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This year we completed a major community consultation in the Moss Side 
area of Manchester.  The consultation gathered the views of hundreds of 
local residents which will directly influence the plans and help co-create the 
development of approximately 300 new homes and services for Moss Side 
residents.  You can read more about this on page 23.

A huge welcome to this special Annual Report
    from Charlie Norman, MSV’s CEO

Gavin White, Executive Member for Housing and Development 
at Manchester City Council, and Rachel O’Connor, Development 
Director for MSV visiting the site of the old Reno Nightclub in Moss 
Side, where some of the new homes are planned to be built.

continue to work in 
partnership with Great 
Places, for example 
on the supply of repairs 
materials, but will do this 
as two seperate organisations.  Our future plans 
will be set out in our new Corporate Plan which 
we will be launching in due course and which our 
customers will help to shape.  It has been a great 
pleasure for me personally to lead MSV over the 
last 6 years and I am very excited to be taking 
MSV into our next chapter, more than ever with 
customers at the heart of MSV.

MSV has been a huge part of my life, and that of 
our customers, colleagues and Board over the 
last 6 years, and so I am naturally delighted that 
we are working towards a position of even greater 
resilience and strength for the future, safeguarding 
people’s homes and continuing to put our 
customers and MSV’s values at the heart of our 
business.  

Welcome to the sixth Annual Report from MSV.  The 
report this year takes a look at our activities over 
the last 12 months, documenting all those wonderful 
people, such as Helen pictured right, a longstanding 
customer at our Later Living scheme Margaret Ward 
Court in Rochdale, who celebrated her 103rd birthday 
recently.  What a wonderful and inspiring woman 
she is and it was a pleasure to spend time with her, 
hearing stories of growing up and family life in a 
close-knit community in Rochdale.  We will also take a 
look at some of the significant projects and moments 
which stand out, and a closer look at the challenging 
environment we are in and what we are doing to help 
our customers during these difficult times.

You will know that we have been in merger discussions 
with Great Places Housing Group.   The environment 
in which we live and work has become increasingly 
difficult since those discussions began, and has thrown 
up new challenges that could not have been expected 
since we put forward the merger business case 18 
months ago.   As a result, sadly, we will no longer be 
taking the merger discussions any further.  We will 

This year has been particularly special for us all at MSV with 
many stand out moments and highlights to celebrate and 
share, but also some moments of sadness and reflection.
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It was such a pleasure to get out and meet so many of our 
customers during many Nibbles ‘n’ Natter sessions we held this 
year.  Being out and about talking to people and engaging is what 
we do at MSV, it’s in our DNA.  Over 200 people attended 
12 events for customers to provide feedback on the merger 
and on the repairs service, and we received over 300 on-line 
surveys.   It was a great opportunity for myself and many MSV 
colleagues to talk to people about the issues that really matter.  
For example, our customers in Clitheroe, in the Ribble Valley, told 
me they were feeling somewhat ‘out on a limb’ and so as a result 
of that conversation we have now set up a specific residents 
group, where they can meet regularly with MSV officers, and are 
holding regular Nibbles ‘n’ Natter events in the area, so we can 
ensure our residents living further afield have a platform and a 
voice which is heard.

During our Nibbles ‘n’ Natter sessions, and through other means 
of formal feedback, customers also told us in no uncertain 

terms that there were areas of the 
business where they expected to 
see an improvement and we 
wholeheartedly agree, so we have 
carried out a full review of our repairs 
service and have made significant 
changes to help our operatives deliver 
a more customer focused experience.  
We have also changed the way our 
Service Centre deal with incoming 
calls and enquiries from customers.  
This, and a focused campaign around 
customer service throughout the year, 
has started to show definite signs of 
improvement with satisfaction 
levels increasing to 71% at 31 
March 2023 against a target of 
77%.  So there’s more to do and we 
are not complacent, this will continue to 
be an area we monitor closely and work 
to improve.  

One area where we have really ramped 
up our work is in genuinely getting 
customers involved in the the co-
creation of services.  Our customers 
have worked with us to properly 
scrutinise and revamp the repairs 
service and have completely overhauled 
our complaints process.

Cllr Sameea Ahmed (centre) with Salma Chaudri and Ibby 
Ishmail at the recent 30 year celebration of Khubsuret 
House, one of our Later Living schemes  in Rochdale.  
Khubsuret House is a richly vibrant multicultural scheme 
and has been described as the beating heart of Milkstone. 

This year, with our partners at the Deeplish Community 
Centre, we introduced a multi-lingual translation service 
for customers in Rochdale.  True co-creation can only 
happen when we have the tools to listen to and engage 
with all sections of our communities.4 5



There have been many significant events which have 
had a far reaching effect on both us and the sector.  The 
death of the little boy, Awaab Ishaq, last year rocked not 
only the Rochdale community but everyone across the 
country and was both a sobering moment and a wake-up 
call to housing providers across the board.  I remember 
exactly where I was on the day I heard the awful news, 
and its something that will stay with me always.  As a 
mother I can only imagine the heartbreak of Awaab’s 
family.   The need for a safe and healthy home 
cannot and should not be underestimated, 
and MSV has recently implemented a number of 
additional measures.    Firstly, we held a day of action 
where colleagues throughout the organisation spent 
their time either phoning or knocking on doors where we 
have had a previous case of damp and mould reported 
or where there was the chance there might be damp 
and mould due to a report in a property close by.  We 
have also completely reshaped the service in this area 
resulting in a specialist damp and mould team within 
MSV.   We have also rolled out a full stock condition 
survey (this is essentially a good look at the condition of 
every home) to give us the insight and data we need to 
fully understand the impact of damp and mould and to 
shape our strategy.

Providing warm, safe and decent homes is at the 
heart of what we do, it’s our core business and reason 
we exist.  The Regulator’s Consumer Standards, which 
we are now consulting on fully with our customers, will 

soon provide a solid framework for our sector, 
with co-production as the guiding principle 
and central to the business.  We must listen 
and act in order to get the basics right, but 
it is an uncomfortable truth that this hasn’t 
entirely been the case and many social 
housing customers across the country have 
been let down by their landlord.  As part of 
my role as Chair of the Greater Manchester 
Housing Providers, I have been involved in 
two significant pieces of work this year around 
making sure the sector does better.   Firstly, 
the Better Social Housing Review which 
conducted an independent review into the 
quality and standards of social housing and 
has become a powerful catalyst for change, 
highlighting the staggering inequalities 
and clear disadvantage faced by many 
communities.  I have made it my business to 
ensure that MSV did not merely pay lip-service 
to this report but we took the findings very 
seriously and embedded some real customer-
led change throughout the organisation 
which you can find on page 27.    Secondly, 
MSV and other Greater Manchester Housing 
Providers have been working closely with 
Andy Burnham, the Greater Manchester 
Mayor, to create a Good Landlord Charter.  
This is due to launch at the end of this year 
and MSV will be amongst the first to sign up.  

MSV customer, Jane Jones, moved from Wales to St Helens 10 years ago to be 
near her family and live in a home more suited to her needs.  She’s never looked 
back.  ‘I love it so much here, the people are lovely and my apartment is everything I 
wanted.  I won’t be leaving’6 7



Of course investing in our existing homes is fundamental to the 
Better Social Housing review and we have invested even more this 
year in ensuring customer’s homes are warm and safe.  We have 
also built 169 new homes to help level up the broken housing 
market.  Amongst those new homes are two more HAPPi schemes 
for the older generation, one in Whalley Range and one in Bolton, 
adding to the two we already have, and a further one in Chorlton 
is in the pipeline and has recently been approved by Manchester 
City Council’s Planning Committee - we expect to start building in 
November 2023.   

At the start of the 2023 financial year we launched a brand new 
service called Positive Futures.  This service, which we are 
running from Space Manchester (our old office on Great Western 
Street in Moss Side), has been incredibly successful, exceeding 
even our expectations in terms of take-up by the community.  

This year we have seen over 800 
people access the service, which 
aims to equip local people with the 
skills to either get into work, or retrain 
for a career change, something we 
know has been essential in recent 
years following the pandemic.  

All in all it’s been a busy time for MSV 
and all my colleagues and I would 
just like to take a moment to pause 
and thank all the customers who 
have worked with us over the years, 
keeping the hubs open and working 
with our teams to combat isolation.  
I would like to thank my Board and 
colleagues for your empathy, support 
and dedication to MSV’s customers.  
And of course, we couldn’t do the 
work we do alone, so thank you to our 
partners for working tirelessly with us 
to combat inequality and help level 
the playing field for our customers and 
communities.

Onwards now to the next chapter!

Our front-line teams have been holding community events across all our 
neighbourhoods.  Here, customers from Moss Side got together with our 
Neighbourhood Central team to hold a fun day for families and young 
people during the school holidays.  The event was an opportunity for the 
community to come together and discuss their priorities for Moss Side 
and how they would like to see services delivered.

Take a look at our Annual Report video above to find out from 
customers and colleagues what’s been going on this year.
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We have seen another year of unprecedented 
change and challenge in our sector and across 
the wider environment, with the need to hold 
and deliver upon a clear, structured, purposeful 
yet flexible strategy, never more critical. Our 
Corporate Plan (the MSV way) remains key to 
who we are at MSV and has been refreshed 
earlier this year. This retains all the elements 
we hold dear around People, Planet and Place 
but also introduces a 4th “P” - Performance, to 
ensure we track and hold ourselves accountable 
for the underlying business objectives required to 
deliver all the other Plan ambitions, particularly 
in terms of reminding ourselves as to where 
our priorities should lie in the face of the many 
internal and external pressures.

Prioritising Customers’ Expectations 
in a World of Competing Tensions
       from Gareth Hall, MSV’s Chair

At MSV, customers are entirely at the forefront of all 
we do, not only those that are with us now but future 
generations of customers who will need a home to call 
their own for themselves and their family.
Our Governance remains very strong as our stable 
board and committee structures, alongside the 
executive team, continue to work hard in both 
supporting our existing residents and maintaining 
our property building aspirations, but also in shaping 
a combined position that will create measurable, 
additional capacity and resilience across the 
organisation for the longer-term.  My thanks go 
out for everybody’s whole hearted commitment to 
the additional workloads that have been absorbed 
throughout the merger discussions and whilst we are 
no longer taking the merger forward, we will be re-
focusing on MSV’s own future plans.  I am confident 
we will continue to flourish and deliver significant and 
tangible benefits for our customers.

Residents at MSV’s Later Living scheme in Little Hulton have been enjoying 
Arthritis Care classes, where a specialist practitioner comes to the scheme 
to provide advice and exercises so everyone can remain young at heart.

The

Way Click the arrow to take a look at the MSV Way10 11

https://www.msvhousing.co.uk/about-us/corporate-publications/the-msv-way/


The tragic death of Awaab Ishak, which Charlie has 
already spoken about, has rightly brought the sector 
into sharp media focus and we are fully supportive of 
all the measures proposed under the subsequent Better 
Social Housing Review and are committed to being early 
adopters of the recommendations made and that resonate 
well with our own, long established values here at MSV.  

Our Customer Voice and subsequent co-production is 
critical in all of this and we are already implementing 
exciting plans with regard to how this can be maximised 
across all layers of the business (including in the 
production of this annual report, where our starting point 
was to ask customers what they would like to see). 

If you are a customer and are interested in being 
involved in MSV’s new Customer Committee, please 
let us know by emailing marketing@msvhousing.co.uk 

The deepening Cost of Living Crisis has, 
of course, been foremost in our minds this 
year and we have been delighted to commit 
additional resources to our specific fund that 
supports those residents in most need.  We 
have helped 1,289 people to manage 
their money in these difficult economic 
times and accessed over £400k worth of 
additional grants and benefits that customers 
didn’t realise they were entitled to. 

MSV is in very good shape and I am confident 
that, with strong leadership and by sticking 
to our values, we will continue to fourish.  
Our mantra has always been to ‘Do 
the Decent Thing!’ and long may it 
continue.

MSV’s hubs are a gathering place for friends and neighbours to come 
together, socialise and support each other.  Residents at the Carr Brook 
Hub in Stalybridge have been holding sign-language classes to help them 
communicate better with people with deafness and enable deaf members 
of the community to integrate more easily and be involved. 

Our pledge to support young people and sponsor youth organisations 
remains a priority.  MSV’s Youth Ambassador, Kemoy Walker, plays 
a vital role in running youth groups in Manchester. MSV is a primary 
sponsor of the KYSO Youth Group which brings together young people 
from across Manchester, breaking down barriers through dance, music 
and volunteering.12 13
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We have put plans in place to ensure we are 
engaging on a much deeper level and co-
producing our services with customers at the 
heart of decision making.  So much work has 
been done in this area and it is testament to the 
work of our key front-line colleagues, who are 
engaging daily with customers, that we have 
been able to:-

	★ completely restructure our property care team 
so that they are better equipped to deliver 
a good reliable repairs service.  You told 
us we needed to improve in this area, so 
we made it a priority.  We sat down with 
customers and redesigned the service from a 
completely different view point.

	★ hugely increase our hardship fund.  We’ve 
done this because we recognise how 
challenging the current financial and 
economic climate is for people and that so 
many are suffering from the cost of living crisis 
and soaring fuel bills.  Our aim is to try and 
alleviate some of the anxiety this causes by 
helping with access to food and fuel vouchers, 
or emergency payments where needed. 

	★ deliver 12 Nibbles ‘n Natter engagement 
events where we have gone into our 

neighbourhoods, chatting to people, 
getting to the root of issues and enjoying a 
cuppa and a slice of cake

	★ launch our Positive Futures Service at 
Space Manchester in Moss Side.  We have 
seen 811 people access the service 
in the year 2022/3, engaging in services 
and courses such as Level 2 Maths and 
English, Level 1 Employability Skills, 
ESOL, diabetes clinics and legal clinics, to 
name but a few.

	★ work with over 300 customers to help 
manage their finances and access 
appropriate benefits.  Of this, 137 were 
complex cases requiring additional 
support.

	★ support 78 young people through our 
Foyers.  12 have now gone onto fulfil their 
education at university

	★ donate 70 laptops to schools, care leavers, 
and people accessing the Positive Futures 
Service

	★ embrace and support our trans-gender 
customers and colleagues and build upon 

People       
   our continued focus this year has 
       been to engage in a more fundamental 
       way with our customers and communities
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our unfailing support and allyship at the 
Trans-gender Visibility Day where we held 
a Q&A session with Day Riley, who joined 
us to talk about her own experiences as a 
trans-activist and trans-gender woman.  We 
also supported the Trans-gender Sparkle 
event and Stockport Pride. 

	★ launch an unconscious bias campaign 
throughout the business, which includes 
a training programme and information for 
colleagues and customers and introduce 
pro-noun badges for anyone who would like 
to use one and show allyship.   

	★ support the Creative Women in 
Neighbourhoods Campaign, helping raise 
awareness of misogynism and promote 
women in business

	★ hold various events to support women in 
menopause, including promoting World 
Menopause Day and normalising the 
conversation around menopause

	★ deliver another Winter Welfare Campaign, 
reaching out and supporting people during 
the colder months of the year with food 
parcels and fuel vouchers

	★ invest in the physical and mental well-
being of our colleagues through support, 
training and job satisfaction.  For example 
this year we have introduced an enhanced 
flexible working offer, a recognition portal 
called SmartHive, invested even more 
in our mentoring work, and engaged an 

Our commitment to working with young people to open up opportunities and 
ensure MSV can be used as a positive springboard is as important now as 
ever.  Recently, May, a young person from South Manchester, spent a week 
doing work experience with the Marketing and Comms Team.  She spent time 
learning about videography, drafting articles and running campaigns.

  
For every 

£1 spent during 2022/23
we saw a social return of £21

3,820 people benefited from this, 
including customers accessing our 
community hubs, projects paid for 

through the kindness fund and 
other initiatives such as the 

Cheadle Youth 
Project.

occupational health provider 
and employee assistance 
programme.  

A particular challenge at the 
moment, and not one that is confined 
to MSV, is the difficulty recruiting 
new colleagues.  If you are looking 
for a new challenge or career 
change, or know someone who is, 
take a look at our recruitment page 
on the website.
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Our pledge to the planet means we all 
have a responsibility to working with the 
planet and environment, instead of to its 
detriment.   Caring about the planet has 
many benefits, for example investing in 
homes to make them more energy efficient 
has a huge benefit to our customers’ lives, 
as well as reducing our carbon emissions.  
Our mission is to always think about both 
the environment, our customers now and 
future generations of customers.  This year 
our focus has been to:-

	★ move all our ICT systems into the cloud 
so that energy thirsty computer servers 
in our office spaces are no longer 
required.  Our new paperless filing 
system alone is saving the business 
over £22k each year and is seriously 
reducing carbon emissions

Planet
 “We are merely custodians of the planet, protecting its resources
        for future generations.  The choices we make  now will affect
       our grandchildren further down the line” – Charlie Norman

	★ scale up our agile working model even further 
so that our people can literally work anywhere, 
whether that’s out in the community, at one of 
our hubs or spaces, popping to a customer’s 
home, from one of our partners hubs or from 
their own home.  This has had a huge impact 
on our Co2 emissions which have reduced 
dramatically.  to improve energy efficiency 

Our Teams are working closely with customers and partners 
to help keep the environment and communities safe, clean 
and free from rubbish so that children and young people can 
play safely in their neighbourhood.  MSV is partnering with 
Manchester City Council and other local landlords to launch 
an Environmental Champions scheme.18 19



in people’s homes by investing £2.7m to 
improve the energy efficiency and 
sustainability of homes in Moss Side over 
the next two years. We will initially be carrying 
out improvement works to 225 properties and, 
once complete, the improvements will lead to 
lower bills and warmer homes for customers. 
The first wave of this work started in March 
this year. In total, a minimum of £7m of 
sustainability investment is planned over the 
next seven years within the Moss Side area.  

We are upgrading the fabric of old homes 
with internal insulation, and energy 
efficient electric boilers and other energy 
saving initiatives.  We are treating our 
oldest and coldest homes first, and have 
plans to upgrade more homes in 
other areas in the future.

The LGBTQ+ Bee sculpture in Sackville Gardens, Manchester is 
a definitive symbol of a city and community which encourages and 
inspires us to accept, embrace and celebrate life in all its glorious 
forms.  Once again, MSV colleagues joined our friends on the 
Rainbow Roofs float at the Manchester Pride celebrations.

The MSV Way has always been to actively support community initiatives and 
groups which tackle isolation and promote wellbeing and the environment.  
Our long-term partners at Deeplish Community Centre in Rochdale are 
supporting women in the community to grow their own food.20 21



This year we have taken co-creation and 
genuine community involvement to the next 
level with our regeneration work in Moss 
Side, Manchester.  Along with our partner, 
Manchester City Council, we aim to develop 
around 300 new homes across 4 sites.  We 
have conducted an extensive customer 
consultation in the area, speaking to hundreds 
of local people, hearing their views, addressing 
concerns and taking on board ideas for the 
area.  We have also established a steering 
group made up of local leaders and community 
members to influence the design and build 
of the new homes.  We are working with the 
West Indian Sports and Social Club to ensure 
the rich heritage of the area remains at the 

Place

forefront of any decisions affecting Moss Side and its 
community.   Moss Side has grown by 20% in recent 
years, but the supply of new homes has not kept apace, 
so we know this is a priority for local residents.

Our two new Later Living HAPPi schemes for the over 
55’s have both been built to very specific principles 
which enhance health, peace of mind and happiness 
in later life.  The first, Bowes House in Whalley Range, 
provides 40 apartments for shared ownership and rent 
with 10 of those providing neighbourhood apartments 
where, with our partnership with Manchester City 
Council, we are able to offer people leaving hospital 
a safe space to recover and recuperate until they are 
fit and ready to return home.    We were joined by 
Councillor Bev Craig, Leader of Manchester City 

Council, and Andy Burnham, the Greater 
Manchester Mayor to officially launch the new 
scheme which delivers the final chapter in the 
development of award winning The Depot, 
a significant development of over 200 new 

A warm and safe home is both bedrock and   
     springboard for a successful life - it’s the       
     means to start well, live well and age well 
     and the least we should all expect.

Hurlbote Lane, a recently completed development in 
Heald Green, Cheadle22 23



homes on a former brownfield site.  
St Columbas Gardens is our second HAPPi scheme 
to complete this year, and fourth overall, developed on 
what was a particularly problematic site of a derelict 
former church which attracted antisocial behaviour.  
With an investment of £4.2m it now provides 24 one 
and two bedroom apartments, 7 for rent and the 
remainder for shared ownership, in a leafy suburb of 
Tonge Moor in Bolton - a genuinely lovely scheme 
in a tranquil neighbourhood.  The Bishop of Salford 
kindly planted a tree to commemorate the opening 
of St Columbas Gardens and the children at the 

“This is just perfect for me 
and my family, we’re really 
looking forward to getting 
settled and putting down 
some roots.”  

neighbouring primary school created some 
wonderful artwork mosaics which are displayed 
throughout the scheme.  

We’ve also recently completed another 
development at St Anne’s Place in Audenshawe, 
Manchester.  Phil and his family (left) have 
recently moved into a 3 bedroom property there.  
They found themselves looking for a home when 
Phil moved job and had to give up his bungalow 
which was part of his previous employment.  

Councillor Bev Craig and Andy Burnham buried a time 
capsule to commemorate the opening of Bowes House, 
Whalley Range24 25



This year we said fairwell to an old 
friend of both St Vincent’s and MSV.  
Chris Houston, long time resident of 
Ralph Sherwin Court in Rochdale, 
sadly passed away earlier in the year.  
Chris was a longstanding Tenant Board 
Member who worked closely with MSV 
colleagues, helping shape services and 
ensuring Rochdale was always firmly 
on the MSV map.  He was passionate 
about customer service and stood for 
no nonsence when it came to getting 
the core services right.  His friends at 
Ralph Sherwin came together recently 
to commemorate his life and legacy by 
unveiling a bench at the scheme in his 
honour.

We all have fond memories to share 
about our time 
working with 
Chris, and will 
remember his 
fun sense of 
humour and 
dedication to 
MSV.

Performance
In this section we are giving customers an in-
depth look at how the organisation is doing.  
It’s important that customers know how we are 
spending their rent money, and whether we 
are achieving our targets and goals.  We also 
provide an overview of the governance of the 
organisation and who the Board and Executive 
Team are.  You can find out more about our 
Board and Executive Team on the website, here.

We also report regularly on performance in 
our quarterly customer newsletter and on our 
website, which you can see in the How We Are 
Doing section here.
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Governance
As custodians of MSV, the Board’s focus has been 
on governance matters relating to the merger 
talks.  The Boards of MSV and Great Places 
considered that the decision to not proceed with 
the merger was in the best long term interest of 
customers.

A high level of scrutiny was given to the merger 
and a great deal of effort was dedicated to the due 
diligence process which, going forward, provides 
the Board with a sound document and plan to work 
with in terms of areas for improvement within MSV, 
albeit they were minimal and few.

There have been no changes to the 
MSV Group Board’s membership and 
this stability and expertise on the board 
has been invaluable over the last 
12-months. 

The MSV Housing Group is made 
up of Mosscare St Vincent’s Housing 
and its subsidiary  MSV Invest Ltd - 
focused on delivering housing related 
commercial activities within the MSV 
Housing Group. 
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