' 4
Hackney

In partnership with &Hackney Council

HACKNEY HOMES Ltd
Board Meeting

Tuesday, 1 %' March 2011 at 6.30pm to 8.20pm

The Chief Executive’s Conference Room, 1 ' Floor,
Christopher Addison House, 72 Wilton Way, Hackney E 8 1BJ

Part A Meeting (Open to the Public)
Distributed to:

Hackney Homes Board Members:
Rupert Tyson (Chair)
Alice Burke (Vice Chair)
Karen Dodds

Mervyn Jones

Linda Kelly

David Larkin

Samantha Lloyd

Pam Lockley

Jonathan McShane
Joseph Oshikoya

Alex Russell

Saleem Siddiqui

Tom Tyson

Audrey Villas




Hackney Homes Executive Team:

Charlotte Graves (Chief Executive)

Neil Isaac (Director of Finance & Resources)

Neehara Wijeyesekera (Divisional Head of Tenancy and Leasehold Services)
Judith Morrison (Head of Leasehold and Right to Buy)

Jim Paterson (Head of Building Maintenance)

Chris Tabi (Interim Head of Estate Environment)

Jonathan Oxlade (Head of Asset Management)

Hackney Homes Officers:
Sunil Desai

John Newton

Trish Haill

Odile Anderson

Stakeholder Representatives:
Karen Alcock

Tom Price

Tim Shields

Steve Douglas

Carol Hinvest

Michelle Patterson

Contact:

Governance Team

020 8356 3432/2264/4225
Governance.team@Hackneyhomes.org.uk



A

e
HackneylHomes

In partnership with HHackney Council

HACKNEY HOMES Ltd Board Meeting 61

Tuesday, 1 *'March 2011 at 6.30pm to 8.20pm

The Chief Executive’s Conference Room
1% Floor, Christopher Addison House
72 Wilton Way, Hackney E8 1BJ

/ \ AGENDA Part A (open to the public)

Item | Presenter | Subject Pages | Status Duration | Time
. Welcome/Apologies/ :

1. | Chair Introductionz g Information 2 mins | 6.30-6.32

2. | Chair Declarations of Interests Information 1 min 6.32-6.33

3. | Chair Questions received from the 1-4 Information 2 mins | 6.33-6.35
public

Chair . th . .

4. Minutes of 17" January 2011 5-10 Decision 5mins | 6.35-6.40
(Part A) and Matters Arising

5. | C Graves Chief Executive’s Report - 11-16 | Information 10 mins | 6.40-6.50
Strategic Overview

6. | T Merrett | Action items for future 17 Information 2 mins | 6.50-6.52
Meetings

7. | A Jarosy Business Critical Performance 18-26 | Information 10 mins | 6.52-7.02
Summary Q3 2010/11 & Discussion

8. | C Edwards | Delivery Plan 2011/12 27-36 | Information 10 mins | 7.02-7.12

9. | C Edwards | Developing the Local Offer 37-39 | Information | 10 mins | 7.12-7.22
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10. | N Isaac 2011-2012 Budget 40-46 Approval 15 mins | 7.22-7.37

11. | N lIsaac Financial Overview Report 47-51 | Information | 10 mins | 7.37-7.47

12. | T Merrett RLG Awayday- Proposal for 52-54 | Discussion & | 10 mins | 7.47-7.57
Board approval Approval

13. | C Tabi Pathfinder Play area 55-58 | Information 5mins | 7.57-8.02

& Approval

14. | J Oxlade Update report on Decent 59-66 | Information | 10 mins | 8.02-8.12
Homes Programme 2010-11
3" Quarter

15. | Chair Any Other Business Information 5mins | 8.12-8.17

Future Board meetings.
Tuesday, 12™ April 2011
Tuesday, 24™ May 2011
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Title of Report:

Question(s) from the Public

Decision Making Body: Date: 1st March 2011

Hackney Homes Board

Classification: For Response Report of: Governance Team
Item Previously considered at: On Which Date: N/A

N/A

Report Author: Appendix : Questions from Stamford Hill
Questions submitted by Sub-Panel and Hackney Homes’
Stamford Hill Sub-Panel responses

Response author Martin

Weaver

If you have any questions about this report, please contact Tess Merrett on 020 8356 3432 or email
tess.merrett@hackneyhomes.org.uk

Report Outline:

Paragraph: 1.0 - Summary of Report;

1.0 SUMMARY

The Stamford Hill Sub-Panel submitted some questions to the Board in
September. The attached appendix sets out some supplemental questions to
the original questions together with Hackney Homes’ further response.



STAMEORD HILL SUB PANEL — FOLLOW UP QUESTIONS ON FI RE SAFETY

Question

For some time now we have been concerned at the measures being taken on fire
control resulting from concerns raised by residents and the fire assessment reports.
This topic has been raised from time to time at senior level but we now need to know
what steps will be taken and the timescale for implementation.

a. There is no fire evacuation procedure and whilst we understand
conflicting information might make this difficult to formulate, a way
forward must be found to ensure that residents are aware of what steps
they should be taking to ensure their safety in light of the design of their
blocks.

Answer

NPS have been asked to produce a block specific list that states whether residents
are advised to stay put or get out, or anything else, based on the design of their
block. Once we have this we can get specific advice out to all residents.

Supplementary question

As some months have now passed, we would appreciate an update on the
evacuation procedure being relayed to residents particularly in light of the
recommendations from the report by the London Assembly

Supplementary Answer

Currently we believe that the only general advicet  hat we can give to residents
is to repeat the advice of the LFB. The London Asse mbly have stated that
specific advice should be given and, where our FRAs have recommended the
installation of fire alarms, the advice is likelyt o be to evacuate. A list of such
blocks is being produced which will enable more spe cific advice to be given.



Question
b. We have suggested that the fire assessment reports should be
available on the website should residents wish to see what measures
are needed to make their homes safe but no action has been taken.
Please advise why this has not been actioned?

Answer

This is under consideration.

Supplementary question

Please advise the outcome of your deliberations on providing the reports on the
website?

Supplementary Answer

There is no specific requirement within the RRO to publish FRAs to residents.

However, when requested copies of FRAs are provided . Publication of the
significant findings on the web site is still under consideration.
Question

c. There is no clear policy as yet on what should be removed from
common areas — from a practical point of view and as advised by the
Station Officer of the local Fire Brigade all items should be cleared to
be consistent. Additionally when items are stored outside it hinders the
cleaning service. Again we understand that conflicting information
makes this a difficult task but it has to be sorted out so we all know
what should or should not happen. When will that take place?

Answer

It has been a matter of discussion at senior level and we expect to be able to publish
a policy in this regard very soon.

Supplementary question

As some months have now passed and no further information has been relayed on
this subject to residents, please advise what action you intend to take and in what
timescale?

Supplementary Answer
A document has been drafted, reviewed and revised, and is now expected to

be available for publication by 7 Jan. This does no t cover potted plants and
doormats but this will be decided and issued by 31 Jan.



Question

d. It is noted that priority 2 and 3 items identified in the fire assessment
reports are well outside the timescale shown to be addressed. We
realise that all these things come down to budget availability but
equally we are sure you will appreciate in the unfortunate event of a fire
where such measures could have helped it will be no consolation to
anyone who may be hurt and there is also the question of liability for
Hackney Homes in such cases.

Answer

Given the vastness of the programme and numbers of works identified as required it
has not been possible to complete all recommended works within the suggested
timescales. This is both because the funding is not yet available for all the work and
because the work necessarily takes time. We have therefore ensured that we
prioritise works in line with the risk assessor’'s advice and expect to complete all
priority 2 works by March 2011. In this way we are ensuring that the items of greatest
risk are dealt with first. Should something go wrong the test will be whether we did all
that was ‘reasonably practical’.

Supplementary question

Although we have asked the relevant officer for an update this has not been
forthcoming. We would like to know the current situation on priority 2 and 3 for
Stamford Hill Neighbourhood and in light of Clir Feryal Demirci’'s comment made at
the October meeting regarding phase 1 door work would ask for assurances that any
door work in the Stamford Hill area is up to standard.

Supplementary Answer

Our approach to actions from the FRAs has beentop  rogress them in line with
the prioritisation given by the assessor. Hence Pri ority 1 items have been dealt
with initially. Priority 2 items are now being deal t with. There are approximately
850 no. P2 work items currently being planned and dealt with in the Stamford
Hill area. These range from minor repairs to larger schemes such as alarm
installations. There are also some policy and commu nication items to be
resolved. In general P3 and ‘on refurbishment’ act  ions are not being
progressed at this stage, other than a few where it has been logical and
possible to deal alongside other actions.

The quality of door installation in the area seems to as required and issues of
cleanliness during works have been addressed. Arec  ent inspection confirmed
all replaced doors are in working order and install ed to a good standard.



Present | Rupert Tyson

Alice Burke
Jonathan McShane
Tom Tyson (part)
David Larkin
Joseph Oshikoya
Mervyn Jones (part)
Samantha Lloyd
Alex Russell (part)
Saleem Siddiqui
Karen Dodds

Charlotte Graves

Nell Isaac

Jonathan Oxlade

Sunil Desal

Neehara Wijeyesekera
Olaide Oyekanmi

Jim Paterson

Alex Jarosy

&ﬁ Hackney Homes Ltd ITEM 4
Part A minutes of Board of Directors, held at Christopher
HaCKr.eyH@mES Addison house, 72 Wilton Way Hackney E8 1BJ
In partnership with H¥Hackney Council
On 29 November 2010 at 6.30 PM
Board Members Hackney Homes Officers Stakeholder Representatives

(Hackney Council)
James Probert

Carol Hinvest
Members of the Public
Eric Cato

Cynthia Diminieux
Rebecca Freeman
Unions

Helen Toner

Steve Edwards

Part A — Open to the Public

Action Date

1. Welcome/ The Chair welcomed everyone to the meeting and everyone
Introductions introduced themselves.

Apologies Linda Kelly, Pam Lockley

2. Declarations of None
Interests

3. Questions received None

from the public

As members were struggling to get to the meeting as a result of a
tube strike, the meeting was not yet quorate.

taken on the agenda.

Iltem 5 was therefore
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Part A minutes of Board of Directors, held at Christopher
Addison house, 72 Wilton Way Hackney E8 1BJ

On 29 November 2010 at 6.30 PM

ITEM 4

5. Update on CSR,
Impact for Hackney
Homes, Decent
Homes, HCA
Consultation Paper

Jonathan Oxlade gave a presentation on the HCA Consultation
Paper and the impact for Hackney Homes.

The Board asked whether the Government would share the monies
available equally among those bidding for it. Jonathan Oxlade said
that as yet no indication of how the money would be allocated had
been given. Neil Isaac said that the Mayor of London had put a
case forward for London to receive half of the available monies.
The Board asked what impact the recent announcements had on
the 2010/2011 Decent Homes Programme. Jonathan Oxlade said
that the 2010/2011 Programme would complete according to
resources. The Board asked what plans were being made for the
future Decent Homes Programme. Neil Isaac said that Officers
would be in discussions with the Council on all future programmes
including Decent Homes. Charlotte Graves said that the
announcement on Decent Homes was very recent and officers
would also have discussions with the Council to agree a
communications statement for Residents on this. The Board said
that although it was important that Residents were informed of the
situation sooner rather than later, it was equally important to have
all the full facts available before any statement was made. The
Board asked if a briefing note could be prepared for Board
members however to assist them with any immediate questions
Residents may ask of them.

Coms/LBH

ASAP
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The Board noted the presentation.
4. Minutes of the The meeting was now quorate
meeting
held on Monday, The minutes of the meeting held on 26 October 2010 were agreed
October 26 2010 as a true record and signed accordingly.
Matters arising Matters Arising
HRA/Community Development Neil Isaac said that he had
discussed this with LBH Finance and the use of the HRA for
Community Development was not deemed appropriate. However, N Isaac 17.1.10

he would speak to Legal.. The item would be added to the items
for future action.

6. Chief Executive’s
Report - Strategic
Overview

Charlotte Graves introduced the report and highlighted the following

Staff were spending a considerable amount of time working
on the recent Government announcements

Various events had taken place recently such as the cultural
event at Stoke Newington Town Hall for which Charlotte
Graves extended her thanks to Linda Kelly for organising this
a leaseholder event, an Irish Traveller awareness session and
various Black History Month events

There were some on-going technical problems at the Call
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Part A minutes of Board of Directors, held at Christopher
HaCKr.eyH@mES Addison house, 72 Wilton Way Hackney E8 1BJ

In partnership with HHackney Council

On 29 November 2010 at 6.30 PM

ITEM 4

Centre. These were not related to Project Excellence but
were existing issues which were also shared by the Council.

It was noted that RLG members had been working with Hackney
Youth with a view to setting up an RLG for Youth.

A guestion time session had been held in Stoke Newington and this
had provided an opportunity for Officers to hear what Residents had
to say.

The Board noted the report.

7. Board Actions yet to
be implemented and
not covered on this

agenda

The Board noted the action items for future meetings.

8. Business Critical
Performance
Summary
Quarter 2 — 2010/11

The Board noted the report.

9. Financial Overview
Report

Sunil Desai introduced the report. The Board queried the figures in
paragraphs 1.2 and 4.3. Sunil Desai said that the figures in
paragraph 1.2 referred to Hackney Homes' delegated budgets
whilst the figures in paragraph 4.3 were the overall repairs and
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4 A
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maintenance figures.
The Board noted the report.

10. Board Member Tess Merrett introduced the report and drew the Board’s attention to
Code of an email from David Larkin suggesting some amendments to
Conduct and paragraph 8 — Financial Obligations. The Board considered the

Investigation timescales included in the paragraph as well as the suggested
Procedure amendments. There was a difference of opinion in respect of
for Alleged Breaches | timescales but the Board agreed that Board Members in arrears of
under the Code rent, service charge or council tax or any other arrears should not
be treated any differently from Residents in the same position. The
Board asked Tess Merrett to re-draft this paragraph and to circulate
it to Board Members for agreement. A corresponding re-draft
would need to be made to the Investigation Procedure for Alleged
Breaches under the Code.
T Merrett December

Subject to the Board agreeing the re-drafted paragraphs, the Board
agreed the Code of Conduct for Board Members and the Procedure
for Alleged Breaches under the Code.

11. Board Composition
Update

Tess Merrett introduced the report. The Board asked how Hackney
Homes could ensure that the next resident election process did not
result in the same outcome as had happened in Shoreditch this
year. Neil Isaac said that Officers were reviewing the procedure to
see how it could be made more robust.
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On 29 November 2010 at 6.30 PM

ITEM 4

The Board agreed

To appoint Audrey Villas to hold office as a Board Member to
fill a casual vacancy as set out in Article 17 and to hold such
office until the next annual general meeting.

That Members of a Committee should elect the Chair of that
Committee from one of their number

That for the time being, the term of office for a Chair should
not be time limited.

12. AOB Rupert Tyson presented Alice Burke with a bouquet in recognition

of her achievement in winning the Social Landlord Crime and
Nuisance Group award

The Board added their congratulations.

The meeting closed at 7.40 pm.

Signed as a true record of this meeting Chair Dated

10




Hackney ltem No. 5
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Title of Report: Chief Executive’s Report — Strategic Overview

Decision Making Body: Date: 1% March 2011
Hackney Homes Board

Classification: FOR INFORMATION Report of: Chief Executive —
Charlotte Graves

Item Previously considered at: On Which Date: N/A
This is a monthly standing item

Report Author: - Charlotte Graves, Appendices: N/A
Chief Executive

If you have any questions about this report, please contact Charlotte Graves on 0208 356 3671 or email
charlotte.graves@hackneyhomes.org.uk

1.0 SUMMARY OF REPORT

1.1 The purpose of this report is to ensure that the Board have an overview of activity,
performance and strategic issues at Hackney Homes.

2.0 RECOMMENDATION
2.1 The Board is asked to note the contents of this report.
3.0 BACKGROUND

3.1 This is my regular report providing an update on key issues affecting Hackney
Homes.

4.0 FINANACE AND RESOURCES
4.1 MBE for Board Chair

Rupert Tyson, Chair of the Board for Hackney Homes, was awarded an MBE in the
2011 New Year Honours list in recognition of his services to housing in Hackney.

Rupert Tyson has been Chairman of Hackney Homes since 2007 and has worked
tirelessly to improve housing in Hackney. His involvement in housing goes back to
the 80’s when he worked on the frontline providing vital services to residents and
also campaigning to ensure that everyone got fair access to housing.

4.2 Decent Homes Backlog Funding
| have previously told the Board about the changes to the decent homes funding

regime and the new bidding process that was open to all local authorities
regardless of having an ALMO and the Audit Commission inspection score.

11



The results of that bidding round were announced on the 17" of February,

Hackney's allocation is set out below:

Allocation 2011/12 2012/13 2013/14 2014/15 Total
(£'000)
Hackney 15,833 18,250 16,000 11,500 61,583

4.3

4.4

4.5

4.5

The first two years funding are guaranteed with the final two years depending on
the outcome of future Spending Reviews. Hackney has received the third highest
allocation for 2011/12 and the fifth highest for 2012/13 and is more than had been
anticipated in planning the capital programme.

Apprentices Visit from Austria

Hackney Homes welcomed two Austrian apprentices for a week’s placement as
part of National Apprenticeship week. Apprentices also enjoyed a lunch at Hackney
Community College to mark the week.

Tree Planting
Hackney Homes gardeners were assisted by school children from Seabright
Primary school this week, to plant a selection of trees on Whiston Estate, Hackney.

Board Election and Appointments

The 2011 round of Board elections and appointments will shortly begin. Under the
Articles, Resident Board members are required to retire by rotation at each AGM.
Those to retire shall be those who have served longest in office. Two Resident
Board Members are due to retire this year and currently, the longest serving Board
Members are Rupert Tyson & Alice Burke.

Again, under the Articles, Independent Board members are required to retire by
rotation at each AGM. Those to retire shall be those who have served longest in
office. Under the Articles one Independent Board Member is due to retire this year
and currently the longest serving Independent Board Member is Karen Dodds.

As you all know, we are currently carrying two vacancies — one Independent
Member and the Leaseholder position. The composition of the Board was
discussed at the Standards & Ethics Committee in November (Members present,
Alice, Rupert and Linda (Chair) where it was decided to recommend to the Board
to hold the vacancies until the 2011 round of elections. The Board ratified this
recommendation at its meeting in November. Following the resignation of the
Board Member elected from Shoreditch Neighbourhood, the Board at the
November meeting appointed Audrey Villas to the Board to fill the casual vacancy
until the following 2011 AGM.

A paper will be brought to the April Board, setting out the timetable for the Board
election and appointment process for 2011 together with proposals for the Board
composition going forward.

Board Self Assessment

A Board self assessment process was undertaken last year but unfortunately, as
the Board away day scheduled for last November did not take place, the findings
have not been presented to the Board. The presentation will be circulated shortly
to Board Members for their information.

12



5.0

5.1

52

5.3

5.4

5.5

BUILDING MAINTENANCE

Gas Explosion at Arden Grove

Hackney Homes staff responded to a gas explosion at 5 Arden Grove, Stoke
Newington on 31% January 2011. Thankfully no one was injured and there was a
valid CP12 in place. Tim Shields, Chief Executive of Hackney Council thanked
Dave Mordey, Sean Roche and Steve Willoughby for all their hard work after the
explosion. Tom McCourt, Assistant Director for Public Realm at Hackney Council
specifically asked for his thanks to be conveyed to the staff for the roles they
played in enabling most of the residents to be returned to a safe and secure
environment within six hours of the explosion taking place.

The Red Cross called it one of the best landlord responses to an emergency they
had ever seen.

Two staff on Awards Shortlist

Electrical services manager, Denise Hill, has made the list for the Women in
Construction Awards for her personal achievement, starting a network in her early
career and for managing in a male dominated environment. Apprentice plumber,
Daisy Clark, has also been short listed for the best apprentice / new starter of the
year under the age of 25 for goin% the extra mile in her work.

The awards take place on the 17" March at The Palace Hotel in Manchester.

Surveys show Satisfied Customers

The latest Adaptations Customer Satisfaction Survey showed 91% are very or
fairly satisfied with the service, with the majority of people being very satisfied and
9% fairly satisfied. 90% agreed that the adaptation has improved the quality of
daily life. Also 85% of customers are fairly or very satisfied with the Gas Safety
check service provided by Hackney Homes.

Repairs Call Centre

Performance at the call centre has improved after problems predominantly due to
the bedding in of the new software package from Universal Housing and the
interface with Servitor and Opti-Time.

Meetings were held at the highest level in order to resolve the problems and as a
temporary measure processes within the Call Centre were changed in order to
allow residents calls to be dealt with quickly and efficiently.

| am pleased to advise that this has had an immediate effect since we put the
measures in place on Monday, 14™ February. We have seen an average wait time
of 1 minute 24 seconds, compared with over 10 minutes over the last several
months. We have seen a queue time of 9 minutes reduced to 2 minutes and we
are also answering over 93% of our calls compared with 57.5% previously.
Handling time has also improved from 6 minutes 37 seconds to 5 minutes 19
seconds.

Winter Weather

We incurred the coldest winter for many years especially during December. | am
pleased to report that the front line services did magnificently .

Following the cold and treacherous weather, the demands placed on Building
Maintenance has been severe. The Repairs Call Centre received approximately
22,834 telephone calls during December, 2010 compared to 17,317 in December,
2009. Over 2,600 no hot water repair and heating requests were received.

The response from Building Maintenance operatives was excellent. Having to drive
around the borough in treacherous conditions, they ensured that residents who had
suffered with frozen water pipes or no heating had these essential services
restored in a short space of time.

13



6.0

6.1

7.0

7.1

Fortunately, lessons were learned from the cold snap in January, 2010. This had
highlighted many properties that were vulnerable to freezing conditions and a
programme had been put in place during 2010, to have these properties pipes
adequately lagged. This programme has improved things considerably.

Also, special thanks needs to go to the Out Of Hours service which did a
magnificent job in ensuring Hackney Homes’ properties were maintained outside
normal office hours and throughout the festive period. It is times like this when the
benefits of having an in-house service are invaluable.

ASSET MANAGEMENT

Decent Homes

The London Borough of Hackney sanctioned Hackney Homes to deliver a
programme of 860 new kitchens and bathroom to our residents during December
2010.

The contracts for these works were placed with our new Constructor partners in
early January 2011.

All works are on target to be completed by the end of March 2011

ESTATE ENVIRONMENT

Estate Environment Winter Service

Winter coverage included footpaths, walkways to bin chambers, estate non
adopted roads, pathways and side walks and any communal area identified under
Health and Safety.

The priority of the winter coverage was to address the risks associated by Health
and Safety matters whilst maintaining clean and tidy estates.

The lessons learnt from previous years have improved communications between
Estate Environment Services and the Waste Management Section. This has
enabled a joint working approach which made it easier for Estate Environment to
assist Waste by providing extra support to cover residential roads.

In adverse weather conditions Grounds Maintenance operations were suspended
and the workforce assisted Estate Cleaning, to organise a special service for our
elderly and vulnerable residents.

This include checking they were safe, assisting with shopping, collecting
prescriptions for the elderly and vulnerable who could not get out in the snowy
weather. As well as this Estate Environment also identified areas around the
Borough which needed monitoring, including areas around sheltered blocks, and
area with difficult access.

To date 70,000 tons of grit were used and 50,000 are still stored in various
locations around the Borough.

A review of the whole process indicates we have had no accidents or insurance
claims and in various residents’ panels, residents have expressed their full
appreciation in writing as well as verbally for the success of our winter coverage.
However the service does have one weakness, which is the storage capacity.

14



7.2

7.3

8.0

8.1

Tree Planting

Estate Environment, Gardeners teamed up with pupils from the Simon Marks
Jewish Primary School in Stoke Newington to provide and plant some trees, which
included a rowan and ornamental pear on the Nelson Mandela Estate as part of
the Tu B’shvat — The Jewish New Year for Trees on the 20" January 2011.

The Grounds Maintenance staff assisted the children in planting the trees and also
offered helpful tips with ongoing maintenance. Ward Councillor Linda Kelly and
Rita Krishna together with teachers and local residents also attended.

Future Jobs programme

The apprentices under the above programme commenced employment with the
Grounds Maintenance Department on Monday 14™ February. The apprentices for
the Estate Cleaning side of Estate Environment are due to commence employment
on Monday 28™ February. The apprenticeships are government funded and for a
period of 6 months.

RESIDENT SERVICES
Community Development / Manor House Development Tru st

Woodberry Resident Meets Prince Charles

Prince Charles paid a visit to a training academy and met Woodberry resident
Adem Mehmet who is one of the success stories of the scheme.

The 21 year old pronounced the Prince to be an ‘on-the level-guy’ after meeting
him at Arlington House, where the Building Lives Academy is based.

Adem was referred to the Built2 Work scheme by his case worker and on
completion he was introduced to the academy where he managed to gain a place
on the City and Guilds Level 1 in Multi-Skills.

He is now hoping to progress to the next level, and says, 'Without the Built 2 Work
Course | wouldn't be here now, all set to pass my Level 1. | feel a lot more positive
now and my Dad feels a lot more positive now.’

He thinks training and apprenticeships are really important, so that people can
learn and give back to their communities, saying; ‘The people who are sitting on
the estates are now fixing up the estates. Everyone’s happy.’

Local Training

Woodberry Works continues to organise training on the estate. 14 NEET young
people have now completed the next Built 2 Work Project. This was a 100%
completion rate with very high attendance rates throughout. A presentation of
certificates and tool kits took place on 18" February. The young people will now
move into apprenticeships.

Woodberry Training Partnership CIC

Following meetings with residents the TRA, Estate Steering Group and local
Councillors the plant training centre will be moving from Woodberry Down Estate to
Kings Crescent. It is hoped that this can be done without any break in training. It is
envisaged that more Kings Crescent residents will benefit from the project and that
the site will be much safer from the risk of trespassers. Planning Permission is
currently being applied for.
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8.2

8.3

9.0

9.1

Noisy Neighbour Prosecuted

Hackney Homes successfully prosecuted a tenant who was found guilty of
disturbing neighbours with loud music at all times of the day. Following reports
from neighbours Hackney Homes carried out investigations and the tenant was
taken to court, fined £75 for each offence and ordered to pay costs of £648 and a
victim surcharge of £15.

Court Victory

Hackney Homes and Hackney Council have won a landmark case at the Court of
Appeal.
This will make it easier for local authorities to enforce evictions for rent arrears in
cases where a tenant has:
Not acted promptly when finding out about the court order; and,
Did not have a good reason for failing to attend the court hearing; and,
Had a reasonable chance of success.

In Hackney the courts have granted re-entry after possession has been granted
and the eviction sometimes taken place despite the proper procedures being
followed. This ruling should make this situation much less likely to recur in the
future.

LEASEHOLD SERVICES

Over 55s and Disabled Leaseholders and Freehold ers Surgery

An over 55s and Disabled Leaseholders & Freeholders surgery was successfully
held as part of Hackney Homes 2011 Winter Warmer Event. The event was well
attended with positive feedback given.

Over the course of the event Leaseholders and freeholders obtained expert advice,
support and assistance in relation to service, major works, lease and financial
matters and engaged with Hackney Homes staff and each other.

CHARLOTTE GRAVES
CHIEF EXECUTIVE
HACKNEY HOMES

16



%

HackneylHomes

In partnership with HHackney Council

Item 6
Board Actions yet to be implemented and not covered on this agenda
Meeting Action Agreed Future Meeting
26 April 2010 Legal advice on compulsory gas safety checks for leaseholders. TBC
10 January 2011 | Out of Hours Service Report TBC
A&F Committee
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Extension 4001 Hackney Homes Quarter 3

Performance Summary ( 2010/11)

Hackney Homes Complaints
Summary Quarter 3 (2010/11)

If you have any questions about this report, please contact Alex Jarosy on 0208 356
4001 or e-mail to Alex.Jarosy@Hackneyhomes.org.uk

1 SUMMARY

1.1 This Report highlights Hackney Homes’ Quarter 3 performance against
the agreed Business Critical Indicators. These include all indicators
which currently form part of the Delivery Plan which is the core
document through which the Council manage the performance of
Hackney Homes. The full schedule of Business Critical Indicators is
attached to this Report.

The Report also provides information as to the progression of
complaints to Stage 2 of the Hackney Homes Complaints Procedure.
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2.1

3.1

3.2

3.3

-2-
RECOMMENDATIONS

Board Members are requested to:
i) Note the outturns against targets
i) Highlight areas of particular concern

i) Request clarification on specific service areas.

BACKGROUND

The current Hackney Homes Performance Report is circulated to Board
Members on a regular basis and contains over 200 indicators. A
summary of the 2010 Quarter 3 performance is attached to this Report
against what are agreed Business Critical Indicators covering the core
service areas of financial efficiency, repairs, tenancy management,
estate environment, customer services, decent homes. The Report also
summarises the position regarding core corporate indicators including
human resources, customer complaints and payment of invoices.

The Report shows that at the end of September 2010, of the 23 core
indicators, 13 areas have either hit the target or delivered outturns
which are within 5 % of the target. . For the all important LKP1114 (
rent collection ), the target of 98.85% has been exceeded with an
outturn of 99.25% Additionally, for repair appointments, the quarter 2
figure of 97.78% has also exceeded the 96% target as has the Quarter
3 position for both empty property management , major works charge
collection and the completion of disabled adaptations.

There are a total of 7 indicators where performance is has missed the
target by in excess of 10%. This represents the threshold beyond which
significant measures are required to address performance. These
areas include the satisfaction rate amongst new tenants confirming that
the fit to occupy standard has been met. In this area, there has been a
further slump in December to 53% against the target of 76%. Whilst
performance is disappointing, discussions are progressing to evaluate
this target afresh to consider whether the survey question (linked to our
fit to occupy standard) being put to residents is sufficiently transparent
so as to make the outcome reliable. The Repairs Call Centre continues
to experience a range of technical issues which have brought down
performance of calls answered to only 56.46% in December with the
year to date figure therefore being almost 15% outside of the target.
Of the remaining two poor performing areas, performance on service
charge collection as a percentage of invoices raised has missed the
ambitious target of 15%.
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4.1

5.1

6.1

7.1

-3-

Whilst this is not a Delivery Plan Indicator, the target for the Business
Critical Indicator for the new year is expected to be set at a more
realistic level. Finally in respect of Stage 2 Complaints Upheld, the
issues are covered more fully under Section 9.2 of this Report.

RENTS AND SERVICE CHARGES

This year has seen a reduction in rent arrears to £ 3.85 million from the
start of year position of £ 3.89 million. Whilst the key indicator of LKPI
114 has exceeded the target, there will need to be a significant
increase in cash collection if the end of year target is to be met.
Neighbourhood Partners do therefore need to evaluate carefully the
areas where significant historical debts still exist and ensure that early
action is taken for low to medium level arrears.

For service charge collection, Hackney Homes collected £ 6.22 million
against the annual target of £ 8.10 so performance is above target at
the Quarter 3 position. For major works, £ 5.67 million has so far been
collected against an annual target of £ 6.50 million so this area too is
likely to hit the annual target of £ 6.50 million.

VOID PROPERTIES

Performance on void properties is performing within the 33 day target at
32 days, having recovered from poor performances in June and
August. There is however an underlying problem with the high number
of refusals and discussions are proceeding both internally and with the
Council to look at ways of reducing these.

PROPERTY SERVICES

The Repairs Service continues to perform well against most core
indicators. Repair appointments, emergency repairs and major
adaptations done within target time are expected to either hit the target
or finish the year within 5% of the target. The Repairs Call Centre
however is unlikely to meet the end of year target and the increase in
calls for December (23,262 compared with an average year to date for
November of 15,974) has lead to a declining performance at the Call
Centre during the poor weather period.

ESTATE ENVIRONMENT

Performance against both indicators of cleaning and grounds
maintenance have very nearly hit the 96 % target with year to date
outturns of 96.8 % and 97% respectively.
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8.1

9.1

9.2

-4 -
DECENT HOMES

The Decent Homes Programme has is unlikely to meet the target of
1545 homes made decent this year.. Whilst there will be some
additional units included from the major works team, it is unlikely that
this will make a significant impact on the variance from the target and
new targets will be put in place to reflect adequately the new capital
spending regime.

COMPLAINTS

Responses to Stage 1 complaints have narrowly missed the target at
86.70% of responses having been delivered on time. For Councillors’
Enquiries performance is less satisfactory with a Quarter 3 outturn of
81.48% of responses delivered within the 10 working days deadline.
This is in part caused by poorer performances earlier in the year
around the time of the local authority elections.

Board Members have requested information as to the reasons why
complaints progress to Stage 2.. What has been identified broadly is
that of 100 Stage 2 complaints, over half relate to the repairs service in
some way. Whilst this is in line with the proportion of complaints at
Stage 1 to this service area, over 60 per cent of the Stage 2 repairs
complaints relate to ongoing and unresolved repair problems after the
Stage 1 response has been received. Other areas relate to anti social
behaviour where ongoing ASB or neighbour problems continue. This is
on the whole not necessarily avoidable as tenant expectations are often
outside the statutory solution. There are a small number of stage 2
complaints where Hackney Homes have quite properly applied their
own policies, but the residents remain dissatisfied with the outcome.
There are two other categories worth a mention. These are poor
customer service, often relating to how the stage 1 complaint was
initially handled and allegations of unfair investigation where the
residents have requested that officers investigating complaints should
be different ton those managing the casework in the first instance. This
is actually agreed practice already and will be re affirmed to the
relevant service heads.

With regards the repairs issues, discussions are progressing with a
view to setting up tighter processes for targeting long standing
complaints. Against this, there are a significant humber of resource
implications where tenants’ expectations cannot always be met. These
do relate to major structural and roofing problems where the long term
solution rests with either regeneration or through decent homes
funding and this is now subject to significant reductions.
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It should be noted also that for Quarter 3, there have been a total of
55,088 repair orders raised so even the 872 Stage 1 Complaints for the
year to date represents a relatively small proportion of the overall total
for repairs ordered.

With regards improvement initiatives on this issue, Property Services
are currently reviewing the work of its surveyors and increasing post
inspections on all work which is the subject of complaints at any stage
of the process. It is expected that this will result in more complaints
being resolved at Stage 1 of the Complaints Procedure.

OTHER CORPORATE INDICATORS

Performance on managing staff absence is currently a cause for
concern with a Quarter 3 position of 13.65 days average days sickness
against a target of 9.90 days. This situation is being closely monitored
by Service Heads with particular attention being given to longer term
sickness cases ( over 28 days) as this accounts for over half of the
overall staff absence.

Finally with regards invoice payments, there has been a significant
improvement since April of this year ( almost 10%) to the current year
to date outturn of 88.65% which is approaching the end of year target of
90% for invoices paid on time

IMPACT UPON THE HACKNEY HOMES STRATEGIC PLAN

The Business Critical Indicators are set out in the Hackney Strategic
Plan.

IMPACT UPON THE HACKNEY HOMES RISK REGISTER

N/A

CONSIDERATION OF THE HACKNEY HOMES SINGLE EQUALI TY
SCHEME 2010-2013

The performance indicators measure the efficacy of services delivered
to service users with a high number of BME, women headed household
and persons who may be vulnerable or facing disadvantage.

CONSULTATION PROCESS & FINDINGS

The full Performance Report is circulated to Board Members, Lead
Councillors, Tenants and Residents Groups and placed on the Hackney
Homes Website.
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ICT IMPLICATIONS

N/A

HUMAN RESOURCES IMPLICATIONS

Staff absence performance is covered in the Report

FINANCIAL IMPLICATIONS

A number of financial indicators are included in the Report. These
include rents and service charges.

LEGAL IMPLICATIONS / ADVICE

N/A

OTHER RELATED DECISIONS / GUIDANCE

N/A
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1.0 SUMMARY

1.1. The following report provides the Board with an update on the development of
the 2011/12 Delivery Plan.

1.2. It will highlight the themes and service improvements which are to be
delivered during 2011/12.

2.0 RECOMMENDATION

2.1. That the Board notes the contents of this report.

3.0 BACKGROUND

3.1. Each year Hackney Homes is required to produce, as part of the management
agreement with the Council, a delivery plan.
3.2. This plan needs to state how services are going to be delivered to residents
and the improvements that Hackney Homes plans to put in place.
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3.3.  Consultation with residents is embedded within the production of the delivery
plan, as well as consultation with staff and senior officers within the Council.
3.4. The 2011/12 plan has aligned service improvements with the national
standards of the Tenant Services Authority social housing framework, the
Sustainable Community Strategy, the Housing Strategy as well as the
Hackney Homes Strategic themes.
3.5. The plan has concentrated on describing the specific service improvements as
opposed to detailing how Hackney Homes and the Council will work together,
S0 a number of sections contained in previous plans has with the agreement
of the Council, been deleted.
40 CONSULTATION PROCESS & FINDINGS
4.1. Below is a table which summarises the 2011/12 delivery plan consultation
activities.
Stakeholder |Method \Who By \When
Group
1. [Staff - DP briefing notes and |HH Nov —Dec
feedback form presentedManagers/ 2010
at team meetings Supervisors
2. [Residents - Focus Groups x 3* Nov 2010 —
Neighbourhood Panels [C. Edwards [Jan 2011
Questionnaire — 130 TP
residents
Resident Liaison Group
3. |Council - Meetings Hackney Nov -Dec
Members Council 2010
4.  |Senior - Meetings Hackney Nov -Dec
Officers LBH Council 2010

4.2.

4.3.

4.4.

4.5.

4.6.

4.7.

*(Youth, BME and Disability)

In the main the suggested service improvements were seen as relevant and
welcomed in regard to improving services and access.

Residents wanted reassurances that identified service improvements would be
delivered and that there would be improvements in what they perceived was a
lack of communication amongst Departments delivering services.

This consultation exercise also identified that residents would like to see more
information regarding the progression of these services improvements.

The young people who were consulted during this period — were supportive of
the aim of getting more young people involved in decision making but felt the
majority of the service improvements identified were more relevant to their
parents and older people.

They also noted as a good thing that work experience and employment was
being offered however felt that it was not enough and wanted to see more
opportunities for young people.

As a result of this consultation, some service improvement items were
removed because they were seen as not relevant for inclusion in the plan
(better placed within operational/ local service plans). For example, digital
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4.8.

5.0

5.1.

5.2.

5.3.

5.4.

5.5.

5.6.

6.0

6.1

6.2

7.0

8.0

8.1

switch over, pilot for sight impaired tenants on the usability of Decent Homes
kitchens and bathrooms, or a ‘Get Involved’ handbook.

Residents supported any service improvement which ensured quick, efficient
delivery of repairs, provided information to tenants & leaseholders about how
their service charges were spent and anything which improved youth
involvement (both in decision making and activities on estates).

KEY THEMES — DELIVERY PLAN 2011/ 12

There are a number of themes which are being repeated from last year’s plan,
which reflect the communicated priorities of our residents. These are:

Anti Social Behaviour

Provision of quality repairs

Resident engagement

Worklessness

Communication relating to opportunities the Olympics and Paralympics

have to offer
Delivery plan 2011/12 uses the Tenant Services Authority national standards
and Hackney Homes strategic themes to categorise the service improvements
identified. (App 1 — Section 5, page 12)
There is also a sub-section to the Tenant Involvement and empowerment
standard which identifies key equalities and diversity improvements/ activities.
In addition to the five national standards, the delivery plan identifies service
improvement for leaseholders. An example of one of the service
improvements included is better communication between leaseholders who
sublet their properties, the tenants in those properties and Hackney Homes.
The aim is to encourage leaseholders who are letting their properties to inform
Hackney Homes, who in turn can ensure through information and literature
that tenants in these properties understand what is required of residents on
Hackney Homes estates.
Section seven of the plan — Finance — identifies the level of savings which will
be achieved by Hackney Homes in 2011/12.
Appendix one of the delivery plan indicates timescales. Service areas were
asked to identify by which ‘quarter’ these improvements would be achieved.

IMPACT ON THE HACKNEY HOMES SINGLE EQUALITY SCHEME (SES)

An initial equality impact assessment has been carried out for this delivery
plan. It found that there is not a need for a full assessment

Items identified in paragraph 49 of the delivery plan will be added to the SES
action plan.

ICT IMPLICATIONS

N/A

HUMAN RESOURCES IMPLICATIONS

The service improvements contained within the 2011/12 delivery plan will form
the basis of service planning and ultimately the appraisal process.
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9.0 FINANCIAL IMPLICATIONS

9.1 The identified savings will have to be met.

10.0 LEGAL IMPLICATIONS / ADVICE

10.1 N/A

11.0 NEXT STAGE

11.1. Outlined below is a table summarising the timetable for production of the
2011/ 12 delivery plan.
11.2. The plan will be sent to Cabinet mid-February 2011.

Date Activity

Thursday 14™ October 2010 Draft to Client team.

Friday 29" October 2010 Final draft submitted.

Monday 1% November 2010 to Formal consultation period (40 working
31° December 2010 days).

(Client team consults with internal
stakeholders and Hackney Homes consults
with residents).

By Friday 10™ December 2010 30 day meeting to take place with Senior
officers of the council.

Friday 17" December 2010 Final comments back to HH.
Friday 11™ December 2010 — Friday | HH finalise draft.

15" January 2011

Friday 17" January 2011 Final version submitted.
February 2011 (TBA) Submit cabinet report.

March 2011 (TBA) Cabinet approves Delivery Plan.
September 2011 (TBA) Overview and Scrutiny Board.
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Item 8 Appendix 1

Please note the following appendix is paged separat

ely
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1. Preface

In May 2010 the coalition government came into being, with a very clear agenda for giving
greater financial freedoms to councils, as well as to embed the principles relating to their ‘Big
Society’.

The passing of the Decentralisation and Localism bill — reconfirmed the view that, empowering
local communities to find local solutions to local problems, was the way forward.

The Tenant Services Authority (TSA) regulatory framework for social housing, introduced by the
previous government had the view that tenants should have more say in how decisions were
made about the services provided to them and be involved in the scrutiny of performance and
the setting of service standards.

In June 2010, the government announced that the TSA would be abolished. Their
responsibilities would be transferred to the Homes and Communities Agency.

It was also announced that the Audit Commission would also be abolished. Its financial auditing
role went to the National Audit Office, and councils were given more autonomy to access the
market for financial auditing services.

For Hackney Homes (HH) it has been a year of taking stock — we were happy to announce the
extension of the management agreement we have with the Council. This meant that Hackney
Homes could continue to improve satisfaction with services provided by us.

2010/11 was also about looking ahead, identifying how, in the current financial climate could
Hackney Homes continue to drive up standards, whilst meeting annual savings targets — not
easy. A continuous aim of ours is to listen to our residents, confirming what is important to them,
what they suggest can be improved and using this information to improve services.

The 2011/12 delivery plan will concentrate on the still relevant TSA standards — aligning service
improvements with them as well as our strategic plan, the Housing Strategy and the Sustainable
Communities Strategy.

In this delivery plan, you will see themes which have continued from year to year — for example
anti social behaviour (ASB), improving quality of housing stock, providing a modern repairs
service, resident engagement — because these priorities are those residents have told us are
important to them.
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2. Introduction

1.

This delivery plan will begin by reviewing some of the actions in last year's plan, describing the
service improvements which reflected residents priorities and supported the realisation of the Tenant
Services Authority social housing framework, sustainable communities strategy and housing
strategy.

2010/11 Delivery plan update

2.

There were 13 priority areas within the plan for 2010/11 covering a range of service improvements. It
was the first time that service improvements related to promoting opportunities available at the
Olympics and Paralympics appeared. It also continued important themes such as ASB, worklessness
and of course Decent Homes.

There were a number of service improvements identified for delivery during 2010/11 — here is a
snapshot of some of those delivered:

Working in conjunction with the Council, Hackney Safer Neighbourhoods, RSPCA and National
Animal Welfare Trust —tackling nuisance dogs and related ASB

Piloted Designing out crime — building design standard

Improved the quality of information obtained from TMO'’s

Increased the number of youth committees

Delivered Procurement 2010 — identifying the new contractors who will deliver the remainder of
the Decent Homes programme

Housing management contracts — an options appraisal resulted in the decision to bring housing
services back in house

Supported the engagement and referral of residents into training and work opportunities
Expanded the estate plans initiative to 40 estates

The council, ably supported by Hackney Homes, produced its first tenant annual report.

Worked closely with LBH to expand recycling on estates

Continuing to work with other agencies to provide activities for Hackney youths

Providing information to residents about opportunities available to them in regard to the Olympics
and Paralympic games.

About delivery plan 2011/12

4,

Consultation with residents - In developing this plan, Hackney Homes consulted neighbourhood
panels about what they wished to see in the delivery plan. This approach was adopted as a result of
feedback from residents who felt that the plan required wider consultation.

The main areas of feedback were as follows:

Priority and service improvement categories are still relevant

Essential that what is identified as a service improvement is delivered

Departments need to work more seamlessly together

More information regarding progress being made on service improvements to be made available
to residents

Resident priority areas continued into 2011/12 deli  very plan — there are a number of themes
which are being repeated from last years plan, which reflect the communicated priorities of our
residents.
These are:

Anti Social Behaviour (ASB) — this plan will describe service improvements which relate to
tackling gangs on estates, provide further ways for residents to report ASB and increase their
confidence in progression and management of their ASB complaints or issues.
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Providing a quality repairs service  — delivery of quality repairs, first time, every time. Service
improvements which will support this will be the full implementation of mobile working, an
increase in post inspections relating to communal repairs and the introduction of tenant scrutiny
of repairs performance in response to the Home standard.

Improving the quality of housing stock — Decent Homes has made a real difference to the
look of Hackney Homes’ estates. This programme will continue during 2011/12, with an emphasis
on internal works — kitchen and bathrooms which attract high levels of satisfaction from tenants
who receive them.

Improving resident engagement — HH have a number of ways in which it engages residents to
give their views about services. In light of the new framework for social housing — this plan will
identify how tenant scrutiny and involvement in decision making related to services can be
achieved.

Worklessness — continuing the success of last year by providing more opportunities for training
and employment for local people through partnership working.

Olympics and Paralympics - maximising the opportunities of 2012 for residents on HH estates
— working in conjunction with LBH to ensure that work or training opportunities linked to the
games are communicated to residents.

8. Addressing the requirements of the new framework fo r social housing -1* October 2010 saw
the publication of the first Hackney Council Tenants Annual Report. The report gave tenants a
summary of performance based on the five national standards identified within the regulatory
framework for social housing introduced in April of that year.

9. The report also described what would happen after the publication of the report and gave tenants a
‘personal invitation’ to get involved in the process of improving the quality of services which were
important to them.

10. For 2011/12 Hackney homes will:

Implement the Hackney Homes offer

Provide information to tenants in regard to performance against the offer

Have in place a mechanism for tenant scrutiny of this performance

Introduce a tenant panel for complaints

Provide the council with performance information in relation to the Hackney Borough offer
Provide information to the council to support the production of the annual tenant report.

11. Supporting the Housing strategy — key objectives - The refreshed housing strategy has three
core objectives, these are:

Mixed and sustainable communities — quality and aff ~ ordable homes for all income groups
- through sufficient affordable housing and the widest possible housing choices

Attractive neighbourhoods — places where people wan tto live - requiring good quality
homes and build environment both managed to high standards

Prosperous communities — the chance for everyone to thrive and earn a good living —
looking at tenure specific aspects of issues such as worklessness

12. These objectives align with the Home and Neighbourhood standard of the regulatory framework for
social housing.

13. Sustainable Community Strategy  — This community strategy is a shared 10 year vision. “The
priorities set out in it are a framework for local public services and partners from business,
community and voluntary sectors to guide them over the next decade to improve the quality of life in
the borough”.

14. This strategy has six priorities:

Reduce poverty by supporting residents into sustainable employment, and promoting
employment opportunities

Help residents to become better qualified and raise educational aspirations

Promote health and well being for all, and support independent living

Make the borough safer and help people to feel safe in Hackney
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Promote mixed communities in well-designed neighbourhoods, where people can access high
quality, affordable housing

Be a sustainable community, where all citizens take pride in and take care of Hackney and its
environment for future generations.
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3. Delivery plan 2011/12 context

15. 2010 saw in a new coalition government, the abolition of the TSA and the Audit commission and the
comprehensive spending review, all of which had implications for Hackney Homes. It was also the
year in which the management agreement with Hackney Council was extended.

Extension of Management Agreement

16. Hackney Homes management agreement with Hackney Council was extended a further 3 years,
from March 2011.

17. The Council praised Hackney Homes management of the decent homes programme and improving
resident satisfaction.

18. Karen Alcock, Deputy Mayor of Hackney and Cabinet member for housing, said: “We look forward to
continuing to work with Hackney Homes in the next three years to make an even more significant
contribution to improving the quality of housing for residents of Hackney through completion of the
work to make our homes decent. Hackney Homes will continue to contribute to the Council’s wider
agenda including helping residents back into employment and improving the environment on our
estates.”

19. For Hackney Homes residents’ this will mean:

Stability in the provision of services

Continuation of joint working with residents to improve services

Continued accountability of Hackney Homes to get things right and provide customer focussed
services

With the advent of the regulatory framework for social housing, Hackney Homes can work with
tenants in extending and providing a clear structure in which performance can be scrutinised and
improvements made as a result of findings.

The coalition government — the big society agenda

20. The coalition government’s central theme is that of community empowerment, public service and
social action. Essentially, local solutions for local issues. The Decentralisation and Localism Bill
intends to devolve greater powers to councils and neighbourhoods and give local communities
control over housing and planning decisions.

21. Key provisions include:

A return of decision making powers on housing and planning to local councils

An introduction of new powers to help save local facilities and services threatened with closure,
and giving communities the right to bid to take over local state run services

Giving residents the power to instigate local referendums on any local issue and the power to
veto excessive council tax increases

Provides for greater financial autonomy to local government and community groups

The creation of trusts that would make it simpler for communities to provide homes for local
people

The regulatory framework for social housing

22. In April 2010 a new regulatory framework for housing was introduced. The central aim of this
framework was to “ensure a fair deal for tenants”.

23. Registered social landlords are required to work with tenants to improve and deliver services which
reflect tenant priorities. Also providers needed to ensure that tenants were genuinely involved in the
shaping of services, as well as involved in the scrutiny of performance.

24. The framework introduced six national standards, against which housing providers will be assessed.
These are:
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Standard Requirements

1. Tenant Involvement and Empowerment - Customer service, choice and complaints

Involvement and empowerment
Understanding and responding to diverse needs of
tenants

2. Home - Repairs and maintenance

Quality of accommodation

3. Tenancy - Allocations

Rent
Tenure

4. Neighbourhood and Community - Neighbourhood management

Local area co-operation
Anti-social behaviour

5. Value for Money - Value for money

6. Governance and Financial Viability* - Governance

Financial viability

25.

26.

27.

28.

(*this standard does not apply to local authorities)

The quality of services will be assessed through the mechanism of co-regulation. Housing providers
and tenants working together to ensure tenant priorities are identified and addressed. Tenants will
have a clear role in performance scrutiny and encouraged to work with the provider to get things
right.

Providers must also support tenants by providing training, engagement opportunities and providing
performance information that will enable tenants to make informed decisions about the services
provided.

Where tenants feel the provider is failing, they will have recourse first to the ombudsman. This should
be after every effort has been made locally (e.g. complaints procedure, local tenant panel etc) to
resolve any issues or improve performance.

The regulator of this framework will be the Homes and Communities agency, who will assume this
responsibility in 2012.

Inspections

29.

30.

31.

32.

33.

The Audit commission’s responsibilities for overseeing and delivering local audit inspections will
stop;, In terms of inspections, the view is that only poor performing providers will be inspected. In
regard to who performs such inspections, currently the regulator (HCA) will procure inspections from
the open market. They would be responsible for setting a consistent methodology for inspection,
linked to its standards, in order to avoid unnecessary compliance costs for landlords.

Co-regulation is the mainstay of assessing the effectiveness of providers. Providers must ensure that
complaints are reduced, tenants involved in quality assurance/ monitoring performance, information
supplied to tenants is clear/ transparent and aids in them making informed decisions about how they
want services to be provided. Providers must know about their tenants and tailor services in
response to what this information is telling them.

During 2010/11 we have worked with tenants to develop the local offer. At the time of writing this
delivery plan, the main areas that tenants wanted to see included in the offer were: Repairs, ASB
and quality / cleanliness of estate environment.

HH is working to develop a formal structure for tenant scrutiny of our services in relation to our
performance against the agreed offer. We have worked continuously to tackle complaints and learn
from this feedback to improve services.

Based on current performance and the criteria for inspection, it is not envisaged that HH will be
inspected in the short —mid term.
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Comprehensive spending review 2010

34. The spending review was the most important and widely anticipated announcement from the newly
formed government last year. George Osborne, Chancellor set out the plans for government
spending for the rest of the Parliament against a backdrop of continuing economic uncertainty and a
need to reduce the UK’s national debt.

35. Amongst the headlines were:

Public sector staff reduction by 490k by 2014-15

New social housing tenants may see rent levels increased up to the equivalent of 80%
market rate. Currently this does not apply to local authorities

A cap of benefit entitlement will be set

150,000 new affordable homes to be built over the next four years

Local authorities are to have greater flexibility to manage council tax together with direct
control over council tax benefit, within an overall budget that will be reduced by 10% from
2013

Decent Homes programme to continue but with reduced funding and a wider field of
bidders.

10
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4. Hackney Homes — short, mid and long term priorit  ies

36. Our main priorities have been assigned broad timescales for achievement: short term priorities which
will be delivered in 2011/12, medium term priorities - 2012/13 and long term priorities - 2013/14.

Below is a table which summarises key priorities over the next few years:
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5.

Service improvement priorities 2011/12

37.

The regulatory framework for social housing has six national standards, five of which apply to local
authorities and are designed to help improve services to tenants. In the following description of
service priorities and service improvements, each standard is aligned with Hackney Homes strategic
plan themes and ongoing service improvement priorities.

Tenant Involvement and empowerment standard

38.

39.

40.

41.

42.

43.

44,

45,

46.

Providing excellent and accessible services

o Improving customer care
o0 Improving resident engagement
o0 Engaging with young people on estates

The service improvements which relate to the tenant involvement and empowerment standard and
the provision of excellent and accessible services are in the main about increasing resident
involvement, making the provision of repairs quicker, ensuring the implementation and performance
scrutiny of the offer and provision of training and information to tenants about participating.
Customer services training — Our residents are central to services and deserve high quality
provision. This training is in response to feedback of examples of poor customer care to ensure we
deliver excellent customer services every time.

Resident Participation Training Programme  — To increase residents’ capacity and involvement
through the provision of formal and informal training. This will s to ensure residents can be genuinely
involved in making decisions about the services we provide.

Implement the recommendations from the Tenant Levy review —We will devise a more effective
criteria for allocating funds from the tenants levy for resident organisations,

Publicise ways which resident participation has mad e a difference — We will produce articles to
appear in the tenant and resident newsletters, which are circulated to households across the
borough.

Equality & Diversity training for TRAs  and Neighbourhood Panels — Encourage involved residents
to attend equality and diversity training delivered by Hackney Homes

Involving young people on a strategic level — Develop our youth committees to encourage young
people to be involved in key decision making bodies, such as the Resident Liasion Group (RLG).
Implement the “local offer”  — the offer will represent a level of service which all tenants can expect
to receive, based on their service priorities.

Implement tenant scrutiny of performance  — which will monitor the standards related to the offer
and provide performance information in a clear, transparent way and which will support their role in
scrutinising performance. HH must ensure there are opportunities for tenants to get involved in
decisions concerning the services they receive.

Equalities and Diversity

47.

48.

49.

In 2010/11 Hackney Homes adopted the Single Equality Scheme (SES) which replaced the previous
Equality and Diversity strategy.

An SES action plan will be compiled for 2011/12 and delivery monitored through the service planning
process . Where Service areas will be involved in dentifiying improvements that support the
requirements of the SES..

The focus for 2011/12 will be:

The Equalities Act — delivery of training and staff briefings which concentrates on the impact and
what needs to be implemented

Reviewing progress towards the achievement of the ‘excellence’ level of equality framework
Customer profiling — streamlining analysis — producing resident insight information which informs
decision making. This will include review of access information process/ survey

Introduction of contact manager ensuring that information about our residents is collected once
and used to tailor services accordingly.

Continue to deliver items actions identified in single equality scheme action plan

12
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Home standard

50.

51.

52.

53.

54.

55.

56.

57.

58.

59.

60.

61.

62.

Delivering modern homes

o Providing a modern repairs service that delivers good value for money
0 Improving the quality of housing stock

Service improvements in this section include the continuation of the decent homes programme, a
review of the repairs policy, development of a vulnerable tenants’ protocol for decent home
contractors.

Post inspections - The number of post inspections for communal repairs will be increased and
involve residents to a greater degree in the confirmation of quality and delivery of a repair.

Continue delivery of Decent Homes -  programme to continue during 2011/12. New contractors
selected at part of procurement 2010 will be in place to start final phase of delivery.

Decent Homes - The government's Comprehensive Spending Review (CSR) has had a profound
effect on the available funding for Decent Homes. Hackney had anticipated completing the Decent
Homes programme in 2012/13. The indication now is that, subject to funding, the programme will not
be completed until 2014/15.

There is no longer any funding available specifically for ALMOs. The government has introduced a
bidding regime open to any ALMO or local authority with 10% or non-decent stock. At the end of
2010/11, Hackney is predicted to have 28% non-decent stock. A bid has been submitted that will
complete the programme early in 2014, the results are expected in late January 2011.

With three new contractors (Mulalley &Co, Mansell Construction, Lakehouse Contracts) in place,
and a proven track record of value for money, Hackney is in a good position to effectively use
whatever resources are allocated through the bidding process.

The 2010/11 programme is on course to fully spend the £35m budget. Organisational arrangements
will be reviewed in the light of a smaller programme over a greater number of years.

The programme started in 2003/04 and has, as at October 2010, delivered new windows to 12,921
homes, new roofs to 10,745 homes and new kitchens and bathrooms to 2,928 homes. The
programme continues to generate high levels of satisfaction from tenants who have benefited from
improvements to their home.

Tenant scrutiny — repairs is a priority area for residents, the aim of this service improvement is to
ensure that tenants have a key role in the development of the service and have the opportunity to
monitor repairs, understand the process and suggest improvements that will lead to increased
satisfaction.

Continue programme of installing Carbon Monoxide de tectors —. This is a key part of our tenant
safety strategy and is done as part of the gas servicing programme 9, 408 have been fitted to
Hackney Homes properties.

Continue fire risk assessments  — complete priority 2 works, resurvey blocks out of time (2 years
elapsed since last survey)

Mobile solutions (Repair service) — this service improvement is linked to ‘project excellence’ and the
wider aim of improving the efficiency of repairs service delivery. Operatives will be provided with job
information whilst on site and will be required to confirm completion of jobs and customers will be
asked to confirm completion and satisfaction by signing a handheld issued to operatives. This will
provide real time information regarding job progression, which can communicated to customers etc.
This contributes to the repairs right first time agenda.

Review of the repairs policy matrix , vulnerable repairs policy and other related policies — the
review will involve the analysis of complaints and customer feedback received in regard to the repairs
service. The review is being undertaken to establish whether these policies still reflect customer
needs/ priorities. It is also an opportunity to ensure staff are given the right information in
order to provide consistent information about policy etc.

Neighbourhood and community standard

Improving Neighbourhoods

Improving our services in response to ASB
Improving the life chances of our residents
Improving quality of life in neighbourhoods
Maximising the opportunities of 2012 for residents on our estates

O o0oo0oo

13
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63. Working with partner agencies Hackney Homes will provide employment for local people, help
vulnerable tenants with their gardens, provide information about crime prevention, provision of a 24
hour hotline for reporting ASB.

64. Estate Services will employ 10 local people for a period of six months. This is open to individuals
who have been unemployed for six months or more. On offer is on the job training and work
experience — providing support to help people back into work

65. Community payback scheme - this scheme assists the elderly, disable or vulnerable tenant to
maintain their gardens. This was scheme was started in 2010/11 and will continue into 2011/12.

66. 50 open spaces - to be renewed. In conjunction with Asset management identify through the estate
plans process areas on estates that could be used for this purpose.

67. Ward Improvement programme - working in conjunction with the Council’s recycling team, raise the
capital standards score which will benefit the environment and the areas immediately outside it.

68. Review of cleaning products - estate environment will be reviewing its cleaning products to
increase the use of environmentally friendly products

69. ‘Zero waste’ — a successful pilot took place in October. It is confirmed that this project will be
extended to other estates in 2011/12. HH will support this project and work in partnership with the
Council.

70. Dangerous dogs - To ensure swift enforcement action is taken against those residents who have
dangerous/ status dogs on HH estates.

71. ASB Forum - HH will set up a group for residents to challenge and make suggestions as to how the
service can be improved.

72. Crime prevention - Provide residents with training and information on crime prevention strategies.

73. Gangs —review ASB Policy and procedure with regards to gangs. Will also review tenancy
agreement to ensure that gang associated activities are addressed

74. Olympic games and paralympics - get young people involved in volunteering

Tenancy standard

Rents

75. This standard also has allocations in terms of housing and the setting of rent levels, which is the
responsibility of other council departments. However within this standard HH will provide financial
advice to tenants to support them in the payment of their rents and review the tenancy agreement

76. Financial Advice Sessions — we will undertake sessions that will provide benefit advice,
money/debt advice and belonging to the Credit Union (assuming final approval is obtained from the
FSA) to increase access to back accounts for tenants

77. Tenancy Agreement Review — in consultation with residents review the current tenancy agreement,
introduce changes and notify residents to enable new tenancy agreement to replace the existing
version.

78. Implement car-parking enforcement on new estates — successfully introduce enforcement on
estates that have voted for enforcement as part of the 2010/11 consultation exercise undertaken by
HH. Analyse results of the car parking survey and produce an action plan to implement appropriate
changes

79. Sub-letting - Hackney Homes takes all reports of unauthorised subletting seriously, and is

committed to eliminating it. A sublet property is unavailable for a household in need on the Hackney
Housing Register, and is clearly no longer needed by the tenant, so we need it back. In 2011/12
Hackney Homes will:

Aim to tackle subletting problems by providing training throughout the organisation, to increase
awareness of remedies available. (5 training session to neighbourhood staff).

Increase the number of subletting repossessions from 38 to 50

Attend 12 Tenants and Residents’ Association meetings during the course of the year to raise
awareness of tenancy fraud

Endeavour to identify tenancy fraud hotspot areas and target these for special attention.
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Value for money standard

80.
81.

82.

83.
84.

85.

86.
87.
88.

Running Hackney Homes well

o] Enhancing value for money of services
o] Maximising income

Related service improvements includes:

Target rent - ensure all new tenancies set up are charged the “target rent” for the property to
maximise HRA income.

Housing Revenue Account - working with council in the development of a sustainable (HRA)
business model in response to the HRA review

Direct Debits — increase take up to reduce collection costs

Shared services — continue working with the council in the identification of areas of work which
could be shared to provide efficiency savings as a result of a reduction in duplication. i.e. HH
communications team to explore opportunities to work with LBH and other agencies to identify areas
where costs can be reduced or shared.

Supply chain management group -  expand membership— this is a group of contractors involved in
DH works and major works whose combined buying power means the potential for lower material
prices based on higher volume purchasing power — essentially more work for same budget
Management Charges - review of management charges in relation to leasehold services.
Concierge charges — HH will review the service in terms of level and cost

Commercial rents — through robust clienting increase levels of income

Improving services to leaseholders

89.

90.

91.

92.

93.

94.

Hackney Homes has in excess of 8,000 leaseholders. Over the years we have worked to ensure
services provided to then continually improve. The main area of concern for leaseholders was
inaccurate billing information. HH has improved the format of billing information, improved accuracy
and continues to work with leaseholder to identify other improvements which will benefit
leaseholders. This plan has the following service improvements:

Benchmark with other ALMOs  and local authorities to compare costs and give clear information to
leaseholders on the benefits associated with services provided by Hackney Homes

Letting agency - Hackney Homes as a letting agency. Leasehold services will identify the level of
interest for this service and based on the take up will offer this service to leaseholders who sublet
their homes.

Responsibilities as landlords - communicate with leaseholders who sublet their properties with a
view to reiterating their responsibilities as landlords — e.g. gas/ CP12’s

Communicate with tenants - who are in sublet properties reiterating what is expected from tenants
on our estates

Bi-annual block and estate repairs checks - pilot involving key leaseholders in bi-annual block
and estate repairs checks - this is a further service improvement to address the issue of inaccurate
charging
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6. Client Management Arrangements and Performance

95. The aim of the client management function is to provide a monitoring framework that fosters a
positive partnership and facilitative approach to resolve internal organisational matters.

96. The diagrams below outline the client meetings of how performance is monitored by the council.
97. However, there is a commitment to review the clienting arrangements in light of Hackney Homes
improving performance and to ensure the most efficient process is in place.

London.Borough-of Hackney’'s.Client.& Relationship-Management.with-Hackney-Homes

Corporate Director &
Chief Executive Meeting

(Monthly)
Client Liaison A
Meeting 5
(Quarterly) !
________________ [

SLA Overview i

1

Finance Meetin .

: 9

Finance Meetings
«Capital Monitoring
«Budget Monitoring

December2010

STRATEGIC AND OPERATIONAL FOCUS

Corporate Director and Chief Executive Meetings (Monthly)
Aim: To provide strategic and significance direction and review Hackney Homes activities in the light of key
Council priorities, including the Sustainable Community Strategy as they arise.

Council/ALMO Corporate Director and Lead Member one to one (Quarterly)
Aim: To consider operational issues and their strategic implications. This includes: reviewing headline
performance; risk and financial information, progress of service reviews and escalating issues as needed.

=z =

OPERATIONAL ISSUES

Client Liaison Meeting (Quarterly)
Aim: To consider performance and operational issues, plugging Hackney Homes into other council initiatives
and departments, monitoring risks, the delivery plan and SLAs.

Finance Meeting (Monthly)
Aim: To review the financial position and options including issues relevant to the bi-annual MTPF for the HRA.
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Risk management

Approach to managing risk

98. Hackney Homes acknowledges its responsibility to ensure that its activities do not needlessly put the
council at risk or increase any inherent risk to the council. We ensure that our performance
management and monitoring arrangements include consideration of risk issues. Our risk
management strategy identifies the main business critical risks — these are monitored and reviewed
by the executive team and as part of client management.

The Risk Register

99. The Hackney Homes risk register identifies risks related to all core areas of business. The register is
updated and reported on in terms progression being made to reduce or eradicate the risk. Hackney
Homes risk register is available on request.
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7.

100.

101.

102.

103.

Finance

The basis of the financial relationship between the Council and Hackney Homes is one of partnership
working to achieve common aims. Hackney Homes is responsible for managing the budgets
delegated to them and for maximising landlord income to the Housing Revenue Account (HRA).

Management fee and delegated budgets savings  — Savings from the management fee and
delegated budgets are depicted below:

Service Area — Budget HH Mgt Fee £000’s HH Delegated Total
Savings 2011/12 £000’s £000’s
Resident Services & 180 350 530
Leasehold/ Right to Buy
Estate Services 480 120 600
Asset Management 100 50 150
Property Services 125 535 660
Finance & Resources 690 - 690
Lower Inflation/ Water rate - 410 410
allowance
Sub total 1,557 1,465 3040
- 1
Saving for reduction in stock 740 255 995
numbers
TOTAL 2,315 1,720 4,035

The Government intends to introduce legislation to reform the HRA from April 2012. The reforms are
likely to include the abolition of HRA subsidy and the redistribution of HRA debt nationally based on a
formulae designed to ensure it is affordable. Councils will be allowed to keep the rents that they
collect and some of the proceeds from sales of assets to help fund their debt. This will give councils
greater financial freedom to meet the housing needs of their local communities. The Council will
work with Hackney Homes on building a sustainable revised HRA business plan model.

Service Improvement objectives

The new HRA from April 2012 brings with it new freedoms for the council but also new
responsibilities in terms of long term business planning and asset management. The effective
management of the investment priorities for its large property portfolio worth £1.6 billion and a
turnover of £116m excluding subsidy will need to be developed using a whole stock, lifetime cost
approach to asset management. To finish the development of this approach the Council will need to
ensure that the quality of the data underlying its 30 year Business Plan, Asset Management Plan
(AMP) and Rent Model are exemplary. Projects are already underway to ensure this. Hackney
Homes will be required to

Asset Management Strategy - Hackney Homes to develop Asset Management Plan and stock
condition data within the (cost and element) parameters agreed with the Council for both residential
and non-residential (commercial and community halls) assets, including infrastructure.

AMP project plan key stage April 2011

Initial data May 2011

AMP update October 2011

Community Halls — Undertake a review of non-dwelling assets, including Garages, Community Halls
and Commercial Dwellings to ensure that their condition, running coasts, maintenance costs and
income re accurately reflected in the Business Model and AMP

Regeneration — To work with the Council to develop financially viable regeneration solutions for
those estates outside the Decent Homes programme.
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Review process

104. There will be a six-monthly review of the relationship between the Council and Hackney Homes
financial functions to consider roles and responsibilities of the finance functions.

Financial aims for 2011/12

105. The overarching financial aims for 2011/12 for Hackney Homes are set out below and the key
deliverables for these activities (Appendix 1) will be monitored through the client framework on a
quarterly basis:

Aim 1: Hackney Homes and the Council to hold client liaison meetings, through which issues on
performance and risk can be reviewed.
Aim 2: Hackney Homes and the Council to work jointly in reviewing the reviewing the recharges
charged to HRA through central recharges and SLA’s. A programme of service levels agreements to
be reviewed will be produced by Hackney Homes annually and monitored quarterly as part of the
client liaison meeting process.
Aim 3: Complete the full implementation of Universal Housing, including:
- the Major Works interface with Cedar and continue to develop business processes to
increase efficiencies and deliver cashable savings.
The internal jobs/external contractor jobs schedule of rates and interface with Cedar and
Paris.
Leaseholder Service Charge transferred from Saffron to Universal.
Agree with the Council appropriate reports written to supply the council with the financial
information required for subsidy returns, final accounts, statistical returns and the pooling
return.
Aim 4: To quality assure and sign off as fit for purpose the underlying stock condition and elemental
data for the AMP and HRA business plan which will be crucial for setting budgets for self financing
HRA from 2012 onwards.
Aim 5: Deliver £3,040m (delegated budgets and management fee) for 2011/12 and agree savings
for 2012/13 in accordance with MTPF targets by November 2011. In addition, produce an outline
plan for 2012/13 and 2013/14.
Aim 6: Ensure savings are delivered through the shared services project
Aim 7: Hackney Homes will continue to ensure that the correct levels of income are being collected
through the following activities during 2011/12:

o Service Charges - in addition to implementing any recommendations coming out of the review
of the methodology used to ensure the capture of all costs through service charging, HH will also
review concierge services in regard to the level and cost of the service and how it is paid for.
Commercial Rents — improving levels of income through robust clienting — this is ongoing
Waste Collection Charges - resolve the issue of collection charges in conjunction with Estates
Environment and LBH Finance.
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8.

Value for money

106. Hackney Homes will support the Council in meeting the requirements of the value for money
standard as described in the new regulatory framework for social housing. Essentially the required
outcome is that:

“... registered providers shall have a comprehensive approach to managing their resources to
provide cost effective, efficient, quality services and homes to meet tenants’ and potential tenants’
needs.”

107. Specific expectations of this standard are that registered providers shall demonstrate to their tenants:

a. How expenditure has been prioritised in relation to each of the standards and in the delivery
of local offers, and in meeting other needs such as investment in new social housing
provision

b. How they have ensure value for money has been secured and tested

c. Plans and priorities for delivery of further value for money improvements

108. In 2011/12 Hackney Homes will concentrate on the following areas to achieve potential savings and
efficiencies throughout the organisation:

Improve clienting of current SLAs

Implement the decision to bring housing management services back in house, and thus realise

cost savings

Shared services — continue work in the area of communications

Deliver £3m (delegated budgets and management fee) for 2011/12 and agree savings for

2012/13 in accordance with MTPF targets by November 2011. In addition, produce an outline

plan for 2012/13 and 2013/14.

Service Charges - in addition to implementing any recommendations coming out of the review

of the methodology used to ensure the capture of all costs through service charging, HH will also
review concierge services in regard to the level and cost of the service and how it is paid for.

Commercial Rents — improving levels of income through robust clienting — this is ongoing

Waste Collection Charges - resolve the issue of collection charges in conjunction with Estates

Environment and LBH Finance.

Housing Management Contracts —in 2011/12 housing management services will be bought

back in house. It is the aim that in the first year the following will be achieved:
o Seamless transfer of Housing Management
o Improved customer satisfaction/customer involvement in decision making.
0 Improved consistency in service provision from the neighbourhoods
o Development of income generating services
0 Reduction in Housing Management costs
Savings

109. Hackney Homes is responsible for both its own management fee and delegated budgets for which
annual cash limits are set. These cash limits include reductions for annual Gershon savings and also
an adjustment for reduction in stock numbers.

110. For 2011/12 Hackney Homes are required to find savings from both the HH management fee and the
delegated budgets.

111. The following table highlights how these savings will be achieved. The overall savings for HH for
2011/12:

112. Items in management fees table total £1.575m

Delegated budget saving total £1.465m

GROUP TOTAL £3.04m
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Budget Planning 2011/12

113. The budget planning timetable for the 2011/12 is depicted in the following table:

By May 2011 Review completed; outturn evaluated

By August 2011 Budget gap identified; proposals to close gap
considered

By November 2011 MTPF must include 3-year savings plan

November 2011 Confirmation of savings proposals
Subsidy information received

January/February 2012 Cabinet approval of rents, budget estimates and
revised MTPF

March 2012 Strategic / Delivery plans updated and signed off
Appraisals and Service Plans completed
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Glossary of Terms

AC
ALMO
AMS
ASB
DH
EFLG
HCA
HH
KPI
LBH
N &R
SLA
TSA

Audit Commission

Arms length management organisation
Asset management strategy

Anti social behaviour

Decent Homes

Equality framework for local government
Homes and Communities Agency
Hackney Homes

Key Performance Indicators

London Borough of Hackney
Neighbourhood and Regeneration
Service Level Agreements

Tenants Services Authority
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Indicative Timescales for delivery of 2011/12 deliv

Appendix 1

ery plan service improvements

Para Service improvement title  Qutcomes to be achieved By which
quarter (TBA)
Tenant involvement and
empowerment standard
39 Customer services training This training will coincide with the transfer
of housing services back in house 3
40 Resident participation A clear programme of training which
training residents can dip into to gain a better 2
understanding of participation
opportunities and activities
41 Implement the Recommendations implemented
recommendations from the 1
Tenant Levy review
42 Publicise ways which Published articles in tenant and resident
resident participation has newsletters over the year 2
made a difference
43 E & D training for TRA’s The provision of E&D training for tenants
and leaseholder.
Content
Diversity — Hackney’s communities and 3
culture
how to encourage member from all
sections of the community
44 Involving young people on a Set up a strategic group that allows young
strategic level people to engage with HH 3
45 Implement HH local offer Publicise agreed offer 1
Agreed measures and PI's
46 Implement tenant scrutiny of Produce bi annual performance report for
performance tenants 2&4
HH tenants scrutiny panel to meet twice a
year 2&4
Para Equalities and Diversity
49 The Equalities Act Staff training and briefing sessions
49 Equality Framework Gap analysis
Action plan compiled to achieve
‘excellence level
49 Customer profiling Streamline collation of information by
revising access form 2
Identifying with service areas information
collection points
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49 Contact manager Implement contact manager
Related procedure for collection
information
49 Single Equality Scheme Ensure service areas identify actions for
action plan 2011/12 in service planning process
Para Home Standard
51 Post inspection Increase number of inspections
Protocol to involve residents in ratification
repairs
52 Decent homes Deliver target for 2011/12 for %age of
homes made decent
58 Tenant Scrutiny Develop structured approach to tenant
scrutiny and performance monitoring within
repairs
59 Installation of CO That all HH tenanted properties are fitted
detectors with a C02 detector where needed.
60 Fire risk assessments All re-surveys carried out and a programme
of related repairs compiled
Repair programme to be undertaken where
funding has been agreed
61 Mobile solutions- Repairs Quicker repairs delivery
Operatives will receive job orders in the
field
62 Review of the repairs Matrix will be reviewed
policy matrix, Repairs contained in the matrix will reflect
tenant needs and reiterate landlord
responsibilities
Para Neighbourhood and
community
64 Local employment - ES Estate Services to provide work
experience and employment for 10
Hackney tenant
65 Community payback Help 100 elderly or vulnerable tenants to
scheme maintain their gardens
66 Renewing open spaces Identify and renew 50 open spaces
67 Ward improvement Working in conjunction with LBH —raise
programme the national capital score
68 Review cleaning products Identify environmentally friendly and

effective cleaning products to use within
estate safety
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69 Zero Waste scheme Extend the pilot run in 2010 to other
estates
70 Dangerous Dogs — swift Ensure protocol/ procedure is in place to
enforcement action against take swift enforcement action
residents Run a publicity campaign in conjunction
with other agencies
Use tenant newsletter and other methods
71 ASB Forum Formulate a resident panel which deals
with ASB issues and service
improvements
72 Crime Prevention demonstrate the impact of action taken on
two estate (e.g. was there a reduction in
ASB
Production of a information leaflets
Working with police and other agencies
73 Gangs — ASB policy review Review of ASB policy with view to take
enforcement action against gang
membership or association
Statement on gangs related procedures
adoption of good practice strategies
74 Publicising Olympic Games Through the close working with LBH
to HH residents team, ensure Hackney residents are
aware of opportunities linked with the
games
Para Tenancy Standard
76 Financial Advice sessions Financial advice events at local venues
for tenants — benefits, debt Articles and publicity to promote
advice and credit union awareness of benefits and debt advice
77 Tenancy agreement review Produce revised version of tenancy
agreement and issue statutory notice.
New agreement to be effective from
1.4.12
78 Implement car parking Introduce enforcement on those estates
enforcement on new estates which voted yes as a result of a
consultation exercise
79 Sub-letting Train neighbourhood staff with an
increased awareness of remedies
available
Increase number of sub-letting
repossessions from 38- 50
Attend 12 TRA's to raise awareness of
tenancy fraud
Para Value for money standard
81 Charge target rent Staff briefed

Report produced
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82 HRA business model HH contributes to overarching strategy by 1
preparation working in conjunction with LBH
83 Direct Debit Increase direct debit usage to reduce
collection costs 3
84 Shared services — Identification of communication activities
communications project which can be shared amongst HH, LBH 1
and other agencies
85 Expansion of supply chain Group expanded 1
management group Areas which will afford economies of 2
scale to be identified
Plan in place for delivery of savings 4
86 Leaseholder — review of Review undertaken 3
management charges Plan of action/ deliverables
87 Concierge charges Undertake a review of this service 4
88 Commercial rent Implementation of robust clienting 2
improvements to increase income
105 Waste Collection charges Resolve issue of collection charges in 3
conjunction with Estate environment
Housing Management Realise reduction in housing 4
Contracts management costs
Develop income generating services 4
Para Leasehold services
90 Benchmarking/ compare Promotion of HH leasehold services 2
services and provide _ _
information Leaflet or news article comparing the
difference
91 HH as a letting agency Investigate interest and good practice 4
92 & Subletting information — Produce leaflet 2
93 building relationships —
landlords and tenants
94 Bi-annual communal repairs Produce leaflet 3

checks pilot
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1.0

1.1.

2.0

2.1.

3.0

3.1.

3.2.

3.3.

SUMMARY

This report will provide Board members with an update regarding the
development of the ‘local offer and tenant and involvement in performance
monitoring, both a requirement of the social housing framework.

RECOMMENDATION

That the Board notes the contents of this report.

BACKGROUND

Board members will be aware of the introduction of the new regulatory
framework for social housing in April last year.

The framework introduced six national standards for social housing against
which housing providers will be assessed.

The framework also contained a number of requirements which providers had
to deliver, the first was the production of an annual tenants report, the second
the production of an agreed set of standards — referred to in the framework as
the ‘local offer’.
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3.4.

3.5.

3.6.

4.0

4.1

4.2

4.3

4.4

4.5

4.6

4.7

4.8

4.9

4.10

4.11

4.12

4.13

4.14

The ‘local offer’ must complement and support the national standards where
tenants want it to and providers must respond to particular needs, essentially
taking into account needs across diversity strands.

Board members will also be aware that the regulatory body — the Tenant
Services Authority (TSA) was abolished as a result of a coalition government
decision.

From April 2012 the remit of the TSA will be taken over by the Homes and
Communities Agency (HCA), however in the meantime local authorities and
RSLs are required to follow the current framework and its requirements.

CONSULTATION PROCESS & FINDINGS

Consultation on the ‘local offer commenced immediately after the
production of the first tenants annual report in October 2010.

Based on feedback gathered from previous STATUS surveys, focus
groups, service specific surveys, complaints, we presented to tenants the top
five priorities which they have told Hackney Homes about over the years.

These were:

ASB — security on estates,

Repairs — quality and responsiveness,

Estate environment — cleanliness of our estates,

Opportunities to get involved and

Value for money — rents

The consultation involved attendance at panel meetings, focus groups, an
invitation in the tenants newsletter inviting tenants to let Hackney Homes know
— what they wanted to see in their local offer.

So far, the original five have been reduced to the top three priorities.
These are repairs, ASB and cleanliness on our estates.

In parallel with this process the Council are also gaining agreement from
other housing Eroviders as to what the borough wide offer should entail.

On the 16" February 2011 some 20 tenants representing RSLs, Housing
Associations across the borough, including representatives from Hackney
Homes tenants, came to together to ‘flesh’ out what were service priorities and
what the borough wide offer should contain.

At this meeting residents agreed that the three priority areas were
universal across the borough.

A discussion on repairs indicated that flexibility around repairs
appointments over the requirement to do a repair within a certain period would
be preferable.

There was consensus that repairs first time is important however there
was an appreciation that a related target would be difficult to agree across
providers.

The group agreed that in regard to repairs and disabled adaptations, that
minor as oppose to major adaptations should be performance monitored.

With regard to ASB — the group favoured the monitoring of how a case is
handled over the measure of satisfaction with outcomes to an ASB complaint
or issue.

They suggested that estate cleaning and ground maintenance provision
should be monitored via inspections which involve residents.

Both Dominic Luscombe (Council) and Clive Taber (Hackney Homes)
facilitated the event and will be producing a report in due course.
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4.15

5.0

5.1.

5.2.

5.3.

5.4.

5.5.

5.6.

5.7.

6.0

6.1.

7.0

7.1.

The Hackney Homes local offer consultation process finishes the end of
February.

TENANT SCRUTINY AND PERFORMANCE MONITORING

Under the requirements of the tenant involvement and empowerment
standard, “landlords are to welcome scrutiny via a tenant panel or equivalent
body”

The local offer will be the basis for any scrutiny in this regard. Tenants will
need to be satisfied that providers are meeting agreed standards and where
they are not — providers must put in place a plan to improve performance.
Hackney Homes sees this as a real opportunity to ensure genuine
involvement of our tenants in performance monitoring. Working in true
partnership with them to get things right and continuously improve.

It is also an opportunity to provide training and information which will help
tenants make informed decisions about the services they receive.

Currently Hackney Homes are consulting residents on what they think the
tenant scrutiny panel should consist of

Hackney Homes’ performance team have done a lot of work identifying good
practice examples in regard how performance information can be presented
for use by residents. This has also involved focus group consultation.
Consultation regarding the tenant scrutiny process and panel membership will
go right up to July 2011, in readiness for the second tenant annual report
which will be the first time HH performance will be reported on in light of the
agreed local offer.

FINANCIAL IMPLICATIONS

Not applicable as it is viewed that any requirements the local offer or tenant
scrutiny format requires will be supported within current resources.

NEXT STAGE

Once both the Hackney Homes and Borough wide local offers have been
agreed and the format for the tenant scrutiny panel decided, then a Board
update will be tabled at a future Board meeting.
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1 SUMMARY

11

1.2

1.3

15

This report explains the Hackney Homes budget and the Council
budgets for which Hackney Homes has delegated management
responsibility. = Summary budgets are shown in Appendices 1
(Revenue) and 2 (Capital).

Hackney Homes'’ total gross expenditure budget is £49.6 million, the
majority of this is funded by the Management Fee of £48.6 million. The
Management Fee is the maximum amount which the Council will pay to
cover Hackney Homes’ payroll and organisational costs, including HR,
finance and ICT SLAs for services provided by the Council (see
Appendix 1).

Delegated Budgets total gross expenditure is £84.9 million. This is for
the operational costs of front line services, and includes payments to
managing partners and TMOs and some SLAs for services provided by
the Council. Delegated gross income budgets total £149.1 million the
majority of which is for Rents (£96.8 million).

The 2011/12 Capital Programme is being finalised with the Council. It
is anticipated that the capital budget for which Hackney Homes has
responsibility for delivering will total £34.8 million (see Appendix 2).
The overall capital budget for the HRA will total £66.45 million.

2 RECOMMENDATIONS

2.1

That the Board approves the Hackney Homes budgets and draft
Capital programme for 2011/12 subject to Hackney Council
Cabinet approval.

3 BACKGROUND

3.1

3.2

3.3

The Management Agreement defines the Housing functions for which
Hackney Homes will have management responsibility.

The Management Fee defines the amount which the Council will pay
Hackney Homes for the provision of the management service. This
equates to the payroll and overhead costs of the organisation. For
2010/11 the Management Fee is £48.6 million.

As the Council retains ownership of the housing stock and current
contracts for management, maintenance and Decent Homes
programmes the money for these budgets will remain with the Council
and be managed by Hackney Homes. All income will remain with the
Council.
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4 PROPOSAL

4.1

4.2

4.3

4.4

4.5

5.1

6.1

8.1

Hackney Homes has worked with the Council to ensure that total HRA
budgets meet the requirements of the Medium Term Planning Forecast
(MTPF) and are within the cash limit according to the Plan. Efficiency
savings have been built into most revenue budgets and the
Management Fee.

The impact upon Hackney Homes has been the need to make
significant value for money savings totalling £3.04m of which £1.6
million is from its Management Fee. The details for these savings were
provided to the July 2010 Board meeting.

The management fee for 2011/12 has been increased to reflect the
Housing Management Partner staff who will be TUPED into HH and
also the annual adjustments for inflation, stock changes and efficiency
savings. This is reflected in the staffing budgets.

It is estimated that there will be a need to make savings of £1m per
annum for the next two years from the HH management fee / delegated
budgets. Officers will bring proposals to the Board / Audit & Finance (A
& F) Committee in the new financial year to detail the savings.

During the course of 2011/12 the Management Fee will be reviewed to
ensure that Hackney Homes has sufficient resources to undertake its
responsibilities.

IMPACT UPON HACKNEY HOMES STRATEGIC PLAN

The Strategic Plan will need to include the impact of the Budget
Strategy as part of its key strands.

IMPACT UPON HACKNEY HOMES RISK REGISTER

The HH Risk Register includes the risk of the getting a balanced
budget set each year.

THE HACKNEY HOMES SINGLE EQUALITY SCHEME 2010 — 2 013

N/A

CONSULTATION PROCESS & FINDINGS

Both the Board; A & F Committee and the Executive Team have been
kept informed and their opinions sought over the past few months in
finalising the budgets.
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9 ICT IMPLICATIONS

N/A

10 HUMAN RESOURCES IMPLICATIONS

10.1 Any reductions in the HH Management fee may impact upon staffing
and therefore HH will have to manage this process through proper
consultation and with regards to the Organisational Change Policy.

11 EINANCIAL IMPLICATIONS

11.1 These have been included in the body of this report and the
appendices.

12 LEGAL IMPLICATIONS / ADVICE

N/A

13 OTHER RELATED DECISIONS / GUIDANCE

N/A

14 CONCLUSION

14.1 The 2011/12 HRA and HH Budget setting process has been challenging,
however a balanced budget has been achieved. In future years there
needs to be a clear strategy of areas to be reviewed and level of savings
needed.

43



APPENDIX 1

HACKNEY HOMES LTD ANNUAL BUDGET 2011/12

EXPENDITURE

Direct Costs
Indirect Costs
Training
Employee Costs

Fixtures and Fittings
Rent and Rates
Premises Costs

Direct Transport Costs
Hire and Leasing
Transport Fees
Travel Allowances
Transport Costs

Catering
Clothing and Uniforms
Communications & Computing
Contribution to Provisions
Expenses
Fees and Services
Furniture & Equipment
Grants & Subscriptions
Printing, Stationery & Office
Expenditure
SLA's

Supplies and Services

General Third Party Payments
Social Services Client

Third Party Payments / Transfers

Total Expenditure

INCOME

Customer & Client Receipts
Recharges
Interest

Total Income

TOTAL

2011/12

43,204,937
256,645
686,760

44,148,342

6,000
156,505

162,505

5,930
1,000
18,650
145,840

171,420

48,950
91,100
641,400
200,000
40,800
1,120,230
343,582
29,630

402,126
2,148,800

5,066,618

25,800
20,000

45,800

49,594,685

(49,532,700)
(44,385)
(17,600)

(49,594,685)
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APPENDIX 1

DELEGATED ANNUAL BUDGET 2011/12

EXPENDITURE

Training
Employee Costs

Cleaning

Energy Costs and Water Services

Fixtures and Fittings

Grounds and Road Maintenance

Rent and Rates

Repair & Maintenance of Buildings
Premises Costs

Direct Transport Costs
Hire and Leasing
Transport Fees
Transport Costs

Communications & Computing
Fees and Services

Furniture & Equipment

Grants & Subscriptions
Printing, Stationery & Office
Expenditure

Supplies and Services

General Third Party Payments
Voluntary Organisations
Third Party Party Payments /
Transfers

Recharges between Departments
Recharges within Departments

Support Services

Capital Charges
Capital Charges / Financing

Total Expenditure

INCOME
Customer & Client Receipts

Recharges
Total Income

TOTAL

2011/12

15,000

15,000

224,602
4,609,705
594,150
1,000
930,065
35,652,419

42,011,941

902,319
520,200
416

1,422,935

305,240
4,496,035
2,756,790

171,000

34,200

7,763,265

26,466,702
4,604,695

31,071,397

990,050
1,213,212

2,203,262

455,060

455,060

84,942,860

(148,845,668)

(246,922)

(149,092,590)

(64,149,730)
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[tem No. 11

Title of Report: FINANCIAL OVERVIEW REPORT

Decision Making Body: Date:
HACKNEY HOMES BOARD Tuesday 1 % March 2011
Classification: Report of:

For Information

Director of Finance & Resources

Item Previously considered at: N/A

On Which Date: N/A

Report Author: -
Sunil Desai, Head of Finance

Appendices: None

Report Outline:

Paragraph: 1 — Summary of Report;
Paragraph: 2 — Recommendations;

Paragraph: 3 — Background;

Paragraph: 4 — HRA Reform / Insurance / Budget Moni  toring 10/

Paragraph: 5 — Impact Upon The Hackney Homes Strate

Paragraph: 6 — Impact Upon The Hackney Homes Risk R egister

Paragraph: 7 — Consideration of the Hackney Homes S ingle
Equality Scheme 2010 — 2013;

Paragraph: 8 — Consultation Process & Findings;

Paragraph: 9 — ICT Implications;

Paragraph: 10 — Human Resources Implications;

Paragraph: 11 — Financial Implications;

Paragraph: 12 — Legal Implications / Advice;

Paragraph: 13 — Other Related Decisions / Guidance.

11;

gic Plan;

If you have any questions about this report, please
or email sunil.desai@hackneyhomes.org.uk.

contact Sunil Desai on telephone number 0208 356 3

429
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1

11

1.2

13

14

2.1

3.1

3.2

3.3

3.4

3.5

SUMMARY

This report provides an update on the HRA Reform / HH Insurance
arrangement for 2011/12 and budget monitoring position for 2010/11
as at end of January 2011.

Further details on the HRA Reform were published on 1% February:;
broadly speaking the impact upon Hackney residents is likely to be
favourable. However, detailed analysis still needs to be undertaken to
understand the full impact of the reform.

A decision has been taken for HH Insurance for 2011/12 to be
combined with that of the Council in order to make efficiency gains.

Currently, the revenue forecast for 2010/11 is for a break even
position on HH own budgets. This is a change from the December
position which was for underspend for £239k. The delegated budgets
are forecasted to have a net overspend of £54k.

RECOMMENDATIONS

That the Board notes this update report.

BACKGROUND

The details of the HRA reform have been published and these set out
the one off debt settlement that Hackney will receive together with the
model which shows the expected 30 year income and expenditure.
The finance team is working through these details to understand the
full impact.

HH Insurance was up for renewal by April 2011 therefore options
have been considered as to which would the maximum benefits both
financial and efficiency.

Budget Managers within each of the four directorates are expected to
use their local knowledge and current performance levels of activity in
their area to forecast spend to the year end.

Budget monitoring is part of the performance management process
for HH and the Council.

Regular budget monitoring and budget plans are reported to the Audit
& Finance (A & F) Committee. At the last meeting on Monday 7™
February 2011 a detailed report was produced on Property Services —
Asset Management.
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4

HRA REFORM / HH INSURANCE & BUDGET MONITORING 10/11

HRA Reform

4.1

4.2

4.3

4.4

4.5

The HRA reform, due to come into effect in April 2012, will radically
reform council housing finance by dismantling the current HRA
subsidy system, which pools the debt of individual boroughs, and
devolving financial responsibility to the boroughs. Under the self-
financing system, the Council will keep all of the rent it collects face
the true cost of maintaining its stock. In return, Hackney will accept a
share of the overall £25bn of HRA debt, which as of Feb 1sthas been
set at £106m (the lowest debt per dwelling in the country of £4,706),
facing any risks associated with the management of our assets.

The initial analysis of the details published on the HRA reform means
that under the self-financing scheme, Hackney will have the
opportunity to underpin its vision for housing with a robust 30 year
business plan with no further dependency on uncertain annual
subsidy decisions. Hackney will lose the £43m annual subsidy used
to pay interest on our notional debt it currently receives from the
HRA. However, its level of notional HRA debt of £884m will be
reduced by £780m. In calculating the one-off debt settlement CLG
has uplifted Hackney’s allowances by 15% to spend on managing,
maintaining and repairing the social housing stock. This is in line with
the national average and translates into a lower opening debt level.

In addition, over time, Hackney’s actual debt level has fallen £98m
lower than the assumed (notional) level of debt under the subsidy
regime. Therefore using March 2010 consultation figures, post-debt
settlement, our actual debt will be almost entirely eradicated - £9m -
not including any new borrowing to fund LA New Build, expected to
total £16m.

It is also worth noting that Right to Buy receipts (75% reserved part)
will continue to be retained by the Treasury.

The overall settlement is better than staying with the HRA subsidy
system; work is underway to make the settlement work and create a
viable business plan.

HH Insurance

4.4HH Insurance was up for renewal from April 2011. Various options were

considered to and reported to the A & F Committee. The best option was
to combine our insurance with that of the Council thereby achieving
efficiency gains and ensure that the premiums charged are in line with
current costs.
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Budget Monitoring 10/11

4.5

4.6

4.7

4.8

4.9

4.10

The forecast year end position for HH is to break even which is a
change from the underspend of £239k reported previously. The
primary reason for this change is due to making a provision for
voluntary redundancies arising as result of significant reductions in the
level of capital resources available. This has meant that HH staff
funded from capital resources have had to be issued with requests for
voluntary redundancies.

The HH delegated budgets are showing a projected overspend of
£54k which is a small reduction of approx £18k from the figure
previously reported. Although there are a number of compensating
under / overspends; the main focus is on HRA Repairs &
Maintenance (R & M).

As previously reported the overall HRA R&M budget is expected to
overspend to budget. There are pressures on individual R&M
budgets particularly relating to reactive repairs and voids. There is a
risk that this may increase up to £2m should sufficient Capital
resources not be available to capitalise major work voids / high value
repairs as demand is greater than expected.

The A & F Committee of 4/10/10 commented that although the HRA
R & M budgets were felt to be under resourced as there have been
year on year pressures on the repairs budgets, however HH must
ensure that expenditure is contained within the available cash limits.
Council and Hackney Homes’ Officers are working through the detail
of the HRA review which may give both Hackney Homes and the
Council the opportunity to re-base the budget and work up a 30 year
business plan.

The other main areas which still need to be monitored closely are —

Ensuring identified savings for 2010/11 are realised.

Utility costs, this is a risk as the budget is £0.2m under the outturn
for 2009/10. HH finance is working closely with relevant budget
managers and the Council (Energy Management Unit) to resolve
these issues and ensure that a correct year end projection is made
of these costs.

Reduced rental income due to higher levels of voids or increased
levels of arrears.

HH total re-profiled Capital Programme for this year is £85m and the

current monitoring shows that we anticipate an underspend of £0.7m,
as a result of underspends on planned maintenance schemes.
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5.1

6.1

7.1

8.1

9

9.1

10

10.1

11

111

12

13

IMPACT UPON HACKNEY HOMES STRATEGIC PLAN

A balanced budget and budget monitoring is fundamental to the
achievement of HH business objectives. Regular budget monitoring
reports are submitted to the A & F Committee. The process outlined
in this report will allow the Board to understand the budget process so
that the budget will be set to best deliver the business objectives.

IMPACT UPON THE HACKNEY HOMES RISK REGISTER

The HH risk register includes the risk of not having a balanced budget
and robust budget monitoring. The mitigating action includes robust
budget planning and budget monitoring, undertaken by the Executive
team and the A & F Committee and the Board.

THE HACKNEY HOMES SINGLE EQUALITY SCHEME 2010 -2 013

The delivery of the scheme is dependant as least in part on adequate
resourcing. Good financial planning, it's monitoring and Board input
will ensure that resources are allocated to priority areas.

CONSULTATION PROCESS & FINDINGS

Key stakeholders are consulted on budget proposals, as will residents
as part of the rent consultation process. In addition HH will work
closely with the Council to ensure that proposals made by HH will
allow the Council to deliver its priorities.

ICT IMPLICATIONS

There are no specific IT implications arising from this report.

HUMAN RESOURCES IMPLICATIONS

Any adjustments in the HH Management fee may impact upon staffing
and therefore HH will have to manage this process through proper
consultation and with regards to the Organisational Change Policy.

FINANCIAL IMPLICATIONS

These have been included in the body of this report.

LEGAL IMPLICATIONS / ADVICE

N/A

OTHER RELATED DECISIONS / GUIDANCE

N/A
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Item No. 12

Title of Report: RLG AWAYDAY — PROPOSAL FOR BOARD APPROVAL

Decision Making Body: Date:

Hackney Homes Board 01-03-2011

Classification: Report of:

For information & Approval Director of Finance & Resources
Item Previously considered at: On Which Date: N/A

N/A

Report Author: Tess Merrett Appendices: N/A

Report Outline:
- Paragraph: 1.0 - Summary of Report;
Paragraph: 2.0 - Recommendation(s) to the Board ;
Paragraph: 3.0 - Background;
Paragraph: 4.0 - Impact Upon The Hackney Homes Stra tegic Plan;
Paragraph: 5.0 - Impact Upon The Hackney Homes Ris  k Register;
Paragraph: 6.0 - Consideration of the Hackney Home s Single
Equality Scheme 2010-13
Paragraph: 7.0 - Consultation Process & Findings;
Paragraph: 8.0 - ICT Implications;
Paragraph: 9.0 - Human Resources Implications;
Paragraph: 10 - Financial Implications;

1.0 SUMMARY
This report briefly describes the outcome of the Resident Liaison Group
(RLG) Awayday held on 4 February 2011 and its proposal for future
meetings of the RLG. .

2.0 RECOMMENDATION

The Board is asked to approve the proposal put forward by the RLG in
respect of future meetings namely, for the time being there will be 7
meetings a year rather than 6 and

Three meetings a year will be chaired on an alternating basis by
the Chair of Hackney Homes Board and LBH

Four meetings a year will be chaired by the Chief Executive of
Hackney Homes.
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3.0

BACKGROUND

The RLG met twice last year in June and September to discuss the way
forward with the RLG as members felt the group was not working as
effectively as it could. Following some hard work at these sessions, the
group agreed a revised format which included members themselves
setting a focussed streamlined agenda and separate meetings with the
Chief Executive and relevant officers. As part of the way forward, the
group suggested an awayday and this took place at City Edge on 4
February.

Members were asked for suggestions for the agenda and as a result of
this a programme for the day was drawn up. One of the agenda items
was the future of the RLG as despite the hard work undertaken at the
two special RLGs last year, the meetings were not operating as
positively as had been hoped. The following areas were part of the
discussions:

There were personality clashes

The chemistry didn’t work

Who should chair

It was felt to be useful particularly in resolving personal issues
It should have a resident led agenda and residents needed to
know what was going on in HH

Smaller agendas

Time factor an issue

Separate meetings with CEO and relevant officers

It was not the forum to raise personal issues

Issues were not addressed at Panel level

Group set up to liaise with HH and Council

Following these discussions the group agreed:
4 meetings a year with relevant officers and CEO 6.30 pm start
3 meetings a year chaired in rotation by Chair of HH and LBH
Themed agendas

If the Board approves this approach, new terms of reference will be
drawn up for agreement by the RLG.
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4.0

5.0

6.0

7.0

8.0

9.0

10.0

IMPACT UPON THE HACKNEY HOMES STRATEGIC PLAN

N/A

IMPACT UPON THE HACKNEY HOMES RISK REGISTER

N/A

CONSIDERATION OF THE HACKNEY HOMES SINGLE EQUALITY

SCHEME 2010-13

No implications

CONSULTATION PROCESS & FINDINGS

N/A

ICT IMPLICATIONS

N/A

HUMAN RESOURCES IMPLICATIONS

N/A

FINANCIAL IMPLICATIONS

Added costs of an extra meeting
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[tem No. 13

Title of Report:

PATHFINDER PLAY AREA

Decision Making Body: Hackney
Homes Board

Date: 1% March 2011

Classification: FOR INFORMATION

AND APPROVAL

Report of: Interim Head of Estate
Environment Christophe Tabi

Item Previously considered at:
Hackney Homes Ex ecutive
Team

On Which Date:
April 2009

Report Author:: Christophe Tabi
0208 356 1937

Appendices:
1. List of Sites

1.0 SUMMARY

This report is to describe the play area maintenance requirement following
the creation of 18 new play sites by the Pathfinder Programme.

For list of sites please see appendix 1

2.0 RECOMMENDATION(S)

Our recommendation is to agree leasehold charges and establish an on
going budget for regular grounds maintenance and cleaning for the new
18 environmental friendly sites.

3.0 BACKGROUND

The Learning Trust secured £2.2m funding known as the City Strategic
Pathfinder to be spent over a two year programme for 2008/9 and
2009/10. It was agreed that work would cover existing play area in the first
year and that new play areas would be developed in the second year ,
allowing for planning. The Council provided support with the procurement
process enabling them to move issues through faster. There were 3 plans,
existing play areas, new play areas, and building a new adventure play
area.

These new play areas were to be more environmentally friendly, they were
to be made of wood, boulders, stones, not metal swings and roundabouts.
Slides would be made from hills of dirt, grassed over and slide attached.
There were many different types of play equipment, were the young
people could learn more, from touching and feeling different types of
surfaces.
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4.0 MPACT UPON THE HACKNEY HOMES STRATEGIC PLAN 2008 —
2013

Is was agreed that following completion of these sites Hackney Homes
would provide cleaning and ground maintenance for the new style of
environmental friendly play areas.

The landlord has a statutory obligation to maintain play areas and this will
be extended to the additional 18 sites.

5.0 IMPACT UPON THE HACKNEY HOMES RISK REGISTER

Several risks are identified:

Risks based inspections are carried out in line with statutory requirements
and to fall in line with the BSEN1176/77 changes.

Without regular maintenance and cleaning of these new sites, children will
be exposed to high risk of injuries and general health and safety,
implication could then be claims will be brought against Hackney Homes/
London borough of Hackney.

6.0 CONSIDERATION OF THE HACKNEY HOMES SINGLE EQUALITY
SCHEME 2010-13

The new environmental friendly play areas have been designed to
provide facilities for children of all ages and disabilities .

7.0 CONSULTATION PROCESS & FINDINGS

Consultation was under taken across the borough, and the Learning Trust
advertised in Hackney Today, the web, leaflets etc asking the community
for there ideas of where these play areas should be. There were many
locations put forward, in parks, on hackney homes estate and on Housing
Associations estates. Consultation with local groups and TRA'’s took place
and results were brought back to the steering group. After site analysis,
sites were agreed and consultation with the individual groups took place.

Tenders were advertised and specialists in this field of play equipment
were appointed.

In phase 1 Hackney Homes had 5 sites identified, phase 2, 10 sites were
identified. The Learning Trust could not identify land to build the new
adventure play area, so they asked for permission from their funders to
upgarde3 of the existing adventure play areas, which was agreed.
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8.0 ICT IMPLICATIONS

N/A

9.0 HUMAN RESOURCES IMPLICATIONS

The implications is that there are no resources within EE at present to
provide on going cleaning and ground maintenance which were agreed
to be £45k for the initial 15 sites in April 2009.

11.0 EINANCIAL IMPLICATIONS

The issue of maintenance after the phase one play areas were finished
was discussed at every steering group meeting the first 9 months of the
programme, there was a small amount of funds that could be used for
training, but there had been no provision for the extra work that the
ground maintenance and estate cleaning teams would have to take on,
after these new play areas were finished. Estate Environment worked on
a maintenance plan for the first five, and it was established that they
would need at least £15k extra funding to maintain these new play areas,
just for grounds maintenance and cleaning, to keep them to a
satisfactory standard. This funding was only agreed after a meeting took
place with the Chief Executive of the Learning Trust, Chief Executive of
Hackney Homes and the Head of Estate Environment Hackney Homes.

The current situation is 9 out of the 10 sites of phase 2 have now been
completed. On going health and safety aspect s are being conjointly
monitored by all parties involved.

EE estimated that they would need in the region of £45k if they had 15
sites on there estates. It is estimated that 18 sites will cost £54k p.a.
(E57-49 p.w) to be maintained at a good quality standard.

12.0 LEGAL IMPLICATIONS / ADVICE

N/A

13.0 OTHER RELATED DECISIONS / GUIDANCE

It was agreed that no charge would be passed on to leaseholders for the
provision of the new play areas. A decision needs to be made to
establish an on going cleaning and ground maintenance budget , as well
as an agreement to pass the extra costs on to leaseholders and
residents.
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Item No. 14

Title of Report: UPDATE REPORT ON DECENT HOMES PROGRAMME
2010-11 3rd QTR

Decision Making Body: Date:

Hackney Homes Board 01-03-2011

Classification: Report of:

“For Information” Head of Asset Management

Item Previously considered at: On Which Date: N/A

N/A

Report Author: Jonathan Oxlade Appendices: Appendix A 2010/11
Decent Homes programme — external
and internal works.

Report Outline:
- Paragraph: 1.0 - Summary of Report;
Paragraph: 2.0 - Recommendation to the Board ;
Paragraph: 3.0 - Background;
Paragraph: 4.0 - Impact Upon The Hackney Homes Stra tegic Plan;
Paragraph: 5.0 - Impact Upon The Hackney Homes Ris  k Register;
Paragraph: 6.0 - Consideration of the Hackney Home s Single
Equality Scheme 2010-13
Paragraph: 7.0 - Consultation Process & Findings;
Paragraph: 8.0 - ICT Implications;
Paragraph: 9.0 - Human Resources Implications;
Paragraph: 10 - Financial Implications;
Paragraph: 11- Legal Implications / Advice;
Paragraph: 12 - Other Related Decisions / Guidance.

1.0 SUMMARY
1.1 This report briefly describes the current progress in relation to the
2010/11 Decent Homes programme, including the new funding regime
for 2011/12 and the impact of HRA reform from 2012/13.

2.0 RECOMMENDATION

2.1  This report is for information only.

3.0 BACKGROUND

3.1 The work included in the 2010/11 programme is attached as Appendix A.
3.2 The spreadsheet lists works completed, and committed works that are
expected to be completed by the end of the year by individual address.
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3.3

3.4

3.5

3.6

This is fully funded within the 2010/11 capital programme. Please note
that not every address in a given block has had internal works. This is
because some work has been done in previous years, or that a tenant
has declined the work. Leaseholders do not get any internal work under
the Decent Homes programme.

Although the 2011/12 programme is expected to be significantly reduced,
we are pleased to say that this year (2010/11) we have invested £35m in
Decent Homes work, delivering 1385 new kitchens and bathrooms. We
have also put new windows in 582 homes, new roofs on 415 homes and
carried out structural repairs to 604 homes.

The government has changed the way in which Decent Homes is
funded. Regrettably, instead of the £50m we were expecting next year,
this is likely to be reduced to £10m. The funding could be even less — we
are expecting to find out at the end of February. Then we will be able to
make recommendations a 2011/12 programme and to be able to inform
residents early in the new financial year. The funding announcement will
include a firm allocation for 2011/12 and 2012/13 and an indication for
the next two years to 2014/15. We will incorporate these figures into the
HRA Business Plan required as part of HRA self-financing.

HRA Reform

The CLG have published the long awaited HRA reform documentation.
This sets the outline terms for coming out of the HRA subsidy regime.

The general principles that were outlined by the previous Government
have been followed through.

The stock will be valued using Net Present Value techniques based on
government assumptions of the need to spend and rent levels to give an
affordable level of debt. For Hackney that is just £107m compared with
current HRA debt of £725m. This looks like a good result for Hackney.
On one level it is good because a significant amount of debt is being
written off and allowances are being increased. However the calculation
is based on the government’s assessment of the costs and income to the
HRA and thus reflects a low valuation of the Council’s stock.

Overall the terms of the settlement would make the HRA significantly
better off than it would have been under the current financial regime.
However the challenge is to make a fully sustainable HRA business plan
from that settlement. The initial analysis of the settlement data suggests
that this will be a challenge so it would be unwise to commit significant
amounts of resources until the HRA Business Plan has been completed.

We are currently re-assessing all our stock condition data and have
produced a draft of the HRA Business Plan model. There is also an
independent review of our stock condition data underway. When the
review is complete we will understand what further data is needed and
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4.0

5.0

6.0

7.0

8.0

whether further stock condition surveys are necessary to collect that
data. The review includes an assessment of the 6,500 homes that were
classed as Decent at the start of the programme.

IMPACT UPON THE HACKNEY HOMES STRATEGIC PLAN

This is a regular update report on Decent Homes’ objectives in the
strategic plan.

IMPACT UPON THE HACKNEY HOMES RISK REGISTER

No impact from this update report.

CONSIDERATION OF THE HACKNEY HOMES SINGLE EQUALITY

SCHEME 2010-13

No implications.

CONSULTATION PROCESS & FINDINGS

N/A

ICT IMPLICATIONS

N/A

9.0 HUMAN RESOURCES IMPLICATIONS

N/A

10.0 EINANCIAL IMPLICATIONS

The area by area expenditure breakdowns are as foll  ows:

2010-11

Contract area Budget Spend at end of Q3
£'000 £'000

North East 5,815 3,733

Stoke Newington 4,231 1,954

Homerton 4,403 4,000

Shoreditch A 6,710 5,542

Shoreditch B 5,620 5,093

Street Properties 7,850 5,228

Total 34,629 25,550
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11.0 LEGAL IMPLICATIONS / ADVICE

N/A

12.0 OTHER RELATED DECISIONS / GUIDANCE

N/A
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