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Welcome
Welcome to the Chartered Institute of Housing’s 2019 
Northern housing awards good practice compendium. 

We produced this compendium to make sure the 
fantastic innovation and good practice demonstrated 
in the wide range of nominated projects and 
partnerships were captured and disseminated to the 
housing world across the North and beyond.

Every project, every organisation, every housing 
professional mentioned in this publication is a great 
example of how we can change lives and how housing 
professionals are striving to deliver better for the 
communities we all serve. Celebrating this is a vital 
part of what CIH is about, and this compendium is a 
‘shout out’ to every single one of you.

But it’s more than just a celebration of dedication and 
commitment. CIH exists for our members; supporting 
them with an excellent service, useful and up-to-date 
information and the knowledge and skills they need  
to create a future in which everyone has a place to  
call home.

Housing everywhere is facing huge challenges: 
uncertainty in government funding; new regulation; 
the pressing need for many more homes; the equally 
pressing need to maintain and improve the homes 
we have; and raising expectations of those that live 
there for a better and more modern service. So, it has 
never been more important for us all to find new and 
innovative ways of delivering. 

This compendium contains a wide range of fantastic 
examples from which we can all learn. The standard 
of entries was exceptionally high and demonstrated 
the resourcefulness and creativity of our sector. The 
judging panel had some outstanding submissions to 
consider and choosing the finalists was an incredibly 
difficult task. I would like to thank all the judges 
for giving their time and making some very tough 
decisions in deciding the shortlists and overall winners.

This compendium reflects the range of challenges we 
are facing, but more importantly what the sector is 
doing about it. It would be wasteful, almost negligent, 
were we not to tap into the ideas and innovation.

I hope you feel inspired by the examples included in 
this publication and that it serves as a useful tool for 
learning and sharing positive practice in workplaces 
across the breadth of the sector. 

I would like to thank the awards headline sponsor, 
Livin and also the individual awards sponsors, Bernicia, 
Castles and Coasts, Devonshires, Home Group, 
Prosper and Savills. Without their support we wouldn't 
have been able to share this great content with you.

Gavin Smart CIHCM 
Deputy chief executive,  
Chartered Institute of Housing
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Eden Housing Association
Spring Close, Threlkeld

Statement of support 
Eden Housing Association (EHA) specialises in 
providing affordable housing in communities where 
property is often far from affordable. Spring Close is 
a development in the Lakeland village of Threlkeld 
where second-home ownership is high, with property 
and rental prices restrictive to those on an average 
local income. 

This development provides 7 houses for affordable 
rent and local occupancy at the base of the iconic 
Blencathra mountain. 

The houses are built to achieve high energy efficiency 
and include air-source heat-pumps to provide 
heating and hot water. These measures aim to reduce 
the running costs for the tenants and improve the 
environmental sustainability.

Not only was the build focused on fitting in with the 
local architecture, scenery and the needs of the local 

community, EHA appointed local consultants, trades 
and suppliers. All contractors, consultants and sub-
contractors were Cumbrian based. This enabled EHA 
to keep investment within the local community and 
assisted in keeping the carbon footprint down with 
fewer miles travelled to site.

The housing need research for the village and 
surrounding parishes identified a high need for 2 and 
3 bed houses and also for 1-bed units. There is a lower 
than national average number of social rented units 
in the village and a higher than average number of 
owner occupied properties. The affordability ratio for 
the village (median house prices as a ratio of median 
incomes) is 24.1 as opposed to the England average 
of 15.4. 

EHA takes the approach of building 1-bed houses, 
rather than flats, in the National Park to make the 
properties more desirable, with the addition of parking 
and outside space, and to reduce potential turnover. 
These 1-bed houses are extremely popular with single 
people and couples working within the hospitality 
industry in the National Park. Family houses were 
shown to be in demand particularly to meet the need 
of local people wanting to stay in the area but having 
been priced out of the rental and sale market due to 
second home ownership and holiday lets.

Tenant comment:

"Once again can I say thank you for letting myself 
and kids have this house as it’s wonderful and we are 
happy to be ‘home’."

"We are very happy here, thanks again."

Drone footage of the development:

https://www.edenha.org.uk/2019/07/a-birds-eye-view-
of-our-new-scheme-at-threlkeld/

BEST HOUSING 
DEVELOPMENT
This award recognises developments that provide desirable and sustainable places to live, 
improving the lives of people within the community.

Sponsored by:
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Feedback on development:

John Clasper, Chief Executive of Eden Housing 
Association, said “I am delighted with the look and 
feel of the completed houses. It’s great that we have 
been able to help people with a local connection 
improve their housing situation. The new tenants I 
have spoken to are really pleased with the quality of 
the accommodation and are already well on the way to 
making them homes”.

Local MP for Penrith and the Border, Rory Stewart, said 

“It is really great to see these new affordable homes 
to rent opening in Threlkeld at the foot of Blencathra. 
With so many individuals and families unable to 
afford the cost of housing in the area in which they 
live, work and have grown up, an affordable housing 
scheme offers communities the chance to build 
something of real social value. I would like to pass on 
my congratulations to Eden Housing Association and 
thank all those involved for their hard work in making 
this possible.”

Livin Housing
The Woodlands

Statement of support 
The Woodlands development encompassed 
the design and build of an affordable housing 
development on the site of a former care home, 
comprising 8nr bungalows for the over 55 market and 
7nr houses for affordable rent.

Contract Value £1.6 million

Homes England Grant Funding £336,000

The development has created a vibrant inter-
generational community based around a court yard 
arrangement whilst maintaining existing mature 
perimeter trees and vegetation, providing natural 
buffers to its boundary.

Community consultation was held with local residents 
as part of the planning process and the feedback 
gathered was incorporated into the design.

The site is surrounded by mature trees and the 
design of the development was progressed with this 
in mind. A large amount of the trees were retained 
and supplemented with additional street planting to 
create a verdant residential layout within an existing 
landscape structure.

Dwelling designs are 21st century with feature timber 
style cladding to offer a semi-rural character in 
keeping with the site.

This theme continued with the naming of the 
development “The Woodlands”.

As there were limited footpaths, vehicle safety was a 
key priority for the site team and considerate parking 
was arranged within the site compound, keeping the 
streets free for local residents.

Outcomes and achievements 
This fully affordable development provides seven 
houses at affordable rent within the Lake District 
National Park near to the popular market town of 
Keswick. 

Each property has stunning views of the Lake District 
fells, taking in Blencathra from the front rooms and St 
Johns-in-the-Vale from the rear.

The properties blend with the local vernacular by the 
inclusion of stone and slate detailing and sensitive 
design.

The properties go towards meet the high demand for 
affordable units within the Lake District National Park.

The unit sizes are 2 x 3-beds, 4 x 2-beds and 1 x 1-bed 
house. The current rents are set at £127.49 for a 3-bed, 
£109.29 for a 2-bed and £91.07 for a 1-bed. All units 
were fully let on the day of Practical Completion. 

Air-source heat-pumps are included in all units for 
sustainable and affordable heating and hot water.

The project supported management of localised 
flooding in the area by implementing stream 
protection, channelling and attenuation systems. These 
measures will also help to future proof the properties 
against extreme weather and support the surrounding 
land by reducing surface water flooding.
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Existing access to the site was utilised to assist with 
the integration of the development within the local 
community.

Early formation and good collaboration of the design 
team assisted both the pre-commencement and 
construction phases. 

Throughout the build there has been a permanent 
site manager at all times with good monitoring of 
all subcontractors and suppliers, of which 90% were 
based locally. Also working with local residents to 
ensure the development had minimum impact on 
the local community by undertaking regular visits to 
residents in the area to ensure any issues with the site 
were resolved as quickly as possible.

Innovation and imagination in design and construction

•  A landscape-led, courtyard design approach 
delivers affordable housing with semi-rural 
character qualities, optimising demand in an area 
of depressed rental values presenting viability 
challenges.

•  The scheme is carefully inserted within a brownfield 
clearing within existing woodland. Existing mature 
trees provide natural buffers to the site boundary, 
reinforce the natural site edge and form a woodland 
back-drop to the development. New Field Maple 
and Flowering Cherry trees line the access roads.

•  Overall the landscape has been designed to have 
year-round interest, plenty of colour and be easy to 
maintain achieving a full ground cover within three 
years of installation.

•  A public art installation by Steve Tomlinson of an 
oak leaf and acorn landmarks the site entrance and 
contributes to place-making.

Welcoming and Inclusive 
•  Level-access proposals welcome all users with a 

barrier-free, inclusive strategy and detailed design 
aimed at safety and ease of use. 

•  Over-55s bungalows are arranged to form a 
courtyard around a shared surface. As an urban 
design set-piece, this arrangement will encourage 
residents -- and especially older persons -- to get to 
know each other and hopefully support each other.

Responsive
•  Dwelling type and tenure was based on a housing 

needs survey in liaison with the Local Authority.
•  One of the bungalows was adapted to 

accommodate the requirements of a local family 
who were living in accommodation which was 
unsuitable for their needs.

Flexible and Accommodating
•  The scheme offers a range of family and bungalow 

dwellings targeting older persons.
•  Dwelling designs follow many Lifetime Homes 

principles.
•  All parts of the scheme are overlooked, with corner 

turner dwellings increasing natural surveillance for a 
sense of security.

• All dwellings are spacious, meeting or exceeding the 
Nationally described Space Standards (NdSS).

Convenient
•  The arrangement links to the existing highway 

network at Mount Pleasant View via an existing 
access road with footpath and cycleway connections.

Realistic
•  The project was successfully delivered on time and 

on budget.

Outcomes and achievements
The project has been a great success for Livin and its 
partner contractor Tolent Living. 
Partnership working has resulted in an exceptionally 
high standard development which will benefit our 
customers for years to come. 
•  Developing this brownfield site has benefitted the 

project as access and links to utilities were already 
established.

•  The fabric-first approach meeting or exceeding 
the latest revision of the Building Regulations 
requirements aims to maintain low running costs for 
customers.

•  All properties were designed to meet NdSS which 
has resulted in spacious dwellings with ample 
storage to meet the needs of our customers.

•  The importance of encouraging the use of 
sustainable transport modes to minimise congestion 
and reduce air pollution is recognised in the 
design and construction of the development 
and connections to adjacent green open space 
encourages our customers to walk to access local 
services.

The development proved to be very popular with 
the local community with properties in high demand. 
All of the properties were occupied within a week of 
handover and have all been let on affordable rents.
Please see quotes provided from some of our 
customers from the development below:
“Over the moon with the property”
“Like the additional space within the property”
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Railway Housing Association
The Sidings, Darlington

Statement of support
Seeking to meet the continued demand for affordable 
homes in Darlington, Railway Housing Association 
took a site close to the historic 1825 Darlington to 
Stockton Railway (and running parallel to the east 
coast main line) provides 73 homes, consisting of two 
and three-bedroom houses, two-bedroom bungalows 
and one-bedroom apartments for a cross-section 
of the community, namely families, elderly people, 
couples and single people
The site in question was an overgrown, derelict piece 
of land, which included a rundown, graffiti-ridden 
1844 listed railway engine shed. Because of its listed 
status, the shed had to be sympathetically converted 
as part of the £8 million scheme.
The central focal point of the whole scheme was 
engine shed. The scheme could not go ahead 
without including it so Railway Housing Association 
had to come up with a design, working alongside 
the planning authority and English Heritage, that 
would restore the building and bring it back into 
use as housing, whilst also ensuring that the other 
new homes it was building complemented the shed. 
In response to comments made by the Friends of 
the 1825 Darlington & Stockton Railway during the 
planning the scheme was revised the design so that 
the homes were not built on the actual route of the 
original railway.

The first task was to clear the site, then Railway 
Housing Association set about effectively creating a 
new community in this part of Darlington. From the 
outset, the Association wanted to provide affordable 
homes which met a range of needs, so they would 
be suitable for families or older people seeking to 
downsize into more easy to manage bungalows.
Given the history and location of the site, the 
Association was keen to have an industrial feel to 
the scheme in keeping with its historic past, whilst at 
the same time providing modern attractive, energy 
efficient homes.
Inspiration was taken from the shed. The 
redevelopment of the shed resulted in the vast 
majority of the external structure being retained, with 
only the ‘pavilion’ roof being replaced; however the 
new roof is an exact replica of what it would have 
looked like back in 1844.
The new windows installed in the engine shed, along 
with the windows of the other home are black in 
colour, to reflect the industrial background of the site. 
This is offset by hard and soft landscaping to create a 
modern, high quality, durable environment.
Visiting the scheme, John Healey, the Shadow Minister 
for Housing, declared it to be a “model development” 
Resident Martyn Lewis, who is living in one of the 
bungalows, said: “After downsizing from the family 
home we had lived in for the last 18 years we were 
initially a little apprehensive but once we moved in we 
immediately felt at home. If I was asked to give it marks 
out of ten, it would be off the scale because the home 
is so good; they have to be seen to be believed."
Former railwayman Arthur Denham, who is also living 
in a bungalow, said: “I spent most of my working life 
working on the railways in and around Darlington 
so it’s fantastic that I am now living in a home which 
is directly opposite the old Darlington to Stockton 
Railway Line. As an old railwayman I really like what 
they have done with the engine shed; bringing it back 
into use and preserving it for future generations is 
fantastic."
Architects Weronika and Hakam Kharsa, who are living 
in a two-bedroom home with their two daughters, 
said: “As architects we can see and appreciate the 
work which has gone into designing these homes and 
making sure they reflect the railway heritage.”
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Outcomes and achievements 
The Association took an undeveloped piece of land in 
the centre of Darlington and transformed it into a 73-
home scheme, providing affordable homes for social 
rent for young people, families and older people, 
creating a new community in this part of the town. 
It took on a development with many challenges, the 
main one being the conversion of the listed building 
shed, as well as the site's proximity to the east coast 
main line and location close to the historic Darlington 
to Stockton Railway. With its background as a housing 
association originally established in 1919 to provide 
homes for railwaymen and with its head office in 
Darlington, the Association felt this was a challenge 

worth taking on and it delivered a truly stunning, 
modern development which still respects the heritage 
of the area. It's sympathetic conversion of the listed 
engine shed is testament to the success of the scheme.
During the construction of the homes, young people 
studying NVQs at Darlington College (which is 
opposite the scheme) undertook week-long work 
experience placements to give them hands-on 
training. The students were able to bring what they 
learned on site back into the classroom, so this 
experience will stand them in good stead for the 
future.
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Gateshead Refugee Resettlement Team
The Gateshead Housing Company

Statement of support 
We are nominating The Gateshead Housing Company 
– Refugee Resettlement Team for the outstanding work 
that they have been doing since 2015 when the Home 
Office asked for assistance from the Local authorities 
with Resettling refugees. In 2015 Gateshead Council 
agreed to take part in this scheme. A team of 10 
members of staff was formed to support the newly 
arriving Middle East and North African refugees to 
settle in Gateshead. 

The team has supported 443 refugees from the 
war-torn regions of Syria, Iraq, Sudan and Somalia to 
settle in Gateshead. The families that they support 
come under the categories of Women and girls at 
Risk, Survivors of violence and torture, medical needs, 
children and adolescent at risk, lack of foreseeable 
alternative durable solutions and Family reunification. 
As the service has grown so has the team which now 
consist of 16 members of staff who are involved in 
the day to day supporting of the refugees. With an 

additional specialist support team which consists of 
3 Employment officers, 1 teaching assistant, 15 hours 
Educational Psychology time.

What has been outstanding is the professionalism and 
resilience the team has shown is ensuring the families 
are fully supported in integrating into the communities 
of Gateshead. The refugees that come to Gateshead 
would have been living in Refugee Camps in Lebanon, 
Jordan, Egypt and Turkey – following displacement 
from their homes. They would have experienced and 
witnessed traumatic events in their lives to the point 
where they are desensitised, and most suffer from 
severe mental and physical health problems. 

The team’s role in working with the families and 
individuals is to re-engage them into the communities. 
The challenges that they must overcome in doing so 
are exceptional. This is as a result of the needs and 
barriers of the client group, which include language 
barriers, cultural differences, mental and physical 
health problems and adjusting to the new way of 
living and understanding the different systems which 
operate in the UK – Welfare, Education and Health care 
systems.

The team not only has to provide professional support 
to the newly arrived refugees, they also must engage 
with the communities where the families are being 
housed. This is a huge role with big impacts to both 
the native communities and new arrivals. They work 
closely with the Local Church groups, Police and the 
Gateshead Housing Neighbourhood team to ensure 
that any problems and challenges are resolved 
prior to the refugees being housed. The team offer 
practical and emotional support as well as managing 
expectations.

The preparations that are put into welcoming and 
integrating the families into the United Kingdom is 
exceptional. What is outstanding is the amount of time 
and effort spent in making each person’s experience 

HOUSING TEAM  
OF THE YEAR
This award is for a team who have delivered an outstanding contribution to their organisation 
and for the housing sector.

Sponsored by:
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and support plan very individual to them. From 
identifying suitable accommodation for each family 
or individual. Once this has been identified the team 
has to furnish it to suite the needs of each family, this 
includes accommodating and managing any disability 
and cultural needs. This is all done prior to the arrival 
of the families. Once the families arrive in the United 
Kingdom – the team meets and welcomes them on 
that first day and are introduced to the support worker 
who will be responsible for the day to day support. The 
support that is provided during the 1st year of their 
arrival is determined by the Home Office, however, the 
team go beyond what is expected of them. 

Talking to refugee families who have been supported 
– these were some of their comments: -

 “… don’t know what would have happened to us if the 
support provided by the Refugee Resettlement Team 
was not available”.

“We were treated as second class citizens in our 
country of origin, because of our disabilities, not 
allowed to go out, living in the shadows. Ever since 
arriving here, the team has supported us to integrate 
into the community and are no different from 
everyone. We are free to do what we want, attending 
college pursuing our dreams without any barriers”.

“Thank you so much, you have made me feel like a 
whole person and at home, after what has been a 
living nightmare”

Outcomes and achievements
The team has supported 443 individuals, achieving 
great project outcomes.

230 Families and individuals have been supported 
to register for ESOL classes – which has seen a huge 
improvement in English speakers. 41 individuals have 
also enrolled on additional English classes to increase 
the level of their development, with 15 accessing 
ICT and Maths Classes, 6 enrolling on part-time 
vocational classes, 2 gaining Access ICT qualifications, 
1 completing a level 3 in Community interpreting, 1 
enrolling on full time drama course, 1 enrolling on a 
Level 2 Electrical Engineering course and 1 on a Level 
2 business administration course.

The team takes on a wrap-around service also focusing 
on improving the individuals’ mental health wellbeing 
with art, craft, drama and sports playing a huge role 
in this. There are 113 individuals who play football on 
a regular basis, with a team being registered in the 
local league. Over 140 individuals involved in arts and 
craft and 40 plus young people attending a music and 
performing art group.

Once the families are settled in their communities the 
next thing in their journey to settling in Gateshead is 
becoming self-sufficient. The team has successfully 
supported 14 individuals into employment and 66 
individuals into further education, 32 of these are 
women.
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Livin Customer Services Team
Livin Housing 

Statement of support 
Background

Livin provides vital housing and support services 
to tenants and residents – our customers. These 
customers are Livin’s lifeline. Retaining their loyalty 
and attracting new customers is therefore vital to 
our success. We therefore have a strategic priority 
to relentlessly focus on customers to ensure quality 
services are provided to tenants, customers and 
residents living in our local communities. 

In 2017 we knew that customer expectations were 
changing. In a rapidly changing world of technological 
advancements our customers find it easy and 
convenient to shop, tax their car, check their bank 
account, order their take-away food, so why shouldn’t 
they expect this from their landlord? 

We therefore set a clear objective to keep up with 
the world and deliver consistently brilliant customer 
experiences.

Customers’ experiences inform customer perception, 
satisfaction and reputation. The Customer Services 
Team, as the first point of contact, sets the tone for the 
customer experience and is vital to success.

Feedback told us customers expect that getting in 
touch with us is easy and simple. This became the 
mantra for the team, underpinning everything they set 
out to do.

The difficult task was therefore to be easy and simple 
to deal with!

To achieve this we set out to better understand 
customers, so we could treat them personally, giving 
them choice so they could control how and when they 
accessed services.

Two years ago we were single channel, 9am-5pm and 
we collected customer satisfaction/feedback annually. 

We needed to become multi-channel, enabling 
around the clock contact, using real-time transactional 
feedback to improve services quickly.

The Customer Services team are the face of Livin and 
were therefore the driving force behind the delivery 
of brilliant customer experiences. Every team member 
was set a challenge and individual targets assessing 
them against the customer experience behaviours, 
ensuring each and every one of them was: accessible, 
responsive, reliable, personable, knowledgeable and 
helpful.

What did we do?
The team:

• Transformed from a traditional single channel 
call centre to a multi-channel customer services 
centre, processing over 95,000 queries per year via 
telephone, live chat, social media, the tenant App 
and by e-mail. 

• Focused on getting it right first time, resolving issues 
at the first point of contact wherever possible.

• Developed a personal picture of every tenant to 
ensure understanding of their issues to inform how 
best to handle the request – a personalised service 
treating people as individuals. 

• Introduced a live dashboard of customer feedback 
and used the daily data to identify trends and inform 
immediate service improvements.

• Retrained, upskilled and reorganised the team 
to provide a wider range of quality housing and 
support services at first point of contact during 
extended hours including evenings and weekends. 

• Reduced wait times, improved first point of contact 
resolution and improved customer satisfaction. 

• Supported customers to ‘shift channel’ to a more 
suitable and convenient means of contact where 
appropriate. For example, walking customers who 
had the use of a smartphone through how to report 
repairs more conveniently using the Livin App.

• Successfully implemented new repairs service 
standards resulting in improved response times and 
satisfaction levels. 

Laura, Customer Services Advisor, says:

“Working in the Customer Services team at Livin is 
exciting as there is something new every day. I enjoy 
helping and supporting tenants and customers 
from all walks of life with a host of problems and 
issues. Different members of our team have different 
strengths and expert knowledge and we all use this 
to our advantage. It is never a quiet area with phone 
calls, questions firing, live chats and emails on the go 
throughout the day. Being part of Customer Services 
here means working together as one unit.” 
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Outcomes and achievements 
The difficult task was to be easy and simple to deal 
with, so how did we do?
The results below speak for themselves… 
Key Outcomes 2017 2019
Customer Satisfaction at  
First Point of Contact 84% 91%
Informal complaints received annually 
(no formal complaints  
received) 22 16
Compliments received  
annually 7 20

Key Performance Indicators 2017 2019
Calls received annually  68,090 64,800
% digital customer to  
business transactions  48% 57%
Live Chats annually 4,363 5,462
Average call waiting time 3 min 17s 1 min 26s
Average Live Chat  
response time 34 s 19s
Contacts handled evenings  
and weekends 0 7,500

The team has truly embraced the challenge and in 
two years has transformed from a single channel, 
9am-5pm, 5 days per week service, to a multi-channel 
service delivered at times convenient to customers.
What our customers think:
 ‘I never have long wait times anymore and the team 
do more than enough to help. I have been really 
happy with the service I have received over the past 
few contacts’. 
Livin Tenant 
‘Gemma is a great advertisement for Livin. She was 
helpful and showed empathy to my Mam’s situation 
and sorted the problem out quickly’. 
Livin Customer
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Income Management Service
WDH

Statement of support 
In response to the challenges of Universal Credit 
(UC) WDH has transformed the delivery of its 
traditional Income Management Service. The team has 
developed a bespoke range of services for customers 
which promote financial inclusion, help to maximise 
income, provide intensive support and improve 
digital confidence, creating sustainable tenancies and 
confident communities. 
Following the completion of a recent customer 
insight survey, WDH identified several concerns in 
relation to UC, poverty and customers’ wellbeing 
which, if left unsupported, would impact tenancy 
sustainment. These issues included; a lack of digital 
confidence, concerns about how UC will affect them, 
challenges with monthly budgeting, increasing use of 
foodbanks and not having enough money to maintain 
a healthy lifestyle. Alongside addressing the customer 
challenges, the team had to introduce processes 
to overcome the additional pressures of UC within 
existing resources. 
In response, the team developed a digital approach 
to supporting customers. The approach includes a 
Welfare Support Model and suite of digital assistance 
within the customer’s home. A digital checklist is 
completed to identify the full extent of their support 
needs; assistance is provided to create a manageable 
household budget; grants are identified; and online 
benefit claims and utility switches all completed from 
the customer’s home. The budget is emailed to the 
customer for ongoing reference to improve financial 
confidence. This offer has helped WDH to improve 
customer confidence before their tenancy begins, 

when they become new tenants and throughout the 
lifecycle of a tenancy. 

To help alleviate customer pressures, all UC claimants 
receive contact from the team within 48-hours of being 
notified by the DWP that they are starting their claim. 
Technology has been adapted to create automated 
workflows including customer SMS notifications and 
visits sent directly to employee’s mobile devices. 
An on-demand customer offer has been introduced 
with support available seven days a week including 
evenings. 

The team has introduced a secure document portal 
which allows customers to send a photograph of 
supporting evidence for grant applications or any 
correspondence that they don’t fully understand 
straight from their smartphones to the team for 
immediate support. This has improved the efficiency 
of the service whilst reducing customer stress and 
anxiety. 

To address the lack of understanding around UC, a 
customer animation has been created which explains 
the process and wait for first payment. To accompany 
this, a series of online talking head clips have been 
developed to visually breakdown each element of 
UC into manageable amounts of information. In 
response to the increasing usage of foodbanks, the 
team has developed a range of ‘cooking healthy food 
on a budget’ media clips to accompany the weekly 
support provided to customers at foodbanks. Regular 
donations and fund raising takes place by the team to 
support local foodbanks. The full package of digital 
media can be found on our stand-alone financial 
inclusion website and social media channels and links 
for these self-service functions are sent by SMS to all 
new UC claimants. 

To improve the digital confidence of customers, the 
team delivers daily drop in sessions across the district 
which specifically focus on supporting customers with 
their online UC claims, customer journal enquiries and 
developing their independent IT skills. For customers 
with internet access and digital skills in their homes, 
Skype video calling is available to provide instant 
support on any pressing financial issues. 

By adopting this proactive approach, the team has 
enhanced their support offer and improved customer 
wellbeing whilst meeting increasing demand. 
Our newly embedded processes have reduced 
enforcement action and represented better value for 
money across the Wakefield district. An achievement 
WDH is especially proud of within the backdrop of a 
challenging welfare climate.
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Outcomes and achievements 
The Income Management Service achievements over 
the last 12 months: 

Customer Support Outcomes: 

•  Provided 46,847 home visits to resolve financial 
difficulties. 

•  Delivered 140,488 instances of phone support to 
help struggling customers. 

•  Unlocked £2.25 million of unclaimed benefits 
including support with appeals. 

•  Accessed £818,081 of grants to improve the 
customer’s quality of life. 

•  Reduced customer lending debts by £21,793. 

•  Social media reach of 71,782 through dedicated 
campaigns. 

Wellbeing Outcomes (reducing the impact on NHS 
services): 

•  100% of customers reported feeling more stable in 
their property following intervention from the team. 

•  Improved customer self-confidence by 50%. 

•  Reduced stress and anxiety by 45% from the start to 
the end of intervention. 

•  Improved ability to cope with money related stress 
by 100%. 

Business Outcomes: 

•  Reduced Notice of Seeking Possessions by 10% to 
lowest ever level. 

•  Reduced cases submitted for arrears possession 
proceedings by 21% from previous year. 

•  Reduced the number of arrears related evictions to 
lowest ever level of 61. (0.19% of stock profile) 

•  Reduced outstanding debt by £550,000 below the 
corporate target. 

•  Reduced abandonment to lowest ever level of 8 
tenancies and new tenancy termination rate to 
0.51%. 

•  For every £1 spent on our Income Management 
Service provides a social return of £8.60.
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The Gateshead Housing Company
Gateshead Refugee Resettlement Project

Partner organisations: The Gateshead Housing 
Company(lettings and Rent&income team), Home 
Group, Gateshead Council Education Department, 
Clinical Commission Group, Gateshead and Blaydon 
Job Centre Plus, Gateshead Learning Skills Centre, 
Gateshead College, The Chinese Centre, Gateshead 
Libraries, Dr Christian Harkensee Consultant 
Paediatrician, Comphrey Project, Gateshead Stadium, 
Gateshead Council Development and Enterprise 
Employment team, 2 Way Tenancy Solutions CIC

Statement of support 
We are putting forward a nomination for Gateshead 
Refugee Resettlement Project as great partnership 
working has been shown by organisations in 
Gateshead, supporting Refugees settling in the region. 

In 2015 the Home Office asked for assistance from 
the Local authorities with Resettling refugees. In 2015 

Gateshead Council agreed to take part in this scheme. 
Since the start of the programme 443 refugees from 
the war-torn regions of Syria, Iraq, Sudan and Somalia 
have been supported to settle in Gateshead. The 
families and individuals come under the categories 
of Women and girls at Risk, Survivors of violence and 
torture, medical needs, children and adolescent at risk, 
lack of foreseeable alternative durable solutions and 
Family reunification.

With the arrival of the first families and individuals – it 
was recognised that the client group had high and 
complex needs in all aspects of their lives. Mental 
and physical health problems for both adults and 
children, Language barriers and lack of education for 
both adults and children, financial capability skills, 
Cultural differences, Understanding the Welfare 
benefits system and managing and sustaining their 
tenancies. As a result, the Gateshead Resettlement 
Team recognised that to fully meet and provide a 
good quality service they could not fully support the 
clients on their own, they needed to develop good 
partnerships.

The Partnerships developed had to be innovative 
in their way of working in order to ensure the new 
arrivals are self-sufficient and fully integrated into their 
communities. This was going to be the foundation in 
making sure that they succeeded in settling in and 
leading lives that were no different from the rest of 
the communities. The journey to settling in the United 
Kingdom and Gateshead for the Refugees starts prior 
to their arrival. Partnerships were developed with the 
following services providers: -

•  Gateshead Refugee Resettlement Team – Oversees 
and Coordinates the delivery and management of 
the project as well as day to day delivery of support 
to refugees.

WORKING IN 
PARTNERSHIP
This award commends collaboration between organisations or groups that achieve the best 
possible outcomes.

Sponsored by:
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•  Housing Providers (The Gateshead Housing 
Company and Home Group) - they identify suitable 
properties prior to the arrival of the refugees. Once 
the families have arrived, they sign them up to their 
new tenancies, help to manage and sustain their 
tenancies as well as any support on benefits. 

•  Gateshead Council Education Department - to plan 
and arrange schools for all school age children in 
the areas they will be living – funding for a teaching 
assistant post and 5 hours a week of Ed Psych time to 
support children who have difficulties transitioning 
into education. This may be because they have never 
been to school.

•  Clinical commission Group – to organise GP 
practises and appointments and to discuss and seek 
advice on any complex medical cases

•  Department of Work and Pensions – Gateshead 
and Blaydon Job Centre Plus – work with the work 
coaches to ensure attendance at ESOL is linked to 
Universal Credit claims and to resolve any issues

•  ESOL providers – (Gateshead College, learning skills 
and The Chinese Centre) They provide ESOL classes 
for all adults – with Gateshead College developing 
training and providing ESOL classes for young 
people over 16. 

•  The Gateshead Learning Skills Centre - have 
Developed a Welcome to the United Kingdom 
Course. This runs for 6 weeks and provides 
information on the UK culture and laws, different 
agencies attend to provide updates to the new 
families these include representatives from 
Northumbria Police, Community Safety, ESOL 
providers and the Job Centre Plus.

•  Dr Christian Harkensee Consultant Paediatrician 
– to screen the arriving children and support GP’s 
to understand specific medical needs of refugee 
children.

•  Third sector and community organisations 
supporting the improvement of Mental Health - 
Comphrey Project, Gateshead Stadium- sporting 
activity football and Local Churches.

•  Gateshead Council Development and Enterprise 
Employment team – Once the families are settled 
and are ready for the next stage of their life – they 
work with employment officers to work on pathways 
into training and employability, 3 posts funded from 
Home Office monies.

•  2 Way Tenancy Solutions CIC – Provide a bespoke 
service – supporting the families to increase their 
financial capability skills.

•  Gateshead Library’s provide reading and play 
activities for families over 25 families attend weekly.

By working in partnership with these providers 
– service delivery and quality has seen a huge 
improvement. As a result of this – the Refugee 
Resettlement Team have been able to ensure that 
support provided is individual to the person. In 
reviewing the client’s journey through their support 
plans – has seen a huge increase in customer 
satisfaction. This is because needs are identified, and 
action plans put in place to ensure that nothing is 
missed – a wraparound service is delivered. 

A testament to this is that, Refugee Resettlement 
Teams in other Regions are asking for The Gateshead 
Refugee Resettlement Team to share their success and 
have been flagged for their good practice.

Outcomes and achievements 
443 Refugees have been supported to settle in 
Gateshead. The families and individuals have been 
accommodated in properties that are suitable for 
their needs. All the families and individuals have been 
registered with local GPs and supported to access 
specialist services for those with complex health 
problems and disabilities. Dr Christian has also closely 
worked with local GPs to identify complex conditions 
that were not being identified through routine GP 
check-ups. For example, quite a lot of children were 
identified as having Vitamin D and Iron deficiencies. Dr 
Christian also helped to identify problems with obesity 
as a result of poor conditions in refugee camps where 
they came from. Education around healthy eating and 
obesity is being carried out with families. This would 
have long-term impact of increased pressure on health 
services in future.

256 people have been supported to engage in sports, 
art and craft to help improve their mental well-being. 
This has been as a result of understanding that there is 
a lot of stigma to mental health Illness in some Arabic 
speaking countries, thereby, engaging them in 5 Ways 
to Wellbeing (Connect, Be Active, Keep Learning, Give 
to Others and Be Mindful). This has seen 68 individuals 
engaging in further learning and education and 80 in 
Employment and Training.
None of the families has had problems with sustaining 
tenancies as Welfare rights support and training on 
financial capability skills has been given to over 300 
families and individuals. All the children are attending 
school and extra-curricular activities to support their 
development

18



Queen's Hall Action on Poverty T/A the Brick
Homelessness Partnership Wigan and Leigh

Partner organisations: Wigan Council, Fur Clemt, 
Addaction, Homeless Support Project Leigh, Clinical 
Commissioning Group

Statement of support
The Wigan and Leigh Homeless Partnership delivers 
outstanding results for the community through the 
belief and trust that each of the contributing members 
are equal partners. The success in this approach lies in 
a strong collaborative Deal based commitment to each 
other, and that all make a valid contribution. This has 
resulted in the fantastic achievements in addressing 
rough sleeping in the Borough.

In the last 12 months, a new model for delivering an 
innovative approach to addressing homelessness 
was outlined and received strong support from within 
the Local Authority and Partner agencies. In order for 
the ambition to be realised, it required a Deal based 
approach to be at the heart of this work, with the 
Council working differently whilst recognising that 
success would only be achieved through an integrated 
partnership of the Council, partner agencies, local 
charities and community groups, all working together 
to achieve the local vision. 

This partnership has ensured that Wigan is in a 
stronger place to respond to homelessness. There 
are now embedded place based responses for 
rough sleeping with strong locality leadership 
provided through the Wigan and Leigh Service 
Delivery Footprint Managers. This has seen robust 
and frequent rough sleeper audits completed which 
ensure there is strong understanding of the health and 

support needs of every individual with each having 
a targeted action plan in place to ensure effective 
support. The improved outcomes can be seen as 
street based populations now have rapid access 
to support services. This has increased numbers in 
drug and alcohol services, and reduced the number 
rough sleeping, as well as addressing some of the 
issues raised by local town centre businesses about 
the impact on town centre business. The longer term 
effects will be seen on reduced attendance at A&E and 
increased numbers accessing employment. 

The partnership has constantly looked at new, 
innovative ways of delivery, and this has seen the 
development of two accommodation and support 
hubs in the Borough. This has never been tried before 
as it co-located local charities with the Council, partner 
agencies, and commissioned services to create an 
integrated support hub to address health and support 
needs for rough sleeping and homeless populations. 

The Brick undertake the public facing side, and 
have strong support from professional agencies to 
ensure that there is a single integrated support plan 
in place for residents with a move on option linked 
to community support and accommodation that is 
sustainable. The hubs operate 7 days a week and 
provide a programme of activity during evenings and 
weekends which overcomes the traditional service 
provision of Monday to Friday 9-5pm. Through asset 
based intervention, a number of residents are now 
engaged in employment and skills activity at the Brick 
Works and have achieved construction qualifications 
which will support in achieving employment. In 
addition, the residents are learning life skills at the 
hub and support with the cooking of healthy food 
for residents, and in getting advice on budget 
management. 

The innovation demonstrated by the Partnership has 
increased further in the last 9 months, with a new 
relationship developed with St George's Church in 
Wigan. This has resulted in the creation of a new Night 
Shelter in Wigan which operates 7 days a week and 
offers ‘A Bed Every Night’ for anyone rough sleeping in 
the borough. This has resulted in further engagement 
and partnership working with additional Charities, 
including Fur Clemt who divert food from going to 
landfill and provide delicious, nutritious meals for the 
residents using the accommodation. The provision 
was established quickly and demonstrates the level of 
fluidity and positive engagement the partnership has 
with the local community. 
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Outcomes and achievements
Through the true Asset Based Engagement, the 
Partnership provides to individuals transitioning 
through homelessness, we see many positive results 
for people we are working with. Our partnership 
ethos encourages the celebration of every outcome 
no matter how small. Success is measured uniquely 
for every individual based on where that person is 
through their own transition.
We have celebrated people transitioning through 
entrenched rough sleeping entering health services 
for the first time in years, by attending medical 
appointments, seeing a dentist, obtaining eye exams 
and receiving flu jabs who have previously distanced 
themselves from mainstream services. The Partnership 

has enabled more than 30 people in the last 6 months 
to obtain voluntary, educational and paid roles. We 
have seen people transition from a begging lifestyle, 
to attending every day for work skills and social skills, 
where they integrate a healthier lifestyle, making new 
friends and taking up new hobbies based on their 
wishes and wants.

The open and transparency between all agencies 
working together, increases successful outcomes.

“Thanks to the partnership of services, my life has 
changed dramatically in the last 12 months and I 
am now in full time work, free from the streets and 
substances, thank you.” Ollie Foster

WDH
Connecting health and housing

Partner organisations: WDH, South West Yorkshire 
Partnership Foundation Trust (SWYPFT), Wakefield 
Clinical Commissioning Group (WCCG)

Statement of support 
A Health and Inequalities pilot carried out in Wakefield 
found that a significant number of WDH (social 
housing) tenants displaying anti-social behaviour 
(ASB) and neglecting their homes were presenting 
with mental health issues. Access to the necessary 
support in the area was difficult or limited due to 
high demand for services and WDH was seeing an 
increase in the number of tenants losing their home 
due to tenancy breaches linked to the tenant’s mental 
wellbeing.
To tackle these issues together, WDH, the South West 
Yorkshire Partnership Foundation Trust (SWYPFT) and 
Wakefield Clinical Commissioning Group (WCCG) 

formed a partnership, creating roles for three 
Mental Health Navigators (MHNs) to work within the 
Wellbeing service at WDH. These health professionals 
were employed to provide a clinical assessment of 
need, referral and support to WDH tenants with low to 
moderate level of mental health concerns. 
The rationale for the partnership was twofold:
• to deal with any emerging mental health issues 

among tenants that were causing problems with 
their housing or tenancy; and

• to help prevent escalation of demand for more 
expensive secondary mental health services by 
providing intervention (advice, support, signposting 
and referral) earlier.

Support provided by the MHNs includes a mix of 
social and mental health focussed work, delivered 
mostly in the tenant’s home but sometimes involves 
accompanying clients to appointments or arranging 
to meet in a social setting to encourage clients to 
socialise, particularly if they are suffering from anxiety 
and/or experiencing a sense of isolation. MHNs also 
liaise with services such as General Practice (GP), Crisis 
Teams, psychology, social services and internally with 
WDH on tenancy issues.
The partnership was initially a 12 month project in 
order to be able to assess the impact on service 
delivery and the quality of the service provided. The 
MHNs successfully integrated within the Wellbeing 
Team and, through promoting the service both 
internally and externally across the Health and Social 
Care system, clients started to be referred into the 
service. Following a 12 month independent evaluation 
of the project partners committed to recurrent funding 
to make the roles permanent. The recurrent funding 
is provided 50% each from WDH and the CCG with 
SWYPFT providing the clinical management support. 
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Outcomes and achievements 
Since the MHN partnership was established we have 
supported an average 258 tenants each year with their 
mental wellbeing. In 2018/19 the service received 
312 cases where action was being taken against the 
tenant for ASB. Following support from the MHN, 79 
(25%) of these cases were closed with no further action 
required in respect of the ASB. If we use the basic 
calculation of £3,000 cost per empty property, the 
MHNs have saved WDH £237,000 in associated new 
compliance, certification and void costs.
The Housing Co-ordinator has supported 104 patients 
with a housing barrier to discharge, homelessness 
and issues with current accommodation which would 
prevent a patient from returning home.

Of those identified, 33 patients have been supported 
to secure alternative accommodation, enabling 
hospital discharge. Without the support of the Housing 
Co-ordinator these patients are likely to have had a 
delayed discharge.
Using the assumption that these 33 patients had 
remained in hospital for a further 7 days, at an average 
cost of £400 per day, the saving for this service 
amounts to £92,400. Without access to suitable 
accommodation it is likely that delays would have 
been far more than 7 days meaning much greater 
savings.

The success of this partnership has allowed partners 
to explore other joint working initiatives. This has 
resulted in another new partnership to provide a 
Housing Support Co-ordinator, based in the acute 
mental health hospital, to support a patient’s discharge 
where a housing related barrier could cause a delay 
in the patient being able to leave hospital. The 
partnership identified a need to assess a patient’s 
home environment on their entry into hospital. 
This would allow more effective planning for their 
return home and enable any barriers to their return 

to be addressed sooner in the patient’s journey, for 
example, repairs can be completed, wellbeing support 
identified or rehousing options explored.

This partnership started as a pilot in April 2018. The 
Housing Co-ordinator is a housing professional 
employed by WDH but located within the hospital 
working alongside the ward staff and discharge teams. 
The outcomes and achievements demonstrated from 
the pilot have again resulted in commitment from 
partners to provide recurrent funding to make the post 
permanent. This funding is provided from the CCG.
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Newcastle City Council
Newcastle Independent Tenant Voice (NITV)

Statement of support
PROBLEM/NEED
In 2016 Newcastle City Council (NCC) decided 
to review the engagement offer for their tenants/
leaseholders as changes had been made to the 
Regulatory Framework and a new 10-year agreement 
had been made with Arms’ Length Management 
Organisation Your Homes Newcastle (YHN).
The review concluded the existing contract was no 
longer fit for purpose and required modernising. It 
needed to provide engagement through a variety 
of communication channels and offer flexible 
involvement options. They wanted to motivate a wider, 
more diverse range of their tenants/leaseholders 
to get involved in strategic processes, including 

the governance arrangements of their housing 
management and housing investment functions.
They needed a ‘Strategic Independent Tenant Voice’.
WHAT DID YOU DO?
A lengthy commissioning process resulted in NCC’s 
Communities Team being awarded the contract - then 
Newcastle Independent Tenant Voice (NITV) was born!
NITV empowers individuals/groups to represent 
their independent views directly to council via 
consultations and/or a tenant/leaseholder Panel. 
They have opportunities to share their findings and 
recommendations with decision makers within NCC 
who have responsibility for housing services, policy 
and investment. 
INNOVATION
• Previously, NCC relied on Tenant and Resident 

Group (TARA) meetings to consult on housing 
policy. In contrast, NITV offer creative, digital 
engagement via biteables, online surveys, video 
blogs, social media, community surgeries, pop-ups 
and e-bulletins. These provide a modern means of 
communication that complements the traditional 
TARA approach.

• Platinum, Gold, Silver and Bronze packages were 
devised so NCC officers can tailor NITV engagement 
exercises to their requirements.

• The Panel are at the heart of NITV. They support 
consultation design, delivery, results interrogation 
and help compile the final report. They conduct 
both physical and virtual meetings to allow flexible 
participation, and benefit from personalised training 
plans to help them fulfil their role.

NEW IDEAS, APPROACHES 
AND INNOVATION
This award recognises the housing associations, local authorities and other housing providers 
that are pushing the envelope in terms of developing new ways to deliver housing services, 
or projects and initiatives that can demonstrate innovative uses of technology, or projects that 
have increased the adoption of technology, reducing digital inequality or exclusion.

Sponsored by:
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• A Tenant Fund provides financial support for 
individuals and groups to upskill and get involved in 
housing.

WHAT DIFFERENCE HAS IT MADE?
The creation of NITV has provided a vehicle NCC can 
use to engage a broad range of tenants/leaseholders. 
This allows them to embed the consultation process 
and tenant/leaseholder views at the forefront of 
housing planning and decision making.
“The Fairer Housing Unit (FHU) find NITV an invaluable 
resource for our work. In the past we didn’t always 
engage with tenants and leaseholders as often as 
we perhaps should have, and when we did, we felt 
we were speaking to the same few engaged tenants. 
The new NITV model allows those tenants who were 
previously involved remain so but provides an avenue 
for so many others. Consultations are now much 
broader and more representative.” Fiona Dodsworth, 
NCC FHU
To date NITV have captured independent views on 
national and local policy including, but not limited to, 

Government’s Social Housing Green Paper, proposals 
on Building Safety Regulatory Reform, NCCs Allocation 
policy and an Independent Living review.
Panel members are enthusiastic, committed and 
driven, they have undertaken lots of training and 
lead on their own personal development and NITV's 
success. 
“I have always been interested in having a say in 
council housing and in the past, I have been involved 
in more traditional committees. The uniqueness of 
NITV is its flexibility and the breadth of opportunities 
for getting involved. My health isn’t great, so I love a 
virtual Skype meeting or using Teams for project work 
when I don’t feel up to leaving the house. Its both 
efficient and effective, and I have learned new skills 
too!” Fi Leslie, NITV Chair
Today NCC have a truly independent vehicle where a 
genuine conversation can take place between landlord 
and tenant. 

Outcomes and achievements 
USER OUTCOMES
• Participants report 100% satisfaction for information/

support during consultations 
• New engagement options welcomed 
• Panel model allows for flexible involvement
• Capturing tenant/leaseholder views built into FHU 

approach
• Tenant Fund provides much-needed finance to pro-

active TARAs/individuals
• Timely post-consultation feedback
“I’ve done three NITV surveys. They always say what’s 
happened afterwards. This didn’t happen before, I 
was left thinking ‘what’s the point?!’ Mrs Quaker, NCC 
Tenant
VALUE FOR MONEY
Efficiency - digital engagement provides efficiency 
whilst maximising reach. This complements traditional 
paper and face to face methods
Effectiveness - engagement packages allow tailored 
consultations which maximise effectiveness

Economy - monetary saving as contract value less 
than previous. Internally delivered in accordance with 
NCC’s operating model providing quality assurance. 
ACHIEVEMENTS
• NITV Digital communication cited as best practice by 

HQN
• Submission of recommendations on Social Housing 

Green Paper proposals. 
• NITV Chair met with Housing Minister to discuss 

consultation findings.
• Shelter’s Big Conversation Report boasts NITV a 

model of best practice. 
• NITV Chair, Fi Leslie, invited to speak at CIH 

‘rethinking of social housing’ event.
• Broadacres Housing approached NITV about best 

practice following CIH event and Panel met CEO, 
staff and involved tenants.

• Independent Living consultation praised after crucial 
recommendations/improvements were identified to 
accommodation, operations and tenant safety.
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Places for People
Dreeam

Statement of support
Adopting a new approach to eco-refurbishment, 
Places for People has delivered a transformational 
large-scale project that has slashed energy costs for 
customers and vastly improved their wellbeing. 
The project involved the renovation of more than 
100 properties on an estate in Padiham near Burnley, 
Lancashire. The homes were built in the 1970s and had 
various design flaws that were causing a number of 
issues, including damp, mould and draughts. Heat was 
generated by old electrical storage heaters and the 
majority of customers were using pre-payment meters. 
This resulted in high energy costs and for most people, 
a struggle to stay warm.
To tackle these issues, Places for People carried out a 
large-scale refurbishment to transform all 108 homes 
using a broad mix of renewable energy technologies 
in each property.
Places for People secured a grant (1m Euros) from an 
EU-funded research and innovation programme and 
invested a further £1m in the project, which forms part 
of the ‘DREEAM’ initiative. 
Most approaches to renovation are currently 
limited in scope, focusing on single buildings and 
a single technology, which restricts the deployment 
of interconnected renewable energy systems 
and potential financial benefits. DREEAM aims to 
demonstrate that renovating at a larger scale enables 
better integration of renewable energy and is more 
cost effective.

With this in mind, the improvements on the estate are 
targeted at reducing customers’ energy consumption 
by 75 per cent and designed to be as cost effective as 
possible. 
New technologies installed in each home include new 
highly-efficient storage heaters, solar panels, external 
wall insulation, energy-efficient windows, internal 
ventilation, and new hot water systems.
Innovative tenant engagement was a fundamental part 
of the project’s success. Extensive consultation with 
residents ensured that people could have a say in the 
design process and understood the project drivers. 
As part of the DREEAM initiative, a specialist 
consultant in social science research was also 
deployed. She worked closely with tenants throughout 
the refurbishment process to measure the renovation’s 
impact on their lives before, during and after the 
work, including any changes in behaviour following 
completion. This comprised of in-depth interviews in 
their homes to assess how they used their electrical 
appliances and managed energy budgets, as well as 
advice on how to use the new equipment and further 
reduce energy consumption. 
The renovations were completed in October 
2018. Since then, electrical consumption has been 
continuously monitored and tenants have been asked 
to complete a customer feedback survey on how the 
changes have affected their energy bills and thermal 
comfort. 
This monitoring will continue over the next 12 months 
but to date, has revealed that some customers’ bills 
have been slashed by more than half, that most damp 
issues have been eliminated, and tenants feel warmer 
and happier and have a real sense of pride in the 
estate. This is also reflected in the fact there has been a 
reduction in people leaving the estate and the waiting 
list has increased. Furthermore, repair costs are also 
beginning to drop.
Describing the project’s impact, one tenant said: 
“Since completion, it’s been a lot warmer and I’m 
saving more money. I was putting in £60 a week and 
now that’s reduced to £25. Even without the heating 
on, it’s still warm because of the new cladding and 
windows, and there are no draughts. It makes me feel 
like I want to come home. I’m not struggling any more. 
It’s great that Places for People has done this for us.”
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Outcomes and achievements
Working with European partners to adopt a new 
approach to eco-refurbishment, Places for People has 
transformed 108 properties into highly energy-efficient 
homes featuring renewable technologies.
Long-term, the improvements aim to reduce 
customers’ energy consumption by 75 per cent and 
have been designed without gas heating ensuring the 
estate is future-proofed following the UK’s planned 
move to stop using gas in new homes.
Every home has been installed with new technologies, 
including highly efficient storage heaters, solar panels, 
external wall insulation, energy-efficient windows, 
internal ventilation, and new hot water systems. 

The project’s impact is being assessed using a variety 
of methods. Since completion, energy use has 
been continuously monitored and throughout the 
refurbishment, a specialist social-science research 
consultant carried out in-depth interviews with tenants 
to measure the renovation’s impact on customers’ lives 
before, during and after the work. 
To date, this monitoring and research has revealed that 
some residents’ bills have been slashed in half, most 
damp issues have been eliminated, and repair costs 
are dropping. But the impact is far greater than that 
- the project has vastly improved tenants’ wellbeing. 
This is reflected in the fact fewer people are leaving 
the estate and the waiting list has increased. 
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Michael (Mick) Murton
Gentoo Group

Statement of support 
An outstanding example of a person who actively 
works to make a difference to the community and 
everyone they meet, Michael (Mick) has climbed 
through the ranks of Gentoo since joining us over 25 
years ago!
He works tirelessly in his role as a Support Co-
ordinator (Community Safety) and is pivotal in assisting 
tenants who are involved anti-social behaviour as a 
result of substance/alcohol misuse or mental health 
issues. He provides one to one support for service 
users, identifying their support needs and developing 
individual support plans alongside relevant external 
agencies. When working with our customers, Mick’s 
supports our tenants in;
• Recognising their own personal values
• Raising their confidence, self-esteem and self-worth
• Improving their people skills 
• Encouraging and developing motivation and 

resilience to setbacks

• Helping them to identify and achieve personal goals 
and aspirations

Mick has an excellent track record of helping tenants 
who may not necessarily be ready to accept support 
for their issues. He is passionate about having a 
positive impact on their lives and this is evident in how 
he approaches, empathises and deals with individuals 
on a case by case basis. 
He has worked on numerous cases in his career, an 
example of which is Mr A and Miss B in December 
2017. Mr A signed up for support regarding issues 
of cannabis use and mental health. His partner Miss 
B was 6 weeks pregnant and they were both worried 
that social services could remove the child once born 
as Miss B had two other children removed. There had 
also been an incident of domestic violence.
Mick worked with the tenants for 12 months and with 
his support, achieved some incredible outcomes:
• February 2018, Mr A reported to be using less 

cannabis and was now saving money to buy items 
for the baby. Mick assisted them in completing a 
housing application for a larger property ahead of 
the baby’s arrival

• April 2018, Mr A was struggling with cannabis 
withdrawal but Mick assisted in providing coping 
techniques 

• May 2018, the couple were successfully allocated 
a two bedroom property and Mick helped arrange 
utilities and grant applications for furnishings. Mr A 
also reported that he had not used cannabis for six 
weeks

• June 2018, Mick arranged for both Mr A and Miss 
B attended individual domestic violence support 
programmes

• August 2018, the baby was born and was allowed to 
go home with a couple, a huge achievement. Mick 
continued to support the couple not to revert back 
to old habits during a period of high stress after the 
baby had arrived

HOUSING HERO
This award celebrates outstanding individuals who have used new approaches to help solve 
housing problems they see around them.

Sponsored by:

26



Angela Knox
Karbon Homes

Statement of support 
Housing Hero is the perfect title to describe Angela 
Knox. Both in her role as Retirement Living Housing 
Officer, and just by being as we affectionately call her 
‘Wor Ang’. Angela embodies all the values which this 
award looks to promote and more! She is passionate 
about her role, dedicated, a natural networker, 
problem finder, solver and completer finisher.

This year, using her skills, experience, partnership 
working and a bit of ‘northern charm’ during 
negotiations Angela has grown and made a success 
of a local community project in the village of 
Nettlesworth, County Durham. 

Nettlesworth and its surrounding areas of Pelton Fell 
and Sacriston are semi-rural ex-pit villages which suffer 
from aspects of deprivation, unemployment and a lack 
of facilities. Especially relating to provisions for older 
residents. 

Angela has worked tirelessly this year in her role, 
reinstating three sheltered housing schemes which 
were previously designated general needs tenancies. 
This was a decision made in a recent restructure 
when the schemes were acquired from a former 
operating company. There were a number of housing 
management challenges involved in this process. 
Angela has built relationships with the residents, 
listened to their expectations & needs, with the 
ultimate aim of reinstating community spirit which 
enriches sheltered housing schemes.

Angela quickly identified that a community volunteer 
luncheon club in Nettlesworth was struggling for 
numbers. The club provides affordable food, drinks 
and social activities for anyone in the surrounding 
area. 

Joining the dots and visualising a more bustling 
luncheon club, Angela set her sights on benefitting 
both the Nettlesworth Café and our three local 
sheltered schemes by self-starting her own project.

Angela firstly joined the Nettlesworth Committee for a 
sit down meeting to sell her vision for the centre. She 
then went out of her way to locate a bus company who 
would be willing to offer a discounted rate to transport 
residents to the cafe. She ensured this was inclusive 
for all by procuring a disabled access bus with a lift. 

• October 2018, Mr A confided in Mick that he was 
lacking motivation, feeling stressed and anxious. 
Mick explored all the positive changes he had made 
over the last year and he was able to recognise that 
he was doing very well. His immediate goals were to 
do more things with his partner and the baby and to 
go and see his GP. 

• December 2018, their support case was closed. Mr 
A reported feeling positive, he was an involved dad 
and was keen to look for employment when he felt 
Miss B could manage the baby on her own. 

The tenants feedback survey completed in January 
2019 advocated Mick and his undeniable passion 
for helping others, comments from Mr A and Miss B 
included “It’s been fantastic, they wanted to help and 
without the support I wouldn’t be in this position” 
and “I’ve made better decisions and my lifestyle has 
transformed. Relationship is stable, I have a child, 
new home and not taking drugs or drinking. I have a 
positive future.” 

Outcomes and achievements 
Over 25 years service for the organisation
Helped numerous tenants overcome ASB and drug/
alcohol misuse issues and maintain their tenancies 
Successfully built and maintained an effective multi-
agency approach to tackling ASB and drug/alcohol 
misuse within the wider community 
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“Wor Ang” used her negotiating skills to sell her vision 
and objectives to the bus company to ensure a cheap 
discounted rate for our customers. 

To further what she was doing and thoroughly excel, 
she then supported the committee to apply for grant 
funding. She worked relentlessly with the committee 
and members of the team to successfully secure six 
months’ worth of funding for the cost of the transport 
and food costs for Karbon Homes residents. 

This resulted in a residents being able to access a free 
transport service regardless of physical ability to the 
Nettlesworth community Café for social interaction 
and a hot meal every month, free of charge to the 
individual.

The second successful resident outing to the café 
arrived to Nettlesworth with the bus full, with not one 
seat spare! The service was already oversubscribed 

following feedback from those who attended trip 
No.1. What an achievement! It has been fully booked 
ever since and has generated quite the buzz around 
the sheltered schemes.
Going forward Angela has plans to diversify even 
further. In the coming months she is looking to use 
our good relations with the café to promote dementia 
awareness sessions and participate in national carer’s 
rights day. 
This submission gives a slight glimpse into Angela’s 
potential and credentials for this award, especially 
having only being in her role for 5 months at the time 
of writing. We are very excited to see what innovative 
ideas she comes up with next to continually improve 
the community she works in. Angela thoroughly 
deserves this award for her continued commitment 
and dedication to building strong relations and 
positive thriving communities. 

Outcomes and achievements 
In one fell swoop this self started project has created 
several lasting legacies. 
The café now has repeat custom,vastly improved 
numbers and a regular revenue stream. Importantly 
this is occurring in an area of deprivation, which need 
to be supported by housing associations. 
Experience and knowledge has been shared and 
the housing officer has now joined the committee to 
provide ongoing support to the charity.
In utilising partnership working, Nettlesworth Café and 
Karbon Homes can now work together on both this 
and future projects. Communal space can be shared 
and utilised to promote facilities on offer and increase 
community involvement. 

The project has improved the quality of social 
interaction for Karbon residents and the local 
community alike. It provides free good quality food 
and transport to those most in need financially, and 
works towards preventing isolation. In using a disabled 
access bus it also overcomes restrictions to those with 
disabilities who may otherwise be unable to access 
such facilities. 
Ripple effects include positive local PR, relationship 
building, increased customer satisfaction and repeat 
custom to the café from residents who also attend on 
days which the free bus does not run.
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Phil Conn
Oasis Community Housing

Statement of support 
Phil is an inspiration to the sector, providing a shining 
light example of how real solutions can be brought to 
the homelessness we see in our communities through 
perseverance, learning from others and a putting 
those facing homelessness at the heart of all decision 
making.

Through his unyielding dedication he has created 
a ground-breaking solution to homelessness in 
Gateshead and Sunderland through the ‘Basis’ 
model and enabled life changing transformation. 
His dedication has persisted in the face of setbacks 
and challenge – the number of people known to Phil 
who have died on the streets whilst he has led the 
Basis project would be enough to make carrying on 
emotionally impossible for many yet Phil does so 
undeterred. 

Pivotal in setting up Basis@336 – the first direct access 
resource centre for those in housing related crisis 
in the region, Phil’s vision has been clear from day 
1. No-one in our communities should be homeless 
and through seeing their problems as our problems, 
seeing the system as the thing that needs to flex to 
the individual not the other way around, Phil has 
spearheaded a project that has revolutionised the 
homelessness response in Gateshead and beyond. He 
is a true Housing Hero because of his commitment to 
achieving this vision in the face of adversity.

This ground-breaking model provides direct access 
support to anyone facing homelessness, be that the 
risk of sleeping on the streets for the first time to 
offering an open door to those who have slept rough 
for years. Basis@336 started 8 years ago operating 
out of a shop front in Gateshead offering a cup of tea, 
conversation and light touch support for people at 
risk of homelessness. It developed as a direct access 
service and began to be seen as the place for holistic, 
person centred support for the homeless community. 
Phil’s vision is centred around each person who 
comes through the door having value, worth, assets 
and owed a duty by us and other service providers to 
bring about solutions in a way that provides the best 
possible service for the individual. As such over the 
years the service has developed to ensure that the first 
conversation someone who accesses our Basis service 
has can be the last and that we take responsibility and 
ownership of their problems, coming alongside them 
to find solutions. This all cumulated this year in the 
creation of the first Basis Hub prototype in Gateshead 
which has co-located services under 1 roof so that 
those we serve no longer need to navigate complex 
systems to access the support they are due. This hub, 
which is also delivering the ‘Somewhere Safe to Stay’ 
service, co-locates health provision through a nurse 
practitioner, mental health and wellbeing services, 
housing options teams and jobs/benefit advice. The 
Hub has become a one stop shop for homelessness 
provision in Gateshead and beyond. 

He has never received formal recognition for his work 
and it is about time he did. 

Senior Director at Gateshead Council

‘Every time I speak to him I don’t want to stop talking 
to him. Every time I come away with something I’ve 
learned.’

Ex-service users

“I was released from custody with no address. All my 
friends are dead. I was stuck. Phil got me somewhere 
to live and since then I’ve come on leaps and bounds. 
He really helped me in a lot of different ways, I would 
be dead now if it wasn’t for him.”

“He must have seen I wasn’t a bad lad, I was just in a 
bad spot. Since he’s helped me I’ve taken that help 
and turned it into a positive.”
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Outcomes and achievements 
It is difficult to quantify the impact of the work Phil has 
spearheaded. How do you measure the impact made 
upon someone’s life when they are given a message 
of worth and hope that they may have never had? Phil 
is keen that we reflect and try to capture the impact 
of Basis not just through numbers and outcomes 
but through observing the life changing, and often 
lifesaving, value based decisions those we serve make 
every day to step into their own, better future. What 
we do know is that each year our Basis projects see 
over 2000 people coming through the doors and 

we are likely to see each of them numerous times. 
We make 1000’s of cups of tea, each representing 
a conversation, the showers have been used 861 
times and we’ve prevented at least 173 people from 
having to sleep rough. The rough sleeping numbers 
in Gateshead and Sunderland are dropping and one 
of the key reasons the RS numbers in Gateshead have 
been kept so low over the past 8 years is due to Basis. 
We now have a model whereby no-one needs to sleep 
rough South of the Tyne, that is truly awesome.
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YOUNG ACHIEVER  
IN HOUSING
This award aims to recognise individuals who can demonstrate that they have shown passion, 
commitment and flair in putting the human aspects of tenant or client services first.

Sponsored by:

Tom Winter
believe housing

Statement of support 
When the three County Durham landlords that were to 
become believe housing came together just four years 
ago, there was no new-build programme. Now the 
housing association has moved tenants into more than 
a dozen sites and has set its ambition on completing 
250 new homes a year. The scale and rapidity of this 
turn-around is due in no small part to one individual 
who started as an apprentice just before process of 
creating believe housing began.
Tom Winter joined Durham County Council in 2012 
as a business admin apprentice, just six years later 
he was Development Manager with a team of six and 
excellent relationships with developers and other key 
stakeholders throughout the region. 
He has been instrumental in the success of a unique 
construction programme, focussed on multiple, 
smaller, brown field sites that the private sector would 

almost certainly not consider due to the constraints 
involved. 
The programme coordinated by Tom has included the 
first new affordable homes to be built in the tiny North 
Pennines village of Rookhope for more than 50 years. 
It also features a significant proportion of bungalows, 
to meet high demand for a house type that the private 
sector isn’t building in the region. All bungalows have 
been built with features to suit the needs of future 
tenants with restricted mobility such as level access, 
wider doors and wet-rooms.
The narrative around the national housing crisis is very 
focussed on raw numbers but this looks very different 
in the north east and the development programme 
being implemented by Tom reflects that. The location 
and tenure chosen for homes have been hand-picked 
to reflect where demand for affordable homes is 
highest. 
The approach also enables believe housing to look 
at the long-term future of each community where 
construction is being carried out and allows for 
better integration of the new homes into existing 
neighbourhoods. Tom’s speedy rise has been the 
result of dedication to both his job and personal 
development. 
From the outset as a Housing Directions Team 
Assistant, he worked on the 18,000-home stock 
transfer from Durham County Council that would 
eventually create believe housing. He was officially 
transferred from Durham County Council to the 
then County Durham Housing Group in April 2015. 
Months later he became a Development Officer, with 
specific responsibility for progressing CDHG’s first 
development schemes from inception through to 
completion in addition to bolstering the new-build 
programme with acquisitions from private sector 
house builders.
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Just 18-months later, Tom was promoted again to 
Development Manager, with responsibility for three 
team members and a programme for 300 new homes 
in the pipeline. Within a year of Tom’s stewardship 
that programme had grown to 700 homes. He is now 
focussed on the strategic planning that will increase 
that programme to a ten-year project delivering 2,500 
homes at a rate of 250 per year.

Tom’s team has doubled in size and he’s created an 
excellent atmosphere; with all individuals undertaking 
further professional development and enthused about 
the work they do. It includes, Lewis, who joined the 
team at 16 as an apprentice. Mentored by Tom, Lewis 

has thrived, and now aged 19, has a permanent role 
with the new build team and has embarked on a part-
time degree. 

Tom has also continued to progress his professional 
studies alongside his work commitments achieving 
an HNC in Business (2015), HND in Business (2017) 
and graduated with a First-Class BA (Hons) Degree 
in Management (2019), where Tom was also given 
an Academic Achievement award for excellent 
performance throughout his degree. Tom is also 
committed to becoming a Chartered Manager with the 
Chartered Manager Institute during 2019.

Outcomes and achievements
Tom has spearheaded a new-build project that 
has changed expectations in County Durham. At 
the completion of a development in 2019, Bishop 
Auckland MP Helen Goodman spoke of how only 
291 new affordable homes had been built in County 
Durham during the eight years previously.

Thanks to the dedication of Tom and the team he 
leads, believe housing’s construction programme 
alone is set to totally change that outlook and is on 
track to reach 250 homes per year. The rapid but 
organic growth in the construction programme by 
believe housing is a huge testament to the dedication 
of Tom.

Since starting work in the Development Team, Tom 
has been at the forefront of new homes completed 
in Pity Me, Rookhope, Crook, St Helen Auckland and 
Bishop Auckland with further schemes currently on 
site at Bowburn, Seaham, Peterlee and Murton; this 
is alongside the acquisition of 100 new homes from 
private developers. 

He has overseen the growth of the construction 
programme from 150 homes to 750 homes in just 
three years and has doubled the size of the team.

Tom has been dedicated to the construction 
programme and has undertaken a vast amount of 
personal development to achieve what he has. 
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Lucy Sexton
Bernicia

Statement of support
“What happens when an unstoppable force meets an 
immovable object? They surrender”. (Superman). 
Lucy Sexton will just not surrender. She is a creative 
and innovative solution finder totally committed to the 
wellbeing of tenants and their families.
Lucy came to Bernicia for temporary work experience 
at 18. Ten years later and after much hard work and 
study, including with CIH, she is now the Intensive 
Housing Management (IHM) Team Leader, leading 
a team of housing officers and support workers, 
dedicated and motivated to help tenants sustain their 
tenancy. 
The IHM service provides intensive support through 
advice, help and education to either prevent tenancy 
failure (new tenants) or recover from the risk of 
tenancy failure (existing tenants). 
The support Lucy and the team provide includes; 
maximising benefits and income, guiding tenants 
through the complex welfare benefit system, and 
securing engagement with partner agencies to 
address behaviours that jeopardise their tenancy. 
Lucy herself excels at this, but what makes her stand 
out from the crowd is her composed and steely 
determination to do the right thing for tenants, and 
how she inspires, coaches and mentors her team to do 
the same. 
And it shows - IHM continues to prove its worth, 
resulting in additional resources directed to the team, 
enabling a 68% increase in caseloads. This saw the 
IHM team support 399 households during the past 

year, with over 50% of those concluding positively - a 
huge achievement considering the extremely complex 
and often challenging needs of some of these most 
difficult to engage tenants. 
Whilst this has significant financial and operating 
benefits for Bernicia and statutory services, most 
importantly, hundreds more tenants now enjoy a 
secure and settled home.
‘Michelle’ is an excellent example of this. 
Lucy and the team started working with “Michelle” - a 
single mother referred to IHM after falling into arrears 
and struggling to manage her tenancy. Michelle has 
learning difficulties and Cerebral Palsy. 
The team assisted Michelle to complete her Personal 
Independence Payment (PIP) assessment form. This 
claim was unsuccessful, as was the subsequent appeal.
Lucy couldn’t accept this, and was determined to get 
Michelle the financial support she was entitled to, 
encouraging her to go to the third and final stage - a 
tribunal.
Knowing Michelle would find it impossible to 
represent herself, Lucy contacted dozens of legal firms 
to seek representation. Discovering she wasn’t entitled 
to legal aid, Lucy contacted Northumbria University. 
Lucy took Michelle to meet the law students and 
explain the situation. The University was really helpful 
but couldn’t represent her at the tribunal, so they 
coached Lucy to represent Michelle herself.
Lucy admits she found the tribunal daunting - with the 
panel directing their questions to Lucy directly - but 
she held her own and didn’t waiver; the claim had 
been going on too long, Michelle’s wellbeing was 
severely suffering, and she was in genuine financial 
hardship.
With Lucy’s legal representation and her refusal to 
give up, the panel overturned the original ruling and 
backdated her claim nearly two years, resulting in an 
immediate payment of £14,500. But that wasn’t all 
– together they secured a further decade’s worth of 
future benefit payments, totalling £75,400. 
Michelle said “I wasn’t expecting to get the enhanced 
rate for both components, when it hit me that it would 
be backdated I was stunned. I haven’t seen my dad for 
six years so I’m buying him a train ticket to visit us. 
Michelle is now successfully managing her tenancy 
and providing for her daughter, she is just one of the 
many IHM success stories.
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Outcomes and achievements
Lucy and the IHM team's success has inspired 
colleagues across the business, with scores of 
compliments celebrating their achievements, 
including:
"Our tenants are lucky to have the IHM team. It's such 
a shame that vulnerable people have to go through so 
much to get the support they need”. 
"Well done to you and the team. I know how difficult 
navigating these systems is and how awful/degrading 
it can be. I can guarantee all your support is something 
the tenants will never forget”.
Lucy’s inspirational and engaging approach has 
also been put to wider use, delivering coaching and 

mentoring to our talent pipeline of next generation 
housing professionals, so they know exactly what 
Bernicia and the housing sector is here to achieve. 

Lucy doesn’t have all the answers, she’s still 
developing in her housing career too, but she 
seeks out the answer, and if she doesn’t like it she 
respectfully, eloquently and credibly articulates the 
need for change. She is exactly what the housing 
sector needs.

Lucy is an outstanding asset to the housing sector, 
a role model and inspiration to colleagues and a 
champion for tenants and vulnerable people. She is an 
exceptional young achiever. 

John Scott
South Tyneside Homes

Statement of support 
South Tyneside Homes started its Social Enterprise in 
October 2017 with an aim of helping the young, long 
term unemployed and ex-military into long term work. 
The Social Enterprise offers individuals the opportunity 
to gain valuable work experience and qualifications, 
by working alongside its operational teams.

John Scott joined the enterprise in 2017 as a Multi-
skilled trainee, carrying out a multi-skilled traineeships, 
multi-skilled construction level 2 NVQ and Functional 
Skills Level 1. During this time John worked alongside 
our joiners, painters, plasterers and street cleaning/
grounds maintenance teams. Each team John worked 
with praised him highly for his technical ability, his 
positive attitude and his commitment to the job.

From an early stage it was observed how helpful John 
was on site. I observed him on several occasions, 
helping other trainees, advising them how to hold 

tools to avoid injury or to make the job easier. He was 
equally helpful with customers, advising them what 
they could do to make improvements to their gardens, 
or going above and beyond to complete jobs to a 
high standard. 

As a manager setting up the Social Enterprise I am 
currently taking on several different work streams and 
what stands out about John is that he has been willing 
to work on any of the jobs and change what he is 
doing at short notice. One day he may be working with 
our joiners, the next day he would be out litter picking 
with me. 

In June 2019 we started a private garden tidy service 
and again John has been instrumental in getting 
this up and running. I was confident when John was 
working with the team we would receive praise from 
our customers, which was the case “many a customer 
called in to compliment the work of the team”.

Also when carrying out garden tidy work, I would find 
myself standing back, thinking we have done what the 
customer has asked for but it doesn’t look right. John 
would already be thinking of a solution and offering 
advice on what we could do to improve it e.g. grade 
in the soil around the edges, so that it looks a flat 
surface”. He would go out his way to do little extra jobs 
for the customer, but would also advise the customers 
what they could do to make future improvements. 

Sometimes we would be out doing a garden tidy and 
John would look at fencing that needed repaired, 
advising “this is something we could do”. As a result 
this has started to create the enterprise and additional 
work stream. 

Ronnie Carson (grounds maintenance operative) 
advised “John is such a good help to me, his ability 
and detail to finishing a garden to a good standard 
is outstanding, the customers really like him. He is a 
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Outcomes and achievements
John has achieved a Multi Skill Construction level 2 
NVQ, Maths and English Functional Skills level 1, a 
Practical Horticultural Award and is about to achieve 
his CSC card.

In terms of experience, I feel that John came to the 
company as a very talented young individual, but from 
the traineeship he has gained valuable qualifications, 
work experience and a large number of people that 

would supply him glowing references and all hope 
he will work for their teams. All of which I am sure will 
help John to secure work. 

The Social Enterprise is still at its early stages of 
development, but John’s contribution has been key 
to promoting the enterprise in a positive light and 
helping to make this a success and continue in the 
future to help other individuals into work. 

pleasure to work with”
Although John’s technical ability is outstanding he 
didn’t enjoy the college work as much, he would 
rather be out on the tools. However, despite this John 
worked so hard to achieve his qualification and “Mark 
Neber from South Tyneside College advised that 
John’s effort and commitments to his studies were 
outstanding”.

Paul Hart (Joiner) “On a morning and without being 
told he would look at the job sheet and just go off and 
start the job. He’s a breath of fresh air, this isn’t the 
normal for a young trainee to show such initiative. 
John wouldn’t put himself forward for awards, but I 
wanted his hard work and the support he shows others 
to be recognised. 
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