 568 general needs homes, and 
387 supported/older persons homes (961 altogether). Of 
the general needs lettings:

• 74% were to people who were on the local authority 
waiting list

• 10% were to people who were homeless

• 16% were to people moving from one of our homes 
to another

Type of home let

Rents in 2009/10
• We were paid £26,100,000 in rent

• Rent arrears as a percentage of the rent we were 
owed: 3.19% (beating our own target, but not quite 
as good as the top 25% of landlords)

• Rent lost because homes were empty: 0.69% 
(general needs) and 3.3% (older people)

• We evicted 17 people for not paying their rent

Keeping the area where you live clean and safe.

WHAt We do Well

We do regular walkabouts on our main estates 
every quarter.

We offer a caretaker service on major estates, so that 
minor repairs and cleaning jobs can be carried out 
quickly and effi ciently.

We run a wide range of community projects, to help 
improve the quality of life in our neighbourhoods.

We have some really strong partnerships with local 
authorities and voluntary organisations.

We CAn impRove by

Making walkabouts much better in terms of resident 
involvement, and tackling problems quickly. We will to 
review this by March 2011.

Reviewing how we identify which neighbourhoods 
need extra help and resources, and what matters to the 
people who live there.

Extending our local newsletters to more areas.

Checking that we are getting the best value out of our 
current partnerships.

Working hard in the community

82% of you are happy with the neighbourhood 
that you live in – slightly below the top 25% of 
landlords.

We are aiming for a Kitemark award on our 
Hill Rise estate, for making it cleaner, safer and 
greener. We have an assessment booked in 
Autumn 2010.

We work with Barnardo’s to support families 
and children in our area. This helps children 
have a wide range of positive experiences, and 
parents to get support with parenting, housing, 
and fi nances.

We set up partnerships to help both adults and 
young people who are caring for other people 
with health problems, to give them help and 
advice, and space to do other activities giving 
them a break.

We are working with Wiltshire Council at the 
moment, to help residents have their say about 
fortnightly refuse collections.

Bedsits 

Bungalows

Flats

Houses

your tenancy your

neighbourhood
We will look at how we can offer rewards 
and incentives for residents who pay their 
rent, don’t cause antisocial behaviour 
problems, and ‘go the extra 
mile’ by October 2011.

By March 2011, we want to agree estate 
standards in neighbourhoods where we have 
identifi ed that they are needed, to help 
make them cleaner, safer, and greener.  

We offer a subsidised ‘handy gardener’ 
service, to provide affordable help for people 
who struggle with gardening. 

We target our improvement work on key 
estates where we have identifi ed that there 
are particular problems, and carried out 
surveys to check what matters to residents.
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Pictured: New neighbours meet each other in Calne.

Pictured: Westlea grounds maintenance team member at work.
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Antisocial behaviour
Taking a strong and supportive approach to tackling 
antisocial behaviour.

WHAt We do Well

We have some really strong partnerships with the police, 
victim support, and mediation services.

When people move in, we use starter tenancies, which 
mean that we can end their tenancy more easily if they 
cause antisocial behaviour. We also support people to 
help them avoid getting into this situation.

We use the full range of powers that we have available 
to tackle antisocial behaviour. 79% of people are 
satisfi ed with how we handle antisocial behaviour.

We use the local press and Twitter to tell you about 
what we are doing to tackle antisocial behaviour.

http://twitter.com/westleaASBO

We run a range of ‘diversionary activities’ (positive 
things for young people to do, to help them avoid 
getting involved in antisocial behaviour), such as the 
Dreamscheme and fun community activities.

We CAn impRove by 
By April 2011, we will have:

Trained housing staff to ‘nip low-level antisocial 
behaviour in the bud’, before it gets more serious.

Looked at other ways to tell you more about what we 
are doing to tackle antisocial behaviour locally.

Made our computer system work better for us.

Looked at offering awards such as ‘neighbour of the 
year’, to encourage people to carry on working to 
improve their communities.

tackling antisocial behaviour

We are dealing with an average of 140 
antisocial behaviour cases in any given month, 
with an average of 20 new cases reported 
each month.

We evicted fi ve people for causing antisocial 
behaviour in 2009/10.

Westlea has a robust approach for dealing with 
antisocial behaviour, designed in conjunction 
with residents, and a good track record of 
taking action and positive results – as a series 
of cases during the last year demonstrated.

In Calne, court injunctions requested by 
Westlea and issued at Swindon County Court 
meant a man was banned from the street 
where his children live, except for picking up 
or dropping them off. He was also banned 
from using or threatening violence against 
neighbours in his Calne street, and engaging in 
conduct causing or likely to cause a nuisance 
or annoyance. “We have had reports of loud 
music, drinking, and fi ghts at this property 
during the last year and our housing staff 
acted quickly to warn those involved that they 
needed to change their behaviour or face the 
consequences,” said Anna Kelly, from Westlea 
Housing’s antisocial behaviour team. We 
also took action against a 23-year-old from 
Redhouse, North Swindon, who had made his 
neighbours’ life a misery with six months of 
loud music, drinking, and street fi ghts. Westlea 
took action and was successful in getting an 
emergency ‘without notice’ injunction – to 
prevent further antisocial behaviour. “We 
work hard to support all residents and help 
them to sustain their tenancies and we always 
hope that problems can be worked out before 
court action is needed, but unfortunately that 
doesn’t always happen,” said Anna.

12

Building on our community development 
survey work, we are planning to look at 
individual neighbourhoods, to work out what 
the problems are for them, and what we need 
to do to make things better by April 2011. 

Pictured: Westlea resident tries 
out the Nintendo Wii as part of 
our alternative sports programme.
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Getting the money in, and then making it work hard to 
deliver excellent services.

WHAt We do Well

We budget well to make sure that our income covers 
our costs.

81% of you think your rent is good value for money.

We have improved how we buy things, to make 
sure that we get good quality products for the best 
possible price.

In the last year, we have started to get residents more 
involved in how we decide what we are going to spend 
money on.

We use commercial income (for example, from building 
new homes to sell on the open market) to pay for some 
of our social housing, so that there is more money to 
go around.

We CAn impRove by

Getting residents more involved in looking at how we 
spend money.

Knowing what different services cost, and whether they 
are good value for money. We plan to have better cost 
measures in place by 1 April 2012.

Making sure that we don’t waste time or money.

Looking at whether it will cost more than it is worth to 
achieve our targets, when we could be spending it on 
something that matters more to you.

Making sure that we can still get money in, even if 
housing benefi ts payments are reduced.

looking to the future

In 2009/10, GreenSquare Group saved just over 
half a million pounds, including about £80,000 
by negotiating better deals on our telephone 
and insurance costs. We use these savings to 
deliver better services, for example putting an 
extra £100,000 into installing showers, and 
another £100,000 into improving heating and 
energy effi ciency. We think we can save up to 
£1.1 million in 2010/11.

We held a ‘visioning evening’ (pictured below) 
where residents voted on where we should 
spend our money. They felt that if we had 
more money, we should spend it on improving 
the energy effi ciency of existing homes. They 
said that if we found we had less money, we 
should cut back on building new homes.

How does renting a 2-bed home from us compare?
Cost per week

Rented from Westlea £70.74 (March 2009)

Rented from another housing association (average) £71.91 (March 2009)

Westlea low cost home ownership (a £140,000 home, 50% owned and 50% rented) £135

Rented from a private landlord £157

Bought on the open market (average sale price of £159,000 with a 4.5% mortgage rate) £220

Where your 
money is spent

Housing services 5%

Housing and estate management 30%

Routine maintenance 15%

Planned maintenance 11%

Major repairs 1%

Voids and bad debts 2%

Depreciation and impairment 9%

Other services 5%

Interest payable and other finance charges 22%

General needs 82%

Supported and housing for older people 6%

Low cost home ownership 1%

Garages 2%

Other services 3%

Shared ownership sales 6%

Where the money 
comes from

(In addition, care homes, other services, and interest 
received account for less than 1% each of our income).

value for money

and fi nancial

viability

For local offers to work, we may need to 
manage our money differently. We are 
going to look at whether we can have local 
budgets, to give local people more say about 
how money is spent in their area.
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Summary income and 
expenditure account

2010
£’000

2009
£’000

Turnover 29,406 28,376

Operating Costs (22,717) (22,563)

Operating surplus 6,689 5,813

Deficit on sale of fixed assets - (23)

Interest receivable and  
other income

19 73

Interest payable and  
similar charges

(6,072) (5,529)

Taxation - (112)

Surplus for the financial year 636 222

Summary balance sheet
2010
£’000

2009
£’000

tAngible fixed Assets

Housing properties at valuation 247,547 223,476

Other tangible fixed assets 3,647 3,625

Fixed asset investments 3,315 3,315

CuRRent Assets

Stock 792 2,195

Debtors 4,694 2,647

Investments 3,932 6,305

Cash at bank 17 56

Creditors – amounts falling 
within one year

(5,475) (7,282)

Total assets less  
current liabilities

258,469 234,337

Creditors – amounts falling due 
after more than one year

149,701 146,767

Net Pension liability 10,135 4,604

CApitAl And ReseRves

Revaluation reserve 97,882 78,069

Revenue reserves 751 4,897

258,469 234,337

Making sure that the business is run properly  
and effectively.

WHAt We do Well

Residents are involved at a decision-making level, 
through our ground-breaking resident scrutiny panel 
(see case study on page 6).

We have a really good mix of people with different 
skills on our Boards, including residents, people with 
disabilities, and people from black and minority ethnic 
backgrounds.

Every year, we check how well the Boards are 
performing, and make any improvements that  
are needed.

We have strong performance management (how we 
measure how well or badly we are doing) and risk 
management (how we make sure that we don’t take 
unnecessary risk) systems in place.

We CAn impRove by

Having more young people on our Board.

Looking at how the different Boards work, to check 
that we have the right number, that they are making 
decisions at the right level, and that they can ‘move with 
the times’.

Looking at how long Board and Scrutiny Panel members 
serve, to make sure that we have the right balance of 
continuity and fresh ideas.

Making information more easily accessible for Board 
members and other interested residents. We are going 
to improve our eGovernance system by September 2011 
and make more information available on the website by 
April 2011.

Consulting you every three years about how residents 
should be involved in governance and scrutiny.

Code of governance

We have chosen to adopt the National Housing 
Federation’s code of governance. We have 
assessed our performance against this, and 
are satisfied that we meet the vast majority of 
requirements. Our major area for improvement 
is about getting stakeholders (residents, local 
authorities, investors, and other interested 
people) more involved in reviewing our 
governance arrangements, and making our 
information easier to access.

The Board 
(1 April 2009 – 31 March 2010)

Westlea’s work is overseen by a Board of up to 12 non-
executive members and one Executive member with 
responsibility for generally managing Westlea’s affairs 
and for setting policy and strategy. The full Board met 
eight times in 2009/10.

Board members must uphold our values and objectives; 
support our policies; take responsibility for their 
decisions; and respect confidentiality, as set out in the 
Group Board Membership Policy.

Our shareholders
Admissions to shareholding membership (other than for 
Board members) are still suspended pending the results 
of our governance review.

Committees
There are three committees, that work on behalf of 
Westlea, OCHA, and our commercial subsidiary, Oakus.

the group Audit Committee provides advice on the 
effectiveness of the internal control system, including 
how we manage risk.

Membership as at 31 March 2010: David Line (Chair); 
Derek Day; John Jackson; Muir Laurie (from 28 July 
2009); Philippa Lowe; Derek Rogers.

the group membership Committee establishes and 
reviews the criteria for Board membership; reviewing 
Board members’ service agreements; recruiting and 
selecting Board and Resident Scrutiny Panel members 
and shareholders; and performance management of 
Board members.

Membership as at 31 March 2010: Alison Bucknell; 
Derek Day; Hilary Gardner; Helena Taylor-Knox;  
James Williamson.

the Remuneration Committee reviews the salaries 
and contracts of the Board members and Executive 
Directors. They also agree the annual pay review for staff 
and board members.

governance

AttendAnCe % RemuneRAtion £ expenses £

Alison Bucknell 100 3,499.92 524.15

Allison Cross-Jones (joined Sept 2009) 100 1,487.04 0

Angie Clapp (left Oct 2009) 67 0 105.60

Bob Marshall 88 7,999.92 601.60

David Line 75 1,749.96 2,048.15

Helena Taylor-Knox 100 1,749.96 445.20

Ian Tomlinson 88 3,499.92 498.85

Ivor Williams 100 0 575.74

Melanie Reilly 75 3,449.92 371.50

Pearl Peckham 63 3,449.92 66.59

Roger Harvey 75 3,449.92 814.00

Rosalind Brooke 88 3,499.92 1,120.85

Tom Pearce 75 0 0

Board members
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‘

Every year Westlea publishes an Impact 
Assessment Review covering resident 
involvement, community development, and your 
views on service delivery. The Review provides 
details of the projects that residents have got 
involved in and their impact on the people we 
house and the communities we work in. Here’s a 
summary of some of the key projects: 

Resident involvement
Community investment fund

The District Forum granted £6,000 to 13 projects that 
improve the lives of Westlea residents, including schools, 
youth projects, and sporting organisations catering for 
people of all ages.

older persons forum

Five Forum meetings tackled subjects like antisocial 
behaviour, benefits, cancer support, and emergency 
alarms. Resident feedback helped identify priorities for 
the Residents Business Plan for 2010-11 and resulted in 
extra money for adaptations and the launch of a helping 
hands gardening service.

disability forum

Two Forum meetings helped 83% of members to learn 
something new about local services. Priorities were 
incorporated into the Residents’ Business Plan, local 
disabled access issues were highlighted, and members 
added weight to the need for more adaptations and the 
gardening service.

Resident involvement and Community 
development Review

Four consultation events enabled residents, staff, and 
Board members to comment on recent surveys into how 

well we involve Westlea residents. 35 local organisations 
attended a partnership event, confirming that the work 
we are doing is moving in the right direction.  

Residents’ business plan

The Residents’ Business Plan was distributed to all 
residents, and members of the steering group had a real 
say in how we spend our budgets.

Resident survey 2009

Feedback from the 2009 survey helped us to focus on 
future decisions and priorities. 

building excellence open Consultations

Residents were consulted on a number of key areas 
following the launch of the Business Excellence group. 
Action taken included contacting Homes4Wiltshire 
about problems with the new choice-based lettings 
programme and reflecting residents’ views in how we 
handle empty properties.

Community development
Abberd brook 

Residents helped to improve the appearance of Abberd 
Brook by carrying out weekly walks and reported 
dumped shopping trolleys and other large objects to the 
relevant authorities. The project also increased children’s 
awareness of nature and the environment.  

barnardo’s

The Westlea/Barnardo’s Jigsaw project welcomed 
725 children and family members to 17 community 
development events and worked with 281 individuals. 
Nearly two-thirds of children surveyed said the scheme 
gave them more confidence.

Adult Carers

A part-time Adult Carers Officer provided support to 
193 carers and ensured they got the help they needed 
from other organisations. 50 residents attended events 
ranging from soothing massages to line dancing. 

Computer skills

Fifty Westlea residents gained basic skills from  
one-to-one computer sessions in community venues and 
three-quarters reported increased confidence. Twelve 
residents were able to access the Internet at home 
following technical support. 

Whatever! and Wheels to Work

Fifty-six young people took part in job experience 
placements and life skills sessions, with 22 finding 
employment and eight seeking further training and 
education. Five received travel help from the Wheels to 
Work scheme.    

What now!

The first resident completed our What Now! scheme for 
over-25s, which grew out of the success of Whatever! 
and focuses on people who are out of work, with few 
skills, and no qualifications.

financial inclusion

Hundreds of residents used financial services, including 
advice on benefits, budgeting, and debt. 31 evictions 
were prevented, and residents received thousands of 
pounds in previously unclaimed benefits and saved 
thousands more on energy bills.     

young carers

Young carers received support from a part-time support 
worker. Benefits included better links with schools, 
group activities, and one-to-one support.  

youth partnership

Respectful behaviour, healthy eating and alcohol  
and drug problems were just some of the issues 
tackled by a range of youth activities in three Westlea 
regeneration areas. 

bluez and Zuz

Organised discos staffed by the local police provided 
a safe environment for 12–16 year olds in Calne and 
Wootton Bassett and reduced antisocial behaviour.

Respect!

Bullying and conflict were just two of the problems 
tackled by the Hill Rise Rocks scheme, a partnership 
project that helped 46 young people to develop  
social skills. 

Service delivery
building excellence

Residents helped us to identify where we most need to 
make continuous improvements. A series of consultation 
events covered areas such as choice-based lettings, 
planned maintenance, grounds maintenance, and aids 
and adaptations.

Community survey

Door-to-door surveys were carried out by market 
researchers in five areas and the results used to help 
develop the Customer and Community Involvement 
Strategy for 2010–2013. A detailed action plan was also 
developed by a residents’ working group.  

telephone survey

Residents took part in numerous telephone surveys, with 
the results used to help improve our services. Half of the 
researchers were Westlea residents who received special 
training that could enhance their employment prospects.    

bathroom consultations

Six bathroom refurbishment consultation events were 
held to provide people with improved choice and discuss 
issues such as disabled access. 

you can view the full 2009-2010 impact Report 
in the publications section of our website (www.
westlea.co.uk). Copies of the overall report, and 
the reports for each project or activity, are available 
from the neighbourhood involvement team on 
01249 466163 or email enquiries@westlea.co.uk.

making an
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Pictured: Westlea worked with Barnardo’s 
on this community mural project.

Pictured: Residents help make up our market research team.



Where next?
This report sets out what we think our local 
offers should be. We will now be working, with 
residents, to look at the detail of how we do it, 
and what we need to report back to you to let 
you know that we have done it.

What do you think about  
this report?
1	 Was it useful?

 Very useful       Useful       OK       Not useful

2	 What did you like the best? 

3	 What didn’t you like? 

4	 Is there anything else that you think that we can do better?

	Please tick this box if you would like to be involved in producing next year’s report 
(please provide your contact details).

Please post by 15/11/2010 alternatively you can email your feedback to clare.marchment@greensquaregroup.com

Name/s 

Address 

 Phone 

Email 

Annual report 	
REPLY CARD
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Methuen Park | Chippenham SN14 0GU
t 01249 465465 | e enquiries@westlea.co.uk | www.westlea.co.uk

Westlea Housing Association Limited is registered as an Industrial & Provident Society 
with charitable status, number 28095R.  Part of GreenSquare Group Limited.

this is our Annual Report to residents.

if you would like to have any part of this 
explained or translated, or in a different 
format such as in larger print, or on audio 
tape, please contact us on 0800 980 9272 
to discuss your needs.


