COMMITTEE:

CABINET

DATE: 9 JANUARY 2003

SUBJECT: BEST VALUE REVIEW OF
HOUSING MANAGEMENT
PART 11

REPORT OF: HOUSING MANAGEMENT
PART |1 BEST VALUE REVIEW
TEAM

Ward(s): ALL

Purpose: To advise Cabinet of the outcomes

of the Best Value Review of
Housing Management Part 11, which
were recently discussed at Scrutiny

Committee on 9th December 2002

Recommendation

That Cabinet endorse the report of
the Housing Management Part 11,
Best Vaue Review Team,

Contact: Janet Canny, Head of Housing
Management, Telephone 01323
415306 or internally on extension
5306.

10 Summary

The Review Team makes avariety 0
detailed in full, within the Improvem;
In summary these cover:

Establishing robust target setting
systems

Improvements to the system for 9
service chargesto allow the teamto &

Improving ways in which we corn
services we provide

Establish introductory tenancies

A rent collection service which ¢
negotiation on debt repayment

The development and introductid

f recommendations, which are
ent Plan in section 12 of this report.

and performance management

etting and collecting Leaseholder

e self financing

sult and involve Tenantsin the

mphasi ses income maximisation and

n of a corporate debt recovery

policy




2.0

Introduction

21

The Best Value Review of Housing N
process. Part |, has covered the strat
seeks to review the Housing Managel

7th November and Full Council on th
establish the ongoing feasibility of th
Management Organisation (ALMO).

lanagement follows atwo stage
rgic review of stock options. Part I,
ment function, from an operational

perspective. Part | of the Review reported to Cabinet most recently on the

e 13t November and is seeking to
e devel opment of an Arms Length

2.2

Part | was arobust review, which sou
mechanism to deliver three key objeq

1] Increasing the supply of af

/] Continuing to offer aqualit

Decent Homes Standards

ght to identify the most appropriate
tives. These were:

fordable units of housing

y housing service to our customers

/] Maximising investment in gur housing stock and achieving

2.3

delivery of afurther supply of afford
concept of making an application ung

Theinitia finding of that Review Team was to explore the feasibility of
pursuing Large Scale Voluntary Stock Transfer. However, as this work
progressed, it became clear that this (ﬁ)}ti onwould not assist in the

le new homes. Therefore, the
er the next ALMO programme was

recommended, as this option would gffer the best opportunitiesto offer
quality services, and meet decent homes standards, over the long term.
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The areas of review covered by Part

arrangement. Indeed, these particulal
provided, monitored and have approj
to who fulfilled the actual landlord rg

| are those, which would apply to

the Tenant Management services which would operate under an ALMO

services would need to be
riate service standards, regardless as
le.

2.5

The other functions relating to the H
those provided by our Property Servi
and improvement of the Council hou
Retirement Housing Service. Propert
‘Quality Review’ undertaken in 199
best value principles. Thisservice ar|
Review in Year 5 of the Council’s B
though thisislikely to be aligned wit
application and undertaken in 2003/
was completed in Year 1 and Cabin
review.

using Management Division are
es Team and cover the maintenance
ing stock and Lifeline and
Services was the subject of a
and set within the parameters of
was due to undertake a further
Value Review Programme,
the requirements of any ALMO
. Retirement Housing's review
has recently considered Lifeline’s




2.6

Those services provided by the Housng Needs and Strategy Division are
scheduled for year 5. These services are likely to fall outside those that

would be directly provided by an AL

MO.

2.7

The Review sought to concentrate on|the following aspects of service
provision, namely: Estate Management, Revenue Collection and Tenant
and Leaseholder participation. To fagilitate the most robust review
possible, three working groups were established to review each area, and
to make recommendations to the Revjew Team. Each group was lead by

the Senior Officer for that particular
representatives sat on each group.

service area, and tenant

2.8

Estate Management issues incorporate tenancy management including
enforcement of tenancy conditions, réletting of properties and the

management of tenancy changes. Th

s area also includes environmental

issues including caretaker services, the management of garages, gardens

and the general environment.
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The Revenue Collection element of t
pertaining to collections and the adm

ne Review covered all matters
nistration of property and garage

rents, leaseholder service charges and the prevention of debt and the

provision of welfare benefits advice.

2.10

Tenant and Leaseholder Participatior] covered areview of the existing
Tenant and Leaseholder compact and will seek to identify other

mechanisms for the improvement in

he opportunities for tenant and

leaseholder involvement in service priovision.

3.0

Scope




31

Following a specific scoping exercisq
Corporate Management Team, the kg
consider were:-

%] To examine and make
“Introductory Tenancies’ and associa
enforcement of tenancy obligations.

(] To examine service stal
above Contracts.

(%) To ensure the functiond
Management, Y outh Offending and t

(%) To consider the deman

carried out by Members and
y challenges for the Review to

recommendations on the use of
ted measures to assist in the

ndards and their role in forming the

lity of the links between Housing

he Crime Reduction Partnerships.

i for and benefits of expanding the

Estate Management role to include pijivate sector and other Landlords.

/] To consider the current) methods of collecting rent and to

examine other options.

(] To review the effective
consultation.

ness of |easeholder and tenant

3.2

It isworth offering the context frame
Team, for each particular challenge.

ork, considered by the Review

3.3

In respect of the use of introductory t
tenancy obligations, these were consi
available to the Division in terms of

breaches of tenancy conditions. It w:
first role was to prevent breaches of t
work with tenants to resolve difficult
non-payment of rent or nuisance in th

enancies and the enforcement of

dered alongside the other tools

lealing with nuisance and other
considered vital that the Landlords

enancy and to use every effort to

es, whether these were around

eir communities.

34

It was considered to be critical that te
own responsibilities as well as provig
the standards of service that they cou
separate challenge concerning servics
‘“umbrell@ to al of the matters consig

nants were made fully aware of their
ing comprehensive information asto
d expect to receive. To thisend, the
> standards was considered as an
ered by the Review Team.

35

The Review Teams recommendations
consultation, Introductory Tenancies
additional emphasis be placed on clo
sign up stage and within 6 weeks of t
anticipated that the forging of closer
commencement of their tenancy wou
term. At the Tenants Consultation ex
that they wanted to spend more time
standards, prior to these being agreed
meeting.

5 were that subject to tenant

be introduced. Furthermore, that

5e liasion with tenants at tenancy

heir tenancy having started. It was
elationships with tenants at the

d be beneficial over the longer
ercise, in November, it was clear

liscussing and finalising the service
at afuture Tenants Advisory Group




3.6

Thethird challenge, governed the clg
Housing Management, the Police and

se partnership working between
the Y outh Offending team.

3.7

The Review Team explored how the
original commencement of the reviey
delivery had occurred, due to the pro
Housing Management Division and t

pDartners worked together. Since the

avariety of changesto service
active working between staff of the
ne Crime Reduction Partnership.

3.8

These include the introduction of the
Warden Scheme and the role of the §
Officer. Directly managed by the Ten
initiatives have greatly assisted in the
based initiatives and the forging of cl
police.

Eastbourne Community Street
becialist Anti-Social Behaviour

ant Services Manager, these two
delivery of proactive community
pser working arrangements with the

3.9

The Estate Management Team work

respect of wider estate based issues W
Review Team recognise that on occaj
more strategic level, driven by the Cr|
successes achieved to date, rely on th
level of demand for services and afly
involvement of the Tenant Services T

Closely on individual casesand in

ith the agencies identified. The
sion thisison an ad hoc basis, or at a
me Reduction Partnership. The

e flexibility to respond to a changing
idity of issues requiring the

eams.

3.10

In considering the opportunities for t
Management role in the private secto
the requirement for such activity not

service area. The opportunity to proc
doesincrease the potential for thisto
Team was particularly conscious of t
enable the availability of well-manag
available to the residents of Eastbour
been identified to further investigate

ne expansion of the Housing

I, the Review Team was mindful of
0 be to the detriment of the core

bed to deliver servicesviaan ALMO
be actively pursued. The Review

ne Corporate aim to encourage and
ed and affordable homes being

ne. To this end additional work has
hisissue.
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As part of the discussions in respect
streams, the Review Team was again
the prevention of debt was maximi
needed to be made aware of their owl
clear picture of the services and assi
this end the working group consider
welfare benefits advice and debt pr
widely publicised. These opportuniti
introduced in line with the revised pr
procedures and will feature in the em)
standards.

f the challenge surrounding revenue

mindful of the need to ensure that

. Furthermore, that again, tenants

responsibilities together with a

ance they could receive fromus. To
arange of waysin which the

ention services could be more

will be further developed and

btocols and debt recovery

Erging cross cutting service




3.12

One key objective was to ensure that
which tenants could pay their rent. T¢
that the potential future erosion of lo
their easy access to payment services
recommendations include the require
Poaints, should the need arise.

there were avariety of waysin

enants have expressed their concern

al Post Office services may restrict
The Review Team

ment to provide more general Pay

3.13

The Review Team considered at som
include the devel opment of a Council
managed and revenue collected. Thi
‘corporate debt hierarchy’ and introd
The Review Team also explored how
impacted upon the performance of th
needs to be undertaken to minimise g

e length recommendations which
wide view of how debt could be

5 allows for development of a

Liction of a corporate debt policy.
other matters can and have

e rent arrears team and how work

Lich impacts.

3.14

The final challenge surrounded the efifectiveness of leaseholder and tenant

consultation. Whilst the Council has
Participation and has had Associatior]

actively encouraged Tenant
s operating for over 30 years, the

Review Team were not complacent in their approach.

3.15

The Review Team considered avarig
mechanisms and to introduce new op
leaseholder involvement. The consig
development of a Board of Managen
given the recent decisions surroundin

ty of actions to enhance existing
bortunities to encourage tenant and
erations surrounding the

ent are likely to be actively pursued,
g the devel opment of an ALMO.

4.0

Financial Resour ces

4.1

The Review considered an overview
the work of the Housing Managemen
areas covered by this review.

of the financial mattersrelating to
I Division, as well as the specific

4.2

The Division is responsible for, at 1
4106 properties and 436 |easehol der
garages owned and managed by the [0

April 2002, the management of
properties. There are also 621
ivision.

4.3

The Review Team considered the fin
Revenue Account (HRA) as awhole,
income and expenditure items relatin
team.

ancial position of the Housing
and then focused on the primary
j to the work of the Tenant Services

4.4

Asan overview, the HRA maintains

expenditure. Some of these budget al
control, as they are dependent upon |
capital financing and are impacted by

bver £16million of income and
reas are not subject to specific
bvels of subsidy received, levels of
right to buy sales.
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The specific budgets relating to the Supervision and Management of the
stock equate to £2.8 million per annum. The rent and service charge
collection equates to £11.7milliion pér annum. A thorough breakdown of
all these areasis detailed at appendix|1.

4.6

The Review Team considered the br

of the services being considered as p
four years were in the highest 25% aq
highest 30% of our CIPFA grouping.

down of the costs of these

services. They were also reviewed in the context of other Local
Authorities and the Chartered Institute of Public Finance and
Accountancy (CIPFA) Benchmarking Club. It was clear that Repairs and
Maintenance costs were well below average. However, for the purposes

t of thisreview, costs, over the last
ross all Authoritiesand in the
The details of the Best Value

Performance Indicators relating to these issues are detailed in appendix 2.

4.7

Whilst broadly ther e was agreem
costs wer e useful, benchmarking ¢
uncertain asto how other Local Al

2003/04. 1t wasrecommended that|

processfor 2003/04 and the HRA H
respect of some management, supe
Thiswould also need to be considey
the implementation of an ALMO i
effectiveness of servicesin valuefo

t that the breakdown of service
uld be problematic asit was
thorities calculated these costs. In

recognition of this, the BVPI specific to thisareaisdeleted from

additional work should be

undertaken as part of the future Sarvice and Financial Planning

usiness Plan for 2003/04, in
vision and central support costs.
ed as part of the action plan for
order to maximisethe

money terms.

4.8

From all the service areas covered,
recommendations wer e made. Thaf

operating that service. Thiscan be

the following specific
the tenant participation budget

continueto be maintained at £25,000 per annum, to facilitatethe
ongoing work of theteam, and to better reflect the true cost of

met from within existing budgets.

4.9

In respect of L easeholder Services,
Administration Charges do not co\

the management chargeslevied for

the M anagement and
er thereal cost to the Division, of

providing thisservice. It was clear to the Review Team that the
charging policy was outdated, and unrealistic and needed to reflect
thelevel of servicereceived. It wastherefore also recommended that

thework undertaken in respect of

L easeholder servicesbetter reflect the true cost of providing these
services. The specific actionsrelating to thisissue are detailed within
the Improvement Plan at section 12. They also include the promotion
of opportunitiesfor Leaseholderstp manage their own blocks.
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Human Resour ces
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Therewas a significant restructure
which facilitated the introduction g
split. At thistime, the introduction
was for malised, together with the g
position. Furthermore, the Tenant
made part of the per manent staffin
structurechart isattached at appel

of all Housing Servicesin 2001,

f the landlord/strategic housing

of a specialist rent arrearsteam
reation of the Senior Rent Arrears
Participation Officer position was
g complement. A current

ndix 3.
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The Review Team recommendstha
remain unchanged though work is

t broadly the structure should
currently ongoing to identify

resour cesto undertake Former Tenant Arrearswork. Therecharge

to the Housing M anagement Divis
change in working arrangements. |
Given the ongoing work relating tq
recommended that the position of t
Administration Assistant be made
effective introduction of the propos
process.

bn will be altered to reflect this
hisislikely to amount to £4000.

L easeholder servicesit isalso
emporary part time Rent

ber manent. Thiswill allow the

sed changesto the service charging

6.0

Capital Resources

6.1

Clearly the Housing Stock itself is
Borough Council. In addition to th
land, held in owner ship through th
areas, property curtilages, car parl
On occasion, requests are made by
small pockets of land to enhance th

h critical asset to the Division and

e actual housing, there are areas of
eHRA. Theseinclude common
sand other small pieces of land.
owner occupiersto purchase

eir gardens. When thisoccurs, the

Tenant Services Manager undertakes extensive consultation, and the

saleismade only if broad agreeme
covenants are placed against the su
usage. Thepurchasepriceisinlin
capital receipt isused in similar wa
Right to Buy.

ht isreached, Commonly specific
ch land sales, concerning future
ewith current market values. Any
ysto fundsrealised through the

6.2

Other areasof land, such asunder
subjected to vandalism, or in fill sit
compr ehensively reviewed via a stu
with colleagues from Housing Neeq
result in the development of some g
discussions ar e ongoing with the Jg

ised car parks, which have been
es have recently been

dy undertaken in conjunction
sand Strategy Division. This may
iffor dable units of housing, and

int Commissioning Group, made

up of our local Housing Association partners. Therewill also be

further consultation undertaken w

th local tenants and residents.

6.3

There areno capital resources utili
areas, other than the ongoing effor

sed per se, within these service
tsto deliver the annual

Environmental I mprovements programme. Thisisfacilitated by the

input of tenantsand isa key way in
involved in implementing changest

which tenants have been actively
o their built environment.




6.4

The services subject to thisreview
operating at the Housing Advice C

are delivered from teams
entre at 61 Seaside Road.

Previously surgeries have been usefl in the different estates and these
are being further investigated following the results of the 2001

tenant’ssurvey.

6.5

Aspart of the corporate Accommogation Strategy, it isanticipated
that the Council’s primary front lime serviceswill be delivered from 1
Grove Road offices. Thiswill facilitate the operation of a ‘one stop
shop’ reception area. It isanticipated that to facilitate thismove, the
Housing Advice Centre will be sold, and Housing M anagement staff
will operate from the Grove Road ¢ffices. A project plan iscurrently

being developed to implement this
will achieve a number of advantag

rategy. Itisanticipated that this
in terms of the services our

tenants can access from one locatian, but also that even closer links
can be built up between the different service areas.

7.0

Consultation

7.1

Tenant Representatives and staff have been heavily involved in the

review, together with a number of

nternal service providers, and

with external agencies, including other Housing providers. Full
details of these are detailed in appeandix 4.

7.2

It isclear, through the Review, that the Tenant Services Team work
very closely with a number of exterinal agencies, who work in the
local communities and with our terfants.

7.3

Itisclear that thework of the Tenant Services Team has direct
involvement and impact on local cammunities. Thisisreflected in
their rolein theintroduction of thg Eastbourne Community Street

Warden Team, the delivery of Car

btaking servicesand

environmental improvementsand the ongoing work with tenants.
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Colleaguesfrom Financial M anage
Democr atic Services offer ed special
Furthermore, staff involved in reve
closely with Officersfrom Commu
maximising income for the Council
the welfar e benefits services offer e
have worked very effectively with
Leisureto promote tenant involver
our communities. Particular succes
working as part of thetenant ‘ Roal
launch a Youth Association and th
our ‘Innovationsinto Action’ projé
Calendar, and our annual Tenants|
discussions have occurred through
teams, together with other Local A
with the benchmarking of services

ment, Strategic Development and
ist support to the Review Team.
enue collection services, work

nity Finance, in terms of

L and for thetenantsin terms of

1. The Tenant Participation Team
vfficersfrom Tourism, Sport and
hent and to build capacity within
ises include the crossteam
dshows', working together to help
b co-oper ation in the promotion of
ict and the production of the
Satisfaction Survey. A range of
the working group with these
uthority housing teams, to assist

8.0

Performance

8.1

The Housing Servic
Eastbourne Boroug
a strong history of ¢
level performance.

underpinned by the
consistently rated &

Average” performer.

es provided by

h Council have had
pffective and high
This has been
Service being

s an “Above

8.2

In terms of the serv
review, the followin
performance have €

1] Tenant Satisfaction: |
each year. In 2000/01 there was a 90

services provided asawhole. This &
an upper quartile ranking of 98%, wi
Authorities. In terms of satisfaction W
participation in service delivery, agai
quartile of all Local Authorities, with
ratesto the survey over the last two V|
with 1723 (40%) in 2000/01 and 102
year, we believe due to the decrease i
satisfaction rating was at 86.65%. T(
this years survey, we will be offering

1] Rent Collection: Inre
collected, performance during 2000/(
98.8% of all rent being collected, and

ces subject to this
g patterns of
merged:

Full tenant’ s surveys are undertaken
b satisfaction rating with the

Huates to the 9th highest result, and

nen compared against all other Local
ith their opportunities for

h performance was in the upper
aranking of 83%. The response

ears has been extremely pleasing,

1 (24%) in 2001/02. In this later

n the response rate, the overall
encourage a high response rate to

tenants entry to a free prize draw.

ispect of the proportion of rent
1 was again, upper quartile, with
aranking of 90% when compared

to al Loca Authorities. In 2001/02,
affected by some cash being collect
accounts. Therefore, end of year resu

68%, and a collection rate of 97.57%,.

expected to meet target.

1] Averagerelet times:

laTlalalaV/ ol B Y Py S PR JR .

end of year performance was

, but not posted to the primary rent

ts dipped to a provisiona ranking of
For 2002/03, collection rates are

here was a disappointing outturn to

D DT T N PR . Y o T DR R P




8.3

A full listing of our primary BVPI's are
detailed in appendix 5, which also

offers comparisons
Authorities, all Distt

against all Local
ict Councils and

the CIPFA family grouping.
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It was recognised bly the Review Team
that other factors can impact upon the

successful delivery
may include poor c«
performance, the in
service perameters
framework, or new

Technology System
the working groups
to strive for upper q
performance where
Tenant representati
clear, that comparig
Authorities, whilst L
best practice, shoul
considered at the df
Eastbourne tenants
services they receiy
the approach in ung
tenant survey shoul

of services. This
pntractor
troduction of new
I.e. the Verification
nformation

s. Nevertheless,
sought to continue
uartile

possible. Some
ves were also very
on with other
seful to establish
d not be

ptriment of how
experienced the
ed. To this end
ertaking an annual
d be continued.




85

The Review Team a

SO reviewed the

monitoring and performance
management systems, which were
available to the teams and the Division

as a whole. Specifi

~
N

recommendations were made to

enhance performan

ce management

techniques, and these are detailed in
section 12, the Improvement Plan.

9.0

Procurement : Chal

enging the Means

of Delivery

9.1

As detailed elsewhere in this report,
the full range of procurement options

were considered in

Part | of the

Housing Management Review. This
established the requirement to

continue to provide
management servic

housing
es, but sought to

establish an alternative mechanism for

delivering the Coun
functions. This will

cil’s landlord
lead to work being

undertaken to deliver the Landlord
services through an ALMO. Itis
anticipated that thig will allow the
ongoing provision of quality services

and better place us

to meet the

Governments Decent Homes

Standards.

10.0

Deferred | mprovements

10.1

It isrecognised that there are somq
additional work, prior to afinal de
introduction. These have been id
include:

recommendations, which require
cision being made asto their
tified within section 12, and

1] The extension of the Housing Management Services into
the private sector. There are some legal and financial issues to further
investigate. Furthermore, the opportunities for extending services may
also be facilitated through the introdyction of an ALMO




11.0

Summary

111

The mechanism for undertaking th
operation of the 3 specialist workin
detailed debate and investigation if
delivered. Thisapproach also allo
Tenant Representatives on these gn
Review Team to concentrate on ta
recommendations made to them by
matter s such as performance and f
context.

sreview was useful. The

g groupsallowed arigorous and
to how serviceswerebeing

ved for significant input from the
oups. It also allowed the primary
ing an overview of the
theworking groupsand to see
nancial issuesin the wider

11.2

The detailed recommendations of t
the Improvement Plan, in section 1

he Review Team are found within
P, of thisreport.

11.3

The Review Team are mindful tha
and allow for improvementsto be
provided. The Team also recognis
Improvement Plan isnot only impl
terms of outcomes, hence the detail
undertaken to produce Specific, M
and Timebound (SM ART) targets.
the importance of this I mprovemern
reviewed in the context of annual §
the Annual HRA Business Plan.

thetargets set are challenging
adeto the servicesbeing

2 the importance of how the

emented but also monitored in

ed work which has been

pasurable, Achievable, Realistic
The Review Team also recognises
t Plan being integrated and

er vice and Financial Plans, and

BACKGROUND PAPERS
The background papers used in this

All minutes relating to the Best Valy
Management Part 11

Primary papers relating to working d
HRA Business Plan, 2002

Audit Commission document: “ asseq
management”

Community Safety Strategy — 2002 -
Various Housing I nspection

To view or obtain copies of the aboy
Housing Management on ext 5306

eport are:

e Review Team, Housing

roups

ising excellence in housing

05

e contact: Janet Canny, Head of

Introduction




Thisimprovement plan details high level actionsto addressthe Key Challenges set by
the Council and to secure continuous improvement in Housing Management. Overall
success will be measured by the Best Value Performance I ndicator: Satisfaction of
tenantswith EBC asalandlord. Although the statutory duty isto survey tenantsevery
threeyears, our intention isto continueto carry out surveyson an annual basis. In
accor dance with legislation and our own aspirationswe aim to be consistently ranked
among other District Authoritieswith Housing responsibilities, within the top 25%
(determined from the results of the 2000-1 surveys). Thetop 25 % of authorities
scored (the percentage of tenantswho are either satisfied or very satisfied) at above
81%.

Our successor failurein meeting our overall aim will bereported annually to Council
aswell asto all staff at our regular team meetings and to tenantsvia the tenants
newsletter “Open House” and our Tenants Advisory Group.

Theimplementation of thisimprovement plan will be monitored by theresponsible
Council committee currently the Best Value Management Committee. Theimpact on
performance as measur ed by the Best Value Performance I ndicatorswill be monitored
by quarterly scrutiny of the Best Value Performance Indicators. Additional reportswill
also be madeto our quarterly Tenants Advisory Group.

Theimplementation and impact of the activitiesidentified within thisimprovement
plan will be monitored and reviewed through regular management meetings with
specific staff. They will also be considered at a range of other forum such asour
quarterly voids meetings and quarterly rent arrears meetings which offer an overview
of the performance of specific service areas, and complement the day to day operational
management controls. Furthermore, the activities within this I mprovement Plan will be
incor porated into our staff’s Appraisal and Development I nterviews, which facilitate
the establishing of individual and team tar gets.

Given the climate of change thisimprovement plan will be updated annually and
incor por ated within the annual service and financial plan. It will also form a key
platform for the development of our annual Housing Revenue Account Business Plan.

Finally the attainment of wider social objectives of the Housing Management section
will be monitored and reviewed with our partners, the broader embryonic L ocal
Strategic Partnership aswell asthe Crime Reduction Partnership and The Healthy
Eastbourne Board.



Key Challenge 1.

To examine and make recommendations on the use of “Int
associated measuresto assist in the enforcement of tenancy

To ensure service standards are set and that their roleis e

Introductory Contracts

Corporate Objectives:

Tomakethetown a safe place and to encourage a fair and

Divisional Objective:

To maximise the effectiveness of the Estate Management §
is responsiveto the needs of tenants and their communitie

roductory Tenancies” and
obligations.

plicit within the

socially inclusive society

ervice and to ensurethat it
S,

KEY ACTIONS: IMPLEMENTATION DATE [LEAD OFFICER

1. Introducefully revised (1. May 2003 1. Senior Housing Officer
procedure manual for estate

management services 2. June 2003 2. Senior Housing Officer
2. Introducelntroductory (3. May 2003 3. Tenant Services

Tenancies

3. Introduceservice
standar ds acr oss T enant
Services

4. Update Nuisance
proceduresto include ASB
Officer and Street Wardens

5. ReviseVoid procedures

6. Caretaking procedures
revised

7. Obtain tenant
agreement on service
standards, taking into
account outcomes of 2002
Survey

4. December 2002
5. February 2003
6. February 2003

7. April 2003

M anager

4. Senior Housing Officer
5. Senior Housing Officer

6. Senior Housing Officer

7. Tenant Services
M anager




DESIRED OUTCOME

REQUIRED STANDARDS OF PERFORMANCE /
TARGETSs

Reduced number of incidents of nuisance
and anti-social behaviour

1. Toreduceall categoriesof nuisance
and anti-social behaviour by 5% per
annum from 31.03.03 to 31.03.05

2. 100% of all casesto beresolved or
action agreed closed within 90 days

Reduction in the length of time that
properties are vacant

1. 100% of voidsinitially inspected
within 2 working days

2. 100% of properties(non-major works)
to beavailablefor letting within:

25 days 2003/04
24 days 2004/05
23 days 2005/06
22 days 2006/07
21 days 2007/08

3. 100% of properties(major works) to
be availablefor letting within:

40 days 2003/04
38 days 2004/05
35 days 2005/06
33 days 2006/07

30 days 2007/08




Satisfaction of tenantswith their
community and the built environment

1. All blocksof flatsto beinspected
monthly

2. Drying areaweeding —quarterly

3. Full estateinspectionsto be held
annually

4. Ingpection of all alleyways—quarterly

5. Remove dumped rubbish/fly tipping
within 5 days of report and where
identified, effect recharge on all clearance
costs

Reduction of property abandonment and

evictions

1. All new tenantsto receive post tenancy
visit within 6 weeks of occupation.

2. 95% of introductory tenanciesto
become secure at the end of their first 12
months

Key Challenge 2: To explore the functionality of the links between Housing Management,

Y outh Offending and the Crime Reduction Partnerships

Corporate Objective: To make the town a safe place and to encourage a socially inclpsive society

Divisional Objective: To ensure the effectiveness of the Estate M anagement function|and to work in
partnership with other agenciesto respond effectively to the needs of our tenantsand their communities

KEY ACTIONS:

IMPLEMENTAT [LEAD OFFICER
ION DATE

1. Secure
fundingto
ensurethe
continuance of
the specialist
Anti-Social
Behaviour
Officer

2. Secure
funding to
ensurethe
continuance of
Eastbourne
Community
Street Warden
Scheme

~ CAantiniia A

1.

September 2003

M ar ch 2004,
Ongoing
M arch 2004

February 2003

1. Tenant Services Manager
2. Tenant Ser\jices Manager

3. Head of Houising
M anagement

4. Street War@en Manager

5. Street Warden Manager




Key Challenge 2 Continued

DESIRED OUTCOMES

REQUIRED STANDARDS OF
PERFORMANCE / TARGETSs

1. A Pro-active multi-agency approach
to effectively targeting youth related
nuisance and other serious anti social
behaviour

2. Assistingin reducing thefear of crime
in Eastbourne

1. Obtain 5 Anti-Social Behaviour Orders,
relating to EBC Housing stock, by
September 2003

2. Obtain 10 Acceptable Behaviour
Contracts, relating to EBC Housing Stock,
by September 2003

3. Reduce most serious cases (category 1
nuisance), dealt with by Area Housing
Officersby 5% during 2002/03 and 10%
during 2003/04

4. Reduce cost of vandalism to housing
stock by 5% during 2002/03 and further
5% during 2003/04

5. Continueto participatein the ongoing
BVR of Community Safety

Key Challenge 3: To consider the current methodsfor collecting rent and

other options

to examine

Corporate Objective: for thetown to be a placefor everyone and to comibpat and

alleviate the effects of poverty

Divisional Objective: To maximise therevenue streams available to the Djvision and to
implement appropriate actionsto ensure our Tenantsreceive appropriate welfare

benefits and debt advice

KEY ACTIONS: IMPLEMENTATION DATE (LEAD

OFFICER
1. Introduce/l. April 2003 1. Senior Rent Arrears Officer
afully revised
procedure 2. December 2003 2. Senior Rent Arrears Officer
manual for | 5 5ioper 2003 ,
Rent 3. Tenant Services M anager
Collection 4. July 2003
and Arrears 4. Tenant Services Managgr
including the 5. Head of Housing Management and
promotion of 6. October 2003 Head of Community Finance
e-gOVt' — P Yy My oY aYata ]




Debt
Recovery
Policy ,

6. Actively
raise

awar eness
and further
promote The
Welfare
Benefit
Officer’s
service

7. Process
for annual
review of

L easeholder
management
changes
pricing
mechanism
introduced -

Key Challenge 3 Continued

KEY ACTIONS:

IMPLEMENTATION DATE

LEAD OFFICER




8. Preparefeashbility briefing
paper on Leaseholdersand their
opportunitiesto purchasethe
freehold

9. Establish appropriate
mechanismsto undertake
all Former Tenant Arrears
work including the
development of appropriate
targets

10. Ensurethat appropriate
responseisdeveloped to
ensurethat appropriate
number of pay points
available, should number of
Post Officesfall

8.  June 2003
9. February 2003

10, Ongoing

8. Tenant Services
M anager

9. Tenant Services
Manager

10, Tenant Services
Manager/Head of Financial
M anagement

Key Challenge 3 Continued

DESIRED OUTCOMES

REQUIRED STANDARDS OF
PERFORMANCE / TARGETSs

M aximised rental revenue
stream and a low level of
arrears

During 2002/03:

Decrease number of
caseswith arrearsgreater
than £2000 by 10%

Decrease number of
caseswith arrears between
£1000 - £2000 by 10%

Decrease number of
cases with arrears between
£250 and £1000 by 10%

Decrease number of
caseswith arrearsunder
£250 by 10%

During 2003/04 and each
year thereafter-similar
deductionswill be sought,
dependent upon final year
outcomes, and will be
detailed in Service Plan

During 2002/03 and
2003/04:

I PR o




Maximised collection of
service chargesand
enhanced opportunitiesfor
choicefor leaseholdersin
the ownership of their
buildings

Ensurethat
management chargesare
refocused to become self
financing from October
2003, commencing with a
changeto an initial change
of 17.5% and removal of the
£40 ceiling

Processthe sale of a
freehold during 2003/04

Introducerevised
mechanismsto facilitate
choicefor leaseholdersin
respect of freehold
ownership

income maximisation
service

All tenants have accessto an |-

100% of new tenants
have an HB trial calculation
undertaken prior to their
tenancy sign up

100% of new tenants
have assistance with the
completion of their HB
application at the time of
sign up

whererequested, an
appointment ismade with
the Welfare Benefits officer
within 3 daysof such a
request

a decent home

our tenants

Key Challenge 4: to consider the demand for and benefits of expanding th
Management Roleto include private sector and other landlords

Division Objective: To provide efficient and effective estate management

e Estate

Corporate Objective: To makethetown a placefor everyone. To help everyoneto have

functionsto




KEY
ACTIONS:

IMPLEMENTATION DATE

LEAD OFFICER

1. Produce 1
draft feasibility
study for 2.
Director of

Housing, Health
and Community
Finance/Cabinet

Spokesper son

April 2003

May 2003

2. Ddliver a
final feasibility
study / briefing
paper on
extending and
delivering the
management
function to other
tenureslin
context of
ALMO

DESIRED OUTCOMES

REQUIRED STANDARDS
OF PERFORMANCE /
TARGETS

M aximised number of
affordable, quality, well
managed homes availableto
theresidents of Eastbourne

1. That thereview
incorpor ates at least a
‘breakeven’ position in
terms of costings

2. That appropriate
impacts on staffing
resour ces are considered

3. That theHRA isnot
negatively impacted by such
proposals

4. That Finance, Legal and
Housing Needs staff are
fully involved in the process

1, Head of Housing M anagement

2. Head of Housing M anagement




Key Challenge 5 To review the effectiveness of leaseholder and tengnt consultation

Corporate Objective: To makethetown a placefor everyone; to support and
encourage all residentsto develop to their full potential and to pr
and community participation

Divisional Objective: To promote and ensurethat tenants and lea;

involved in the development and delivery of services

mote social inclusion

seholdersare fully

KEY ACTIONS: IMPLEMENTATION |LEAD OFFICER

DATE
1. Publish 1. April 2003 1. 2,and 3. Tenant
L easeholder Services Manager
handbook 2. November 2002

4, 5, and 6 Senior

2. Establish 3. December 2002 |Tenant Participation
L easeholder forums Officer

4. 2003/04 onwards
3. Assessoutcomes 7.Tenant Services
from L easeholder 5. April 2003 Manager
forums

6. December 2003 (8. Head of Housing
4. Agree timetable M anagement
for production of 7. March 2003
newsletter 9. 10,11 and 12

8. May 2003 Senior Tenant
5. Publish 4 Participation Officer
newsletters per 9. April 2003
annum 13 Head of

10. December 2003 |[Housing
6. Full status Management

survey undertaken

7. Resultsof survey
analysed —

8. Deveop action
plan from outcomes
of survey

9. Tenant Compact
updated

10. Set up new
Tenants Association
in underrepresented
areas

11. Set up new

Y outh Association,
affiliated where
possibleto existing

11. December 2003

12. June 2003

13. January 2003

14. May 2003

15. May 2003

14 Senior Tenant
Participation Officer

15 Head of Housing
M anagement




forums meetings

14. Undertake
Tenantstraining
needs analysis and
instigaterevised
programme —

15. Investigate legal
and constitutional
issues of a Board of
Management in line
with potential
Development of
ALMO -

DESIRED OUTCOMES

REQUIRED STANDARDS OF
PERFORMANCE / TARGETS

1. Leaseholdersarefully informed asto the
services and service standards they should
receive

2. Meaningful and responsive tenant
involvement in the future provision of
services

1. Leaseholders Forums established
2. Leaseholders Handbook published
3. 4 Newsdletters published annually

4. All areas represented by tenant
representation

5. Tenant Compact updated
6. Tenant Handbook updated

7. Youth Association affiliated with tenants
association established

8. Quarterly tenant forums established
9. Annual tenants surveys carried out and

reported along with resulting actions back to
tenants with




Cor porate Objective: To make the town a place for everyone; to suppdrt and
encourage all residentsto develop to their full potential and to promot
and community participation

Divisional Objective: To promote equality of access and promote good
between all tenants

e social inclusion

relations

KEY ACTIONS: |IMPLEMENTATION DATE LEAD OFFICER

1. Equality 1. December 2002 1, Head of

I mpact Housing

Assessment 2. March 2003 Management

training

completed 3. March 2003 2, Tenant
Services

2. CRECode | 4. June2003 Manager

of Practiceis

introduced fully | 5. May 2003 3, Tenant
Services

3.  Review of M anager

all key policies

and procedures 4, Senior

relating to Tenant

Tenant Services Participation

using I mpact Officer

Assessment

Toolkit — 5, Head of
Housing

4. Ensure M anagement

appropriate

changesto

signage,

procedures and

published

policiesare

made and

introduced —

5 All

Equalities

Reviewsare

completed -




DESIRED OUTCOMES

REQUIRED STANDARDS OF
PERFORMANCE / TARGETS

That Housing is seen asleading
the community in terms of
promoting equality of
opportunity, promoting good race
relations and eliminating unlawful
discrimination.

1. Housing management meet
the CRE’s*“ Code of Practicein

Rented Housing”

2. Full contribution and
adherenceto the Councils

timetablefor implementing the

Equality Standard for Local
Government

3. Full contribution and

adherenceto the Council’s Race

Equality Scheme

Corporate Objective: To makethe most efficient and effective use

Divisional Objective: To continuously improve the quality of the g
our customersand stakeholdersthrough implementation of arobl

management system.

of public resources

er vices provided to
st performance

KEY ACTIONS: IMPLEMENTATION DATE

LEAD OFFICER

1. Informal Audit |1. January 2003

of all Performance

M anagement 2. January 2003

material completed

2. Establish action

3. April 2003

plan for morefully |4. April 2003

engaging tenants and

other stakeholdersin|5. Annually from 2003/04

performance
monitoring and
setting tar gets

3. Improve
monitoring system
for written enquiries
and complaints

4. Finalisefull
implementation of
Housemark

5. HRA Business
Plan and Service

Head of Housing
M anagement




DESIRED OUTCOMES

/| TARGETS

REQUIRED STANDARD

S OF PERFORMANCE

Improved services as measured by BVPI’'sand
other performance management infor mation

Timely submission of
to audit standards

Central Gover nment

Positive assessment / |

Successful engagemer
stakeholderson perfg

all BVPI information

nspection findings by

t with all
r mance i Ssues.

APPENDIX 1
EastbourneBC
HRA
Summaries

2003

2002

2002

2001 2001

Budget

Actual

Actual

Spend

Spend

Rent 50.44

50.23

49.64

47.73

48.55




ice
Char
ges

4.74

4.80

4.63

4.45

4.37

Subs
idy

21.02

22.91

21.76

19.20

23.48

Gen
erd
Fund
Cont
ribut
ions

0.00

0.00

0.00

0.00

0.17

Mort

gage
Inter

0.06

0.05

0.06

0.06

0.09

0.35

0.37

0.29

0.47

0.18

76.61

78.36

76.38

71.91

76.84

12.56

11.37

12.31

11.45

11.87




Supe
rvis
on&
Man
age
ment

13.28

12.20

13.24

12.27

12.94

Rent
s&
Othe

0.48

0.57

0.52

0.57

0.57

29.73

29.40

30.15

28.36

29.31

20.56

22.01

20.16

22.96

22.25

76.61

75.55

76.38

75.61

76.94

0.00

2.81

0.00

(3.70)

(0.10)




Rent

10,665,30
0

10,839,909

10,713,30
0

10,585,559

10,768,20
0

ice
Char
ges

1,003,000

1,036,414

999,000

986,604

969,600

Subs
idy

4,444,800

4,944,144

4,696,000

4,258,000

5,208,000

erd
Fund
Cont
ribut
ions

37,000

Mort

gage
Inter

12,000

10,681

12,000

13,262

20,000

75,000

79,392

63,000

103,385

40,000

16,200,10
0

16,910,540

16,483,30
0

15,946,810

17,042,80
0

2,655,900

2,453,361

2,656,600

2,538,441

2,631,600




Supe
rvis
on&
Man
age
ment

2,806,800

2,632,414

2,856,600

2,721,187

2,870,000

Rent
s&
Othe

102,400

123,226

112,100

125,497

126,200

Rebal
tes

6,285,000

6,344,849

6,508,000

6,288,582

6,500,000

Capi

4,350,000

4,749,570

4,350,000

5,092,683

4,935,000

16,200,10
0

16,303,420

16,483,30
0

16,766,390

17,062,80
0

607,120

(819,580)

(20,000)

4,066

4,151

4,230

2003

2002

2002

2001

2001




Cost Budget Actual Budget Actual Ldget
Centre

Environme] 0.63 0.61 0.60 0.54 0.55
ntal

M aintenan

ce

Block 0.08 0.08 0.07 0.07 0.07
expenditur

e

Programm 3.31 3.18 3.20 2.68 2.78
ed repairs

Responsiv 5.03 4.74 4.89 459 494
e Repairs

Voids 1.61 1.18 2.04 2.03 1.99
Sheltered 0.25 0.00 0.00 0.00 0.00
refurbishm

ent

Property 1.43 1.35 1.29 1.31 131
Services

staff

Centra 0.24 0.23 0.23 0.23 0.23
Support

Repairs & 12.56 11.37 12.31 11.45 11.87
Maintena

nce




Arrears 0.82 0.64 0.69
staff

Housing 0.88 0.53 0.62
Manageme

nt

Rents staff 0.24 0.30 0.30
EBH staff 0.52 0.49 0.59
Tenant 0.19 0.39 0.34
Services

staff

Tenant 0.20 0.18 0.19
Participati

on staff

EBH staff 2.85 253 2.73 2.45 242
Allocation 0.39 0.34 0.39
s staff

Homel essn 0.43 0.33 0.45
ess staff

Housing 0.18 0.11 0.17
Needs

staff

Housing 1.01 0.78 1.02 0.89 0.95
Advice

staff




Total staff 3.85 331 3.75 3.34 3.36
costs

EBH 0.51 0.52 0.53 0.32 0.34
Admin

General (0.10) (0.05) (0.08) (0.04) 0.05)
Income

Bedsits 0.11 0.09 0.10 0.09 0.10
Tenants & 0.12 0.06 0.05 0.47 0.36
Communit

y

Underoccu 0.09 0.05 0.10 0.07 0.10
pation

transfers

Needs 0.11 0.09 0.10 0.09 0.09
Admin

Hostels 0.07 0.08 0.06 0.07 0.14
Best Vaue 0.17 0.13 0.12 0.02 0.11
General 0.14 (0.08) 0.12 0.05 0.41
Resource 0.00 0.05 0.14 0.00 0.14
Accountin

g

HAC 0.23 0.28 0.22 0.32 0.20
Building

IT costs 0.48 0.26 0.47 0.29 0.46




Sheltered 3.90 4.01 4.07 3.82 3.88
expenditur
e
Centrd 2.21 2.18 2.17 211 211
Support
HH&CF 1.40 1.23 1.30 1.26 1.19
Dept
Recharges
Supervis 13.28 12.20 13.24 12.27 12.94
on &
Managem
ent
Properties 4066 4150.5 4230
] f f f f f

Annual cost
of service

2003 2002 2002 2001 2001
Cost Centre Budget Actual Budget Actual Budget
Environmental 132,200 131,405 129,000 120,451 123,200
M aintenance
Block 16,000 17,684 15,500 15,987 15,200
expenditure




Programmed 700,000 685,501 690,000 593,976 615,700
repairs

Responsive 1,063,200 1,022,765 1,054,500 1,018,459 1,095,900
Repairs

Voids 340,000 255,500 440,000 449,668 441,900
Sheltered 52,200 0 0 0 0
refurbi shment

Property 302,300 290,506 277,600 289,900 289,900
Services staff

Centrad 50,000 50,000 50,000 50,000 50,000
Support

Repairs & 2,655,900 2,453,361 2,656,600 2,538,441 2,631,800
Maintenance

Arrears staff 173,900 138,694 149,300

Housing 185,100 113,480 134,600

Management

Rents staff 50,100 64,230 65,200

EBH staff 109,900 104,883 127,000

Tenant 41,000 84,682 72,800

Services staff




Tenant 41,600 39,204 41,100

Participation

staff

EBH staff 601,600 545,173 590,000 543,372 535,600
Allocations 82,300 72,355 84,900

staff

Homel essness 91,400 70,800 96,900

staff

Housing 38,900 23,799 37,600

Needs staff

Housing 212,600 166,954 219,400 197,950 209,850
Advice staff

Total staff 814,200 712,127 809,400 741,322 745,450
costs

EBH Admin 107,500 111,606 115,200 70,086 74,800
Generd (21,600) (9,826) (16,500) (9,466) (11,000)
Income

Bedsits 22,300 18,991 22,300 20,123 22,950
Tenants & 25,000 12,461 10,000 103,449 80,000
Community

Underoccupati 20,000 10,717 22,000 14,897 22,000

on transfers




Needs Admin 23,700 20,240 21,400 20,563 20,800
Hostels 13,800 16,258 13,800 16,500 30,750
Best Value 35,000 27,850 25,000 4,247 25,000
Generdl 29,000 (16,189) 26,500 10,349 92,000
Resource 0 11,856 30,700 0 30,650
Accounting

HAC Building 47,900 61,089 47,900 71,510 43,350
IT costs 102,000 55,396 102,000 63,481 101,500
Sheltered 824,900 864,501 878,400 847,680 859,600
expenditure

Central 468,000 469,787 468,000 468,000 468,000
Support

HH& CF Dept 295,100 265,550 280,500 278,446 264,150
Recharges

Supervision 2,806,800 2,632,414 2,856,600 2,721,187 2,870,000
&

M anagement

Properties 4066 4150.5 4230

CENTRAL

SUPPORT




HRA TOTAL COUNCIL | HRA AS%TAGE
ALLOCATION COSTS OF TOTAL
£ £ £
Central Support
[@D)]
Accountancy 44000 332,000 13%
Creditors 21000 80,000 26%
Collection 16000 263,000 6%
Lega 41000 306,000 13%
Personnel and 80000 643,000 12%
Payroll
Debtors 14000 111,000 13%
Internal Audit 4000 128,000 3%
220,000 1,863,000 12%
Information 64,000 1,130,000 6%
Technology (2)
284,000 2,993,000 9%

Corporate & Democi

atic Core (3)




Corporate
Management

89,100

340,000

Democratic Services

103,000

393,000

Strategic
Development

41,900

160,000

234,000

893,000

26%

Total Council
Support

518,000

3,886,000

13%

(1) Pages 12-13 Civic
2002/03

Budget Book

(2) Page 14

(3) Pages 30,36,62.

HH& CF SUPPORT

Current split of
costs

HRA

General Fund

Total

HRA%

281,600

167,200

448,800

63%

68 Grove Road
recharge

13,500

TOTAL

13,500




Appendix 3

Staffing Structure

SERVICESTEAM

. TENANT

Appendix 4

CONSULTATION & INVOLVEMENT

DIRECT INVOLVEMENT

Who was involved in

In what capacity were

How wer ethey involved?

Werethey invited to all

the review? they involved? meetings or selected
ones?
Councillor Mary Pooley Chair of Review Team Chaired meetings All
acted as representative for
Liberal Democrat
Administration

Councillor David Elkin Representative for the Active participant in all All
opposition meetings

Martin Ray, Chief Corporate Management Active participant in All
Executive, EBC Team sponsor meetings

Phil Wallis Tenant Representative Active participant in All
meetings

Mick Bryan Tenant Representative Active Participant in All

meetings




Jan Canny, Head of Became lead officer after Lead officer All
Housing Management, third meeting
EBC
Adrian Channon, Tenant Responsible for Lead officer of working All
Services Manager co-ordination of Working groups
Groups
Bruce Bird, Head of Representative from Offered expertisere: All
Financial Management Finance finances and other matters
Stuart Russell, Head of | Expertise on BVR process | Expertise on BVR process All
Strategic Devel opment
Anne Cairns, Southern External representatives | To assist with challenging All

Horizon Housing
Association and Adrian
Walshe from Raglan
Housing Association

the ways in which the
services were provided

Jane McCarthy — Penman,
Unison Representative

Unison Representative

Staff representative

A Unison rep was invited
to all meetings. Jane came
to the last 4 months of the
review, after being
appointed to the Steward
for the Housing
Management Division

INDIRECT INVOLVEMENT

Who was consulted?

How werethey
consulted?

What wer e theresults of
the consultation?

How wereresultsfed
back to respondents?

Tenant Representatives

Viaregular reportsto
Tenants Advisory Group

Viafeedback at All
Association Meetings

ViaTenant Service
Planning Event

Updated reports agreed

Ongoing debate about
new opportunities for
participation in service
delivery

Same day feedback and
other direct verbal contact

Minutes

All tenants

Via Newd etter

Via Survey

Introductory tenancies
agreed

Survey outcomes TBC

Via newsletter

Vianewdetter




Crime Reduction

ViaProblem Solving

Agreed effortsre:

Viareports back to groups

Partnership Group combating nuisance and and officers
anti-socia behaviour
Via Crime Reduction
Partnership co-ordinator
Representatives from: Via Assistance with: In person
Wealden District Council | Attendance at working Benchmarking activity Email
group mestings
LB Newham Gathering of good practice Telephone
One to one meeting with
Adur District Council Working group chair Recommendations Letter

Arun District Council
Rother Homes
Lewes District Council
NBHA (Eastbourne)
Dacroum Disrict Council

Brighton & Hove City
Council

Shaftesbury Centre
Direct Debt Line Ltd
Brethertons sols
Experian
Moorcroft Debt Reecovery

Guardian Collections

By telephone, letter and e
mail

concerning Former tenant
arrears work

Incentive SChemes




OTHER STAFF AND TENANT DIRECT INVOLVEMENT

wer e on the Review
Team?

What member s of staff

How werethey selected

?| What involvement did

they have?

How wer e other
member s of staff
involved in thereview?

Arrears Officer

John Bartlett, Senior Rent

Team Leader of rent
arrears team

Lead Officer of Revenue
Collection Working Group

Linda Parris, Rent Arrears
Officer; Brenda Broom,
Arrears Enforcement
Officer; Therese Ticehurst,
Rent Arrears Officer;
Tracy Meredith, Rent
Arrears Assistant; John
lockyer, Arthur Noble,
Denise Hearns, Rent
Collectors; Graham
Mitchell, Financeand IT
Officer; Di Sampson,
Senior Rent
Administration Officer;
Julie Schofiled, Welfare
Benefits Officer; Nick
Ducatel, Senior Council
Tax Officer; Amy
Osmond, Senior Benefits
Officer, Jenny Gibbs,
Legal Executive all
participated in different
Working Group meetings

Nick Rosewell, Senior
AreaHousing Officer

Team Leader of the Area
Housing Officer and
Caretaking Team

Lead Officer of the Estate
Management Working
Group

Penny Easdown, ASBO
Officer; Jim Ringland,
Careetaker, Georgies
McPherson, Lettings
Assistant, Jane
Greenstock, Area Housing
Officer al participated in
different Working Group
meetings

GinaMorgan, Senior
Tenant Participation
Officer

Team Leader of the Tenant
Participation Team

Lead Officer of the Tenant
Participation Working

Sue Evans, Tenant
Participation Officer,

Mullen, David McGowan
Tenant Representative

Advisory Group

Group Brenda Walker, Rent and
Leaseholder Administrator
also attended the working
group meetings
David Lewis, Jenny Volunteered via Tenants | Attended on the different

working groups




Working Group Chairs, attended adhoc Review Team meetings, as did Graham Nlitchell, Housing IT and
Finance Officer; Peter Finnis and David Robinson from the Democratic Services Team; Housing staff
generally involved via team meetings and at regular weekly early morming briefings

APPENDIX 5 PERFORMANCE INDICATOR INFORMATION

1998/9 1999/00 |2000/01 |2001/02 |2002/03

DIVISIONAL Pl Outcome
TARGETS

Ranking

The LOCAL |£11.68 £12.54 £12.95 £12.04 £13.90
Average
weekly (Former 20.8% 19% 23% 28.4%
costsper [BVPI)
LA
dwelling
of
manageme
nt

Satisfactio |BVPI N/A N/A 90% 86.65%  [90%
n with the
Council as|74a 98% 86.2%
alandlord

Satisfactio |BVPI N/A N/A N/A 85% 90%
n of BME
tenants 74b
with the
service
provided
by the
Council as
their
landlord




Satisfactio
n of non -
BME
tenants
with the
service
provided
by the
Council as
their
landlord

BVPI

T4c

N/A

N/A

N/A

85.99%

90%

Satisfactio
nwith
opportunit
iesfor
participati
onin
manageme
nt

BVPI

75

N/A

N/A

70%
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No
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BVPI

66a

101.8%

97.4%

97.6%

69%

98.8%

90%

97.57%

68.4%

98.2%




Rent LOCAL |2.9% 4% 2.3% 2.81% 2.2%
Collection

rent (Former 55.3% 43% 65% 50.3%

arrearsas |BVPI)

% of rent

roll

Rent LOCAL |N/A N/A 0.4% 0.59% 0.75%
Written

off asnot | (Former 59% 41.4%

collectable|BVPI)

Averagere|LOCAL (3.1 4.4 33.9 26.1 25
let time for
LA (Former 88.8% 73% 65% 82.2%

dwellings [BVPI)

The% of [LOCAL |N/A N/A 0.8% 0.98%
rent lost
through (Former
vacant BVPI)

dwellings

90% 80.8%

The following graphs, detail the rankings, in line with All Local Authorities, District
Authorities and our CIPFA family benchmarking group.






