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A AGENDA Part A (Open to the public)  

 
Item Presenter  Subject Status Page 

Number 
Duration 

  Open Items    
 
1.  

 
Chair 
 

 
Welcome/Apologies/Introductions 
 

 
Information 

  
2 mins 

 
2. 

 
Chair 

 
Declarations of Interests 

 
Information 

  
1 min 

3.  Chair Questions received from the public 
 

Information 
(Verbal) 

 2 mins 

 
4.  

 
Chair 

 
Minutes of  3rd December 2007 (Part 
A) and matters arising  
 
 

 
Decision 
 
 
 

  
5 mins 

 
5.  

 
S Noonan 
 

 
 Chief Executive’s Report  
 

 
Information  
(Report) 
 

  
10 mins  
 
 

       
      6.  

 
S Noonan / 
G 
Penticost / 
N Isaac 

 
Hackney Homes Performance 
November 2007 
 

 
Information 
(Discussion) 

  
1 min 

 
      7.  

 
N Mukerji  

 
Service Level Agreements – Sign Off 
Reports: 
 

(a) Parking SLA; 
(b) Aids & Adaptation SLA. 

 
For Approval 
(Reports) 

  
10 mins 

 
     8.  
 

 
G 
Penticost 

 
Revised Asset Management Strategy 

 
For Approval 
(Report) 

  
10 mins 

      
     9. 

 
N Isaac  

 
Rent Setting Presentation 

 
Presentation 

   
10 mins 



 

 

 

 

 
    10. 
 

 
N Isaac 

 
Consultation Policy  

 
For Approval 
(Report)  

  
 5 mins 

 
    11.  

 
G 
Penticost  

 
Decent Homes Quarterly Review 
Report 

  
Information  
(Report) 
 
 

  
 10 mins 

 
    12.  

 
Chair  
 

 
Any Other Business 

 
Information  

  
2 mins 

     
 
    13. 

 
 
Chair  

 
 
Date of Next Board Meeting: 
 
17th March 2008 at 6.30pm 
(Christopher Addison House) 

 
 
Information  

 
 

 
 
1 min 

 
AGENDA B – Part B (Not Open to the Public) 
 
The following items form part of the Hackney Homes Ltd Board Agenda B and are 
not open to the Public: 
 
Hackney Homes Board Meeting Agenda B – Part B on Mo nday 21st January   
2008:        
 

1. The Minutes of 3rd December 2007 – Part B  and matters arising (this Minutes 
Document cannot be disclosed as it contains confidential and commercially 
sensitive information); 

 
2. Hackney Homes Ltd – Committee Report in October 2007 (this Minutes 

Document cannot be disclosed as it contains confidential and commercially 
sensitive information. Attendees of the above meeting have received copies of 
the minutes document); 

 
3. IHMS Report (this report cannot be disclosed as it contains confidential and 

commercially sensitive information); 
 

4. Hackney Homes Estates Services Restructuring (this report cannot be 
disclosed as it contains confidential and commercially sensitive information; 

 
5. Recruitment of Chief Executive for Manor House Development Trust  

(this report cannot be disclosed as it contains confidential information); 
 

6. Hackney Homes Delivery Plan – Update (this is a verbal update item which 
contains confidential and commercially sensitive information);



 

Hackney Homes Ltd 
 
PART A Minutes of Board of Directors, held at Christopher 
Addison House, 72 Wilton Way, Hackney E8 1BJ  
 
On 3rd December 2007 at 6.30PM 

ITEM: 4 
 

 

 

 

 
Present Board Members 

 
Rupert Tyson (Chair) 
Afolasade Bright 
Alice Burke 
Jonathan McShane 
Feryat Demirci 
Marie Photiou 
David Larkin 
Danny Sutcliffe 
Brian Marsh 
Linda Kelly 
Asim Bhattacharyya 
 
 

Officers                                             Observer                   
 
Susmita Noonan                                Ann Lucas  
Gary Penticost                                    
Neil Isaac                                     
Nilavra Mukerji 
Pat Ronayne  
Robin Smith 
                                   
 
 
Stakeholder Representative 
Stephen Tate 
 

 
Item 
 

Part A – Open to the Public Action Date 

1.  Welcome / Apologies / 
Information Introductions  

Apologies were received from Audrey Villas. 
 
Samantha Lloyd did not attend. 
 
The following individuals were introduced to the Board: 
 

·  Ann Lucas – Facilitator; 
·  Jonathan Gath – Interim Governance Administrative Assistant; 
·  Natalie – Shaw Cameron – Interim Governance Officer. 

 

  

2.  Declarations of Interest 
 

None.   

3.  Questions received from 
the public 

None. 
 

 
 

 
 



 

Hackney Homes Ltd 
 
PART A Minutes of Board of Directors, held at Christopher 
Addison House, 72 Wilton Way, Hackney E8 1BJ  
 
On 3rd December 2007 at 6.30PM 

ITEM: 4 
 

 

 

 

4. Minutes of 12 th November 
2007 – Part A and matters 
arising  

Agreed. 
 
Matters Arising – Susmita Noonan advised that: 
 

·  Rupert Tyson and Alice Burke had attended a recent Star Chamber Performance 
Meeting in which Hackney Homes’ complaints and Board Member Enquiries were 
analysed. Susmita Noonan stated that the complaints and Board Member Enquiries 
would be evidenced in the January 2008 Hackney Homes Performance Report.  

 
 
 
 
 
 
 
 
SN / JB / 
VP / AJ 

 
 
 
 
 
 
 
 
21st Jan 08 

 
5. Chief Executive’s Report 

 
The Chief Executive (Interim) and the senior management of Hackney Homes answered 
questions from the CEO’s Report: 
 
 

·  Susmita Noonan (paragraph 3.2) – requested Board Member volunteers for the 
Hackney Homes Star Chamber Panels for repairs, voids, antisocial behaviour, 
complaints and rent. Susmita Noonan stated that the times/venue of these meeting 
would be arranged in conjunction with Board Members; 

 
·  Neil Isaac (paragraph 4.1) – confirmed that Hackney Homes had offered the position of  

Independent Board Member to an individual and that further interviews would be 
conducted to find another Independent Board Member; 

 
 

·  Robin Smith (paragraph 7.2) – confirmed that there was a delay concerning the 
Woodberry Down Project (the old school site). However, an application might be 
decided upon in January 2008 and work should begin, pending the issue of planning 
permission, about three months thereafter (possibly Spring 2008); 

 
 
·  Robin Smith (paragraph 7.4) – confirmed that Hackney Council’s preferred option was 

that a new Academy be placed at the Woodberry Grove North site. 
 

 
 
 
 
 
SN / Gov 
Team 
 
 
 
NI / DOC 
 
 
 
 
RS 
 
 
RS / LBH 

 
 
 
 
 
By Jan 08 
 
 
 
 
By Jan 08 
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ITEM: 4 
 

 

 

 

6. Hackney Homes 
Performance – October 2007 
 

Noted.  
 
 

  

 
7. Alcohol & Substance 
Misuse Policy 

 
The Board noted this report and approved the policy. 
 

 
 

 
 

8. ICT Policies; 
 

(a) ICT Security Policy; 
(b) Mobile Phone Policy; 
(c) Mobile & Wireless 

Computing Policy 
 

 
 
Neil Isaac confirmed that implementation of the policies would begin next year. 

  
The Board noted the policies and approved polices (a) – (c). 
 

 
 
 
 
 
 

 
 
 
 
 
 

9. Board Member Issues 
 

(a) Code of Conduct; 
(b) Board Member 

Attendance; 
(c) Investigations 

Procedure. 

The Board approved reports (a) – (c) subject to the following amendment (amendment to 
section 2 of the Hackney Homes Board Member Committee / Board Meeting Non Attendance 
Permissions Procedure): 
 
“Board Members should give reasonable notice to the Hackney Homes Chair and The 
Governance Team if they are unable to attend that meeting”. 

  

 
10. Residents’ Open Day – 
20th February 2008 

 
Linda Kelly suggested that the event should include as many ethnic stalls as possible e.g. 
Turkish, Kurdish and Muslim to ensure that the event was reflective of the diverse communities 
within Hackney.  
 
Susmita Noonan confirmed that she would contact Linda Kelly to discuss ethnic communities 
within Hackney. 
 
Susmita Noonan confirmed that there was a Hackney Homes Residents’ Open Day – 20th 
February 2008 Steering Group which was led by Sally Raphael. 
 
The Board suggested that Hackney Homes must complete the following: 
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ITEM: 4 
 

 

 

 

·  Send invitations to schools within the Hackney area; 
·  Send invitations to disability and elderly groups and consider providing a regular 

transport service for these individuals (for travel to / from the event); 
 
Susmita Noonan advised that all / any Board Member ideas associated with this project should 
be sent to Neil Isaac, Sally Raphael and herself. 
 
The Board approved the report. 

 
 
 
 
NI / SR / 
SN 

 
 
 
 
By 21st 
Jan 08  

 
11. Repairs Policy – Garden 
Fencing Issues 

 
Gary Penticost confirmed that he was currently arranging a budget meeting with Linda Kelly 
and service providers to discuss funding and resources issues surrounding this project. 
 
Linda Kelly advised that Hackney Homes should approach the following service providers for 
funding and/or assistance: 
 

·  Age Concern; 
·  ESB; 
·  Police Pay Back Team. 

 
Brian Marsh requested that the Probation Service be included in this project. 
 
David Larkin advised that street properties should be included in this project. 
 
Susmita advised that the Board would receive, in the next quarter, a written report concerning 
estate environment issues. 
 

 
 
 
 
 
 
 
 
 
 
 
GP / LK 
 
GP / LK 
 
SN / GP . 
NI 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
19th May 
08 

 
12. Any Other Business 

 
The Board decided that all forthcoming Hackney Homes Board Meetings would take place on a 
6 weekly basis. The Board confirmed that the scheduled Hackney Homes Board Meeting of 
14th January 2008 was to be rescheduled.  
 
Hackney Homes would inform residents, unions, TRAs Chairs, resident representatives, etc of 
all new Hackney Homes Board Meetings dates via emails, letters, notices and the Hackney 
Homes website. 

 
 
 
 
 
Gov Team 
/ Comms 
Team 

 
 
 
 
 
By 7 th Jan 
08 
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ITEM: 4 
 

 

 

 

 
 
The Board decided the following: 
 

·  That Audit & Finance Committees would take place on a “bi – monthly” basis; 
 

·  That  there would be “virtual” (electronic) monthly Hackney Homes Procurement & 
Budget Meetings; 

·  That all other Hackney Homes Committee Meetings would occur as per their current 
cycles. 

 
 

 
13. Date of Next Board 
Meeting 

 
To be arranged (late January 2008). 

  

 
 
 
Signed as a true record of this meeting ___________________________Chair      Dated ________________ 
 



 

 

  
 
 
Title of Report:  CHIEF EXECUTIVE’S REPORT 
 
Decision Making Body:  
Hackney Homes Board  
 

Date:  Monday 21 st January 2008  

Classification: FOR INFORMATION Report of:   
Chief Executive (Interim) – Susmita 
Noonan  

Item Previously considered at:    
 

On Which Date:              N/A  
 

Report Author: -   
Chief Executive (Interim)  
020 8356 3671 

Appendices:    None 
 

 
 
Paragraph 1.0 
 

- Summary of Report 
 

Paragraph 2.0 - Delivery Plan 
 

Paragraph 3.0 
 

- Performance  

Paragraph 4.0 - Recruitment 
 

Paragraph 5.0 - 2 nd Annual Hackney Homes Active Residents Awards 
 

Paragraph 6.0 -  2 nd Annual Hackney CrackDown Project Conference 
 

Paragraph 7.0 - Out of Hours Service 
 

Paragraph 8.0 
 

- Update on Woodberry Down Regeneration Scheme 
 

Paragraph 9.0 
 

- Rent Setting and Budget Update 

Paragraph 10.0 - Asbestos Update 
 

Item No. 5 



 

 

 
 
 
1.0 
 
1.1 
 
 

SUMMARY 
 
This provides an update to the Board since the last meeting on 3rd 
December 2007.  

2.0 
 
2.1 
 

DELIVERY PLAN  
 
The Delivery Plan will be signed off by Hackney Council.  

3.0 
 
3.1 
 

 PERFORMANCE 
 
See Item 6 on the Agenda.  

4.0 
 
4.1 
 
 
 
4.2 
 
 
4.3 

RECRUITMENT 
 
The Board has confirmed its appointment of Charlotte Graves as Chief 
Executive. It is anticipated that Charlotte will commence with Hackney 
Homes in April 2008.  
 
Recruitment is also underway to fill post of the Director of Housing, as I will 
be leaving in March to join Ealing Homes as their CE.  
 
Discussions are taking place between Charlotte and myself regarding 
briefings and handover arrangements.  
 

5.0 SECOND ANNUAL HACKNEY HOMES ACTIVE RESIDENT AWARDS  
 

5.1 The second annual Hackney Homes Active Residents Awards were 
presented on Thursday 13th December at the Town Hall Assembly Rooms. 
 

5.2 For the first time, the Awards were celebrated with an invitation-only gala 
dinner, with invitations sent to Panel Chairs, TRA Chairs and other 
residents who have been involved with forums and mystery shopping.  
 

5.3 The gala dinner acknowledged the winners and runners-up in three event 
categories: Resident of the Year, Resident Group of the Year and Young 
Resident of the Year. Winners received a trophy as well as £1,000 to spend 
on their involvement work and personal development.  
  

5.4 Nominations for the awards opened in September 2007 with a wide-
reaching campaign involving newsletter articles, advertisements in Hackney 
Today and Hackney Gazette, letters to all TRA and Panel groups, and the 
website. We also worked with CityZen for assistance with the youth 
category.  
 
 
 



 

 

5.5 Feedback cards have been sent to all attendees and an evaluation report 
will be prepared in February. Early indications from the cards returned so 
far show that the awards were well received, that the event was ‘better than 
expected’, that attendees knew about the nomination process, and that they 
favour an annual event. Press coverage from the event has also been 
positive, including a double page spread in Hackney Today. 
 

6.0 
 
6.1 

2ND ANNUAL HACKNEY CRACKDOWN PROJECT CONFERENCE  
 
This Conference is to take place on Thursday 24th January 2008 at the 
Queensbridge Centre, Holly Street from 9.30am-4.30pm. 
 

6.2 The aim of the Conference is to recognise the need for greater awareness 
about substance misuse amongst young people, especially among all 
agencies involved in reducing the numbers of crack houses or other 
residential areas where Class A drugs are being used. 
 

6.2 The Conference is ideal for those who are working to tackle drug use 
especially within residential areas. This includes Substance Misuse 
Personnel, the Police Service, Health and Social Care Services, Housing 
and the Voluntary Sector and anyone involved in tackling drugs misuse and 
anti social behaviour in and around the London Borough Hackney. 
 

6.3 The purpose of the Hackney CrackDown Project is to reduce the number of 
crack venues or other residential areas where Class A drugs are being 
used, and to reduce the incidence of anti social behaviour and crime in the 
area.  
 

6.4 Developed as a model multi-agency and inter-governmental project, 
CrackDown brings together key agencies and officers representing both 
local and central government to tackle the emerging crime and anti-social 
behaviour problems known to be generated by the establishment and 
continued operation of residentially-based crack houses. 
 

6.5 
 
 
 
 
 
 
 
 
 
 
 
 
 
6.6 

 The main aims of the Conference are to: - 
�  Discuss the achievements of the CrackDown Project to date.  
�  Discuss how to make our communities safer through improved local 

working and sharing information. 
�  Explore how all partner organisations can make their services 

accessible to young people who are at risk of, or have developed 
problems associated with substance misuse. 

�  Explore how to deal effectively with the sale and abuse of drugs in the 
Borough by young people, and other associated crimes related to drug 
misuse.  

�  Highlight support systems available for parents and carers whose drug 
or alcohol misuse places their children at risk of child abuse and neglect. 

�  Share experiences and good practice through interactive in-depth 
seminars.  

�  The Chair will be attending this event, but further representation from 
the Board would be welcome. 



 

 

 
 
 

7.0 
 
7.1 
 
 
7.2 
 
 
7.3 

OUT-OF-HOURS SERVICE 
 
The Out-of-Hours Service has been brought back in-house since August 
2007 after the call-handling function was procured.  
 
A guide has been produced for all staff and residents informing them of the 
changes which have been made to reflect the revised Repairs Policy.  
 
A draft procedural guide is available on request, which clarifies access to 
the Service and the links between the daytime and out-of-hours service and 
the links with other services provided out of normal working hours, e.g. 
Thames Water. 
 

8.0 
 
8.1 

UPDATE ON WOODBERRY DOWN REGENERATION SCHEME  
 
Given below is a summary of progress since the last Report: - 
 

8.2 The detailed Planning Application for the first site is now expected to be 
considered at the February meeting of the Planning Sub-Committee, giving 
a start on site in July. 
 

8.3 The Outline Planning Application for the whole of Woodberry Down is 
currently being revised to bring it into line with the changes arising from the 
relocation of the planned Academy and the consequent land-swap 
agreement with Berkeley Homes. These revisions will require a period of 
statutory public consultation in March/April with the revised application likely 
to be considered by the Planning Sub-Committee in June 2008. Work on 
the s106 (planning gain) agreement is getting underway to ensure that the 
Outline Planning Consent can be issued swiftly following the Sub-
Committee decision. 
 

8.4 The revised Principal Development Agreement with Berkeley’s is nearly 
completed with minor drafting points to be finished and the Agreement 
should be signed in mid-January. This important step will enable work to 
begin in earnest on planning the remainder of Berkeley’s programme for the 
first phase. 
 

8.5 Procurement of the RSL for the remainder of the development, Phases 2 – 
5, is continuing and remains on track. Evaluation of the RSL’s final 
proposals is timetabled for late March with Cabinet approval of the 
preferred partner due in April. 
 

8.6 Decant and re-housing activities remain on programme and this will lead to 
demolition and clearance of a further two blocks to kick-start the area’s 
regeneration. 
  

  



 

 

9.0 
 
9.1 

BUDGET AND RENT SETTING UPDATE  
 
A presentation on the rent and budget setting will be given at the Board. At 
the time of writing this report the overall HRA budget position was not clear 
as the HRA subsidy determination had not been issued, it is anticipated that 
this will be issued some time prior to the Board meeting. LBH and HH 
officers had been discussing the Hackney Homes management fee on the 
basis of the formula set out in the Management Agreement with the 
Council. However the Mayor has asked us to consider the implications of a 
7.5% reduction on salaries budgets. 
 

9.2 Tenants have been consulted on rent increase options of between 5% and 
12%. Subject to the uncertainty outlined above an increase of 6% would be 
required to achieve a standstill budget. 
 

10.0 
 
10.1 

UPDATE ON ASBESTOS  
 
Given below is a summary of progress:  
 

10.2 The Council and Hackney Homes do not currently have the data required to 
satisfy our obligations under the Asbestos (safety at Work) Regulations 
2006. The data provided to HH by LBH was incomplete, non-compliant and 
inadequate for the purposes of meeting our obligations. At present there is 
no compliant data in respect of communal areas for any of HH stock. 
 

10.3 Data for internal surveys where adequate has been loaded onto the 
Codeman 4 Asset Management database but no compliant communal data 
is available. 
  
The suppliers of the data (LBH Pollution Control) have had their SLA 
terminated and a supply chain Asbestos survey company has been 
appointed through the Decent Homes Programme, which can meet all 
Property Services Surveying needs. 
  
An archetype survey of the stock has been ordered from the supply-chain 
partner, which will enable all communal areas to receive “cloned” data, 
pending full surveys carried out under planned and other programmes, prior 
to commencement. This will enable us to manage the risk in the short-term 
by advising operatives of the likely locations of Asbestos.   
 

 
 
 
Susmita Noonan 
Chief Executive (Interim) 
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·  Paragraph: 1.0 - Summary of Report; 
·  Paragraph: 2.0 - Recommendation(s) to the Board; 
·  Paragraph: 3.0 – Background; 
·  Paragraph: 4.0 – Proposals; 
·  Paragraph: 5.0 -  Impact Upon The Hackney Homes Bus iness Plan; 
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Item No.   
7(a) 



 

 

Parking SLA Report  

1.0 Introduction  

1.1 This report sets out the financial and service implications for the new Parking Service 
Level Agreement negotiated between Hackney Homes and LB Hackney. 

1.2   It seeks approval for the new SLA attached appendix 2. 

2.0 Recommendations 
 
2.1 The Board approve the SLA subject to the approval of the Resourcing Our Priorities 

bid (ROP) for an additional £50K being approved by the Council. 
 

2.2 The Board recommend to the Council that parking permit prices be raised by 15% 
subject to consultation with resident, to cover the costs of the enhanced service.  

 
2.3 The Board recommend to the Council that a provision of £30k be made to cover any 

shortfall if the income from enforcement is les than that estimated. 
 
2.4 The Audit of Finance Committee receive an update on performance and expenditure 

after 6 months or before 1 September 2008  
 

3.0   Background 
 
3.1    Until 2 years ago, parking enforcement was undertaken by Drakes,  

an external contractor.  After a decision by the contractor to terminate the contract, 
an interim service has been provided by the Council parking enforcement service. 

 
3.2    The interim service was agreed on a minimum cost and standard 

basis.  A revised service scope has been developed with residents, which has 
resulted in the new SLA being presented for approval. 

 
3.3     This matter has previously been considered by the Audit and    

Finance Committee on 2nd July 2007.  The Committee requested that further 
consideration be given to the financial implication of the proposed service.  Further 
work has since been undertaken to provide greater challenge and charity to the SLA 
costs for the proposed service enhancements.  An extract from the Hackney Homes 
Audit and Finance Committee Meeting appears at Appendix 1 of this report. 

 
Proposed Service Enhancements  
 

 Previous (interim 
arrangements 

New SLA 

Frequency  of visits ·  1 visit  per estate 
every 3 days 

·  10 priority estates 
to receive 1 daily 
visit (Mon-Fri) 

 
·  Other estates to 

receive 9 visits per 
fortnight 

Operating Hours  ·  9am till 5pm  ·  8am till 9pm 



 

 

4.0 Impact on HH Business Plan 
 
The enhanced service arrangements are proposed increase in parking permit costs are 
aligned with our business objectives: 
 
·  Excellent and Accessible Services  
·  Running Hackney Homes well  

5.0 Impact on Hackney Homes Risk Register 
 
5.1  Failure to implement effective service arrangements for parking enforcement        
       may impact on resident satisfaction with Hackney Homes. 
 
5.2  Consultation on increasing the cost of parking permits may be controversial  
       and impact on resident satisfaction with Hackney Homes.  

 

6.0  Consideration of the Hackney Homes  Equality and    
Diversity Strategy and Action Plan 

 
6.1  The enforcement provisions through this SLA and the enhanced visits regime will 

ensure that disabled bays on estates are not mis-used.                                                                 

7.0 Consultation process and findings 
 

7.1  A meeting was held to consult resident representation from each Neighbourhood.  
Residents asked for the enforcement service to be extended to cover evenings.  The 
SLA has been drafted accordingly. 

 

8.0  ICT Implications 
 

8.1 None 

9.0   Human Resources Implications 
�
9.1   None  

10.0  Financial Implications 
 
10.1 The costs and income to the HRA overall for the new SLA are set out below:  
 

Costs/Income Amount 
Cost of SLA  £295,260.00 
Projected income from enforcement 
2007/8 £(136,994.00) 
Expected income from parking 
permit at current change £(137,000.00) 
Net Shortfall to HRA    £21,266.00 

 



 

 

  
10.2 An increase of 15% in the cost of parking permits would cover the above 
        deficit. This would mean increases of  
 

·  £4.80 for an annual permit taking the cost to £36.80 
·  40p for a book for visitors permits, taking the cost to £31.10 

 
10.3 The proposed increase of 15% would still leave Hackney’s parking permit  
        charges favourable, compared to most neighbouring boroughs:  
 

·  Islington - £75 to £95 dependant on engine size 
·  Tower Hamlets - £70 
·  Newham - £15 
 

10.4 A break down of the SLA costs is given below:  
 

Charge Amount 
Enforcement costs 2007/8  £216,915.00 
Project Management, 
administration, processing, appeals     £78,345.00 

 
The £78,345.00 for project management, administration and processing is made up as 
follows:  
 

·  Project Management - £46k inclusive on cost based on 144 hours per month 
·  Processing Officer - £31K inclusive on costs (full time) 

 
10.5 The enforcement service will be provided through the Council by an external  

contractor.  These costs area based on an open procurement exercise undertaken by the 
Council. 
 

10.6 The income generated through the SLA will be income to the HRA not specifically to 
Hackney Homes.  Therefore, the new SLA can only be agreed if the ROP bid for an 
additional £50K is approved by the Council.  It is envisaged at the time of writing this report, 
that the bid will be approved in mid January 2008. 
 

10.6   The Board should note that income estimates provided in this report may vary.  
Therefore, if the income generated is less than the projected estimates, the net deficit may               
have to be borne by HH. 

11.0 Legal Implications 

11.1 This SLA will be a legally binding agreement and subject to the conditions as stated 
in Schedule 9 of the Management Agreement.  

11.2 The SLA can only be terminated at the end of the financial year, provided a notice            
of termination has been served by 1st September, the SLA must run until the end of 
the following financial year (potentially 18 months), unless termination is due to 
failure to perform. 

Attached:  

Appendix 1 – Extract from the Audit and Finance Com mittee Meeting – 2 nd July 2007  
Appendix 2 -  SERVICE LEVEL AGREEMENT  - Parking En forcement on Housing Estates 
 



 

 

 
Appendix 1 
 
     
 
 Extract from the Hackney Homes Audit & Finance Com mittee Meeting – 2 July 2007 
 
 
  

18. Parking-
Service Level 
Agreement 
 

Susmita Noonan informed the Committee on the details of the agreement.  
 
Susmita Noonan explained that the Parking SLA had been developed from  
feedback from the TMO and neighbourhood offices. 
 
David Curley brought attention to the uneven distribution of risk upon Hackney 
Homes, as projected tickets collected can not be accurately predicted, due to  
other external factors.  He suggested a band approach with a flat rate either side 
above and below the burden. 
 
The committee requested that the reports procedures be reviewed along with 
the financial terms. 
 
 

 



                                                                                                Item 7(a) – Appendix 2 

 

 
 
 
 
 
 

SERVICE LEVEL AGREEMENT 
 

Parking Enforcement on Housing Estates  
 
 
 
 
 

 
Period:  
 

 
2007/8 

Commencement date November 2007 

Monitoring cycle: 6  monthly 

Cost:  

Charging:  

Review date: May 2008 

  

Service Provided:  Project 
Management and Parking 
Enforcement on 48 Housing Estates 
across various locations in the 
borough. 
 

Service Received:  Parking 
Enforcement on 48 Housing Estates. 
 

Lead Officer 
 

Lead Officer 

Site Address 
London Borough of Hackney 
263 Mare Street 
London 
E8 3HT 
 

Site Address 
Hackney Homes 
Christopher Addison House 
72 Wilton Way 
London E8 1BJ 

Tel: 0208 356 8463 Tel: 
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Conditions of Service Level Agreement  

 
THIS AGREEMENT is made the   day of           2007 

 

11 BETWEEN 

 

Parking Services, London Borough of Hackney 

12 AND 

 

Hackney Homes (Company No: ………….) of or whose registered office is situate at Lower 

Clapton Road ………………………………………………  

 

WHEREBY Parking Services, London Borough of Hackney is required to provide parking 
enforcement and general maintenance on the 48 estates managed by Hackney Homes. 
 

 



 

 

 
Service Level Agreement  
 
 
Parking Enforcement Provisions on 48 Hackney Homes Estates.  
 

5.0 Introduction  
 
5.1 London Borough of Hackney Parking Services is operating as a supplier to 

Hackney Homes, by providing parking enforcement. The enforcement will 
be carried out by the Council’s parking enforcement sub contractor. The 
following enforcement types will be provided:  
 

·  Issues Penalty Charge Notice (PCN) 
·  Removal of illegally parked vehicles on the estates. 

 
5.2 Parking Services, London Borough of Hackney will provide all associated 

project management resource for managing enforcement and maintenance 
of 48 Hackney Homes estates. (Appendix 2) 

6.0 Relationship with Hackney Homes  
 
6.1 This Service Level Agreement (SLA) contains a description of the services 

which will be payable to Parking Services, London Borough of Hackney by 
Hackney Homes. 

6.2 Hackney Homes can not outsource any aspects of the services that are 
contained within this SLA. It is the responsibility of Hackney Homes to 
inform Parking Services of any changes required to the agreed services 
within the timeframes specified within this SLA.  

6.3 The enforcement service is subject to requirements outlined in Traffic 
Management Act (TMA) and Hackney Parking Services is subject to 
reviewing and meeting changes that occur to the statutory requirements. 
Hackney Homes may be subject to meeting any associated costs as a 
result of these changes.  

6.4 The Governance Arrangements will be used as a means of resolving 
conflicts and disputes unless this can be dealt with at the relevant level.  
Matters of concern that remain unresolved will be referred to the next level 
for resolution and ultimately to the SLA Overview Meeting. 



 

 

 

7.0   Enforcement Volume and Frequencies   
 
7.1 Parking Services, London Borough of Hackney will manage the associated 

PCN’s services of debt recovery, appeals, contract monitoring and the 
income generated for PCN’s issued on the enforced estates. 
 

7.2 Parking Services will be required to provide an enforcement service 
between 8:00am and 9:00pm Monday – Friday except on public holidays 
and weekends, as requested by Hackney Homes.  

 
7.3 Parking Service, London Borough of Hackney must ensure the 

enforcement contractor visit all priority estates (Appendix 2) once a day and 
all non priority estates to be visited every other day. 

 
·  10 priority estates must be visited every day  
·  38 non-priority estates will be visited 9 times a fortnight (Appendix 

1a) 
 
7.4 The expected level of enforcement is based on visits per day between the 

48 estates. 
 

7.5 Parking Services, London Borough of Hackney will identify infringing 
vehicles located within the Hackney Homes boundaries and enforce on 
such vehicles.  

8.0 Resources  
 
8.1 There will be one Project Manager (Housing Estate, Project Officer) from 

Parking Services responsible for managing the Hackney Homes estate 
project and act as an interface between Parking Services, London Borough 
of Hackney and Hackney Homes.  

 
8.2 It is the responsibility of the Project Manager to carry out all the 

administrative duties, attending necessary meetings in relation to the 
project, liaise with the nominated officer at Hackney Homes and ensure the 
reporting requirements are followed as stated in point 5.5 of this 
agreement. 

 
8.3 The Project Manager will be the first point of contact for all parking estate 

issues.  
 
8.4 The LBH will convene monthly meeting between Hackney Council Parking 

Service and Hackney Homes, including producing agendas, minutes and 
the circulation of the minutes. 

 



 

 

8.5 The Project Manager will be the first point of contact for Neighbourhood 
Office Parking Supervisors on parking issues and also to draft replies to 
complaint or members enquiries only for the agreed services contained in 
this document.  

 
8.6 The Project Manager will undertake all reasonable requests from Hackney 

Homes for parking information and statistics related to the services 
contained within this SLA.    
 

8.7 The allocated administrative cost for 2007/2008 will be £78,345.00.  The 
cost will cover the general management of the services provided  to 
Hackney Homes including: 
 

·  All project management resources  
·  Administrative cost for dealing and responding to PCN appeals. 
 

8.8 The cost will be reviewed annually in conjunction with the SLA when it is 
being reviewed or at the request for additional services that may impact on 
the level of work carried out by Parking Services. 

 
8.9 It is the responsibility of the Project Manager to ensure all the reporting 

requirements are adhered to and sent to Hackney Homes on a monthly 
basis. (See point 5.5) 

9.0 Communication  
 
9.1 All communication to Parking Services, London Borough of Hackney, from 

Hackney Homes shall be addressed to the authorised Project Manager. 
 

9.2 Parking Services, London Borough of Hackney shall have a Project 
Manager to act as the Parking Services representative for the purposes of 
this agreement, and shall give written notice of such nomination to Hackney 
Homes.  The Project Manager shall have all the rights and powers 
conferred by this agreement including the power to issue instructions and 
updates to Hackney Homes and Council’s Enforcement Contractor through 
the internal process within Parking Services. 

 
9.3 Parking Services London Borough of Hackney shall comply with and 

secure all notifications required under the Data Protection Act 1998 and 
shall comply with any request made or directions given in connection with 
the requirements of the Data Protection Act 1998.   

 
9.4 Parking Services, London Borough of Hackney, hereby agrees that if 

Hackney Homes or its employees gain access in the course of the 
performance of the service to information held by Parking Services 
consisting of personal data within the meaning of Section 1 of the Data 
Protection Act 1998, such information shall remain confidential and shall 



 

 

not be disclosed to any other person for any reason whatsoever without the 
express authority of the Council.   

 
9.5 The Project Manager must provide a monthly highlight report to be 

submitted to Hackney Homes within 10 working days of the end of the 
month. This will contain the following:  

 
·  Key performances for the project within reporting month.  
·  Key activities completed within the month and activities for next reporting 

period. 
·  PCN Income/Issue detailing the total number of PCNs issued and income 

generated. 
·  PCN Appealed/Cancellation which will be used to measure the quality of 

PCNs issued 
·  Enforcement Frequency to measure  Parking Attendant visits met in 

accordance to SLA agreement 
·  Change in Contractor Rates - Identifying additional cost to the SLA to be 

reviewed annually.  
 
An example of the highlight report is attached in Appendix 4.  

10.0 Financial Management  
 
10.1 Whenever under this agreement a sum of money is payable by Hackney 

Homes to Parking Services, London Borough of Hackney, or Parking 
Services wishes to recover any sum of money from Hackney Homes, the 
same may be deducted from any sum then due. Payment which at any time 
thereafter may become due to Parking Services under this agreement or 
any other contract with the Council or shall be recovered by Parking 
Services from Hackney Homes as a debt. 

11.0 Conditions on Service Required  
 
11.1 This agreement will supersede all prior negotiations, submissions or 

understanding with respect to the subject matter.  
 

11.2 No deletion from, addition to, or variation of theses condition shall be valid 
or of any effect unless agreed in writing and signed by an authorised officer 
for both parties.  

 
11.3 Parking Services, London Borough of Hackney shall measure and report 

upon its performance in meeting each of the individual Service Level on a 
monthly basis.  
 

11.4 Parking Services, London Borough of Hackney, shall review the service 
levels every six months throughout the term and make any changes in 
accordance with the Change Control Procedure to reflect changes in 



 

 

requirements. Please see Appendix 5 for a summary of the Change Control 
Process.  

 
11.5 Visits may vary if additional instructions are given and where time is 

allocated for parking attendant observation time for parking offences. 
Suspensions of enforcement may also affect the level of enforcement on 
individual estates. These are usually due to funerals/road and building 
works and are made at the Estate managers behest.  

 
11.6 A monthly compulsory meeting is required between Hackney Homes & 

Parking Services London Borough of Hackney. It is the responsibility of 
LBH to arrange this meeting. Advance notification will be provided to 
Hackney Homes where there is a cancellation of the meeting.  
 

11.7 Hackney Homes is responsible for informing Parking Services, London 
Borough of Hackney of any changes to the priority estates, such as 
changing estate names on the priority list or increasing the priority estates 
numbers one month in advance.  
 

·  Hackney Homes is required to give Parking Services, London 
Borough of Hackney one month notice to change or amend the set 
priority estate. 

 
·  Hackney Homes reserve the right to withdraw any estates and 

replace with another of a similar size provided a three month notice 
is given. This will be subject to cost evaluation and assessment.  

 
·  Hackney Homes is required to give Parking Services, London 

Borough of Hackney three months notice where the frequency level 
in enforcement patrols or number in priority estates has to be 
increased. 

 
11.8 Parking Services  through its sub-contractors  will also be required to 

remove and store vehicles in cases where: 

1. causing an obstruction which requires immediate remedy; 

2. persistent evaders; and 

3. misuse of Disable Blue Badge 
 
Vehicles will only be removed if requested by the estate manager due to 
the cost of the service (service is charged on a vehicle by vehicle basis). 

 
11.9 The costs for vehicle removal and storage service will be paid by Hackney 

Homes and charged in accordance with the agreed rates. (Appendix  1b) 
 

11.10  Any additional change in the enforcement regime can be made with three 
months notice by Hackney Homes. 



 

 

�
11.11 Vandalised or missing signs and lines will be replaced within 2 weeks of 

notification.    Hackney Homes will be notified through the reporting 
agreement and charged in accordance applicable to Parking Services. 

 
7.12 Enforcement on estates is conditional on the safety for the Parking 

Attendant. Enforcement levels on an estate may be impacted by 
threatening/abusive behaviour of residents. Where possible LBH will liaise 
with the Estate Management and with police to ensure the safety of the 
contractor however the number of visits is likely to be affected.  

 

13 8.0 Liability for Service 
 

8.2 No payment will be made to Parking Services, London Borough of Hackney, 
by Hackney Homes in respect of its performance before the Service  
Commencement date. 

 
8.2   Payments by Hackney Homes are to be completed within 14 days of being 

invoiced. The process of payment for enforcement under the conditions of 
this SLA are outlined below.  
  

·         Parking Services enforcement sub contractor will invoice Parking 
Services, London Borough of Hackney monthly for the provision of 
enforcement services on estates.  

  
·         Parking Services, London Borough of Hackney will invoice 

Hackney Homes at the beginning of each month for the services 
provided which will include general management services and the 
total monthly enforcement costs. Payment is to be received within 
14 days.  

   
·         Income generated through payment of PCNs to London Borough of 

Hackney will be calculated on a monthly basis and deducted from 
the service invoices to Hackney Homes. In instances where the 
revenue does not cover the cost, Hackney Homes will be invoiced 
accordingly.  

 
·  If the total income for the month exceeds the total cost for Hackney 

Homes, Parking Services, LBH will request that the amount owing 
is carried over to the next month’s invoice.  

 
·  Hackney Homes are liable for any costs incurred by Parking 

Services LBH throughout the year for maintenance of the estates. 
Any extra revenue that is remaining at the end of the year will be 
payable to Hackney Homes.  



 

 

·  Hackney Homes will be liable to pay Parking Services, LBH any 
extra amount owing at the end of the year where the service costs 
exceed the income generated.  

  
8.3 Hackney Homes is required to pay Parking Services, London Borough of 

Hackney for the services provided on a monthly basis; if payment is not 
received the frequency in the service may be reduced until full payment is 
received. 

 
 

14 9.0 Project Cost 2007/2008 
�
����������������	
����	�	����������
��������
��
��� �
	������  !"�  #$�
�

9.1  Parking Services cost 2007/2008 is made up of the annual staff 
cost for the project manager and administrative cost divided evenly 
over a 12 month period. 

 
9.2  Enforcement costs 2007/2008 are quoted in Appendix 3. Cost are 

payable monthly. Increase in costs will be due to RPIs and NJCs 
occur at the start of the contract year, 01 September.  

 
9.3  Removals are available on request as per Appendix 1b. 

�
Summary Costs and Revenue Total 
Hackney Parking Services Cost  
07/08 £78,345.00 
Enforcement Costs 07/08 £216,915.45 
Income Projection 07/08 *  -£136,994.00 
Grand Total   £158,266.45 
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15 10.0 Income Projection 2007/2008 
10.1  The Income Projection for 2007/08 is based on the revenue 

achieved in the financial year 2006/07. 
   
10.2 This is likely to raise as the numbers of teams increases; however a 

proportional increase is not likely because motorists parking illegally on 
estates will probably find alternative parking arrangements once their 
chances of eluding enforcement are reduced.  
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·  February’s figure replicated as March’s figure is unknown at the time of 
been written. 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

11.0 Additional Information�
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No. of 

Estates Visits per day  
Chosen No. 

of Teams  
No. of 
teams 

Total 
Number of 
available 
visits per 

day 
Each Estate      3  1 15 
Priority 10 1    2 30 

Non Priority 38 0.9211  

Chosen No. 
of visits per 

day  3 45 
Total visits   45  45  4 60 
        
        
COSTINGS        
        

Type Quantity 
Hours per team, 

per month  
Unit Cost per 

Hour  Monthly 
Annual 

Cost 
PA/Driver/Equipment 3 190  £30.88  £17,601.03 £211,212.36 

Supervisor 1 12  £15.71  £188.52 £2,262.20 
              

TOTAL         £17,789.55 £213,474.56 
No. of Weekdays per year minus B/holdiays      

253        
        
Average hours per month       

190        
        

�
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Housing Estates Parking Enforcement Project 

Detailed Highlight Report 
Period:  Summary position 

Project Officer   Last period (previous 
4 weeks): (R/A/G) 

 

This period: (R/A/G)*  

4 weeks 
 

Key activities completed in this reporting period 

Hackney Homes/Neighbourhood Officer 

Parking 

Parking & Hackney Homes 

Key activities for next period 

Hackney Homes /Neighbourhood Officers  

Parking 

Parking & Hackney Homes 

 

1 - Status Update (Narrative summary of current pos ition) 

 

2 - Status report against key criteria 

Key Status 
(R/A/G)* 

Commentary Planned actions / recommendations 

Eg. 1. Internal 
stakeholders are 
identified and engaged 

 
G

 

  

3 – Key activities completed in this reporting peri od 

see above  

4 – Key activities for next period 

see above  

  
R   

  
R   



 

 

 

 
 

Costs  

 HPS Cost Enforcement Costs Income Generated 
To Invoice Hackney 
Homes 

Status 

      

TOTAL      

 
�  Where Hackney Homes have not generated enough income to cover cost (HPS + Enforcement Cost - Income 

Generated) an invoice will be provided to Hackney Homes to cover payment.  
�  Where Hackney Homes has generated enough income to cover the (HPS Cost + Enforcement Cost – Income 

Generated) it will be shown as a minus in the table and held on account. 

·  Income generated   £ 

·  HPS costs £  

·  Enforcement costs £  

·  Total costs YTD £  

 

Service provision 

  
 
Table 1: Estate visits and tickets (PCNs) issued by  neighbourhood.  
 

 
Average Estate 

Visits  

Neighbourhood 
per 

Week 
per 

Month  

PCNs 
per 
Visit 

     
 
 
Table 2: Estate visits and tickets (PCNs) issued by  housing estate.   
 

  Month  Financial Year  Average 

Neighbourhood  Estate Name 
Total 
Visits 

PCNs 
Issued  

Total 
Visits 

PCNs 
Issued  

Visits / 
Week 

PCNs / 
Visit 

          

Table 3: Issue Rate and Revenue Forecast for Date 

 

 

 

 
 

 
 

5 – Enforcement activity and project costs.  

 
Neighbourhood 

Issue Rate & Revenue 
Forecast for ‡ 

   
   

 

6 – Risks 

Description Cat Prob Imp Mitigating 

actions 

Owner 

    �    
    �    



 

 

8 – Progress against work plan  

On target with the work that has been completed. The work on the proposed 30 housing estates still needs to be 
complete. This is on hold for a short period until Hackney Homes sign the Service Level Agreement. 

 R
 

Significant issues have arisen and urgent, corrective action is required immediately. 

 
A

 
Warning.  Significant issues are emerging which will require corrective action in the near future. 

 
G

 
No issues.  Progressing according to plan. 

7 – Issues 

Description Action/Solution Date of 
Resoluti
on 
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11 Where the Council or the Service Provider sees a need for a change to 
the Services or the Contract, then either Party may at any time request a 
change and propose an amendment to this Contract in accordance with 
the procedure set out below. 

11 Where the change incurs no additional charges neither the Council nor 
the Service Provider shall unreasonably withhold its agreement to such 
change. 

11 The obligations of the Parties to this Contract shall not be affected until a 
change control note in the form attached to this Schedule 5 (a “Change 
Control Note”) has been signed by the authorised signatory of both 
Parties. 

11 The Council shall not be responsible for the cost of any work undertaken 
or goods or materials ordered by the Service Provider or its sub-
contractors which has not been authorised in advance by a Change 
Control Note.  

11 The Council shall not be obliged to consider changes of a minor 
operational nature the extent and detail of which have been agreed prior to 
the commencement of the contract. 

PROCEDURE 

11  The Council and the Service Provider shall discuss changes proposed 
by either Party to this Contract and such discussion shall result in: 

 
(a) Decision not to proceed further; or 
(b) A written request for a change by the Council; or 
(c) recommendation for a change by the Service Provider. 

 
 Where a written request for a change is received from the Council, the 

Service Provider shall submit two signed copies of a Change Control 
Note to the Council within seven (7) days of such request. 

 
 A recommendation to amend this Contract by the Service Provider 

shall be submitted direct to the Council in the form of two copies of a 
Change Control Note signed by the Service Provider. 

 
 Each Change Control Note shall contain details of the change 

including, where applicable: 
 
(a) The title of the change; 
(b) The originator and the date of the request or recommendation 

for the change; 



 

 

(c) The reason for the change; 
(d) Full details of the change including any specifications; 
(e) The price, if any, of the change; 
(f) A timetable for implementation together with any proposals for 

acceptance of the change; 
(g) A schedule of payments, if applicable; 
(h) The impact, if any, of the change on other aspects of the 

Contract; 
(i) The date of expiry of validity of the Change Control Note; 
(k) Provision for signature by the Council if the change is agreed; 

and 
(l) The timescales within which the change is required. 

11  For each Change Control Note submitted, the Council shall, within the 
period of the validity of the Change Control Note evaluate the Change 
Control Note and, as appropriate: request further information from the 
Service Provider in which case the Service Provider shall provide such 
information as soon as reasonably practicable and in any event within 
seven Days, the request for information and the information once 
provided shall be deemed to be part of the Change Control Note, and 
the Council may approve or reject the Change Control Note upon 
receipt of the new information; or notify the Service Provider of the 
rejection of the Change Control Note. 

11  Change Control Note signed by both Parties shall constitute a variation 
to this Contract in accordance with the terms of the Contract. 

11  Authorised Signatories 

11  Where the change incurs no additional charges for the Council the 
authorised representatives for both Parties will act as authorised 
signatories. 

11  The authorised signatory for the Council will be the Council’s 
Representative subject to the provisions contained in Clauses 3.3. 3.4 
and 3.5 .  

11  In authorising any change the authorised signatory for the Council shall 
comply with the Council’s own constitution and any contract standing 
orders in operation at the time. At the commencement of this Contract 
the Council’s Contract Standing Order number 10.3 specifies the 
following: 

Where a variation is approved and has one or more of the following 
effects, or where the combined effect of a number of approved 
variations to a contract has one or more of the following effects, the 
Chief Officer will ensure that a written report setting out the variation/s 
with justification is presented to the next Audit, Finance and 
Procurement Committee: 

·  Extends the contract period by 50% or more, where this results in 
an extension of three months or more  



 

 

·  Adds more than 10% to the estimated value of the contract  
·  The works, good or services to be added or deleted from the 

contract result in the contract being substantially different in scope  
·  unless a proposed variation extends the time period or varies the 

scope or value of a contract so that the total value of the contract 
breaches or may breach EU procurement thresholds or regulations, 
in which case the Chief Officer shall obtain authorisation from the 
Director of Law and Democratic Services to proceed with the 
variation.  If the variation is authorised by the Director of Law and 
Democratic Services, the Chief Officer will ensure that a written 
report setting out the variation/s with risks and justification is 
presented to the next Audit, Finance and Procurement Committee. 
If variations are not authorised the Chief Officer shall follow the 
recommendation/s made. 

The authorised signatory for the Service Provider shall be deemed to 
be the Contract Manager in the absence of any written notification to 
the contrary from the Service Provider to the Council.  
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Report Author: Martin Weaver 
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Appendices:  
Appendix 1 - Draft Service Level Agreement 
 

 
1.0 SUMMARY 
 
1.1 This report requests approval to the draft Service Level Agreement [SLA] between 

Hackney Homes and the London Borough of Hackney  for the provision of 
Equipment and Adaptations for Hackney Homes’ residents who require such items in 
order to improve or enable them to continue to live in their home. It also reports on the 
actions taken in response to other concerns raised in the Audit Commission’s report. 

 
2.0 RECOMMENDATIONS 
 
2.1 The Board approve the Service Level Agreement as attached (Appendix 1) and note 

that the agreement will be considered by the Community Services Directorate 
Leadership Team on 12 Dec 2007. 

 
2.2 The Board note the actions taken in response to the concerns raised in the Audit 

Commission’s report. 
 
3.0 BACKGROUND  
 
3.1 Adaptations for people with disabilities or impairments have been undertaken for 

Council tenants on their homes for many years. The service has generally involved 
an input from Social Services or Community Services and from what are now 
Hackney Homes Property and Housing Services. 

 
3.2 The service is effectively delivered in partnership but no SLA has been agreed until 

now. The Audit Commission [AC] were critical of this fact and the attached 
agreement addresses this concern.  The agreement documents the current working 
arrangements and includes a development plan as a basis for ongoing 
improvement. 

 

Item No.  
7(b) 



 

 
 

 

3.3 The major concern raised by the AC was the lack of an SLA between LBH and HH 
relating to this service. This has been resolved through the development of the 
attached document. However, there were a number of other areas of criticism:  

 
 Issue Action 

1 Not maximising the 
learning available from 
end to end process 
monitoring and 
customer feedback 

An end to end monitoring mechanism is 
now in place and performance reports 
are presented to the monthly 
Development Group and quarterly 
Executive Group, now established. 
Performance and feedback will be 
reviewed and improvements 
implemented.  Satisfaction surveys are 
now being issued to all service users on 
completion of the work. A retrospective 
survey has also been sent to all users 
since April 07 in order to capture views 
of those receiving a service prior to the 
implementation of the above.  
Data received will be analysed and 
improvements devised at the above 
mentioned review meetings. 
 

2 Not separately 
monitoring HH 
adaptations from work 
in other tenures. 

The end to end monitoring system now 
in place allows analysis of the work 
relating to HH residents. 
Further work is planned to improve the 
functionality of the IT systems available 
and allow all who need access to be 
able to interrogate the system to check 
the stage any particular referral has 
reached and to analyse any aspect of 
performance. 
 

3 No service standards 
published and publicity 
for the service was not 
included in the 
Tenant’s Handbook or 
on the information 
leaflet. 

Service standards have been agreed 
for aspects of the service and areas 
where the contractual arrangements do 
not guarantee service response times 
identified. These issues will be 
addressed through the development 
plan. 
The agreed standards will be 
incorporated into a revised information 
leaflet and posters, added to updated 
and expanded data on the LBH and HH 
websites and added to future versions 
of the Tenant’s Handbook. 
 

4 Data not available on 
adapted property 
already existing to 
allow the Choice 

Five years of data on adaptations 
undertaken has been loaded on the 
new Asset Management Database 
system. CBL officers will be given 



 

 
 

 

Based Lettings 
process to identify and 
match the needs of 
new residents with 
properties available. 

access to the system. 
CS staff have been set up and trained 
on the use of Saffron and all new 
orders for adaptations will be raised on 
Saffron. This will enable data to be 
easily obtained in future. 
  

 
 
4.0 IMPACT UPON THE HACKNEY HOMES BUSINESS PLAN  
 
4.1 This SLA and the services it describes is aligned to the Hackney Homes business 

objectives of: 
 

·  Excellent and accessible services 
·  Modern Homes 
·  Running Hackney Homes well 

 
 
5.0 IMPACT UPON THE HACKNEY HOMES RISK REGISTER  
 
5.1 The Risk Register recognised [Item HH/8] that there was a risk that there would be 

a failure to achieve 2 stars through inadequate preparation. The lack of an SLA for 
the adaptations service and the other concerns mentioned in the table above were 
of particular concern to the Audit Commission and a factor in their rating  of 
Hackney Homes. Item HH/11 highlights the risks caused by any division of services. 
There is a risk that, from the perspective of service users, gaps will appear within 
the service due to its delivery being dependent upon separate organisations. 

 
5.2 This agreement aims to establish a working framework that will address  these 
risks in line with the ‘Actions Required’ on the register. 
 
 
6.0 THE HACKNEY HOMES EQUALITY & DIVERSITY STRATEGY  2006 /  
      ACTION PLAN 2007 – 2010  
 
6.1 The SLA is intended to ensure that the service is provided effectively  and 
efficiently by the parties to the agreement, such that service users  are provided a good 
and seamless service. The service is directly  aimed at supporting people with disabilities 
who may be considered  ‘vulnerable residents’. Equalities and Diversity conditions are 
included  within the SLA as required in the Diversity Action Plan. The ethnicity of 
 service users will be established at the time of assessment by  Community 
Services. 
 
6.2 A specific Equalities Impact Assessment will be undertaken in  December 
2008. Future consultation will be planned taking account of  the particular difficulties this 
group of service users may have with  getting to meetings or venues or other barriers to 
communication.  Opportunities to consult on services other than the adaptations 
service  will be explored where events are established with these ‘vulnerable’ 
 residents. 
 
 



 

 
 

 

7.0 CONSULTATION PROCESS & FINDINGS  
 
7.1 The agreement is the result of extensive joint work between HH  Property 
Services and LBH Community Services. Earlier drafts have  been circulated and 
observations made. Some of the issues have been  discussed at staff focus groups. 
Views and comments have been taken  into account with the final draft has also been 
circulated and comments  received and taken into account before presenting the attached 
 document to the Board. 

 
 

8.0 ICT IMPLICATIONS 
 
8.1 There are no direct ICT implications as a result of this SLA, although there is a need 

to develop greater accessibility to the database tracking all referrals from end to 
end. This will enable all parties to be able to know where each particular referral is. 
This is an item included in the Development Plan. 

 
9.0 HUMAN RESOURCES IMPLICATIONS  

 
9.1  The service involves staff in LBH Community Services and Neighbourhoods and 

Regeneration as well as staff within HH Property Services and Housing Services. 
Some elements of joint funding of posts have been agreed. Within the Development 
Plan there is an item which refers to reviewing and rationalising service provision 
through the identification of any overlaps or duplication. Should this reveal any impact 
on staffing, this would be subject to HR standard procedures at the time. It is 
understood that this may be more complicated due to the cross over between the 
parties to the agreement.  

 
10.0 FINANCIAL IMPLICATIONS  
 

 
10.1 There are no new financial implications arising from this agreement.  The 
agreement sets down the process already being followed in order  to fund the services, 
including bidding and approval mechanism and  monitoring arrangements. 
 
11.0 LEGAL IMPLICATIONS / ADVICE  
 

 
11.1 There are no Legal Implications directly arising from this agreement.  However 

the agreement does specify the Legislative framework within  which the service is 
provided. The agreement follows the standard  format for agreements between the 
Council and Hackney Homes and,  although not specifically listed as one of the 
agreements at the time of  inception, is in line with the Management Agreement 9th 
Schedule - General Terms and Conditions Governing the Service Level 
Agreement  for the provision of Support Services. 

 
12.0 OTHER RELATED DECISIONS / GUIDANCE  
 
12.1      N/A 
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·  Paragraph: 4.0 -  Impact Upon The Hackney Homes Bus iness 
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If you have any questions about this report, please  contact Alan Turner or Jonathan Oxlade on 0208 356  2147  
or email jonathan.oxlade@hackneyhomes.org.uk. 
 

Item No.  8 



 

 
 

 

 
 

 
1.0 SUMMARY 
 

1.1 The Board approved Hackney Homes’ Asset Management Strategy 
in September 2006. It was intended that the strategy be reviewed in 
the light of the Audit Commission inspection result, but in the event, 
the inspectors made a series of recommendations about how the 
strategy should be expanded to cover a much wider range of 
issues. Little of the original strategy has changed but it has become 
a much longer document. 

 
1.2 A revised strategy has been drafted which addresses all the issues 

raised by the inspectors. A wealth of new material is included in the 
document. Policies approved by the Board since the inspection, 
such as repairs, are included. The complete draft is at Appendix 2 
(circulated separately). The strategy is of necessity a lengthy and 
technical document and it is proposed (Recommendation 2.2) to 
produce a more accessible and shorter version. 

 
1.3 Many of the issues raised by the inspectors involve integrating 

separate, but related policies and procedures into the strategy. Not 
all of these are complete or have yet been approved by the Board. 
The Executive Summary (Appendix 1) describes these key 
activities and how and when they will be delivered. 

 
1.4 To ensure that the revised strategy is of the highest standard and 

reflects national best practice, Hackney Homes has used both the 
Chartered Institute of Public Finance and Accountancy (CIPFA) and 
the Housing Quality Network (HQN) to assist with its production. 

 
2.0 RECOMMENDATIONS 
 

2.1 It is recommended that the Board approve the revised Hackney 
Homes Asset Management Strategy and Executive Summary 
(Appendix 1 and 2). 

 
2.2 It is recommended that the Board approve the production and 

publication of a short Plain English version of the strategy. 
 

2.3 The Board are asked to note that, as per the Executive Summary, 
further policy development is required on sustainability, asset 
disposals, leasehold enfranchisement, energy efficiency, disabled 
adaptations and voids systems, which when approved by the Board 
will be included in the Asset Management Strategy. 

 
 
 



 

 
 

 

 
3.0 BACKGROUND  
 

 
3.1 The Audit Commission report included the following 

recommendation: 
 

Produce a revised Asset Management Strategy by: 
 
·  Carrying out a comprehensive sustainability assessment of all of 

Hackney Home’s property. 
·  Reflecting and re-profiling of supplementary borrowing approvals 

to 2013 and impact upon Decent Homes. 
·  Reflecting the Aids & Adaptations service. 
·  Reflecting policy in relation to void properties requiring major 

works or disposal. 
·  Introducing a robust and accessible asset management 

database to include information on asbestos, adaptations and 
internal property condition. 

·  Reflecting the new arrangements to deliver responsive 
maintenance. 

 
3.2 The revised strategy has addressed all of the above issues. More 

policy development work needs to be done on sustainability. It is a 
huge topic, including the economic future of assets, energy 
efficiency, environmental issues and projections of future demand. 
There are also implications for the disposal of assets which are 
uneconomic to retain and the enfranchisement of leaseholders in 
cases where there are no tenanted units remaining in a block. 
These issues are addressed in the strategy but further development 
work is needed. 

 
3.3 The re-profiling of borrowing approvals has been completed and 

included in the strategy. This involves a number of scenarios for the 
completion of the Decent Homes programme, depending on the 
award and timing of additional resources. 

 
3.4 Much work has been done on streamlining the disabled adaptations 

service, which is delivered jointly by Hackney Homes and the 
council. A Service Level Agreement is in preparation and, when 
approved, will be included in the strategy.  

 
3.5 A working group is reviewing the entire voids process, from the 

moment a property is vacated to when the new tenant moves in. A 
thorough review of void properties will link to the sustainability 
policies, above. When the Board approves the new voids system, 
the strategy will be revised to reflect the new arrangements. 

 



 

 
 

 

3.6 The Asset Management System database is being uploaded with 
all available data on asbestos, disabled adaptations, lifts and all 
other building elements. Additional surveys will be commissioned 
where there are gaps in the existing data. The data loading process 
will take until March 2008, but the system will go “live” in January 
and include enough information to allow future programmes to be 
planned in line with all the policies included in the Asset 
Management Strategy. All the resources are in place to complete 
this recommendation. 

 
3.7 The final recommendation relates to the new repairs policies 

approved by the Board in September. These have been 
incorporated in the revised strategy, and the when the policies are 
reviewed in March 2008, any revisions will be incorporated into the 
strategy. 

 
3.8 As well as addressing the Audit Commission requirements, the 

strategy includes other aspects of good practice. The strategic 
context is described and an analysis of future maintenance needs 
in included. There is information on value for money, consultation 
procedures and estate regeneration. All of this is aimed at securing 
an “excellent” rating from the Audit Commission’s next visit. 

 
4.0 IMPACT UPON THE HACKNEY HOMES BUSINESS PLAN  
 
Subject to Board approval, the Asset Management Strategy will become an 
appendix to the Hackney Homes Business Plan. 
 
5.0 IMPACT UPON THE HACKNEY HOMES RISK REGISTER  
 
The production of a revised Asset Management Strategy which includes 
specific scenarios relating to the profiling of ALMO credits addresses a Risk 
Register need to have alternative plans in place to deliver Decent Homes. 
          
6.0 THE HACKNEY HOMES EQUALITY & DIVERSITY STRATEGY  2006/  
      ACTION PLAN 2007 – 2010  
 
The main focus of the Asset Management Strategy is the housing stock. 
Therefore the main issues relate to buildings and property. Issues such as 
policies relating to vulnerable tenants are mentioned in the strategy but are 
based on separate policies that do specifically address the Equality and 
Diversity Strategy and that have been subject to Equalities Impact 
Assessments. 
 
7.0 CONSULTATION PROCESS & FINDINGS  
 
There have been extensive consultations with Hackney Homes’ staff and 
external advisors (CIPFA and HQN). The Audit Commission have required an 
extensive technical document to be produced, which the general reader may 



 

 
 

 

not find of much interest. Subject to the Board’s approval, it is proposed to 
produce a version of the strategy in Plain English that could be the subject of 
consultation with residents. 
 
8.0 ICT IMPLICATIONS 
 
Not applicable 
 
9.0: HUMAN RESOURCES IMPLICATIONS  
 
 Not applicable 
 
10.0 FINANCIAL IMPLICATIONS  
 
 Not applicable  
 
11.0 LEGAL IMPLICATIONS / ADVICE  
 
  Not applicable 
 
 
12.0 OTHER RELATED DECISIONS / GUIDANCE  
 
12.1 The revised Asset Management Strategy has been produced as a 
 direct result of the Audit Commission Inspection Report 
 recommendations from July 2007. 
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Asset Management Strategy  
 

Executive Summary  
 
1 Introduction 
 
1.1 Hackney Homes was set up in April 2006 as an Arms Length 

Management Organisation taking over the management and 
maintenance of the housing stock of the London Borough of Hackney 
(LBH) until 2011.  The Housing stock owned by LBH totals some 33,000 
homes, the majority of which is predominantly post war, medium or high 
rise flats and maisonettes.  The Council retain the freehold ownership of 
the stock, therefore our management approach and strategic asset 
management vision for the assets must reflect the objectives, priorities 
and strategic outcomes that have been adopted by the Council. 

 
1.2 Since coming into existence in 2006 our main focus of attention has been 

on delivering the target of having all the current stock meet the Decent 
Homes Standard by December 2010, making the current stock 
comfortable for residents and ensuring that we are customer focused.  
This has delivered real gains towards the Decent Homes Standard and 
delivered improved services to tenants in all areas of our operation. The 
strategy reflects this success but also deals with the challenge of keeping 
homes decent over the next thirty years. 

   
1.3 In this Asset Management Strategy we have developed our long-term 

vision for our assets and have taken the opportunity to stand back and 
identify those areas where further work is required to allow us to move 
forward to become an ‘excellent’ service provider. The Asset 
Management Strategy is an update of the version produced in 
September 2006 which takes account of the Audit Commission 
recommendations and the latest information on the stock and its future. 

   
1.4 This Executive Summary identifies those areas where additional work is 

required and the timescales in which we intend to achieve this.  Detailed 
reports in all these areas will be brought forward to Hackney Homes’ 
Board over the coming months. 
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2       Vision for the Assets 
 
2.1 Asset Management, at a strategic level is often defined as having “the 

right properties in the right place at the right time”.  In terms of the 
management of the housing stock, that philosophy holds true, and one of 
our roles at Hackney Homes is to: 

 
·  Work in partnership with the London Borough of Hackney in taking 

a strategic view on the overall demand for social housing within 
the Borough, seeking to identify our part in meeting that demand, 

·  Annually review the changing demographics and housing needs of 
the Borough, to map out how the characteristics of the housing 
stock meets both current and future needs and aspirations,  

·  Respond to the changing demographic and social needs by re-
engineering the housing stock portfolio as necessary. 

·  Maintain the housing stock to ensure that it meets current and 
future standards and aspirations, 

·  Annually review the resources available for investment in the 
stock, assess any funding gaps and re-visit stock option appraisal 
as appropriate, 

·  Manage the portfolio in a manner that contributes to the overall 
corporate objectives of the London Borough of Hackney, and, 

·  Take a long term view on investment in housing assets to reflect 
‘whole life’ costs, benefits and sustainability within the resources 
available. 

 
2.2 Our overall asset management vision is for: 
 

“A sustainable portfolio that provides safe, afford able and well 
maintained homes for our residents, within estates and 

communities in which people choose to live.”  
 
2.3 In seeking to achieve this vision we have developed six key delivery areas 

that are critical to our success, and which help explain what our vision 
means in practical terms: 
 

·  1. Housing Needs and Economic Sustainability 
·  2. Environmental Sustainability 
·  3. Stock Condition 
·  4. Service Levels 
·  5. Inclusion and engagement 
·  6. Value for money and affordability 
 We have considered each of the above delivery areas, assessed our              
current position, where we want to be and how we will get there. 

 
2.4 Clearly, the extent and pace of achievement against our vision is always 

dependent upon availability of resources, and individual delivery 
programmes and initiatives will be constructed and prioritised around 
available funding. Where there is a funding gap, all options will be 
appraised in the light of current government policy and funding regimes. 
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2.5 The main Asset Management Strategy lists the full range of actions that 

we propose to take in each of the Key Delivery Areas.  In this Executive 
Summary we set out the most important actions. 

 
2.6 In taking forward all these actions we shall be reviewing best practice in 

each area, including reference to other Housing Asset Management 
organisations and adopting or adapting that best practice where possible.  

 
 
3       Current Position, the Way Forward and Key A ctions 
 
Housing Needs and Economic Sustainability 
 
3.1 The overall demand for accommodation in the Borough remains high in 

all sectors and any properties that become available can be re-let with 
relative ease.  However data currently available to us suggests there has 
been a slight increase in the demand for smaller homes over recent 
years and there is a need to ensure that the current profile of Hackney 
Homes stock meets the needs of residents now and into the future, given 
changes to population, demography and social trends. 

 
Key Actions: By April 2008 we will undertake and co mplete a full 
Economic Sustainability Assessment of our stock, ta king into 
account the type, size, location and desirability o f our stock, estates 
and communities.   

 
We will subsequently develop a strategy that will t arget disposal of 
those parts of the portfolio that are economically unsustainable and 
identify properties for conversion or adaptation.  

 
We will also examine the issue of leasehold enfranc hisement e.g. 
on blocks where there are no longer any rented unit s. 

 
 
Environmental Sustainability  
 
3.2 Included within the Asset Management Strategy is an environmental 

sustainability policy which sets our Environmental Sustainability Mission 
Statement: 

 
“Hackney Homes will aim to ensure we take every prac tical 

opportunity to conduct our activities and use resou rces today in a 
responsible and sustainable manner.  We aim to prot ect the 

environment and meet the needs of the present witho ut 
compromising the needs of future generations. 

 
We will also take the lead for provision of advice and support to our 

residents to enable them to contribute to this unde rtaking .” 
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We have already implemented a number of environmental sustainability 
initiatives such as replacing older and less efficient central heating 
systems to reduce energy consumption, and increasing insulation to 
walls and roofs. The energy rating of Hackney Homes is in the top 
Quartile in London. 

 
In order for us to deliver on our mission statement we will need to ensure 
that there is increased awareness of sustainability issues in general, both 
within the organisation and by our residents. We recognise that 
resources may have to be re-directed in order to implement these 
policies.  

 
Key Actions: By September 2008 we will carry out a review of our 
current usage of sustainable and renewable resource s in day-to-day 
operations and construction contracts to ensure tha t the most 
sustainable resources are being used.  

 
We will review our current programme of energy effi ciency 
programmes with a view to full integration across a ll areas of repair 
and maintenance activity. 

 
We will work in partnership with the Carbon Trust a nd LBH to 
measure and reduce our carbon footprint, and to ass ess what 
adaptations are needed to respond to changing clima tic conditions. 

 
Stock Condition 
 
3.3 As a consequence of past budget constraints the current stock has 

suffered from long term under investment in planned and cyclical 
maintenance programmes of work.  Major investment through the Decent 
Homes programme has made significant improvements, so that by 1st 
April 2007 63% of our stock met the Decency Standard. The costs of 
clearing the repairs backlog, meeting the Decent Homes standard and 
bringing the stock up to a reasonable condition is estimated in detail in 
the strategy. 

 
Our new Asset Management Database, Codeman 4, is currently being 
populated with a range of condition data and will replace a number of 
separate systems. It will be used for the detailed planning of all future 
programmes of work. The use of hand held survey devices will enable 
immediate upload of all future surveys onto the system. Most of the 
existing records are paper based and being manually loaded onto the 
system 

 
The long-term maintenance of the stock at Decency standards and 
above is the biggest investment challenge we face. Cyclical repair and 
Decoration programmes are the key to this in relation to external 
elements. The Strategy proposes cycles of work and scopes of work that 
reflect this demand within an improved stock. 
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The 30 year profile of expenditure on the stock is contained within the 
Asset Management Strategy. 

 
Key Actions: The Asset Management System will be fu lly populated 
by March 2008 and capable of producing indicative p rogrammes by 
January 2008. The resources are in place to achieve  this.  

 
From September 2008 our planned and cyclical mainte nance 
programmes will be linked to the environmental sust ainability 
targets, above.  

 
Service Levels   
 
3.4 There are well developed and well understood service standards and 

KPIs on the Decent Homes programme. Other repair and maintenance 
programmes are consulting with stakeholders and developing service 
levels which are to be agreed with residents and the Board. It is 
important that these are reflected in the Asset management strategy. The 
Disabled Adaptations service needs particular focus as it makes such a 
difference to the quality of life for tenants. This service is jointly delivered 
by Hackney Homes and Hackney Council and an SLA is being agreed. 

 
   

Key Actions: We will continue to  ensure that, through consultation 
with our customers, we develop appropriate service standards for 
all areas of our work and that these are effectivel y communicated to 
the customer  and integrated into the Asset Management Strategy 
by April 2008.  
 
As well as implementing new service standards for t he Responsive 
Repairs and Aids and Adaptations Service, further w ork will be 
undertaken to carry out customer satisfaction surve ys and 
establish ‘end to end’ monitoring in order to measu re the impact, 
also by April 2008.   

 
Inclusion and Engagement 
 
3.5 We are fully committed to full participation of residents in all key 

decisions that affect them and their homes. A review of the overall 
residents’ involvement structure was carried out, and implemented in 
September 2007, following extensive consultation. A new resident 
involvement model for repairs and maintenance is being introduced, 
based upon the Decent Homes model which will be reviewed in March 
2008.  

 
Key Actions: We will continue to  engage with and listen to  residents 
regarding criteria for assembly of major works and security 
programmes as well as in contract management meetin gs relating 
to Decent Homes and all Planned programmes of work.  
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The review of the new tenant participation arrangem ents will be 
reflected in the Asset Management Strategy in April  2008. 
 
 

Value for Money and Affordability 
 
3.6 We have developed a Value for Money Strategy which is designed to 

ensure that we adopt best practice, improve efficiency and implement a 
culture of continuous improvement.  There has been improvement in 
performance in achieving value for money over the last year and this has 
been robust, substantial and externally verified. Service costs have fallen 
for some areas to levels comparable to or better than those for other 
inner London Housing organisations.   

 
On the Decent Homes programme, 10% savings have been achieved 
across all building elements on the first Year of our phase 2 programme. 
Our innovative approach to supply chain management is being shared 
with other organisations through a London-wide Consortium. Residents 
benefit by having predictable and reliable improvement programmes on 
their homes. A high level of satisfaction is consistently shown across the 
Decent Homes programme. 

 
 However there is still work to do in this area and there are some key 

areas, such as Planned & Cyclical maintenance, that still need to be 
addressed in order to ensure that the service is providing Value for 
Money. New contracts are being procured for these works which offer 
potential for further savings. 

 
Affordability is perhaps the biggest issue of all in a long term Asset 
Management Strategy. The sums of money needed to keep the housing 
stock in decent condition through to the middle of the century are large, 
several hundreds of millions of pounds. It is not known at this stage 
whether these resources will be available. Annual reviews of the future 
cost estimates in the Asset Management Strategy will be carried out. 

 
Key Actions: To procure a new Planned and Cyclical Maintenance 
contract, based upon the successful approach of the  decent Homes 
Programme.  
 
To annually review the level of resources needed to  keep the 
housing stock in decent condition.  
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4. Summary of contents of the full length version o f the Asset 
Management Strategy  

 
1. Executive Summary 
2. Introduction 
3. Strategic Context 
4. Housing Services 
5. Role of Hackney Homes (ALMO) 
6. About Hackney 
7. Hackney Homes Vision and Objectives 
8. Vision for Housing Assets 
9. Asset Portfolio Profile 
10. Service Area Summary 
11. Current Asset Management Performance 
12. Gap Analysis 
13. Priorities and Implementation 
 
 

Appendices to Asset Management Strategy  
 
Appendix 1 Audit Commission Inspection: Improvement Plan 
Appendix 2 Organisational Chart 
Appendix 3 Expenditure Tables: 2006/07 
Appendix 4 Budget Tables: 2007/08 to 2014/15 
Appendix 5 Cyclical Maintenance Outline Delivery Plan 
Appendix 6 Planned Maintenance Outline Delivery Plan 
Appendix 7 Decent Homes Standard: Summary of Elemental Need 
Appendix 8 30 Year Investment Need Profile 
Appendix 9 Funding Resource Scenarios 
Appendix 10 Risk Assessment of Funding Resource Scenarios 
Appendix 11 Approach to major and long term Voids 
Appendix 12 Resources Required 
Appendix 13 Resident Involvement Mechanisms 
Appendix 14 Projected Maintenance Plan to 2030 
Appendix 15 Aids and Adaptations Flow Chart 
Appendix 16 Sustainability Assessment Framework 
Appendix 17 Best Practice Case Studies 

 
 
 
A copy of the complete Asset Management Strategy can be obtained from Ruth 

Boyce, tel. 020 8356 2752. 
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1.0 SUMMARY 
 
1.1  Hackney Homes wants to engage residents and other stakeholders in the 
housing issues facing the borough. We are committed to providing residents 
and stakeholders with the opportunity to be involved in the planning, 
prioritising and monitoring of our services. 
 
1.2  This strategy is concerned with how Hackney Homes undertakes public 
consultation exercises. It sets out a framework to guide managers and staff as 
to why we need to consult, to decide when they should consult, at what level 
and about what. We are determined to ensure all consultations have a clearly 
defined purpose and scope, are conducted in a professional and appropriate 
manner, are coordinated with one another and are properly evaluated. 
 
 
2.0 RECOMMENDATION(S) 
 
2.1  The recommendation is that this strategy is approved by the Board. 
 
2.2  The strategy itself includes a number of recommendations for how 
consultations will be undertaken by Hackney Homes, how the findings will be 
reported back to residents and the Board and how we maintain a consistently 
high quality consultation function within the organisation. 
 
 
3.0 BACKGROUND  
 
3.1  Hackney Homes has previously followed the Hackney Council’s 
consultation strategy. With consultation being such an important function that 
extends into almost every service area, there was a need for Hackney Homes 
to have its own strategy. 
 
3.2  Many elements of the Hackney Council strategy have been retained. The 
strategy also complies with the Local Government Equality Standard and the 
CRE code of practice for racial equality in housing. 
 
3.3  Hackney Homes has ensured this document complies with all statutory 
duties and good practice frameworks. 
 
 
4.0 IMPACT UPON THE HACKNEY HOMES BUSINESS PLAN  
 
4.1  Providing an excellent service that is customer focused is a key aim 
within the Hackney Homes Business Plan. Consultation is one way that we 
can ensure the needs and views of residents are taken into account. 
 



 

 
 

 

4.2  The aim of this strategy and its implementation is to ensure a continuous 
feedback loop between Hackney Homes and residents, whereby residents 
can freely provide their feedback, which is taken into account, and they are 
advised of the outcome. 
 
4.3  The strategy will also have an impact on our aim to provide a better 
service for all residents, meeting the needs of a diverse community. As part of 
the strategy we will be monitoring equalities information about all residents 
who take part in consultation so we have a clearer understanding of who is 
getting involved, where the gaps are and developing strategies to address 
such gaps. 
 
4.4  Finally, the strategy places an emphasis on the need for Hackney Homes 
staff to be highly trained and capable of delivering a first rate consultation 
service. Part of the implementation of the strategy will involve staff training – 
an investment that will be positive for staff and for residents. 
 
 
5.0 IMPACT UPON THE HACKNEY HOMES RISK REGISTER  
 
5.1  The strategy will not have a significant impact on the risk register. It is 
hoped that the successful implementation of this strategy will build greater 
trust with residents and be a contributing factor to improving resident 
satisfaction. 
 
 
6.0 THE HACKNEY HOMES EQUALITY & DIVERSITY STRATEGY  2006 /  
      ACTION PLAN 2007 – 2010  
 
6.1  The strategy complies with the Local Government Equality Standard and 
the CRE code of practice for racial equality in housing. A key component of 
the strategy is the introduction of equality monitoring for all consultations. This 
will give us a better understanding of who we are consulting with, where there 
are any gaps and give us the chance to develop strategies to address such 
gaps. 
 
 
7.0 CONSULTATION PROCESS & FINDINGS  
 
7.1  The draft strategy has been presented to the Resident Liaison Group who 
supported the strategy. The main feedback from this group is for the need for 
better feedback to residents following a consultation. This will be a particular 
aim for 2008 to embed this approach and consistently provide feedback to 
residents who have taken part in consultations. 
 
 
 
 
 



 

 
 

 

8.0 ICT IMPLICATIONS 
 
8.1  A new software system called ‘TP Tracker’ has recently been purchased 
and implemented and will greatly assist with the implementation of this 
strategy. The software essentially is a database that ‘tracks’ resident 
participation, storing all of the contact details and a list of activities they have 
been involved in as well as their preferences for future involvement. This will 
allow us to ensure we avoid consultation fatigue and to ensure residents are 
invited to consultations they have expressed an interest in. We will also use 
the software to monitor correspondence with residents, including follow up. 
 
 
9.0: HUMAN RESOURCES IMPLICATIONS  
 
9.1  The strategy will primarily be overseen by the Consultation and Events 
Officer within the Communications Team. The resident participation team will 
also play a critical role in delivering this strategy.  
 
9.2  The strategy will be reviewed after a year and it is recommended that the 
resource is also reviewed at this stage to determine whether the current 
resource is sufficient to achieve the results required for residents. 
 
 
 
10.0 FINANCIAL IMPLICATIONS  
 
10.1  There are no financial implications associated with this strategy. 
Consultation is already within a number of allocated budgets and there will be 
no additional spend required. 
 
 
 
11.0 LEGAL IMPLICATIONS / ADVICE  
 
Not applicable. 
 
 
12.0 OTHER RELATED DECISIONS / GUIDANCE  
 
12.1  Hackney Homes closely monitors statutory requirements associated with 
consultation and amendments will be made to the report if and when needed 
to meet these requirements. 
 
12.2  Best practice and equality legislation are also monitored regularly and 
will be taken into account when this strategy is reviewed. 
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PART ONE: OUR STRATEGY 
Introduction  
 
Hackney Homes wants to engage residents and other stakeholders in the housing 
issues facing the borough. We are committed to providing residents and stakeholders 
with the opportunity to be involved in the planning, prioritising and monitoring of our 
services. 
 
This strategy is concerned with how Hackney Homes undertakes public consultation 
exercises. It sets out a framework to guide managers and staff as to why we need to 
consult, to decide when they should consult, at what level and about what. We are 
determined to ensure all consultations have a clearly defined purpose and scope, are 
conducted in a professional and appropriate manner, are coordinated with one another 
and are properly evaluated. 
 
The strategy acknowledges that consultation refers to a wide range of activity, including 
one-off and ongoing public and stakeholder meetings, forums and focus groups as well 
as surveys and market research. There is no single correct way to consult and the 
strategy states that each method has both strengths and weaknesses that have to be 
weighed in deciding the most appropriate format. 
 
Practical implementation measures are also set out in this strategy to ensure that all 
consultation initiatives are coordinated and successful.  
 
This strategy also sets out our standards in relation to consultation with our stakeholders 
and has been made widely available. 
 
Finally, this strategy establishes the framework for consultation. The practical 
implementation is covered in the Consultation Action Plan. The Tenants Compact is a 
related document that establishes the formal resident involvement structure. 
 
 
 

Our commitments to consultation  
 
Our drive to improve consultation is not just an aspiration, it is also a requirement. 
 

·  Hackney’s Constitution (section 132b) states there will be due consultation as 
part of the principles of decision making. 

·  In our Business Plan we have adopted three strategic delivery themes. One of 
these is ‘Customer Services and Resident Engagement’ and sets out our 
commitment to collaborate with residents to engineer services that meet their 
needs. 

·  Under the Government’s Modernising Agenda local authorities are asked to 
consult widely. 

·  There are specific consultation requirements when undertaking Best Value 
Reviews. 

·  We have other statutory requirements to consult on specific areas, such as 
parking enforcement, increases to rent, regeneration and building plans. 
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This strategy also complies with the Local Government Equality Standard and the CRE 
code of practice for racial equality in housing. 
 
Hackney Homes has ensured this document complies with all statutory duties and good 
practice frameworks. 
 
 
 
 
 
 
 
 
 

The benefits of consultation  
 
Consultation helps us to: 
 

·  Inform people about proposed changes 
·  Involve people in decision making 
·  Decide what changes we should make 
·  Find out if we have been successful in what we’ve done 
·  Determine priorities for the future 

 
Public consultation allows us to: 
 

·  Understand other people’s views 
·  Find out what people want so we can try to meet their aspirations 
·  Assess and improve the quality and delivery of services 
·  Where possible, achieve a consensus 
·  Meet statutory requirements 

 
Consultation with staff helps us to: 
 

·  Empower staff through involving rather than telling 
·  Find out what staff value and want 
·  Involve staff in service delivery and planning 
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Key stakeholders for our consultation  
 
Our strategy identifies a number of people that we will consult. These include: 
 

·  Hackney Homes (Council) tenants, leaseholders and freeholders 
·  Tenant and Resident Associations 
·  Neighbourhood Panels 
·  Resident Liaison Group 
·  Leaseholder and Freeholder Forum 
·  Management and staff 
·  Hackney Homes Board 
·  Hackney Councillors 
·  Hackney Strategic Partnership and Team Hackney 
·  Specific community groups who represent the needs of specific groups, including 

Disability Hackney and Polari for older lesbian, gay and bisexual community  and 
Halkevi for Kurdish and Turkish community 

·  Partner organisations in the voluntary, public and private sectors including Police, 
central government and local businesses 
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PART TWO: OUR APPROACH 
Our approach to consultation  
 
Consulting internally 
 
This strategy identifies the need for involvement of staff in planning and service delivery 
as stakeholders in the work of Hackney Homes. There are a number of ways in which 
staff are consulted and involved in the development of policy and delivery of day to day 
service improvements.  
 

·  Regular team meetings provide an opportunity for informal feedback to be 
collected, with managers responsible for collecting this feedback, and where 
necessary, providing this to senior management team. 

 
·  Monthly managers meetings bring together all managers for briefings and provide 

the opportunity for workshops and feedback sessions. 
 

·  The Service Improvement Group is led by a team of staff who are responsible for 
coordinating continued improvements in the organisation. Other staff are involved 
through focus groups and workshops. 

 
·  An annual staff satisfaction survey is conducted to determine satisfaction with 

working for Hackney Homes and identify areas for improvement. 
 
In relation to structural changes or major service delivery changes, managers must 
formally consult with staff and trade unions. This function is managed by the Human 
Resources department. 
 
 
 
Consulting externally (public consultations) 
 
Hackney Homes is committed to ongoing consultation with residents and other 
stakeholders. This strategy sets out good practice in engaging with the public for the 
purposes of how they view our services. 
 
The words we use are important when we are consulting with residents. Sometimes we 
say we are consulting when are not. This damages the reputation of the organisation 
and jeopardises our relationship with residents. 
 
Managers need to be clear about what whether they are consulting and the level of 
influence the consultation will have on the outcome. Are you informing the public of a 
decision which is about to take place, or are you researching changes to services, rather 
than seeking to make a decision at the same time? It may be that you are using this 
exercise to inform residents at the same time as consult. You need to be clear and 
upfront about what you are planning. 
 
There are also different levels of consultation. Sometimes it will be taking opinions into 
consideration along with other issues such as the available budget, when coming to a 



                                                                                                 Item 10 – Appendix 1  

 

conclusion. Involving is consulting where the outcomes will be heavily influenced by the 
views of the consultees. This might be where there are a range of options which are all 
costed, and they have to make a decision which one they prefer. 
 
It is crucial to establish the level of involvement being offered to stakeholders to ensure 
that they are aware of what can and cannot be expected. When this is not set out clearly 
it leads to consultation being criticised or failing. The level of involvement offered will 
largely depend on the specific issue or circumstances under which consultation is being 
sought. However, we will always strive towards encouraging involvement at an early 
stage, and ensure that participants are aware of what they may expect as a direct result 
of their involvement. 
 
 
 
 

Methods of consultation  
 
We will use a wide range of public consultation methods. They will be used 
appropriately, reflecting the strengths and weaknesses of each method. 
 

·  Focus groups 
·  Telephone surveys 
·  Paper surveys 
·  Email surveys 
·  Web-based surveys 
·  Public and open meetings 
·  Drop in events and sessions 
·  Workshops 
·  Annual conferences 
·  Road shows 
·  TRA meetings 
·  Panel meetings 
·  Resident Liaison Group 

 
We are continually looking for new and innovative ways to consult with our varied 
communities.  
 
 

 
 
 
Evaluation  
 
The effectiveness of public consultation will be evaluated and the results shared to 
encourage broader lessons to be learned. Evaluation will consider not only the number 
of responses received, but also the quality, cost and timeliness of the consultation and 
overall usefulness of the results in helping to inform decisions. 
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We will also measure the response to consultation by the six equality strands to ensure 
we are accessing all parts of the community and that residents have the opportunity to 
participate in consultation. Where equality monitoring reveals gaps or imbalance we will 
proactively engage with these groups for future consultation exercises.  
 
A template has been developed to assist staff and managers to evaluate consultations. 
This is to be provided to the Consultation Officer at the completion of the consultation. 
 
A quarterly report on the evaluation of consultation will be provided to HHMT and the 
Board.  
 
 
 
 

Coordination of consultation  
  
The coordination of consultation initiatives across Hackney Homes is managed by the 
Consultation and Events Officer within the Communications Team. This person advises 
on best practice, oversees this strategy and prepares an annual Consultation Action 
Plan. 
 
They are able to: 
 

·  Advise on best practice 
·  Advise on implementation of consultation 
·  Advise on appropriate stakeholders and residents for consultation 
·  Coordinate and record ALL consultation activity within Hackney Homes 
·  Develop an annual Consultation Action Plan 
·  Monitor the implementation of the Consultation Action Plan 
·  Report monthly to Hackney Homes Management Team on all consultations 
·  Ensure that the results of consultation activities are widely published 

 
 

 
 
 
 
 
Forward planning  
 
Forward planning is essential for consultation for a number of reasons. Adequate time is 
required to plan, implement and review the consultation itself. It is also imperative for 
planning decisions to be taken by Hackney Homes Management Team or Hackney 
Homes Board. 
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All public consultations must be registered centrally with the Consultation and Events 
Officer, part of Communications Team. There is a simple form that is required to be 
completed and emailed (see Appendix). 
 
All consultations are published on the staff intranet in the events diary. There are 
additional resources available on the intranet. 
 
Public consultations are also listed on the Hackney Homes website. 
 
Communications and Consultation Team 
2nd floor 
Christopher Addison House 
72 Wilton Way 
Hackney 
E8 1BJ 
 
Tracey.dunn@hackneyhomes.org.uk 
Phone: 020 8356 2066 
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PART THREE: STANDARDS AND PRINCIPLES 
 
Hackney Homes Consultation Standards  
 
Hackney Homes has standards for how all public consultations are conducted. 
Hackney Homes will: 
 

1. Seek to involve the widest spectrum of residents in our consultations. We will 
undertake equalities monitoring to ensure all residents have the opportunity to 
participate. 

2. Recognise the particular needs of faith groups, residents who don’t speak English 
as a first language and people with physical or learning disabilities. This will 
include arranging interpreters where appropriate and using induction loops in 
meeting rooms. We will ensure all venues selected for focus groups and 
consultations are DDA compliant. 

3. Explain why we are consulting people and how we are going to take account of 
their views. 

4. Provide background material where appropriate and use plain language in all 
consultation documents. All consultation documents will include a translation 
strapline to provide the opportunity for people to have the information in a 
different language, large print or Braille. 

5. Explain which people and groups are being consulted and why they have been 
selected (for example: this proposal especially affects young people or people 
living in Shoreditch) 

6. Ensure that the consultation process is understood by all involved and that 
consultees are provided with an accurate expectation of what their participation 
will lead to. 

7. Provide the name and contact phone number for someone who can answer 
questions about the consultation. 

8. Describe how we will consult on an issue. For example, a public meeting, postal 
survey, electronic survey, conference, telephone interview. 

9. Organise consultation in ways that are convenient and accessible to the people 
whose views we are seeking. 

10. Ensure information we provide is honestly interpreted. 
11. Report back to the public what they’ve told us during the consultation and what 

we’ve done as a result. 
12. Act on the findings to improve services, programmes and policies and the quality 

of housing for local residents. 
13. Abide by the provisions of Data Protection legislation regarding information 

collected. 
14. Use competent and trained staff or contractors to carry out the consultation. 
15. Publish a list of forthcoming consultations on the Hackney Homes website and 

include details in the Hackney Homes News and Hackney Today. 
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Best Practice Principles for Consultation  
 
The following best practice principles have been supplied by the Consultation Institute: 
 

1. The Integrity of Consultation 
The process must have an honest intention. If you are conducting a consultation you 
must be willing to listen to the views expressed and be prepared to be influenced 
when making subsequent decisions. 
 
2. The Visibility of Consultation 
All those who have a justifiable right to participate in a consultation should be made 
reasonably aware of the exercise. Visibility is also important for decision makers who 
should have full awareness of any consultation exercise which is relevant to 
decisions they are about to take. 
 
3. The Accessibility of Consultation 
Consultees must have reasonable access to the exercise. This means that the 
methods chosen must be appropriate for the intended audience and that effective 
means are used to cater for the special needs of hard to reach groups and others 
with special requirements. 
 
4. The Transparency of Consultation 
Many consultations are public and this is rightly so. Indeed the principle of the 
Transparency and Freedom of Information Act 2000 requires that stakeholder 
invitation lists, consultee responses and reports be published. However, this should 
only occur with the express or implied consent of participants. If you intend to publish 
details of respondents and their responses, you must ensure this is understood by 
the all participants. 
 
5. The Disclosure obligations in Consultation 
Or consultation to succeed, and to encourage a measure of trust between the 
parties, it is important to provide for reasonable disclosure of relevant information. 
Consultors are under a duty to disclose information which could influence the nature 
and extent of consultees’ responses. Where decisions have already been made and 
the consultee views cannot influence the situation, this should be disclosed. 
Consultees are also under a duty to disclose certain information. If a representative 
body expresses a view on behalf of its members, it should inform the consultor of the 
presence of any significant minority opinion within its membership.  
 
6. The Fair Interpretation of Consultation 
Information and viewpoints gathered in consultation exercises have to be collated 
and assessed objectively. Only in exceptional circumstances should the decision 
makers be involved with primary assessment of the data. 
 
 
7. The Publication of Consultation 
Participants in a consultation have a proper expectation that they will see both the 
output and the outcome of the process. Except in certain closed or internal 
consultations, the assumption should be that publication in a form accessible to the 
consultee will follow within a reasonable time after the conclusion of the exercise. 
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PART FOUR: TOOLS FOR CONSULTATION 
 
This section contains a number of tools and proformas for use by staff who are 
conducting consultation. 
 
 
FORM ONE: Consultation and Events Form 
 
This form must be completed by staff conducting a consultation. It must be submitted to 
the Events and Consultation Officer at least four weeks prior to the event or consultation. 
 
 

1. WHAT IS THE EVENT OR CONSULTATION? 
Please explain the main aim of the event or consultation and what the main form will 
take (i.e. survey, event, focus group, steering group, phone interviews). 
 
Answer: 
 
 

2. WHO IS IT FOR? 
Please explain who will be involved in the event or consultation and why this group has 
been selected. Include any special considerations for this group (i.e. interpreter) 
 
Answer: 
 
 

3. WHO IS RESPONSIBLE? 
Please include the name of the lead officer. 
 
Answer: 
 
 

4. WHY IS IT BEING HELD? 
Please explain the intended outcome of the event or consultation (i.e. is it to provide 
residents with information, to inform a decision, to test a new idea, research resident 
opinion) 
 
Answer: 
 
 

5. WHERE WILL IT BE HELD? 
Please provide details of the venue. 
 
Answer: 
 
 

6. WHEN WILL IT HAPPEN? 
Please include the timeframe for the event or consultation. 
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Answer: 
 
 

7. HOW WILL THE TARGET AUDIENCE KNOW ABOUT IT? 
Please explain how will you invite/promote the event or consultation (i.e. letter, email, 
Hackney Homes news, phone calls, advertisement). 
 
Answer: 
 
 

8. WHAT WILL BE THE OUTCOME? 
Please explain how you will measure the success of this event (i.e. attendance, 
feedback, decisions made). 
 
Answer: 
 
 

9. WHO WILL MAKE THE DECISIONS? 
Please explain if there is a policy implication or decision that will need to be considered 
by your director, HHMT or Board. 
 
Answer: 
 
 

10. HOW WILL THE RESULTS BE COMMUNICATED? 
Please explain how the results will be communicated to residents or those involved in 
the event/consultation (i.e. advertisement, website, Hackney Homes news, letter, phone 
calls) 
 
Answer: 
 
 
 



                                                                                                 Item 10 – Appendix 1  

 

 
FORM TWO: Consultation and focus groups notes 
 
This form is a template for notes taken as part of a consultation or focus group. 
 
 

1. Name of Consultation/meeting/focus group: 
 
2. Name of officer taking notes 

 
3. What were the main issues on the agenda? 

 
 1. 
 
 2. 
 
 3. 
 
 4. 
 
 5. 
 

4. Please list issues raised by residents at your consultation 
1. 

 
2. 

 
3. 

 
4. 

 
4. Where those issues resolved at the meeting?   
 

Yes  �   No  �     
 

If no, please outline how they will be resolved, who will take responsibility for 
ensuring this happens and the timeline for resolution. 
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FORM THREE: Consultation feedback form 
 
This form must be completed within four weeks of a consultation being completed. There 
are many reasons why we need to track and measure the effectiveness of our events 
and consultations. External assessors, including the Audit Commission and 
CharterMark, require this information. But more importantly we need it ourselves to see 
how we’re going and to better plan for the future. And of course we need to make sure 
we are informing residents about how their feedback if informing our decision making. 
 
The form must be submitted to the Events and Consultation Officer. 
 
 
The background details 
Name of the consultation or event: .................. 
Consultation or event date (timeframe): ...................... 
Lead officer (Directorate): .................. 
 
 
Getting people to take part and respond 
 
Q1: How did you get people and organisations involved in your consultation or event? 
Please include the full range of things you did and the quantity e.g. how many postal 
surveys you sent, number of focus groups etc. 
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Comments form or card ................... 
Comments via email............................. 
Comments over the phone ............. 
Comments form online....................... 
Postal survey.............................................. 
Face to face survey ............................. 
Online survey ........................................... 
Focus groups............................................. 
One to one interviews......................... 
Written submissions............................. 
Public meetings........................................ 
Public drop - in sessions .................. 
Public roadshow...................................... 
Public displays/comments boards......................................................... 
Information at neighbourhood committees .................................................. 
Stakeholder workshops..................... 
Other (Please write in) 
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Q2: If you did a survey or surveys what was the response rate (as a percentage)? 
 
Q3: If you ran an event or did focus groups, please explain how many people attended. 
 
Q4: Please tell us about any arrangements you made to make sure particular groups in 
the community were able to get involved (i.e. contacting specialist groups, 
advertisements in ethnic press, materials in community languages, interpreters etc).  
 
Q5: Please provide an overview of the equality monitoring information that has been 
collected. 
 
 
Feeding back to stakeholders 
 
Q6: How have you communicated with people about the results? Please explain the 
approaches you have used (i.e. letter to stakeholders, letter to participants, public 
meetings, articles in Hackney Homes News and Hackney Today, advertisements in local 
press, press release, website) 
 
 
Reviewing and evaluating your consultation 
 
Q7: Did the results of your event or consultation need to be considered by your director, 
HHMT or the Board? Please explain what has been done? 
 
Q8: Please tell us if any changes you have made to your project/ongoing work as a 
result of feedback from stakeholders. 
 
Q9: Please tell us about approaches, events or other things you did as part of your 
consultation which were particularly effective. 
 
Q10: Please tell us about approaches, events or other things that didn't work and you 
wouldn't recommend other people do in the future 
 
Q11: How do you plan to build on the relationships you have built with individuals and 
organisations in the future? E.g. invite participants to future seminars/forums. 
 
Q12: Please provide any additional feedback you think might be useful (i.e. about the 
venue, where you might need additional support in the future) 
 
 
Thank you for completing this form. If you have any  queries or useful materials 
you can share with us, contact Tracey Dunn, Events and Consultation Officer on 
extension 2066.  
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FORM FOUR: Equality Monitoring 
 
The following is the standard template for collecting equality information. 
 

1. What is your age? 
Under 16 
16-19 
20-29 
30-39 
40-49 

50-59 
60-69 
70-70 
80+ 

 
2. What is your gender? 
Male 
Female 

Transgender 
Prefer not to say 

 
3. How would you describe your tenancy? 
Council (Hackney Homes) tenant 
Leaseholder 
Housing Association Tenant 

Private Tenant 
Home Owner 

 
4. What is your ethnic origin? 
White 
British 
Irish 
Traveller or Irish heritage 
Gypsy Roma 
Turkish Cypriot/Turkish speaking 
Kurdish 

Greek/Greek Cypriot 
White Eastern European 
White Other European 
Jewish 
Charedi (Orthodox Jewish) 
Any other white background 

 
Black or Black British 
Caribbean 
African Somali 
African Congolese 
African Nigerian 

African Ghanaian 
Other West African 
Other black background 

 
Mixed 
White and Black Caribbean 
White and Black African 

White and Asian 
Any other mixed background 

 
Asian or Asian British 
Indian 
Pakistani 

Bangladeshi 
Other Asian background 

 
Chinese or South East Asian or South East Asian British 
Chinese (Cantonese) 
Vietnamese 

Other South East Asian background 

 
Any other ethnic group 
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5. Do you consider yourself to have a disability? 
Yes/No 
If yes, what is your disability? 

 
6. What is the first language you speak? 
English 
Bengali 
Bosnian 
British Sign 
Language 
Cantonese 
French 

Greek 
Gujarati 
Hebrew 
Kurdish 
Mandarin 
Polish 
Portugese 

Somali 
Spanish 
Turkish 
Urdu 
Vietnamese 
Other 

 
7. What is your employment status 
In full time employment 
In part time employment 
Unemployed 
Self employed 
Long term sick 

Retired 
Looking after family 
At school/education 
Other 
Prefer not to say 

 
OPTIONAL 
 
8. What are your religious beliefs? 
Christian 
Muslim 
Orthodox Jewish/Charedi 
Other Jewish 
Hindu 
Sikh 

Buddhist 
Secular 
Atheist 
Other 
Prefer not to say 

 
9. What is your sexuality? 
Bisexual 
Gay 
Heterosexual 

Lesbian 
Prefer not to say 
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1.0 SUMMARY 
 
1.1  This report describes progress on the Decent Homes Programme to 

the end of November 2007.  
 

2.0 RECOMMENDATION(S) 
 

  This Report  is for information. 
 

3.0 BACKGROUND  
 
3.0  2007/08 PERFORMANCE 
 
3.1  With the exception of the Homerton area (including Tradescant House), 

all Year 1 extended works are complete. In Homerton, 18  blocks of 
external works completed and 18 blocks outstanding, ten street 
properties completed and 18 kitchens and bathrooms completed and 
five outstanding. 

 
3.2  The other four areas have made a start on the Year 2 programme: 
 

Stoke Newington – External works to eighteen blocks have started, four 
blocks completed, street properties twenty-two properties started 
twelve completed, internal works are programmed to start later in the 
year. 

 
North East – External works to four blocks have started, currently 
working on five Street properties and 35 kitchens and bathrooms 
completed. 

 
Shoreditch A – External works to eighteen blocks have started and 50 
kitchens and bathrooms have been completed. 
 
Shoreditch B – External works to four blocks have started and 38 
kitchens and bathrooms have been completed. 
 

3.3 Decent  Homes Performance 2007/08 
 

Units made Decent in 2007- 08 by Contract Area    
       

Contract Area 

2007-
08 
Target 

Overall 
Decent 
Qtr1 

Overall 
Decent 
Qtr2 

Overall 
Decent 
Qtr3 

Overall 
Decent 
Qtr4 Total 

Homerton  N/A 50 2     52 
North East N/A 2 9     11 
Shoreditch A N/A 21 45     66 
Shoreditch B N/A 13 105     118 
Stoke Newington N/A 10 29     39 

Total 1338 96 190     286 



 

 
 

 

       
These figures are best estimates based on reported completions to 
September 2007 and are subject to audit. The above figures will also be 
supplemented by completed voids and technical adjustments. These figures 
report the position at the end of quarter 2. 
 
3.4 BVPI 184 returns 2007/08 
 
Target % Homes Non-Decent at 1st April 2007          (37.0%) 
Estimated  % of Homes Non-Decent at 1st April 2007   (36.87%) (Estimated 
BVPI) 
 
 2006-07 

Final 
Returns 

2007-08 
Target 

2007-08 
Qtr1 
Return 

2007-08 
Qtr2 
Return 

2007-08 
Qtr3 
Return  

2007-08 
Qtr4 
Return  

184a 
(proportion 
of HH homes 
which were  
non decent 
at 1st April 
2007) 

42% 37% 36.87% 36.87%   

184b 
(proportion 
of non 
decent HH 
homes 
which were  
made decent 
between  1 st 
April 2007 
and 1 st April 
2008) 

12.90% 16.20% 1.97% 4.15%   

 
A target of 37% non-decent dwellings was set for 1st April 07. We have 
achieved the target 36.8% in the second quarter  subject to audit checks. 
The non-decency of 36.8% is evaluated from the following: 
 
The BVPI 184B we have a target figure of 16.2% the proportion of non decent 
Hackney Homes which is made decent between the 1/04/2007 and 
1/04/2008. the position at the 2nd quarter we are reporting 4.2% change. 
 
Following Audit Commission definition where dwellings are due for demolition 
beyond 2010 these can be discounted from the total non decent stock 
provided they are currently failing decency.  
 
Dwellings which were non-decent as at 1st April 06 but as result of works are 
now decent these now are counted as decent and are therefore removed from 
non-decent count. 
 
Our current assessment is that some 7,500 homes remain to be made Decent 
by December 2010, which is the Government’s current target, although CLG 
are considering revising this date to 2012/13. The targets below are based on 
the availability of the full (£225m) release of ALMO credits and will need to be 
revised once CLG has reached a view on the timescale over which ALMO 
credits can be released. 



 

 
 

 

 
 
3.5 Outputs achieved 2007/08 Programme 
 
The outputs achieved (number of homes) on the Decent Homes programme up to 
the end of November 2007 are shown on the table below, per contract area: 
 
 Target Homerton Shoreditch 

       A 
Shoreditch 
        B 

North 
East 

Stoke 
Newington 

Total 

Kitchens 
& 

bathrooms 

333 132 50 
 

38 35 19 274 

Roofs 2032 177 86 65 0 23 351 
Windows 2159 269 57 60 8 139 533 
Central 
Heating 

123 123 0 0 0 0 123 

 
 
3.6 2007/08 (Year 2) PROGRAMME AND MANAGEMENT OF 
COMMITMENTS 
 
As has been noted, the Homerton Contract Area (Kier) is making much slower 
progress than the other four areas and allocation of the full Year 2 programme 
to them may not be in the interests of all stakeholders, including Kiers. 
Although they are addressing their weaknesses, it has been agreed  with 
them, that to avoid a reduction in delivery in the Homerton area, some 
projects will be re-allocated to Mansells. Works have already been started by 
Kiers and £3m of works will be transferred to Mansells next month to be 
completed in the Homerton area. 
 
 
3.7 APPENDIX 1 – shows KPIs on resident satisfaction and benchmarking for 
the five constructors. Resident satisfaction (KPI 1a & 1b) continues to exceed 
the target of 85% for all contract areas.  
 
Predictability of time in unit (KPI 3b) measures the time contractors have 
taken to complete works inside individual units.  Targets are set for installation 
of kitchen & bathrooms and for the replacement of windows.  A negative score 
against a particular constructor for this KPI indicates that the works have been 
completed in % less time than the agreed target and, therefore, the 
constructor is performing better than the set target. There has been a general 
improvement in this KPI since the last report to the Board.  
 
 
3.8 APPENDIX 2 – shows projected cash-flow for each contract area, based 
on completion of Year 1 and Year 2 as discussed in this report. These will be 
used to compare actual performance with the profiles. 
 
 
 



 

 
 

 

4.0 IMPACT UPON THE HACKNEY HOMES BUSINESS PLAN  
 

This is a regular update report on the business plan’s Decent Homes 
objective. 
 

5.0 IMPACT UPON THE HACKNEY HOMES RISK REGISTER  
 

No impact from this update report. 
 

6.0 THE HACKNEY HOMES EQUALITY & DIVERSITY STRATEGY  2006 /  
      ACTION PLAN 2007 – 2010  
 
      No Implications.     
 

7.0 CONSULTATION PROCESS & FINDINGS  
 

N/A 
 

8.0 ICT IMPLICATIONS 
 

    N/A 
 

9.0  HUMAN RESOURCES IMPLICATIONS  
 
         N/A 
 
10.0 FINANCIAL IMPLICATIONS  
 
 
10.1  The issues relating to funding the programme in 2007/08 are somewhat 

complex. The 2007/08 programme as originally planned assumed that 
there would be a budget of £45m available from the release of ALMO 
credits. These resources are not now going to be available in 2007/08. 

 
10.2  The council allocated an initial £18.2m in the 2007/08 council capital 

programme. This was approved by Cabinet in February. The bulk of 
this budget is to pay for the completion of the Year 1 as extended 
programme, leaving £2m available to fund new Year 2 works. The 
Council has subsequently released two further tranches of £5m to fund 
the programme. The council has also committed to providing a further 
£5m for the Year 2 programme. This means that there is a total of 
£33.2m available to fund the Decent Homes programme in 2007/08. 
The remaining £5m which was initially cut from Planned Maintenance 
programme has been approved by the Council to be reinstated. 

 
 Therefore, increasing Planned Maintenance resources to £18.1m in 
2007/08. 

 



 

 
 

 

10.3  The actual 2007/08 expenditure to date in the table below all relates to 
completion of Year 1 as extended ( year 1½) and Year 2 spend. 
  

Contract Area Year 1/1½ Year 2 Total 
Homerton £5.2m £0m £5.2m 
Shoreditch A £1.8m £1.9m £3.7m 
Shoreditch B £1.9m £1.1m £3.0m 
North East £0.6m £1.5m £2.1m 
Stoke 
Newington 

£1.5m £1.6m £3.1m 

TOTAL £11.0m £6.1m £17.1m 
 

Total commitments on the Year 1 extended programme are £16.2m, as 
reported to the October Board meeting. The table above shows we 
have spent £11m against year 1 &1½.This means that there is just over 
£5.2m expenditure outstanding, of which £3.1m is in the Homerton 
area. Also we have spent £6.1m against £15m for year 2. This behind 
what should be expected at this stage in the year. Action is being taken 
to try and ensure that the 2007/08 budget is fully spent. This includes 
bringing forward the start date on blocks scheduled for March 2008, 
undertaking additional valuations to make sure we are promptly paying 
for work and fitting secure front entrance doors as soon as possible 
after the Decent Homes work is completed. The SCA mechanism, 
described below, allows commitments to be carefully controlled. 
Financial monitoring will be done on a weekly basis (as opposed to 
monthly) to thoroughly check that expenditure matches the value of 
completed work and that there is sufficient work in progress to fully use 
the resources available. 

 
 The cash-flow for each area is shown at Appendix 2. 
 
10.4  Commitment of expenditure occurs when a Sectional Commencement 

Agreement (SCA) is signed with the constructor. The available budgets 
will be controlled through the total value of SCAs issued not exceeding 
the allocated resources. The intention is to proceed as far as possible 
with the Year 2 programme in 2007/08, although it is likely some 
payments and/or works may have to be completed the following year. 
Preparatory work for the full Year 2 programme is underway in every 
area apart from Homerton. 

 
11.0 LEGAL IMPLICATIONS / ADVICE  
 
           N/A 
 
12.0 OTHER RELATED DECISIONS / GUIDANCE  
 
          N/A 



 

  



 

 



 

 



 

 



 

 



 

 

 



 

 

 


