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                          Monday 8 th September 2008 at 6.30 pm to 8.35 pm 
 

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

A AGENDA Part A (open to the public)  

 
 
 

Item Presenter  Subject Status Duration Time 

 
1. 

Chair Welcome/Apologies/Introductions 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 
public 

Information  
2 mins 

 
6.33-6.35 

 
4. 

Chair 
 

Minutes of Monday 18th August 
2008 (Part A) and Matters Arising 

 
Decision 

 
5 mins 

 
6.35-6.40 

 
 

5. 

 
Chair 

 
Hackney Homes’ Chair Report 

 
 

Information 
(Verbal Report) 

 
 

5 mins 

 
 

6.40-6.45 

 
 
 
 
 

6. 

S Lloyd 
 
 
 
A Burke 

Report back from Committees 
 
     a)  Audit and Finance    
Committee Meeting 
          1st September 2008 
 

 Human Resources 
      Committee           
           3rd September 2008 

 
 
 
 
 

Information 
(Verbal update) 

 
 
 
 
 

5 mins 

 
 
 
 
 

6.45-6.50 

 
 

7. 
C Graves 

 
 
Chief Executive’s  Report -  
  Strategic Overview  
 

 
 

Information 
(Report) 

 
 

10 mins 

 
 

6.50-7.00 
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8. 

C Graves 
& 
Executive 
Team 

 
 
Hackney Homes Performance – 
Overview 
  

 
 

Information 
(Discussion) 

 
 

10 mins 

 
 

7.00-7.10 

 
 

9. 
B Madden 

 
Value for Money Blueprint 
Strategy and Work Programme 
For the Year 2008/9 
 

 
 

Decision 
(Report) 

 
 

10 mins 

 
 

7.10-7.20 

 
 

10. 
B Madden 

 
Value for Money Work 
Programme 2007/08 Review of 
Progress as at 31st March 2008
  

 
 

Decision 
(Report) 

 
 

15 mins 

 
 

7.20-7.35 

 
11. 

 
T Haill 
 

 
ICT Strategy  

 
Decision 
(Report) 

 
10 mins 

 
7.35-7.45 

 
12. C Taber 

 
Rent Arrears Strategy  
  

 
Decision 
(Report) 

 
10 mins 

 
7.45-7.55 

 
13. C Taber 

 
Resident Participation Strategy 
 

 
Decision 
(Report) 

 
10 mins 

 
7.55- 
8.05 

 
 

14. 

 
Chair  

 
 
Any Other Business 

 
 

Information 

 
 

4 mins 

 
 

8.05-8.09 

 
 

15. 
 

 
Chair  

Date of Next Board Meeting:  
Monday  20th October 2008 at 
6.30pm 
Christopher Addison House   

 
 

Information only 

 
 

1 min 

 
 

8.09-8.10 

 
 
PART B AGENDA – (Not Open to the Public) 
 
The following item forms part of the Hackney Homes Ltd Board Meeting Part B Agenda 
and is not open to the Public: 
 
Hackney Homes Board Meeting Part B Agenda on Monday  8th September 2008: 

 
 
1. Financial Overview and Budget Update (This Report cannot be disclosed as it 

contains confidential and commercially sensitive information) 
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Present 

Board Members 
Rupert Tyson (Chair) 
Samantha Lloyd 
Asim Bhattacharyya 
Brian Marsh       
Marie Photiou 
David Larkin  
Jonathan McShane 
Feryat Demirci 
Karen Dodds 
Terry J Edwards 
 

Hackney Homes Officers 
Charlotte Graves  
Neil Isaac  
Peter O’Kane 
Tom Hogan 
Jim Paterson  
Paul Munday 
Alan Turner 
Kevin Kingston 
Chris Tabi 
Neehara Wijeyesekera 
Helen Toner 
 

Stakeholder Representatives (Hackney 
Council) 
Michelle Patterson 
 
Member of the Public 
Eric Cato 
 
Lambeth Living  
Asuman Ozkan (Chair) 
Alan Bevan (Board Member) 
Mimi Roberts (Board Member) 
 
 
Housing Partners 
John Ferman-Pathmeads 
John Newbury-Mouchel 
 
 

 
 
 Part A – Open to the Public Action Date 

 
1. Welcome/Apologies/ 
Introductions 

Apologies were received from the following: 
·   Alice Burke 
·  Audrey Villas 
·  Afolasade Bright  
·  Linda Kelly  
·  Danny Sutcliffe 
·  Elliot Brooks 
·  Gary Penticost  
·  Robin Smith 
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·  Stephen Tate 
·  Jamie Carswell 
·  Pat Ronayne 

 
  
Introductions : The Chair introduced the following: 

·  Lambeth Living representatives- Asuman Ozkan (Chair), Mimi Roberts 
and Alan Bevan. 

·  Paul Munday 
·  Kevin Kingston 
·  Chris Tabi 
·  Neehara Wijeyesekera 

 
 
2. Declarations of     
    Interests. 

 
None 
 

  

3. Questions from the  
    Public 

The following questions were received from the publ ic: 
Mr Cato 
Question 1 
How do Hackney Homes select the tenants for homes in the Hackney area? 
The Meeting was informed that selecting tenants was not under Hackney 
Homes remit. Hackney Council were responsible for the assessment of the 
housing needs of people on the housing register. 
 
Question 2 
There is a shortfall of £10,000 written off I rent and how does that affect 
Hackney Homes? 
The discussion by the meeting centred on making the system more efficient 
without encouraging defaults in rent payment. Neil Isaac informed the Board 
that each year Hackney Homes had to provide for uncollectible rent. The loss 
would be written odd against reserves to prevent any problems with the 
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revenue account. The meeting agreed that measures should be in place to 
minimise leaks so that other people are not encouraged to follow those who 
default in their rents and escape without action. 
 
The website must provide information about the rent system and emphasise 
that non-payment would be dealt with seriously.  
 
North and South Defoe TRA 
In regards to the DECANT status, can the TRA have some clarity in regards to 
its affects when bidding through the Choice Based lettings scheme. 
 
Board Members thought the policy on decant was not clear. The Board said 
that they would need further information to clarify the choice-based letting 
process.  
Responses to the questions would be sent to Mr Cato and the North and South 
Defoe TRA. Copies of the responses would be available on the Hackney 
Homes website. 
 

 
 
 
 
N Wijeyesekera/ 
Communications 
Team/Governance 
 
 
 
 
 
 
 
N Wijeyesekera/ 
Communications 
Team/Governance 
 

 
 
 
 
TBC 
 
 
 
 
 
 
 
 
 
TBC 

4.  Minutes of 14 th  
     July 2008 (Part  

A) and Matters  
Arising 
 
 
 
 
 
 
 
 
 

Minutes of  14th  July 2008  
Minutes agreed 
 
Matters arising from the Hackney Homes Board Meetin g Minutes of 14th 
July  2008  

·  The Board was informed that Board Member appraisals were 
completed on 4th July 2008. 

 
·  Peter O’Kane informed the Board that changes to Council s106 

process were not complete. An update would be given to Board 
Members in due course. 
 

       

 
 
 
 
 
 
 
 
P O’Kane 
 
 
 
 

 
 
 
 
 
 
 
 
TBC 
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·  Independent Board Member vacancy. 

The Board was informed that the closing date was 15th August 2008. 
Board Members will be updated with the progress. 

  
 
N Isaac 
 
 

 
 
18.08.08 
 
 
 
 
 
 
 

5. Hackney Homes’  
    Chair Report 
 

The Chair informed the Board that he met Baroness Andrews, under Secretary 
of State for the Department of Communities and Local Government. He told 
the meeting that he had invited Baroness Andrews to visit Hackney Homes 
and meet the management and staff. The Board would get an update. 
 
The Board noted the Hackney Homes Chair Report. 

 
 
 
 
 
 

 
 
 
 
 
 

6. Report back from    
    Committees:     
  
a) Hackney Homes  
     Joint Committee  
     Meeting – 31st July 
     2008 
 
b) Hackney Homes  
    Audit and Finance   
    Committee Meeting- 
     11th August  2008 
 
 

The Board received verbal updates from Committee Chairs. 
 
 
Samantha Lloyd informed the Board that the Hackney Homes Joint Committee 
failed to take place because the members that attended were not enough for 
the meeting to take place. She said that the Board would receive report back 
from future HHJC meetings. 
 
 
Samantha Lloyd informed the Board that Audit and Finance Committee  
Members received training on the procurement process. She added that there 
would be more targeted training on procurement to prepare the Committee for 
active participation in the procurement process. 
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The Board was also informed that the Audit and Finance Committee carried 
out extensive analysis of the Hackney Homes Risk Management Strategy 
Review. She said that both management and Committee Members discussed 
and changed the risk ratings. The amended review was commended to the 
Board. 
 
The Board noted the report back from the Committees. 

7. Chief Executive’s  
    Report-Strategic    
    Overview 
     

The Chief Executive outlined the activity, performance and strategic issues at 
Hackney Homes. She informed the Board that tenant participation structure 
changes had enhanced the handling of responses to tenants. The process 
would continue to improve and updates would be reported to the Board. 
 
4.0 Finance and Resources 
The Board was informed that the Audit and Finance Committee on the 7th of 
July approved and commended the 2007/8 annual accounts to the Board. 
The Chief Executive told the Board that Hackney Homes were actively seeking 
ways to contain and recover the costs resulting from increases in the cost of 
energy. The Board would receive update on progress made. 
 
5.0 Inspection Preparation 
The Board was informed that the Audit Commission would be looking at all 
service areas, access and customer care, value for money as well as equality 
and diversity. The Chief Executive commended the hard work by staff in 
refreshing the documents needed for inspection.  
 
She added that a training programme was being developed to prepare for 
interviews and focus groups. Staff would get updates on the inspection 
preparation through weekly bulletins, team meetings and managers’ meetings. 
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6.0 Repairs and Maintenance 
The Board was informed that the Repairs Services were actively engaging the 
Neighbourhood Panels. The meetings were a good source of information for 
the Chief Executive and management. 
 
7.0 Estate Cleaning and Grounds Maintenance 
The Board was informed that two Operatives’ Forums had been established as 
a result of the first round of visits to all Estate Environment Services by the 
Head of Service. 
 
8.0 Woodberry Down update  
The Board was informed that the Masterplan scheduled to be decided at the 
3rd September Planning Committee was moved to the October Planning 
Committee. 
 
The Board Members asked for financial figures on the Woodberry Down 
project in order to make informed contribution to the viability of the project and 
how it would help Hackney Homes. Neil Isaac informed the Board that the 
Interim Estate Management would determine the costs. 
The Board asked for a report providing information on the additional cost to be 
incurred by Hackney Homes during the interim management and post-transfer 
periods and whether the costs could be claimed back. 
 
 
 
The Board noted the Chief Executive’s Report. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
C Graves/B 
Higginson 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
08/09/08 

8. Resident Board  
    Member Rotation 

Neil Isaac explained the Board Member rotation system. He informed the 
Board that the Standards and Ethics Committee on the 14th of July 2008 
agreed to seek Council approval to the application of a moratorium on the 
election of Resident representatives on the Board.  
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Board Members wanted Hackney Homes to develop initiatives to encourage 
participation in Board activities by young people. N Isaac was asked to prepare 
a report to Board outlining the eligibility for Board membership and how young 
people could be encouraged to participate in the Board activities. 
 
 
The Board : 
 

·  approved the proposed Moratorium concerning Resident Board 
Member elections and agree that two Resident Board Members 
do not stand down at the up coming Annual General Meeting 
(AGM) of 2008; 

 
·  commended the proposed Moratorium to Hackney Council for 

authorisation and sign off; 
 

·  discussed and endorsed the proposed timetable for recruitment 
of Resident Board Members for the autumn of 2009. 

 
 

 
 
 
 
N Isaac 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
TBC 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

9. Hackney Homes  
    Strategic Plan  
    2008-2013 

Peter O’Kane explained the proposed Strategic Plan for Hackney Homes for 
the period 2008-2013. He informed the Board that the draft incorporated ideas 
from a February 2008 discussion between Hackney Homes management team 
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and the Board. 
 
The following highlights were noted: 
 

·  The meeting was informed that the plan indicated quantified targets 
over the 2008-2013. The plan incorporated Council’s Sustainable 
Community Strategy over 10 years to 2018. 

 
·  Peter O’Kane told the Board that the plan summarised the Mission for 

Hackney Homes and Values covering excellence, accessibility and 
provision of quality homes. 

 
·  The Board was also informed that extensive consultation had taken 

place and feedback would be reflected in the final plan. 
 
 
The Board approved the draft Hackney Homes Strategic Plan 2008-
2013. 
 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 

 The meeting adjourned for refreshments and to allow a discussion  between 
the Chief Executive and the Board. 

  

 
10. Improvements of 
      Services Repairs 
      And Maintenance  
      Services 

a) The Management of Empty Properties 
Alan Turner informed the Board that Hackney Homes staff and the Decent 
Homes contractor carried out work to clarify the standards and the technical 
brief and ensure that the scope of works and technical solutions were 
embedded across both organisations. 
 
He added that the new approach was aimed at improving administration, cost 
control, Value for Money and works quality. The Board was informed that the 
DLO and their existing sub-contractors continued to carry out void works. 
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Alan Turner told the Board that partners and TMOs were trained on the 
comprehensive end-to-end monitoring system for the voids process.  
 
Board Members requested quantitative data on the management of voids and 
how they impact on the delivery of service to residents. 
 
b) Review of the Fair Pay Scheme 
Jim Paterson outlined the 9 month review of the Fair Pay Scheme and 
informed the Board that the old system was complex, inconsistent and open to 
abuse.  
The Board was informed that the new banded bonus scheme was simplified 
and cost effective.  He informed the Board that ongoing discussions were 
taking place between Hackney Homes and the unions to finalise outstanding 
elements of the scheme.  
 
The Board was told that the new scheme was trade specific and covered 9 
performance related wage bands. Productivity was central to the new scheme 
because low productivity workers could lose the set starting band. Jim 
Paterson said that productivity would be assessed over 13 week intervals. He 
said that productivity during weeks 1-13 determined salary in weeks 14-26.He 
also told the meeting that tradesmen were allowed to take their vans home and 
Hackney Homes also paid for their training. Jim Paterson told the Board that 
sickness was above targets but issue would be addressed. 
 
Board members welcomed the scheme and were satisfied that it would be 
helpful to the improvement of services it the residents.  
 
c) Rechargeable Repairs 
Presentation was deferred to the September Board. 
 
 

 
 
 
A Turner 

 
 
 
08.09.08 
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The Board noted the Reports. 
 
 

11. Anti-Social  
      Behaviour Policy 
 
 

Tom Hogan informed the Board that the current ASB policy was developed by 
Hackney Council in 2004. He added that Hackney Homes required a policy 
that was specific to their priorities and current needs. 
 
The following were highlighted: 

·  The ASB policy would provide guidance to Hackney Homes in its role in 
the reduction of ASB and related crime in the borough. 

·  Residents would be central to the implementation of the policy. 
·  Consultation events were organised in July and feedback was reflected 

in the policy. 
·  Equality Impact Assessment (EIA) involving all main stakeholders 

would be organised. 
 
Board members felt that the policy needed to go through the Equality Impact 
Assessment and union consultation before approval. 
 
 
The Board deferred the ASB Policy to next Board to allow Tom Hogan to do an 
EIA and consult the unions. 
 
 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
T Hogan  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
08.09.08 
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12. Hackney Homes  
      Business 
      Critical Indicators 
 
 

 

Peter O’Kane explained the Business Critical performance indicators. He 
indicated that the Business Critical Schedule had received approval in principle 
with Council’s Neighbourhood and Regeneration Directorate. 
 
 
 
 
Karen Dodds indicated that the BCI list did not include gas servicing. Meeting 
agreed that gas servicing should  be added to the Key Performance Indicators 
(KPI) 
 
The Board noted and endorsed the proposed suite of BCIs 

 
 
 
 
 
 
 
 
 
 
 
P O’Kane 

 
 
 
 
 
 
 
 
 
 
 
08.09.08 

13. Financial Overview  
      and Budget 
      Update 

Neil Isaac informed the Board that the report updated them on the Outturn 
position for 2007/8 in addition to providing them with the financial overview for 
the current year in terms of pressures on the budgets. 
 
Hackney Homes Accounts 2007/8 
Hackney Homes Ltd accounts for 2007/8 had been completed. The accounts 
show that Hackney Homes were successful in keeping within the budget. 
 
External Auditors presented the audit to the Audit and Finance Committee on 
the 7th of July 2008. The Audit and Finance Committee recommended the 
accounts to the Board for approval and presentation to the AGM in September. 
 
The Audit and Finance also recommended the letter of representation for the 
adoption by the Board 
 
Budget Monitoring 
 
Neil Isaac informed the Board that Hackney Homes would find ways to 
overcome the problems created due to the increased cost in utilities, repairs 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
N Isaac 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
08.09.08 
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and the higher void rate. 
 
Board asked for  a report outlining an action plan and progress update to bring 
budget to balance 
 

14. Asbestos Policy Alan Turner outlined how Council’s Pollution Control Team identified risks due 
to presence of asbestos and how these risks were dealt with. He added that 
the Asbestos policy provided Hackney Homes with a fit for purpose Asbestos 
Register that is compliant with Best Practice.  
 
Alan Turner also informed the Board that the last Audit Commission inspection 
recommended that Hackney Homes should improve the management of 
asbestos. Hackney Homes should have easily accessible asbestos database 
in order to plan and manage asbestos in properties effectively. 
 
 
The Board approved the draft Asbestos Policy. 

  

15. Hackney Homes  
      Risk Management 
      Strategy Review 

The Chair of the Audit and Finance Committee informed the Board that  the 
Risk Management Strategy Review was discussed at length at the Audit and 
Finance Committee meeting on the 11th if August 2008. 
 
The Board approved the: 

·   Hackney Homes Policy Statement on Risk Management 

·   Risk Management Strategy to achieve the above. 

·   high level Risk Register to be monitored by the Board 
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16. Equality and    
       Diversity Update 

Tom Hogan outlined the progress made by Hackney Homes with respect to the 
equalities and diversity agenda.  
Equality and Diversity Group 
He informed the Board that an Equality and Diversity Group was established to 
coordinate the delivery of the equality and diversity agenda.  
 
The Board noted the report 

  

17. Decent Homes  
      Update 

The report outlined the Decent Homes Programme to the end of June 2008 
and resident satisfaction was a key indicator in most areas of building work. 
 
The Board noted the report. 

  

18. Any Other  
      Business 

a)Communication Events update 
Board Members expressed interest in participating in Communication events    
if they were provided with the details of the events. 
 
Programme of Communication events should be sent to Board Members. 
 
b) Resident Board Members’ Volunteer Project 
The Chair asked for volunteer Resident Board members for the Better Homes 
Partnership Board and The Housing Management Sub Group. 
 
Better Homes Partnership Board 
Rupert Tyson 
David Larkin 
Brian Marsh 
Terry J Edwards 
 
The Housing Management Sub Group. 

 
 
 
 
Communications 
Team 

 
 
 
 
Ongoing 
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Rupert Tyson 
Brian Marsh 
Terry J Edwards 
 
 
 

19. Date of next Board Meeting:  
Monday 8 th September  2008 at 6.30pm 
a) Annual General Meeting (AGM) 6.00pm-6.30 pm 
b) Hackney Homes Board Meeting 6.30pm-9.15pm 
Christopher Addison House. 
 
Noted  
 

  

 
 
 
 
 
Signed as a true record of this meeting ________________________________Chair     Dated _____________________________ 
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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 FINANCE & RESOURCES 
 
4.1 The budget monitoring report was discussed at Audit and Finance Committee 

on 1 September. There have not been any significant changes since the last 
report to Board: Hackney Homes’ own expenditure remains on target to be 
contained within the management fee; there is a significant overspend on 
utilities of £2.8m an under-recovery of rent income of £477k and a cautious 
assessment of the repairs budget suggests a potential overspend of £489 

 
4.2 The repairs budget is under close review with the effects of the changes to 

the bonus scheme reported to the last Board being monitored to ensure 
productivity increases. When these come through the overspend will be 
reduced.  

 
4.3 We continue to keep control over staffing costs and will look to make 

compensatory savings from vacancies in other areas if the efficiency savings 
are not sufficient to control the overspend 

 
 
5.0 INSPECTION PREPARATION 
 
5.1 Inspection Update  
 
5.2 The focus for the past few weeks has been on preparing the Self Assessment 

document and the requested documentation for the Audit Commission’s initial 
desk top review. 

 
5.3 Managers have drafted the information for their respective service areas, with 

the coordination and editing being overseen by Sally Raphael and Chrys 
Edwards, who are seconded to handle all inspection preparation work.  

 
5.4 The draft has been widely circulated to all Hackney Homes managers, 

various officers at the Council and the Hackney Homes Board. A summary is 
being presented to the Resident Liaison Group next week. Thank you to 
everyone who has provided feedback on this document. 
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5.5 In addition to this assessment, the Audit Commission requests a large 
amount of documentation, including policies, procedures and performance. 
This has been assembled and quality-checked. 

 
5.6 The deadline for submitting the Self Assessment and the requested 

documentation is Monday 22nd September 2008. This is our first opportunity 
to demonstrate to the Audit Commission that we have improved since the last 
inspection, and we are seeking to provide information that demonstrates our 
suitability for a two-star rating. 

 
5.7 Over the coming weeks the inspection team will start their mystery shopping 

which will include phoning and visiting offices to test for speed of response, 
professionalism and ability to answer queries. 

 
During October the programme will be developed with the lead inspector 
Patrick Mulrennan and this will be communicated as soon as it is available. 

 
At least one of the inspectors is likely to attend the Board meeting on Monday 
10th November and this will be confirmed closer to the time.  

 
The inspectors will visit Hackney Homes about a week before the inspection 
commences to present their initial findings of their desktop research and 
mystery shopping. 

 
 
6.0 REPAIRS AND MAINTENANCE 
 
6.1 The preparation for the Inspection by the Repairs Service continues to 

progress well. This section of the Self Assessment Document is critical 
following the previous Inspection and the officers are pulling together the 
necessary statistics to demonstrate our positive direction of travel. We are 
nearing the final draft. 
  

6.2 Since my last report to you, work has been progressed on reviewing our 
approach to Customer Care and what we can learn from resident’s 
comments.  A joint meeting has been created which pulls together all the 
strands of information we receive from our customers. This includes:  
·       200 telephone call-backs which the Call Centre make on completed 
repairs 
·       The report from the Technical Audit Team which completes 
approximately 250 post inspections 
·       A review of the 250 Customer Care Cards we receive and  
·       All complaints received from our RESPOND system  
  

6.3 This is now providing valuable information in providing an accurate picture of 
the perception which our tenants have of the Repairs Service. 
Headline information is confirming that residents are definitely reporting an 
upturn in satisfaction levels. 
  

6.4 The July and August reports on Post-Inspection of repairs continue to report 
an ongoing improvement compared to the same month last year. 
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6.5 The reconciliation of the Organisational Establishment Lists between HR, 
Payroll and the Budget has been completed and this is showing there are 
very few vacant posts within the Building Maintenance Division. As I reported 
last month, this exercise has proved extremely beneficial for budgetary 
monitoring, resource planning and our ongoing commitment to a proper 
apprenticeship scheme. 
  

6.6 We have now recruited 6 lucky apprentices from an initial 250+ applications. 
  

6.7 We have finalised the procurement arrangements for two building 
maintenance contracts North and South of the borough with two contractors 
and have provisionally agreed a start date of 1st October for these contracts. 
  

6.8 During 2008/09, the Gas Servicing programme is moving from the traditional 
annual gas servicing programme to the recommended 12 month Anniversary 
Date. This is best practice and enables improved monitoring of outstanding 
CP12 certificates 
 

6.9 A series of further presentations from Property Services to Neighbourhood 
Panels and Focus Groups will take place throughout September and October 
and I will report on the outcome of these in my next report to you. 
  

6.10 As part of reviewing how best to communicate with our employees, two 
computers have been installed in the canteen in Florfield for the workforce to 
access the corporate system via email and receive messages on the intranet. 
15 operatives have received an induction course with many more to follow. 
  

6.11 A useful visit took place to Hackney Community College recently, where I met 
Ian Ashman (Principal). The purpose was to explore how our respective 
organisations can work closer together. The meeting was very constructive 
and valuable. A number of possibilities emerged including Training our 
Apprentices, bespoke Supervisory and Management courses to assist 
managerial development, various placements in Hackney Homes, refresher 
training for surveyors, call centre training and how we can capitalise better on 
the employment opportunities emanating from the Olympics 
  
 
 

7.0 ESTATE CLEANING AND GROUNDS MAINTENANCE 
 
7.1 Harmonisation discussions have commenced with former ISS and Pinnacle 

staff with a view to completing by October 1st 2008. 
Wettons contract finishes on the 17th September and we are awaiting 
personnel details for the staff transferring. It is envisaged that the agreement 
reached on harmonisation of ISS and Pinnacle staff will be applicable to 
Wettons staff also. 

 
7.2 Community Payback  
 

The East London Business Association (ELBA)/Hackney Homes project has 
commenced. The scheme provides an opportunity for businesses to 
undertake team building by becoming involved in basic maintenance projects. 
34 projects have been identified on Hackney Homes Estates and the first pilot 
project starts10th September 2008 on Colville Estate. The Probation Service 
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and The Estate Environment Hackney Homes are working together to provide 
support. 

 
7.3 Work continues on the introduction of a pilot scheme for Litter Enforcement in 

Stoke Newington. 
 
A vehicle and staff are being organised to undertake the collection of 
evidence and Estate Environment are working closely with Waste 
Management and Communications to develop a publicity campaign. 

 
7.4 Colleen Schwarz has been appointed as Business Development Manager 

within Estate Environment Services and commences in post on 29th 
September. 

 
7.5 Advertising for the post of Estate Cleaning & Grounds Maintenance Manager 

has been completed and interviews will be held in October 2008. 
 
8.0 WOODBERRY DOWN UPDATE  
  
8.1      Attached to this report (Appendix 1) is a Woodberry Down Update report. 
 
9.0 RECENT EVENTS IN HACKNEY  
 
9.1 Regrettably there have been two fatalities recently, namely the deaths of two 

young boys, both in the immediate vicinity of areas which are managed by 
Hackney Homes.  

 
9.2 I have been heavily involved personally in the follow up action and have 

represented Hackney Homes at ‘Gold’ meetings,  which are Borough-wide 
meetings held following this type of serious incident.   We have done 
everything possible to work with the Police to support the family and 
neighbouring residents involved.  

 
 
 
 
 
 
CHARLOTTE GRAVES 
CHIEF EXECUTIVE 
HACKNEY HOMES  
 
 



 

 

 
 

Board Meeting 8 th September 2008 
 

Appendix 1  
 

Woodberry Down Update 
 

 

1.0  Old School Site 

Berkeleys are considering their position in the light of the current housing market, 
and we are involved in discussions with them about revised sales values and 
bringing the scheme back to viability.  Until these discussions are concluded, it is 
unlikely that a start will be made on site 

 

2.0 Kickstart Area 

Decanting and re-housing remain on programme. Of the 212 tenants and 37 
leaseholders in the original four kick-start sites only 1 tenant remains, an offer of a 
new home has been accepted , However The Team have had to instigate legal 
action which  recently resulted in a possession order being obtained. 

The result of the judgment is that the tenant has until the 9th of September to 
vacate the property they have accepted. We are currently in the process of 
instructing bailiffs to pursue an eviction from the 10 September. 

One leaseholder remains, negotiations are ongoing the councils legal department 
have confirmed the Compulsory Purchase order should be obtained in 6 weeks  

On the Horston and Sherwood Houses Kick Start site, there were 46 tenants and 
19 leaseholders. There are now 5 tenants remaining, of which 3 have accepted the 
offer of new homes and are due to move in September08  1 Leaseholder remains 
and has agreed arrangements to sell, and is likely to complete shortly.   

On the Pewsham House site, there were 24 tenants and 6 leaseholders.  All the 
original six leaseholders have been repurchased.  Twenty tenants have been re-
housed to date. Of the remaining four, 3 have accepted offers of new 
accommodation, this leaves 1 tenants awaiting allocation of a new home 

The Council has given authorisation and funding to purchase the lease on 74 
Burtonwood House. Although the property is in Phase 3 the Council has agreed 
that there are sufficient compassionate grounds to bring the purchase forward. 
 

  
3.0 Demolition 

Seven blocks have been demolished comprising 154 properties. The completion of 
the decant of Newnton Close is being delayed due to one remaining leaseholder 
who is refusing the Council’s offer to purchase.  Following the serving of a pending 
CPO, Newnton Close will be demolished during October/November 08. 

One tenant remains in Dean House who has delayed moving, a possession as 
now been obtained and demolition is expected to start in September 08. 

Oakend House is now empty and demolition starts on 3/9/08 



 

 

4.0  Masterplan 

Unfortunately the Masterplan will not now be considered by the Planning 
Committee until October 16, a delay of six weeks 

5.0 RSL / Developer Procurement 

The procurement of a Registered Social Landlord (RSL) partner to lead on the 
comprehensive redevelopment of the estate and, subject to a successful ballot, to 
progress to stock transfer in 2010 is still proceeding through a competitive 
dialogue European Union (EU) process, involving two RSL’s.   

 
Much work has been undertaken to consider how we may be confident that the 
Council will be able to select a cost neutral scheme early in 2009. All bidders 
remain keen and are putting significant resources into the competitive dialogue 
process 

  
The procurement is currently getting both the RSL’s and developers to revisit their 
costing model in light of viability resolutions proposed by the Council.  

  

6.0 Interim Estate Management 

At the request of the council we have invited short-listed RSLs to make proposals 
for the interim management of Woodberry Down for a twelve month period prior to 
formal stock transfer, including the pre-ballot period.  Currently we are assessing 
the services involved which include a number of Hackney Homes and Pinnacle 
staff.  It is probable that there will be additional costs for both the Council and 
Hackney Homes during the interim management period, and post-transfer. 

  
7.0  Interim Repairs 

Woodberry Down presented a report to the Council’s July Cabinet Procurement 
Committee at which a representative of WDCO attended. The meeting accepted 
the recommendations to run a mini competition within the existing Council 
framework agreement and the appointment of independent chartered surveyors to 
monitor the delivery of the essential repair works.  
  
Permission has already been given to commission Frost Associates to develop a 
specification of works that takes into account the views of resident representatives. 
We are looking to produce the first draft of the specification of works be end on 
August and seek residents views in September. Once agreed we will go to the 
framework and run a mini competition to choose one or more construction 
companies to perform the work. 
 

8.0 Resident Consultation & Participation 
 

8.1 Tidy up Days 
 
The WDRT has been working closely with the East London Business Alliance to 
nurture links with some of the large City companies.  On Friday 1st August the first 
cohort of interns from UBS came to Woodberry Down to carry out an estate wide 
tidy up.  There was an extensive litter pick as well as the clearing of vegetation 
from a number of play areas.  Several of the interns expressed a desire to 
continue volunteering in the area in particular around working with Primary School 
children and helping with their reading this has proven to be very effective in 
improving literacy amongst young children. 



 

 

 
Three more afternoons have been organised and by the end more than 250 UBS 
workers will have volunteered their time in Woodberry Down. 
 

8.2 Well London 

The draft Community Engagement Report that has resulted from the Community 
Café and The Community Action Workshop in May and July is currently being 
reviewed and will be issued in September. The next stage will be the Project 
Implementation meetings which will take place on 3rd November 08.  

 

8.3 Youth   

A meeting has taken place with the team and Parkside to develop a strategy in 
partnership during their summer program to provide young people with information 
on how the project will affect them directly. There are also plans to take the youth 
on site visits to help them see what the new facilities might look like. The youth 
committee is in place and meet regularly with CityZen and members of the team. 

 
8.4 Woodberry Works  
  

The 2nd cohort of students started their NVQ level 1 introduction to construction on 
Wednesday 30th July. This term there is a new tutor Andy Rose who will be leading 
the Course. Initial feedback is positive and the students are settling in very well.  

  
 

8.5     Filming at Woodberry Down 

The BBC drama ‘Waking the Dead’ has been filming at Woodberry Down, utilising 
Oakend House prior to demolition.  Donations are being made by the BBC towards 
WDCO and the Manor House Development Trust. 

 

9.0  Future of London 

Boris Johnson has confirmed that he will speak at the Conference in October. 

Links have been established with the Olympic Delivery Authority who are keen to 
be involved in the Conference and also become key members of the Future of 
London Major Projects Delivery Group. 

10.0 Visit by Baroness Andrews 

Government Minister Baroness Andrews visited on 12th August to gain first-hand 
information on the project.  In particular, Baroness Andrews commented on the 
current position of the project, and we concentrated on sites currently being 
cleared and ready for development if current market issues could be addressed.   
Our discussions with Government, Council, and development Partners will be 
taking account of the government announcement on 2nd September regarding 
measures for the ailing housing market that included:- 

·  A £400m boost in spending power from existing budgets for social housing 
providers, including RSL and councils, to deliver 5,500 more social houses 
over the next 18 months by bringing funding forward.  Local Authorities with 
existing stock will be able to apply for this grant to build social housing, 
alongside RSL’s. 

·  Working with regional development agencies to support the ‘most critical 
regeneration schemes with the most potential to transform their 
communities 
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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  shows the snapshot for July Performance through the 

agreed Business Critical Indicators. 
 
 
2 RECOMMENDATION(S) 
2.1 Board Members are requested to: 

 
i)  Note the progress against agreed targets; 
 
ii) Highlight areas of particular concern; 
 
ii) Request clarification on specific service areas. 

 
 

Item No.   8 
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3 BACKGROUND  
 
3.1 The current Hackney Homes Performance Report  is circulated to 

Board Members on a regular basis and contains over 200 indicators. A 
summary of the July performance is attached against what are agreed  
Business Critical Indicators covering core areas of activity. 
 

3.2 For the month of July, of eighteen indicators, performance is on target 
in nine areas (showing as green). In six areas, performance whilst not  
on target is expected to recover well before the end of the financial 
year and for these indicators the performance against targets is 
showing as amber.   
 

 
4 IMPACT UPON THE HACKNEY HOMES BUSINESS PLAN  

 
4.1 The Business Critical Indicators are set out in the Hackney Business 

Plan.  
 

 
5 IMPACT UPON THE HACKNEY HOMES RISK REGISTER  

N/A  
 

6 THE HACKNEY HOMES EQUALITY & DIVERSITY STRATEGY 
2006 / ACTION PLAN 2007 – 2010  

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

 
7 CONSULTATION PROCESS & FINDINGS  

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

 
8 ICT IMPLICATIONS 

N/A 
 

9 HUMAN RESOURCES IMPLICATIONS  
N/A 
 

10 FINANCIAL IMPLICATIONS  
10.1 A number of the indicators measure income collection. These include 

rents, Service Charges, Major Works Recovery and Invoice Payments.  
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11 LEGAL IMPLICATIONS / ADVICE  
N/A 
 

12 THER RELATED DECISIONS / GUIDANCE  
N/A 
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Title of Report:    Value for Money Blueprint Strategy and Work 
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Board 
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Classification: For approval Report of:  Chief Executive 
Item Previously considered at:  
Audit & Finance Committee 
Board 
 

On Which Date:               
07 July 2008 
14 July 2008  

Report Author: -  
Brian Madden  x2304 

Appendices: N/A 

 
Report Outline: 
 
Bullet Point List of all  headline topics which MUST  be discussed in the 
report.  

 

1. Summary 
2. Recommendation 
3. Value For Money Blueprint Strategy For 2008/9 
 

 
If you have any questions about this report, please  contact Brian Madden on 0208 356 2304  or email 
Brian.Madden@aol.com 

 
 
1.0 SUMMARY 
 
This report is for information on the progress of the VFM work programme and 
the benefits achieved to date compared with the targets set out in the VFM 
Blueprint strategy documents dated April 2006, April 2007 and July 2008. 
 
2.0 RECOMMENDATIONS 
 
The Committee agree the report and approve the VFM programme for 2008/9 
including the service review projects outlined in the Blueprint document. 
 
The Committee commend the report for discussion by the Board at their 
meeting in September 2008. 

 
 

Item No.  9 
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1. Background 
 
The Value for Money Blueprint documents for the years 2006/7 and 2007/8 
set out the value for money (VFM) strategy adopted and first approved by the 
Board in April 2006. The Blueprint documents also outlined: 
 

�  The Management Control of the Value for Money Effort; 
 

�  Monitoring and Reporting Implementation and Delivery of the      
      VFM Programme; 
 
�  The Priorities in the Value for Money Plan for 2006/2007 and 2007/8 

�  Strategic VFM Issues - Medium Term Financial Forecast; 
�  Reducing Costs – Benchmarking, Procurement and Support 

Service Reviews; 
�  Income Collection; 
�  Improvement in Service Delivery; 
�  Establishing a VFM Culture 

 
�  Service & Efficiency Reviews Methodology 

 
�  The Proposed Format of the VFM Programme 

 
�  Arrangements for Monitoring and Reporting Progress 

 
�  The Scrutiny Role of the Audit and Finance Sub-    

           Committee  
�  Delivery of Improvement Plans 
�  Delivery of the VFM Strategy 

  
 
A separate report provides an update of the progress up to the 31st of March 
2008 and sets out an overview of the success of the VFM strategy and the 
challenges ahead. 
 
 
2. A Phased Approach to Achieving Value for Money 
 
It is important to articulate all of the crosscutting activities Hackney Homes is 
undertaking to improve VFM and achieve a VFM culture within the 
organisation. Efficiency reviews and related improvement plans are also 
essential in order to provide an objective view on the progress achieved on 
the full range of VFM measures including: 
 

·  Detailed service and cost comparators; 
·  The comparison of cost with quality indicators; 
·  The involvement of stakeholders in improving VFM across the 

organisation 
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Value for money is being achieved by: 
 

·  Working with the Council, residents and other partners to make the 
best use of resources to meet resident expectations and contribute to 
delivery of the Council’s Housing Strategy, Corporate Capital Strategy, 
and Efficiency Plan; 

·  Adopting recognised best practice such as Egan compliance, attaining 
Gershon efficiencies through continually challenging and seeking 
innovation in processes, building on existing partnership arrangements, 
joining purchasing consortia, and implementing a culture of continuous 
improvement;  benchmarking, setting ‘smart’ targets, performance 
monitoring by both Hackney Homes’ Board and the Council; 

·  Increasing resident and staff satisfaction; and contributing to 
achievement of the Council’s cost-reduction framework and a 
sustainable HRA. 

 
To implement and achieve such a complex and wide-ranging approach within a 
timescale of three years requires excellent teamwork among the key 
participants and close co-ordination of a range of specialist support functions.         
The strategy has been formulated in the light of the Government’s efficiency 
agenda and the guidance provided by the Audit Commission designed to assist 
the delivery of quality services at an economic cost. For these reasons the 
strategy consists of three elements or stages with the second stage focussed 
entirely upon a service review process designed to ensure that the ALMO is 
fully aware of the costs and quality of each service area including support 
services.  
 
The three-stage delivery programme is summarised below: 

 
       Stage 1 : 
 

�  The management control and co- ordination of all the VFM activities 
undertaken by the Audit and Finance Committee; 

�  The completion of prioritised VFM projects during 2006/7 and 
2007/8; 

�  The completion of a programme of existing VFM studies. 
 
       Stage 2:  
 

�  The establishment of a systematic approach to the review of each of 
the principal services. 

 
        Stage 3:  
 

�  The establishment of a scrutiny approach led by Hackney Homes 
Board members to oversee the delivery of VFM. 

 
By adopting a systematic approach to the review of services, Hackney Homes 
will be able to improve the quality of those services and demonstrate good 
value for the money spent on those services. 
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3. The VFM Priorities for 2008/9 

 
The Value for Money Project Plan for 2008/9 has been drafted and is attached 
at Appendix 1. The main priorities for 2008/9 are suggested as follows: 
 

�  Benchmarking 2007/8 actuals and 2008/9 estimates through the 
HouseMark database; 

�  Repairs and maintenance improvement project; 
�  Accommodation strategy 

 
There were 9 projects not completed during 2007/08 due to resources 
involved in issues concerning the Audit Commission inspection.  All of these 
projects are in progress and have been carried forward into the 2008/09 Value 
for Money programme.  These projects include: the repairs & maintenance 
VFM projects; a review of the accommodation strategy; the results of the 
divisional re-structure; a review of the Woodberry Down regeneration project; 
an assessment of the HB take-up in the borough; and an overhead value 
analysis linked to a review of the SLAs. 
 
4. Stage 2 Service Review Process 

 
The VFM strategy outlines a Service Review process designed to provide an 
effective review of all the major services over a three-year timescale. This 
approach is reproduced in Appendix 2 for information. Guidance Notes for the 
completion of the Service Review Template, Service Review Forms and the 
methodology to be used are outlined in the first Blueprint document. This 
approach was adopted in 2006/7 for the review of: leasehold services; the 
three major SLA reviews of Legal services, CCTV services and Property 
services and the detailed review of estate cleaning and grounds maintenance. 
Similarly in 2007/8 the approach has been followed in the review of repairs 
and maintenance services and the review of the management of the decent 
homes contracts. 

 
In 2008/9 it is suggested that the following key services are reviewed in 
accordance with this approach: 
 

�  Resident involvement and participation; 
�  Central SLAs – Finance, Legal, Property Services ; 

 
 By introducing systematic and regular reviews it is the intention to ensure that 

VFM is embedded into practices and procedures and governs policy and 
decision making throughout the organisation. 

 
5. Stage 3 Scrutiny Process  

 
The third element of the strategy is the scrutiny process, which is undertaken 
by the Audit and Finance Sub-Committee and thereafter by the Board. 
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7. Way Forward and Conclusion  
 
The implementation of the strategy is in its third year of operation: 
 

·  VFM priorities for 2006/7 and 2007/8 were established and the 
majority of projects completed successfully or carried forward for 
completion in the current year;  

·  Priorities for 2008/9 are set out above and are linked to the VFM 
programme set out in Appendix 1; 

·  The service review programme has been prepared over a three 
year period commencing in 2006/7 and the key services for review 
are identified and included in the VFM programme accordingly; 

·  Some significant VFM projects are nearing completion and reports 
will be submitted to the Executive Team, the Audit and Finance 
Sub-Committee and the Board in the Autumn; 

·  A VFM Project Team comprising three officers has been 
established under the direction of Brian Madden. This team will 
liaise with chief and senior officers within divisions and divisional 
resources will be identified to undertake the principal projects in 
the programme; 

·  The Communications team are currently examining the most 
effective ways of disseminating value for money messages to 
customers, stakeholders, Board members and staff. 

 
Under the Council’s control, the housing service has improved over the past 
four years. Notwithstanding these improvements, Hackney Homes recognises 
that there remains scope for further improvement in the delivery of a range of 
services. The organisation intends to play to its considerable strength – the 
quality of its staff- to implement this VFM strategy to the benefit of customers 
and other stakeholders including the Council. 
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APPENDIX 1: WORK PROGRAMME 
 
Theme:   1 Housing Revenue Account Medium Term Fina ncial Forecast 

SMART Objectives Project Project Description Key Officers 

Completion 
Date 

Savings / 
Income 

Milestones / Progress  

VFM001 Review MTPF with London 
Borough of Hackney, agree a 
new format and participate in the 
development of a new MTFF for 
the Council to include HH. 
 
 
 
The overall objective is to 
ensure that the MTFF is cross 
referenced to the HH VFM 
strategy thereby taking account 
of both cost savings achieved 
and the need to deploy a 
proportion of such savings into 
service improvements. 

Director: 
Finance & 
Resources 
Lead Officer: 
Sunil Desai 
VFM Officer: 
Brian Madden 

Complete – 
subject to July 
update 

This project is 
a driver for 
overall VFM 
savings. 

1. Ensure the Council’s proper 
engagement with HH in the process 
2. Clarify when the Council will 
move from the current transitional 
stage of financial control and 
management to enable HH to be 
demonstrably at arm’s length 
3. Consider HH input into the 
Council’s high level review of the 
use of resources 
4. Discuss more effective revenue & 
capital budgetary control 
arrangements 
 
Inspection 07 P272, 274 

G 
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Theme:   2 Reducing Costs 

SMART Objectives Project Project Description Key Officers  

Completion 
Date 

Savings / 
Income 

Milestones / Progress  

VFM002 
Benchmarking Review 

1. Benchmarking actuals 
2007/08 and 2008/09 budget 
estimates and researching and 
working with Housemark to 
develop and refine our 
approach. 

Director: 
Finance & 
Resources 
Lead Officer 
Brian Madden 
VFM Officer: 
Dave Mahoney 

30/09/2008 Cost savings 
anticipated to 
be quantified. 

1.Define the “financial DNA” of the 
organisation through the 
development of the HH cost model. 
All returns for 2006/7 and 2007/8 
estimates to Housemark 12/12/07 re-
submitted. 
2.Review the areas of high cost  
identified by the Housemark 
benchmarking exercise for 2006/07 
 
Inspection 07 P91  

G 

VFM005 
Repairs and Maintenance 
Services Improvement 
Project 

Review Repairs and 
Maintenance services: 
·  Tenant satisfaction 
·  Performance monitoring 
·  Data collection and 

dissemination 
·  Asset mgt. strategy 
·  Voids 
·  Gas servicing 
·  Contact centre effectiveness 
·  Good practice 
 
 
 
 
 

Director: 
Property 
Services 
Lead Officer 
Brian Madden 
VFM Officer: 
Neil Sandiford 

31/07/2008 Cost savings 
anticipated to 
be quantified. 

1. Define & implement cust. 
Satisfaction project 
2. Introduce effective post 
inspection structure 
3. Define & implement effective 
management accounting systems 
4. Ensure capital & revenue 
resource strategies are based on 
AMS 
5. Ensure results of improvement 
programme on voids addresses 
financial & management controls 
6. Develop and administer 
improvement initiatives 

G 
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Theme:   2 Reducing Costs 
SMART Objectives Project Project Description Key Officers  

Completion 
Date 

Savings / 
Income 

Milestones / Progress  

VFM011 
Business Re-engineering 

Re-engineer the overall structure 
of Hackney Homes to improve 
efficiency. 
·  Management Team 
·  Fin & Resources 
·  Housing Services 
·  ICT 
·  Governance 
·  Communications 

Director: 
Finance & 
Resources 
Lead Officer: 
Brian Madden 
VFM Officer: 
Brian Madden 

31/03/2009 £400k pa from 
2008/09. 

1. Develop Service Review Strategy, 
using the Islington Homes model as 
a template. 
2. Review restructure of Hackney 
Homes and evaluate cost savings to 
be made. 
Management team and ICT re-
structure completed. 
Post project evaluation 
Inspection 07 P259, 295 

G 

VFM012 
Accommodation Costs 

Transfer of staff from around the 
organisation to a unified base at 
CAH. 
 
 
 
 
 
 

Director: 
Finance & 
Resources 
Lead Officer: 
Curtis Taylor 
VFM Officer: 
Brian Madden 

30/11/2008 Cost savings 
anticipated to 
be quantified. 

Transfer staff from around the 
organisation to a unified base at 
CAH. 
 
There may be delays in the full 
implementation of the proposed office 
move. LBH to advise on anticipated 
completion dates so VFM team can 
carry out an estimate of the benefits. 

G 

VFM022 
Overhead Value Analysis 
and Allocation 

A review of the value obtained 
from overhead costs incurred by 
HH in both the Managed and 
Delegated budgets. Includes 
option appraisal of alternative 
methods of allocating 
overheads. 

Director: 
Finance & 
Resources 
Lead Officer: 
Brian Madden 
VFM Officer: 
David Mahoney 

31/03/2009 Est. savings: 
£150k in 
2008/9 
 

This project follows tried and tested 
methodology adopted by many blue 
chip companies and large public sector 
organisations.  In addressing 
management costs and overheads, the 
costs of providers will be subject to 
scrutiny. The savings estimate is 
predicated on agreement by such 
providers, including the Council, to 
reductions in charge. 

G 
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Theme:   2 Reducing Costs 
SMART Objectives Project Project Description Key Officers  

Completion 
Date 

Savings / 
Income 

Milestones / Progress  

VFM023 
Management of Void 
Property Servicing 

Management of void property 
servicing and related cost.  
Formulating a structured method 
for evaluating and reaching 
decision on the best course of 
action for long term voids. 
 
Project to be conducted in 
liaison with Alan Turner and 
Voids and Performance Team 

Director: 
Property 
Services 
Lead Officer: 
Brian Madden 
VFM Officer: 
Neil Sandiford 

28/02/2009 Est. savings: 
£300pa from 
2008/9 and 
£400k from 
2009/10 

1. Initial review of effectiveness of 
the Voids Policy Board. 
2. Review voids BVPI calculation 
methodology, financial information 
relating to 2006/07 and related IT 
systems. 
3. Final report for submission to 
Board to include conclusions and 
recommendations. 
 
Inspection 07 P23, 110, 177  

G 

VFM025 
Review of Capital 
Programme Excluding 
Decent Homes Project 

Review all capital projects 
included in the HH capital 
programme which are not part of 
Decent Homes. 

Director: 
Finance & 
Resources 
Lead Officer: 
Derek Tawaih 
VFM Officer: 
Neil Sandiford 

18/6/2008 No savings 
anticipated at 
this stage.  
This is a 
process driven 
review. 

Commencement date to be 
determined. 

G 

VFM030 
Service Level 
Agreements 

Review Finance, Legal Services 
and Property Services SLAs 
provided to HH by LBH. 
 
 
 
 
 
 
 
 

Director: 
Finance & 
Resources 
Lead Officer: 
Sunil Desai 
VFM Officer: 
Brian Madden 

31/03/2009 Cost savings 
anticipated to 
be quantified. 

1. Review Finance SLA 
2. Review Legal Services SLA 
3. Review Property Services SLA  
The approach to be adopted to be 
considered by Exec. prior to 
commencement of the project. This 
project follows up the work undertaken 
in 2006/7 

G 
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Theme:   2 Reducing Costs 
SMART Objectives Project Project Description Key Officers  

Completion 
Date 

Savings / 
Income 

Milestones / Progress  

VFM032 
Review Woodberry Down 
project. 

Comprehensive review of the 
Woodberry Down regeneration 
project. 

Director: 
Chief Executive 
Lead Officer: 
Robin Smith 
VFM Officer: 
Brian Madden 

30/04/2009 Cost savings 
anticipated to 
be quantified. 

Undertake comprehensive review of 
the project subject to progress of 
the scheme . 
 
Close liaison will be carried out with the 
Woodberry Down Team, particularly as 
several stages of the project are 
predicated on the achievement of 
Value for Money.  Progress beyond 
specific milestones in the WD delivery 
plan is based on VFM achieved. 

G 

VFM038 
Analysis of the 
Environmental 
Improvement, planned 
walkabout and Eyesore 
budgets. 
 

Undertake a VFM analysis of the 
Environmental Improvement, 
planned walkabout and Eyesore 
budgets and report. 
 

Director: 
Housing 
Services 
Lead Officer: 
Tom Hunt 
VFM Officer: 
Brian Madden 

31/10/2008 Cost savings 
anticipated to 
be quantified. 

Review Environmental Improvement, 
planned walkabout and Eyesore 
budgets and report. 
 
 
H00330 

G 
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Theme:   3 Maximisation of Income 

SMART Objectives Project Project Description Key Officers 

Completion 
Date 

Savings / 
Income 

Milestones / Progress  

VFM013 
Leasehold Management 
Improvement Project 

Follow up review of progress Director: 
Head of 
Leasehold 
Services 
Lead Officer: 
Brian Madden 
VFM Officer: 
David Mynors 

31/08/2008 Income 
anticipated is 
still being 
quantified. 

 

G 

VFM014 
Supporting People 

Improve income collection 
through close working 
relationship with Social Services 
and liaising with Housing Benefit 
on Supporting People grants.   
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Director: 
Housing 
Services 
Lead Officer: 
Brian Madden 
VFM Officer: 
Neil Sandiford 

31/03/2009 Monitoring and 
liaison with 
Social 
Services to 
assess 
potential 
transfer of 
resource to 
elderly HH 
residents.  

1. Maintain close liaison with David 
Cowell & Caroline Chambers re: 
implementation of new contract 
arrangements to assess impact on 
distribution of SP grants to elderly 
persons. 
 Scope for joint working / 
accommodation sharing. 
This project involves contact with  the 
deployment of Supporting People grant 
resources. 
Discussed with David Cowell & 
Caroline Chambers of the Council.  
Report to be presented to CPC April 
08 re: new contract provisions to 
implement 2009. 

G 
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Theme:   3 Maximisation of Income 
SMART Objectives Project Project Description Key Officers 

Completion 
Date 

Savings / 
Income 

Milestones / Progress  

VFM031 
Housing Benefit Review 

Review Housing Benefit 
systems and increase the 
uptake of Housing Benefits 
hence improving rent collection 
and arrears levels. 

Director: 
Housing 
Services 
Lead Officer: 
Brian Madden 
VFM Officer: 
David Mynors 

30/11/2008 . Review HB processes including 
liaison with central Finance and 
housing management service 
providers and assess in accordance 
with best practice from London and 
the UK. 
 

G 

VFM015 
Financial Management – 
Maximisation of Income 
(Mainly process 
orientated) 

Maximize revenue from garages 
and increase the level of active 
allocated garages from 40% to 
80%.  Examine all discretionary 
charges levied to Hackney 
Homes (e.g. Utility charges). 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Director: 
Housing 
Services 
Lead Officer: 
Tom Hunt 
VFM Officer: 
Brian Madden 

28/02/2009 Est. increase: 
£200k pa from 
2008/09 being 
net income i.e. 
additional 
rents lees 
costs of repair 
work as 
required 

1. Initial desktop exercise on income 
maximisation from garages 
completed and report submitted to 
Board. 
2. Examine options for the use of 
derelict garages to be converted into 
a depot(s) for Estates & 
Environment division. 
3. Liaise with the Council’s 
Regeneration section to ensure an 
effective joint approach to the 
review.  
4. Identify charges that are levied 
and isolate those that can be 
recharged to residents. Submit draft 
and final reports to Board. 

G 
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Theme:   3 Maximisation of Income 
SMART Objectives Project Project Description Key Officers 

Completion 
Date 

Savings / 
Income 

Milestones / Progress  

VFM033 
Review of Rent 
Accounting. 

Comprehensive review of Rent 
Accounting and Information 
processes relating to Rents, 
Service Charges and related 
charges. 

Director: 
Finance & 
Resources 
Lead Officer: 
Brian Madden 
VFM Officer: 
Dave Mahoney 

To be 
programmed 

No anticipated 
increase at 
this stage.  
This is a 
process driven 
review. 

Review Rent Accounting and 
Information processes. 
 
Inspection 07 P146, 148, 149  G 

VFM034 
Review of New Income 
Sources to assist the 
development of Hackney 
Homes.  

Investigate appropriate sources 
of income and draft an income 
strategy for the organisation.  
Potential sources include 
Government Grants, EEC 
monies, sponsorship, and 
advertising. 

Director: 
Finance & 
Resources 
Lead Officer: 
Brian Madden 
VFM Officer: 
David Mynors 

31/12/2008  Investigate a wide range of sources 
of income which HH may take 
advantage of over the next few 
years. 
 
There is a significant potential but the 
initial stage of this project will identify 
key sources worthy of detailed review. 
 
Inspection 07 P82 (Sustainability 
assessment)  

G 
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Theme:   4 Improvement in Service Delivery 

SMART Objectives Project Project Description Key Officers 
Completion 
Date 

Savings / 
Income 

Milestones / Progress  

VFM016 
Service Improvement 
Projects 

Delivering service improvements 
needed to obtain a ‘good’ 3 star 
rating in order to realise 
Hackney Homes’ core business 
objective of delivering Decent 
Homes by 2010. 

Director: 
Chief Executive 
Lead Officer: 
Curtis Taylor 
VFM Officer: 
David Mynors 

31/10/2008 .  

G 

VFM021 
Rent Arrears Write-off 

Review current rent arrears 
write-of process to ensure that it 
is followed through to 
completion in accordance with 
sound financial and audit 
practice. 

Director: 
Housing 
Services 
Lead Officer: 
Brian Madden 
VFM Officer: 
David Mynors 

31/03/2009 Service delivery 
improvements. 

1. Review current write-off process 
2. Examine the viability of 
introducing a set-aside policy for 
rent arrears. G 

VFM037 
Provision of document 
library on HH intranet 

To provide a central resource 
containing Policies, Procedures, 
Plans and Strategies that is 
easy to use and widely 
publicised. 

Director: 
Housing 
Services 
Lead Officer: 
Sally Raphael 
VFM Officer: 
David Mynors 

31/12/2008 Efficiency 
savings, 
reduction in 
duplication and 
clarity of 
message. 

1. Consult with staff and then build 
a system to store documentation in 
a central library on the intranet. 
 
Interim system under construction. 

G 
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Theme:   5 Establishing a Value for Money Culture 

SMART Objectives Project Project Description Key Officers 
Completion 
Date 

Savings / 
Income 

Milestones / Progress  

VFM018 
Extending and Promoting 
the Value for Money 
programme 

Extending and promoting the 
Value for Money programme to 
all staff and residents of 
Hackney Homes. 

Director: 
Finance & 
Resources 
Lead Officer: 
Susan Walsh 
VFM Officer: 
David Mahoney 

Ongoing 
 

The 
development of 
benefits 
throughout the 
organisation will 
to a large extent 
depend upon 
the success of 
this project. 

Conduct training workshops, to 
include specific training on Gershon 
approach for senior staff. Feedback 
to be asked for in Value for Money 
projects.  Consult with Tenant 
Participation Officer.  Develop 
marketing strategy. 
 
This project links to duties of the 
Communications team; staff induction 
training; the HH improvement plan; 
leadership group training; staff 
conference; staff and specialist team 
briefings. The project also affords the 
opportunity to involve residents. 200 
residents indicated interest in joining 
VFM forum. The inaugural meeting of 
the residents’ forum was held on 7 
March 2007. Presentations of VFM 
principles commenced at re-induction 
training sessions. 
 
 

G 
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STAGE TWO: SERVICE REVIEW PROCESS  
 
Introduction 
 
At the outset of Hackney Homes it is opportune to examine all the key 
services to ensure that operational activities are focused on the right things 
and working in the right way. It’s also important to look outside and see how 
others are carrying out similar services and to see what can be learnt from 
them. Most importantly the output derived from an overall review of service 
delivery will inform the development of Hackney Homes Value for Money 
strategy. 
 
This is the main purpose of service reviews. The review process set out below 
is based on the best value review process because that is the best way of 
making sure that all the right questions are asked in the review and the 
outcomes of the review are meaningful and usable. 
 
Forms have been designed to guide the service review process and to ensure 
that all the necessary areas of review are covered. This includes the 4 “C”s of 
best value review: challenge; consult; compare; and compete. These forms 
are set out in Section 3.3 below. They also provide for the inclusion of 
information on costs and performance to facilitate the evaluation of 
effectiveness and efficiency and focus not just on improving services but 
improving value for money. 
 
3.2 The Need to Carry Out Effectiveness and Efficie ncy Reviews  
 
The Government commissioned Sir Peter Gershon to look at ways in which 
public bodies can become more efficient. His review proposed a methodology 
for achieving efficiencies and the Chancellor’s 2004 spending review set 
efficiency expectations for the public sector including local authorities. 
 
Local authorities are required to produce annual statements showing what 
efficiency savings they achieved in the previous year and savings they expect 
to make in the coming year. The ODPM has set a target of 2.5% pa of which 
at least half must be in cash. Although Hackney Homes is an ALMO it comes 
within the terms of the efficiency requirements and has to achieve the same 
degree of savings, which are included in the Council’s annual efficiency 
statements. 
 
One of the priorities of the Audit Commission is to evaluate whether 
authorities are taking the Government’s efficiency requirements seriously. 
Future assessments of authorities and ALMOs will look at how thorough the 
efficiency reviews have been and whether their outcomes have been 
implemented. Clearly it is important not only carry out the reviews but also 
show that they have been done by keeping records of a systematic and 
detailed process. 
 
Detailed information on the review process may be found on:  
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Efficiency Technical Note for Local Government 
http://www.odpm.gov.uk/stellent/groups/odpm_localgov/documents/page/odp
m_locgov_032805.pdf 
 
Social Housing Efficiency Technical Note 
http://www.odpm.gov.uk/stellent/groups/odpm_housing/documents/downloada
ble/odpm_house_037167.pdf 
 
More information on the Audit Commission’s Value fo r Money Key Line of Enquiry:  
http://www.audit-commission.gov.uk/products/guidance/0CD68C37-776C-
4C8B-ACAE-133F5A1F727C/KLOE32.pdf 
 
3.3 Guidance Notes for the Completion of the Servic e Review Template 
 
The template set out below covers all the main areas needed to record the 
service review. It is not exhaustive and is only the minimum requirement. 
Information may be added where relevant but none of the required information 
should be omitted and every section must be completed. 
 
Service  
 
Give the name of the service being reviewed or a suitable title for the service 
review if it coves more than one area. 
 
Project Team  
 
The project team oversees the efficiency review and make sure it reaches 
meaningful and achievable conclusions. For all major service reviews i.e. as 
determined by the Value or Money Board the team may consist of the 
following: 
 
·  The sponsor will normally be the director  responsible for the service 

being reviewed. 
·  The lead officer should be a senior manager  from outside the service 

being reviewed. 
·  The project officer  will do the majority of the research for the review, keep 

a full record of the review process and complete this form. 
·  The manager of the service  will be the head of the service being 

reviewed. 
·  The finance liaison officer  will be nominated by the Director of Finance 

and will provide any financial information required, assist in devising value 
for money criteria and calculate efficiency gains. 

·  The Board director  will be nominated by the Board of Hackney Homes 
·  Customer representative . At least one customer representative should 

be invited and participate in the review process. 
·  The challenger  should be someone who can make sure the review is 

comprehensive and meets the challenge requirements of the review. It 
should be someone from outside the service and potentially from outside 
the organisation. 
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Description of Service  
 
List all the services provided to customers and other stakeholders including 
internal staff and the Council.  
 
Inputs are the events that drive the work. For example in a call centre the 
main inputs are telephone calls requesting information / advice / work. In a 
former tenant arrears section the main input would be files and accounts of 
tenants who have given up their tenancy. 
 
Outputs are what are produced. For example in Leasehold Services outputs 
would include right to buy decisions and service charge invoices. 
 
Scope of the review  
 
A description is needed of what areas of the service will be reviewed. This 
includes what is intended to be achieved from the review. All reviews will have 
an over-riding purpose to improve effectiveness and efficiency and to achieve 
best value but specific objectives for the service will help to direct the review 
process. 
 
Customers and other stakeholders  
 
Customers are the people presenting the inputs defined above. For Hackney 
Homes it would include tenants, leaseholders, members of the public, internal 
staff, council staff, Hackney Homes Board directors, councillors. 
 
Other stakeholders would include people who have an interest in the service 
but are not customers. It could include community groups, board directors, 
councillors, tenant and resident associations and government departments. 
 
Performance indicators  
 
List all indicators that are reported in Hackney Homes’ performance reports. 
The Performance Monitoring Team (Housing Services) may be consulted if 
they are needed to provide information. Details of any other performance 
information that is kept locally should be included. 
 
Staffing information  
 
Give the number staff including temporary staff working in the service area. 
Count part-time staff as a proportion of the full-time equivalent (FTE) e.g. 
someone working 3 days per week is equivalent to 0.6 FTE. Describe the 
staffing structure or insert a diagram. 
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Financial information  
 
The purpose of this section is to show the total cost of providing the service. 
Give the gross payroll cost including employer’s national insurance and 
pension contributions. Include the cost of agency staff. Give the administrative 
and office costs for the service – this should be available from the budget and 
also specify all other expenditure on the service. 
 
Equalities issues  
 
Any equalities issues should be documented. 
 
Challenge  
 
The challenge process of a review is designed to enable the review team to 
go back to first principles and apply some imaginative thinking. Even if the 
service is deemed to be necessary someone else could possibly do it more 
effectively or it could be done in a completely different way. The review should 
start with a brainstorm session on challenge. Follow up options and 
possibilities during the review process. These may then be considered 
periodically to test whether they are still possible and how to pursue them in 
more detail. The approach adopted and conclusions should be outlined in this 
section of the template. 
 
Satisfaction Surveys  
 
It is important to establish what customers and stakeholders want and what 
they think about the service to ensure that time is not wasted on doing things 
that customers do not need.  
 
In this section information from any surveys, focus groups, complaints, exit 
surveys, public meetings, consultative panels, correspondence and any other 
sources should be detailed. If there is insufficient to give a good view of what 
customers think then this should be collected for the review. This might 
include running or commissioning surveys and focus groups. 
 
Other Feedback from Customers and Stakeholders  
 
Include any other feedback obtained from customers and stakeholders. 
However   anecdotal information should be avoided unless it reinforces the 
data collected through structured surveys.  
 
Benchmarking  
 
Value for money cannot be measured in isolation. It requires comparison with 
others who are doing similar work and providing similar services. There are 
always other ways of doing the same work and other organisation may have 
processes that we can learn from. Benchmarking is the comparison of 
performance, costs and processes against which Hackney Homes may be 
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measured to indicate how well the organisation is doing and where 
improvements may be made. 
 
In this section detail of all the benchmarking done on performance, costs and 
processes and how Hackney Homes compares with each organisation should 
be recorded. For example is Hackney Homes performance better or worse, 
are costs higher or lower, and can lessons be learned from the organisation’s 
processes. 
 
Unit Costs and Ratios  
 
The unit cost of a service can be a useful means of judging value for money. 
For example how much on average does it cost to deal with a legal claim for 
disrepair or how much does it cost to get an ASBO, how many staff are 
needed for this service per property managed, what is the cost of this service 
per property managed. This information can help to identify where efficiencies 
may be made. 
 
Hackney Homes has participated in the Housemark cost benchmarking for 
housing management services. This benchmark gives information on Hackney 
Homes’ costs and compares them with other similar organisations. It includes 
cost per property managed and staff per property. For further information see 
the Housemark website www.housemark.co.uk and contact the performance 
monitoring team for help. 
 
Performance Benchmarking  
 
A number of performance indicators are collected nationally and it is possible 
to compare performance with individual organisations and with peer groups. 
The best peer groups for Hackney Homes are London ALMOs and inner-
London boroughs but other groups may be useful depending on the service 
being compared. Data on housing related PIs is available from the Housemark 
website www.housemark.co.uk. The Performance Monitoring Team may be 
contacted for help as necessary. 
 
Benchmark Assessment  
 
Having collated the benchmark data it is important to assess it and come to 
some broad conclusions about the quality and cost of the current service that 
will help the service review to focus on where service improvements and 
efficiency gains could be achieved.  
 
Competition  
 
This section follows on from the challenge part of the review and asks for cost 
comparisons if there are other potential providers of the service. Where there 
are other providers there may be a need to do a “soft” market test to ascertain 
charges for a defined service. 
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Any Other Relevant Information about the Service  
 
This section should be used to record anything else that is relevant but is not 
covered by the previous sections. 
 
Main Conclusions  
 
This section should record conclusions about the current service and how it 
could be improved and made more effective and efficient. 
 
How Can the Service be improved?  
 
The ways that the service could be improved should be outlined for customers 
and other stakeholders. The categories shown are the main areas where 
improvement can occur but not every category may be relevant to the service 
review. Quality improvements could include shortening the time taken to deal 
with requests from tenants. System improvements could include the number 
of steps in a procedure needed to do a piece of work. Additional services 
could include the provision of new services for customers as a result of 
customer feedback and consultation. It could involve stopping a service 
because it is no longer useful and directing the resources towards something 
new.  
 
What Efficiency Gains could be achieved?  
 
All efficiency gains must be quantified so that achievements may be reported 
to the Council and the Audit Commission. This section follows the 
government’s format for recording efficiency gains in one of four categories as 
either cashable or non-cashable. This information will be used for the annual 
efficiency statements that show the savings being made by Hackney Homes. 
Cashable savings can be reinvested into service improvements. 
 
a) Cashable 
Reduced input cashable efficiency gains include: 
 

�  reducing the number of staff needed to provide the same service; 
�  cheaper premises costs; 
�  lower charges for services and utilities; 
�  reduced prices for contracted services. 

 
b) Non-cashable 
Non-cashable gains do not release any cash but are still an improvement in 
efficiency that is demonstrable. Examples include: 
 

�  greater output for the same input by changing systems so that the 
same size team can deliver more services; 

�  greater output or improved quality for an increase in resources 
proportionately less than the increase in output or quality e.g. the 
purchase of handheld devices to speed up the work of surveyors so 
they can visit more properties in a day. 
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Recommendations  
 
In this section the recommended actions required to implement the service 
improvements and efficiency gains should be listed.  
 
Implementation  
 
This section records the decisions made by the relevant decision-making 
forums of Hackney Homes to implement the recommendations of the review. 
 
3.4 Service Review Forms 
 
The proposed forms are set out below. 
 
Service  
  
Project team 
Sponsor  
Lead officer  
Project officer  
Manager of the service  
Finance liaison  
Board director  
Customer representative(s)  
Challenger  
 
Description of Service 
What are the services provided?  
What are the inputs?  
What are the outputs?  
Comments 
 
 
 
Scope of Review 
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Baseline Information 
Customers 
Who are the customers?  
Total number  
Average number of customer interactions per week or month 
Type of interaction Number 
  
  
  
  
Other Stakeholders 
Who are the other stakeholders? Number 
  
  
  
  
  
Comments 
 
 
 
Performance indicators for the service 
PI No and description 06/07 07/08 08/09 09/10  
     
     
     
     
Comments 
 
 
 
Staffing information 
 06/07  07/08 
Number of staff (FTE)   
Description of staffing structure 
 
 
Comments 
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Financial information 
 06/07 Outturn 07/08 Budget 
Payroll cost   
Administrative and office 
costs 

  

Other costs (please specify)   
   
   
Total   
Comments  
 
 
Equalities Issues 
 
Challenge 
Challenge 
Please give full details and your reasons  
Is the service necessary?  
Could it be provided in another way?  
Must it be provided by HH?  
Could someone else provide it?  
Could the service be packaged 
differently for contract procurement? 

 

Could the service be provided in 
partnership with someone else? 

 

Could the service be provided through a 
procurement consortium? 

 

Could someone else provide it better?  
Could someone else provide it cheaper?  
Could someone else provide better value 
for money? 

 

Comments 
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Consultation 
Satisfaction surveys 
Formal surveys 06/07 07/08 08/09 
Survey method 
Describe how the survey was done 

 
 

  

Satisfaction results 
Give combined percentage of those very or fairly satisfied 
Satisfaction question 06/07 07/08 08/09 
    
    
    
    
Comments 
 
 
 
Other feedback from customers and stakeholders 
Describe other reliable information from customers and stakeholders about the 
service such as from complaints, focus groups, public meetings 
What do people like about the service?  
What problems have been identified?  
What improvements have been asked 
for? 

 

What new services do people want?  
What parts of the service do people no 
longer need? 

 

Comments 
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Comparison 
Benchmarking 
Give details of the what benchmarking you have done  and how the 
organisation(s) compare with HH 
Name of Organisation  
 Organisation HH comparison 
Services provided   
Performance   
Procedures   
Costs   
Other (Please specify)   
   
 
Name of Organisation  
 Organisation HH comparison 
Services provided   
Performance   
Processes   
Costs   
Other (Please specify)   
   
Comments 
 
 
 
Unit costs and ratios 
What average unit costs or ratios can be calculated for the service e.g. staff cost per 
£1 arrears, number of FTE staff per property managed? 
Activity / Output Average unit cost / 

ratio 
Comparison with 
national / London 
/ ALMO quartiles 

Source of 
the 
comparison 

    
    
    
    
Comments 
 
 
 
 
 
 
Performance benchmarking 
Use Housemark and Audit Commission PIs and any othe rs where you have 
comparable information 
PI Description Year HH 

performance 
Comparison with 
national / London 
/ ALMO quartiles 

Source of 
comparison 
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Comments 
 
 
 
Benchmark assessment Quality Cost 
How does the current service 
compare with other equivalent 
organisations? 

  

Comments 
 
 
 
Competition 
Competition 
Please give full details.  
Are there other providers for part or all of 
this service? 

 

Could they provide the service for HH?  
Approximately what price would they 
charge? 

 

What is the equivalent cost of the current 
service? 

 

Is there scope for competitive 
procurement to improve efficiency? 

 

Comments 
 
 
 
 
 
Other information 
Any other relevant information about the service  
 
 
 
 
 
Review outcomes 
Main Conclusions 
��     
��   
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How can the service be improved? 
Use the relevant categories and list any other impr ovements under “other”. 
Quality improvements  
System improvements  
Additional services  
Performance improvements  
Other improvements 
 
 
Comments 
 
 
What efficiency gains could be achieved? 
Please give full details  
Cashable Description Cash 

saving 
How will quality 
be maintained? 

Reduced input (money, people, 
assets) for same outputs 

   

Reduced prices (procurement, 
labour costs) for the same 
output 

   

Comments 
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Non-cashable Description 
Greater output or improved 
quality for the same inputs 

 

Greater output or improved 
quality for an increase in 
resources proportionately less 
than the increase in output or 
quality 

 

Comments 
 
 
 
Recommendations 
List the actions required to implement the service improvements and efficiency 
gains above. 
1.    
2.  
 
 
Comments 
 
 
 
 
 
 
Implementation 
Enter decisions and dates of decision  
Agreed by Efficiency and Procurement 
Review Group 

 

Agreed by HH Management Team  
Agreed by HH Board  
Project plan agreed  
Comments 
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3.5 Service & Efficiency Reviews Methodology 
 
The methodology for conducting service and efficiency reviews involves a 
project team for each review. For all major service reviews the project team 
should include elements of customer involvement, board director participation 
and internal/external challenge. However it would be impractical to commit 
this level of resource to the majority of the projects. The following approach 
sets out proposals that should prove to be more manageable and therefore 
more effective. 
 
The composition of the review project team for all major reviews (priority 
reviews approved by the VFM Board)  is made up of eight members, 
including the Service Director, a project officer responsible for research, the 
service manager, a finance representative, an HH Board Director, a customer 
representative and a ‘challenger’ from outside the service or outside the 
organisation. 
 
Given that several reviews are likely to be running concurrently the numbers 
of review members involved are likely to cause capacity problems. There is 
also a possible problem of the availability of customer and Board Directors 
during office hours. In order to surmount these problems the following review 
structure is recommended: 
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The proposed review process outlined above includes an Efficiency Review 
Form that acts as the template for efficiency reviews and ensures both 
consistency and a clear record of the review. This form should be the template 
for all service and efficiency reviews. 
 
3.6 Proposed Structure of the Project Review Teams 
  
It is proposed that the review teams themselves are smaller with teams of 
perhaps up to four staff. The make up of these review teams may vary 
according to the review but would normally include the relevant Service 
Director, a project officer for the main body of research and record keeping, 
the service manager if appropriate and a Finance representative. 
 
A Service Review Panel should be formed including all the elements of 
challenge and involvement. This panel should meet monthly (or as otherwise 
agreed) and on a programmed basis each review would report to the panel. 
The panel would be provided with a progress report by the Project Officer 
detailing gap analysis, benchmarking results, consultation findings, interim 
findings and final report dependent on the stage of the review. The panel 
would also set targets to be achieved before the next progress report.  
 
The Service Review Panel would act as the challenge element of the review 
by questioning the direction of the review, prompting alternative options and 
ensuring that the difficult questions have been asked. At the same time it 
would provide input from customers so that their perspective is included from 
the start. 
 
The members of the Service Review Panel are open to debate by VFM Board 
but the proposed structure suggests Board Members, residents (or other 
customers including internal), Chief Executive and/or Service Director, third 
tier management representation and the Procurement Manager to advise on 
process and contribute to challenge. This system would avoid VFM Board 
from being swamped with review business. 
 
The proposed structure includes a Finance Liaison Officer in the review 
teams. However, there may again be capacity problems with this in reality. An 
alternative approach is to appoint a member(s) of staff in the finance division 
to specialise in efficiency generally e.g. the current project team.  
 
Over the coming months, in order to comply with the efficiency agenda, there 
is going to be a need to start costing services in much greater detail, to 
benchmark these costs with other organisations and to service the efficiency 
reviews. Costing alternative options that arise from reviews is time consuming 
and difficult. There are clear benefits of having members of staff specifically 
assigned to undertaking these tasks, which outweigh the costs involved. 
 
3.7 Conclusion 
 
To alleviate any concern about capacity issues inherent in the proposed 
service and efficiency review process the VFM Board propose the adoption of 
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the approach and structure set out above. For most service reviews project 
teams are much smaller than those proposed for major service reviews with 
the challenge and consult elements undertaken by an overarching Service 
Review Panel to which review teams report on a programmed basis. Finance 
officer(s) should be designated with an efficiency brief. This will include 
costing services, benchmarking with other organisations and servicing 
efficiency review teams.     
 
The proposed approach was adopted in 2006/7 for the review of leasehold 
services; major SLA reviews and the major service review of estate cleaning 
and grounds maintenance. In 2007/8 it was adopted for the review of repairs 
and maintenance services. 
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1. Summary 
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If you have any questions about this report, please  contact Brian Madden on 0208 356 2304 or email 
Brian.Madden@aol.com 

 
 
1.0 SUMMARY 
 
This report is for information on the progress of the VFM work programme and 
the benefits achieved to date compared with the targets set out in the VFM 
Blueprint strategy documents dated April 2006, April 2007 and July 2008. 
 
2.0 RECOMMENDATION 
 
The Committee agree the report and commend the report for discussion by 
the Board at their meeting in September 2008. 
 
3.0 BACKGROUND  
 
Hackney Homes has developed a Value for Money strategy which is designed 
to ensure we adopt best practice, improve efficiency and implement a culture 
of continuous improvement. The strategy is set out in the VFM Blueprint 
document prepared in April 2006 and approved by both the Hackney Homes 

Item No.  10 
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Board and the VFM Board. The second VFM Blueprint document was 
approved in April 2007 setting out details of the VFM work programme for 
2007/8 to be measured against the targets set in April 2006. This report 
provides an update of the progress up to the 31st of March 2008 and sets out 
an overview of the success of the strategy and the challenges ahead. 
 
The VFM strategy established in April 2006 focussed on five main themes: 
 
The Medium Term Planning Forecast (MTPF)  – ensuring that the projects 
undertaken in accordance with the strategy are designed to have a 
demonstrable impact on the MTFF; 
 
The Improvements in Service Delivery theme  covers all the projects 
designed to secure measurable and sustainable improvements in service 
delivery throughout Hackney Homes. The objective is to identify both 
qualitative (quality related) and quantitative (measurable) improvements in 
services and to obtain the better use of resources throughout the organisation, 
which is part of a strong VFM culture that is understood and owned by staff 
throughout the organisation; 
 
The Reducing Costs theme  covers all the projects aimed at reducing 
Hackney Homes’ costs. 
 
The Maximisation of Income theme  covers all the projects designed to 
maximise housing rental and other income sources throughout Hackney 
Homes; 
 
Establishing a Value for Money Culture  theme concerns the need to 
establish a VFM culture in the hearts and minds of staff throughout the 
organisation and also to involve residents in all aspects of the process from 
developing strategy through to involvement in projects and reviewing 
outcomes.  
 
In April 2006 a VFM project team was established under the overall direction 
of the Chief Executive and a work programme drafted containing over 50 
specific projects. Many of these have already been completed and the 
remainder are due to be completed in the 2007/2008 and 2008/2009 
programmes. Over the three year period ending in 2008/2009 it was estimated 
in April 2006 that these projects will result in cost savings; increased income; 
and/or improved value for money cumulatively totalling £10 million. This report 
sets out an assessment of the benefits achieved to date in relation to the initial 
VFM strategy targets and summarises briefly some of the key projects 
undertaken. 
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3.1 OVERVIEW OF PROGRESS 
 
From April 2006 Hackney Homes has embarked upon a complete overhaul of 
the organisation involving:  

�  A comprehensive restructure of senior management and the creation of 
three operational divisions;  

�  The replacement of the former direct labour organisation (HTS) with a 
streamlined Property Services division resulting in the reduction of up 
to 20% of staff numbers and the realisation of a revenue cost saving of 
up to £1m per annum;  

�  Tendering of several major contracts covering housing management, 
capital works and repair and maintenance;  

�  Intervening in under-performing TMOs; 
�  Significant improvement in leaseholder income and services to 

leaseholders; 
�  Establishing a new protocol for relations with social care;  
�  Tackling poor performance in key areas such as arrears and voids 

turnaround; 
�  Best Value Reviews of Estate Cleaning and Grounds maintenance and 

Housing Repairs and Maintenance services; 
�  Reviews of service charges – utilities and garages.  

 
The strategic focus for these improvements is provided by the VFM strategy 
which was approved by the Board in April 2006.In 2006/7 management 
addressed issues that have been unresolved for over a decade. The impetus 
for this change has been the implementation of perhaps the most extensive 
value for money programme of any housing authority in the UK. Improvement 
in performance in achieving value for money has been robust, substantial and 
effective.  Service costs have fallen to levels comparable to those for other 
inner London Housing organisations. It is anticipated that more than £15m 
worth of improvements will be realised by the end of 2008/2009.  Potential 
benefits could reach exceed this amount in service efficiency and 
effectiveness. At the same time tenant satisfaction has improved dramatically 
year on year.    
 
While there is still more that can be done, management and staff are focused 
on making sure that each of these significant changes is fully implemented 
and the improvements are fully secured.  The organisation has changed and 
in so doing has addressed chronic well embedded problems including high 
rent arrears levels and ineffective communication systems. Hackney Homes is 
consolidating these changes to ensure the benefits are fully secured. Our 
prime objective is to build on the new arrangements and establish ourselves 
as a best in class provider.  
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3.2 PROGRESS ON PROJECTS TO 31st MARCH 2008 
The current status of the projects on the work plan is summarised below:  
 
3.2.1 Summary of Project Status as at 31 March 2008  
 

Red Amber Green Completed Total 
0 0 9 38 47 

 
There were 9 projects not completed during 2007/08 due to resources 
involved in issues concerning the Audit Commission inspection.  All of these 
projects are in progress and have been carried forward into the 2008/09 Value 
for Money programme.   These projects include: the repairs & maintenance 
VFM projects; a review of the accommodation strategy; the results of the 
divisional re-structure; a review of the Woodberry Down regeneration project; 
an assessment of the HB take-up in the borough; and an overhead value 
analysis linked to a review of the SLAs. 
 
3.2.2 VFM Benefits Achieved to Date Compared With T argets Set Out in 
VFM Blueprint 
 
Significant progress has been made in relation to the achievement of targets 
set in the VFM Blueprint in April 2006.  The tables in sections 3.2.4 and 3.2.5 
summarise an assessment of the benefits achieved to date. 
 
The key VFM projects undertaken in 2006/07 and 2007/08 are summarised in 
the following paragraph. 
 
3.2.3 VFM Programme 2006/7 
 
The key projects were: 

�  Cost savings of £500k arising from the review of Clapton Park TMO; 
�  Recovery of overcharges of water rates on void and other properties 

from Thames Water  recovered in 2006/7 of £308k; 
�  Saving of £100k on electricity costs following the review of metering 

arrangements; 
�  Increased income of £1.6m from Leaseholders service and major 

works charges arising form improvements introduced in the Leasehold 
Section Improvement Plan; 

�  Additional charges of £700k to Leaseholders for management services 
costs recovered following the decision of the LVT; 

�  Gross cost savings on the tendering of Housing Management services 
in the North East and Shoreditch of over £2.3m from 2007/8; 

�  Cost savings of approximately £1m in revenue expenditure arising from 
the restructure of Property Services Division in 2007/8. 

 
The Hackney Homes gross budget for 2007/8 was reduced by £4.8m to 
take account of the cost savings/ income generation achieved through the 
2006/7 programme. 
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3.2.4 VFM Programme 2007/8 
 
�  Best Value Review of Estate Cleaning and Grounds Maintenance – 

cost savings of £100k; 
�  HouseMark project 2006/7 (actuals) and 2007/8 (estimates) – 

discovery of over-provision of insurance costs £800k;  
�  Increase in housing rent charges based on the Council’s consideration 

of the VFM report –“Safeguarding the Housing Revenue Account “ 
increase in proposed charge of 1.75% to result in additional rent 
income of £1.6m approximately; 

�  Identification of the need to increase utility cost service charges in line 
with inflation to redress a failure to increase charges in the past. The 
estimated shortfall in income is approximately £1m per annum.   

�  Bringing derelict garages back into service through improvements & 
repairs - £30k per annum 

�  The recovery and consolidation of telecommunications masts income 
resulting in income of £800k being available to spend in specific 
estates throughout the Borough in 2008/09. 

�  Recovery of overpaid water charges by deduction from Thames Water 
invoices – a total of approximately £0.5m for the years 2006/7 and 
2007/8 

 
In addition a detailed VFM review of our performance in managing the Decent 
Homes contracts confirmed that cost savings of approximately £3.4m,  
identified in reports submitted by consultant quant ity surveyors have 
been achieved.  These cost savings have been utilis ed in meeting capital 
costs of the Decent Homes programme. This total is not included in the 
following table. 
 

Table:  Assessment of VFM Benefits as at 31 March 2 008  
Cumulative  Benefits Realised                  VFM targets 
2006/07 2007/08 2008/09 

(Potential) 
2006/07 2007/08 2008/09 

£0.5m £8.83 £14.13m £2.85m £7.2m £10m 

 
In the above table, the term “Cumulative Benefits Realised” refers to the 
combination of cost savings and additional income achieved through the 
Value for Money process for each of the three years in the VFM Blueprint.  In 
effect the realisation of the majority of these benefits is achieved in the 
following financial year.  The totals for each year represent the benefits 
realised in terms of either reducing total budget costs and / or investing 
savings for the improvement of services to residents. 
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3.2.5 Impact of VFM Benefits on Direct Costs, Overh eads and Income 
Generation 
 
The achievement of VFM benefits has an impact on the Hackney Homes 
Business Plan and the related budgets for 2006/07, 2007/08 and 2008/09.  
Our overarching VFM strategy has been to target our reviews of costs and 
improvement of income streams at the priority service areas in these first 
years of the organisation.  In particular, our approach has been to identify 
projects, which would have a major effect on the levels of direct costs and 
overheads together with improvement of income generation.  These projects 
include the re-let of two Housing Management services contracts, the delivery 
of Decent Homes, divisional restructuring, improvement of Leasehold service 
and major works charges and review of efficiencies within Hackney Homes. 
   
The following table outlines the effects of the savings on direct costs, 
overhead costs and income improvement over the respective years: 
 
 2006/07 

(£) 
2007/08 

(£) 
2008/09 

(£) 
Direct Costs  500,000 1,900,000 3,300,000 
Overheads  2,300,000 3,900,000 
Income 
Improvement 

 4,630,000 6,930,000 

 500,000 8,830,000 14,130,000 
 
 
The benefits achieved are shown clearly by the significant improvement in the 
costs involved in managing the housing management and maintenance 
functions. HouseMark’s benchmarking service provides a breakdown of the 
costs and resources involved in these functions setting this firmly in the 
context of performance. The purpose of their reports that include 
benchmarked data of comparator social housing landlord organisations is 
to provide information to ALMOs, which they can use to self assess the 
efficiency of their organisation and to judge whether the services are of 
good quality  and offer value for money. 

HouseMark’s benchmarking data has been used to provide this 
information and the associated activity based benchmarking methodology 
to benchmark our costs and performance on a like-for-like basis. It gives an 
overview of our business and provides comparison data on both a national 
and a peer group basis. The report focuses on specific ALMO peer groups. 
Hackney Homes is included in the London Peer Group.  

The following information relates to the HouseMark returns for 2006/7 actual 
costs and 2007/8 estimates. Key comparisons include: 

�  Tenancy related housing management costs – the overall cost 
of housing management services; and 

�  Analysis of these costs over key functions e.g. arrears 
management 
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The total cost of direct staff in tenancy related management per property is 
£265 per property in 2006/7 and £200 in 2007/8.  

The main functions included in the above costs are arrears management, 
tenancy and estates management, and empty properties management and 
represent an analysis of both housing management contractors’ costs  
and Housing Services direct staff  involved in these functions across the 
Borough. The improved position for 2007/8 is due to the cost savings 
arising from the tendering of two contract areas in 2006/7. 
 
The following are key examples of the functional analysis of the above 
costs over respective functions: 
 
The cost of direct staff involved in arrears manage ment  has reduced from 
£75 per property in 2006/7 to £69 in 2007/8. The following chart shows the 
cost of direct staff involved in arrears management. 

 
 
 
Key to organisations 

 
 
Although the costs per property of arrears management remain relatively high 
this is reflected in the significantly improved performance as shown in the 
following chart. 
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Current Arrears at the Year End 
 

 
 
Key to organisations 
 

 
 
The cost of direct staff involved in tenancy and estate s management 
cost per property  covers management of tenancies, monitoring the condition 
of estates, dealing with anti social behaviour, resident involvement etc. The 
costs for both 2006/7 and 2007/8 have remained at £111 per property 
representing a slightly below average cost with a r anking of 8 th in the 
peer group as shown in the following chart.  
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Key to organisations 

 
 
 
This improvement in the delivery of economic, efficient and effective services 
is evidenced by the benchmarking data supplied by HouseMark as shown 
above over the two years 2006/7 and 2007/8 compared with data for 2005/6 
and earlier. It also provides a comparison of performance in relation to our 
peer group. 

Preliminary indications are that the unit costs will improve in the next 
HouseMark return when the 2007/8 actual costs are submitted. These 
figures show further cost savings compared with the 2007/8 budget. This is 
evidenced by a continuous reduction in the total “Core Housing Management 
Costs” from £890 per property in 2004/5; £771 per property in 2006/7; to an 
estimated return in 2007/8 of £665 per property. 
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3.3 THE VALUE FOR MONEY APPROACH ADOPTED 
 
The key elements of the approach adopted are summarised as follows: 

�  The VFM programme has been delivered by a team with a balanced 
range of professional expertise and experience; 

�  Financial and service analyses are thorough and incisive.  Well 
established, tried and tested best value methodologies ensure reviews 
are properly managed and improvement plans and projected savings 
are secure; 

�  Particular emphasis is placed on establishing a participative approach 
to actively involving staff, tenants and service users at all stages in the 
implementation of the project; 

�  External comparison is used to support project work, for instance 
benchmarking with best-in-class including CityWest Homes and 
Hounslow Homes. This supports local analysis of ‘bottom-up’ 
benchmarking and ‘top-down’ costs; 

�  Hackney Homes’ best practice ‘gateway’ approval process for 
procurement ensures evaluation at critical stages; 

�  Performance management arrangements are efficient, robust and 
effective and have been strengthened by the restructuring of top 
management; 

�  The implementation of the VFM programme is integral to performance 
reporting and delivery of business plan objective;   

�  Attracting and using funding for inward investment for housing in 
Hackney is an objective of the Council’s Housing Strategy and is a 
feature of current and future programmes.    

 
After embedding the VFM processes and establishing a VFM culture 
throughout the organisation, from 2008/09, Chief Officers of the respective 
divisions are now responsible for driving and realising the VFM initiatives set 
out in the 2008/09 Blueprint. 
 
3.4 ESTABLISHING A VALUE FOR MONEY CULTURE  

 
Perhaps the biggest challenge addressed by the strategy is the need to 
establish a value for money culture throughout the organisation. This is a 
continuous process and is being achieved through the adoption of a corporate 
approach to identifying, examining and delivering opportunities. The ALMO 
Board, the Audit and Finance Sub-Committee, senior officers and staff all 
have roles to play in demonstrating that VFM is built into thinking, decision 
making, setting priorities and day-to-day operations. 
 
By introducing systematic and regular reviews VFM is embedded into 
practices and procedures and governs policy and decision making throughout 
the organisation. Training programmes for staff and residents have been 
delivered and close links have been established between the VFM Project 
Team and the Hackney Homes Communications Team to ensure effective 
collaboration in the preparation of newsletters and other promotional material 
reflecting the significance of securing good value for money in the delivery of 
all services.  
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The role of the Communications Team is essential to the effective 
dissemination of information on the progress of all the VFM effort to Board 
members, staff, residents and other stakeholders. The key communication 
channels used for the regular inclusion of VFM topics are: 
 

·  Monthly Hackney Homes Newsletter; 
·  Intranet; 
·  Website; 
·  Staff newsletter – Top Storey – bi-monthly; 
·  Chief Executive information bulletins 
·  Media – press releases 

  
An effective measure of the effectiveness of the approach is the extent to 
which staff and residents are contributing to the VFM process by identifying, 
generating and implementing ideas and projects delivering value for benefits 
throughout the organisation. There is growing evidence of significant self 
generated initiatives throughout all divisions since the promotion of the VFM 
approach. Important examples include: 
 

�  Estates and Environment – the extension of re-cycling facilities, on 
housing estates, to meet the Mayor’s challenging targets; and the 
establishment of dedicated anti-graffiti and deep cleaning teams with 
published programmes of work; 

�  Property Services – the development and refinement of the “Fair Pay” 
scheme resulting in productivity improvements and cost savings; 

�  Communications team – the development of a telephone database of 
resident numbers (mobile, landline and email) to provide the platform 
for extensive effective communication with residents throughout the 
borough. 

�  Housing Management contract partners - since April 2006 rent arrears 
have decreased by over 37% from £8.6M to £5.3M.  Hackney Homes is 
now recognised nationally by HouseMark as a top performer in rent 
collection and arrears management.  Improved levels of rent collection 
have brought real benefits and boosted funds for services enabling and 
facilitating investment in operational services including estate cleaning 
and grounds maintenance. 

 
In particular a range of measures introduced by Rent Income section have 
produced some impressive results. These include: re-letting properties soon 
after the previous tenant moves out to minimise loss of rental income; 
improving former tenant’s arrears collection to maximise income; the provision 
of new home contents insurer to provide tenants with the same service for 
less cost; more effective working relationship with Thames Water to make 
greater savings on charges for water supply to our properties resulting in cost 
reductions in water bills totalling £0.5m since April 2006; the introduction of 
several new payment methods to make payment easier for tenants; the 
engagement of the Hackney Law Centre to hold surgeries in housing offices 
to help tenants resolve their debt problems.  
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Additionally the section has taken steps to advise tenants on how they might  
contribute to the VFM approach by : paying rent on time to strengthen the 
financial position, reduce loan interest charges and reduce the costs of rent 
recovery procedures; urging tenants to pay their rent by direct debit standing 
order – an improvement in 2007/8 has resulted in a cost saving in the region 
of £100K in collection cost; and urging tenants to look after their homes and 
estates to reduce the cost of recurring maintenance and repair works. 

 

The success of these initiatives augurs well for the future and provides the 
basis for closer integration of the VFM strategy and service delivery. 

 
The involvement of residents with the VFM strategy and its delivery is 
important to the success of the approach. A culture where residents play an 
important part in services provision and how we achieve excellent services is 
developing. A Value for Money Forum  has been established to help with the 
development and implementation of first class value for money services. The 
aim of the consultation was to: obtain views on the information supplied 
including articles in Hackney Homes News; contribute suggestions and ideas 
on value for money; and indicate interest in joining specific focus groups. This 
approach now forms part of the Resident Participation Strategy. 
  
3.4 CONCLUSION 
 
A good start has been made in realising the exacting cost savings/ benefits 
targets set in April 2006.  A wide range of projects are underway or have been 
completed, which offer the prospect of realising benefits significantly in excess 
of the targets set for 2007/08 and 2008/09.  The value for money programme 
is a particular focus for the new business plan and implementation of the plan 
includes taking account of the results of the major VFM projects already 
completed and those planned for 2007/08 such as a structural review of 
Housing Services. Embedding the VFM culture is a continuous process, which 
will develop further with planned programmes of consultation and discussion 
with residents and staff throughout 2008. A VFM Forum for residents was 
established and the initial conference was held in February 2007. Two further 
conferences have been held with one specifically for Turkish residents held in 
the offices of Clapton Park TMO. 
 
External benchmarking through HouseMark has clarified where certain 
overheads and costs appear high and these have been the focus of VFM 
projects and negotiations on the SLAs. However further work with residents, 
staff and providers will aim at improving the effectiveness of frontline services 
and the efficiency of “back office” systems to drive down cost and improve 
service. 
 
Some significant challenges and areas for improvement remain.  In particular, 
there is a need to improve the quality of financial information available to 
support planning, review and decision making, by: 

�  Securing further delegation of financial administration and responsibility 
to Hackney Homes from April 2009; 
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�  Developing the means to provide more accurate and detailed 
benchmarking information at service level 

 
In view of the certainty underpinning this assessment it is now important that 
consideration is given about the need to enter into a discussion with the 
Council on the possible redistribution of these benefits in accordance with 
Audit Commission guidance contained in KLOE 32. 
 
 
4.0 IMPACT UPON THE HACKNEY HOMES BUSINESS PLAN  
 
As in previous years, cost savings and income generated will have a direct 
effect on the Business Plan. 
 
5.0 IMPACT UPON THE HACKNEY HOMES RISK REGISTER  
 
Failure to maintain progress on VfM initiatives may have an adverse impact 
on the following risks: HH/2; HH/6; HH/16; HH/18. 
 
6.0 THE HACKNEY HOMES EQUALITY & DIVERSITY STRATEGY  2006 /  
      ACTION PLAN 2007 – 2010  
 
All projects are conducted in accordance with E & D policy. 
 
7.0 CONSULTATION PROCESS & FINDINGS  
 
In 2006/07 and 2007/08, residents attending the VfM forums were advised of 
and consulted on all aspects of the programme. 
 
8.0 ICT IMPLICATIONS 
 
No direct ICT implications. 
 
9.0 HUMAN RESOURCES IMPLICATIONS  
 
The resources available in 2007/08 are significantly reduced from those 
employed in 2006/07. 
 
10.0 FINANCIAL IMPLICATIONS  
 
All financial implications are examined within the context of the programme. 
 
11.0 LEGAL IMPLICATIONS / ADVICE  
 
All legal implications are examined within the context of the programme. 
 
12.0 OTHER RELATED DECISIONS / GUIDANCE  
 
None
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If you have any questions about this report, please contact Trish Haill on 0208 356 
2107 (telephone number) or email (trish.haill@hackneyhomes.org.uk). 
 
1. SUMMARY 
 
1.1 This report introduces the 2008 Update of the ICT Strategy.   
 
1.2 The main changes to the strategy is the description of the deliverables of 

Project Excellence (pages 13 – 15), and the appendix showing the projects 
completed during 07/08, and the projects ICT are and will be working on 
during 2008. 
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2. RECOMMENDATION(S) 
 
2.1  That the Board note and agree the revised ICT Strategy for Hackney Homes. 
 
3.0  BACKGROUND 
 
3.1 Hackney Homes recognises that information and Communications 

Technology is a key resource for the delivery of quality services to customers.  
The ICT Strategy identifies the ways in which ICT will be used to deliver 
service improvement and defines the ICT infrastructure and the organisation 
of the resources to deliver ICT.  This is the revised ICT Strategy and covers 
the period September 2008 to March 2010.  The strategy will be reviewed and 
updated annually.  A number of projects will be generated by this strategy, the 
most significant of these is Project Excellence, the implementation of 
Universal, the new integrated housing management system – the 
procurement of which was the main activity for ICT during 2007/8.  

3.2 ICT for Hackney Homes is delivered by a range of partnerships.  Partners 
essential for the smooth delivery and support of ICT are the London Borough 
of Hackney (LBH), the council’s third party suppliers, and third party suppliers 
of Housing systems (e.g. Civica).     

3.3 The ICT Strategy supports the key objectives of Hackney Homes, maximising 
the investment in technology and enabling the delivery of front line customer 
services.  by optimising the use of, and investment in, technology. The 
strategy describes the three main aspects of efficient and effective ICT 
support:   

·  Systems and applications which are fully integrated, delivering functionality 
and information to all parts of the business (and where appropriate directly to 
customers 

·  An ICT Infrastructure (servers, network , communications, desktop and 
mobile computing equipment) which facilitates the delivery of the systems 

·  A reliable ICT Support service with the necessary organisation and skills to 
produce, source, directly support or client the support for the services 
required to deliver the infrastructure, systems and applications and 
appropriate interfaces. 

3.4 The strategy provides for ICT Services to be delivered following the best 
practice principles of the Information Technology Infrastructure Library (ITIL), 
and that projects will be managed using Prince 2 

 
4.0 IMPACT UPON THE HACKNEY HOMES BUSINESS PLAN 
 
4.1 The ICT Strategy will enable the achievement of the outcomes of the Hackney 

Homes Business Plan.     
 
5.0 IMPACT UPON THE HACKNEY HOMES RISK REGISTER  
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5.1 Project Excellence is the key vehicle to achieve efficiencies and savings for 

Hackney Homes.  Risks associated with not delivering this project effectively, 
or to time, should be recorded in the risk register.  The main risks to achieving 
efficiency and savings are insufficient resource allocation for the project and 
change management not being properly addressed.  The ICT Strategy 
provides the environment and technical people resource to ensure that the 
technology behind Project Excellence can be implemented successfully and 
that the performance will be sufficient to support the organisations 
achievement of the benefits of the project.   

 
5.2 All day to day business of Hackney Homes is facilitated in some way by ICT.  

The close monitoring of our contracts and SLA arrangements with our major 
partner, LBH, together with the maintenance of sufficiently skilled and 
knowledgeable support staff as described in the strategy will ensure minimal 
exposure to the risk of a technological failure having an adverse effect on the 
performance of Hackney Homes.   

 
6.0 THE HACKNEY HOMES EQUALITY & DIVERSITY STRATEGY  2006 /  
       ACTION PLAN 2007 – 2010 
 
6.1 ICT supports the Equality and Diversity Strategy by enabling customers to 

interact in different ways with Hackney Homes – offering both choice and 
opportunity.  Use of the internet, texting via mobile phones and services via 
the kiosks will be extended enabling services to be accessed outside of office 
hours, and providing more information for customers whose first language is 
not English. 

 
6.2 Under Project Excellence different workflow processes will be initialised 

dependent on customers individual needs, for example, the process 
associated with the Vulnerable Repairs Policy will be triggered upon 
identification that that customer comes into that group.   

 
6.3 ICT Training is available to provide staff with basic ICT skills to enable them to 

take advantage of technological skills.  Recently PCs were installed in the 
operative’s canteen and training provided in the drive to ensure all staff are 
able to benefit from the use of internet and email.    

 
7.0 CONSULTATION PROCESS & FINDINGS 
 
7.1 The 2008 update of the ICT Strategy was informed by the results of the 2008 

ICT User Satisfaction Survey.  Some 39% of computer users (including the 
Housing Management Partners) completed the survey.   

 
7.2 The senior managers of Hackney Homes were all invited to input into the 

update of the Strategy. 
 
7.3 The main focus of the strategy is the implementation of Project Excellence – 

there was extensive consultation through Hackney Homes, and involvement 
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of partners including LBH to ensure that the project will deliver to the business 
and customer requirements. 

 
7.4 ICT Staff were involved in drawing together the strategy, and the team 

together coined the mission statement for ICT which reflects the ethos of the 
team’s approach to their work: 

 
‘ICT will take a proactive approach to communications and technology 
to provide the tools to deliver excellent value added services to our 
customers’  

    
8.0 ICT IMPLICATIONS 
 
8.1 The ICT Strategy directs the work of the ICT Service. 
 
9.0:  HUMAN RESOURCES IMPLICATIONS 
 
9.1 The delivery of the ICT Strategy is dependant staff of the ICT Service having 

the correct skills and competencies with which to fulfil their job roles.  Ongoing 
training is an important part of the strategy, and staff will continue to be 
trained in ITIL best practice processes, as well as receiving training to enable 
them to exploit fully the technical tools of the organisation. 

 
10.0    FINANCIAL IMPLICATIONS 
 
10.1 The ICT Service has a budget of £2,023,400 for 08/09, which includes the 

predicted income from the support offered to Housing Management Partners.  
The delivery of the strategy will be within this budget with the exception of 
Project Excellence which is funded separately.   

 
10.2 Budget monitoring to ensure that the strategy is delivered within budget is 

rigorously conducted..   
 
11.     LEGAL IMPLICATIONS / ADVICE   
 
11.1 The ICT Service is responsible for Data Protection within Hackney Homes, 

and has a qualified Data Protection Officer.  All elements of the strategy, and 
in particular the company’s use of data, is monitored to ensure compliance 
with Data Protection and other relevant legal guidance and legislation.   

 
12 OTHER RELATED DECISIONS / GUIDANCE 
 
12.1 None 
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Introduction 

This ICT Strategy was originally approved by the Housing Management Team in October 
2005 for the framework for ICT Services in the new Hackney Homes organisation which 
came into being on the 1st April 2006. 

This document is the result of the annual review of the Strategy and was approved by the 
Hackney Homes Board on 8th September 2008 

Hackney Homes recognises that Information and Communications Technology is a key 
resource for the delivery of quality services to its customers.  The effective and innovative 
use and deployment of ICT will be a key enabler for developing services for customers, 
improving internal business processes and establishing effective working relationships 
with external organisations such as suppliers and partners. 

The revised ICT Strategy covers the period December 2006 to December 2009 and 
contains a review of the progress made during of the initial set up of Hackney Homes and 
the nine months of operation, i.e. from October 2005 to December 2006.  Over the next 3 
years there will be continual evaluation of the success of the strategy, particularly the 
delivery vehicles for the support and service itself.  The strategy will be reviewed and 
refined as a result of the evaluation.   

The strategy will identify the ways in which ICT will be used to deliver service 
improvement, define the ICT infrastructure and consider the organisation of the resources 
to deliver ICT.  It will also include an review of the services provided to the company via 
external contracts and Service Level Agreements from the London Borough of Hackney 
and comments on these arrangements. 

The ICT Strategy will be supported by documents detailing related issues.  Such 
documents include: 

·  Data Protection (agreed by Hackney Homes Board Feb 06) 

·  Freedom of Information (agreed by Hackney Homes Board Feb 06) 

·  Knowledge and Records Management (to be produced) 

·  Data Sharing Protocols (to be produced) 

·  Email and Internet usage (agreed by Hackney Homes Board Jan 2007) 

·  ICT Security Policy (agreed by Hackney Homes Board Dec 2007 ) 

·  Business Continuity Policy (agreed by Hackney Homes Board ) 

The strategy will be reviewed on an annual basis and updated to reflect changing 
requirements and planned developments. 

����������	
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Environment 

ICT for Hackney Homes is delivered by a range of partnerships.  Partners essential for 
the smooth delivery and support of ICT are the London Borough of Hackney (LBH), the 
council’s third party suppliers, and third party suppliers of Housing systems (e.g. Civica 
and Consilium).  Hackney Homes is working with other organisations, and  needs to 
exploit ICT to maximise these relationships.  Examples are be the TMOs and increasingly 
other ALMOs.  In addition, Hackney Homes ICT service has responsibility for delivering 
and providing support for ICT to the Housing Management Partners, and to the Strategic 
and Housing Needs and Homelessness functions which will remain with the Council. 

Progress in Delivering the Strategy 

Appendix 1 shows the projects which have were completed during 2007/8, and the 
projects which are ongoing in 2008/9. 

From 2008/9 to 2010/11 the main focus of the ICT Strategy will be the delivery of Project 
Excellence as described below. 
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Hackney Homes has four key objectives.  The ICT Strategy supports these objectives 
as follows: 

�������
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Hackney Homes ICT works in partnership with LBH to contribute to the 
improvement of the environment.  The website and the kiosks provide different 
channels to enable customers to interact with the company and over the lifetime 
of this strategy will be developed to maximise this opportunity.  The relationship 
between Hackney Homes ICT and the LBH ICT services is symbiotic, Hackney 
Homes ICT manages key applications and systems on behalf of the London 
Borough of Hackney (LBH), for example, the integrated housing management 
system, Saffron, provides key modules for Housing Needs and Allocations, and 
provides data for the Choice Based Lettings system and the pan London Notify 
system which tracks the movement of homeless families. 

Information technology will provide the backbone to staff of Hackney Homes 
being customer-focussed and responsive to residents’ needs and requirements.  
Using the Contact Manager and Electronic Document Management modules of 
Universal Housing (part of the software being delivered under Project Excellence) 
information and services will be provided to the customer at the first point of call, 
records will be maintained of customer contacts with the company, and ICT will 
help the company exploit the continuous improvement opportunities offered by 
the best use of the technology married with the integration of back office systems.   

The ICT Service supports many of the initiatives in the Service Plans, and works 
continually to assist front line services improve the experience for customers. 
Hackney Homes has its own contact and customer service centres dedicated to 
dealing with repairs and leaseholder issues.  ICT will provide the best technology 
support to these centres.   

To assist in the achievement of high resident satisfaction ICT recognises that 
customers today want easy and timely access to services.   The first contact  of 
choice may increasingly be using other channels than the traditional face to face 
or telephone portals, and packages such as e-forms will be utilised to ensure 
customers can self serve information via the internet, either from home PCs, or 
via kiosks.  Choice of how services are expanded will further be developed via 
the investigation of how text messaging may be used as a two way 
communication medium and, more long term, the role of digital TV. 

ICT also supports right first time initiatives by the provision of information to 
management on satisfaction with repairs etc. 

IT systems facilitate learning from complaints and comments.  Increasingly work is 
targeted at providing robust performance management information and in ensuring 
this is readily available and easily accessible.   

Hackney Homes ICT is an outward facing and looking service, keeping abreast of new 
technological advancements and offering new opportunities for continual improvement 
for the company. 
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ICT supports the decent homes programme by providing the mechanisms for 
management, monitoring and tracking of the programmes.  The Asset 
Management Database, Codeman, provides the mechanism for storing in one 
place all property related information.  This supports giving efficient and cost 
effective services to residents. 

"�
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Hackney Homes aims to be demonstrably efficient and competent in the way it is run 
and operated.  Providing value for money services to the tenants and leaseholders of 
the borough requires integrated and highly performing IT systems.   

The ICT systems of the company will be continually evaluated and developed to 
maximise their potential.  The ICT Strategy covers the positioning of business analysis 
skills within the ICT service, thereby keeping expertise available in house to continually 
evaluate how systems can be better used and improved, and how new technology 
can be exploited to its full potential and always being used to provide more for less 
investment.  Business process analysis and mapping skills will be utilised to aid the 
business to continually improve their services to ensure that the full benefit in terms of 
efficiency savings can be maximised by the company.  The workflow capabilities 
acquired under Project Excellence will ensure consistency of service and best practice 
across the company.  

Hackney Homes ICT Service manages the SLA with LBH to ensure that the 
infrastructure is dependable and sufficient to enable best use to be made of all 
available technologies. 

Hackney Homes ICT Service will run under the quality standard ITIL thus ensuring 
that IT services can continuously improve, and that the best possible service is 
provided to enable all services to be performed effectively and efficiently. 

Emphasis is being put on the provision of performance management information 
so improvements in service can be tracked and monitored.   

As well as proving the infrastructure which supports all the business activities of 
the company, the Council provides the financial management system and the HR 
and payroll systems to Hackney Homes via service level agreements (SLAs).   
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By pulling together all information about tenants and leaseholders in the 
integrated Housing Management System, ICT can help the business create and 
maintain strong, safe and integrated communities.  The key is being able to share 
information with colleagues and partners to ensure services are delivered in the 
safest and most approprate way. 

Information Technology can be used as a way to interact with hard to reach 
groups, and to provide interaction for those for whom English is not their first 
language. 

The ICT Strategy of Hackney Homes facilitates partnership working by ensuring 
that IT systems and services are available to the Housing Management partners 
and supplied under a robust SLA arrangement.  Tenants Management 
Organisations also have access to the Integrated Housing Management system. 
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By providing facilities for community groups and organisations, for example, to have 
an internet presence via the company’s website, and by enabling organisations such 
as the Citizen’s Advice Bureau and Faith organisations to use the Hackney Homes 
website as a portal to their own services, the company can embrace the diversity of 
our customers and to be inclusive to all, including those who are vulnerable or 
disadvantaged.  

By using data descriptors about our customers Hackney Homes is better able to 
target services to those who most require them, and to ensure that services are 
available to, and taken up by,  all and are not discriminatory.  Information 
collected about the different needs and requirements of residents are held on the 
integrated Housing Management System.  This enables services to be delivered 
in targetted ways to those who require a different approach, and also provides 
analysis of information so that the company can better understand the take up of 
various services across different communities.  Workflow will ensure that different 
processes are followed dependant upon the individual needs of customers, 
whether this is simply a request for a preferred means of contact, or the 
recognition that a customer requires a different level of service (e.g. in 
accordance with the Repairs Policy).   

 

By exploiting the use of new technologies, e.g. text messaging, Digital TV, 
Hackney Homes will be able to contact all customers using channels of choice. 
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Hackney Homes recognises the importance of the role of ICT resources in delivering 
service improvements for all its customers.  ICT will deliver improvements to back office 
functions which will improve the effectiveness and efficiency of all staff, and thereby 
services provided to the customers, by joining up systems and information to enable all 
enquiries to be addressed at first point of contact.  Other developments will be focussed 
on areas which have a direct impact on services, such as an interactive and easy to use 
website.  

There are a number of interdependencies that will influence the development and 
implementation of ICT projects for Hackney Homes.  These include: 

·  Hackney Homes Business and Service Plans 

·  Hackney Homes Delivery Plan 

·  Existing ICT Systems 

·  National E-Government Strategy for Local Government 

·  Relationship between Hackney Homes and the London Borough of 
Hackney ICT Strategy 
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Significant investment has been made over the last four years on the London Borough 
of Hackney (LBH) infrastructure and wide area networks. The current network 
topology is an Ethernet network running TCP/IP that consists of Cisco switches and 
routers. LBH presently has more than 100 servers containing over 1,000Gb (one 
terabyte) of data .The local area networks is built on Active Directory Services and 
SAN technology.   The SAN architecture is now built with additional resilience within 
the new Technology Centre (TC2) in the Docklands.  Hackney Homes will only use 
custom virtualisation hosting for it’s secondary application development; primary 
applications will reside on dedicated server hardware in the Data Centre.  Hackney 
Homes have its own trusted domain for Windows 200x server and will still utilise the 
Councils Exchange domain for mail authentication and ISA for web services. 

All PC’s conform to the LBH minimum hardware and software specification revised bi-
annually, operating system software no more than Microsoft’s current software 
(operating system and Office) minus two. 

Mail is provided by the Microsoft Outlook client at the desktop. Mail servers now 
running on Exchange 2003 enterprise server for Office 2003 and webmail client.  
Services such as our kiosk and customer access web portals will pass through N3 
channels over the next twelve months to conform to Government secure connection 
and access government and partner agencies 
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The major system in use is the Saffron Integrated Housing Management System which is 
supplied under a managed service agreement with the system’s suppliers, Civica.   This 
system will be used until 2010 (see below). 
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The company uses the following Saffron Modules: 

�  Rents – tenancy management, collection and arrears recovery 

�  Service Charges &  Sundry Debtors 

�  Right to Buy 

�  *Housing Needs and Allocations 

�  Repairs 

�  Void management  

�  Major works and Stock Condition 

�  *Temporary Accommodation  

Modules marked with an * are used by the Housing functions remaining with the 
Council.  Hackney Homes supports these modules under an SLA agreement. 

The servers for Saffron are located at the Civica sites, and are managed under a 
facilities management agreement.  The test server was replaced in February 
2005, and the live and disaster recovery servers replaced in March 2006.  This 
has  improved the performance of the system, and will provide resilience during 
the remainder of the time the system is used.   

A project commenced in April 2007 to replace the Saffron system by May 2010. 
This timeframe means that Saffron will remain Hackney Homes’ principal Housing 
management system for a significant part in its journey to excellence and must 
therefore need to be fit for a 2 star plus organisation.  Civica has committed to 
help Hackney Homes get the most out of Saffron .  Although investment in 
Saffron developments has reduced , improvements have been delivered during 
2007/8 in the following areas:    

 
·  Vulnerability and diversity  
·  Rent Arrears  
·  Voids management  
·  Raising and processing repairs  
·  Leaseholder income collection  
·  Reporting and information management  

 
Work has been completed to link Saffron to the national property gazetteer 
(NLPG) and hold BS7666 compliant addresses.  
  
The Leaseholder & Right to Buy Services application for Section 20 
administration (the Cost Allocation Tool) officially went live in May 2008.  The 
back office systems (links with external Contractors) servers, interfaces and 
future development is now entirely managed by Hackney Homes ICT. 

Task, provided by the suppliers Consilium, is used to record and manage Stores.  
It has interfaces both to Saffron (for jobs raised), and to CedAr, for ordering 
goods.    The interfaces between Task and Cedar have now been implemented, 
together with additional functionality provided by Hackney Homes ICT which 
monitors whether the interface is working.  ICT will continue to work with the 
council’s Financial Management Systems team to identify any errors in the 
interface early, and will client the processes for rectification.  
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The Asset Management Database (Codeman)  has been implemented along with 
an integrated Asbestos Survey and Management System.  Asset and stock 
condition data has been loaded and the database is now used for Decent Homes 
planning and reporting, for recording aids and adaptations information and 
incresaingly for planned maintenance. The database is linked to Saffron and 
suvey data is collected using handhelds.  

The current close-out project, due to complete in early October, will extend the 
use and benefits of the database across the business and improve the availablity 
of  Asbetsos information.  Further phases of the project will explore the full 
functionality offered by the technology, for example the use of GIS mapping of 
asset data.     

Alongside these major applications are a number of minor applications and 
databases used throughout the company.  A number of these secondary 
applications, notably those residing on YOKSQL01,YOKSQL02 and META 
servers will reduce as drafted ‘to be’ processes go live within Universal Housing. 
These applications are presently denoted as our secondary applications, the 
present primary application Saffron and TASK will become Universal Housing, 
Opti-Time and Servitor 
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There are three main aspects to having systems that can achieve the above 
vision: 

�  Systems and applications which are fully integrated, delivering functionality 
and information to all parts of the business (and where appropriate directly to 
customers). 

�  An ICT infrastructure (servers, network, communications, desktop and mobile 
computing equipment) which facilitates the delivery of the systems 

�  A reliable ICT Support service with the necessary organisation and skills to 
produce, source, directly support, or client the support the services required to 
deliver the infrastructure, systems and applications and appropriate interfaces. 

Notwithstanding the providers or contractual arrangements surrounding current 
services, systems and support, the aim of Hackney Homes ICT service is to 
client, or directly provide, the services to enable the ICT vision to be met, and to 
follow a plan of implementation/integration./system renewal which ensures 
continuous improvement in compliance with achievement of the vision. 



 

VERSION 4.0  - FINAL REVISED ICT STRATEGY 2008 12 

�
���������(���������
���
�������! ��

�
���������
����
��+�
���!�
�������! �

Hackney Homes currently uses the Saffron Integrated Housing Management 
System delivered via a managed service agreement with Civica.   

The system was first implemented in 1998.  Evaluations against user 
requirements have shown that the system does not address all the business 
outputs required from an integrated Housing Management system, therefore a 
project (IHMS Project) is to commence with the aim of implementing a 
replacement system by May 2010. 

A new integrated housing management system (IHMS) will have the benefit of 
obtaining a system on a more modern platform, far better able to respond to e-
government objectives and deliverables allowing customers to obtain more 
information for themselves, and to be able to interact at times convenient to them, 
e.g. make payments, report a repair and arrange an appointment.  In order to 
become a customer centric organisation it is essential that information on 
customers is readily available throughout the organisation regardless of the 
geographical location of the entry point or channel.  This requires the 
implementation and integration of new systems for Hackney Homes, namely 
CRM (Customer Relationship Management) which enables a picture to be built 
up of all customer contacts and queries to be tracked to completion, and EDRMS 
(Electronic Document and Records Management System) to enable documents 
and records to be available to any appropriate officer, and for workflow to assist 
the business processes to improve the efficiency and effectiveness of the way the 
company works. 

In March 2007 Hackney Homes, on behalf of the London Borough of Hackney, 
commenced the procurement for a new fully integrated Comprehensive Housing 
system including integration with CRM, Workflow, Document Management and 
Reporting capabilities and all required Housing modules. The server architecture 
will be hosted in-house under a managed agreement with LBH and SunGard PS. 
Servers will be hosted at the primary technology suite, TC2 at Docklands. 

The new system will be required to integrate with all necessary systems and 
applications including the council’s Electronic Document Management, CRM and 
Financial Management systems. 
 
The Procurement followed the Competitive Dialogue route which enabled the 
company to select possibly 3 potential suppliers from the returned tenders and 
enter into negotiations with them on how the services can be supplied, and what 
the solution will comprise of.  This procurement route enabled the use of variant 
bids, and suppliers could put forward alternative proposals from which the 
company and LBH can select the fit which best meets needs in the most 
affordable manner. 
 
At the end of the negotiations Hackney Homes and LBH were confident that the 
preferred supplier could deliver all the required functionality, and would take a 
partnership approach to that delivery. 
 
Development will continue with Saffron until October 2008, although a business 
case has to be made for each enhancement, with cost effective benefits being 
realised during the remainder of that system’s use.  Only essential (i.e. legislative 
and value for money) enhancements are being funded.  It is expected that the 
new system will go fully live mid 2010 with some key functionality (Repairs and 
Contact Manager (CRM) going live during 2009. 
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In May 2008 Hackney Homes, acting on behalf of the London Borough of 
Hackney finalised a contract with Civica PLC for a replacement Integrated 
Housing Management System (IHMS).  As well as providing the Universal 
Housing system as a replacement for Saffron, Hackney Homes will also use the 
Contact Manager (CRM), Document Management and Workflow modules of 
Universal, making it an all round solution for Hackney Homes.  
 
The fully integrated suite of programs will enable Hackney Homes to deliver a 
joined up, seamless service which will be a platform to improve performance and 
increase public satisfaction with all services delivered by the company.   
 
The principles of the implementation will be to: 
 
·  Build service improvements against the identified needs of the customer 
·  Ensure compliance to the framework of a shared vision of the future of Hackney 

Homes services along with a commitment to change  
·  Develop service led operational solutions – technology must support, not lead 
·  Involve the people who are delivering the services, but engaging them 

throughout so they have full ownership of the new processes and technologies 
·  Embed new ways of working to ensure the transformation is sustained through 

the creation of performance and continuous improvement behaviours 
 

��������,������
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1. Core Housing Management Modules: 
 

Property Database 
Void Management 
Allocations and Lettings 
Rent accounting and Arrears 
Responsive Repairs 
Planned and Cyclical Maintenance 
Service Charges 
Sundry Debtors 

 
2. Repairs solution:: 

 
Servitor Job Management 
Servitor Stores and Purchasing 
Servitor Programmed Maintenance 
Servitor Planned Servicing  
Servitor Customer Survey 
Servitor Pay-Bonus 
Keyfax Repairs Diagnostic Tool 

 
3. Civica Mobile – for contractor workforce, housing management and estate 
management. 
 
4. ProContract Major Works Programme Management 
 
5. Contact Manager (including Computer Telephony Integration (CTI) which 
enables call line recognition for immediate access to caller related information) 
 
6. Web Portal 
 
7. Electronic Document Management 
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8. Performance information: 
 

Business Intelligence Decision Cubes 
ProClarity  
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�����
��

In November 2008 Hackney Homes will be re-inspected by the Audit 
Commission.  This has impacted on the implementation timetable – key staff who 
are necessary for the successful implementation are currently involved in 
inspection preparation, and allowance has had to be made for this. 

There will be two phases of the implementation – the first phase being work that 
will be completed and its success demonstrated before November.  This phase 
has been called the Quick Wins phase, and will consist of implementing the ASB 
module and some aspects of Contact Manager, particularly so that it can be used 
to assist the collection of Customer Profiling information.  

During the second phase, commencing December 2008, Contact Manager, 
Workflow and Electronic document management will gradually be introduced 
throughout the organisation.  As both Universal and Saffron are integrated 
housing management systems, it is difficult to replace piecemeal, as the person 
and property database is shared throughout the modules.  The Saffron Repairs 
module will be replaced by Universal Housing during 2009, together with the 
replacement of Task by Servitor.  The preparation work (design, build and testing) 
for all other modules will take place over the next 22 months, with the whole 
transactional system going live in May 2010. 
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Although an ICT project in so far as the deliverable are the implementation of new 
systems, Project Excellence must be owned by the business, and will shape not 
only how people do their day to day jobs, but the organisation itself if maximum 
benefits are to be achieved. 

ICT is the enabler for the business to achieve efficiencies and realise savings 
through the project, and to support the delivery of excellent services to the 
customer.  

To achieve this it is vital that all staff are informed and involved in Project 
Excellence.  The 2008 ICT User Satisfaction Survey shows that during the 
procurement phase 30% of staff agreed that they had been involved in the project 
in some way.  However, despite a variety of communication mediums (leaflets, 
articles in Top Storey, email communications) 76% were aware of the project, but 
only 59% felt they had seen a communication about the project, and only 57% 
knew what the project was about.   

The success of the project depends on successful communication and 
involvement of staff throughout the business and a strategy is currently being 
agreed with the Hackney Homes Communications team to deliver this. 
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1 Excerpt from the 2008 ICT User Satisfaction Survey 
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Workflow will drive the transactional system – contacts will be recorded in 
Contact Manager and will trigger flows of work which will proceed automatically 
through the system.  As soon as one officer completes an action, the next officer 
in the process will be alerted that they need to do something.  To ensure that 
Workflow works most efficiently we need to understand our business processes, 
and ensure that these are optimised and a fit with known best practice.   
 
Current business processes have been mapped, and a baselining exercise is 
underway so we understand the current time and cost to complete any business 
process.  This understanding will fuel the system’s workflow processes, and will 
enable us to measure efficiency gains accurately.  Return on Investment reports 
will be compiled on each business area to enable measurement of actual savings 
achieved when the project is implemented.  
 
The benefit of the Universal Workflow mapping tool is that it is highly configurable 
– our business processes will not be bound by any limitations of the system.  
However, in order to get the most benefit time needs to be invested up front to 
ensure that the business processes the workflow represents is correct.  The role 
of ICT will be to provide the support to the business in writing the workflows to the 
business’s designs. 
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This section describes the infrastructure as defined above, i.e. servers, network, 
communications, desktop and mobile computing equipment.   

 ����/�����#�

Currently the links to all the principal buildings notably Christopher Addison House, 
298 Mare Street and Robert House are on fibre optic cable, capable of supporting 
Giga bits per second (Gbps) traffic. Work at our four neighbourhood office sites and 
two Property Services depots to commence summer 2008, driven by the 
requirements to deliver the new IHMS system to these service areas. All our 
repairs contractors and Tenant Management Organisations (TMO’s) presently utilise 
2MB secure VPN tunnelling via the Internet from their off-site locations into Hackney a 
model used extensively for home/remote working as well. These  TMO’s and 
Housing contractors will benefit from increased bandwidth to 8MB and Broadband 
MAX within existing contracts were possible.  

The links within the main buildings from the communications cabinets to the desktop 
are all Category 5 (Cat5), which are capable of handling 100Mbps, about a tenth that 
of fibre optic cable. Review of network termination capacity completed March 
2007. Capacity at all but the four neighbourhood and two responsive repair 
depots referenced above has been  upgraded by 25%.  

Hackney Homes still have a dedicated cluster of servers, presently at Robert House 
that host our secondary business applications such as TASK, Opti-Time, CAT and all 
our SQL development apps.  These are SQL2000 and Citrix Metaframe servers 
presently running on Windows 2003 Server. The servers hosting Saffron, our primary 
business application are Universe running on Windows 2003. 

We are at present developing our own Active Directory domain within the LBH AD tree 
so we can manage our Windows environment from our own support team in 2008/9 
making migration from the LBH network cleaner if we decide to separate in the future. 

0����������������� ����/�����#�

In April 2007 the LBH ICT support contract was relet. After a thorough test of the 
market during 2006 SunGard PS were selected as the Council’s new technology 
partner. Hackney Homes were fully involved in the specification and scope of services 
and selection of the new provider, evaluating the proposals for suitability for the 
company. 

With the creation of the dedicated ICT Help Desk in the same month Hackney Homes 
ICT now provide a single one stop shop for ICT and telecoms support to all Hackney 
Homes IT users through the 8811 Service. Hackney Homes manages service desk, 
incident, problem, change and release for its desktop hardware and applications, 
SunGard problem, change and capacity management as regards server, network and 
telephony infrastructure.  Agreed and monitored SLA’s and OLA’s between Hackney 
Homes and LBH ensure standard and benchmarks are maintained. Hackney Homes 
will continue to evaluate whether the new LBH contract provides robust value for 
money services, or whether it would better achieve resilience and VFM by having a 
separate contract with either the same, or different provider.   
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The benefit of an individual contract would be that the clienting arrangements would 
be direct from the company, rather than via the LBH contract management unit.  
However, initial evaluation suggest that this would not be a cost effective or value for 
money route whilst the company remains in its present location. 

There will be an option for the company to become more self sufficient in this area, 
however, the strategy of the company will not be to host and maintain its own server 
and data network.  The company will increasingly be moving to extended service 
provision, possibly 24/7 (as can be offered by automated systems and e-enabled 
services), and it is more economic for services to continue to be hosted, backed-up 
and maintained off site. 

Hackney Homes are committed to hosting its application server requirements at 
the new Technology Centre (TC2) in the Docklands.  Servers remaining at Robert 
House will not host any live primary or secondary application; but only be used for 
passive testing and development work. At TC2 Hackney Homes will only use 
custom virtualisation hosting for it’s secondary application development; primary 
applications will reside on dedicated server hardware. Hackney Homes have its 
own trusted domain now upgraded to Windows 2003. Saffron remains on 
Windows 2003 until it’s decommission during qtr two 2009.  
  
Results from the 2008 User Satisfaction Survey show that the network speed, 
availability and reliability is adequate for the company’s business requirements. 
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Hackney Homes currently uses the LBH network. The LBH PBX system is the 
Ericcson MD110 and is built on a modular distributed architecture that could potentially 
support both data and voice traffic although the nodes are only currently configured for 
voice traffic.�

Because of its distributed architecture the Ericsson provides a high degree of fault 
tolerance and scalability and can stretch well past the 4000 number of extensions it 
presently supports.  Full mobility is supported in any configuration and across multiple 
locations. 

The core PABX is based at the Town Hall and this cluster supports all numbers on the 
020 8356 platform.  Dedicated fibre optic cabling links several Line Interface Modules 
(LIMs) to various Housing sites and our desk telephones are ‘patched’ into these on 
site. 

The reason for having distributed LIMs is that they take on the full processing roll and 
switching power and a fault in hardware or software affecting services will only have 
an effect on the malfunctioning LIM and not the entire system.  It will also work 
independently if say the feature link of the rest of the system fails.  Communication 
between the main PBX and other LIMs is controlled by central software assessed from 
the local LIM so phones on each LIM can be controlled at a local level but only with 
access via the main MD110 switchboard.  Each LIM is interconnected in a way that 
the network is considered one complete system, and so cannot be broken up easily 
without a major reconfiguration exercise for the rest of the authority’s numbers. 
Numbers are already preset on each LIM, i.e. 356 2xxx is one LIM, 356 3xxx on 
another and so on.  To move staff off LIMs to another would mean a change of 
numbers for some staff in other directorates so will not be prudent. 
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Additional capacity is provided by Virgin/Telewest Centrex telephony solutions and set 
up in several Hackney Homes sites where a standard PABX has proved too costly to 
install  

Most users have adequate access to a fixed telephone, although the 2008 User 
Satisfaction Survey showed users located at Lower Clapton are less satisfied than 
other users with fixed telephones.  This will be investigated during 2008. 
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2 Excerpt from the 2008 ICT User Satisfaction Survey 
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The present PBX has the reserved number 020 8356 so cannot support a new 
unique number for Hackney Homes. 

If Hackney Homes wished to have a unique number, i.e. without the 020 8356 
prefix it would need a new switchboard.  A feasibility  will be produced during 
2008 examining  the cost and benefit of moving to a new switchboard and 
telephone network for the company. 
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The main telecommunications support is provided by LBH.  If the voice network 
continues to be provided by LBH to Hackney Homes this will still need to be 
under robust SLA arrangements.  The present Ericcson PBX and its twelve LIM’s 
are supported by two remote technicians based at Dorothy Hodgkin’s House and 
one field engineer responsible for all fault diagnostics and installation on site.  
However, Hackney Homes has reservations about whether this level of support is 
sufficient.  The SLA is monitored regularly, and new performance standards will 
be in place from April 2008 to ensure that the system is supported adequately 
and that changes to the configuration can be actioned within timescales which 
are appropriate for the company. 

The Hackney Homes service desk have now provided the Councils Telecoms 
team with direct access to the HH help desk console so jobs escalated to the 
service can be actioned and updated in real time. This will also provide 
transparency between their own targets and what Hackney Homes expects under 
the SLA.   Performance figures are produced for contact meetings with telecoms 
and for quarterly SLA meetings with the Council ICT management team 

Under the new SLA arrangements the Hackney Homes ICT Helpdesk support 
officers will perform simple telecoms tasks such as swapping out hand sets and 
managing phone moves to provide a more timely service to Hackney Homes staff 
from the end of 2008. 

The Corporate Telephone help desk presently logs all calls using the Proteus 
call-logging software. These call logs are used to generate any monthly billing 
and monitor all external call traffic and as a basis for most of the telecoms related 
reporting requirements.   LBH cannot provide statistics on Centrix lines and 
extensions. 
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At present mobile phones in use throughout the company are supplied and 
supported by LBH under SLA.  LBH contract with Orange, but this contract is to 
be reviewed from  April 2008 – this was originally to be undertaken during 2007 
but has been delayed.  .Hackney Homes has asked to play a key role in the 
evaluation and selection of a new provider. 

Hackney Homes will conduct its own review of mobile telephones and will present 
a business case to show whether there is value for money in continuing to be part 
of the council contract, or whether better quality, support and cost benefits can be 
obtained via an independent contract.  This work has started second quarter of 
2008.  An initial survey was conducted with a small sample of Hackney Homes 
mobile users to gauge handset quality and reception.  There are presently around 
380 mobile phone holders within Hackney Homes.  A wider more comprehensive 
survey will be conducted during the third quarter of 2008 to ascertain the way 
forward for mobile communications in Hackney Homes and how the business 
wants to use this technology into the future. 
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However, LBH will not permit connection to the data network under an 
independent contract, and as the number of Smart Phones (i.e. handsets which 
can receive and send email) are becoming more popular, a separate contract for 
voice phones only may not achieve cost or efficiency savings.  
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Windows XP is the standard operating system and Office 2002 throughout 
Hackney Homes. Hackney Homes will review its move to new operating systems 
such as Vista during 2009. 

 

The minimum HH specification for PCs is a Pentium 4 3GHz, 1GB RAM  80GB 
hard drive, DVD read-writer and 19” TFT monitor as standard.  Hackney Homes 
will  monitor and set its own minimum standards with regard both to performance 
and value for money whilst remaining compatible with the LBH network.  The 
specification will be reviewed on a quarterly basis. 

 

The consideration of the replacement of PCs by laptops will increasingly be 
considered, especially where staff are likely to commence more flexible working 
patterns, or are out of the office for any considerable time.  

 

Hackney Homes make extensive use of thin client technologies utilising Citrix 
Metaframe to drive its TASK application and access to corporate services such 
as Academy.  With the implementation of the new IHMS system the present Citrix 
published application environment, notably TASK will reduce, the standard 
becoming web services and web components in the back office  

 

Computer hardware procurement is managed within Hackney Homes ICT under 
the present LBH procurement  framework.   Equipment is also configured and 
installed by HHICT..  

The corporate standards for the desktop are Windows Operating System (O/S), MS 
Office products and web based Intranet (access via Microsoft Internet Explorer 7.0).   
Hackney Homes is committed to continuing as a Microsoft site for O/S (Windows XP 
and Windows Server 2003), this being the underlying platform for the front and back 
office applications for Universal Housing, 
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MFDs (Multi Functional Devices) have been installed across Hackney Homes and 
are being networked.  Users are being given access to the MFDs and will 
encouraged to use them as they are far most cost effective than desktop printers.  
However, they have not been without teething problems.   

In the 2008 User Satisfaction Survey users at Lower Clapton were less satisfied 
with printing provision overall than other users – the reasons for this will be 
investigated during 2008. 

                                                 
3 Excerpt from the 2008 ICT User Satisfaction Survey 
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The Mobile Computing Strategy will be completed during 2008. An initial survey 
was conducted with a small sample of Hackney Homes mobile users in June 
2008 and a wider more comprehensive survey to be conducted third quarter 
2008. This will ascertain the way forward for mobile communications, to include 
smartphones and PDA’s within Hackney Homes and how the business wants to 
use this technology into the future.   

Smartphones and PDAs have been deployed on request to senior staff and other 
officers who need to be in touch by email with the office.  This increase in mobility 
and flexibility of working does have an ongoing cost connected to it.  Value for 
money and a business case will therefore determine which officers these facilities 
are rolled out to. 

New developments in this area will be kept under review. 

9898 laptops have now been deployed to staff to enable mobile working, many 
able to connect to the LBH network via VPN or 3G.  The 2008 user survey 
indicates that the trend for laptops is set to continue.  However, the survey also 
indicates that a significant number of users feel they do not have access to an 
adequate laptop.  Investigations will be made to analyse the precise issue during 
2008. 
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Hackney Homes is using the LBH web content management system Obtree to 
manage its web presence www.hackneyhomes.org.uk and intranet portals. 
Content is managed inhouse as well as web-editing and content testing.  
 
Hackney Homes will be part of the evaluation and section process for the new 
content management system, planned for the first quarter of 2009.  This will host 
the Hackney Homes website and intranet portals.  For Hackney Homes Partner 
hosting, ie TMO’s and youth websites we are developing websites via an open 
source content management system that will be hosted and managed by 

                                                 
4 Excerpt from the 2008 ICT User Satisfaction Survey 
5 Excerpt from the 2008 ICT User Satisfaction Survey  
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Hackney Homes.  We are aiming to deliver a fully interactive youth website for 
Hackney Homes early 2009 and investigate externally hosted and managed sites 
for our TMO partners as well later in 2009 
 
In 2007 Hackney Homes ICT appointed a Web Developer to give the capacity to 
take forward developments on the Hackney Homes website.   
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ICT support for Hackney Homes is being delivered from three organisations: 

a. LBH (infrastructure and communications) 

b. External suppliers (e.g. Civica and Task) 

c. Hackney Homes ICT Service 

Hackney Homes ICT Service clients the ICT support provided by LBH and 
external suppliers, monitors SLAs and manages ICT contracts on behalf of the 
company.  In order to ensure the most effective ICT support for the company, 
Hackney Homes ICT Service will operate under the ITIL quality standard model.    
The ICT Service will be visible to its customers, by means of providing timely ICT 
advice and news updates, regular updates on projects, scheduled work etc. via 
the intranet, and by conducting annual customer satisfaction questionnaires to 
measure the effectiveness of the service and continually improve performance. 

A structure for ICT support is being implemented which will meet current and 
future foreseeable needs of the company.   

Functions of Hackney Homes ICT Service will include: 

·  Service Desk 

·  Desktop support (including printers and mobile devices) 

·  Contract and SLA management 

·  Hardware and Software procurement and installation 

·  First line support of contractually supported systems (Saffron) 

·  Second line support of systems without full support agreements (Task, 
AutoCad) 

·  Full support of in house developed applications (e.g. databases, CAT) 

·  Evaluation, procurement and development and/or implementation of new 
applications to support the business. 

·  Analysis of business and systems processes to improve the efficiency 
and effectiveness of Hackney Homes 

·  Production, development and maintenance of performance management 
reports 

·  Website development and maintenance 

·  Management of Hackney Homes software licences 

·  Advice and assistance with compliance to the Data Protection Act 
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·  Management of the external printing contract (for printing from Saffron) 
and organisation and management of printing function 
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To ensure that the ICT service is fully aligned with the business needs it is 
proposed that each directorate of the company has a named ICT liaison who 
meets regularly with the ICT managers to discuss how the service is meeting 
current needs (including external SLAs and contracts), as well as future 
developments and requirements.  Liaison meetings should be scheduled no less 
than bi-monthly.  
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ICT will input regularly into the Staff Bulletin advises staff of new developments to 
systems, new technology available, hints and tips and IT Training in an 
interesting and non jargon format.  The aim is to make IT accessible to all staff, 
and that the company can, through better use of IT by its staff, maximise its 
investment in technology. 

Hackney Homes ICT will also keep users advised immediately by email on any 
problems that arise with the network or telecommunications and keep users 
regularly updated throughout any incident.  
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Hackney Homes will continue to implement the best practice of e-Government 
initiatives which serve to widen choice in how the customers of the borough 
interact with the company. 

E-government is a core component in the modernisation of local government 
services.  Hackney Homes ICT Strategy includes the provision of tools which will 
enable service managers to drive the implementation of e-Government in their 
functions to assist service improvement. 

The delivery of the strategy will take account of the following: 

·  National policies on empowerment and sustainable communities 

·  Relevant statute and case law (i.e. housing and equalities related) 

·  Audit Commission targets and BVPIs 

·  Implementing Electronic Government (IEG) statements 

·  Government Connect 
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National e-Service Delivery Standards for Housing have been developed as part 
of the Governments e-Government strategy.  The standards move authorities on 
from the tick box approach of the BVPI 157 performance indicator measurements 
of progress towards achievement of the e-Government agenda, and translate the 
outputs into how customers should be able to interact with their local authorities 
and what e-enabled transactions should really deliver.  The standards are divided 
into different bands which reflect minimum, progressing and excellent services for 
customers.  Achievement of Excellence relies on underlying technology being in 
place, and is not achievable without fully integrated systems including CRM and 
Document Management and Workflow.   

ICT will work with Communications to put in place the platforms required to 
eventually deliver excellence across all 49 indicators of the standards (where 
these apply to Hackney Homes).  During 2008 a detailed assessment will be 
made of where HH currently sits, and a work plan will be drawn up showing how 
excellence can be achieved, and the likely timeframe.  It is unlikely that the 
excellence standard can be met before the full implementation of Project 
Excellence in 2010.  Using these standards as a basis will help shape the 
Hackney Homes Website to make it an increasingly beneficial tool for our 
customers. 
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The company will develop a channel access strategy for customers during 2008/9  
Customers in Hackney will be offered the following methods of contacting and 
communicating with the Council: 

1. Website 

2. SMS messaging 

3. Kiosks 

Research shows there will be increasing take up of remote access channels over 
the next few years, and that different socio-economic groups have a preference 
for various channels.  It will therefore be the strategy of Hackney Homes to offer 
similar services across each channel in order to make its services available to the 
widest proportion of the population. 

Hackney Homes will ensure that via the use of CRM and EDRMS customers who 
will continue to prefer to access services via face to face or telephone contact will 
be offered equally enhanced services, by improving the tools available to officers 
dealing with first line contact.   
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One of the major ICT priorities during 2005/6 was to establish a new website for 
Hackney Homes with unique branding, transactional functionality and appropriate 
links to the LBH website and other organisations. Hackney Homes has a unique 
URL (website address) so that customers can contact the company directly and 
have direct access to services provided.  The site is initially a sub domain of the 
LBH website which will facilitate deep links between the sites, and will allow the 
company to continue to use the Obtree Web Content Management Tool with 
which a number of its existing staff are familiar on both a user and technical 
basis.   The platform for the website will be reviewed during 2008/9. 

Hackney Homes website will be developed using the principles which have been 
established as best practice as a result of the Local Authority Websites (LAWs) 
national project.  Quality of the site and public take up of e-access channels will 
be a major focus, as will adherence to web standards, both in terms of 
interoperability and content. 

Tenants and leaseholders will be able to carry out as range of transactions on 
line, such as making a payment, logging a complaint or compliment, recording a 
suggestion, raising a repair request, requesting a publication or asking a 
question.  Forms and applications (e.g. direct debit set up, housing applications) 
will also be available online.  The site will contain information on a wide range of 
topics including information about the company, how to get involved, the 
information available in local offices, tenancy agreement, estate management 
issues, property investment schemes, full contact details and opening hours. 

Online forms for applications, transfers, change of circumstances and 
terminations will also be developed, as will an interactive estate guide and the 
ability to access the information provided on the website in the major languages 
used in the borough. 

In addition to enabling customers to conduct business with the company via the 
website, hackneyhomes.org.uk will be developed as a tool for community 
engagement and will be able to be used by any appropriate partner or 



 

VERSION 4.0  - FINAL REVISED ICT STRATEGY 2008 27 

organisation.  Examples will include appropriate local organisations being able to 
promote job vacancies, residents, groups or organisations to inform each other of 
events and produce ‘what’s on’ guides, community groups and clubs being able 
to list themselves in a community directory, and a map based module allowing 
users to publish information about their locality.  This will be delivered using the 
software developed by the LAWs project. 

The Hackney Homes website is now speech-enabled, which means that 
residents can download free software and have the site read aloud. This makes it 
easier for people who have low literacy and reading skills, English as a second 
language, dyslexia or mild visual impairments to access our online services.  

ICT is curently working with communications on setting up a a website to appeal 
to Hackney residents between ages 9-19. 

�����+������
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Hackney Homes will procure and install separate data lines into the Contact 
Centre to enable text messaging to be a fully supported means of interaction with 
the customers.  The CRM facility must be capable of recording and responding to 
contacts made via SMS. 

Hackney Homes ICT is currently implementing technology that will enable repairs 
appointment reminders to be sent via text message 
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A number of initiatives to increase tenants’ and leaseholders access to and use of 
IT will be considered by the company.  These will include: 

·  The installation of kiosks in neighbourhood offices and the main Hackney 
Homes buildings with access to Hackney Homes website and other 
appropriate sites and organisations (e.g. CAB) 

·  A training programme for key tenants and leaseholders in basic IT skills 

·  The encouragement of external organisations, tenants organisations, 
youth groups etc. to use Hackney Homes website portal. 



 

VERSION 4.0  - FINAL REVISED ICT STRATEGY 2008 28 

 

� ��������
������%���
�������
�

Hackney Homes is committed to using ICT to facilitate cost effective and efficient 
relationships with external partners as well as improving its own internal business 
processes.  The company recognises the integral role that ICT plays in its overall 
continuing improvement of service and performance. 

Planned developments include: 

·  Increasing resident participation through interactive technology to support 
the findings of the review of tenant engagement by providing options to 
engage and consult with residents via the website, text messaging and 
kiosks for customers visiting reception areas to eilicit views and feedback 
on service priorities and potentially raise questions to Neighbourhood and 
Estate committees,, senior managers or the Board.  Hackney Homes ICT 
helped set up the online tenant participation system for managing and 
monitoring the involvement of residents.       

·  Improve Customer focus.  The project will ensure that online services 
include customer feedback facilities, and the inclusion of service 
standards; continuation of the evaluation of mobile working via 3G and 
any appropriate roll out; the ability to contact the council or request 
information electronically; appropriate training for staff. 

·  Understanding the profile of residents and meeting needs.  The LBH 
definition of ethnicity will be used as the basis for profiling residents on 
Saffron.  Ongoing data collection methodology, including appropriate 
flagging, entry required fields and user training will form part of this 
project.  Standard reports will be created so that Hackney Homes can 
analyse service delivery and take up.  During 2008 the amount and use 
of customer profiling data on the Housing Management system was 
improved by making use of the People database and alerts and flags 
throughout the system.       

·  Enabling an ongoing targeted.audit of 10% of tenancies annually  

·  Improving our ability to manage and report on void properties.    

·  Providing a mechanism to engage and consult with residents via the 
website and customers visiting reception areas to elicit views and 
feedback on service priorities and potentially raise questions to 
Neighbourhood and Estate committees,, senior managers or the Board   

·  Improving rent collection by upgrading the Saffron Arrears module to 
more effectively support the arrears action process and deal flexibility 
with tenants of diverse needs and making it easier to report. Removing 
barriers of data protection issues and enabling appropriate staff to have 
access to the Housing Benefits system, Academy, and improving the 
links between the Housing Benefits and housing systems . 

·  Implementing an Asset Management database, integrated  with Saffron 
and replacing all stand alone stock databases to radically improve the 
quality of our asset data. And ability to analyse the cost and benefits of 
different long term plans, develop work programmes, calculate and report 
on national standards and DCLG Decency targets.    



 

VERSION 4.0  - FINAL REVISED ICT STRATEGY 2008 29 

·  Improving Performance Management Information.  Successful 
completion of the Saffron reporting project, evaluation of results and 
identification of any follow up projects. 

·  Investigation of the use of mobile/flexible working technology to enable 
office based staff to work away from their desks, and to enable non office 
based staff, e.g. operatives, to interface directly with IT systems from 
remote locations. 
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Hackney Homes ICT Service provides services to the company directly, and manages 
the services delivered under SLA arrangements via LBH or contractual arrangements 
with 3rd Party suppliers.  The ICT Service will therefore be responsible to Hackney 
Homes for the provision of  ICT services which ensure that the business of the 
company can be delivered in the most efficient and effective manner and enable 
putting the customer at the heart of our business. 

The Head of ICT Services reports to the Director of Finance and Resources.   

In order to ensure that Hackney Homes is up to date with the developments of 
LBH and able to exploit fully any opportunities offered, and to ensure that the 
desired developments within the ALMO are compatible with the environment of 
the council, Hackney Homes will interact with LBH in the following ways: 

�  Representation at the appropriate level at LBH Corporate ICT Strategy Group 

�  Representation at the LBH Operational ICT Managers Group 

�  Attendance at regular SLA monitoring meetings with LBH appointed staff 

�  Assurance that this ICT Strategy is compatible with the LBH ICT Strategy. 

To ensure that Hackney Homes ICT Service is delivering services to the company 
which meet the needs of the organisation there will be regular meetings with 
nominated officers from the business units.  Such meetings will be held no less than 
bi-monthly. 

Customer user satisfaction surveys will be conducted at least bi-annually.   

All Hackney Homes ICT Staff, including officers working on individual projects, 
will report to the Head of ICT Services (or nominated ICT Managers)  to enable 
consistency of developments across the company, knowledge sharing and skills 
transfer. 

 

�������������	�����������

A structure of the ICT Service has been agreed which will provide the skills and 
resource which Hackney Homes will require to deliver the medium term ICT 
Strategy.  The structure was agreed in July 2006, recruitment to new posts was 
completed in October 2007. 

The new structure has increased the skills of the service in the following areas: 
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·  Desk top support 
·  Service Desk Management 
·  Web development 
·  Business Analysis 
·  Quality Auditing 
·  Project Management 
·  Project Support 

 

The increase in costs of the new structure is funded by the payments from the 
Housing Management Partners for ICT Support, and an assumed reduction in the 
SLA charges from LBH (as they will no longer be providing desktop support for 
the company).  There will also be a considerable reduction in the current spend 
on the employment of temporary staff. 
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ITIL is a quality standard for the provision of all IT Services.  The new structure is 
set up to deliver IT Services to this quality standard.  The description below 
describes each of the ITIL processes, the fit with the proposed structure, the 
benefit to the organisation of each, and progress made towards implementation 
of the standard. 

ITIL is geared to providing a continuously improving service.  It focuses on the 
swift resolution of current issues, and the prevention of future ones.  This ensures 
that customer satisfaction with the service can be maintained and improved, and 
services dependant on the business have an increasingly reliable service taking 
into account future as well as present use of systems and infrastructure. 

Business is increasingly reliant upon information technology, and it is essentially 
that the underlying IT services can be depended upon. 

Service Level Management  lies at the heart of offering a good responsive IT 
service to the business.  The Senior Customer Support officer will be responsible 
for drawing up and maintaining a Service Catelogue listing all IT Services 
available.  Service Level Agreements (SLAs) will be agreed within each business 
unit to reflect required levels of service.  This will be supported by reciprocal 
Operational Level Agreements (internal to the IT Service) and SLAs and 
contracts with 3rd Party Suppliers (including LBH). 

The Service Support Manager is now managing the SLA’s which have been 
brought together on new Touchpaper helpdesk software. This has resulted in 
improved reporting on compliance of suppliers to SLA’s 

The 2008 ICT User Satisfaction Survey identified a number of weaknesses 
particularly in the communication between ICT and the users.  The following 
actions will be undertaken to improve the service, and satisfaction levels: 
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6  Excerpt from the 2008 ICT User Satisfaction Survey 
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Service Desk.  The Service Desk will be manned by the ICT Support Officers 
who will offer first line support for all IT Services.  The helpdesk software, 
Touchpaper, which is ITIL compliant will be exploited to support this to its fullest 
extent, and subject to limitations on the set up of the Hackney network, solutions 
will be put in place that will facilitate the remote resolution of ICT problems and 
issues keeping to a minimum the disruption and disturbance of downtime to 
members of staff. 
 
All calls to ICT will be routed through the Service Desk where they can be logged 
and progress chased using the software.  This will have the advantage of 
allowing other officers to focus on work already prioritised, and allowing other 
work to be assessed for priority by managers.  (Urgent issues will be addressed 
via Incident and Problem Management processes detailed below). 
 
Reports on work completed, outstanding, and performance against SLA will be 
available for the Systems Support Manager  to analyse. 
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Incident Management .  Incidents can range from a single PC fault or to a major 
infrastructure issue.  Often the individual user sees the same symptoms, i.e. they 
cannot log on to their application.  The call will come to the Service Desk whose 
job will be to ensure that the situation is rectified as soon as possible, and with as 
little disruption to the business as possible.  Sometimes it is not possible to solve 
the problem initially, and in these circumstances a work around will be provided.  
For example, if there is a problem with a network printer the Service Desk will 
ensure that the user has access to another printer. 
 
It is important that recurring incidents of a similar nature are recorded, as there 
may be an underlying cause which needs to be investigated and put right.   
 
The Service Desk will provide the first line support for incident management, and 
often undertake Problem Management (see below).  However, as the emphasis is 
on getting users up and working again as soon as possible, and within SLA times, 
issues may be escalated to Problem Management as soon as it is recognised 
that the SLA time may not be met. 

 

3�����������������������������
��������	����������� �����������
��������
��
�
���������	
�
�����	���
�����

������������������������	��������
�
�������� ������������������
�
�������������������
���
�����	�� -���1� ��
���� 
���� ���������� ��� ��� ��������( �� ����
1� ���� 
��� 	��������
���� ���������
�
��
������ ����� ����� ��
����� ��� ���� �&������
1� ������ ��� �� ��

��� ���������� ���� ����� ���������
�������������
�
������.��������������	����
�������� ���������
�
���1�
��������������������������������� �
���������
���
�����

 �����������
�������
����
���������������������
��� �	�������

�
����������
������
�����

 ������
��
�
��������������
�����
���
�������	����� ����������������
�������&���
�������������������
�� ��
	����
�����	������1������
��������������������
���� ����������
�������
�������

%���
���8����������������
�������	���������������
� ������
��������	��-���������������������
�����

��	���������	����
�1���������
��
������������
���	 ��������
����
����������	����
����������������
���������
�������� ; �

 
 

Problem Management .  A recurring incident may have a known cause.  By 
eradicating the cause of the problem, future incidents can be prevented.  
Problems may be dealt with by the Service Desk, or by other areas of the IT 
Service, e.g. the Support Team may have to liaise with 3rd Party suppliers for 
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resolution, the Business Development Team may be needed to specify a system 
enhancement, or the ICT Developers may need to make database changed.   
 
Communication with users via the Service Desk is essential to explain why a 
particular workaround may be in place, and to keep users updated as to the 
progress of the resolution. 
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Change Management .  The resolution of a problem may require a change to a 
system, database, infrastructure or PC setup.  Changes are also required as a 
result of business need.  It is essential that changes are considered globally, and 
not in isolation.  For example, a change to one module of Saffron may affect other 
modules, and the addition or deletion of fields on one database may affect data 
that is required to be exported or reconciled with another system. 
 
By controlling the changes in a documented manner the overall effect can be 
considered and agreed to prior to the change.  Change Managers in IT will be the 
Systems Manager (for changes to 3rd Party systems such as Saffron), and the 
ICT Manager for changes to the infrastructure and inhouse databases.  New 
processed introduced to control changes to Saffron Housing Management 
System. 
 
However a full Change management process, with senior involvement from the 
business and integrated to existing management structures is a priority for 
2008/09.           
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Release Management   A change to a system will necessitate a new version to 
be released into the live environment.  Consideration will need to be given to 
ensure that it is possible to revert to a previous position should there be a 
problem with the new release.  This process also includes the communication to 
the user about the change that has occurred, and what they can expect from the 
new release.  The Business Development Officers will be responsible for 
managing release of new versions of software, and for the communication of 
other changes to users. 
 
Configuration Management   Using Touchpaper the Service Desk will have a 
database of all hardware in the company, the associated software and the user.  
Auditing software will be utilised to ensure these details remain correct, and the 
status will be confirmed with each call to the Service Desk.  By maintaining an up 
to date database of assets, software and users a better service can be provided. 
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Availability Management   On a day-to-day basis, Availability Management monitors 
the availability and reliability achieved and instigates remedial action to correct 
shortfalls.  The responsibility for Availability management will reside in under the ICT 
Manager.  This will be a clienting role. 

Capacity Management    It is important that there is capacity not just for current 
activities and usage, but also for the future.  For example, if more users will be 
using a system this should be planned for early so that there is no reduction in 
speed etc. .  New projects, requirements, network storage and licences are 
covered under this heading.  The ICT Manager will have responsibility for this. 
 
Financial Management for IT Services .  The IT Management Team (Head of 
ICT Services, ICT Manager and Information Systems Manager) will have 
responsibility for managing the IT budget of the ALMO. 
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IT Service Continuity Management    IT Service Continuity Management will be 
an important part of Hackney Homes Business Continuity Management plan.  As 
part of the ICT Strategy reciprocal arrangements with other local ALMOs will be 
explored during its development.  The responsibility for devising, maintaining and 
implementing the plan will reside in the IT Management Team. 
 
Security Management    The IT Service will seek to progress towards compliance 
with BS 7799 and will comply at all times with the LBH security policy.  All 
members of the IT Service will be responsible for working within the security 
policy, and for assisting users to do so. 
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Hackney Homes ICT will input into the LBH Socitm benchmarking exercise as 
required in order to compare the cost and effectiveness of IT services provided 
across the organisation with other councils. 

In addition, Hackney Homes ICT Service will find other ALMOs who provide the 
majority of IT support in house, and compare services on quality and value for 
money grounds to ensure that the service offered to the company is competitive. 
Hackney Homes have been working with Homes for Haringey Homes on an 
ALMO benchmarking exercise. 
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Hackney Homes has a dedicated IT Training Suite and IT Training Manager.  The 
Training Suite has been accredited as an ECDL test centre, and was awarded a level 
A status in the 2005 audit.  (Moving up from level B in 2004).  A level A status has 
been maintained since (last inspection July 2008). 

Training includes training on the main systems and reporting tools used in the 
company, as well as Microsoft Office products.   

Training is provided on ECDL. 

Training is available at no additional cost to staff of Hackney Homes, and at a small 
charge to LBH employees.   

Proposals will be developed to offer training to key tenants and Leaseholders. 
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Hackney Homes ICT Service will manage all work which has a defined start and 
end (and is a task performed no less than yearly) as projects. 

All projects will be managed under the principles of Prince 2.  The management 
team of ICT are all trained in Prince 2.   

Projects, as a minimum, will have a scope agreed by the client (customer), and 
agreed milestones.  As well as quarterly reporting on performance on projects to 
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Hackney Homes Management Team all project details will be regularly updated 
on the intranet so that clients can remotely check on project progress themselves. 

All projects will involve capacity, availability and change management processes 
of ITIL, as well as others where necessary. 

+���%������
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Hackney Homes ICT Service will support AutoCad throughout the company, 
expanding its use to non technical areas as a way of providing essential estate 
based information to all staff and customers. 

AutoCad and GIS will be used to made map based information available to 
customers  and staff over the internet. 

	�
������
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Hackney Homes IT Service works with all business units of the company to provide 
the best infrastructure and support necessary to deliver a 3* service to the residents of 
Hackney. 

The service will develop partnerships with other organisations to further this aim, and 
will explore the opportunities offered by joining up with other ALMOs and similar 
organisations to jointly deliver major projects. 

The service will explore the opportunities offered by the separation from LBH, and will 
include in its workplans the necessary research to ensure that existing and emerging 
technologies are exploited to the full to deliver services as from a private company, 
divorced from the restrictions of the parent authority. 

The service will use the opportunities and challenges to attract competent and skilled 
staff. 

The management team of Hackney Homes IT Service is committed to motivating and 
empowering its staff and using the performance management, supervision and 
appraisal frameworks  to ensure commitment to the delivery of  this strategy is 
apparent and sustained at every level.   

The IT Service is committed to the delivery of a 3* Housing Service to the citizens of 
Hackney. 
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Note:  Project Excellence, and associated projects, are the main 
focus of ICT until June 2010.  The capacity to undertake other work 
will be limited, and subject to an agreement of priority by the 
Executive Team.   
 
Project Excellence will be the vehicle for combining most of our 
activities on one main system, supported by other main integrated 
applications (e.g. Codeman, Opti Time, Servitor etc.).   

 
 

Project Description Status Date 
Complete 

DLO Bonus 
Scheme 

Application to calculate bonuses, 
replacing the previous bonus scheme 

Closed Nov-07 

Gas Database – 
5th letters 

Changes are required to the application 
so that it send out the 5th Letters. 

Closed Mar-08 

Gas Database – 
Service Charges  

Changes were required to the database 
to reflect a change in the way service 
charges are calculated.  

Closed Mar-08 

Decent Homes Replace all maintenance tasks 
scheduled after 1 April 2008 with a letter 
explaining funding problems 

Closed Nov-07 

Post Inspection 
Database 

Database for Contractors to store their 
inspections 

Closed Mar-08 

Touchpaper 
Inbound and 
Outbound Mail 

Setup SMTP and IMAP access for the 
Touchpaper Implementation 

Closed Jul-08 

Virtual Library 

 

New application to access documents 
online, replacing old virtual library 

With 
Customer 

Jan-08 

Touchpaper 
Portal 
Implementation 

Implement the Web Portal of the new 
version of Touchpaper 

Closed Aug-08 

Network & 
Infrastructure 

XP Service Pack 2 rolled out to all PCs.  Closed Apr-08 

Browse Aloud Implementation of software to read the 
text of our website for people who are 
visually impaired. 

Closed Dec-07 
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Project Description Status Date 
Complete 

Secure Extranet  

 

Secure documents stored behind the 
Hackney Homes website for board and 
partner access 

Closed Jul-08 

Website 
enhancement 

Online tenant participation form Closed  

Hackney Homes 
Calendar 

A centralised system for managing and 
publishing all Hackney Homes events 
information 

Closed Oct-07 

CS Toolkit Implementation of AIS Solutions CS 
Toolkit for Asset Management. 

Closed Mar-08 

Formic surveys Implementation of Formic surveying 
software.  

Closed Jul-08 

Estate Maps Delivery of AutoCAD maps in hard copy 
and DVD for each of our 223  estates 

Closed Feb-07 

CAT Section 20 administration of 
Leaseholders and Income management. 
Application now being managed by 
HHICT  

Closed May-08 

Task/CedAr 
Interface 
monitoring 

The transfer of contractor invoice files 
from the Task-Stores module to CedAr 
was automated and a monitoring tool 
was put in place to send updates and 
alerts the support desk which helps 
identify any problems with the process.    

Closed Mar-08 

Codeman / PSI 
(technical) 

Rollout of Asset Management software Closed Jul-08 

Project 
Excellence 
Procurement 

Taking part in the selection of the 
preferred supplier for the replacement of 
Saffron and associated software 

Closed May-08 

Kiosk Project (1)  The installation of a kiosk outside 
Christopher Addison House enabling 
24/7 access to services 

Closed May-08 

Customer 
Profiling 

Improving the amount and use of 
customer profiling data on Saffron by 
making use of the People database and 
alerts and flags 

Closed  

KPI and Finance 
reporting 

Improvements to reporting for KPIs and 
finance reports production and 
publication.  

Closed  

Voids Improvements to voids module on 
Saffron 

Closed May-08 
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Project Description Status Date 
Complete 

Touchpaper 
Console 
Implementation 

Implement the new version of 
Touchpaper and educate our staff to 
use it properly 

Closed May-08 

Configuration 
Management 
Database 

A centralised database containing both 
ICT asset and human resource 
information, detailing accurate and up-
to-date PC details. 

In 
Development 

Sep-08 

Performance 
Monitoring 

Display a currently produced Excel 
spread sheet on a web form 

In 
Development 

Aug-08 

Kiosk Project (2)  The installation of a kiosk outside Lower 
Clapton Road Office to enable 24/7 
access to services 

In progress – 
awaiting 
planning 

decision by 
LBH 

 

CMS Review of present Obtree web content 
management system to ensure fit-for-
purpose for Hackney Homes 
requirements 

Not started Apr-09 

Telephony Review of present mobile phone 
contract. Evaluation of new mobile 
phone provider with the Council 

Not started Apr-09 

PC Audit Software to report on state of PCs every 
time they logon 

Ongoing Aug-08 

Estate 
Information Hub  

Webpage to display Estate Details, 
Decent Homes and Planned 
Maintenance programme, Estate 
Cleaning and Current and Recent 
Communal Repairs 

Ongoing Sep-08 

LRS Service 
Charge 
Breakdown 

System to email LRS Service Charge 
Breakdowns to leaseholders via a 
webpage request. 

Ongoing Jul-08 

Parking Permits  Workflow system to manage 
submissions of Parking Permit 
applications. 

Ongoing Sep-08 

Online Project 
Page 

Projects to be displayed in Touchpaper 
Portal for manager access, including 
Milestones, Issue Logs and Actions. 

Ongoing Sep-08 

Remote Desktop 
and 
Administrative 
Shares 

Project to ensure all PCs are accessible 
by Remote Desktop by our staff and by 
administrative share when necessary. 

Ongoing Sep-08 

Microsoft Dot 
Net  

Rollout of Microsoft Dot Net 2.0 Ongoing Aug-08 



 

VERSION 4.0  - FINAL REVISED ICT STRATEGY 2008 41 

Project Description Status Date 
Complete 

Wan Upgrades WAN upgrades. To upgrade all 2MB 
circuits to 8MB and broadband circuits 
to Broadband MAX services 

Ongoing Oct-08 

Server migration  Migration of all Hackney Homes primary 
and secondary applications to new 
resilient and advanced technology 
centre in Dockland 

Ongoing Oct-08 

Domain Fully manageable Hackney Homes 
trusted domain for users and pc’s 

Ongoing Oct-08 

Secure Extranet  For Hackney Homes partner hosting, ie 
TMO’s and youth websites developing 
websites via open source CMS that will 
be hosted and managed by Hackney 
Homes. 

Ongoing Feb-09 

Partner 
websites 

  Ongoing  

Performance – 
Monthly Returns  

Enables NHOs to enter their 
performance figures online, instead of 
submitting spreadsheets. 

Ongoing Sep-08 

Codeman The Codeman Asset Management 
Database  has been implemented along 
with the integrated PSI Asbestos Survey 
and Management System . Asset and 
stock condition data has been loaded 
and the databse is now used for Decent 
Homes planning and reporting, aids and 
adaptations information and incresaingly 
for planned maintenance. The database 
is linked to saffron and suvery data is 
collected using handhelds. The current 
close-out project due to complete in 
early October 2008 will extend use and 
benefits of the databse across the 
business and improve the availablity of  
Asbestos information to ensure 
compliance with legislation.   

Ongoing Oct-08 

Repairs 
appointments 

The ability to send repairs appointment 
confirmations and reminders to 
residents is being implemented within 
the Opti-Time project.   

Ongoing Aug-08 

Business 
Process 
Mapping and 
Baselining 

Delivered as part of Project Excellence 
– business process maps have been 
developed for all key services, and 
baselining activities have commenced 

Ongoing  



 

VERSION 4.0  - FINAL REVISED ICT STRATEGY 2008 42 

Project Description Status Date 
Complete 

Project 
Excellence 
(Technical 
Support) 

Rollout and maintenance of server 
infrastructure to support Universal 
Housing, Servitor and Opti-Time 
applications 

Started Apr-09 
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1. SUMMARY 
 
1.1 This report is for consideration of the draft Hackney Homes Rent Arrears 

Strategy 2008-2011 and approval of the Strategy. This is a key document 
for submission to the Audit Commission. 
 
 

 
2. RECOMMENDATION 
 
2.1 That the Hackney Homes Board approves the draft Rent Arrears 

Strategy (Appendix 1).  
 
3. BACKGROUND   
 
3.1 The Rent Arrears Strategy is a key document that sets the framework for 

rent collection and arrears recovery. Over recent years the overall 
approach and good practice on rent arrears recovery has moved away 
from a priority on legal enforcement towards a greater priority on 
prevention of arrears and support to enable those tenants who get into 
arrears to repay the debt without recourse to legal measures. Therefore, a 
new strategy is required to take Hackney Homes forward in this area over 
the next three years.       

 
4. PROPOSAL     
 
4.1 The draft strategy is attached for consideration. The strategy has 

been produced in consultation with residents (Consultation Process and 
Findings section), staff and our housing management partners.  

 
4.2 A summary of the main points are as follows: 
 
  

·  Emphasising the focus on working with tenants to repay arrears and 
sustain them in their homes.  

·  A reduction in the use of repossession with the aim to minimise the 
need for evictions as a last resort.  

·  Expanding the use of non-possession legal measures to recover 
monies owed. 

·  Ensuring new tenants are aware of their rental responsibilities and 
arrangements to pay the rent plus benefit entitlement are in pace form 
day one.  

·  Improved rent arrears casework.  
·  Our service is delivered in a way that is tailored to the needs of 

vulnerable tenants.  
·  Emphasising the work we do on maximising benefit entitlement and 

debt advice including our debt advice service.   
·  Development of our anti-poverty work. 
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·  Having ell trained, knowledgeable and motivated staff to recover rent 
arrears 

·  The overall need to continue with achieving substantial reductions in 
arrears through increased income whilst reducing the need for 
evictions.   

 
 
 
4.3 The strategy will be complemented by new rent arrears procedure 

that is currently being finalised.  
 
5. IMPACT UPON THE HACKNEY HOMES BUSINESS PLAN  
 

A key element of the business plan is the need to ensure we maximise 
rent collection so that the financial resources are available within the HRA 
to fund the services Hackney Homes provides. This document sets out our 
strategic approach to achieve this objective.  

 
6. IMPACT UPON THE HACKNEY HOMES RISK REGISTER  
 

Rent collection is an important area and Hackney Homes needs to have a 
Rent Strategy to guide our work in this area and ensure we pick up on all 
areas of the service that need future development and enhancement. The 
Audit Commission will be expecting to see the Rent Strategy as key 
document and it is important this is in place for the Inspection.  
 

7. THE HACKNEY HOMES EQUALITY & DIVERSITY STRATEGY 2006 
/  

      ACTION PLAN 2007 – 2010  
 
     An Equality Impact Assessment (EIA) of the Strategy has been undertaken 

and the Strategy is found to be non-discriminatory and key development 
points in this area have been incorporated in the strategy and will be 
picked up in an EIA action plan.    

 
8. CONSULTATION PROCESS & FINDINGS  
 

A consultation has been undertaken with RLG members who have 
reviewed and commented on the Strategy. The comments received have 
been incorporated into the strategy as appropriate. In addition as small 
focus group of residents was undertaken to obtain views on the strategy 
and undertake the EIA. Appropriate comments from this focus group have 
been included in the strategy.  

 
9. ICT IMPLICATIONS 
 

All action plans for 2009 will incorporate new developments which arise 
from Project Excellence.  
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10.0: HUMAN RESOURCES IMPLICATIONS  
 

N/A  
 
 
11.0: FINANCIAL IMPLICATIONS  
 

There are no direct financial implications but the strategy may require in 
the future more resources to directed towards debt advice and other anti-
poverty measures and work with vulnerable tenants including associated 
voluntary agencies.  

 
12.0: LEGAL IMPLICATIONS / ADVICE   
 
           N/A 
 
13.0: OTHER RELATED DECISIONS / GUIDANCE  
 
          N/A 



 
                                                                             Item 12 – Appendix 1  
 
 
 
 
 
 

 
 
 
 
 

                          

 

 
 
 
 

 
 

RENT ARREARS & 
INCOME STRATEGY 

 
 

August 2008 
 
 
 



 

 2 

 
 
 
 
 
 
 
 

CONTENTS 
 
INTRODUCTION………………………….Page 3 
 
AIMS AND OBJECTIVES………………. Page 3-4    
 
CONTEXT………………………………….Page 4-5 
 
RENT ARREARS SERVICE……………..Page 5-7  
 
DEBT ADVICE & ANTI-POVERTY……   Page 7-8 
 
HOUSING BENEFIT………………………Page 8 
 
VULNERABLABILITY ……………………Page 9 
 
EQUALITIES & DIVERSITY…………….  Page 10 
 
FORMER TENANTS ARREARS………..Page 10 
 
INCOME COLLECTION TARGETS…… Page 10 
 
KEY STRATEGIC MESSAGES…………Page 11 
 
KEY STRATEGIC ACTIONS…………… Page 12 -13 
 
PAST PERFORMANCE………………….Page 14  
 
SERVICE PLANNING…………………….Page 14  
 
FRAMEWORK FOR PERFORMANCE…Page 14  
MANAGEMENT 
 
CONCLUSION……………………………  Page 15 
 



 

 3 

INTRODUCTION 
 
This strategy covers the aims and objectives of Hackney Homes in its approach to Rent 
Arrears recovery.  The strategy is a living document which will be adapted to conform to 
national and local changes. Targets and actions given within the strategy will be subject to 
annual review. 
  
Hackney has had historically high rent arrears, which contributed to a culture of non-
payment amongst tenants. This culture has now been changed and substantial year on 
year reductions have been made. The challenge for Hackney Homes now is to maintain 
this reduction through maximising income and minimising repossessions.  
 
The strategy is formulated and driven in accordance with the Hackney Homes business 
and delivery plans and recognises the need to ensure that its rent arrears strategy 
emphasises a proactive, preventative approach rather than being focused mainly on 
enforcement measures to encourage stability and promote economic growth. 
 
This strategy was produced in consultation with our residents including an Equality Impact 
Assessment.     
 
AIMS 
 

·  Prevent tenants getting into arrears  
 

·  Minimise the amount of arrears owed by tenants  
 

·  Ensure that tenants have the information, support and advice they need to  
      maximise their income and prevent or minimise debt  
 
·  Minimise the need to repossess homes  

 
·  Use court proceedings/eviction as a last resort 

 
·  Tailor our service on rents to the needs of vulnerable residents in conjunction with 

our with our repairs service support to vulnerable residents. 
  

·  Treat all customers fairly and equally  
 

·  Advertise our service by the publication of information leaflets and posters  
 

·  To provide a customer focussed service at all times treating people courteously 
and with respect   

 
·  Provide a high quality, value for money service  

 
·  Be accessible, accountable, and to listen and respond to the needs of our diverse 

customers 
 

·  Make the best use of new technology  
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OBJECTIVES 
 

·  To maximise rental income by preventing arrears occurring and minimising  
individual tenants arrears through early intervention and assistance with obtaining 
welfare benefits and debt advice 
 

·  To improve rent arrears case management including vulnerability issues 
 

 
·  To provide comprehensive debt advice  

 
·  To develop a holistic anti-poverty approach with other partners 

 
·  To signpost our customers to the relevant internal or external bodies  

 
·  To only use eviction if all other methods of recovery have failed and the  

customer persists in the non-payment of rent  
 

·  Further develop the use of alternative legal actions to possession 
 

·  Ensure that all customers are treated in accordance with Equal  
Opportunities Policy and our service addresses the needs of our diverse   
community 

 
·  Increase the availability of on-line services and information 

 
·  Maximise the benefits of new technology through the success implementation of a 

new I.T. system 
 

·  To enhance the provision information to residents and key stakeholders on 
performance 

 
·  To regularly survey the service through customer satisfaction monitoring  

 
·  To have suitably trained and knowledgeable staff dealing with arrears  

  
·  To make paying rent as simple as possible  

  
·  To regularly analyse the causes of rent arrears so as to ensure that services  

are relevant and effective  
  

·  Be easy to contact and quick to respond, and to be transparent  
 
 
CONTEXT 
 
Hackney is one of the most deprived Boroughs in the country. It is very diverse with 10 
substantial BME communities in the Borough. There is a relatively high turnover of 
population. Hackney Homes has a significant number of tenants who have some form of 
vulnerability that has an impact on rent arrears. 
 
Only 67% of Hackney’s working age population (96,900 out of 140,000) are economically 
active. This is significantly lower than either London (75%) or the rest of Britain (79%), and 
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this gap is even greater in relation to women (only 57% of Hackney’s female working age 
population is economically active, compared to 74% nationally).  
 
Unemployment is higher in Hackney (at 12%) than across London (8%) or Britain (5%), 
and an estimated 5.5% of Hackney’s working age population are claiming Job Seekers 
Allowance (compared to 2.6% nationally). However, a much higher proportion of 
Hackney’s working age population are claiming long-term benefits, including Incapacity 
Benefits (9.4% in Hackney, compared to 6% for London) and Lone Parent benefits (5.4%, 
compared with 3% for London). Overwhelmingly, mental health issues are the most 
common reasons for being in receipt of incapacity benefit (cited by 48% of claimants). 
More than 36% of Hackney’s workless have never worked – some 20,000 working age 
people (Census 2001).   
 
Low levels of employment and economic activity are important factors explaining poverty 
and deprivation in the borough. Even for those in employment, lack of skills often means 
that earnings are below average. Hackney residents are likely to earn £51pw less than the 
London average.  
 
In April 2006 the Hackney Homes ALMO was created, one of the key targets of the ALMO 
was to reduce rent arrears and achieve top quartile performance in this area. The 
requirements agreed by Hackney Homes and Hackney Council are set out in the Delivery 
Plan. A key objective in the Hackney homes Business Plan is managing ourselves well’ 
requiring Hackney Homes to be highly effective in the collection and equally importantly 
the prevention of rent arrears.  
 
Historically Hackney had huge arrears with a non-payment culture. This has been turned 
round and there have been substantial year on year reductions in arrears. Arrears have 
been reduced from £16 million in 2004 to 5.3 million in 2008. A massive reduction of £11 
million pounds, the year on year reductions are shown in the table below together with our 
improved BVPI 66a performance. However, with rents arrears equivalent to 5.52% of the 
annual rent debit arrears are still too large, therefore this strategy is designed to continue 
this path of travel and to sustain tenants and the communities in which they live, by 
reducing the number of evictions and promoting economic growth. We have a large 
number of tenants on regular repayment agreements, either court orders or voluntary 
agreements that mean the scope for maintaining the speed at which arrears are reduced 
is more limited. This provides a challenging background against which targets have to be 
achieved.     
 
Year Target  Actual  
2004/05 91.0% 92.90% 
2005/06 95.0% 95.05% 
2006/07 96.5% 96.73% 
2007/08 98.0% 98.12% 
2008/09 98.2%  
 
The Audit Commission Inspection report in March 2007 pointed out that whilst these 
reductions have been achieved and good practice is in place the level of rents arrears is 
relatively high. A number of other recommendations/findings have been addressed.     
 
Hackney Homes is in the process of replacing its IT system. The new system will bring all 
the advantages of the latest IT services and will enable us to develop the way we provide 
the service in the most effective way. It will require a substantial investment in staff time to 
successfully realise the benefits the new system can provide.   
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THE RENT ARREARS SERVICE 
 
The Structures 
 
In order to achieve improvements in the housing management service the service was 
tendered and in 2004 external providers were selected to provide the service. The 
housing management service including rent arrears recovery is provided from 5 
neighbourhood offices each forming a separate contract. Three external partners 
Mouchel, Pinnacle and Pathmeads provide the services in these five neighbourhoods. 
There is a specialist team dealing with rent arrears in each neighbourhood Office. These 
teams are supported by the customer services and rehousing staff where their work 
overlaps e.g. signing up new tenants. 
 
The rent account function remains in-house with a dedicated team. These functions 
include setting up new rent accounts and tenancy terminations, dealing with rent account 
queries, sending out rent statements and managing the rent payment services. The team 
also recover former tenant’s arrears. 
 
Key Aspects of our Rent Arrears Recovery Service 
 

·  That the tenant’s responsibility for paying rent is thoroughly explained to them at 
the time of signing their new tenancy 

 
·  Housing benefit applications made and the first week’s rent are requested at sign-

up 
 

·  Tenants falling into arrears are contacted promptly, personal contact made where 
possible prior to legal action 

 
·  Realistic repayment agreements made based on analysis of the tenant’s income 

and expenditure.   
 

·  Debt and welfare benefit advice given, referral to our debt advice service.  
 

·  Where legal action is necessary it is taken promptly and efficiently to minimise 
arrears for the Council and the tenant 

 
·  Hold welfare rights benefits and housing benefit surgeries  

 
·  To implement a procedure in accordance with known best practice for tackling 

large historical debts belonging to tenants on low incomes 
 

·  Ensure the provision of regular rent statements to tenants 
 

·  Joint working between the Hackney Homes and Hackney Council Services and 
other relevant agencies to support tenants in arrears and maximise benefit take up 

 
·  BME surgeries for dedicated one to one assistance for BME tenants on housing 

issues including rent arrears. 
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·  Continual work to increase direct debit usage, current campaign to get 500 extra 
tenants on Direct Debit this year. Nearly 5000 tenants paying by Direct 
Debit/Standing Orders. 

 
·  Increased payments in place for Direct Debit payers to clear arrears through their 

monthly payments. 
 
·  Rent letters and other communication have translated information in designated 

community languages ensuring that Hackney’s diverse community have full access 
to advice about their situation. 

 
·  Regular rent publicity campaigns reminding tenants of the importance of paying 

rent and the consequences of non-payment. 
 

·  Regular campaigns contacting tenants in arrears who have made Right to Buy 
applications and transfer applications. 

 
·  Repairs callers with arrears are referred to housing managers to discuss 

repayment arrangements. 
 

·  Payment by debit card being obtained when contacting tenants by telephone is 
now standard practice. 

 
·  Introduction of extra staffing resources to concentrate on regular contact with 

tenants, often outside normal office hours e.g. evenings, Saturday mornings to 
secure payments/repayment agreements.  

 
·  Discretionary services e.g. parking permits are not allowed to tenants in arrears 

without a repayment agreement in place..      
 
·  Effectively clienting through a regular audits of rent arrears recovery function 

undertaken by the Partners ensures process of continuous improvement 
 
 
Payment methods 
 
We have in place a number of innovative ways to ensure that rent due is collected. 
Tenants have a wide range of payment methods – at cashiers’ offices located at Hackney 
Town Hall, at any post office, standing order from Bank or Building Society and Direct 
Debits, Paypoint and payment by debit and credit cards, payment by the web.  Payment 
can be made outside of office hours by card by the telephone or web and cash at 
Paypoint outlets including local newsagents, shops, garages etc. 
 
We offer one of the most comprehensive ranges of rent payment arrangements available 
and run regular campaigns to encourage the most cost effective methods of rent 
collection. We take into account that not all tenants have bank accounts and our service is 
designed to accommodate their needs.  
 
Debt Advice Service and Anti-Poverty  
 
Hackney Homes in partnership with a local voluntary agency Hackney Community Law 
Centre provides a neighbourhood based bespoke debt advice service for Hackney Homes 
tenants. This service enables tenants to access face-to-face advice and provides ongoing 
support in tackling their debt problems and maximising their benefit entitlement. In one 
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year the service secured Hackney Homes payments of £105K at cost £44K. In excess of 
£253K of debt (non-rent) written-off and increased benefit entitlement secured for tenants. 
 
Hackney Homes recognises the need to ensure that its rent arrears strategy emphasises 
a proactive, preventative approach to encourage stability for low-income households.  
 
 
Income Maximisation  
 
Staff will offer to complete a financial statement with tenants when entering into a 
repayment plan.  This will give us a clear idea of what the tenant can realistically afford to 
pay and enable officers to set realistic, achievable payment plans. As set out above the 
Hackney Law Centre Debt Adviser provides advise to tenants struggling with finances 
because of rent arrears, credit or store card debts etc and HB and welfare benefits.   
 
Credit Union – Hackney Credit Union has opened on Mare Street, offering residents 
straightforward and affordable financial advice.  HCU helps groups of people within the 
community to come together to save and borrow money at affordable rates. They operate 
on a not-for-profit basis, with the surplus being returned to its members. Hackney Council 
frequently advertise the service of Credit Union in their newsletters. The neighbourhood 
offices will be promoting the Credit Union through regular publicity campaigns.  
 
Advice     
 
In line with Hackney Council’s advice strategy, Hackney Homes recognises the need to 
offer a co-ordinated multi-agency approach to providing advice regarding rent arrears and 
other debts. Consequently, it promotes the following agencies: 
 
National Debt Helpline 0808 808 4000 - Tenants are also referred to the NDHL, which 
provides free, confidential and independent advice on how to deal with debt problems.  
Hackney Homes will continue to publicise this service.   
 
Hackney Homes – in partnership with several Debt Advice and Welfare benefit agencies 
which operates a drop in surgery or appointment system.  These services are available 
throughout Hackney and referrals can be made via the neighbourhood office. 
 
There are a number of welfare benefits and debt advice centres within Hackney:–  
London Irish Women’s Centre, Mare Street CAB, Hoxton Trust Legal Advise, Hackney 
Community Law Centre, CARA, Halkevi Turkish Centre, Hackney Community Law Centre, 
Derman Centre, City & Hackney Carers Centre.  These centres all specialise in different 
spoken languages ranging from Japanese to Swahili. 
 
These centres are promoted at the neighbourhood offices. 
 
Housing benefit 
 
Approximately 65% of our tenants are in receipt of housing benefit and we aim to work to 
increase take-up levels to those of neighbouring authorities.  From the point of signing up 
to the tenancy, tenants are assisted by an officer to submit an application for housing 
benefit where appropriate, before keys to the property are released. 
 
We work closely with the Housing Benefit Service and have a Service Level Agreement  
 
We liaise closely at all levels to improve joined up working.  
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Meetings between the senior managers take place to resolve any outstanding issues and 
develop improvements. 
 
Monthly liaison meetings, which include representatives from Housing Benefit, the 
Housing Management Partners and the Client Team, now take place to identify problem 
areas and to provide solutions to overcome them.   
 
Both Hackney Homes and Housing Benefit Services will be working closely together 
round take-up campaigns, joint surgeries and measures to enhance benefit take-up levels. 
These have been successful. 
  
Vulnerable tenants  
 
Hackney Homes is committed to ensuring that it takes into account the specific needs of 
different groups of its residents in considering the range and quality of service it 
provides. Hackney Homes will endeavour to provide appropriate housing services to 
vulnerable residents and liaise with other agencies about their particular care and 
support needs. 
 
Our rent arrears staff provide assistance to vulnerable tenants including personal visits, 
assistance and advice but we also have intensive support arrangements in place: 
 
Tenancy Support Service  
 
The Tenancy Support Service is a floating tenancy support service for vulnerable council 
tenants provided by external service providers: 
 

·  Mosaic Homes  for tenants in the north and west of the borough 
·  Single Homeless Project  for tenants in the south and east of the borough 

 
Tenants can be referred to this service by neighbourhood staff (or the tenant can make a 
self referral) if they have one of the following vulnerabilities: 
 

·  Vulnerable elderly (55 years plus) 
·  Mental health illness 
·  Learning difficulties 
·  Physical or sensory disability 
·  Alcohol, drug problems 
·  Single young person at risk or who has recently lef t care (age 16 – under 25 

years of age) 
·  Teenage parent 
·  Fleeing domestic violence 
·  Person with HIV/AIDS 
·  Refugee/asylum seeker 
·  Offender or person at risk of offending 

 
If the referral is accepted (a waiting list exists for this service) the tenant will receive 
support and advice in their own home with visits from a floating support worker. A support 
plan is developed for each tenant, designed to meet their specific needs to help them 
maintain their tenancy and live independently in the community such as managing money 
and debts, claiming benefits, moving into a new home, neighbour disputes, extra help 
from specialist support and care agencies, maintaining council tenancies and rent arrears.  
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In the case, of tenants with mental health illnesses this may include liaising with Social 
Services to ensure they are receiving the appropriate assistance and treatment in the 
community and/or assistance from other agencies. 

 

 

Vulnerable council tenants involved in anti-social behaviour 

We also provide a Tenancy Sustainment Service for vulnerable council tenants who are 
involved in complaints of anti-social behaviour. Staff can refer the tenant to the 
Neighbourhood Relations Manager who will explore with the tenant ways of resolving 
matters. This may include a number of options for more intensive support i.e. referral to 
Social Services, Tenancy Support Service or other support/advice agencies specific to the 
needs of the tenant. The NRM will liaise with rent arrears team to resolve arrears issues 
and give advice on claiming benefits, paying their rent, maintaining their tenancy as well 
as taking appropriate action to deal with the anti-social behaviour.  

   
 
Equalities and Diversity 
 
As a diverse, multi-cultural borough, Hackney Homes’ rent recovery procedures are based 
on an approach which ensures communication with all of its tenants. 
As such; 

·  Rent arrears letters are available in all community languages 
·  Translation services are available to ensure that residents can understand their 

position 
·  A range of outreach services to the wider community (i.e. disabled and BME 

groups) are being put in place where tenants who do not normally use council 
services can discuss their situation on a one to one basis 

·  Close liaison exists with social services and supporting people for those who 
experience social difficulties or mental health problems 

·  Braille and Minicom services will shortly be available throughout the Borough  
·  An Equality Impact assessment has been undertaken of the rent arrears recovery 

function    
 
Former Tenants Arrears 

We are committed to collecting former tenant debts and will, wherever possible, collect 
former tenants’ arrears by working closely with our own in-house teams and Council Tax 
department and this year alone have re-couped over £0.5 million.   

Former tenant arrears recovery assist in the maximisation of rent collection owed by 
former tenants and send a clear message to those who vacate their property or move 
from one council tenancy to another that steps will be taken to collect all monies owed. 
Hackney Homes uses the Experian system to trace those seeking to evade their debt and 
has an in house team to manage those cases by obtaining payment or making repayment 
agreements. Reputable debt collection agencies are also used to chase debts where the 
council has not been able to reach agreement or trace the tenant.   

We also have in place quality assured procedures to assist us in writing-off former tenant 
arrears which cannot be realistically recovered.  
 
We work in close partnership with our Partners including key council services - Finance, 
Housing Benefits and Social Services in the sharing of information to ensure that we 
achieve our service objectives. 
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INCOME COLLECTION TARGETS  
 
Our aim is to improve rent collection to achieve top quartile performance against BVPI 66a 
and to achieve a 2 star best value rating with good prospects for improvement. 
 
Some 35% of our tenants are in arrears. Hackney Homes has a target of collecting 98.2% 
of the total of rent and arrears due in 2008/9. We aim to reduce total arrears by £950K in 
2008/09. Our aim is to reduce gross rent arrears to less than 3% of annual debit. 
 
Each year we give our housing management partners a set of targets covering four 
indicators – total arrears, total collection rate, rent arrears as percentage of annual debit 
and average debt per property.  
 
Targets will be set on annual basis based on the last year’s outturn and taking into key 
factors prevalent at the time.   

 
 
KEY STRATEGIC MESSAGES  
 
Our key strategic messages are:   
 
·  Tenants are entitled to certain rights under the terms of their tenancy agreement, 

including agreed levels of service provision. With these rights comes their 
responsibility to their landlord and fellow tenants to comply with their tenancy 
agreement and pay their rent.  

 
·  Loss of income from the rent account due to rent arrears results in a reduction in 

service level and quality to all tenants.  
 

·  Collection of rent arrears is core business and is a priority for staff. Quality rent arrears 
case management is time consuming making use of all available options, applying the 
skills of debt advice, welfare benefits advice and other appropriate support to help 
tenants resolve their problems and staff resources are to be allocated accordingly.  

 
·  Our strategy and policies are designed to make it easier and more practical for people 

to cope with any financial problems and to keep their tenancies. We will deal with debt 
in a more holistic way and work closely with other agencies to help tenants in this 
respect. Our aim is to maintain the tenancy wherever possible and minimise former 
tenant’s arrears.  

 
·  Our approach to rent arrears recovery consists of a full range of practical and easy 

responses that strike a balance between advice and assistance for those tenants 
suffering real financial hardship, rigorous collection action that maximises income and 
action such as eviction for those tenants who continually and wilfully withhold 
payment.  

 
·  The approach to rent arrears will be consistent across the Borough but all individual 

cases are unique and there are many causes of debt. The strategy is flexible and 
allows for a different range of responses based on a tailored approach with individual 
negotiated targets and achievable timescales.  

 
·  Our service will be tailored to effectively address the needs of vulnerable residents 
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·  Our staff will be well motivated, trained and supported by clear policies and 
procedures. They will adopt good practice and develop personal contact with tenants. 
They will adopt a firm but sensitive approach. They will also have the calibre, 
confidence and determination to act and take difficult decisions where necessary and 
appropriate. We will ensure joint working around rents and ASB is used effectively to 
achieve successful outcomes. 

 
·  Prompt action will be taken while arrears are still small so that tenants are aware that 

any debt on their rent account is a matter of priority. This is so the debt does not 
become unmanageable for the tenant or impossible for us to recover in a reasonable 
timescale.  

 
·  In improving our performance we will work in partnership with others to provide the 

advice and support necessary for vulnerable people to maintain their tenancies 
satisfactorily.  

 
·  We will use incentives to encourage good payment and reinforce the payment culture 
 

 
KEY STRATEGIC ACTIONS  
 
The actions we have planned for the next 3 years centre around our strategic aims of 
continued reduction in arrears along side minimising evictions through more supportive case 
management and anti-poverty measures.  The key actions over the next 3 years are: 

 
·  Provision of on-line statements - tenants able to access their rent account on-line 
 
·  90% of cases processed in line with procedure in a timely manner 
 
·  Ensure consistency of monitoring by client team across neighbourhoods  
 
·   Recording all actions on IT system 
 
·  Improved performance management and training of staff 
 
·  Use of alternatives to Possession – attachments to earnings orders, distraint 
 
·  Staff at neighbourhood offices providing better advice on welfare benefits 
 
·  Explore options for increasing capacity of debt advice service 
 
·  New rent arrears procedure produced  
 
·  Staff trained on new rents arrears procedure 
 
·  Increase the number of residents paying by Direct Debit/publicity campaigns 
 
·  More accurate service charge information for tenants 
 
·  More access HB Academy system showing tenants applications and 

missing/required information 
 
·  Rent Arrears service away day with staff from NHO’s – sharing good practice etc. 
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·  Consultation and work with partners to agree neighbourhood targets. 
 
·  Agree targets with TMO’s 
 
·  Greater use of tenant profiling information, particularly details on vulnerability, to 

influence method of contact and the way the case is managed 
 
·  Develop greater links with voluntary organisations in the community to promote the 

assistance we can provide and enable effective communication with all groups 
 
·  Improved referral and signposting of vulnerable tenants to other agencies and 

greater publicity of help available for all tenants 
 
·  Full participation in implementation process of new IT system 
 
·  Resolve outstanding disrepair cases (rents and leasehold) within an agreed 

timescale 
 
·  Review the implantation of DIY Possession 
 
·  Improved working with Social Services and the Tenancy Support team 
 
·  Evaluate and offer incentives for prompt payments such quarterly prize draw (pride of 

place), Direct Debit sign up vouchers etc. 
 
·  Offer cash incentive payments to encourage tenants to leave property in good 

condition when moving 
 
·  Penalty scheme to encourage prompt payment such as excluding from councils 

home contents insurance policy, refusal of parking permits and garage/parking 
spaces 

 
·  Promotion of alternative methods of payment ie. Direct Debit and Paypoint 

 
·  Extending the use of mobile phone texting those in arrears reminding them of the 

need to pay their rent 
 

·  The selective use of distraint and other enforcement methods in appropriate cases 
 

·  A review of the collection of water rates 
 

·  Explore the provision of immediate Tenancy Support for new tenants transferring 
from hostels/supported accommodation. 

 
Past Performance on rent collection 
 
The trend in the level of rent arrears and its causes within Hackney mirror the national 
picture. Therefore, the issues that have been identified in reports by the Best Value 
Inspectorate and the Audit Commission are of particular relevance to Hackney Homes 
and where improvement is required, this needs to be addressed if top quartile 
performance is to be achieved. 
 
The key performance indicators that are regularly used to judge rent collection and arrears 
recovery performance include the amount that is owed by current tenants, the number of 
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tenants that are in arrears and their proportion; the average amount that each tenant 
owes; the number of repossessions and the proportion of the rent that is actually 
collected. 
 
Arrears levels in 2005/06 (prior to ALMO) were £8.6M but since that time, an improved 
collection rate has been achieved. The position over the last three years is shown below. 
 
Activity 2005/6 2006/7 2007/8 2008/9 

Target 
Current tenant rent arrears £8.6M £6.8M £5.3M £4.3M 

Number of tenants in arrears 10028 8974 7727 N/A 

% of tenants in arrears 44.47% 40.27% 34.93% N/A 

Average amount owed per 
tenant  

£381.16 £305.00 £239.27 £196 

Current rent arrears as 
percentage of rent roll 

8.8% 7.46% 5.52% 4.25% 

Proportion of rent collected 
(66A) 

95.05% 96.73% 98.12% 98.20% 

Tenants evicted as a result 
of rent arrears 

0.97% 
(193) 

0.51% 
(115) 

0.44% 
(111) 

0.38% 
 

 
 
There has been a significant improvement in collection performance since Hackney 
Homes was set up. Current tenant arrears have reduced by over 20% year on year for the 
last three years. The level of years as a percentage of the total rent roll has moved from 
8.8% in 2005/06 to 5.52% in 2007/08.  
 
Whilst there has been good progress over the period, when our performance is compared 
nationally through the Best Value quartile information as detailed below, none of the 
indicators are in the top quartile and only two are in the upper medium quartile. 
Improvement in these areas is therefore still required. 
 
Service Planning 
 
A service improvement plan will be drawn every year which list the strategic action plans, 
milestones and accountabilities. This will incorporate key elements of our Business Plan 
defines priorities and objectives which demonstrate our contribution to Hackney Council’s 
overriding vision and strategies. The framework establishes a secure link between the 
work of individuals/teams, and the objective of Hackney Homes.  We have clear service 
standards on rent collection and rent arrears.   
 
 
FRAMEWORK FOR PERFORMANCE MANAGEMENT  
 
Robust clienting of our Housing Management Partners has improved collection and rent 
arrears case management, this is having a longer-term effect on keeping rent arrears 
down. 
 
The framework for performance management entails rent arrears performance being 
reported regularly to at number of forums. These include to Hackney Homes client 
Hackney Council, Hackney Homes Board, Hackney Homes Executive team, Monthly 
meetings between Hackney Homes client and the housing management partners. 
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Rent arrears monitoring activities are undertaken by the contract monitoring staff within 
the Housing Services Division who have ISO 9001 accreditation. As part of the ISO 9001 
quality system a comprehensive programme of audits are undertaken. The audit findings 
are discussed with partners and action plans with target dates are agreed to improve the 
service and address any non-compliances. In addition to the formal meetings above and 
the audits contract monitoring staff are continually assessing case work on rent arrears 
cases. This will involve reviewing cases, for example those with large arrears or those 
where the tenant has not paid for some weeks. Checks are made as to whether the 
appropriate actions e.g. contact with tenants, repayment agreements, serving a notice 
were undertaken promptly. The findings are summarised in reports used at the above 
meetings as well as being discussed with mangers on the ground. 
 
Across the contracts managed by the partners, we are committed to maximising rental 
income on behalf of Hackney. Each Neighbourhood has their own Rent Action Plan, and 
all rents staff have individual rent collection targets, including a cash collection target. 
These are monitored by the team managers on a weekly basis, and rent staff also have 
output targets relating to the service of NSPs, rent repayment agreements made etc. Most 
Neighbourhoods have reorganised into specialist rent collection teams and focussing on 
maximising contact with tenants in arrears. 
 
In order to resolve arrears as soon as possible best practice is being followed that 
adheres to the new Court Protocol. This has led to a reducing number of court 
applications. Only where absolutely necessary are cases taken to court and where this 
does happen our cases can be successfully pursued through the court.    
 
CONCLUSION 
 
We are confident that our strategy establishes a realistic framework for the achievement 
of our objectives and will continue to set challenging targets that require the active 
application of best value principles. 
 
We aim to achieve a year on year increase to our rent collection performance ultimately 
achieving a 3 star excellent rent service. We believe that we have taken the necessary 
steps to improve rent collection in Hackney in the coming years.  A dynamic and energetic 
approach has been adopted by all our Partners which is robustly supported the Hackney 
Homes client team. We will maintain a culture that seeks to prevent arrears and supports 
residents in enabling them to repay arrears. The annual rents action plan will be reviewed 
each year taking into account changes in Hackney, best practice and technology. 
 
This strategy will be reviewed and we will involve residents in this process and the future 
development of this strategy. 
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If you have any questions about this report, please  contact Clive Taber on 0208 356 2058 or email 
clive.taber@hackneyhomes.org.uk. 

 
1. SUMMARY 
1.1 This report is for consideration of the draft Hackney Homes Resident 

Participation Strategy 2008-2011 and approval of the Strategy. This is a 
key document for submission to the Audit Commission. 
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2. RECOMMENDATION(S) 
 
2.1 That the Hackney Homes Board approval is given for the draft 

Resident Participation Strategy.  
 
3. BACKGROUND –  
 
3.1 The Resident Participation Strategy is a key document that sets the 

framework for resident participation in Hackney Homes. The Resident 
Participation Compact sets out in detail the way we engage with residents 
and this document compliments the Compact giving the strategic overview 
required to take Hackney Homes forward in this area over the next three 
years.       

 
4. Proposal      
 
4.1 The draft strategy is attached for consideration. The strategy has 

been produced in consultation with residents (Consultation Process and 
Findings section), service departments and our housing management 
partners.  

 
4.2 A summary of the main points are as follows: 
  

·  Sets out the policy statement and strategic objectives for Resident 
Participation.  

·  Sets out the changes to the resident participation arrangements and 
the establishment of a wider level of participation methods to suit all 
residents.  

·  That Hackney Homes will, through these changes, maximise the level 
of involvement. 

·  We will ensure that hard to reach groups are involved and their views 
are heard and taken account of. 

·  To improve the satisfaction residents have with the way their views are 
taken into account in the decision making process. 

·  To ensure residents views help shape the service we provide.  
·  Measure the impact of resident participation in terms of effectiveness 

and value for money.  
 
5. IMPACT UPON THE HACKNEY HOMES BUSINESS PLAN  
 

A key element of the business plan is the need to ensure we involve 
residents in the service we provide and this strategy addresses the 
business plan objective of ‘Excellent and Accessible Services’.  

 
6. IMPACT UPON THE HACKNEY HOMES RISK REGISTER  
 

Resident Participation is an important area and Hackney Homes needs to 
have a Resident Participation Strategy to guide our work in this area and 
ensure the future development and enhancement of this service in line 
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with best practice and the business plan. The Audit Commission will be 
expecting to see the Resident Participation Strategy as key document and 
it is important this is in place for the Inspection.  
 

7. THE HACKNEY HOMES EQUALITY & DIVERSITY STRATEGY 2006 
/  

      ACTION PLAN 2007 – 2010  
 
     The resident participation strategy demonstrates our strong commitment to 

being inclusive and details the provisions being made to ensure hard to 
reach groups are able to participate and that their views are taken into 
account in the decision making process.    

 
8. CONSULTATION PROCESS & FINDINGS  
 

A consultation has been undertaken with RLG members who have 
reviewed and commented on the Strategy. The comments received have 
been incorporated into the strategy as appropriate.  

 
9. ICT IMPLICATIONS 
 

N/A 
 
10.0: HUMAN RESOURCES IMPLICATIONS  
 

N/A  
 
11.0: FINANCIAL IMPLICATIONS  
 

There are no direct financial implications but the strategy may require in 
the future more resources are directed towards alternative forms of 
engagement.  

 
12.0: LEGAL IMPLICATIONS / ADVICE   
 
           N/A 
 
13.0: OTHER RELATED DECISIONS / GUIDANCE  
 
          N/A 
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Hackney Homes 
 

‘WORKING TOGETHER’ 
 

RESIDENT PARTICIPATION STRATEGY 2008-2011 
 
 
1 Vision for ‘working together’ 

 
We believe that all residents should have a real say in how Hackney Homes is run and 
have influence on decisions which directly affect them.   
 
We want to continuously improve our services by engaging residents in a meaningful way.  
This means that we must regularly review participation methods to see if they are effective 
in achieving benefits to customers and value for money. 
 
We use the term ‘resident’ to mean tenants, leaseholders and freeholders who receive our 
services.   Whenever possible, we will also involve and consult local communities. 
 
 
2 Background 
 
Hackney Homes (HH) was set up by Hackney Council in April 2006 as an Arms Length 
Management Organisation (ALMO) to deliver housing management services for council 
tenants in Hackney.  Tenants and leaseholders were central to the development of the 
company and in formulating its aims and values. 
 
Hackney Council is responsible for making sure that Hackney Homes provides good 
quality services to council tenants and leaseholders.  The Board of Directors at Hackney 
Homes, which includes residents, elected councillors and independent members with 
specialist knowledge, have the responsibility to make sure that tenants’ homes are well 
managed and maintained. 
 
This strategy compliments the Resident Participation Compact. 
 
3 Strategy Statement 
 
Our strategic aims are to ‘deliver excellent, responsive housing services with decent 
homes and estates’, and to ‘help residents lead healthy lives in safe and sustainable 
communities’.   
 
We will develop and promote a ‘working together’  culture where residents have a real 
say in the quality of their homes, how services are designed and delivered, so that we can: 
 
·  Make sure our standards meet residents needs and expectations; 

·  Maximise the value of the services delivered to residents; 

·  Achieve a reputation for excellence in all we do; 

·  Embed resident participation throughout Hackney Homes; 

·  Understand the make-up of our residents and how they wish to be involved so that we 
can respond to their needs. 

�
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4 Strategic objectives 
 
This strategy demonstrates our commitment and focus to develop the range and extent of 
ways in which our residents can become involved in planning services and monitoring 
performance.   It is designed to set out where we are now, where we want to be and the 
steps we are going to take in order to reach our goal of giving every resident the 
opportunity to get involved at a level which suits them. 
 
The main objectives of this strategy are to: 
 
·  Put residents at the heart of everything we do by enabling them to effectively influence 

strategies, policies and procedures; 

·  Enable residents to monitor our performance so that we can make continuous 
improvements and achieve value for money; 

·  Encourage involvement and participation in a manner and extent that best suits a 
diverse range of residents; 

·  Promote an inclusive and a fair approach so that everyone can give their views and 
opinions; 

·  Give residents information that is appropriate, timely and understandable so that 
tenants can make appropriate decisions; 

·  Ensure that all staff have an understanding of, and are encouraged to actively seek 
views of residents, consulting them when designing policies and delivering services; 

·  Make available resources to encourage and achieve effective resident participation; 

·  Implement the action plan agreed as part of the Resident Participation Compact. 

 
We recognise that residents have rights to: 

 
·  Be consulted and have a say about how their homes are managed and maintained, 

and about any changes which may affect them; 

·  Participate in the method of their choice and have their support needs met so that 
they are enabled to take part effectively; 

·  Have information  about terms of their tenancy conditions, what services are provided, 
how services are arranged, and any other non-confidential information they need to 
make decisions or give views; 

·  Manage their homes through a Tenant Management Organisation should they choose 
to do so; 

·  Be treated fairly, with respect and courtesy  so that everyone is encouraged to take 
part; 

·  Review the Resident Participation Compact  to make sure that Hackney Homes and 
Hackney Council keep to the promises they have made. 
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5 Scope for involvement and participation 

 
We will involve and consults residents on service provision, including:- 
 
·  Anti-Social Behaviour, Hate Crime and Domestic Violence policies; 

·  Business Plan and Performance Plans; 

·  Cleaning services; 

·  Comments and Complaints; 

·  Customer Services and Customer Satisfaction; 

·  Environmental works and budgets on estates; 

·  Equality and Diversity issues; 

·  Leasehold issues and charges; 

·  Letting of contracts; 

·  Major works and the Decent Homes programme; 

·  Re-letting standards; 

·  Rent and service charge levels and budgets; 

·  Arrears Collection; 

·  Repairs and maintenance services and priorities; 

·  Resident Participation arrangements;  

·  Service Promises and Standards; 
 
 
6 Resident Participation Review 2006-07 
 
Following the Indicative Inspection carried out by the Audit Commission in December 
2005, we have thoroughly reviewed arrangements for resident participation to strengthen 
engagement at all levels, increase satisfaction with opportunities for participation and 
achieve value for money. 
 
The review involved an extensive consultation programme with residents to find out more 
about their preferences, areas of interest and ways of participation.  Results were shared 
with residents at a Borough-wide event in May 2007 where residents discussed findings.  
 
The review resulted in the following significant improvements: 
 
·  The Resident Liaison Group (RLG) has replaced the Tenants and Residents 

Convention to strengthen resident consultation and participation at a strategic and 
Borough-wide level.  The RLG comprises representatives from local participation 
structures; 

·  Estate Committees were replaced by quarterly enhanced Tenants and Residents 
Association meetings to make the system more effective.  In addition, the role of 
Estate Managers was reviewed and strengthened to enable them to work more 
effectively with Tenants and Residents Associations on local, day to day services; 
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·  The function of the Resident Participation Team was reviewed to provide advice and 
support to TRA’s and other groups, and in running a programme of alternative 
engagement activities including focus groups, special interest groups, surveys etc. 

 
7 Achievements as at March 2008 
 
The above changes were implemented during 2007/08.  Since the ALMO was set up we 
have achieved the following: 
 
·  Residents have places on the Hackney Homes’ Board; 

·  There is  a strengthened Borough-wide strategic and policy consultation framework 
with the establishment of the Resident Liaison Group; 

·  Standards have been developed for conducting public consultation events to reflect 
good practice and ensure consistency; 

·  A Start-up Resource Pack has been developed for new Tenant and Resident 
Associations; 

·  A ‘menu’ of involvement opportunities has been developed so that everyone knows 
about different methods; 

·  Two new Tenant Management Organisations have been developed; 

·  A ‘Community Leadership’ award has been created to recognise the voluntary efforts 
of resident representatives. This is known as the Resident Award Scheme; 

·  Residents are now involved in carrying out telephone mystery shopping; 

·  A survey of residents has been completed and results published; 

·  Residents have been involved in the renewal of partnering contractors for capital and 
Decent Homes Programmes; 

·  Residents participated fully in the decision making process for the new multi-million 
pound housing management contracts 

·  Residents have a say in deciding priorities for capital spend; 

·  There are increased opportunities for traditionally hard to reach groups such as Asian 
Women and Turkish, African and Caribbean communities.  ‘Community Outreach’ 
events have been held to increase participation by young people, people with 
disabilities and BME groups as they are under-represented at Tenants and Residents 
Association levels. 

·  A ‘clock rating system’ has been developed so that residents can more effectively 
choose participation methods according to the amount of time they have. 

 
 
8 Revision of Resident Participation Compact in 200 8/09 
 
The underlying principles of this strategy form the basis of the Resident Participation 
Compact that we have developed with residents and Hackney Council.  The purpose of 
the Compact is to make sure that we: 
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·  Demonstrate that working together  is a central part of our business; 

·  Work effectively with residents to determine the best way of involving them; 

·  Clearly demonstrate  how residents have helped to shape our strategies and services; 

·  Encourage resident participation at all levels so that we continuously raise the 
standards of work and delivery of services. 

 
During 2007/08 the Compact was reviewed with residents and new Compact signed in 
April 2008.  Progress will be reviewed every six months, and formal reviews will take place 
annually.  
 
9 Revised participation methods 
 
We believe that residents should choose how they wish to give views and opinions and get 
involved.  Following the Resident Participation review residents decided that levels of 
involvement fall into four broad categories: 
 
·  Responding to information given through written correspondence of meetings. 

·  Taking part in consultation exercises, which can be through written information, 
meetings, exhibitions or other events. 

·  Participation in a wide range of formal activities such as joining groups and forums. 

·  Having delegated responsibility to control budgets or manage services. 

 
Therefore, we have developed various ways in which people can take part as follows: 
 
a) Informal and individual level 
 
Contributions from those people who wish to get involved on a one-off and individual basis 
are very welcome.  Participation methods include: 
 
·  Reading Hackney Homes Newsletter for residents and give views and opinions on the 

information and news; 

·  Completing survey forms and questionnaires; 

·  Becoming ‘mystery shoppers’; 

·  Attending focus group meetings; 

·  Observing non-confidential parts of Hackney Homes Board meetings; 

·  Contacting any member of staff to give views and suggestions; 

·  Giving opinions through our website; 

·  Attending conferences and other events. 
 
b) Formal and group participation 
 
There are a vast number of ways in which people can help us to make the right decisions, 
including: 
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(i) Local level 
 
·  Tenants and Residents Associations; 

·  Quarterly Estate Walkabouts; 

·  Neighbourhood Panels. 

 
(ii) Special interest groups 
 
·  BME Forum meetings; 

·  Disability Forum; 

·  Estate Development Committee (EDC); 

·  Youth Committee; 

·  Street Property Sounding Board. 

 
(iii) Borough-wide level 
 
·  Board of Hackney Homes; 

·  Tenant Management Organisations; 

·  Tenant Levy Steering Group; 

·  Resident Liaison Group; 

·  Borough-wide Leaseholder and Freeholder Forum; 

·  Quarterly Neighbourhood Performance Monitoring Meetings; 

·  Reading Panels; 

Appendix 1  lists current involvement methods. 
 
Appendix 2  shows the different participation methods and inter-relationships  
between formal groups and informal methods. 
 
The Resident Participation Compact provides more details about the rights and 
responsibilities of different groups. 
 
 
10 Resources to support resident participation 
 
·  HH recognises that resident participation needs to be properly resourced.  We will 

agree priorities and discuss the budget to support resident participation with the 
Resident Liaison Group (RLG); 

·  Any major decisions regarding the revision of budgets will be made in consultation with 
the RLG; 

·  There will be a particular focus on ensuring that resources are available for training 
and other support needs so that residents are actively encouraged and properly skilled 
to fully participate.  Training needs will be identified for groups and individuals; 
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·  Residents will have the opportunity to contribute to Hackney Homes’ Newsletter for 
residents;  

·  Hackney Homes’ website will have pages dedicated to resident participation and with 
links to appropriate documents and sites of interest. 

 
11 Key targets and performance indicators 
 
The overall targets are to: 
 
·  To increase satisfaction with opportunities to participate by year on year to achieve top 

quartile 

·  To increase year on year the number of residents who feel their views are taken into 
account in the decision making process 

·  Make sure that Hackney Homes complies with the law and reflects good practice in 
resident participation. 

·  Ensure we comply with the Resident Participation Compact. 

·  That participation arrangements allow all group making up the diverse community 
Hackney Homes residents to participate 

·  That diversity issues are fully reflected in our participation arrangements  

·  Obtain favourable performance when benchmarking resident satisfaction levels with 
similar organisations. 

·  Deliver positive outcomes as assessed by residents.  

·  Undertake regular impact assessments of different forms of engagement to ensure 
they are cost effective and provide value for money. 

 

12 Action Plan 
 

The Revised Resident Participation Compact includes the following Action Plan: 
 

  Key:  A – Substantial progress within 6 months of compact signing 
   B – Progress made and updated within 12 months 

    C – Ongoing work to be reviewed periodically 
 

 
 

Action Who is leading Category 

1 Monitor the current review of the 
availability of meeting rooms/halls and the 
availability of resource centres 

Housing Services Division 
B 

2 Set up Black and Minority Ethnic/hard to 
reach focus groups to explore methods of 
wider participation 

Resident Participation Section 
A 

3 Recruit and train mystery shoppers for all 
neighbourhoods  

Service Development Section A 

4 Ensure that TRA database is up to date 
and all TRAs are properly registered 
 

Resident Participation Section 
C 
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5 Establish a Compact monitoring 
mechanism 
 

Resident Participation Section 
C 

6 Encourage TRAs to increase the level of 
resident participation (first year to 
concentrate on youth) 

All Tenant and Resident associations 
B 

7 Develop the use of IT for the sharing/ 
dissemination of information to and 
between residents and resident groups 

Hackney Homes/TRAs & Other 
Resident Groups B 

8 Encourage TRAs and Neighbourhood 
Panels  to network with strategic partners 
such as the Police 

Tenant and Resident Associations 
Resident Participation Section  C 

9 
 

Be aware of and bid for external 
resources e.g. Housing corporation 
Grants 

Resident Participation Section 
B 

10 Actively work towards raising the number 
of resident groups in the borough 

Resident Participation Section C 

 

 
 
13 Monitoring and review 

 
The Resident Participation Strategy will be reviewed bi-annually and the Resident 
Participation Compact will be reviewed annually and reports made to Board and the 

Resident Liaison Group as required. 
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Appendix 1:  Resident Involvement Options 
 

Group/ 
Activity 

Purpose Membership 
 

How often 
takes place 

Contact 

Mystery Shopping 
(Resident Inspectors) 

Residents take part in mystery 
shopping , to check service quality 

Residents who wish to/are able be involved and are trained. 
As/when 
required 

Service Development Team 

One-off working groups, 
Road-shows and Focus 
Groups  

To investigate/consult on issues put 
forward by Hackney Homes or the 
Resident Liaison Group 

As required from residents, Tenant and Resident Groups (TRAs) 
and councillors. 

As/when 
required 

Resident Participation 
Officer or other designated 
officer 

Tenant and Resident 
Association (TRA) 

To facilitate tenant and resident 
participation and community 
improvement 

All residents in the catchment area. 
As/when 
required 

 
Resident Participation 
Officer 
 

Youth Committee 
To engage with young people on 
Hackney Homes’ estates on a wide 
range of issues 

Young people from Hackney Homes’ estates. 
As/when 
required 

Housing Youth  
Co-ordinator 

Neighbourhood Panel 
Neighbourhood wide and strategic 
issues 

Two reps from each registered Tenant & Resident Associations & 
TMO’s in the neighbourhood area. 

Monthly 
Resident Participation 
Team 

Executive Board of 
Hackney Homes 

Main decision making forum for 
Hackney Homes. 

5 residents, one freeholder/leaseholder, 5 Council nominees and 
5 independents. 

Monthly Governance Team 

 
Tenant Management 
Organisation (TMO) 
 

To allow residents to manage 
housing services on their own estate 

Board consists of elected residents. 
Routinely 
monthly, may 
vary 

Tenant Management 
Organisation Team 
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Tenant Levy Steering 
Group 

Administer the Tenant Levy in the 
form of grants to resident groups 

Resident reps. from Neighbourhood Panels. 
Every six 
weeks 

Tenant Levy Officer 

Estate Development 
Committee (EDC) 

 
Work with officers and partners on an 
estate going through major 
redevelopment/ 
Regeneration 
 

Elected residents. 
Every two 
months 

Estate Renewal Team 

Resident Liaison Group 

 
Borough-wide representative role 
(replaced the Tenants and Residents 
Convention) 
Considers: strategic and Policy 
issues service issues where they 
affect the whole or a large part of the 
Borough; service improvement on a 
service wide basis; matters referred 
by Neighbourhood Panels and Estate 
Service Boards; results of 
consultation. 
 

1-2 reps. from each Neighbourhood Panel; 
1 rep. from each established BME Forum; 
1 rep. from Disability Forum; 
1 rep. from the Leaseholders Forum, Cabinet member for 
Housing; Chief Executive, Directors and senior officers from 
Hackney Homes. 

Every two 
months 

Resident Participation 
Team/Governance Team 

BME Forum meetings 

 
To break down barriers to 
participation by addressing people’s 
needs and providing a safe, 
supportive environment for BME 
residents to have their say on the 
housing service. 
 

BME residents who have expressed an interest in  becoming part 
of this group. 

Quarterly 
Resident Participation 
Team 

Borough-wide 
Leaseholder and 
Freeholder Forum 

 
An independent group working to 
improve services and raise 
leaseholder and freeholder concerns. 
 

All leaseholders/freeholders in Hackney. 
 

Quarterly 
Leasehold & Right to Buy 
Services Team 
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Disability Forum 

 
To consult residents with disabilities 
on the housing services that affects 
them directly. 
 

Residents with disabilities from Hackney Homes’ estates. Quarterly 
Resident Participation 
Team 

Enhanced Tenant and 
Resident Association 

 
Enhanced role at estate level – 
including certain functions and 
budgets, including the Environmental 
Improvement Budget (EIB) 
 

TRA reps, Councillors, the Housing Manager and other officers, 
by specific request in advance of the meeting. 

Quarterly 
Estate Manager/Resident 
Participation Officer 

Quarterly Estate 
Walkabouts 

Review work needed to be done on 
an estate Anyone who lives on the estate/in the area. Quarterly Estate Management Team 

Quarterly 
Neighbourhood 
Performance Monitoring 
Meetings 

To review the performance of 
neighbourhood partners and 
services. 

All residents in catchment area, Councillors, Housing Managers 
and other Officers. Quarterly Housing Services Division 

Reading Panels 
Read newsletters and feedback 
comments. 

Any resident who has expressed an interest to become part of 
this group. 

Quarterly Communications  Team 

Street Property 
Sounding Board 

To facilitate street property resident 
participation and community 
improvement 

All residents in catchment area. Quarterly 
Resident Participation 
Team 

Resident Compact 
Review Panel 

Monitor the Compact, highlights non-
compliance 

Residents/nominees from resident groups, Neighbourhood 
Panels and BME Forums. 

Every six 
months 

Resident Participation 
Team 

184 Inspection 
To identify, with local residents, 
works which may be funded from the 
annual ‘184 budget’ 

Resident representatives from the Neighbourhood Panel, TRA 
committee members and other Officers. 

Annually 

Jointly by Estate 
Management and the 
Estate Safety and Security 
Team 
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Appendix 2:  Inter-relationships in participation l evels –  

 


