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Hackney Homes Executive Team:

Charlotte Graves (Chief Executive)

Neil Isaac (Director of Finance & Resources)

Gary Penticost (Director of Property Services)

Peter O’Kane (Interim Director of Quality and Strategy)

Robin Smith (Programme Director — Woodberry Down Regeneration)
Neehara Wijeyesekera (Interim Head of Resident Services)
Tom Hunt (Head of Estate Environment)

Judith Morrison (Interim Head of Leasehold and Right to Buy)
John Ferman (Pathmeads)

John Newbury (Mouchel)

Elliot Brooks (Pinnacle)

Hackney Homes Officers:
Sue Poulter

Sunil Desai

Brian Madden
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Daniel O’Connell
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Karen Alcock

Tom Price

Tim Shields
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Tracey Thomas

Carol Hinvest

Guests
Diane Abbott, MP
Cllr Tom Price, Cabinet Member for Hackney Homes

Contact:

Governance Team

020 8356 3432/2264/4225.
Governance.team@Hackneyhomes.org.uk
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Monday 9 ™ March 2009 at 6.30pm to 8.00pm
The Chief Executive 's Conference Room
1% Floor, Christopher Addison House
72 Wilton Way, Hackney E8 1BJ

/ \ AGENDA Part A (open to the public)

Iltem | Presenter | Subject Pages | Status Duration | Time
. Welcome/Apologies/ .
1. | Chair Introductionz 9 Information 2 mins | 6.30-6.32
2. | Chair Declarations of Interests Information 1 min 6.32-6.33
. Questions received from the . )
3. | Chair : Information 2 mins | 6.33-6.35
public
Minutes of Monday 9th 1-8
4. | Chair February 2009 (Part A) and Decision 5mins | 6.35-6.40
Matters Arising
Information
5. | Chair Hackney Homes’ Chair Verbal 5 mins 6.40-6.45
Report Report
Report back from
Committees:
S Lloyd a) Hackney Homes Joint
Committee Meeting
19" February 2009
T Edwards | b) Service Improvement Information
6. Committee Meeting Verbal 10 mins | 6.45-6.55
24" February 2009 updates
S Lloyd c) Audit and Finance
Committee Meeting
2" March 2009
A Burke d) Human Resources
Committee Meeting
4™ March 2009
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7. | C Graves Chief Executive’s Report - 9-16 | Information 10 mins | 6.55-7.05
Strategic Overview
Estate Food Recycling Information
8. | C Graves Feedback from Board 17-20 | Decision 10 mins | 7.05-7.15
Awayday
9. | N Isaac Delivery Plan 2009-10 21-80 | Decision 10 mins | 7.15-7.25
10. | N Isaac Resident Board Member 81-84 | Decision 10 mins | 7.25-7.35
elections
11. | Neil Isaac | Independent Board Member 85-89 | Decision 10 mins | 7.35-7.45
Elections
Code of Conduct, Expenses
12. | T Merrett Policy and Board Induction 90-120 | Decision 10 mins | 7.45-7.55
Scheme
13. | Chair Any Other Business Information 5mins | 7.55-8.00
Next Board Meeting:
Monday 20 ™ April 2009 at
14. | Chair 6.30pm Information
Christopher Addison House

PART B AGENDA — (Not Open to the Public)

The following items form part of the Hackney Homes Ltd Board Meeting Part B
Agenda and is not open to the Public:

Minutes of Monday 9™ February 2009 (Part B) and Matters Arising

Budget 2009/10

Board Elections
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On 9 February 2009 at 6.30PM

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

ITEM 4

Board Members

Present Rupert Tyson (Chair)

Alice Burke (Vice Chair)
Danny Sutcliffe

Terry Edwards

Samantha Lloyd

Marie Photiou (Vice Chair)
Afolasade Bright

Asim Bhattacharyya
Feryat Demirci

Hackney Homes Officers
Charlotte Graves

Neil Isaac

Gary Penticost

Peter O’Kane

Neehara Wijeyesekera
Judith Morrison

Robin Smith

Stakeholder Representatives (Hackney

Council)
Stephen Tate
Carol Invest
Tracey Thomas

Housing Partners
John Newbury (Mouchel)

Member of the Public

Brian Marsh Muriel Gordon
Linda Kelly Rhonda Dewsnap
Jonathan McShane Walter Hare
Part A — Open to the Public Action Date
1. Welcome/Apologies/
Introductions Apologies were received from the following:
Audrey Villas
Karen Dodds
2. Declarations of The Board agreed that once an interest as a leaseholder had been declared and
Interests was registered as an interest, it was not necessary for each leaseholder to declare
this at every meeting. The same applied to Feryat Demirci whose brother worked
for Hackney Homes.
3. Questions from the Mr Paul Heron had submitted two questions. Gary Penticost agreed to send a | G Penticost/ 20.2.09

Public

response to Mr Heron in respect of the first question in regard to window
replacement at Banister House.  The response would also be posted on the
website.

Communications
Team
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On 9 February 2009 at 6.30PM

Part A minutes of Board of Directors, held at Christopher

ITEM 4

The Board discussed the second question regarding delegations from Residents at
Board meetings. Some Board members felt that there were other forums such as
Neighbourhood Panels and the Resident Liaison Group which would be more
appropriate to accept delegations whilst other Board members considered that the
Board should accept delegations. It was agreed that Hackney Homes did not
currently have a mechanism in place for an open debate.

The Board asked Neil Isaac to prepare an options paper on this matter for
discussion at the April Board.

Neil Isaac

20 April 2009

4, Minutes of 8
December 2008 (Part A
and matters

Arising

Minutes of 8 December 2008 (Part A)
The minutes were agreed as a true record and signed accordingly.

Matters arising from the Hackney Homes Board Meeting Minutes of 8 December
2008

9 Wenlock Barn TMO Neehara Wijeyesekera said that services were currently being
provided through our Partners, Pathmeads and Pinnacle from the Shoreditch Office.
All costs were being shared until the alternative new build accommodation acquired
through a Section 106 agreement and funded by the Council was completed. The
Board asked officers to ensure the new accommodation was DDA compliant.

5. Hackney Homes’
Chair Report

Rupert Tyson informed the Board of the sad news of the death of Ron Devoti.
Information about the funeral arrangements was available from the Governance
Team and any Board member who wished to do so was invited to sign the
Condolence Book.

Dr Tim Williams had been appointed as an Independent Board Member.

The Board held an awayday on Saturday 7" February and the outcome of those
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On 9 February 2009 at 6.30PM

Part A minutes of Board of Directors, held at Christopher

ITEM 4

discussions would be circulated in due course.
Rupert Tyson thanked everyone for all their hard work in achieving 2 Star Status.
Rupert Tyson announced that Clir Jamie Carswell had now left Hackney and Fiona

Fletcher-Smith was shortly to depart for the GLA. Both had been very supportive of
the ALMO.

6. Report back from
Committees:

a) Audit & Finance
Committee
2 February 2009

Inclement weather had caused the last Audit & Finance Committee to be postponed.

7. Health & Safety
Update

Robert Campbell said that Hackney Homes had achieved a 3 star audit for Health &
Safety (H&S). The top rating was 5 star which we hoped to achieve when next
audited. The Audit covered all Hackney Homes’ activities including our Partners.
Robert Campbell said that the H&S team had received strong support from the
Executive and he particularly thanked Dave Mordey and his team and Tom Hunt and
his team for all their hard work. The Audit Report recognised that Hackney Homes
was up to date with H&S legislation, had a robust training programme in place, kept
staff informed with H&S newsletters and kept all Codes of Practice up to date.
Whilst there had been considerable improvement in areas such as the Asbestos
Register, there was still room for more and as a result, an Action Plan had been
agreed and implementation started to address this. A programme of training staff to
be able to carry out Internal Audits was underway.

The Board asked if apprentices were fully briefed and trained on H&S matters.
Robert Campbell said they were and managers were assigned to the apprentices to
ensure full H&S induction and training was carried out.




2%

Hackney Homes Ltd

HaCKr.eyH@mES Addison house, 72 Wilton Way Hackney E8 1BJ

In partnership with HHackney Council

On 9 February 2009 at 6.30PM

Part A minutes of Board of Directors, held at Christopher

ITEM 4

The Board asked for the Action Plan to be circulated.

The Board congratulated Robert Campbell and his team.

Robert Campbell

April

8.Chief Executive's
Report, Strategic
Overview

Charlotte Graves introduced the report. With the end of year approaching officers
were working hard to ensure services provided were kept within budget as well as
looking to make savings for the next financial year.

Charlotte Graves again thanked everyone concerned for the Two Star Status result
from the Audit Commission. The indicative result had been given to the Chief
Executive on 23 December but had been embargoed until 5 February. Since 23
December officers had been in frequent contact with the Audit Commission to
complete the post inspection processes. The inspection process had engendered a
very positive relationship with the Audit Commission.

Our Repairs & Maintenance Teams had been dealing with many emergencies
caused by the bad weather. There was a national shortage of grit but Hackney
Homes & the Council were receiving a delivery tomorrow.

An issue with Gas CP12s had recently arisen. This was in respect of temporary
accommodation voids being handed back to Hackney Homes from various RSLs.
Officers were investigating the matter.

Pat Ronayne had now left Hackney Homes and Judith Morrison was acting up as
the Interim Head of Leasehold Services.

The Board asked if it would be possible to have an update on Service Level
Agreements. Charlotte Graves said that officers could produce a position
statement which would set out what was in place and how we would review them.

April
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On 9 February 2009 at 6.30PM

Part A minutes of Board of Directors, held at Christopher

ITEM 4

The Board considered that a review should be undertaken comprehensively.
Hackney Council’'s RP5 — Post Contract Review document on recently let Fleet
Contract should be circulated to Hackney Homes Audit & Finance Committee as it
set out all the relevant information including savings made. A summary report
would then be brought from the Audit & Finance Committee to the Board.

Some Board members were concerned with issues surrounding District
Heating/Rent Increases and fuel poverty. The matter would be discussed at the
Audit & Finance Committee.

Appendix 1 Woodberry Down Robin Smith introduced the update. Now that
Hackney Homes had achieved Two Star Status, we could apply to the Housing and
Communities Agency (HCA) and the Tenant Services Authority (TSA) for
accreditation which would enable us to bid for grant funding in our own right rather
than through Berkeley Homes. Officers are preparing a report for Board and
Council on this.

A celebration for the start on site at the Old School Site had been arranged for 3
March and the postponed celebration for Skinners Academy would take place later
this month.

The Board asked what provisions were being made for vulnerable leaseholders.
Robin Smith said that there was very limited funding for vulnerable leaseholders
and the leasehold swapping policy was the best way forward. However, this policy
currently had restrictive criteria and was therefore under consultation in order to lift
some of the restrictions. The outcome of this would be reported back to Board.

The Board asked how long it would take to achieve accreditation with the HCA and
the TSA. Robin Smith said that officers were currently researching the process.

Neil Isaac

Robin Smith

April

thc
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Part A minutes of Board of Directors, held at Christopher

ITEM 4

The Board asked where the funding for the interim repairs would come from. Robin
Smith said that this funding would come out of the Council's Capital Budget as
provisionally allocated by the Council since 2006.

The Board noted the report.

9. Business Critical
Performance Summary
December

Neil Isaac introduced the report which was for information only. Service
Improvement Committee had already discussed TMO performance and this would
again be monitored by the Committee in future.

The Board also asked where the number of stage 2 complaints could be found. Neil
Isaac said these were contained in the Performance Report which was also posted
on the Web.

The Board asked if it were possible to ensure that small businesses were paid
promptly. Neil Isaac said that he would look at this but in order for Hackney Homes
and the Council to maximise their own cashflows, invoices were paid on the due
date.

There were some targets which would not be met by the end of the year and the
Board queried these. Gary Penticost said that the repairs target had been set
unrealistically for last year but that going forward, a more realistic target had been
set.

The Board queried the empty property management target and tenant satisfaction
rates. Neil Isaac said that we had outsourced some work on this to KWEST and
once this had been completed, officers would report back.
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On 9 February 2009 at 6.30PM

Part A minutes of Board of Directors, held at Christopher

ITEM 4

10. Financial Overview
and Budget update.

Neil Isaac said that the Council Cabinet had now set the rent levels for next year.
Hackney Homes would be reporting early in the next financial year on budgets over
the next two years.

Neil Isaac said that the Audit & Finance Committee needed to commend two reports
to the CPC. The last Audit & Finance Committee had been postponed owing to the
inclement weather. The reports had been re-circulated by the Governance Team
and Neil Isaac asked if Members could respond.

11. Impact of the Credit | Robin Smith introduced the report. The Board considered that more detail was | Robin
Crunch for Hackney | required and that not all the recommendations were appropriate. ~ Samantha Lloyd, | Smith/Samantha
Homes Chair of A&F Committee proposed she would work with Robin Smith on this and | Lloyd
circulate a further report to the Board for approval.
The Board agreed the above proposal
12. Board Member | Tess Merrett introduced the report. The TNA had been produced using information
Training Needs | provided by Board Members in the 180 degree appraisal process. The Board
Analysis considered that there should be some mechanism for those Members who had
received training through other sources than Hackney Homes to have this noted on
their Hackney Homes files.
The Board asked for a training matrix to be drawn up with Board Members’ names | T Merrett May

and for this to be circulated.

13. Job Descriptions
for  Board Member
Champions

The Board approved the Job Descriptions for Board Member Champions.
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On 9 February 2009 at 6.30PM

ITEM 4

14. The New Section
106 Funding Procedure

Curtis Taylor introduced the report. The Board were concerned that there may be
some Section 106 funding proposals which had not been processed under the old
framework. Curtis Taylor said he would look into this.

The Board thanked Curtis Taylor for an informative report.

15. Any Other Business

There was no other business

The Meeting Closed at 8.05 pm.

Date of next Board Meeting: Monday 9 March 2009 at  6.30 pm
Christopher Addison House

Signed as a true record of this meeting Chair  Dated
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5.2

SUMMARY OF REPORT

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

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

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

FINANCE & RESOURCES

Audit and Finance Committee on 2™ March will consider the January budget
monitoring report. This identifies a small underspend of £61k on the
management fee budget and an overspend of £2.1m on the delegated
budgets. This is broadly in line with last month’s monitor and is due to energy
costs and variations on the rent debit as previously reported. The Repairs
and Maintenance budgets continue to be monitored closely however there are
still pressures on the reactive and communal areas repairs spend which may
lead to an overspend of approximately £500k. This overspend is being
managed by reducing the level of planned works and ensuring the essential
works are carried out.

Hackney Homes and the Council's Neighbourhood & Regeneration
Department will be planning the details of next years Capital programme
following the announcement of the award of the ALMO credits.

PROPERTY SERVICES
Repairs and Maintenance

Ongoing improvements to the Building Maintenance section continue to
progress well.

Workforce meetings

Every two months the Building Maintenance division has joint workforce and
management meetings, where topical issues and current business is
discussed. There were seven meetings held between 23 — 27" February,
with around 25/30 operatives attending each meeting. These meetings were
also attended by the Chairman and Vice Chair of Hackney Homes Board of
Management and the Chief Executive. The workforce were praised and
thanked for the contribution they have personally given in enabling the
organisation to achieve 2 Stars. Feedback from the successful 2 star
inspection was provided as well as the MORI Status report.




53

5.4

55

5.6

5.7

6.0

6.1

Opti Time

Opti-time continues to progress well. This is currently being piloted in the
plumbing section and enables the section to schedule repairs appointments
with residents as well as an after service customer texting facility. The pilot is
showing huge benefits and will be rolled out to other trades over the coming
months, this will improve several KPI's.

Insurance Claims

Recently a very constructive meeting took place with Hackney Council’s
Insurance Claims Department, to improve the reduction of claims made
against Hackney Homes. Options are now being considered in how to
address the issue of reducing the number of successful claims against the
department and hence the amount of money which is paid out from out from
Hackney Homes budgets.

Repairs Quality

Continuing improvements were achieved on the quality of repairs from our
operatives. The work is carried out by the Technical Audit Team continues to
show year on year improvements, with a reduction from 15% — 25% in
2007/08 down into single figure percentages of 4 — 7%.

Greater efficiency

The many efficiency drives being implemented throughout the service is now
paying dividends. The workforce is responding magnificently to the need to
show flexibility, becoming multi-skilled and with an positive attitude. The
organisation without increasing its establishment numbers has taken over the
Voids in the North East of the borough; and from this week will take over the
North West also. This will now give the in-house service 60% of all minor
voids, whereas before it was 10% - 15%. Plumbers are showing great
flexibility and are working in the Gas section supporting them with the
implementation of a radiator programme and the water Quality Team are
carrying out some major works traditionally passed to Thames water to
complete on our behalf.

Audit of Fuel System

The Transport section recently had a successful audit on the management of
the Fuel system for our vehicles and received several recommendations to
address there was nothing of a major nature, including several issues for us
to take up with the SLA agreement we have with the Council. We are
currently in discussion with Hackney Council in reviewing our fleet needs and
the Service Level Agreement for 2009/10.

ESTATE ENVIRONMENT
Harmonisation

Harmonisation is progressing as planned and agreement with the Trades
Unions to




6.2

6.3

6.4

7.0

7.1

7.2

7.3

Raise the pay of lower paid workers to HH pay rates has been
completed and staff are now working to HH Terms and Conditions
Analysis of all staff currently earning more than HH staff has been
completed and a meeting with Trades Unions is being arranged to
discuss a possible resolution to this issue

once this has been completed discussions regarding any outstanding
issues will take place with due regard to any remaining available
funds.

Restructure

All IDs have now been issued to the Trades Unions for comment and we now
await final comments regarding four amendments to the original report.

A second report relating to minor adjustments to the structure in light of
operational experience will be presented to Executive Team in the next two
weeks. Trades Unions have the report for consultation.

Service Planning Away-Day

A two-day awayday was held at Theobalds Park for all Estate Environment
Managers to consider the development of the Service Plan. In addition to
service staff, the event was attended by the Chief Executive, Director of
Property Services, the Interim Head of Resident Services and the Head of
Asset Management.

Performance

Performance continues to remain at a high level (Estate Cleaning 94% &
Grounds Maintenance 95%.)

Deep Cleaning, Mechanical Sweeping and Programmed Bulk Collection are
all being provided as additional services to those areas previously supported
by external cleaning contractors.

LEASEHOLD SERVICES

Preparation of the 2009/10 service charge estimates is underway with
invoices proposed to be issued on 20 March.

Leaseholder service charge collection continues with £612,000 collected in
January. This is below the average needed each month for the annual target
to be met. As collection has reduced in recent months, the Board should be
aware that the annual target may not be achieved at year end. To address
this problem, we have obtained assistance from other teams in Leasehold &
Right to Buy Services (LRS) to contact leaseholders with arrears and
potential repayment problems.

Leasehold Services is on course to achieve its annual target for major works
invoicing with 6M invoiced up to the end of January. However, we are not on
course to achieve the collection target of 5.2M. Resources have been
rearranged within LRS to increase the likelihood of the target being achieved.
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8.1

The Major Works Team continues to serve Section 20 Notices to
leaseholders on regeneration estates with recent Notices served to
Leaseholders on the Colville Estate. Following the decision of Cabinet to give
leaseholders on regeneration estates the option of having a charge placed on
their property, consideration is being given to the qualifying criteria.

A report recommending a wide range of repayment options for leaseholders
with major works recharges, is due to go to Cabinet at the end of March. The
report sets out a series of recommendations to provide support and
assistance to leaseholders, particularly those with invoices of £10,000 and
above where agreement may be given to allowing payment to be made over a
period of 4 or 5 years.

Hackney Borough-Wide Leaseholder and Freeholder Forum is holding a
Special General Meeting at 7pm on Wednesday 11 March 2009 at Hackney
Town Hall, Assembly Hall, to elect a new committee and review its
constitution. All leaseholders and freeholders are welcome to attend.

WOODBERRY DOWN UPDATE

Attached to this report (Appendix 1) is a Woodberry Down Update report.

CHARLOTTE GRAVES
CHIEF EXECUTIVE
HACKNEY HOMES




APPENDIX 1

WOODBERRY DOWN — FOR INFORMATION

PHASES 2-5 UPDATE

RSL Selection

The evaluations of the RSL final proposals have now been completed.
The evaluations were split into distinct 3 work streams; Legal, Financial
and Quality with each having a weighting of 15%, 60% and 20%
respectively. The remaining 5% being the RSL site visits that took
place at the end of last year.

The quality evaluation panel was asked to mark up their individual
scoring of the RSL final proposals in preparation for a meeting held on
12th February 2009. At the meeting a consensual score was agreed for
each RSL.

DLA Piper, the procurements external legal representatives, had held
clarification meetings with the RSLs and subsequently allocated scores
for their final proposals. They met with LBH Legal on 12th February
2009 to agree the final legal scores for both bidders.

Similarly, Frost Associates, the procurements external financial
representatives, held clarification meetings with both RSLs and then
allocated financial scores for the RSL proposals. They met o n13th
February 2009 with LBH Financial to finalise the financial scores.

A final scoring meeting was held on 17th February 2009, where all
evaluation work streams presented their scores and a preferred RSL
agreed upon.

At February’s CPC, gave the Director of N&R delegated authority to
approve the selection of the preferred RSL. A report has been written
and presented in preparation for approval to the selection of the
preferred RSL in the week commencing 2nd March.

An event is being organised shortly thereafter where a formal
announcement of the preferred RSL can be made and local
stakeholders will have the opportunity to meet the RSLs delivery team.

Developer Procurement

Dialogues with developers continue with the team currently
investigating the developer proposals for making the scheme viable.
Once the preferred RSL has been notified, they will join the dialogues
with the developer.

The key milestone dates for the rest of the procurement are:

Milestone Date

Preferred RSL signed off 26th February 2009
RSL Formal Announcement 3rd March 2009
Dialogues close with Developer Early April

Final Proposals returned by | End of April
Developer




Developer evaluations completed Mid May
Cabinet Approval of Consortium June 2009

OLD SCHOOL SITE

The Homes and Communities Agency (HCA), have, subject to all
documentation (including the signing of the S106 Agreement) be
completed before March 31 2009, awarded Berkeley Homes a £16m
grant to build 117 social rented units on the Old School Site.

A revised Principal Development Agreement (a pre requisite to signing
the revised S106 agreement) is expected to be agreed between
Berkeley and the Council at Cabinet on 2"* March. This means:

The S106 can be signed between Berkeley Homes and the Council
Berkeley to be on site, building the affordable units from 3™ March
with funding from the HCA

A ground Breaking day to be organised in March, date to be
confirmed

ACCREDITATION

We have established that neither the Council nor Hackney Homes is
accredited as a Housing Partner or a Housing Manager with the HCA
and the Tenant Service Authority. This has affected the ability to bid
for grant funding for the Old School Site, and we have therefore worked
through Berkeley (who are accredited as a Housing Partner) to access
funding from the Homes & Communities Agency.

To enable flexibility for the future, a report for the Board and the
Council is being prepared to authorise the necessary applications to
the Tenants Services Authority for Housing Management accreditation
whilst further discussions are necessary with the Council over whether
Hackney Homes becomes a Housing Partner of HCA. ALMOs require
two stars from the Audit Commission to be considered for accreditation.

PHASE 3 — 5 INTERIM REPAIRS

The specification for the interim repairs works for phases 3 — 5 has
been completed and the procedure around the mini-competition with
the decent homes framework contractors finalised. We are currently
awaiting the Divisional Head of Asset Management to clear the brief
and arrange for the documents to be distributed to the contractors.

A building contractor will be selected shortly, with a view to starting on
site is soon as the Council agrees the funding for 2009/10. A capital bid
is due to be submitted to the Council for approval before April 2009.




REVIEW EXISTING LEASEHOLD OFFERS

The team have been asked to review the Council’s support for
leaseholders in all Council regeneration estates. The report was
agreed at the January Cabinet meeting, and includes:

New policies to support leaseholders subject to Section 20
Notices;

Possible improvement in Vulnerable Leaseholder Policies
including developing a new criteria for prioritising which
leaseholders will get support — such as financial, disability,
domestic and social issues. The proposals are subject to
consultation with Leaseholder representatives.

CONSULTATION
Skinners Ground Breaking Day

The Ground Breaking Day planned for the 4™ of February was
cancelled due to the extreme weather conditions. The day is currently
being re-scheduled leaving a suitable amount of time to lapse following
the Old School Site Ground Breaking Day.

Key Dates for 2009

The key events for 2009 are now booked and confirmed dates supplied
for info.

Woodberry Down Roadshow 27" May to the 6™ June
Woodberry Works Graduation Ceremony 13" May 2009
Woodberry Down Funday 11" July 2009

Future of London Conference 8" October 2009
Woodberry Down Community Feast 2" December 2009
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Diversity Strategy 2006 and Action Plan 2007 - 2010 ;

Paragraph: 7.0 - Consultation Process & Findings;

Paragraph: 8.0 - ICT Implications;

Paragraph: 9.0 - Human Resources Implications;

Paragraph: 10.0 — Financial Implications;

Paragraph: 11.0 - Legal Implications / Advice;

Paragraph: 12.0 - Other Related Decisions / Guida nce.

If you have any questions about this report, please

tess.merrett@hackneyhomes.org.uk

contact Tess Merrett on 020 8356 5730 or email
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2.0

2.1

2.2

3.0

3.1

3.2

SUMMARY

An awayday was held for the Board members on Saturday 7 February 2009 at
the London Art Centre in Islington to look at Hackney Homes’ priorities and the
way forward now that we had achieved 2 star status.

Alistair MaclIntosh, the Chief Executive of the National Federation of ALMOs
facilitated the day and Charlotte Graves attended as Chief Executive. There
were presentations on the following

Where are ALMOs going?/What do 3* organisations look like?
Regeneration & New Build

Partners

DLO - selling our services.

Following each presentation, the Board members present had in-depth round

table discussions about the possible options available for Hackney Homes out
of which culminated in some recommendations for full Board approval.

RECOMMENDATIONS

The Board is asked to agree the following

Key Priority — Decent Homes

Key Priority - Agree Hackney Homes standard of excellence and deliver —
communicate to all staff. Sort the basics and tidy up the organisation
Develop a mindset that pursues excellence — capacity, culture and ethos
Board must be united, supportive of executives & ready for tough decisions
Dialogue with Council over regeneration estates

Partner contracts — timetable

Mutual benefit/minimal risks — examine limited package from DLO to
leaseholders e.g. gas and over flows

Watching brief on other trading options

Open door with Council on new build and other options.

The Strategic Plan should be refreshed to reflect the strategic direction from
the board.

BACKGROUND

Where are ALMOs going and what do 3* Organisations look like? Following
Alistair MaclIntosh’s presentation on the above, the Board Members discussed
the priorities for Hackney Homes. Although Board Members were keen to
explore future regeneration opportunities, they considered one of the key
priorities was the Decent Homes Programme.

The Board Members were also keen to ensure that Hackney Homes could
attain 3 * status and in order to achieve this, it was important to agree a
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3.3

3.4

3.5

4.0

5.0

6.0

7.0

8.0

9.0

standard of excellence, communicate this throughout Hackney Homes and
deliver on it. It was acknowledged that there would be some difficult
decisions ahead of the Board and to maximise Hackney Homes’ full potential,
the Board must be united and must be supportive of the Executive. It was
also important to evaluate whether Hackney Homes currently had the capacity
to achieve these goals.

Regeneration & New Build - Danny Sutcliffe gave a presentation on
Regeneration and New Build. A key priority for Hackney Homes was the
completion of the Decent Homes programme however, Board Members were
keen for Hackney Homes’ options to be kept open for future regeneration and
new build opportunities. They therefore asked Charlotte Graves to open
discussion with the Council as and when appropriate.

Partners - Charlotte Graves gave a presentation on our partner contracts. The
timescales of these contracts meant that officers would have to start working
with Council colleagues on a timetable for decision making.

DLO — Selling our Services - Charlotte Graves gave a presentation on the
DLO. Whilst the Board Members were keen to explore other trading options
for the DLO, they acknowledged that the service was primarily for Hackney
Homes’ Residents. They were keen to see if a limited service could be offered
to our leaseholders on such matters as overflows and gas checks which would
be of mutual benefit to all concerned.

IMPACT UPON THE HACKNEY HOMES' STRATEGIC PLAN

All of the above will have an impact on Hackney Homes’ Strategic Plan.

IMPACT UPON THE HACKNEY HOMES RISK REGISTER

There will be an impact on The Hackney Homes’ Risk Register.

THE HACKNEY HOMES EQUALITY & DIVERSITY STRATEG Y 2006 /
ACTION PLAN 2007 — 2010

N/A

CONSULTATION PROCESS & FINDINGS

Consultation on changes to any of the above will be necessary.

ICT IMPLICATIONS

N/A

HUMAN RESOURCES IMPLICATIONS

19



10.0

11.0

12.0

There may be Human Resources Implications if changes are made to any of
the above.

FINANCIAL IMPLICATIONS

There will be financial implications if changes are made to any of the above.

LEGAL IMPLICATIONS / ADVICE

There may be legal implications and legal advice will have to be taken.

OTHER RELATED DECISIONS / GUIDANCE

N/A
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Hackney ltem No. 9

In partnership with (@Hackney Council

Title of Report: Delivery Plan 2009-10

Decision Making Body: Hackney | Date: 9" March 2009
Homes Board

Classification: Decision Report of: Interim Director of Quality
and Strategy

Item Previously considered at: On Which Date: 8™ December 2008

Board meeting

Report Author: Peter O’Kane There are two Appendices.

1: Delivery Plan (excl. Key Performance
Indicators)
2: Key Performance Indicators

If you have any questions about this report, please contact Neil Isaac
Tel: 020 8356 5730. E-mail neil.isaac@HackneyHomes.org.uk

1.0 SUMMARY
1.1  This report seeks Board endorsement of the Hackney Homes’ draft
Delivery Plan for 2009/10.

2.0 RECOMMENDATIONS

2.1 The Board is asked to:

1.

2.

Note the process for agreeing the Delivery Plan 2009/10. (Section 3)

Note that there is to be a formal meeting with the Council on 11"
March. (para 3.5)

Comment on the draft Delivery Plan (Sections 4 to 8 and Appendices
1 and 2)

Agree the draft as agreed as a basis for discussion with the Council.
Authorise the Chief Executive to make minor adjustments to the

Delivery Plan 2009/10 in the light of that discussion within the agreed
broad framework of the Plan.
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2.7

2.8

3.0
3.1

3.2

4.0
4.1

BACKGROUND

As required by the Management Agreement an annual Delivery Plan, has
to be agreed between Hackney Council and Hackney Homes. Whilst the
Delivery Plan takes into account a three year planning horizon notably on
financial matters, it focuses primarily on activity in the year ahead.

In the 2009/10 Delivery Plan Hackney Homes will be agreeing with the
Council some priorities for service improvement in 2009/10 and Key
Performance Indicators. The outturns on these will be used when
monitoring Hackney Homes’ performance.

The December Board meeting considered the proposed nineteen service
improvement priorities for the 2009/10 Delivery Plan.

The proposed service improvement priorities were also endorsed by the
Residents Liaison Group at its meeting on 8" January 2009.

A draft Delivery Plan went to the Council in late January. Some initial
comments have been received from Council officers at the time of writing.
The indications have been that the Council is likely to be broadly in
agreement with the general direction of the proposed Delivery Plan.

A formal meeting on the Delivery Plan has, as laid down in Management
Agreement process, been arranged with the lead Councillors for the
Council to be held on the 11™ March 2009 and attended by the Chair of
Hackney Homes Board.

Following that meeting an agreed version of the Delivery Plan 2009/10
would go to Cabinet for Hackney Council to agree it.

OUTLINE OF THE DELIVERY PLAN

The Delivery Plan 2009/10 text (Appendix 1 ) considers the Strategic
Framework for 2009/10 including Hackney Homes’ Strategic Plan and the
Council’'s Sustainable Community Strategy. Chapter 4 reviews progress
on the current Delivery Plan’s planned improvements.

The Plan then goes on to consider the plans and priorities for 2009/10 as
considered in the following sections.

KEY PERFORMANCE INDICATORS

The proposed Key Performance Indicators (KPIs) and targets for 2009/10
and envisaged for 2010/11 and 2011/12 are introduced in Chapter 5 and
detailed in Appendix 2 to this report. They include the envisaged
Business Critical Indicators for 2009/10, areas where service improvement
is called for as identified by the Board, the Audit Commission report and
otherwise, and aspects raised by the Council.
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6.3

To make the targets more useful and manageable, the KPI list has been
reduced by almost half in the current Business Plan to 45 KPIs.

Inevitably there are aspects of performance which Hackney Homes will
wish to cover in more detail than the Delivery Plan KPI list allows. The
Board as now would continue to receive the Business Critical Indicator
(BCI) list as well as the full Hackney Homes Performance Report with over
150 Performance Indicators.

It is envisaged that the Business Ciritical Indicators for 2009/10 would be
drawn primarily if not entirely from amongst the Delivery Plan KPIs.

There are four indicators in the Delivery Plan, mainly new KPIs, where
targets remain to be set. This is mainly because we are awaiting the
production of reliable baseline data which may have to be collected in a
different way to produce the data needed for the Pls in 2009/10. In some
cases there are definitional details which remain to be settled.

It is essential targets are set using accurate, quantified data. They cannot
be aspirational. As mentioned above, Hackney Homes’ performance is
monitored using Delivery Plan Key Performance Indicators

PRIORITIES ON SERVICE IMPROVEMENT

The 19 service improvement priorities in the 2009/10 Delivery Plan
(Chapter 7) take into account the strategic framework, Board priorities,
residents’ views and an assessment of the current service informed by
amongst others, the recent Audit Commission inspection report.

The selection of any service improvement priority takes into account its
suitability for inclusion in the Delivery Plan. Hackney Homes would of
course be able to identify other service improvement priorities as the need
arose outside of the priorities agreed with the Council in the Delivery Plan.

FINANCIAL ISSUES

The Delivery Plan summarises very briefly the scale of the investment by
Hackney Homes including the expanded Decent Homes programme
funded by the availability of ALMO credits following the achievement of a
two star rating by the Audit Commission.

It is envisaged that Decent Homes programme expenditure will double in
2009/10 compared to the level of 2008/9. This increase will be focussed
on restarting internal improvements notably new kitchens and bathrooms.

There will be around 1,500 homes made decent in 2009/10 as part of a
programme to make 7,700 more homes of Hackney Homes residents
decent by 20012/13. By the end of 2012/13 it is planned all Hackney
Homes dwellings will be decent - apart from some in regeneration estates.
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The Delivery Plan 2009/10 takes into account the planned real terms
reduction in the Management Fee. Chapter 9 has a service improvement
aims for 2009/10 in financial arrangements with Hackney Council.

IMPACT UPON THE HACKNEY HOMES STRATEGIC PLAN

The Delivery Plan would inform the refresh of the Strategic Plan in 2009.

IMPACT UPON THE HACKNEY HOMES RISK REGISTER

The Strategic Risk Register (Appendix 2 of the Delivery Plan) has
informed the service improvement priorities for the 2009/10 Delivery Plan.

EQUALITY & DIVERSITY STRATEGY / ACTION PLAN 2007 — 2010
In achieving Delivery Plan improvement priorities Hackney Homes will
take account of its Equality and Diversity Strategy and Action Plan.

CONSULTATION PROCESS & FINDINGS

The proposed Delivery Plan takes account of the results of earlier
consultations by Hackney Homes eg on ASB, Strategic Plan etc. The
draft Delivery Plan went to the Residents Liaison Group in January 2009.

ICT IMPLICATIONS

The Delivery Plan improvement priorities will take account of ICT capacity
and include in particular the delivery of Project Excellence, the project
overseeing the replacement of the existing Saffron system.

HUMAN RESOURCES IMPLICATIONS
Human resource implications have been considered in preparing the Plan
which includes securing Investor in People status in 2009/10.

FINANCIAL IMPLICATIONS

The Delivery Plan improvement priorities assume the availability of ALMO
credits but otherwise do not assume any additional resources other than
those already known to be planned for 2009/10 and take account of
reductions in revenue resources required in the coming years.

LEGAL IMPLICATIONS / ADVICE

There are no specific legal; implications other than the fact the Delivery
Plan is formally ie legally required by the Management Agreement
between Hackney Council and Hackney Homes.

OTHER RELATED DECISIONS / GUIDANCE
The Delivery Plan takes account of relevant Government guidance.
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1. Preface

This Hackney Homes Delivery Plan sets out what Hackney Homes is seeking to achieve in
conjunction with the Council during 2009/10.

In the three years since it was established by the Council, Hackney Homes has come a long
way in improving its services — a journey that has been recognised by residents. The 2008
survey of tenants conducted by IPSOS-Mori found that 68% of residents are satisfied with
services, an increase of 9% from the previous survey. It also showed that four times as many
residents are satisfied rather than dissatisfied. This was an improvement of 15% (in the
percentage satisfied minus the percentage dissatisfied) compared to the previous survey in
early 2007. More leaseholders remain dissatisfied than satisfied, but.the gap between the
satisfied and dissatisfied leaseholders improved by 10% between 2008 and 2007.

The better services for residents have also been recognised by the Audit Commission in its
recent inspection. The Commission has assessed Hackney Homes as providing a ‘good’ two
star service with promising prospects for improvement: This rating allows Hackney Homes to
access additional government funding for the Decent Homes programme.

In the past six years 6,500 rented homes have been improved to Decent Homes standard,
doubling the number of decent rented Council homes. In the same period the‘external fabric
of blocks has been improved to Decent Homes standard for over 4,000 leaseholders. In
2009/10 we aim to focus on internal works mainly kitchens and bathrooms.

In addition to continuing to improve homes, our focus is to increase efficiency and
effectiveness to reduce costs and to meet the needs of residents and listening to their views
about improving services.

We are also committed to working with the Council and other partners to deliver the revised
Sustainable Community Strategy. In 2009/10 there is a particular emphasis on developing
programmes to reduce over a number of years the amount of households with no one in
work, many of whom are council tenants.

This Delivery Plan sets out the agreed programme of service development priorities and the
targets for improved service standards for 2009/10 and beyond. Strong relationships with our
partners, ‘including housing. management partners and the major repair and investment
programme contractors, will help us_ deliver the improvements highlighted for 2009/10.

However as the Hackney Homes Strategic Plan highlights, there is still a lot more to do over
the coming years. As well as improving services, we aim to provide more good quality
affordable housing to higher standards than Decent Homes and progress the regeneration of
estates and neighbourhoods, improving residents’ life chances.

This Plan will greatly help the Council and Hackney Homes achieve these goals.

Rupert Tyson
Chair, Hackney Homes

Cllr Karen Alcock
Deputy Mayor, London Borough of Hackney
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2. Introduction

Hackney Homes

Hackney Homes was set up by the Council in April 2006 to deliver improved services to
tenants and leaseholders and bring all Council homes up to Decent Homes standards.
Hackney Homes also plays a major role in the regeneration of Woodberry Down, one of the
biggest regeneration projects in the country. More generally, Hackney Homes is a partner
with the Council in the delivery of Hackney’s Sustainable Community Strategy to improve not
only the homes and environment, but also the life prospects of local residents.

Hackney Homes provides housing services to more than 23,000 tenanted properties and
almost 9,000 leasehold properties - more than all the other social landlords in the borough.
Overall the borough is very deprived with every ward amongst the 20% most deprived in the
country. Amongst council tenants nationally Hackney Homes’ tenants are the fifth most
overcrowded.

Hackney Homes' residents are highly diverse ethnically and increasingly so. At the time of
the last census, 57% of the population is from black and minority ethnic communities, mainly
Black British African, Black British Caribbean and Turkish.

Working together

This Delivery Plan sets out how Hackney Homes and Hackney-Council will work together in
2009/10 to achieve improved services and investment for Decent Homes to help achieve the
wider aims of the Sustainable Community Strategy.

The Delivery Plan summarises progress on the current Delivery Plan. It outlines the key
priorities for service improvement priorities planned for 2009/10 within the strategic
framework for - Hackney Homes

The Delivery Plan also contains a set of Key Performance Indicators (KPIs) for Hackney
Homes with targets for the next three years.

Finally it considers the capital investment by Hackney Homes including Decent Homes and
the financial management of Hackney Homes’ resources.
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3. Strategic Framework

The Delivery Plan for 2009/10 has been developed particularly in light of the Mayor’'s
Priorities, Hackney’s Sustainable Community Strategy and the Hackney Homes Strategic
Plan.

Wider Hackney Framework

The Mayor’s Priorities are:

1. Improving services and increasing opportunities for all, raising the life chances of the
most disadvantaged. Associated service priorities include:

o a safer, cleaner, greener Hackney

o For Hackney Homes this has meant priorities such as improving the
cleaniness and grounds maintenance ‘on Hackney Homes estates and
improving the effectiveness of work to tackle anti-social behaviour. Substantial
entry phone and lighting programmes are improving security and reducing
crime on estates.

o affordable, decent homes

o The improved thermal insulation from the Decent Homes programme is
reducing tenants fuel bills and helping to provide a warm and comfortable
environment more conducive to amongst other things‘doing homework and
helping young people to maximise the benefits of improved schooling in the
borough.

2. Making sure the Council is high performing and efficient.

o0 Hackney Homes has taken vigorous steps to further increase the rent
collection rates. It has also sought to improve access to services. The
substantial increase in tenant satisfaction recorded in the 2008 STATUS
survey is evidence of higher performing service delivery. Hackney Homes has
also progressed a series of measures to improve value for money.

3. Providing effective.community leadership and involving the whole borough in what we
do.
0. Hackney Homes has greatly developed the variety and reach of its work
engaging tenants and leaseholders in the improvement of services.

The Community Strategy sets out a ten year view of the priorities for the borough shared by
the Council and its partners, including Hackney Homes.

To date Hackney Homes' priorities have taken into account the Community Strategy for the
period 2005 to 2015 called ‘Mind the Gap’. Within an overarching intention to reduce
inequalities and poverty it had six main ‘themes:

A Good Place to Grow up

A Dynamic and Creative Economy

Thriving Healthy Communities

Better Homes

A Safer Cleaner Place to Live

A Sustainable Borough.

ouokrwnNpE
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Hackney Homes’ work has contributed significantly to almost all of the themes, not just Better
Homes.

For this Delivery Plan the key framework strategy is the refreshed Sustainable Community
Strategy 2008-2018 agreed by the Council in late November 2008. This is the shared vision
of Hackney Council and others on the Team Hackney Board which has membership from the
police, primary care trust, voluntary sector, education and housing.

With the greatest risk to community cohesion in Hackney being economic polarisation,
closing the gap between our wealthy residents and most deprived remains the strategic
focus for the Strategy.

More generally the Sustainable Community Strategy is seeking by 2018 to have:

: An aspirational, working borough, renowned for its innovative and.creative economy;
A place that values and takes full benefit from the diversity.of its neighbourhoods and
population;

More opportunity and prosperity for everyone narrowing economic and environmental
inequality having secured the legacy benefits the 2012 Olympic and Paralympic
Games;

A green, cosmopolitan part of London with safe, strong and cohesive communities,

A shared sense of fairness, citizenship, and social responsibility.

To help achieve these objectives, the Sustainable Community Strategy 2008-2018 has six
priorities:

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

Help residents to become better qualified and raise educational aspirations.

Promote health and wellbeing for all, and.support independent living.

Make the borough safer, and help people to feel safe in Hackney

Promote mixed communities in well designed neighbourhoods, where people can
access high-quality, affordable housing

Be a sustainable community, where all citizens take pride in and take care of
Hackney and its environment, for future generations

arwN

o

Whilst there is a very high level of continuity between the 2005 Community Strategy and its
2008 ‘refresh’, there are also shifts in.emphasis with more focus on direct interventions to
improve the employability of unemployed Hackney residents.

The Community Strategy-includes a list of 18 specific outcomes which provide partners with
a focus for long-term planning and a starting point for collective discussion on priorities. This
is what will have happened in 10 years if the vision is realised.

1. Substantially narrow the gap between Hackney’s employment rate and the London
average.

2. Increase employment for people in Hackney who are disabled or who have a long-
term health condition or mental health problems.

3. Improve the earnings of people in Hackney to lift them out of poverty.

4. Close the gap between the percentage of people in Hackney with no qualifications at
all and the London average and increase the percentage of people of working age in
Hackney who hold qualifications fit for the job market.

5. Ensure the educational improvement of Hackney's children and young people is
excellent and that educational performance by school leaving age is consistently
above the national average.
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6. Ensure parents, families and carers are effectively supported to inspire their children
to achieve wellbeing and reach their full potential in life, particularly families living in
poverty.

7. Promote and maintain mixed, sustainable communities in all our neighbourhoods by

securing a tenure and dwelling mix, including affordable homes and homes adaptable

for people’s changing needs.

Reduce the overall mortality rate in Hackney for all.

Reduce health inequalities in Hackney by promoting fair access to health advice,

support, programmes and local amenities so everyone is able to enjoy good health.

10. To reduce the rate of mental illness in Hackney and close the gap in mental wellbeing
between people from different backgrounds and between people living in the most
and least deprived areas in the borough.

11. To enable independent living and offer personalised support for people with support
needs living in Hackney, including other people, disabled people and carers.

12. Use excellent, sustainable urban design across the borough in the streets, on our
estates, in our town centres and in other public spacesand local amenities; design
which encourages and enables people to walk, cycle'and play and spend time
together safely in the community.

13. To make the borough safer, and make sure people.living in, working in, studying in
and visiting Hackney feel safe in the borough.

14. To ensure that out town centres in Dalston and Hackney Central and our areas of
growth in Shoreditch, Woodberry Down‘and Hackney Wick are vibrant places where
local people and visitors choose to shop and spend leisure time, and to'make sure
these centres remain attractive places to do business and invest in.

15. To enable and empower all our:citizens to take an active role in local community, civic
and democratic life in the borough.

16. To achieve a reduction in CO2 emissions from the local area'in line with the national
and internationally set standards from domestic, commercial/industrial and transport
emissions.

17. To minimise the waste produced by local public services and enable local citizens,
businesses and public services to minimise waste and to use resources including
energy, waster and waste in a sustainable way.

18. To provide fair access to first class public services in Hackney, and provide value for
money for local residents and businesses.

© ©

Hackney Homes recognises that its activities will be crucial for achieving many of these
outcomes and could play a significant role in at least two thirds of them. In 2009/10 there will
be a particular emphasis on measures to reduce worklessness, the number of households
where no-one is in work.

The Local Area Agreement with its associated targets is also taken into account. Its priorities
reflect those of the Community Strategy. A revised set of targets was agreed in early 2008 by
the Council with Government for the Local Area Agreement (LAA). One LAA target is on the
number of affordable homes delivered and another the percentage of Hackney Homes
dwellings which have‘reached Decent Homes standard.

The Council’'s Housing Strategy, with a five-year timeframe, will be updated in 2009 following
the refresh of the Community Strategy. Three core objectives for an updated Housing
strategy were decided by the Council in December 2008:

Balanced and sustainable communities through sufficient affordable housing and the
widest possible housing choices.

Attractive neighbourhoods requiring good quality homes and built environment both
managed to high standards.
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Prosperous communities - looking at tenure specific aspects of issues such as
worklessness.

The detailed implications of these core objectives will be worked out during 2009. Hackney
Homes will be participating in discussions on the development of the Strategy in the better
homes partnership.

Hackney Homes Framework

In 2008 the Hackney Homes Board approved the Hackney Homes Strategic Plan for 2008-
2013 which outlines the direction for the organisation for the next five years.

Hackney Homes Mission
“To deliver excellent, accessible services, and quality homes that people want to live in”

Hackney Homes recognises its role extends beyond improving the fabric of the housing stock
and delivering excellent housing services. In particular, Hackney Homes is committed to
playing a major role in improving the lives of its residents in their communities.

Delivering the Hackney Homes’ mission. means engaging in improving the wider environment
for our residents and regeneration of their neighbourhoods.

Hackney Homes has the ambition to be not only an effective deliverer of housing services
and investment in building fabric, but also wishes to engage with tackling the relatively high
level of social and economic deprivation in the borough at the estate and individual tenant
level.

There is also a commitment to investigate in the light of the emerging findings from the
Government’s HRA Review how Hackney Homes could contribute to tackling the severe
housing need.in the borough by assisting in the development of more social housing.

Strategic Plan Themes

The Strategic Plan sets out six themes each of which would influence how Hackney Homes
delivers the entire range or at least the great bulk of services provided by Hackney Homes.
The themes are.

1. Focussing on service users
We will focus on residents when planning or changing services. We will proactively ensure
that the assessment of resident views is as representative as possible.

2. High quality standards
We will focus on high quality design, maintenance and management of homes and their
surrounding environment.

3. Tackling disadvantage
We will assess the impact of our plans and strategies on different groups of people,
especially the most disadvantaged.

4.  Wider community dimension

We will look beyond a narrow definition of the landlord role to ensure we play a role in
making neighbourhoods better and improving life opportunities for residents.
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5. Value for money
We will improve value for money as part of our drive to improve services, especially
important given our comparative level of spending and the financial pressures on the HRA.

6. Partnership working
We will consider the scope for working with others to maximise benefits for residents. This
will include partnership agreements, working on joint projects and learning from others.

Hackney Homes Objectives
Specific activities which can achieve the mission can be grouped under four objectives as
follows:

Excellent and accessible services

Modern homes

Running Hackney Homes well

Successful, vibrant neighbourhoods.

Excellent and accessible services
Hackney Homes aims in 2009/10 to provide excellent services that meet the needs of and
are accessible to all residents by:
. Understanding the needs of customers and using their views to shape services and
priorities
Working closely with partners, including housing management providers
Improving resident satisfaction
Learning from others
Striving to continually improve.

Modern homes
Hackney Homes aims'to provide modern homes and modern estates where people want to
live. In 2009/10 Hackney Homes will aim to achieve this by:

Increasing the number of homes at the Decent Homes standard

Investing in estates and neighbourhoods as well as the fabric of homes

Working with residents and partners to deliver local priorities.

Running Hackney Homes Well

Hackney Homes aims to deliver high quality, efficient services by:
Managing resources effectively, for example through value for money projects
Achieving efficiencies over time, for example through IT improvements.
Investing in Hackney Homes staff
Maximising opportunities for additional investment

Successful, vibrant neighbourhoods
Hackney Homes aims to play a major role in delivering physical, social and economic
regeneration of neighbourhoods. This will be achieved by:
Playing an effective part in the delivery of the priorities of the Sustainable Community
Strategy
Identifying opportunities for neighbourhood regeneration and community investment
Playing a part in reducing crime and disorder and tackling anti-social behaviour
Keeping estates clean and attractive
Developing programmes to engage local communities and residents.
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4. Progress on Current Delivery Plan Improvements

Overall Hackney Homes’ services have continued to improve and deliver better service
outcomes for residents. A number of indicators, although not all, show improving trends over
2007/8 and 2008/9.

Perhaps the single most significant piece of evidence for a customer oriented organisation
was the substantial 15% increase (over two years) in overall net satisfaction amongst tenants
found by IPSOS-Mori who carried out the standardised STATUS survey for Hackney Homes
in 2008. The net improvement in the views of leaseholders was less at 10%. It was very
noticeable that the level of leaseholder net satisfaction at minus 13% was much lower than
the plus 51% overall net satisfaction recorded for tenants. Leaseholder perceptions on the
value for money of services and major works charges remain highly influential here.

In 2007 the Audit Commission found that Hackney Homes provided a fair service (one star)
with promising prospects for improvement. Of the improvements identified by the inspector’s
report, almost 90% had been completed when the Audit Commission inspected Hackney
Homes again just over 18 months later. In 2008 the Audit Commission found that Hackney
Homes provided a good service (two stars) with promising prospects for improvement.

Some of the progress that has been achieved in the past year is briefly outlined below, under
each of the four main Hackney Homes Objectives (as set out in the Hackney Homes
Strategic Plan):

Providing excellent services
Delivering modern homes
Running Hackney Homes well
Improving neighbourhoods

PR

An essential ingredientfor these improvements has been greater self to be able to identify
both strengths and weaknesses. Where appropriate what remains to be done is spelt out
below as well as the achievements to date.

Excellent and accessible services

Hackney Homes aims to deliver excellent services that meet the needs of all our residents,
and are accessible to all. In the past year Hackney Homes has:

Provided service standards across the entire range of services
Following extensive consultation with residents Hackney Homes developed a new suite
of standards that explain what residents can expect. These have been widely publicised.
Performance against some of these is publicly reported in the monthly performance
digest, although there is scope to extend the existing range of standards where the
performance is publicly reported.

Added to its customer profile and begun using the d ata to inform service
improvement
Hackney Homes now has profiling information for almost 70% of tenants, a huge
improvement from a year ago. This is now being used to develop services and further
work is planned for 2009/10 to use this information to shape services and inform service
delivery to individual tenants.
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Fully reviewed the responsive repairs policies, inc luding vulnerable tenants
and recharge works
Hackney Homes has expanded the number of repairs offered to tenants in response to
consultation with tenants. A new policy for repairs for vulnerable tenants has been
introduced. The policy on recharging for repairs which have been caused by neglect or
vandalism is in place and implementation has commenced, albeit slowly.

Reducing the turnover time for void repairs and inc reasing satisfaction
Average void re-letting time for neighbourhoods have continued to improve and at 22
days in 2008/9 to date is in the top quartile. .However it takes much longer on average
for TMOs to let the homes they manage. A revised method of surveying the satisfaction
of applicants with their new home is producing more reliable results. The first survey
showed 71% satisfaction.

Using equality impact assessments to improve servic es
A full programme of equality impact assessments has been carried out this year,
including services such as complaints. These are being used to improve services and
ensure good access.

Encouraging a broader range of tenants to get invol ved
In the past year more than 1,300 residents have joined the ‘Have your say’ housing
register, the majority having never been involved before: Hundreds of residents have
attended fun days and question time events; and forums. for specific groups such as
Asian women and residents with disabilities have proven popular and encouraged wider
involvement from tenants who may not have been reached through previous methods.

Continuing to improve rent collection
Rent collection has continued to improve reaching 98.51% (year to date 2008/9) up from
98.13% in 2007/8. This has been achieved without resorting to more possession orders.
This has been achieved through preventative actions, good case management and
offering debt advice services Hackney Homes now has one of the highest collection rates
of any ALMO.

Reviewing the lettable standard
In consultation with tenants Hackney Homes reviewed and changed the re-letting
standard to make it clearer and more‘user friendly. When the Audit Commission
inspected void properties they found they were of a good quality and met the standard.

Producing a new tenants compact
The new Compact was produced with tenants and launched in April 2008. It clearly sets
out how Hackney Homes consults with residents and the involvement opportunities which
are available. It is obvious however from the results of surveys of tenants and
leaseholders conducted by MORI, that that there is still considerable scope to increase
awareness of the Tenants Compact and its significance.
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Modern Homes

Hackney Homes’ aim is to deliver modern homes through effective and cost efficient Decent
Homes, planned maintenance and responsive repairs programmes. In the past year some of
Hackney Homes’ achievements have included:

Delivering the Decent Homes programme
In 2007/08 the Decent Homes capital budget of £34 million was fully spent and a total of
1,310 homes were made decent. Over 300 tenants had new kitchens and bathrooms and
more than 1,400 homes benefited from new windows and roofs. Residents were very
pleased with this work and satisfaction levels were consistently above 95%. The 2008/09
budget was restricted by the lack of ALMO credits to £20 million largely for external work,
but the programme is on track to bring the fabric of over 1,000‘homes up to decent
Homes standards.

Implementing the new asbestos policy
A new policy is in place to identify, record and manage asbestos in Hackney Homes
properties. In the first half of 2008/9 almost 300 communal areas and 2,000 homes
were surveyed. Extensive information has been provided to residents about the service.

Completing the annual gas servicing programme
This important safety programme has again been successful with CP12 certificates
issued for 99.63% of tenanted homes and quick action taken to gain access to all homes.
New appointment times have been introduced this year to provide more flexibility for
tenants and a three-letter system has been adopted to let tenants know about their
appointments. There are only about 70 properties without a gas certificate and these are
going through the courts to provide us with appropriate access.

Developing a new Service Level Agreement (SLA)for  Aids and Adaptations
service
Hackney Homes and the Council have worked together to revise the SLA which includes
agreed end to end performance targets and monitoring arrangements. Performance
monitoring-has been improved. New contracts have been agreed for major adaptations
and contract performance management tightened up. It is envisaged that improvements
in the outturn times as a result of these changes will be seen in 2009/10.

Running Hackney Homes well

Hackney Homes’ aim'is to deliver services that are value for money, where we maximise the
use of our resourcesand improve services for customers. In the past year some of Hackney
Homes’ achievements have included:

Completing the schedule of rates for reactive repai rs
As part of the review of the Fair Pay scheme, the schedule of rates (SOR) was reviewed.
The outcome was a significant streamlining of the 1,500 SoR items down to 165
composite rates. These dovetail with the revised bonus scheme where operatives work
on a rolling 13 week period and on productivity bands. The review also included greater
reward for multi-skilling and reduction in the level of variations to repair tickets.

Reviewing the outcomes of ASB activities

Hackney Homes has achieved success in improving security on estates through a wide
range of security improvements and the secondment from the Metropolitan Police of a
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crime prevention officer. Additionally, the Family Intensive Programme is showing good
outcomes for families with intensive ASB problems. Satisfaction with outcomes however
remains low. The benefits from the revised policy and procedures for casework
underpinned by the implementation of the new IT system and its associated performance
monitoring are expected to start coming through by the start of 2009/10.

Managing and monitoring all budgets
Budget monitoring has improved with regular meetings and scrutiny over projections.
Following a substantial overspend in 2007/8, repairs expenditure has been especially
scrutinised. A potential overspend in 2008/9 was identified well in advance of the year
end and a series of measures put in place to bring the expenditure back into line. Other
issues arising during the current year notably rising energy costs are being addressed as
part of the budget making process for 2009/10.

Improving Neighbourhoods

Hackney Homes’ aim is to work with our partners to deliver cleaner, greener and safer
estates and neighbourhoods. In the past year the achievements have included:

Tackling anti-social behaviour and redueing crime o n estates
New security measures on estates have contributed to areduction of crime'on estates.
The effectiveness of measures to address the more serious end of ASB has been widely
recognised, including the CrackDown project which has continued to address the sale
and abuse of drugs on estates. Diversionary activities such as Kickz sports programme
have been developed in conjunction with Arsenal and Leyton Orient and have continued
to attract large numbers of young people. There is.clearly scope to expand such activities
if the resources can be found.

Providing financial advice services
Hackney Homes has provided free, independent debt advice to tenants through the
Hackney Law Centre. The service take up has been very good, encouraging tenancy
sustainment and better rent payment. Leaseholders have also been provided with a
range of financial and debt advice services and the survey evidence is that this has been
generally valued. There is scope to further extend the options available especially for
leaseholders many of whom face large bills for major works

Delivering well regarded cleaning and grounds maint enance services
Satisfaction with cleaning and grounds maintenance has remained strong, and new
programmes for lawn mowing and gardening have further improved the living conditions
on estates. The percentage of cleaning inspections scoring an A or B grade is currently
94.7% and for grounds maintenance the score is 95.4%.

Maintaining estates awaiting re-development
In view of the uncertain timescale for estates earmarked for regeneration, Hackney
Homes has developed a substantial interim repairs programme for these estates. This is
in addition to the very large programme for interim repairs on Woodberry Down. This
programme is expected to start in March 2009 and continue in 2009/10 to maintain the
properties until regeneration can be carried out. In view of anxieties amongst residents,
the commitment to clean and manage the estates to the same standard as all Hackney
Homes estates has been re-affirmed by senior Hackney Homes and Council officers at a
series of meetings with estate residents.
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Equality and Diversity

Hackney Homes aims to ensure equitable and fair access to its services and to celebrate the
diversity of its residents. In the past year the achievements have included:

Increase in resident satisfaction
In 2008 resident satisfaction overall rose 9% to 68%. Positively, there was no difference
at all between satisfaction from white residents and BME residents.

Specialist forums
We have expanded the way residents can get involved and we now hold quarterly
meetings with the African Forum, Turkish Focus Group, Asian Women Group, Disability
Focus Group and Youth Committees. We have consulted these groups on service
standards, rent strategy and planned programmes.

Good access to services
A wide range of information is available in translated and alternative formats, including
the Tenant’s Handbook, newsletter and leaflets. The Language Line service continues to
be well used, and staff with languages other than English use their translation skills at
repairs surgeries and fun days.

Successful outcomes for the Traveller community.
Working with partner agencies, Hackney Homes has helped the Traveller community to
relocate to new sites. The new sites were needed as the old ones were part of the
Olympic site.

English language courses
Working with a training provider and RSL, Hackney Homes has offered English language
courses for Bangladeshi women in the borough.

Equality Standard Level Three
Hackney Homes contributed to Hackney Council’s efforts to achieve level three of the
Equality Standard and is now working towards level four.

Value for Money

Hackney Homes’ aim is to ensure that all services are provided in a cost-effective and
efficient manner and that resources are focused on resident needs. In the past year the
achievements have included:

Significant reduction in costs
Hackney Homes has reduced costs through Gershon savings, restructuring and
procurement. The total savings for 2007/08 was £3.2m.

Housing management cost savings
The tendering of housing management contracts resulted in savings of £1.9m in 2007/08
and £640k of savings in 2008/09. The partners bring significant experience and additional
added value, for example their corporate youth programmes which are supporting young
people in Hackney.

Decent Homes savings

The Decent Homes programme has shown a cost saving of 10% due to innovative
partnering which has been reinvested into the programme.
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Effective planning

The Value for Money Strategy has provided a three year blueprint for achieving savings
and efficiencies throughout the organisation. Improvements have also been made in
budget monitoring and control.

Procurement savings

Procurement has been effectively used to achieve savings, for example, partnered

maintenance contracts have made direct savings of £400k as well as additional value
and efficiencies.
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Contributions to the Community Strategy

As a partner in the 2005 Community Strategy ‘Mind the Gap’, Hackney Homes has
contributed towards the six main aims of the strategy which are for Hackney to be:

A good place to grow up

A dynamic and creative economy
Thriving, healthy communities
Better homes

A safer, cleaner place to live

A sustainable borough

In addition to the achievements already listed in this chapter, Hackney Homes has played a
key role in supporting residents and encouraging participation.In the past year some of our
achievements have included:

Family Intensive Project
Hackney Homes and partners have been working on a pilot project with 20 families with
severe anti-social behaviour problems. The project is providing intensive support and
tackling the root causes of the ASB. Early indications are showing successful outcomes,
for example, sustained tenancy.

Youth participation
Hackney Homes has increased the provision of youth activities on estates, including the
Kickz sports programme, Nemesis street dance and new youth clubs and committees.

Community cohesion
Hackney Homes has worked closely with Tenant and Resident Associations to promote
community cohesion. Activities such as the summer fun days and events which bring
together young and old, have been popular and brought communities together.

Safer estates
New door entry systems, better estate lighting and CCTV renewal are just some of the
initiatives which are making estates safer for residents.

Employment and training
Hackney Homes has an award-winning apprenticeship scheme which is encouraging
young people into trades. And in the past year the Woodberry Works construction course
has been giving people in the Woodberry/Stamford Hill area the chance to gain skills in
construction.
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5. Key Performance Indicators for 2009/10

Overview of Delivery Plan indicators

There are four main sources of the Key Performance Indicators (KPIs) selected for the
2009/10 Hackney Homes Delivery Plan. They are:

Business Critical Indicators (BCI) - updated and agreed during 2008.

Tenant and leaseholder service views reflecting that focus and the better availability of
satisfaction data.

Performance indicators for other service aspects whose importance and scope for
service improvement was apparent during the service reviews in 2008 whether
highlighted by the Audit Commission and / or by others such as the Council of the
Hackney Homes board.

KPIs driven by the Council’'s Key Objectives (called Key objectives indicators) based on
the Manifesto commitments of the present administration in Hackney Council

For each of the indicators there is out-turn data for-2006/07 and 2007/08 and the latest
position for 2008/09. Targets for the current financial year and.next three years are provided.
Where it is available, comparative information is included to show how Hackney Homes
compares to other ALMOs and local authorities in London-and the rest of the country.

The presumption is that targets for the next three years have been set to encourage
continuous improvement across the services. The rate of improvement targeted is a balance
between the need to set challenging but achievable targets.

There are some exceptions to the presumption of continuous improvement. In some cases
the scope for improvement reduces in coming years notably where the performance is not
too far from 100%. In.other cases even maintaining the existing outturn will require improved
performance e.g. rent arrears performance (BVPI 66a) where the scope for collecting
outstanding arrears declines as the backlog is cleared, and the remainder is either
constrained by court ordered limits on arrears. orthe arrears are increasingly old.

The KPls for 2009/10 include more measurement of service user views and feedback
(satisfaction and complaints) than in previous years in addition to the measures of financial
outturns and timeliness.

See Appendix One for listing of all KPls.

Other Hackney Homes Performance Indicators

The Key Performance Indicators by definition are not intended to be all the performance
indicators. In addition there are the other indicators published in the monthly Hackney Homes
Performance Report. It covers almost all service areas. Typically it provides a lot more detalil
in each service area allowing a manager or other reader to drill down to ascertain more about
the reason for a particular outcome.

There is other more detailed performance information available to managers both more detalil
on the overall pattern of the performance e.g. variations in outturn between differing teams.
There is also the data on the views of individual service users on specific service aspects
e.g. from satisfaction surveys.
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6. Clienting Arrangements and Performance

Clienting arrangements

Hackney Homes and the Council have agreed a clienting framework which provides a
focussed, co-ordinated and strategic approach to clienting, encouraging a facilitative and
partnership approach. The main elements of the framework are set out below:

LEVEL ONE: STRATEGIC FOCUS

Strategic Review Meeting (Half yearly)

Aim: To provide strategic direction and review Hackney Homes activities in the light of key
Council priorities, including the Sustainable Community Strategy.

Membership: The Mayor (Chair), Chief Executive of Hackney Council, Lead Councillors,
Corporate Director of Neighbourhoods and Regeneration, Chair of Hackney Homes and
Chief Executive of Hackney Homes, members of Hackney Homes Executive Team.

Strategic Liaison (monthly)

Aim: To consider broad direction on issues of strategic significance for Hackney Homes and
Council as they arise.

Membership: Chief Executive Hackney Homes, Corporate Director N&R and as appropriate

lead Councillor for ALMO.

LEVEL TWO: OPERATIONAL AND STRATEGIC FOCUS

Council/ALMO Performance Review Meeting  (Quarterly)

Aim: To consider operational issues and their strategic implications. This includes: reviewing
headline performance; reviewing risk and financial information; reviewing progress of service
reviews; escalating issues or problems as needed.

Membership: Mayor (bi-annually), Lead ClIr for ALMO, Chief Executive LBH, Corporate
Director of Neighbourhoods and Regeneration, Assistant Director of Performance and
Strategy (Neighbourhoods & Regeneration), Assistant Director of Finance (Neighbourhoods
and Regeneration), Chief Executive of Hackney Homes, Hackney Homes Executive Team.

g

LEVEL THREE: OPERATIONAL ISSUES

Finance Meeting (Monthly)

Aim: To review the financial position and options including issues relevant to the bi-annual
MTFP for the HRA.

Membership: Assistant Director Finance (N&R), Director Finance and Resources Hackney
Homes and relevant finance staff from Hackney Homes and Council.

SLA Overview Meeting (As and when required)

Client Liaison Meeting (Monthly)
Aim: To consider performance and operational issues including: performance information
including business critical indicators and key performance indicators in the Delivery Plan.
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Meeting Delivery Plan Objectives

Hackney Homes will be responsible for ensuring that the Delivery Plan objectives, and all
performance targets and success measures against the objectives are met.

The approach to performance management and reporting will be open and transparent and
will include effective and timely challenge to ensure delivery against targets.

Performance Information

Performance information is an essential element of the relationship between Hackney
Homes and the Council. There are three tiers of performance’ information relevant to the
relationship:

Business Critical Indicators

Key Performance Indicators in the Hackney Homes Delivery Plan

Hackney Homes Performance Report

The Business Critical Indicators are an agreed list of limited nhumber (around 25) of
performance indicators available on at least a quarterly basis. These indicators cover
performance on measures most important for the health of Hackney Homes’ business and
services.

The Key Performance Indicators (KPIs) in the Delivery Plan include all the Business Critical
Indicators and the most important other indicators arising from the sources as set out in the
preceding Chapter. The KPIs include a number of indicators based on satisfaction measures
only available on an annual basis. They have a three year planning horizon for the targets
which are set annually by agreement between Hackney Homes and the Council. Hence the
Delivery Plan 2009/10will include future years targets for 2009/10 to 2011/12 inclusive.

The Hackney Homes Performance Report published monthly provides performance
information on over 150 Pls most of which.are updated monthly. This Report more
comprehensively covers Hackney Homes" services including those which are neither critical
nor current priorities for improvement. It also provides more detailed breakdown analysis
which may identify the reasons for movements in headline indicators.

The Board role:
The Board should review the main performance targets on an annual basis.
The Board should receive and scrutinise the most important performance information
relating to the ALMO regularly.
Issues arising should be addressed in more detail at a subsequent Board or Sib-
Committee of the Board meeting in an expedited way.

The Chief Executive and Executive Team role:
- To be responsible for the overall quality and accuracy of performance data produced
by Hackney Homes
Review and set all KPI targets for the ALMO performance digest on an annual cycle.
Together with relevant service managers/Performance Team take responsibility for
signing off performance indicators and ensuring they take into account links to
relevant Hackney Homes and Council plans and priorities.
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Ensure that the Service Plans reflect the targets set in the Performance Report.
Responsibility for reviewing and scrutinising the monthly Performance Report and
ensuring that corrective action is taken as required.

Ensuring that performance information is used as a learning tool for the development
of policy and procedures.

The Performance Monitoring Team also plays a pivotal role in collecting performance
information and working to ensure the quality and accuracy of such information.

Hackney Homes will display key performance information on main_service areas in all of its
offices, both staff and public reception areas. Performance information will also be published
on Hackney Homes website www.hackneyhomes.org.uk/hh-about-us-performance.htm in
residents’ newsletters on a quarterly basis and shared with tenant and resident organisations
including the Resident Liaison Group.

By adopting a professional and open approach to performance management, both parties
will be in a position to identify any areas for concern at the earliest stage.“All formal and
informal meetings will be recorded to evidence these early discussions.

Early identification could come from a number of sources, for example:

Poor performance against performance measures
An inordinate increase in the level of complaints and/-or specific issues where lack of
progress being made.

It is the responsibility of both parties to raise concerns with each other immediately, or as
soon as practically possible, after they materialise.

In the first instance. both parties will agree a detailed action plan for improvement. This
should make it clear which officers from either organisation are responsible for progressing
the action. This action plan should be reviewed after three months, unless the severity or
urgency of the issue requires an earlier review.

If progress is being made this will be monitored for a further three months or until the Council
and Hackney Homes are satisfied that performance is now at a satisfactory level. If no
progress has been made then a meeting will be arranged between the Council
representative and Hackney Homes Chief Executive to agree the next course of action.

If a dispute arises that cannot be resolved then an expert or mediator will be called upon to
assist both parties to move forward or reach a solution.
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Risk management

Hackney Homes acknowledges its responsibility to ensure that its activities do not needlessly
put the Council at risk or increase any inherent risk to the Council.

Hackney Homes ensures that its performance management and monitoring arrangements
include consideration of risk issues.

Hackney Homes has adopted a Risk Management Strategy that identifies the main business
critical risks, supported by a Risk Register.

The Risk Register for all business activity is shared with the Council on a quarterly and
annual basis, and reported to Board on the same cycle.

The Risk Register (see Appendix Two) contains risks identified for all areas of core business
activity.
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7. Service Improvement priorities for 2009/10

Hackney Homes and Hackney Council have developed 19 service improvement priorities for
2009/10. These have been developed in light of and in response to:

Recommendations from the 2008 Audit Commission inspection of Hackney Homes
Feedback from the STATUS survey 2008 which highlights trends and main issues for
tenants and leaseholders

Ongoing service priorities

Feedback from tenants which is gathered through a variety of sources including
surveys, satisfaction cards and focus groups.

The service improvements fall within the four main objectives of the Hackney Homes 2008-
2013 Strategic Plan:

1. Providing excellent, accessible services

2. Delivering modern homes

3. Running Hackney Homes well

4. Improving neighbourhoods.

The service improvement priorities within this Delivery Plan are supported by Service Plans
which set out SMART targets and the tasks which will ensure these priorities are delivered.

Providing excellent, accessible services

1. Making the repairs service more service-user focused.

A high quality and responsive repairs service continues to‘be one of the highest priorities for
residents. Significantimprovements in ways of working have resulted in more ‘right first time’
repairs for residents, coupled with efficiency and cost savings. Our aim is to continue to
improve the service by undertaking the following activities in 2009/10:

Developing the bonus scheme to provide more incentive to operatives for increased
efficiency.

Reducing the level of variations so that more jobs are completed right first time.
Improving call handling by the Repairs Contact Centre to enable repair jobs to be
defined more accurately.

Increasing the usefulness of the contact for callers e.g. by increasing the proportion of
calls that are resolved completely on the first call.

Making improving the ‘call experience’ by making the call more user friendly.

Using tenant profiling information to enable the RCC to better tailor the service to the
needs of the resident.

Generally improve communication with service users and enhance repairs ordering
processes on the phone by using the impending arrival of the Customer Relations
Management and Repairs modules on the new IT system.

Increasing the level of multi-skilling to enable jobs to be done more quickly on site.
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2. Improving the repairs service and contractor performance.

Residents want a repairs service that can respond quickly to their needs. To deliver this,
Hackney Homes has recently completed a major procurement process which resulted in the
appointment of two new contractors to assist the in-house repairs team as partnering
contractors. This has significantly simplified the supply chain arrangements.

To take advantage of this new arrangement, the following activities are planned for 2009/10:

Benchmarking the performance of the two contractors and the Hackney Homes in-
house service to address value for money, resident satisfaction and time taken to
complete repairs.

Sharing best practice with the two contractors and using their expertise to further
improve the in-house service.

Providing a faster and more efficient service to residents.

Implementing modern technology to support the delivery of excellent services,
including Opti-time for repairs appointments and hand-held devices for operatives.

3. Achieving consistently good handling of anti-social béhaviour cases.

Tackling anti-social behaviour (ASB) is the third highest service priority for both tenants and
leaseholders (MORI). Residents want confidence that if they report ASB it will be dealt with in
a sensitive and efficient way. The recent satisfaction survey and recommendations from the
Audit Commission inspection show that Hackney Homes needs to improve the management
of ASB cases, especially low level ASB and neighbourhood disputes.

Revised polices and practices have recently been put in place and the new IT module for
ASB was installed in late 2008, providing Hackney Homes with the opportunity to improve
case handling and better use performance information to manage the service. To achieve
this outcome the following activities are planned for 2009/10:

Improving the timeliness of our response to ASB cases. This includes responding
quicker to initial queries, providing an interview, agreeing an action plan with the
resident, undertaking a case review, and closing the case and informing the resident
of the outcome.

Additional training on the ASB IT module and the ASB policy and procedures for staff
and managers to embed the‘new practices.

Comparing performance across the five neighbourhoods to share best practice and
address any weaknesses.

Assigning both high and low level ASB to one member of the Executive Team to
oversee the development of one cohesive ASB service for residents.

4. Providing better standard services to TMO residents.

With around 1 in 7 Hackney Homes' residents lives in a property managed by a Tenant
Management Organisation (TMO), it is important that these tenants get an excellent service.
Each of the TMOs offers different services — some carry out day to day repairs or grounds
maintenance, some collect rent, some manage voids and some do all of these activities.
Some of the TMOs outsource these functions to organisations they have selected, including
back to Hackney Homes in some cases.

Resident satisfaction amongst TMO tenants was previously higher than other Council
tenants, but this trend has been reversed in the recent STATUS survey. To improve
standards for TMO residents we will undertake the following activities in 2009/10:
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Addressing the gaps in the provision of service information by TMOs by ensuring they
are all linked into the Hackney Homes IT system.

Working with the TMOs to address performance issues in a manner which gives
suitable regard to the autonomy of the TMO. Performance levels currently vary
amongst the TMOs and this will be addressed. Hackney Homes will offer support and
guidance where services provided under TMO remit fall more than a threshold margin
below Hackney Homes performance or a margin below the average TMO
performance.

TMO service data will be more comprehensively collected and assistance provided
where data compilation needs to be improved.

TMO residents will be provided with more comparative information on service
outcomes across individual TMOs and Hackney Homes.

5. Increasing satisfaction with car parking.

Car parking on estates is a significant neighbourhood issue identified by residents. Hackney
Homes needs to address the needs of residents as well as.ensuring cost effective and
equitable parking schemes. Hackney Council and their contractors have responsibility for
regulating street parking and Hackney Homes will work with them to ensure estate parking
measures are complementary. During 2009/10 the following activities will be undertaken to
increase satisfaction with this service:

Assess the scope to provide additional cost effective car parking spaces on estates.
Develop a garage strategy which will consider the scope of utilising garages which
are currently in poor condition.

Identify the parking control and enforcement measures for street parking and
neighbourhoods which have both the lowest and highest levels of resident
satisfaction. This.information will inform future strategy and policy.

6. Improving effective resident engagement.

Residents want a variety of ways to have their say, so Hackney Homes has expanded its
resident engagement programme to provide this. Encouraging more people to have their say
and this enhanced diversity.is helping to.inform the development and delivery of all services.

In the past two years satisfaction with opportunities to participate has remained static and our
aim is to increase this. Evidence shows that satisfaction is the same for white and BME
residents but younger residents are much less satisfied. To address this we will be
undertaking the following activities for 2009/10:

Review the effectiveness of the current balance of traditional and non-traditional
approaches for resident participation and engagement.

Further develop the use of non-traditional methods of resident engagement,
especially those most effective for categories of residents less engaged or satisfied
with current arrangements, including young people.

Increase the capacity of residents who are interested but not yet heavily involved in
tenant participation activities. This will include training and support.

Piloting the involvement of residents in service development processes.
Comprehensively monitoring the impact of resident involvement to determine which
activities lead to the greatest changes in services.
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7. Improving clarity and accuracy of service charge bills.

The accuracy of bills is one of the most issues for leaseholders and Hackney Homes has
made big steps to improve this in recent years. Hackney Homes is committed to providing
accurate bills which reflect the services provided and can be clearly understood by
leaseholders. To continue to improve this area, we will undertake the following activities
during 2009/10:

Ensure all service providers within Hackney Homes are fully aware of the importance
of providing detailed information about how leaseholder costs have been calculated.
This includes clearer descriptions of communal repairs.

Provide information to leaseholders about how the costs are broken down and
encourage leaseholders to use the online facility.

Pilot a scheme to give leaseholders periodic access to block and repair details before
the service charges are issued to see what level of detail they would like and for them
to see the processes involved in charging.

Improve customer understanding of actual invoices by providing an at a glance
comparison between estimated and actual charges.

Review content and layout of statement of account to improve customer satisfaction.
Develop a procedure for providing compensation (reductions in service charges)
where services have not met set standards or been inadequate.

8. Tackling value for money concerns by leaseholders about.major works bills.

Paying major works bills has been a major issue affecting leaseholders across the UK,
including in Hackney. Hackney Homes is committed to ensuring that value for money is
demonstrated through high quality work and that leaseholders receive the information they
need. During 2009/10.we will undertake the following activities:

Improve communication with leaseholders, especially highlighting the reasons for the
work and the costs. This could invelve providing leaseholders with more opportunities
to meet project staff who can explain the project in detail.

Review the Consultation Plus Strategy for leaseholders to ensure resident
satisfaction surveys are used to track changes in leaseholder satisfaction and to
ensure leaseholders are included in signing off works.

Ensure detailed breakdowns of costs and the works are available to leaseholders on
request.

Closer liaison with Private Sector Housing to ensure that customers are referred as
appropriate.
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9. Providing leaseholders with greater flexibility for payment of service charges and
major works.

More than 50% of leaseholders have an annual household income of less than £25k which
means affordability of service charges and major works charges could be an issue for many.
Hackney Homes is committed to providing more flexible payment options to help
leaseholders. To achieve this aim the following activities will be undertaken in 2009/10:

Produce a report to Hackney Council recommending expansions to the current range of
payment options. This will include options to offer leaseholders longer repayment
periods for major works bills and extending deferred payment arrangements.

Improve training for leasehold staff to allow them to provide better advice to customers
on the options available as well as one-to-one meetings with staff.if needed to go
through the options.

Review the support services available to leaseholders experiencing difficulty paying.
This includes reviewing current work with advice and_benefits agencies to ensure clear
advice is given to leaseholders.

Increase range of payment methods available to‘customers to include the option to
make payment by Paypoint.

Improve leaseholders’ ability to pay by Direct Debit. By offering more days during the
month for this facility?

Keep abreast of government policies and ensure thatassistance is given where
possible.

Delivering modern homes

10. Effectively delivering the Year 3 of Phase 2 of the Decent Homes programme.

The overall quality of homes is the second highest priority for Hackney Homes tenants
(MORY). Since 2003/04 more than £190m has been spent, increasing the percentage of
stock that meets the decent standard from 25 to 55. The awarding of ALMO credits following
the recent Audit Commission inspection allows the programme to be accelerated for 2009/10
and will include a higher proportion of new kitchens and bathrooms for tenants. To continue
the programme we will undertake the following activities in 2009/10:

The works will be carried out by the three existing Decent Homes contractors -
Mansell, Lovell and Connaught - with careful monitoring and contracting by Hackney
Homes. The full profile of works can be found in section 7, but between 2009/10 and
2012/13 more than 7,000 homes will benefit from the programme. This will mean that
by 2012/13 all homes not scheduled for demolition will meet the government’s decent
standard.

Resident engagement and satisfaction will continue to be a focus of the programme,
and we aim to achieve high levels of resident satisfaction. Resident Liaison Officers
from the contractors will work with Hackney Homes officers to inform residents of the
programme and provide personal contact prior to and during the works. They will take
into account the needs of tenants, for example adaptations for disabled tenants.
Residents have been involved in choosing the companies that supply the kitchen and
bathroom fittings as well as the colours and styles that will be in their homes.
Residents will continue to play a role in monitoring the contracts.
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11. Programming reqular deep cleaning of stairs and bin chambers.

Resident feedback on the cleaning service indicated that an intensive service was
sometimes needed to clean bin chambers and stairs, which are prone to being unsightly and
smelly when food and other waste is spilt.

This service was introduced in 2008, with approximately 30 deep cleans carried out each
month by a newly created specialist team. The estates which received the service were
identified on a needs basis, with Area Supervisors determining the areas which would most
benefit. To further develop this service we will undertake the following activities in 2009/10:

Blocks currently on the programme will get deep cleaning to bin chambers and stairs
four times during the year. Area Supervisors will also be able.to add new blocks to
the programme where the service is needed.

In addition to improving resident satisfaction with the cleaning service, the
programme is significantly reducing health and safety risks and improving living
conditions on estates. The cleaning team is also.working with the Estate Safety team
to share intelligence on anti-social behaviour and drug abuse to make estates safer
and better places to live.

12. Minimising waste by increasing recycling.

The effective disposal of rubbish and waste is a top priority for residents (MORI). In addition,
the costs of landfill are necessitating major changes to waste management for all Councils.

Hackney Homes is committed to working with the Council to minimise the amount of waste
produced on estates by increasing recycling. Specific activities which will support increased
recycling include:

Providing a bulk refuse collection service to all Council tenants.

Continuing to pilot and champion schemes for using green waste.

A joint publicity and promotional campaignh to educate residents about the benefits of
recycling and the programmes available to make recycling easier for them.

The aim of these activities is to assist.the Council meet its recycling targets and ensuring an
ongoing behavioural change in how residents dispose of their household rubbish.
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Running Hackney Homes well

13. Improving accuracy of responses to and use of complaints.

When residents complain they want their complaint to be dealt with quickly and to be addressed.
Although complaints are initially managed by the relevant service area, there is a corporate
complaints unit who undertake further investigations of Stage 2 complaints, quality checking,
development of policy and procedure and training. To improve the accuracy of responses and
use of complaints, we will undertake the following activities during 2009/10:

Conduct a Service Audit Programme, examining areas of high numbers of complaints
and working with Service Managers in identifying improvements directly from the issues
identified by complainants. Recent examples of this include the establishment of the
specialist Leaks Team and the training programme established for staff dealing with
Domestic Violence.

Develop a robust system to quantify the establishment of new policies and procedures
where key learning points have arisen from Complaints Audit Reports.

Establish targets for evaluating the number of Complaints Reports which have lead to
demonstrable changes in service delivery processes and real improvements for
residents.

14. Effectively managing the performance of service standards.

Residents now have a clear understanding of the level of services they can expect from
Hackney Homes. All this information is contained in a series of service standards, which
were launched in early 2008 following extensive consultation with residents. The standards
have been widely publicised to.residents and staff. We will continue to manage these
standards by undertaking the following activities in 2009/10:

Review all the service standards with customers, staff and managers to ensure that
they continue to be aligned with_customers' priorities and the resources

available: Resident engagement will be achieved through the established structures
such as the Resident Liaison Group and Neighbourhood Panels, and also through
liaison groups with specific communities and forums. They will be asked to look at the
current published service standards and to suggest revisions or timescales and how
they would like to see performance reported.

Look at.how we monitor services in light of new modules of the Housing IT system
going live. This will allow greater levels of monitoring.

Ensure service standards are reflected in the 2009 service planning process and
ensure managers set targets as a way of ensuring accountability for the results.
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15. Implementing various modules of the new IT system through Project Excellence.

Residents want to be able to get in touch with Hackney Homes when they need to, whether it

be by phone, email or in person. In order to deliver modern, excellent services to residents,

Hackney Homes is investing in its current technology. Civica’s Universal Housing, as well as

associated systems to support repairs processes, has been procured, and a two-year

implementation project known as ‘Project Excellence’ has commenced. The activities which

will be undertaken in 2009/10 include:

Implementation of various modules as part of the programme. It is expected that all of
the new systems will go live in June 2010. The contract will run for 5 years, with an
option to extend for a further 5 years.

Put in place modules for Contact Management and Electronic Document
Management. The main feature of the system is Workflow — our business processes,
which will be re-engineered to follow best practice, will-be built into the system
ensuring maximum efficiency gains and consistency of service. Customers will be
assured of the same excellent service however and wherever they contact Hackney
Homes — be it in person, on the phone, or via the internet or kiosks.

Ensure the new system delivers the expected savings of £100k per annum and look

for further efficiency savings as services become streamlined and less labour
intensive.

16. Improving value for money.

Residents want to be able to see that money is being spent on the issues which matter most
to them. Hackney Homes is committed to providing value for money and significant savings

have been achieved in the past few years. The focus has notonly been on simply reducing
costs, but also on being more efficient, maximising income and funding services which are

most needed by residents. To continue this work we will undertake the following activities in

2008/09:
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Ensure Project Excellence, which.will deliver a new integrated housing management
system, achieves efficiencies and savings.

Restructure the finance section, which according to House Mark is a high cost
service.

Review the voids re-servicing service to improve efficiencies and assess areas for
cost savings.

Review service charges for both tenants and leaseholders to ensure charges are
fairly apportioned.
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Improving neighbourhoods

17. Enabling residents in workless households to get work.

Living in a household where no-one is working has several adverse knock-on effects,
including poorer health. Hackney’'s employment rate is amongst the lowest in the UK.
Supporting residents into work is one of the main priorities of the Sustainable Community
Strategy 2008-2018. As unemployment is most concentrated amongst social housing
tenants', Hackney Homes has a vital role to play in tackling worklessness and promoting
employment opportunities.

The Council is currently working with the Hackney Homes housing management partners on
a pilot project to tackle worklessness. All estates are not currently.covered by the programme
but funding is expected to continue into 2009. To further build on this programme, we will
undertake the following activities for 2009/10:

Ensure all estates, including those run by TMOs; can henefit from the worklessness
project.

Promote the take up of training, development and support programmes to tackle
worklessness. This will be linked to housing management services.

Assess ways of maximising synergies between current housing management
services and services that promote employment.

Develop strategies to ensure increased tenant capacity through resident participation,
community development and skills training are able to increase pathways to
employment.

Y In London almost half of social housing tenant households have no one.in work compared to just 20% of private
rented households.

18. Implementing a substantial repairs programme on Woodberry Down.

Some of the residents on Woodberry Down will not be part of the regeneration programme
for many years and have expressed the need for better maintenance of their homes. Some
of the later phases are not scheduled to be cleared and demolished for at least another
decade and the current economic downturn could further extend this timescale.

A stock condition survey carried out'in 2007 by Frost Associates found the majority of blocks
to be in a poor state of repair and recommended extensive refurbishment if the buildings
were to remain for the long term. To address these needs we will undertake the following
activities in 2009/10:

Delivering a substantial programme of interim repairs for blocks on Woodberry Down
that are in the later stages of development. This will allow Hackney Homes to meet its
obligations to residents and that the repaired homes accord with the Government’s
Decent Homes Standard as far as is practicable.

The start of the multi-million pound interim repairs work planned to start early in the
financial year 2009/10, will enable the Council and Hackney Homes to demonstrate
responsible estate management and deliver better living conditions for residents.
Residents will be involved in the Interim Repairs Programme, including the tenant-led
Woodberry Down Community Organisation.
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19. Improving awareness by leaseholders of the value for money of service charges.

Leaseholders are dissatisfied with the value for money of their service charges. Hackney
Homes recognises that service charges have significantly increased as more services, such
as cleaning and gardening, are provided on estates and re-charged to leaseholders. We are
committed to providing accessible and transparent information about how these charges are
calculated and the services provided to allow leaseholders to make an informed decision
about whether they represent value. Activities we will undertake in 2009/10 to achieve this
aim include:

Highlight areas in which services have improved and give leaseholders more
opportunity to make further suggestions for improvement.

Make cleaning schedules more visible on estates to demonstrate the service which is
provided for communal areas.

Ensure any service improvements proposed address the cost implications for
leaseholders, and that appropriate consultation is undertaken.

Arrange leaseholder focus groups to better understand leaseholders needs/concerns
and encourage their involvement in improvements/initiatives.

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

Promote estate walkabouts to leaseholders to ensure they are given opportunities to
participate and have their say in improvements.

Continue to offer leaseholder-specific events such as the annual conference and
financial advice day to address concerns related to value for money.
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8. Capital Investment

Commitment to achieving Decent Homes by 2012/13

At central government’s request and following the inspection in 2007, the Decent Homes
delivery period was extended to 2012/13. The Council and Hackney Homes plan to have all
rented homes other than on regeneration estates meeting the Government’s Decent Homes
internal and external standards by the end of 2012/13. All dwellings (rented and leased) in
blocks will meet the requirements of the Decent Homes standards for the external fabric not
later than 2011/12.

Some homes on regeneration estates will be demolished or improved on a different timetable
based on their regeneration programmes timescales.

Beyond 2012 there will be a continuing programme of improvements to kitchen and

bathrooms and estate environment as part of the work to. meet the Hackney Standard which
is in part higher than the Government standard.

Decent Homes Programme

The anticipated programme which sets out the timing for homes reaching the Government’s
Decent Homes Standard is set out in the table below.

Programme up to 2012/13 to make homes decent

2007/08 |2008/09 |2009/10 |2010/11 |2011/12 |2012/13
Nos Nos Nos Nos Nos Nos
Total rented stock 23684 |23584 |23484 |23384 |23284 |23.184
Number of homes 499 400 1555 |1,759 |2.600 |1,800
becoming decent
Sggf”t homesatendof |1,717 113117 |14672 |16431 |19,031 |20,831*
Number of non-decent | g 3, 7,913 6,358  |4.599 1,199 |0
homes at end of year
0, -
% of homes non-decent | 50 10 33605  27.1% |19.7%  |8.2%  |0.0%
at the end of year

Note:

* Some homes on regeneration estates are due for demolition or are included in planned
major refurbishment. Such homes are not included in the count of non-decent dwellings in
the relevant Government performance indicator (No 158). They are therefore not counted in

the count of non-decent or decent homes in the table above.
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Overall Hackney Homes Capital Programme

The Decent Homes programme is part of the overall Hackney Homes capital programme -
currently over £50 million a year. The other main elements of the capital programme are
planned maintenance and the expenditure on Woodberry Down, a large estate in the north of
the borough with a long term regeneration programme.

The overall programmed spend over the four years to 2011/12 (inclusive) is summarised in

the table below. The detailed position is set out in the capital programme.

Hackney Homes Capital Programme Summary 2008/9 to 2011/12

2008/09 2009/10 | 2010/11 | 2011/12 2012/13 | Total
£000s £000s £000s £000s £000s £000s
Decent Homes 20,000 40,000 50,000 50,000 22,453 182,453
programme
Planned maintenance | 19,039 21,098 21,113 21,332 21,500 104,082
Woodberry Down 7,540 TBC TBC TBC TBC 37,075
programme
Other Hackney Homes | 6,634 4,130 2,740 2,740 2,740 18,984
programmes
Total Hackney Homes | 52,213 88,268 80,348 74,072 46,693 341,594

Programme

The total estimated cost of achieving the basic Decent Homes standard to the relevant
housing stock including the spend in 2008/9 is £182.453m. The programme figures for the
years after 2009/10 are necessarily provisional and are likely to be reprofiled. The Capital
Programme in 2009/10 has alsomotibeen confirmed and the figures will have to be revised in
the light of final@eeisions onthe 2009/10:capital programme in March 2009 or otherwise.]
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9. Finance

The basis for the financial framework is Schedule six of the Management Agreement.

Financial management

Hackney Homes will help the Council deliver its Medium Term Financial Plan (MTFP)
through the provision of information in line with the timescales agreed with the council. The
Council will fully consult with Hackney Homes when agreeing these timescales.

The Council has overall responsibility for the Housing Revenue Account (HRA) and
undertakes all statutory returns. Hackney Homes will provide any infermation required within
the required timescales. Hackney Homes will be consulted by the Council regarding
production of the HRA business plan. In addition it will be granted access to the updated
financial position by the Council.

The day-to-day management of the bulk of the HRA will be carried out by Hackney Homes
which will be assisted in its duties by Council officers. The Council and Hackney Homes will
work together to prepare annual budgets in accordance with the Council’s timetable.

Hackney Homes will have due regard and co-operate with the Council’s budget setting and
review process, taking into account the following:

Pre-business plan reviews
Resourcing.our Priorities Process
Medium Term Planning Forecast
Annual Efficiency Statements
HRA business plan

Capital programmes.

The management fee may be varied during the year, subject to good faith negotiations
between Hackney Homes and Council to take account of changes in the service and/or
unforeseen occurrences. Such changes will be documented via a formal variation order. The
details of any variations will be reported to the Board and appropriate Council bodies. All
changes agreed in the management fee will be incorporated into the HRA MTFP.

Delegated budgets can be amended during the year by agreement between the Company
and the Council where additional services are delegated in line with a Cabinet decision.

Virement requests made to the Council by Hackney Homes will be processed with 10
working days of receipt by the Council.
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Hackney Homes and Hackney Council will determine a schedule of monthly payments at the
start of the financial year, with any adjustments being made in month 12.

The management fee and delegated budgets have been set as shown in the table that

follows.
2008/09 2009/10
£000 £000
Management fee 38,545 40,613
Total delegated budgets excluding capital 39,934 46,886*
Transferred budgets (LBH to delegated) 0 8,092
Building Maintenance
Capital programme 57,994 TBA

* Excludes an increase for central support recharges and Resourcing Our Priority (ROP) bids for 2009.10.

Any under spend or overspend on delegated budgets will belong. to the Council and will be
met from Council funds. In the event that the Hackney Homes’ management fee exceeds the
actual expenditure for the contract year, then such amounts shall be repaid to the Council.
The proportion that relates to the HRA will.be credited to the HRA and reinvested in housing
services in consultation with Hackney Homes within the overall position of the HRA under the
terms of the Medium Term Financial Plan and the cost reduction framework.

In the event that Hackney Homes actual expenditure is forecast to exceed the management
fee for the contract year then Hackney Homes must submit a plan to bring expenditure back
within the budget before the year-end and provide a monthly update until the overspend is
removed.

If an overspend occurs at the year-end it will be deducted from the following year's
Management Fee or by agreement of the Council repaid over a longer period, not exceeding
the length of the management agreement. At the Council’s discretion, Hackney Homes may
be granted an overdraft up to £500,000 for any period less than the remaining length of the
management agreement. Any overdraft or credit arrangement under this agreement will be
charged simple interest at 1% above the relevant base rate.

Hackney Homes and.the Council are reviewing the trading account structure of the Direct
Labour Organisation, with a view to implementing the new structure from the 1% April 2009.
Amendments will be made to the scheme of delegation in light of this change and will affect
both schemes for the management fee and delegated budgets.
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Hackney Homes will ensure that its staff complies with all the Council’s relevant Financial
and Contract Standing Orders in the procurement of and payment for all goods and services
necessary for service delivery from delegated budgets.

All transactions will be against Hackney Homes codes on the financial ledger, either directly
or through holding accounts, and will be identified as Company transactions for VAT.

Wherever possible all expenditure will fall under a properly procured contract.

All procurement of services will be programmed and progressed in line with the published
forward plan and an up to date contract register will be maintained.

Hackney Homes will receive invoices from other Council departments for services provided.
It will pay for the invoices from the appropriate bank account within 28 days. Similarly
Hackney Homes will invoice other departments for services provided. The provider will
provide sufficient information to enable the payments to be authorised.

The Council will respond to queries on service level agreements within 10 working days of
receipt.

Hackney Homes will ensure that annual accounts are prepared to a timescale aligned to the
Council’'s closedown procedures and timetable. Hackney Homes will provide the relevant
financial information to the Council for incorporation in the Council’s accounts as appropriate.

Hackney Homes will' produce limited company annual accounts and returns in accordance
with the relevant company laws and statements of accounting practices. The Company will
also contribute in a reasonable manner to the statutory HRA format, and in any other format
reasonably required by the Council’s Chief Financial Officer, to be amalgamated with the
Council'ssstatutory HRA Accounts. These are to be prepared in accordance with the
timetable agreed with the Council's Director of Finance reflecting the statutory deadline for
producing the Council’'s accounts.

Hackney Homes’ management accounts will be prepared in conformance to the Council’s
and statutory accounting regulations and guidelines, including the Chartered Institute of
Public Finance and Accountability’s (CIPFA) Best Value Code of Accounting Practice and
Resource Accounting format for the HRA or such regulations operative at the time. Hackney
Homes will ensure the appropriate and regular reconciliation of financial and operational
systems and such other reconciliation’s (holding and suspense accounts) in accordance with
the Council and its financial governance arrangements.

Hackney Homes will comply with the Council’'s financial policies and procedures when acting

on the Council's behalf. Hackney Homes will fully co-operate with the Council to demonstrate
appropriate financial controls through audit and analysis of financial performance indicators.

There will be a six-monthly review of the relationship between the Council and Hackney
Homes financial functions to consider roles and responsibilities of the finance functions.
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Finance aims for 2009/10

Additional aims for 2009/10 for financial arrangements between Hackney Homes and
Hackney Council include:

1.

Hackney Homes and the Council to sign and agree every month the commentary and
figures to be submitted for the Overall Financial Position. This will include the position
on the Property Services Trading Account. However this will need to be done after
the budgets for the Trading Account have been re-aligned so that they are under
Hackney Homes direct management.

Hackney Homes and the Council to hold monthly client liaison meetings, through
which issues on performance can be reviewed.

The treatment of any surpluses / savings / efficiencies identified by Hackney Homes
to be discussed with the view to how budget managers can be incentivised to
highlight surpluses / savings / efficiencies.

The Council have implemented a centralised payments process and E procurement /
invoicing. The Council will share with Hackney Homes the benefits realised from this
implementation with the view to Hackney Homes implementing benefits realised to
Hackney Homes budgets.

Hackney Homes and the Council to share Internal Audit programs and reports with a
view to maximizing coverage of risk-areas and minimizing overlaps.

Hackney Homes and the Council to work jointly in reviewing the reviewing the
recharges charged to HRA through central recharges and SLA'’s.

Hackney Homesand the Council to work jointly in the implementation of Project
Excellence to.ensure that interfaces to and from feeder systems are properly
implemented / there correct mapping of codes / there are robust processes in place
within Universal Housing to raise charges for rents / garages / services charges
(tenanted and leaseholders) and major works.
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Savings

Hackney Homes (HH) is responsible for both its own Management Fee and for Delegated
budgets for which annual cash limits are set. These cash limits include reductions for annual
Gershon saving of 3% and also an adjustment for reduction in stock numbers.

For 2009/10 £1.5m savings are required for the HH Management Fee and £1.6m for
Delegated budgets. The following tables highlight how these saving will be achieved

Service Area

Saving £m

Comments

Consultancy Budget

0.3

This would leave approximately £150k for
consultancy costs

2 Star Reward

0.2

This budget will not be required in 2009/10.

Training

0.1

Reduce the external training budget from £800k
to £700k. This equates approximately to £800
per post.

Finance Restructure

0.1

There is. a planned restructure of the finance
team.

Communications

0.1

This would result in fewer publications such as
the monthly newsletter.

Staffing Changes

0.1

This is a Director and PA post

Fees

0.2

Professional and External Auditors Fees have
beenreduced.

Estate Cleaning and
Grounds Maintenance

0.4

The best value review conducted in this area
highlighted that there was potential for this level
of saving. It is envisaged that the bulk of this
saving-requirement can be met from the budgets
for plant & equipment

Service Area

Saving £m

Comments

Repairs & Maintenance
(R&M)

0.9

The R & M budget is treated as a variable budget
and as the number of properties managed by HH
has reduced then there is an expectation that the
R & M will reduce. The £900k is result of this
calculation. Depending upon which areas of
activity that are reviewed there is a high risk of
impact upon the Property Service directorate
within Hackney Homes.

Housing Management

0.4

The cost of the Housing Management Partner
Contracts follows contractual obligations in that
they are adjusted for inflation and efficiency
savings. There is also a variable element for the
number of properties managed. The result of this
calculation is this saving requirement.

DV & HC Council SLA

0.2

This SLA has been reviewed and a reduction has
been agreed.

Parking Permits income

0.1

The income was not budgeted for previously.
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The MTPF for January 09 shows that future years savings requirement on the HRA as

follows:
2010/11 2011/12 2012/13
£000's £000's £000's

Total Saving Required 3,858 6,858 4,556
This can be broken down into the following elements:

2010/11 2011/12 2012/13

£000’'s £000’s £000’s
Hackney Homes Management Fee Savings 1,002 580 144
Repairs & Maintenance: Stock Reductions 785 924 185
Special Services: Transfer Estates & Demolitions 386 437 76
Savings required to balance HRA Business Plan 1,685 4,917 4,151
Total Savings Required 3,858 6,858 4,556
During 2009/10 Hackney Homes will be considering how it can contribute to these future
savings.
The current timetable for the 2010/11 budget review is:
Time table for budget review
By May 2009 Review completed; outturn evaluated
July 2009 MTFP must include 3-year savings plan
By August 2009 Budget gap identified; proposals to close gap considered
December 2009 Confirmation of savings proposals

Subsidy information received
January/February 2010 Cabinet approval of rents, budget estimates and revised
MTEP

March 2010 Strategic / Delivery plans updated and signed off

Appraisals and Service Plans completed
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Appendix One: Key Performance Indicators 2009/10
to 2011/12

See attached Appendix 2-Pages 75-79



Appendix Two: Strategic Risk Register

The Risk Register for all business activity is shared with the Council on a quarterly and annual basis, and reported to Board on the same cycle.

The Risk Register, updated in 2008 to be more user friendly, contains risks identified for all areas of core business activity and fulfils the following
aims:

To identify key risks to Hackney Homes, outlining the type of risk and a.contingency plan

To distinguish between risks to Hackney Homes and risks to the Council

To provide an assessment of the likelihood of occurrence and potential impact of the risk, as well as control measures that could be put in
place to manage and minimise the risk

To provide a risk rating.



Strategic Risk Register

This strategic risk register represents the high risk planning programme for the operation of Hackney Homes towards achievement of its objectives.
As at 1* February 2008 we consider the following risks to be significant service risks, i.e. those which if-materialised would have a significant effect on the
achievement of the Company’s service objectives.
Status:
Red — critical items that require mitigating actions to correct, and immediate resolution
— potential items that require planning and execution of mitigating actions to deal with
— closed issues, milestones and deliverables achieved, and on-target items

Risk Risk Identified Existing Controls Base risk rating Actions Required Status  lead Mitigated risk rating
No. ' P | Total Officer ' P | Total
HH/1 | Insufficient funding in the | Two year subsidy settlement 30 Greater input in to MTFP and G SD

longer term in the HRA to | confirmed; fewer variables for 6 S strategic HRA budget planning 6 2 12

pay the Management Fee | 2010-11 subsidy. process.

necessary to maintain Monitor Government HRA Continue to monitor

and improve service Review. Government HRA Review.

delivery to residents Continue to monitor effect of

subsidy changes.

Key: Current/future risk rating Key: Text changes

| = Impact 6 = High TFext: risk/action/rating completed or
superceded

P = Probability 1=Low Text: new risk/ action/rating added to
Register

Total=IxP

Hackney Homes Strategic Risk Register
1 February 2009 (Last Update)




Strategic Risk Register

Risk Risk Identified Existing Controls Base risk rating Actions Required Llead Mitigated risk rating
No. ' Total Officer ' Total
HH/2 | Effect of ‘Credit Crunch’, Regular review of impact of 30 Continue to work closely with NI 24
including: financial constraints on : 6 Council to consider: TS 6

- Regeneration & supply - service plans - Future supply of affordable
of new homes - planned improvement homes
- Decent homes programmes - Hackney standard
programme - income generation - service charges in light.of
- leaseholders b rising energy and materials
- - alanced HRA. costs

- fising costs Monthly budget monitoring. - projected income and rent
- debt & rent collection Risk Register review. levels

Rent arrears process. - mitigating tenant &

Publicise sources of debt leaseholder debt.

advice to tenants and

leaseholders.

HH/3 | Regeneration estates not | Regeneration Initiatives 25 Work closely with Council and CTa 15
proceeding at all or to Operations Board undertakes > residents to set clear standards RM >
timescale monthly review of options and for interim management and

financial constraints. maintenance pending resolution
of regeneration programme.
Agree decision timetable for
future of regeneration estates.
HH/4 | Impact of credit crunch on | Robust procurement process. 25 Review how HH assesses N 15
Due diligence prior to 5 financial viability of partners. 5

partners and contractors

appointment (but based on
historic financial information).
Contract performance reviews.
BV reviews of service provision.
HH Business Continuity Plan.

Review HH options in event of
contractor or partner failure.
Link to HH Business
Continuity Plan.

Key: Current/future risk rating Key: Text changes

| = Impact 6 = High TFext: risk/action/rating completed or
superceded

P = Probability 1=Low Text: new risk/ action/rating added to
Register

Total=IxP

Hackney Homes Strategic Risk Register
1 February 2009 (Last Update)




Strategic Risk Register

Risk Risk Identified Existing Controls Base risk rating Actions Required Status Lead Mitigated risk rating
No. ' P | Total Officer ' P | Total
HH/5 | Inadequate internal Review quality and value for 24 Continue regular review of A NI 3
Business Support money of internal support 6 4 internal support services 3 1
services to ensure they meet through value for money action

the business needs and plan_ and business planning
priorities of the organisation. process.

HH/6 | Board membership — 2008-09 Board training 24 Annual skills gap review to G ™ 10
skills gaps, retention and | programme. 6 4 update TNA leading to 2009-10 5 2
recruitment Annual Training Needs Analysis galnlng progr;lmme. .

(TNA) approved by Board ecruitment & retention —
informs next year's programme approve new induction process
' resulting from recent
independent recruitment which
showed that a more robust
process is required.
Evaluate effectiveness of new
measures.
HH/7 | Poor contract/project Contract and project 24 Review impact of new A NI 6
management training provided. 6 4 processes and resource 3 2

management

Contract review meetings.

RP5 reports measure and
monitor impact of contracts.
Monthly budget monitoring
process.

Project board reports to
HHET/Council/Board, including
risk register updates.

requirements in line with

operational needs and budgets.

Ensure targets are 'smart' and
evidence value for money.
Redefine responsibility for
contract management.

Review staff training needs and
evidence impact of training.
Evidence performance
management.

Key: Current/future risk rating

Key: Text changes

| = Impact 6 = High

TFext: risk/action/rating completed or
superceded

P = Probability 1=Low

Text: new risk/ action/rating added to

Register

Total = I x P

Hackney Homes Strategic Risk Register
1 February 2009 (Last Update)




Strategic Risk Register

Risk Risk Identified Existing Controls Base risk rating Actions Required Status  lead Mitigated risk rating
No. ' P | Total Officer ' P | Total
HH/8 | Planned Maintenance Contract review meetings. 24 Evidence robust clienting and G P 6
and Building Services RP5 reports measure and 6 4 performance management of 3 2

contracts do not meet monitor impact of contracts. new-contracts.
expectations Monthly budget monitoring Continue to measure and
process. monitor impact of contracts
Performance reports monitor through RP5 reports.
service provision against Ensure targets are ‘smart’ and
agreed targets. evidence value for money.
Resident survey feedback. Staff training to improve
contract management skills.
Review HH procurement DOC
options when all contracts
expire in"2010.
JN
HH/9 | Project Excellence: System provider 24 SkKills and resource review to G TH 12
. implementation team in place 6 4 support implementation plan. 6 2
- resourcing -
and providing regular progress Management support through
- Mmanagement reports to HH. planning for release of staff on
- funding HH support team in place. project duties.
- delivery Project board reports to Review processes to make best

HHET/Council/Board, including
evidence of performance
management of system
providers and risk register
updates.

use of systems.

Maintain relationship with
system providers.

Continued Council support
through provision of funds.
Apply lessons learned from
successful implementation of
first module (ASB)

Key: Current/future risk rating Key: Text changes

| = Impact 6 = High TFext: risk/action/rating completed or
superceded

P = Probability 1=Low Text: new risk/ action/rating added to
Register

Total=IxP

Hackney Homes Strategic Risk Register

1 February 2009 (Last Update)




Strategic Risk Register

Risk Risk Identified Existing Controls Base risk rating Actions Required Status  lead Mitigated risk rating
No. ' P | Total Officer ' P | Total
HH/10 | Tenants and leaseholders | Action Plan arising from MORI 24 Continue existing controls plus: G CT/PR/ 6
not fully engaged in and Inspection. 6 4 Implement Action Plan arising MW 3 2

Hackney Homes’ Prompt action on feedback. from MORI survey and
processes. Events tailored to address Inspection.
resident/leaseholder priorities ) cT
and improve understanding of Rev_|e_w Impact of new tengn
business constraints. participation structure with
Leaseholders involved re5|d?nts.
wherever possible, evidenced Continue efforts to engage hard
by leaseholders on Board and to reach residents.
Resident Liaison Group (RLG), Innovation in-communication.
and regular consultation with CGo
Boroughwide Leaseholder &
Freeholder Forum and the
North East Leaseholders
Association.
Involvement of residents.in
management of maintenance
contracts.

HH/11 | Staff issues affect Staff engaged in improving 24 Continue existing controls plus: A NI 10
performance; potential communication. 6 4 Involve partner staff to drive 5 2
loss of key staff/skills Management act promptly.on consistency in standards and

feedback and keep staff performance. DOC
informed. Evidence performance

Increased management team management, including

visibility. partners.

Staff involved in improvement Plan change management and

process. keep staff informed.

Close communication and

liaison with Trade Unions.

Key: Current/future risk rating Key: Text changes

| = Impact 6 = High TFext: risk/action/rating completed or
superceded

P = Probability 1=Low Text: new risk/ action/rating added to
Register

Total=IxP

Hackney Homes Strategic Risk Register

1 February 2009 (Last Update)




Strategic Risk Register

Risk Risk Identified Existing Controls Base risk rating Actions Required Status  lead Mitigated risk rating
No. ' P | Total Officer ' P | Total
HH/12 | Poor performance Updated Performance 24 HHET lead process of A NI
management. Management framework. 6 4 embedding PM Framework. 4 1 4
Improved Service Planning Review of effectiveness. of Al
process - links to performance updated Framework.
management. Management competencies.
Updated Appraisal Form - link i boc
pdated Appraisal Form - finks Management training.
to service targets.
HH/13 | Operational impact of Cross cutting working party 20 Review staffing impact and A DOC 8
increasing number of considers issues. S 4 TUPE.issues 4
TMO’s TMO Action Plan addresses all Review accounting and sD
(managing 22% of outstanding audit reporting requirements; ensure
housing) recommendations plus process leaseholder issues are
improvements identified in addressed
house. Review implications of impact
Clear internal-procedures on HH budgets
guidance = being finalised. Ensure Universal Housing is set
Robust evidenced monitoring up to meet both TMO and HH SD/CT

introduced.

More support for TMO’s
through introduction of TMO
guidance; procurement,
governance & financial training
offered.

needs

Key: Current/future risk rating Key: Text changes

| = Impact 6 = High TFext: risk/action/rating completed or
superceded

P = Probability 1=Low Text: new risk/ action/rating added to
Register

Total=IxP

Hackney Homes Strategic Risk Register

1 February 2009 (Last Update)




Strategic Risk Register

Risk Risk Identified Existing Controls Base risk rating Actions Required Status  lead Mitigated risk rating
No. ' P | Total Officer ' P | Total
HH/14 | Inadequate internal Standing Orders & Financial 6 3 18 Continue existing controls plus: G NI ) ) 4
control Regulations. Monitor impact of implemented
Scheme of Delegation. Internal Audit and Audit SD
HH governance structure. Commission recommendations.
Annual review of strategies and Embed risk management in all
policies by Board. processes.
Robust procurement, business Ongoing review of processes to
planning and performance ensure inclusion and monitoring
monitoring processes in place of control mechanisms, and
with regular Board reports. evidence compliance.
Implementation of Internal Audit
recommendations monitored by
Board.
HH/15 | Confusion between the Constant communication to 18 Continue existing control plus: G CG 1 6
respective roles of stakeholders of the‘positioning 6 3 Evaluation of effectiveness in 6
Council and Hackney of roles. improving understanding. CGo
Homes leading to
reputational damage for
both
HH/16 | Reputational risk - Residents, partners and staff 15 Continue existing controls plus: G CG
External perception of involved in positively promoting 5 3 Review effectiveness of 4 2 8
Hackney Homes is poor | Hackney Homes and its Communication Strategy
achievements. . ' CGo
Internet developed-and Continue to develop and
publicised. Consistent message improve Internet.
encouraged through staff
briefings and events.

Key: Current/future risk rating Key: Text changes

| = Impact 6 = High TFext: risk/action/rating completed or
superceded

P = Probability 1=Low Text: new risk/ action/rating added to
Register

Total=IxP

Hackney Homes Strategic Risk Register
1 February 2009 (Last Update)




Strategic Risk Register

Risk Risk Identified Existing Controls Base risk rating Actions Required Status  lead Mitigated risk rating
No. ' P | Total Officer ' P | Total
HH/17 | Impact on Council capital | Re-assess impact on and 12 Continue existing controls plus: G GP
programme due to communicate to residents. 6 2 Work in partnership with 6 2 12
delayed ALMO credit Review and maintain planned Council to update medium term
receipts for Decent maintenance programme. planning.
Homes works AT

Risk Owners

Charlotte Graves (CG)
Neil Isaac (NI)
Gary Penticost (GP)

Responsible Officers
Alan Turner (AT)
Daniel O’'Connell (DOC)
Chloe Goddard (CGo)
Trish Haill (TH)

Alex Jarosy (AJ)

Pat Ronayne (PR)
Malcolm Brewer (MB)
Jim Paterson (JP)
Sunil Desai (SD)
John Newton (JN)
Clive Taber (CT)
Curtis Taylor (CTa)
Tess Merrett (TM)

Council Risk Owner

Fiona Fletcher-Smith (FFS)

Council Officers
Tim Sylvester (TS)
Randall MacDonald (RM)

Key: Current/future risk rating Key: Text changes

| = Impact 6 = High TFext: risk/action/rating completed or
superceded

P = Probability 1=Low Text: new risk/ action/rating added to
Register

Total=IxP

Hackney Homes Strategic Risk Register

1 February 2009 (Last Update)




RISK ASSESSMENT GUIDE

Strategic Risk Register

Assessing Impact - Rated 1 — 6

1. Low/negligible impact e.g.

- Minor service disruption/short term inconvenience (eg 1 day)

- No injuries
- Financial loss under £100K
- No litigation or complaints

- No breaches in Council working practices

- No media attention

- Objectives of the individual are not met

3. Medium impact e.g.

- Service disruption (eg 1-3 months)

- Medium potential for complaint litigation possible
- Financial loss £250K to £500K

- Adverse regional media coverage

- Breaches of law punishable by fines

- Objectives of the Service are not met

- Minor injury requiring first aid

- Breaches of regulations and standards

5. High impact e.g.

- Serious service disruption (eg 6 months or-more)

- Major/disabling injury

- Financial loss £750K to £1 million

- Adverse national media coverage (National newspapers)
- Some Statutory duties not achieved

- Severe difficulty in achieving statutory duties

- Directorate objectives not met

- Breaches of law punishable by fines

- Litigation to be expected

2. Low/Medium impact e.g.

- Limited Service disruption (eg up to 2. month)

- Minor injury requiring first aid
- Financial loss £100K to £250K
- Isolated service user complaints

- Breaches in local procedures

- Local media coverage

- Objectives of the Section are not met

- Unlikely to cause complaint litigation

4

. Medium / High impact e.g.

- Significant.service disruption (eg.3-6 months)
- High potential for complaint litigation-possible

- Financial loss £500K to £750K

- Adverse national'media coverage
- Breaches of law punishable by fines
- Objectives of the Division‘are not met

- Injury requiring medical treatment

6

- Breaches of regulations and standards

. Extreme/catastrophic impact e.g.

- Total service loss for a significant period

- Fatality to employee service user or other person

- Financial loss in excess of £1 million

- Ministerial intervention in running service
- Statutory duties not achieved

- Adverse national media coverage (National TV news)

- Breaches of law punishable by imprisonment

- Litigation almost certain and difficult to defend

- Strategic objectives are not met

Key: Current/future risk rating

Key: Text changes

| = Impact 6 = High

TFext: risk/action/rating completed or
superceded

P = Probability 1=Low

Text: new risk/ action/rating added to
Register

Total = I x P

Hackney Homes Strategic Risk Register

1 February 2009 (Last Update)

o U WN P

Assessing frequency

Unlikely/rarely happens
Moderate chance
Likely

Highly likely

Almost Certain

Will Happen



Hackney Homes Delivery Plan 2009-10

Proposals for KPI Targets

L [ 2] [¥] P [#] F 5 T I [ W 3
i HACKNEY HOMES DELIVERY PLAN 2009/10 PERFORMANCE INDICATORS
. L Top " Bottom
%Dgié? Comporate Last updated 16.02.00 G 2 outturn [P'Quslltéc-n_ln 00 z Gu::-m_m_e_l'rrls Sourcas | Guarnile T'::?E?d Guartile
raferance no e Outturn | (Sept 2008 c/curingl LUt “Lthlii TARGETS 2008- 2012 of targets | Year End ) Year End
Ref Mo HHPR) Q32008 | (Dec2008| 200410 = o7ie r
| 2 | {HHPR) HHPR) targets ! !
2 Above 75 Balow 25
| 2 | } - ) Meadian :
R Performance Indicator (Pl) Description e Tt e | e I pe— I T Porcantile Percentile
_ RESIDENTS' SERVICES
Rent colected as a % of the total annual rent debit . . Prob. revised
1 7¢c |on HRA dwellings iexcluding arrears of cument 08.13% Qf'\r;.?%?“ 9“:"5?5 ;Iumg ?‘?TBS:T DOV 1 0+ 109w | toose | oroosw | toosw | oTamw (7 () A
& tenants for former years) S ' ! targets.
Increase of
Cash collcted as a % of total dabt dus to former - , . ) 8.75% . . .
) 2 56 HRA tenant arrsars at the baginning of the year 700 |80 (YTD) 2.65% <3Iunng OYTD) 10.0%: 10.0% 11.0% 11.0% CT & NW A WA WA
Rent colactad as a % of rents owad on HRA 08 515 p— P AEoes3 | AEGr.e0 | AE97.24
a 66 cwellings (including arears of cumrent tenants for 98.13% I.ﬁD.I° duriH 53 I.Y"m:f 98.20% 28 70% 9B.T0% @a70% |CTaMNW | LE9ais | LBo7os | LBor.22
g fomar years) o v o HM og40 | HMoF.92 | HMo7.43
. ) AE 0.20 AE0.30 AE 0.44
= Up b =
4 ged ‘:ﬁ* gmh:?: ;,:r'trh“'”r" HRA tenants evicted as a resull o 440 o109 (YTD) Jguﬁ’; °'.13Ef° ?‘ﬁ& D.38% 0.30% 0.25% n25% |CTaMW | LBo2s | LBoas | LBoad
9 S 9 s HMo.zz | HMo.34 | HM o050
Avarage time taken to re-let local authority housing 29 days 3 dan Explain why AE 25 AE 31 AE 39
5 2iz |iindays) 2 22{¥TD) | during De=c Y%"S not impraving 25 24 24 24 MBaNN| LB24 LB 28 LB a4
10 0s in 200810 HM 25 HM 22 HM z8
e . . Piss. revised
g . £ c-i.al new tenarts satisfied with condition of the 667 71.0% NiA NA 00/104 — — — s ME & NW MIA A NiA
11 empty dwealling lst to tham iy
%% of stages of resporsas to an anti-social To give est.
7 MEW behaviour enguiry completed within prascribed tims WA WA A A date to fix A TED (NW) | TED (NW) | TBD (NW) NW A A WA
12 limits. targets.
All tenant net satisfaction (%% satisfied minus %
et T L T Poss. revised
8 New  [dissatisfied) with apportunities for participation in NA 30 WA NA 00/10+ NA 42 a5 4% |cTeamw |  na NA NA
managemant and decizion making in landlord's {argsts
13 housing sarvicas. .
Black and mincrity ethnic tenant net satisfaction (2 Poss. rovizad
. satisfied minus % dissatisfied) with cpportunities . . . . . . . .
t New for participation in management and decision NA 3 NA NA wm;' NA % &% 5% CTalw NA NA NA
14 making in landiord houging savices. i
ttern 9 Appencix 2 KPls for 2009-10 DP only 25-02-08.xk DP -KPI's (01-02)




Hackney Homes Delivery Plan 2009-10

Proposals for KPI| Targets

[£]
1
200810 Position i o3 |c Top Medi i
OP KP| Comporats Last updated 16.02.09 Q 2 sutturn Denslltéon_ln o Dm_m_e_mls Sources | Quartile Year E?d Quartile
raferance no e Outturn | {Sept 2008 cfcunngl utiurn Il TARGETS 2008- 2012 of targets | Year End : Year End
Rief No HHPR) Q32008 | (Dec 2008 20010 T 078 T
| 2 | {HHPR) HHPR) targets ! L
3 . . Above 75 . Balow 25
| d Meadian .
X Performance Indicator (P1) Description == Lavost . Ta10 o o Parcentile Paroantils
ESTATE ENVIRONMENT SERVICES
- % of cleaning inspections giving a grade of 'Good: e 7 JesoninGa]  sdes Use NI 185 . . .
- i o7A or ‘Aiccaptable’ (A or B grade on a four grade scala) s2.9%  |94.7% (YTD) &9 (NTD) | WCAMs data? 2.0 85.0% 85.0% 85.0% CT&TH NA NA NA
22 of grounds maintenance ingpections giving a arare lorewinoal  oem Use NCAMs
1 0BA grada of 'Good' o 'Accaptabls’ (A or B grade on a 0, l'*r;TJD'lo o o;.-'g N 'YTD; data? & poss|  @3.0% Q5. 0% Q5. 0% 05.0% CT&TH A A WA
17 four grade scals) (YTLY (¥TD) e
. LEASEHOLDER SERVICES
: 0.0% Lower 010
22 of annual service charges colkcted from ] ) i 92.55% ) . )
12 15 - o ’ : . 1026% | 94% (YTD) | collection i, target neads | 103.0% 101.0%% 101.0% 101.0% JM MA MA WA
15 leasshoklers (including arrears from former years) during 0 3 {(YTD) detail sxplan.
To give ast.
2% of annual major works charges collected from - T1wYTD dateto fix . . .
= 2= leasahoklers {including arrears from former years) 122.7% {HHFR) 4.2% YTD targets. (Prob 0% THCLM] | TECLM] | TBC[M] M NA NA NA
20 on new basis)
Leaseholder 'net satisfaction' (% satisfied minus %%
14 MNEW dissafisfied) with the value for money of sevice WA -51% WA WA A 47% -43% 40 JM WA WA MA
21 charjes
Leaseholder 'net satisfaction’ (% satisfied minus 2%
15 MNEW dissatisfied) with the value for money of major MA -5 MA MNA MA -45%% -4 4% JM A WA NA
a2 wiorks
PROPERTY SERVICES
23
Can KPI ks
) ) AETz AETO AE &6
Avarage SAP rating of kcal authority cwned - . ; ; no. of homes - - - - . -
1 = cwellings at the and of financial year, Tz NiA A WA with low SAP 2 T4 s 7 AT &GP LB ’,2 LB .:_;g LB EE‘,
HM 75 HM 71 HM &7
24 rating?
7 7 .?:131 HRA ranted homes made decant during the - 280 32 du;lng Q 512 (YD) 400 1,555 1758 2 600 AT a0p NA NiA N4
25 ‘
_— AEQ AE 22 AE z8
18 158 Ef;g"'fmfi';"lﬂye"'"g“ non decont atthe end | o o, N A A 2% 25% 18% 6% AT&GP | LB24 LB &5 LE45
25 clal year. HM 12 HI 2@ HM 48
2 of dwellings with a valid Gas Safety Cartificate . . . . . TED MW & | TED MW & | TED MW &
. iy New (CP 125 including carcassas) NA NiA WA NA NA WME WME ME MW & GP
2 of repairs in govemment Right to Repair . Lower 0%10 - - .
20 03 categories completed within governmeant time limits|  @6.3%  |o7.0% (YTD) %.B?agunng ?3.[43‘; tanget neads 00% OB 5 5% JMP & GP E;j’ 929 II-?I'I.V-'IJ geé E::"Lfé
28 (encluding TMOs). © T | detail explan.
ftem 9 Appendix 2 KPIs for 2009-10 DP only 25-02-09.xk DP -KPI's (01-0%)

76



Hackney Homes Delivery Plan 2009-10

Proposals for KPI| Targets

B 5] F L [ N [4] P [¥] R 5 T 1] W W E
1 HACKNEY HOMES DELIVERY PLAN 2009/10 PERFORMANCE IND
. A Top " Bottom
200910 Position in Q3 Comments : Median ]
DF KPR rcécf)gs:;{;[fm Last updated 16.02.09 0 Q2 outtun Doc/ during] Outiurn on initial Sourcas | Cuartile Yaar End Quartile
utturn | (Sept 2008 TARGETS 2008- 2012 of targets [ Year End Year End
Raf No HHPR) Q32008 | (Dec2005| 200410 == ] e
| 2 {HHPR) HHPR) targats L :
2 . . Above 75 ' Below 25
— d Median .
R Performance Indicator (Pl) Description p— Latest p— P o 1z P reantile Percantile
| - . ! ] Whi is 010
oy
21 o5 1o o nimnalenty repalrs complsted on time sagn |oam (VD[P 0 20 | target below | sas a4n a5 s [MPaGP|  NA NA NA
29 [ na ! ' ! 089 target?
- Tty 1= D 100 N -
22 06 2% of repair appointmants kept (scluding TMOs) ar.5  |er T (YTDY 94'9?5 <3Iunng 23.0% target below 0% 23% 49 049 MPaGp| 282% 95T o1.80
a0 { (YTDY) 089 farget? HM a2 HM a5 HM 85
) . ) - ] Why is 0210
23 pg  |*ofcalk to Repairs Contact Centre (RCC) aso |2z (vTO) BT 909 oo 5oy vTD | target belowe | o59: 23% a5 as% | JPaHO | NA NiA NA
arswared Q3
3 029 target?
To give est,
; - e : ; ; ; ; data 1o fix ; TED JR, JA] TEBD JP, JA| TED JP, JA . . .
24 12 Cuality of call handling by Repairs Call Cantre NA MiA NA A targets. MA 2 HO 2 HO 2 HO JP &GP MA MA MA
32 Benchmark?
Cwerall 'met quality’ (% of 'good' qualty minus 22 of TED JP &
25 Maw ‘por quality) of intemal responsive repair or WA B19% WA A A WA B3% E5% BT HO WA WA WA
33 mai nterancs work.
All tznants’ net satisfaction’ (% satisfied minus %=
26 Maw dissatisfiad) with the landlor!'s responsive repair NA 47% NA A MA 40% 5% 53 JP &GP MA MA MA
34 sBIvics.
Black and minority sthnic tenants' 'net satisfaction’
7 MNeaw (2% satisfisd minus %% dissatisfied) with the A 44% A MNA A 470% 50% 530 JP & GP MNA MNA A
as lancllord's responsive repair sanvics.
) ] 131 during G ) . )
28 2 Murmnbser of new door entry systams instalksd BT 5YTD) a 36 YTD | after 200510 85 114 150 150 MW & GP WA WA WA
36 o ke
29 3 Murnber of chaolete door entry systems replaced 33 10YTD) 7 d"g""g @ 18YTD an 20 26 20 MW & GP A WA NA
=n
Mumber of communal lighting units in blocks on 299 during O
30 4 estates installed ¢ replaced ¢ upgraded by higher oe7 252(YTD) a nd 421 ¥YTD 750 E50 &0 [iy] MW & GP MA MA MA
38 output lights or new lights for poorl lit spots. i
Mumber of communal lighting units external to f;:: plaltn w":r
31 & blocks on estates installed / replaced / upgraded byl 78 7(YTD) 2 16 (YT |MOE Rl 7S 500 500 500 |MwaGP|  Na NA NiA
ag higher output lights or new lights for poorky it spots. higher
Mumber of estate lighting fittings upgraded with ; \ . . . . .
10 32 7 brighter emarganey lighting. 258 222 (YTD) 119 341 (YT 00 200 200 200 MW 2 GP MA MN/A A
o o K . . L T within To give ast.
Paricd ({ in weaks ) within which 9096 of major 309 within T4.1% A TBC [GP & | TBC [GP & | TBOC [GP & |TRC [GP & . . .
33 =] . 30 waoks TRE% T datato fix 0 wks MNA MNA MA
41 adaptations are complated. Ao weaks TD) (YTD) targets, MW MW MW MW]
o o - . . L s - To give ast.
a4 70 Paricd (in weaks | within which 802 of minor E29C within | 2426 w|_1h|n 5? 40, 3 ﬁ? data to fix o whs TBC [GP & | TBC [GP & | TBC [GP & | TR [GP & NA NA NiA
42 adaptations are complated. aweeks |weeks (YTD) {(YTD) targsts. MW MW MW WMW]
ttern 9 Appendix 2 KPIs for 2008-10 DP only 25-02-09.xk DP -KPI's (01-0)
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Hackney Homes Delivery Plan 2009-10

Proposals for KPI| Targets

B 5] F L [ N [4] P [¥] R 5 T 1] W W E
1 HACKNEY HOMES DELIVERY PLAN 2009/10 PERFORMANCE IND
. L Top " Bottom
EDDS?(II-"? Comporata Last updated 16.02.09 O 2 outturn D':':'slltéon.m 00 = GD”"_”‘_"_"}E Sourcas | Quarile ‘l":::?llé_lle Quartile
raferance no e Qutturn | (Sept 2008 crourngl LutiLm <lolii TARGETS 2008- 2012 of targats | Year End : Yoar End
Raf No HHPR) Q32008 | (Deczo0s | 200810 == ] e
| 2 {HHPR) HHPR) targats L :
2 . _ Above 75 ' Below 25
— d Median 3
R Performance Indicator (Pl) Description p— Latest p— P o 1z P reantile Percantile
HACKNEY HOMES CORPORATE
I . o Why no fal
35 New [/verade weskly cors managsment cost in £ perl g 44 NiA A Na | aterowio? | WA £8.28 enzs | eeos | sDam | MA A NA
44 waek par rented dwelling (Housemark definition) Banchmark.
e 160 2% of all Council tenants satisfied with the overall 500 - A WA e o Ty - TBC [GP & ALE ff ALE:J; ’E‘E ;i
45 savke provided by thair landlord R - ? - o e W] HI'u'IJez HM 70 HM 76
2% of black and minority ethnic Council tenants TEC [GP & AE 83 AET3 AE 66
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Hackney Homes Delivery Plan 2009-10 Proposals for KPI| Targets
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1.0 SUMMARY

1.1 The Resident Board Member election process for 2009 will start shortly. This
report sets out the requirements for the retirement and election of Resident
Board Members and asks the Board to decide how to take the 2009 election
process forward.

2.0 RECOMMENDATIONS

2.1 If there are not two Resident Board Members wishing to step down the Board
is asked to decide on one of the following actions:

The Board chooses who will retire by unanimous decision
The two Resident Board Members to retire are chosen by lot.

3.0 BACKGROUND

3.1 Resident Board Members are required, under the Articles, to retire by
rotation at each AGM. Those to retire shall be those who have served
longest in office. However, if the Resident Board members were
appointed on the same day then the Board Member to retire is either
chosen by unanimous decision by the Board or is picked by lot.

3.2 Hackney Homes asked the Council for a moratorium on Resident Board
Member election for 2008 to take account of the importance of Board
continuity for the Inspection. As a result, no Resident Board Member
stepped down in 2008 which means that two Resident Board Members are
required to step down in 2009.

3.3  The following Board Members are the longest serving and were all
appointed at the same time. They are therefore subject to the retirement
requirements as set out in the Articles.

Rupert Tyson
Alice Burke
David Larkin
Brian Marsh
Audrey Villas

3.3 Unless there are two Resident Board Members from the above list who
wish to step down, the Board must either reach a unanimous decision on
who should step down, or two must be picked by lots. If there is one
volunteer to step down then the Board would only have to make a
unanimous decision on one other Board Member or only one would need
to be picked by lot.
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3.0 MAIN BODY OF THE REPORT

Extract from the Memorandum & Articles of Associati on

4.1

(@)

(b)

(€)

(d)

Article 15(1) in the Memorandum & Articles of Association for Hackney

Homes governs the retirement and election process. This Article states:

“At the first annual general meeting of the organisation, none of the Resident
Board Members shall retire from office.

At every subsequent annual general meeting, Resident Board Members shall
retire in the following rotation:

at the first subsequent annual general meeting, one Resident Board
Member shall retire;

at the second subsequent annual general meeting, two further Resident
Board Members, shall retire; and

at the third subsequent annual general meeting, a further one Resident
Board Member shall retire;

at the fourth subsequent annual general meeting a further two Resident
Board members shall retire

and so forth such that Resident Board Members shall subsequently retire in a
rotation which mirrors that in sub-paragraphs (a) to (d).

(2)

3)

The Resident Board members to retire at any such subsequent annual
general meeting shall be those who have been longest in office since they
last became Resident Board Members, but as between person who
became Board Members on the same day, those to retire shall be chosen
by either a unanimous decision by the Board or by lot PROVIDED THAT
where a Resident Board Member is appointed as a consequence of the
death or retirement (other than by operation of this sub-paragraph) of
another Resident Board Member (“the Predecessor”) the period of time for
which the Resident Board Member shall have held office shall, for the
purposes only of this Article 15(2) be deemed to include the period since
the last election or appointment of the Predecessor.

Prior to every annual general meeting, direct or indirect elections shall be
held among the Residents for the number of Resident Board Members to
be appointed thereat. Only Residents shall be eligible to be appointed as
Resident Board Members but otherwise the mode and manner of such
elections shall be as the Board may from time to time agree subject at all
times to compliance with Article 13.
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(4) The Company Secretary shall announce the results of the elections
referred to in Article 15 (3) at each relevant annual general meeting and
the Resident so elected shall be duly appointed as Resident Board
Member.”

4.0 IMPACT UPON THE HACKNEY HOMES STRATEGIC PLAN

4.1 Good governance is key to managing the organisation properly and delivering the
key objectives. An effective Board recruitment process will support this.

5.0 IMPACT UPON THE HACKNEY HOMES RISK REGISTER

5.1 Risk HH13 identifies the need for effective recruitment of Board Members.

6.0 THE HACKNEY HOMES EQUALITY & DIVERSITY STRATEGY 2006/
ACTION PLAN 2007 — 2010

6.1 A transparent and open Board recruitment can help in ensuring diversity on
the Board.

7.0 CONSULTATION PROCESS & FINDINGS

n/a

8.0 ICT IMPLICATIONS

n/a

10.0: HUMAN RESOURCES IMPLICATIONS

n/a

13.0 EINANCIAL IMPLICATIONS

There will be costs associated with the recruitment process such as fees for
the Electoral Reform Society.

14.0 LEGAL IMPLICATIONS / ADVICE

n/a

15.0 OTHER RELATED DECISIONS / GUIDANCE

n/a

84



e
Hackney

In partnership with 6&Hackney Council

Item No. 11

Title of Report:
Independent Board Member Elections

Decision Making Body: Board

Date: 9 March 2009

Classification: For Decision

Report of: Director of Finance &
Resources -Neil Isaac

Item Previously considered at:
N/A

On Which Date: N/A

Report Author: Tess Merrett ext
3432

Appendices: N/A

Report Outline:

Paragraph: 1.0 - Summary of Report;
Paragraph: 2.0 - Recommendation(s) to the Committe e;

Paragraph: 3.0 — Background;

Paragraph: 4.0 — Main body of report

Paragraph: 5.0 - Impact Upon The Hackney Homes Str  ategic Plan;
Paragraph: 6.0 - Impact Upon The Hackney Homes Ris  k Register;
Paragraph: 7.0 - Consideration of the Hackney Home s Equality &

Diversity Strategy 2006 and Action Plan 2007 - 2010 ;

Paragraph: 8.0 - Consultation Process & Findings;

Paragraph: 9.0 - ICT Implications;

Paragraph: 10.0 - Human Resources Implications;

Paragraph: 11.0 — Financial Implications;

Paragraph: 12.0 - Legal Implications / Advice;

Paragraph: 13.0 - Other Related Decisions / Guida nce.

If you have any questions about this report, please contact Neil Isaac on 020 8356 5730 or email

neil.isaac@hackneyhomes.org.uk

85



1.0 SUMMARY

1.1  This report sets out the requirements for the retirement and election of
Independent Board Members which is for Board Decision.

2.0 RECOMMENDATIONS

2.1 The Board is asked to decide on one of the following actions:

The Board chooses which Independent Board Member will retire by
unanimous decision

OR
The Independent Board Member to retire is chosen by lot.

3.0 BACKGROUND

3.1 Independent Board Members are required, under the Articles, to retire by
rotation at each AGM. Those to retire shall be those who have served
longest in office. However, if the Independent Board members were
appointed on the same day then the Board Member to retire is either
chosen by unanimous decision by the Board or is picked by lot.

3.2  The following Board Members are the longest serving Independent Board
Members and were appointed at the same time. They are therefore
subject to the retirement requirements as set out in the Articles.

Marie Photiou
Asim Bhattacharyya

3.3  Unless one of the above Independent Board Members wishes to step the
Board must either reach a unanimous decision on who should retire or one
must be picked by lot.

3.4  The Section 27 of the Housing Act 1985 Approval from the Government to
Hackney Council to set up an ALMO includes a section on the ALMO
Board. This sets out Board renewal arrangements and it states:

Board Renewal

Members of the Board have agreed to rotational renewal of resident
and independent members. Details of this cycle are enshrined in the
Memorandum and Articles of Association for the ALMO. The initial
term for all members is 12 months after going live date (expected to be
April 2006). Thereafter rotational retirement and an election process
has been agreed for resident members, and a competitive interview
process for independents. Board members are likely to serve at least
three years on average under these terms.

3.5 The proposed timetable for this process to meet the requirements and to
ensure an appointment is made at the AGM in September is:
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March Board Independent Member to retire is identified
March Identify skills requirement

April Place Advert

May Shortlist

June Interview and offer of appointment
September Formally appointed at AGM

3.0 MAIN BODY OF THE REPORT

Extract from the Memorandum & Articles

(1) At the first annual general meeting of the Organisation none of the

(@)

Independent Board Members shall retire from office. At every
subsequent annual general meeting the Independent Board Members
shall retire from office in the following rotation:

(@) atthe first subsequent annual general meeting, one Independent
Board Members shall retire;

(b) at the second subsequent annual general meeting, one
Independent Board Member shall retire; and

(©) at the third subsequent annual general meeting, one
Independent Board Members shall retire

(d) at the fourth subsequent annual general meeting, a further two
Independent Board Members shall retire

and so forth such that the Independent Board Members shall
subsequently retire in a rotation which mirrors that in sub-paragraphs
(a) to (d).

The Independent Board Members to retire at any such subsequent
annual general meeting shall be those who have been longest in office
since they last became Independent Board Members but as between
persons who became Board Members on the same day those to retire
shall be chosen by either a unanimous decision by the Board or by lot
PROVIDED THAT where an Independent Board Member is appointed
as a consequence of the death or retirement (other than by operation of
this sub-paragraph) of another Independent Board Member (“the
Predecessor”), the period of time for which the Independent Board
Member shall have held office shall, for the purposes only of this Article
16(2) be deemed to include the period since the last election or
appointment of the Predecessor.
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3)

(4)

()

(6)

(7)

(8)

If, at the meeting at which a Board Member retires in accordance with
Article 16(1), there are no other candidates to fill the post the retiring
Board Member shall, if willing to act, be deemed to have been re-
appointed unless a resolution not to reappoint the Board Member is
passed by the meeting.

No person other than an Independent Board Member retiring by
rotation shall be appointed as an Independent Board Member at any
general meeting unless he/she is recommended by the Board.

Subject to Articles 6(1) — (4) the Council Member may by Ordinary
Resolution in General Meeting appoint any eligible person who is willing
to act as an Independent Board Member.

Subject to Articles 13, 16 and 18 the Organisation may by Ordinary
Resolution in general meeting appoint any person who is willing to act
as a Board Member to fill a vacancy.

Subject to Articles 13, 16 and 18 the Board may appoint any person
who is willing to act as an Independent Board Member to fill a vacancy
until the next Annual General Meeting.

Not less than seven nor more than twenty-eight clear days before the
date appointed for holding a general meeting notice shall be given to
the Council Member of any person (other than a Board Member retiring
by rotation at the meeting) who is recommended by the Board for
appointment or reappointment as an Independent Board Member at the
meeting. The notice shall give the particulars of that person which
would, if he/she were so appointed or re-appointed, be required to be
included in the Organisation's register of Board Members.

4.0 IMPACT UPON THE HACKNEY HOMES STRATEGIC PLAN

4.1 Good governance is key to managing the organisation properly and delivering the
key objectives. An effective Board recruitment process will support this.

5.0 IMPACT UPON THE HACKNEY HOMES RISK REGISTER

5.1 Risk HH13 identifies the need for effective recruitment of Board Members.

6.0 THE HACKNEY HOMES EQUALITY & DIVERSITY STRATEGY 2006/

ACTION PLAN 2007 — 2010
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6.1 A transparent and open Board recruitment can help in ensuring diversity on
the Board.

7.0 CONSULTATION PROCESS & FINDINGS
n/a

8.0 ICT IMPLICATIONS

n/a

10.0: HUMAN RESOURCES IMPLICATIONS

n/a

16.0 FEINANCIAL IMPLICATIONS

There will be costs associated with the recruitment process.

17.0 LEGAL IMPLICATIONS / ADVICE

n/a

18.0 OTHER RELATED DECISIONS / GUIDANCE

n/a
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1.0 SUMMARY

1.1 Hackney Homes was established in 2006 and various governance and Board
policies and procedures were approved by the Board at that time. These
policies and procedures are now being reviewed and updated and will be
brought to Board for approval throughout the course of the year.

2.0 RECOMMENDATIONS

2.1 The Board is asked to comment and approve

The Board Member Expenses Policy
The Board Member Induction Procedure
The Board Member Code of Conduct

3.0 BACKGROUND

3.1 When Hackney Homes was set up, a series of governance and Board
policies were approved and brought together under a Governance
Resource Pack. These are now two years’ old and need reviewing to see
if they require updating. It is also a good opportunity to see if there are
any gaps in our governance portfolio of policies and procedures.

3.2 There was a view from recently appointed Board Members that the

Induction Process for new Board Members could be strengthened and as a
result the Governance Team has revised the procedure

4.0 IMPACT UPON THE HACKNEY HOMES STRATEGIC PLAN

2.1 Good governance is key to managing the organisation properly and delivering the
key objectives. A set of up to date and relevant policies and procedures will
support this.

5.0IMPACT UPON THE HACKNEY HOMES RISK REGISTER

N/A

6.0 THE HACKNEY HOMES EQUALITY & DIVERSITY STRATEGY 2006/
ACTION PLAN 2007 — 2010

N/A

7.0 CONSULTATION PROCESS & FINDINGS

n/a
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8.0ICT IMPLICATIONS

n/a

9.0: HUMAN RESOURCES IMPLICATIONS

n/a

10.0_FINANCIAL IMPLICATIONS

n/A

11.0 LEGAL IMPLICATIONS / ADVICE

n/a

12.0 OTHER RELATED DECISIONS / GUIDANCE

n/a
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Appendix 1

CODE OF CONDUCT

Issue date:

Review Date:

Responsible Officer: Governance
Manager

CODE OF CONDUCT FOR BOARD MEMBERS

The Code of Conduct for Board Members draws on the key principles in the Code of
Conduct for Councillors of the London Borough of Hackney.

Board Members will be required to sign a Code of Conduct within 28 Days of being elected
or appointed as a Board Member, and will be required to sign Hackney Homes' Code of
Conduct each year to reconfirm their obligations to Hackney Homes.

Part 1
GENERAL PROVISIONS
Scope
A Board Member must observe the organisation’s Code of Conduct whenever they:

Conduct the business of the organisation;

Conduct the business of the office to which he or she has been nominated elected or
appointed; or
Act as a representative of the organisation.

General Obligations

2.

A Board Member must:

(@) promote equality by not discriminating unlawfully against any person;
(b) treat others with respect; and
(c) not do anything which compromises or which is likely to compromise the

impartiality of those who work for, or on behalf of, the organisation.



A Board Member must not:-

(@)

(b)

disclose information given to him or her in confidence by anyone, or
information acquired which he or she believes is of a confidential nature,
without the consent of a person authorised to give it, or unless he is
required by law to do so; nor

prevent another person from gaining access to information to which that
person is entitled by law.

A Board Member must not in their official capacity, or any other circumstance,
conduct himself/herself in a manner which could reasonably be regarded as bringing
his/her office or the organisation into disrepute.

A Board Member:-

(@)

(©)

must not in their official capacity, or any other circumstance, use their
position as a Board Member improperly to confer on or secure for
himself/herself or any other person, an advantage or disadvantage; and

must, when using or authorising the use by others of the resources of the
organisation: act in accordance with the organisation’s requirements; and
ensure that such resources are not used for political purposes unless that
use could reasonably be regarded as likely to facilitate, or be conducive to,
the discharge of the functions of the organisation or of the office to which
the Board Member has been elected or appointed.

A Board Member must when reaching decisions have regard to any relevant advice
provided to him by:- the organisation’s Chief Executive Officer, Compa8gcretary,
Finance Officer and Legal Adviser acting in purszeaof their duties.

A Board Member must, if they become aware of any conduct by another Board
Member which they reasonably believe involves a failure to comply with the
organisation’s Code of Conduct, make a written allegation to that effect to the Chief
Executive Officer of Hackney Homes as soon as it is practicable for them to do so.
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8. Statutory obligations

The Companies Act 2006 sets out certain statutory duties for Board Members as
directors of a company. Board Members must comply with these statutory duties
which are as follows:

The duty to act within powers,

The duty to promote the success of the company,
The duty to exercise independent judgement,
The duty to exercise reasonable skill and care,
The duty to avoid conflicts of interest,

The duty not to accept benefits from third parties (save as permitted under
Part 3 paragraph 17 of this Code of Conduct),

The duty to declare an interest in a proposed transaction or arrangement with
Hackney Homes.
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Part 2

INTERESTS

Personal Interests

9.

(1)

(@)
(b)

(€)

(d)

()
(@)

(b)

A Board Member must regard themself as having a personal interest in any

matter if the matter relates to an interest in respect of which notification
must be given under paragraphs 13 and 14 below, or if a decision upon it
might reasonably be regarded as affecting the well-being or financial
position of themself, a relative or a friend or

any employment or business carried on by such persons;

any person who employs or has appointed such persons, any firm in which
they are a partner, or any company of which they are directors;

any corporate body in which such persons have a beneficial interest in a
class of securities exceeding the nominal value of more than 2% of the
issued share capital in a company

any body listed in sub-paragraphs (a) to (e) of paragraph 14 below in which
such persons hold a position of general control or management.

In this paragraph:-

"relative"” means a spouse, partner, parent, parent-in-law, son, daughter,
step-son, step-daughter, child of a partner, brother, sister, grandparent,
grandchild, uncle, aunt, nephew, niece, or the spouse or partner of any of
the preceding persons; and

"partner” in sub-paragraph (2)(a) above means a Board Member of a couple
who live together.

Disclosure of Personal Interests

10.

A Board Member with a personal interest in a matter who attends a meeting of the
organisation at which the matter is considered must disclose to that meeting the
existence and nature of that interest at the commencement of that consideration, or
when the interest becomes apparent.
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Prejudicial Interests

11. (1)

(@)

(@)
(b)

(©)

(d)

Subject to sub-paragraph (2) below, a Board Member with a personal interest in

a matter also has a prejudicial interest in that matter if the interest is one
which a tenant of Hackney Council as covered by the Management
Agreement or a member of the public with knowledge of the relevant facts
would reasonably regard as so significant that it is likely to prejudice the
Board Member's judgement of the public interest.

A Board Member may regard themself as not having a prejudicial interest in a

matter if that matter relates to -
another relevant organisation of which they are a member;

another public organisation in which they hold a position of general control
or management;

a body to which they have been appointed or nominated by Hackney
Homes as its representative;

where a Board Member holds a tenancy or lease with a relevant
organisation, provided that they do not have arrears of rent with that
relevant organisation of more than two months, and provided that those
functions do not relate particularly to the Board Member's tenancy or lease.

Participation in Relation to Disclosed Interests

12. A Board Member with a prejudicial interest in any matter must -

(@)

(b)

withdraw from the room where a meeting is being held whenever it
becomes apparent that the matter is being considered at that meeting,
unless he has obtained a dispensation from the organisation's Chairman or
Company Secretary; and

not seek improperly to influence a decision about that matter.

13.  For the purposes of this Part, "meeting” means any meeting of -

(@)
(b)

the organisation; or

any of the organisation's committees, area committee, sub-committees, joint
committees, joint sub-committees, or advisory committees.
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PART 3

THE REGISTER OF BOARD MEMBERS' INTERESTS
Registration of Financial and Other Interests

14.  Within 28 days of the provisions of Hackney Homes’ Code of Conduct being adopted or
within 28 days of his election, nomination or appointment to office (if that is later), a
Board Member must register their financial interests (see clauses 25 -27 of the
Articles of Association) in Hackney Homes’ register maintained by the Company
Secretary by providing written notification to Company Secretary of Hackney Homes’
of -

(@) any employment or business carried on by him/her;

(b) the name of the person who employs or has appointed him/her, the name of
any firm in which he/she is a partner, and the name of any company for
which he/she is a remunerated director;

(c) the name of any person, other than a relevant organisation, who has made
a payment to him/her in respect of election or any expenses incurred by
him/her in carrying out his duties;

(d) the name of any corporate body which has a place of business or land in
the organisation's area, and in which the Board Member has a beneficial
interest in a class of securities of that body that exceeds the nominal value
of not more than 2% of the issued share capital in the company

(e) a description of any contract for goods, services or works made between
the organisation and himself or a firm in which he/she is a partner, a
company of which he/she is a remunerated director, or a body of the
description specified in sub-paragraph (d) above;

) the address or other description (sufficient to identify the location) of any
land in which he/she has a beneficial interest and which is in the area of the
organisation;

(9) the address or other description (sufficient to identify the location) of any
land where the landlord is the organisation and the tenant is a firm in which
he is a partner, a company of which he is a remunerated director, or a body
of the description specified in sub-paragraph (d) above; and

(h) the address or other description (sufficient to identify the location) of any
land in the organisation's area in which he has a licence (alone or jointly
with others) to occupy for 28 days or longer.
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15.

16.

17.

18.

Within 28 days of the provisions of Hackney Homes’ Code of Conduct being adopted or

within 28 days of his/her election, nomination or appointment to office (if that is later),
a Board Member must register his/her other interests in Hackney Homes’ register
maintained by the Company Secretary by providing written notification to Hackney
Homes’ Company Secretary his/her membership of or position of general control or
management in any -

(@) body to which he/she has been appointed or nominated by the organisation
as its representative;

(b) public organisation or body exercising functions of a public nature;

(c) company, industrial and provident society, charity, or body directed to
charitable purposes;

(d) body whose principal purposes include the influence of public opinion or
policy;

(e) private club, and

) trade union or professional association.

Board Member must within 28 days of becoming aware of any changes to the
interests specified under paragraphs 13 and 14 above, provide written notification to
the Company Secretary of that change.

Board Member must not knowingly employ, in a private capacity, any contractor
engaged by Hackney Homes without first seeking the advice of the Company
Secretary and registering the nature and value of such contract with the Company
Secretary.

Registration of Gifts and Hospitality

Any gifts or hospitality received or given must be appropriate and reasonable. A Board

Member must not accept any gift or hospitality over the value of £25 without the prior
approval of the Chairman or Company Secretary, recorded on the form at Appendix
5.

99



AUDIT

Hackney Homes will appoint an external auditor with the agreement of the Audit
Commission. Hackney Homes will have audited accounts and as part of the
Management Agreement the Council will expect to see a copy of the accounts and
the management letter from the external auditor. The annual accounts of Hackney
Homes will be made as public as possible.

The Board shall grant a right of access to the organisation’s accounts and records by
the Council’s Internal and External Auditors. Hackney Homes has internal audit
systems in place to ensure the organisation has sound financial controls, accounting
policies; complies with legislation, the management agreement and other standards
and policies as follows:-

EQUALITY

The responsibility for audit remains with the Board discharged to the Audit and
Finance Sub-Committee

The Audit and Finance Sub-Committee has an overview of
internal control
financial control
Internal audit
external audit including appointment which is by competitive quotation

The Audit and Finance Sub-Committee is a small focused Sub-Committee, and
includes Board members with expertise other than finance.

Internal audit is a formal process that reviews, checks and reports on all aspects
of Hackney Homes business and as such would have direct access to the Board.

Hackney Homes has a responsibility to serve the whole community equally. Equality
of opportunity is a core objective of the organisation and therefore the Board.

Their own membership should broadly reflect the communities the organisation
serves
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Recruitment to the Board, committee or advisory structures is fair and
transparent and positive action principles are followed where there is under
representation

That training for Board members on equality issues is provided and taken up

That employment and recruitment policies and procedures for staff are fair and
open and positive action principles are followed where there is under
representation

That training for all staff members on equality is provided and attendance is
monitored

That regular reports are received on the effectiveness of the equality policies
including monitoring and analysis of information on employment, services the use
of contractors and recruitment to the governance structure.
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BOARD MEMBER EXPENSES POLICY

Issue Date:

Review Date:

Responsible Officer: Governance Manager

1.What expenses will be paid

Board members will be paid all travelling, hotel and other expenses,
reasonably and properly incurred by them in connection with their attendance
at meetings of the Board, General meetings or committees in connection with
their duties as Board members. All claims must be supported by receipts
wherever possible. For example this will include:-

travel costs, including costs of use of member’s own car
telephone/postage costs and computer costs

additional file storage costs in the home

subsistence costs if away from home

special costs for Board members with mobility problems to
enable their attendance, e.g. hotel room supplements, use of
taxis.

carers costs e.g. to include care of elderly, infirm or children of
school age.

The carers allowance shall be subject to a maximum weekly payment of £30,
equivalent to seven-and-a-half hours of care per week;

Payment should be claimable in respect of children aged 15 or under or in
respect of other dependants where there is medical or social work evidence
that care is required;

Only one weekly payment should be claimable in respect of the household of

each member, except in special circumstances to be judged by the Standards
and Ethics Committee;
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The allowance is paid as a reimbursement of incurred expenditure against

receipts;

The allowance will not be payable to a member of the claimant’s own

household;

Any dispute as to entitlement and any allegation of abuse should be referred
to the Standards and Ethics Committee for adjudication; and

2. Rates of payments

It is a condition of the Memorandum and Articles of Association

that:-

no sum shall be paid to a Board member who is an elected
member of the Council, in excess of that permitted by the Local
Authorities (Companies) Order 1995

Rates are as follows:

Travelling costs

Check current allowance

public transport — at cost, confined to
standard class fares

taxis — at cost, with any fare over £30
to be authorised in advance

car mileage — at the Council’s “lower
rate” for officers (currently 42.9p per
mile). Insurance for business use is

the responsibility of Members.

Hotels and meals

at cost subject to reasonableness —
please note that these will usually be
arranged by the Governance Team.

Telephone/postage/computer costs

at cost, subject to provision of
bills/receipts

Carers costs

at cost, subject to limits set out above
and provision of receipts

Special costs arising from mobility
problems

to be by prior agreement wherever
possible
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3. Low Income Policy

Wherever possible, arrangements will be made to make payments in advance
to ensure that, in particular low income households, are not disadvantaged.

4. Claims and payments

all claims for travelling and subsistence must be submitted within
one month of the date of the approved duty to which they relate.

claims must be submitted on approved claim forms and are
available from officers

car mileage claims must be submitted on a monthly basis, if
such costs are incurred in any month.
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MONTHLY EXPENSES CLAIM FOR

BOARD MEMBERS

Name

Date Particulars please include all receipts and give £ P
journey details

Total Amount Claimed

| certify that this claim represents actual expenditure incurred by myself in
undertaking ALMO business.

Signed Date

Office Use Sign Date

Authorised

Cheque raised - or

Cash paid

Entered into account system
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BOARD MEMBER CAR ALLOWANCE

CLAIM FORM

Name of Board Member:

Divisioliovernance Department

Subjective Code340005 (Casual)

Vehicle Registration No:

Cost CodeRO977

Engine CC:

Motor Bike / Car / Bicycle (delete as appropriate)

Period Claimed (From / To):

Gross Mileage b/f from Previous Month

Total Number of Miles Claimed

Total Private Miles

Total Business Miles

Total Mileage this Month (Total)

Board Member:

Director of Finance & Resources (Neilsaac):

| certify that this claim is an accurate recordgaafrneys undertaken for
official council business

| certify that the journeys undertaken were dulthatised and
undertaken for official council business. | amdfad that the officer
maintains appropriate vehicle insurance for businse

Signed: Signed:
Date: Date:
DATE | JOURNEY AND PERSONS FIRST FINAL MILAGE
CARRIED MILEOMTER | MILEOMETER | CLAIMED
(Purpose must be stated) READING READING

SUB TOTAL CARRIED FORWARD
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TOTALS
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Item 5 Appendix 3

HACKNEY HOMES

Induction Scheme for Board Members

1. Introduction

This Induction Scheme for board members of Hackney Homes is effective from
March 2009 It is designed to ensure that all board members are provided with the
information and training they need to carry out their duties and meet their
responsibilities to the ALMO

All board members are required to complete a programme of induction within a set
time period. Each induction comprises a standard programme of core activities with
additional items tailored to meet the individual's needs.

On their appointment, new board members are required to sign their commitment to
completing the programme. Transitional arrangements are in place to address any
unmet needs of board members already in post when the Scheme is introduced.

The arrangements for induction are overseen by the Board’s Chair and Governance

Manager — to ensure that the needs of individual board members, and the Board as a
whole, are met.

2. Board Member Commitment

New board members are required to:
1. Sign their agreement to follow a programme of induction
2. Complete their programme of induction within four months of their appointment

3. Dedicate sufficient time, in addition to usual board member duties, to their
induction, within the four month period.

Existing board members will be invited to consider the topics included in this
Induction Scheme and identify any aspects which they have not covered.
Arrangements will be made for any gaps to be filled within an agreed timescale. The
Induction Checklist will be reviewed as part of the routine appraisal exercise.
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3. Identifying Individual Needs

All new board members are provided with this document which sets out details of the
Induction Programme. In the weeks following their appointment new board members
will have the opportunity to discuss their skills and areas of expertise and identify any
additional aspects they need to cover during their induction.

This opportunity is also available to any existing board member who wishes to have a
similar discussion with the Chair.

Once a board member has completed their Induction any future development needs
are identified through the Board Member Appraisal Scheme. This is a formalised
process which provides for the regular appraisal of each board member. Any overall
training requirements arising from the appraisals and the results of any ad hoc
training needs surveys are fed into the Board Training and Development Plan.

Hackney Homes arranges a programme of board briefings, training, open days and
away day sessions which are designed to keep all board members well informed and
up to date about the ALMO its business and the environment in which it works. Board
members’ attendance and participation at such events is monitored and forms part of
the data which is reviewed regularly during the appraisal process.

4. Timing
The induction process starts with the board member’s appointment and is designed
for completion within four months.

5. Delivering the Induction Programme

The Induction programme is delivered by a number of methods including:
- Meetings with the Chair and other board members
Meetings with the Chief Executive, Directors and operational staff
Mentoring and support by using a Board member “buddy” programme
One to one and group meetings
Briefings and training sessions provided by Hackney Homes or by an external
provider (may include joint training of new board members & new staff)
Attendance at seminars and conferences
Scheme / Site visits
Selected Reading
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6. Induction Topics

DRAFT — BM Induction Scheme

Version 1
March 09

Date of Review

The following topics should be covered during a board member’s induction:

Hackney Homes

What is an ALMO

Business and areas of operation
Housing and services provided
Who Hackney Homes provides its
housing and services for

How Hackney Homes meets
housing needs

Board and Staff structures

Who does what in Hackney Homes
Role of CE, Executive Team
members, Governance Team
Working with other organisations

To be covered in:

— Meetings with Chair, Chief
Executive and Executive team

— Briefings

— Site , scheme, estate visits

— Welcome pack

Governance

Code of Governance

Standards & Ethics

Board and Committee Structure
Insurance

Expenses

Dealing with complaints
Conflicts of interest

AGMs

Role of the Board Member
Hackney Homes’ expectations of
board members

What board members can expect
from Hackney Homes

To be covered in:

— Training on specific
governance issues
— Meeting with Chairman / CE

Key Documents

Business Plans
Operational Plans
Delivery Plan

Annual Report
Memorandum & Articles
Terms of Reference
Financial Regulations
Delegated Authority

To be covered in:

— Welcome Pack
— Briefings
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Board members’ Code of Conduct
Risk Strategy / Risk Map

Audit Reports / Management letter
Core Policies

Board and Committee Meetings

Attending Meetings — terms of

reference To be covered in:
Role of Chair
Role of board member in meetings — Training on Governance issues

Procedure for effective meetings

The Social Housing Sector

Setting the Scene

Current trends To be covered in:

Key organisations

Regulation — NFA training

Inspection — Or NFHA “Introduction to
Key returns Social Housing” or

commissioned induction
— Internal briefings

Housing Association Finance and Funding

ALMO finance the basics

How Hackney Homes is funded To be covered in:

Audit

Risk — Specialist courses provided in
Internal Control house or externally

— Briefing by Finance / key staff

Performance
Current Hackney Homes’ To be covered in:
performance
Comparing with others — Briefing by key staff
Assessing performance
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Services to Residents

Resident profiles

Resident involvement
Consultation

Role of Resident Board Member
Newsletter

To be covered in:

— Briefing by operational Head of
Department / key staff
— Relevant documentation

Maintaining Hackney Homes’ Housing

Strategy To be covered in:
Maintenance & improvement
programmes — Briefing by operational Head of
Adaptations Department / key staff
— Relevant documentation
Regeneration

Regeneration Strategy
Hackney Council’s Role
Regeneration Programme

To be covered in:

— Briefing by operational Head of
Department / key staff
— Relevant documentation

Plans and Challenges

Current and future plans for Hackney
Homes
Challenges facing the ALMO

To be covered in:

— Meeting with Chair and CE

7. Welcome Pack

At the time of appointment each new board member receives a Welcome Pack. This

includes:

Meeting Timetable

Hackney Homes’ CE and Directors’ biographies
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Exec & Governance Team contact details

Hackney Homes’ Board Members’ biographies
Board Members’ contact list

Board Member mentor “Buddy” contact details
Hackney Homes’ organisational chart

Terms of Reference

Procedure for Effective Board and Committee Meetings
Minutes of relevant Board over past 6 months
Memorandum & Articles

Expenses Policy & Forms

Declaration of Interests form

Equality & Diversity Policy

Equality & diversity form

Induction Scheme

Hackney Council’s Mayor’s Priorities

Hackney Homes’ Mission Statement and Objectives

Key Documents - available in hard copy or electronically
— Annual Report
— Business Plan
— Delivery Plan
— Budget
— Core Policies
— Performance Update
— Inspection Report
— Residents’ Newsletters

Although these are RSL publications, still relevant | think
National Housing Federation publications including:
— In Control — board member manual
Competence and Accountability - Code of Governance
Internal Control
Action for Effective Boards
Jargon — social housing terminology explained

8. Monitoring the Induction Process

The Chair and the Governance Manager are responsible for ensuring that the
process is in place. The scheme as a whole is overseen by the Chair and
Governance Manager, supported by the Governance Team.

At the end of the process the board member is asked for feedback on how well

the process worked, whether it met their expectations and any changes they
would like to see for the future.
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9. Induction Checklist
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Target Time

When Achieved?

At time of Appointment

Attend Board Meeting as observer

Receive relevant board papers for past 6
months

- discuss key issues which have arisen /are
due to be discussed - with Chair/mentor

(ongoing for 6 months)

Meeting with Governance Team to:
- Agree induction programme / sign
- Confirm personal / contact details

- Complete Board Member Governance

Record details
- Receive Welcome Pack
- Take photograph/arrange pass
- Arrange for“Inside Housing”
- Sign Code of Conduct
- Declaration of Interests
- Equalities Form
- ICT Policy Documents
- H&S Policy
- HH Committee Selection Form.

Within 2 Weeks

Meeting with Chair & Chief Executive

-One to one or group up to 3 new members

Meet Mentor

Overview of Hackney Homes and the
environment it works in

Within 1 Month

Meet members of Executive Team

Briefing on Business Plan

Briefing on key issues relevant to board
member’s position

Training on Governance issues including:

Role of BM
Code of Conduct
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Standing Orders
Effective meetings

Target Time

When Achieved?

Within 2 months

Introduction to the work of each Department —
group briefing sessions by operational Heads
of Departments

Briefing on funding / finance issues

Within 3 months

Meet operational Heads of Department

Visit key estates, and sites with relevant
Director

Attend NHF course — “Introduction to Social
Housing”

Within 4 months

Attend training on: Equality & Diversity

After the Process

board member to complete Induction
feedback form
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Topic Covered

When

How

Hackney Homes

Business and areas of operation
Housing and services provided

Who Hackney Homes provides its housing
and services for

How Hackney Homes meets housing
needs

Board and Staff structures

Who does what in Hackney Homes
Role of CE, Executive Team members,
Governance Team

Hackney Homes’ stakeholders
Working with other organisations

Key Documents

Strategic Plan

Annual Report

Memorandum & Articles

Terms of Reference

Financial Regulations

Board members’ Code of Conduct
Risk Strategy / Risk Map

Audit Reports / Management letter
Core Policies

Governance

Code of Conduct

Board and Committee Structure
Insurance

Expenses

Dealing with complaints
Conflicts of interest

AGMs

Relationship with the Council
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Topic Covered

When

How

Being a Board Member

Role of the Board Member

Hackney Homes’ expectations of board
members

What board members can expect from
Hackney Homes

Board and Committee Meetings

Attending Meetings — Standing orders
explained

Role of Chair

Role of board member in meetings
Procedure for effective meetings

The Social Housing Sector

Setting the Scene
Current trends
Key organisations
Inspection

Finance and Funding

ALMO finance — the basics
How Hackney Homes is funded
Audit

Risk

Internal Control

Performance

Current Hackney Homes’ performance
Comparing with others
Assessing performance
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Topic Covered

When

How

Services to Residents

Resident profiles

Resident involvement
Consultation

Role of Resident Board Member
Newsletter

Maintaining Hackney Homes’ Housing

Strategy
Maintenance & improvement programmes
Adaptations

Regeneration

Regeneration Strategy
Regeneration Programme

Plans and Challenges

Current and future plans for Hackney
Homes
Challenges facing Hackney Homes

Other Needs ldentified
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Board Member Name:

Sent Received Officer | Tick
ltem Documents Comments "
Date Date Initials | box
A Board Member Declarations of
Interest Form
B Board Member Register of

Interest

Board Member Code of Conduct
C | Section 2: Propriety, Openness
& Equality of the Board

D ICT Policy Documents
Email and Internet Policy

E Health & Safety Policy

Hackney Homes Board Member
Ethnicity Monitoring Form(

F | Which addresses the 6 strands
within the Hackney Homes
Equality & Diversity Policy)

Board Member Identification
G | Card Request Form
(access to building)

Hackney Homes Board Member
dietary requirements, dates to
avoid & any special ICT
requirements

Hackney Homes Committee
Selection Form
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