
 

 

 

HACKNEY HOMES Ltd Board Meeting  26 
 

                    Monday 26 th March 2007 at 6.30pm to 8.30pm. 
 

Christopher Addison House, 72 Wilton Way, Hackney E 8 1BJ  

A AGENDA Part A (Open to the public)  

 
Item Presenter  Subject Status Page 

Number 
Duration 

  Open Items    
 
1.  

 
Chair 
 

 
Welcome/Apologies/Introductions 
 

 
Information 

  
3 mins 

 
2. 
 
 

 
Chair 

 
Declarations of Interests 

 
Information 

  
2 mins 

3. 
 

Chair Questions received from the 
public 
 

Information 
(Verbal) 

 5 mins 

4. Chair (a) Minutes of 26th February  2007 
and matters arising (Part A) 
 
 
(b) Rolling Decision Register  
(Live Issues Only) 

Decision 
 
 
 
Information 

  

 
5. 

 
S Tucker 
 

 
 Chief Executive’s Monthly Report 
 

 
Information 
(Report) 
 
 

  
20 mins  
 
 
 

 
6. 
 
 

 
G Penticost 
 

 
Decent Homes Programme – 
Progress Report 
 
 

 
Information 
(Report & 
Appendices) 
 

  
10 mins 
 
 

 
7.  

 
N Isaac  
 

 
Health and Safety Policy 
 

 
For 
Approval 
(Report) 

  
5 mins 

 
8. 
 

 
N Isaac 

 
Value For Money Programme 
2007 / 08 

 
For 
Approval 
(Report) 

  
10 mins 



 

 

 
 
 
9.  
 

 
 
N Isaac  

 
 
Delivery Plan 2007 / 08 

 
 
For 
Approval 
(Report) 

  
 
10 mins 

 
10.  
 

 
N Isaac  

 
ICT Strategy  

 
For 
Approval 
(Report) 

  
5 mins 

 
11.  

 
S Noonan 

 
Diversity & Equalities Action Plan 
2007 - 2010 

 
For 
Approval 
(Report) 

  
5 mins 

 
12. 
 
 
 

 
Chair  

 
Date of Next Full Board 
Meeting :  30th April 2007 at 
6.30pm (Christopher Addison 
House) 

   
 
 
2 mins 

      
 
 
AGENDA B – Part B (Not Open to the Public) 
 
The following items form part of the Hackney Homes Ltd Full Board Agenda B 
and are not open to the Public: 
 
Hackney Homes Full Board Meeting Agenda B – Part B on 26th March  
2007: 
    

1)  Minutes of the 26th February 2007  – Part B and matters arising (this  
      Minutes Document cannot be disclosed as it contains confidential  
      and commercially sensitive information); 
 
2)  Hackney Homes Ltd – Reports from Committees February 2007 – 

 March 2007 (these minutes documents cannot be disclosed as  
          they contain confidential and commercially sensitive information.  
         Attendees of these Committees have received copies of the relevant  
         documents); 

 
 
 

Distribution: All Board Members 
In Attendance: Steve Tucker; Susmita Noonan; Gary Penticost, Neil Isaac, 
Daniel O’Connell, Sue Poulter, Sunil Desai, Cheryl Ramsay, Kweku 
Quagraine. 
 



 

Hackney Homes Ltd 
 
PART A Minutes of Board of Directors, held at Christopher Addison 
House, 72 Wilton Way, Hackney E8 1BJ  
 
On 26th February 2007 at 6.30PM 

ITEM:4a 
 

 

 

 

 
Present Board Members 

 
David Curley (Chair) 
Sandra Hall 
Samantha Lloyd 
Rupert Tyson 
Audrey Villas 
Karen Alcock 
Sharon Patrick 
Marie Photiou 
David Larkin 
Brian Marsh 
Asim Bhattacharyya 
Linda Kelly 
Andrew Potter 
 

Officers                                  Observers  
      
Steve Tucker                          Stephen Tate – Hackney Council                             
Susmita Noonan                     Nimisha Patel – Hackney Council 
Neil Isaac                                Terry Edwards (MESH Chairman) 
Gary Penticost                        Steve Edwards  - GMB Representative 
                                                Helen Toner – Unison Representative                            
                    
         
 
 
 

 
Item 
 

Part A – Open to the Public Action Date 

1.  Introductions / Audit 
Commission Presentation 

Adrian Brown, Audit Commission Chief Inspector for London, was introduced to the Hackney Homes 
Board. 
 
 
Adrian Brown gave a presentation to the Board covering: 
 

·  The Hackney Homes Audit Commission Inspection (26th March 2007 to 5th April 2007); 
·  When the preliminary report can be expected – early May 2007; 
·  The Audit Commission “judgement” categories (0*-3*) and “scoring”. Mr Brown confirmed that 

ALMO credits were released upon an ALMO receiving a “judgement” of either “good” or “excellent”; 
·  The Audit Commission ALMO Appeal mechanism; 
·  The ALMO credit system (ALMO acceptance of judgement / scoring and DCLG release of monies). 

 

  

    



 

Hackney Homes Ltd 
 
PART A Minutes of Board of Directors, held at Christopher Addison 
House, 72 Wilton Way, Hackney E8 1BJ  
 
On 26th February 2007 at 6.30PM 

ITEM:4a 
 

 

 

 

2.  Welcome / Apologies / 
introductions 

Apologies were received from Alice Burke and Afolasade Bright. 

 
3.  Declarations of Interest 
 

 
None. 

  

 
4.  Questions received 
from the Public  
 

 
None. 

  

 
5. a Minutes of 29 th 
January 2007  
 
5. b) Rolling Decision 
register 
 

 
Amendments were proposed to the Part A Board Minutes of the 29th January 2007. 
 
 
Noted.  
 
Amendments were proposed to the Rolling Register to January 2007. 
 
7. Staff Incentive Scheme 
Steve Tucker advised that the scheme has been considered and approved by the Hackney Homes 
Management Team. Steve Tucker confirmed that a payment to all staff of £250 would be made in 
recognition of the considerable additional improvement work undertaken during the year and subject to 
external confirmation that this has been effective.  
 
 
The Board asked Steve Tucker to communicate the staff incentive scheme to employees.  
 
 

 
Gov Team 
 
 
 
 
Gov Team 
 
 
 
 
 
 
 
 
ST 
 
 
 

 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

6. Chief Executive’s 
Monthly Report 
 
 
 
 

3.0 Hackney Homes Business Plan  
 
Steve Tucker noted the extensive consultations undertaken with staff and residents.  
 
Residents identified the following items as priorities for the Business Plan; 
 

 
 
 
 
 
 

 
 
 
 
 
 



 

Hackney Homes Ltd 
 
PART A Minutes of Board of Directors, held at Christopher Addison 
House, 72 Wilton Way, Hackney E8 1BJ  
 
On 26th February 2007 at 6.30PM 

ITEM:4a 
 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

·  Continuing to improve and simplify communication; 
·  Tackling anti-social behaviour especially low level anti-social behaviour; 
·  More investment in cleaning and estates services to consolidate the improvements delivered; 
·  Value for money and engaging residents with this; 
·  Improving performance; 
·  Extending Resident participation; 

 
Steve Tucker advised that consultation proposals for the formal resident participation structure was due for 
completion at the end of April 2007. Susmita Noonan stated that all Neighbourhood Panels had been 
visited. The Board asked for Tenant Participation to be included on the agenda for the next Improvement 
Committee. 
 
5.0 Procurement 
Steve Tucker stated that a report recommending contract awards for building materials has been agreed. 
 
 
 
 
Service Level Agreement Review – Steve Tucker confirmed that Hackney Homes has reviewed all SLAs 
except the Finance SLA, which is currently being reviewed and which shall be completed by 5th March 
2007. 
 

 
 
 
 
 
 
 
 
 
SN  
 
 
 
 
 
 
 
 
 
 
ST / NI 
 
 

 
 
 
 
 
 
 
 
 
March 07 
 
 
 
 
 
 
 
 
 
 
 
 
 

7. Service Improvement 
Update 
 

The Board considered the monthly performance digest and asked questions of officers on the following 
matters: 

 
·  Sickness Absence Management; 
·  Complaints handling and response; 
·  Rent Collection; 
·  Voids Data; 
·  Invoice Payments; 
·  Telephone Answering; 
·  Resident Satisfaction (with repairs quality). 

 

SN / ST 
 
 
 
 
 
 
 
 
 
 
 

March and 
April 07 
 
 
 
 
 
 
 
 
 
 



 

Hackney Homes Ltd 
 
PART A Minutes of Board of Directors, held at Christopher Addison 
House, 72 Wilton Way, Hackney E8 1BJ  
 
On 26th February 2007 at 6.30PM 

ITEM:4a 
 

 

 

 

 The Board asked for Voids performance to be included in the weekly email updates on rents   
 performance. 
 
 
Neil Isaac stated that departments have been advised that invoice payments should be categorised as a 
“priority issue”. Neil Isaac stated that the Payments Department is conducting a comprehensive sweep of 
the system. 
 
Steve Tucker confirmed that that each senior manager received regular monthly sickness reports 
associated with their directorate for checking and raising to ensure the process is actively managed. 
 
 
Steve Tucker advised that there was a Telephone Answering Project Team that was advising each 
department on how to manage “busy calls” within their section. In addition, each manager had produced a 
telephone answering plan for his/her department. 

SN / ST 
 
 
 
 
NI 
 
 
 
 
 
 
 
 

W/C 5th 
March 
2007 
 
 
 
 

8. Decent Homes 
Programme Progress 
Report 
 
 

 

 
Gary Penticost stated that Hackney Homes was on target to achieve 1,500 units to the Decent Homes 
standard and undertook to circulate a written briefing on how this is to be achieved for all Board Members.  
 
 

 
GP 
 
 
 

 
March and 
April 07 
 
 
 

 
9. Any Other Business 

 
None.  

  

  
10. Date of the next Board 
Meeting:  

 
26th March 2007 at 6.30pm Christopher Addison House, 72 Wilton Way, Hackney, London, E8 1BJ. 
Agreed. 

  

 
 
 
Signed as a true record of this meeting ___________________________Chair      Dated ________________ 
 



 

Hackney Homes. 
 
Rolling Register of Decisions and Actions 
 
Hackney Homes Board to February 2007.   
 

Item 4b 
 
 

Agenda Item 
(Number & Title) 
 

Date of 
Meeting 

Details of decisions taken Lead 
Officer 

Deadline Action Taken Date 
Completed 

 

 

 
 
 
1.  Chief 
Executive’s 
Report  

 
 
18th Dec 
06 
 
 
 
 
 

 
 
1.12 The Board requested that 
information about the 
restructuring process and 
timeframes be circulated for the 
information of Board members. 

 
 

 
 
ST / GP / 
SN 
 
 
 
 
 

 
 
Ongoing 
 
 
 
 
 
 

 
 
Information 
Circulated 

 
 
Dec 06 

2.  Monthly 
Performance 
Digest 

   
 
 

   

 
 
 
3.  Improvement 
Plan  

 
 
 
29th Jan 07 
 
 
 
 
 
 

 
 
 
3.5  The Board requested regular  
updates concerning file 
management audits. 
 
 
 
 

 
 
 
SN 
 
 
 
 
 
 

 
 
 
Weekly 
emails as 
of W/C 
5.2.07 
 
 
 

 
 
 
Circulated to all 
Board Members 
weekly 
 
 
 
 

 
 
 
Ongoing 
 
 
 
 
 
 



 

Hackney Homes. 
 
Rolling Register of Decisions and Actions 
 
Hackney Homes Board to February 2007.   
 

Item 4b 
 
 

Agenda Item 
(Number & Title) 
 

Date of 
Meeting 

Details of decisions taken Lead 
Officer 

Deadline Action Taken Date 
Completed 

 

 

26th Feb 07 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
26th Feb 
07 
 
 
 

3.6 The Board requested information 
on the following matters (to be 
reviewed at the next Board Meeting 
and next Improvement Committee: 

 
·  Sickness Absence 

Management; 
·  Complaints handling and 

response; 
·  Rent Collection; 
·  Voids Data; 
·  Invoice Payments; 
·  Telephone Answering; 
·  Resident Satisfaction (with 

repairs quality); 
 
 
 
3.7 The Board asked for Voids 
performance to be included in the  
weekly email updates on rents 
performance. 
 

ST / SN 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
SN / ST 
 
 
 
 

March 07 
and April 
07 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
W/C 5th 
March 07  
 
 
 

Addressed in CE’s 
report 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Completed and 
circulated to 
Board Members 
 
 

26th March 07 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

Hackney Homes. 
 
Rolling Register of Decisions and Actions 
 
Hackney Homes Board to February 2007.   
 

Item 4b 
 
 

Agenda Item 
(Number & Title) 
 

Date of 
Meeting 

Details of decisions taken Lead 
Officer 

Deadline Action Taken Date 
Completed 

 

 

 
26th Feb 
07 
 

3.8 The Board asked for Tenant 
Participation to be included on 
the agenda for the next 
Improvement Committee. 
 

SN 
 

March 07   
 
 
 
 

13th March 07 
 
 

4.  Partner 
Scrutiny 
Meetings 

      

5.  Business Plan 
and VFM 

      

6.  Procurement 
 

      

 
 
 
7.  Staff Incentive 
Scheme 

 
 
 
18 Dec 06 
 
 
 
 
 
26th Feb 
07 

 
 
 
7.3 The Board highlighted the 
ongoing discussions concerning the 
Staff Incentive scheme.  The Chair 
requested the Board be kept in the 
loop. 
 
7.4 The Board asked Steve Tucker 
to communicate the staff 

 
 
 
NI 
 
 
 
 
 
ST 

 
 
 
Ongoing 
 
 
 
 
 
 

 
 
 
CE Report included 
update 
 
 
 
 
Included in Staff 
Newsletter 

  
 
 
Jan 07 
 
 
 
 
 
March 07 



 

Hackney Homes. 
 
Rolling Register of Decisions and Actions 
 
Hackney Homes Board to February 2007.   
 

Item 4b 
 
 

Agenda Item 
(Number & Title) 
 

Date of 
Meeting 

Details of decisions taken Lead 
Officer 

Deadline Action Taken Date 
Completed 

 

 

incentive scheme to employees.  
 
8.  Decent Homes 
 

 
29th Jan 
07 
 
 
 
 
 
 
 
 
26th Feb 07 
 

 
8.5 Decent Homes Regeneration 
 The Board instructed Neil Isaac 
to maintain a watching brief 
concerning regeneration 
underspend . 
 
 
 
 
 
8.6 The Board requested: 
 

·  A brief summary of the 
Decent Homes Programme 
(including all internal / 
external works completed 
thus far) and how 1,500 units 
were going to be brought to 
the Decent Homes standard. 

 
 

 
NI 
 
 
 
 
 
 
 
 
 
GP 
 
 

 
Ongoing 
 
 
 
 
 
 
 
 
 
March 07 
and April 
07 
 

  
Implemented and 
regular updating 
at Audit & Finance 
Committee 

 
Feb 07 



 

Hackney Homes. 
 
Rolling Register of Decisions and Actions 
 
Hackney Homes Board to February 2007.   
 

Item 4b 
 
 

Agenda Item 
(Number & Title) 
 

Date of 
Meeting 

Details of decisions taken Lead 
Officer 

Deadline Action Taken Date 
Completed 

 

 

 
9. Parking 

Permits 
 

      

10.  Audit and 
Finance 
Committee 
 

 
 

 
 

 
 

 
 

  

11.  Invoicing 
 

      

 
12.  
Neighbourhood 
Visits by 
Members 

      

13  Succession 
arrangements for 
Board Members 

 
31 July 06 

 
13.4  A best value approach to 
selecting a balloting organisation to  
implement a system for resident 
elections, with proviso that the 
second placed candidate could be 
called upon if a vacancy arises 
 

 
 
 
Gov 
Team 

 
 
 
April 
2007 

  



 

Hackney Homes. 
 
Rolling Register of Decisions and Actions 
 
Hackney Homes Board to February 2007.   
 

Item 4b 
 
 

Agenda Item 
(Number & Title) 
 

Date of 
Meeting 

Details of decisions taken Lead 
Officer 

Deadline Action Taken Date 
Completed 

 

 

14.  Cabinet 
Forward Plan 
issues 

      

15.  Questions 
received from the 
public 

      

16.  Report back 
from Committees 

      

 
17.  Senior 
Management 
Structure 

      

 
18. Asset 
Management 
Strategy 

 
 

 
 

 
 

   
 

 



 

 

 REPORT OF CHIEF EXECUTIVE OF HACKNEY HOMES  
 

Classification: 

 
 
  
 

 
 
 
Hackney Homes Board 
Monday 26 th March 2007 
 
 
CHIEF EXECUTIVE’S 
REPORT TO THE BOARD 
 

Ward(s) affected  
 

 
Enclosures 

 

 
 

AGENDA ITEM No. 
 
 

5 

 
 

1.0 SUMMARY 
 

1.1 This Report updates the Board on a broad range of activities and initiatives within Hackney 
Homes over the previous month. It confirms the continuing focus on service improvement 
which brings benefits for residents and addresses their priorities.  
 

2.0 RECOMMENDATIONS 
 

2.1 That the Board receives this report.  
 

3.0 BACKGROUND  
 

3.1 Following the last meeting of the Board which endorsed the new Hackney Homes 
Business Plan, feedback meetings have been held with all staff on the Business Plan 
priorities and how these will be achieved. This has also enabled the Performance 
Appraisal process to commence across the organisation with setting of team and 
individual targets and personal development objectives. Staff are becoming accustomed to 
understanding and expressing their role in terms of the principal Hackney Homes 
objectives of customer focus, performance improvement and securing value for money, 
and can give examples of how they are contributing to each of these cross-cutting themes. 
This includes staff in our partner organisations.  
 

3.2 In recent weeks, there have been two national reports published which have an important 
bearing on the work of Arms-Length Management Organisations and which have been 
circulated and discussed at our managers’ briefings. These are:  
 

 The Hills Review of the Future of Social Housing, commissioned by the Secretary of 
State for Communities and Local Government. This recommends that social housing 
landlords should concentrate much more on existing tenants with the aim of providing a 
framework of support and opportunities that will enable them to improve their lives and 
in particular to overcome worklessness. It also recommends greater diversity of tenure 
where there are dense concentrations of social housing. The expressed intention of the 
Report is to commence a debate on the future of social housing, and this is a 
discussion which the Board will wish to follow and indeed participate in, as will our 
managers and staff.  

 

 The Communities and Local Government’s review of the lessons and good practice 
from the first three rounds of Arms-Length Management Organisations – I have 
attached as an Appendix the summary of key findings which are of assistance in 
evaluating our own first year in operation and refining our business plan objectives  
(Appendix 1). 



 

 

 
4.0 PERFORMANCE MONITORING 

 
The February Performance Digest has been circulated to all Board Members and gives the 
latest position on performance with just one month to go to the end of the year. Rent 
collection is continuing to improve in all Neighbourhoods with North-West and 
Queensbridge having achieved their neighbourhood target early. The overall year-end 
target of 96.5% (BVPI 66A) is now expected to be achieved and exceeded.   
 
Empty Property Re-letting performance improved quite significantly during February with a 
monthly average re-let time of twenty-one days, keeping us inside our overall target of 
twenty-eight days with a year-to-date average of twenty-seven days. Homerton and 
Queensbridge Neighbourhoods were the most improved performers, having recovered 
fully from their slump earlier in the year. The Chair and I met again with the senior 
directors of Mouchel Parkman early in the month and impressed upon them the 
importance of consistent levels of performance throughout the year and firm commitments 
have been obtained for both the remainder of the current year and next year.   
 
Collection of Major Works charges from leaseholders is continuing to improve and is 
expected to achieve the target of £3.15 million which is more than double the previous 
year’s target collection. 
 
Performance on repairs has continued at the very good levels achieved throughout the 
year and the ratings for quality of work carried out are also consistently high.   
 

5.0 HOUSING SERVICES 
 

5.1 New Contract Launch – North-East Neighbourhood  
 
The new Neighbourhood Management contract commences on 1 April 2007. Detailed 
discussions have been held between the new provider Pinnacle, the outgoing provider 
Pathmeads and Hackney Homes. All parties have worked well together in ensuring that 
there is a seamless transfer to the new provider and service levels are maintained during 
the transfer period. 
 
In agreement with Pathmeads, the new contract manager from Pinnacle, Elliot Brooks, has 
taken the managerial lead and responsibility since 22 January 2007. He has been joined 
by two other managers from Pinnacle who have filled the vacant managerial posts of 
Customer Services Manager and Rent Arrears Manager. All staffing matters have been 
finalised with staff aware of their status.  
 
Residents have been kept fully informed about the changes. Tenant and Resident 
Association representatives were notified followed by a letter to all residents informing 
them of the change of provider and giving information about Pinnacle. In addition statutory 
notifications were sent to leaseholders notifying them of the change of provider. 
 
New Contract in Shoreditch Neighbourhood  
 
The contract was awarded to the existing provider, Pinnacle. There have been some minor 
staffing changes associated with changes in the coverage of the new contract and some 
staff transferring to Hackney Homes. The contact and management details stay the same 
as before and, therefore, a general notification to all residents has not been necessary.   
 
 



 

 

5.2 Parking Enforcement  
 
Detailed negotiations have been held with the Council’s Parking Service who provide the 
parking enforcement service for Hackney Homes. A new draft SLA has been produced 
which will be agreed and signed by the end of the month.  
 
The key points in the new SLA are that there will be increased enforcement patrols and 
there will be an extension of the service to 9.00 p.m. in the evening. The patrolling 
frequency during the daytime will be ten priority estates to be visited every day and every 
other estate visited approximately twice every three days. The evening patrols, whilst not 
being so frequent, will ensure a random coverage of all estates with parking enforcement 
on a regular basis.       
 

5.3 ‘Pride of Place’  
 

The Hackney Homes ‘Pride of Place’ Scheme rewards tenants who pay their rent on time 
and refrain from any form of anti-social behaviour. Prize winners are selected quarterly at 
random and receive either £100 worth of high-street shopping vouchers or £500 worth of 
home improvements.  
 

An important aim of the scheme was always to reward socially beneficial initiatives, and 
we have now linked ‘Pride of Place’  with our Good Neighbour scheme to enable 
gardening clubs and social clubs on participating estates to receive grants through ‘Pride 
of Place’ for equipment and supplies. Each Neighbourhood has been asked to identify two 
estates where residents specify special terms and conditions in the way their estate is 
managed. For example, the response to youths congregating in foyer areas in some 
blocks differs between estates: some consider this acceptable whilst others do not, or only 
between certain hours. All residents are asked to sign up to an agreement around such 
issues and receive promotional material. The important benefit is that it represents a 
proactive approach to management that reflects local preferences. This is also a 
recommendation under the Respect guidance, which Hackney Homes is a signatory to. 
 

5.4 Diversity Information  
 

Hackney Homes has been assembling ethnicity details for tenants in order to identify and 
analyse any disparities which may require further investigation, conduct outreach work and 
agree changes in approach to service delivery. Our Customer Access Survey and other 
databases have given us comprehensive details on around 25% of tenants in respect of 
their health, disability, age, household members, language, religion and mental health. It is 
recognised that many of the most vulnerable residents are least likely to have returned the 
survey form (10% did not return) and the Neighbourhoods are visiting these cases to 
assess their needs for the future. An updated version of the survey will be included in the 
April Rent Statement mail-out, and those returns will be scanned into our new survey 
system to save resources. Saffron itself was updated last year to provide fields for this 
information, allowing staff to both monitor services more accurately and share relevant 
information to help customers. As a consequence, we now have ethnicity details on 87% 
of all tenants.  
 

5.5 Financial Advice for Leaseholders  
 

Hackney Homes held a well-received Financial Advice Day for leaseholders on 22nd 
February 2007. This was arranged following consultation with leaseholders in the Borough 
who have expressed concern about the affordability of Major Works bills in particular, now 
that the Decent Homes programme is underway. The aim was to offer help, advice and 
assistance to leaseholders on managing payment of service charges and major works bills 
and fitting these in with all their other household bills.  



 

 

The event brought together a range of welfare and debt advice agencies including Age 
Concern, the Citizens Advice Bureau, Houseproud and CHAS who provide money and 
housing advice services to leaseholders. This provided answers to questions about 
managing bills and taking advantage of the various payment options available from 
Hackney Homes.  
 
The report from the event included the following recommendations which we are now 
implementing:  
 
�  A second Financial Advice Day should be held in the autumn. 
�  A Financial Advice Pack to be produced and made available including to new 

leaseholders. 
�  The Hackney Homes website to contain a listing of welfare agencies and contact 

details together with information in different languages. 
�  A report on the event will appear in Hackney Homes News, Hackney Today and other 

publications read by residents. 
�  Hackney Homes should benchmark with other organisations to develop best practice in 

provision of financial support to leaseholders. 
 
From the feedback received, 98% of leaseholders attending said they found the Financial 
Advice Day useful and informative, with 94% supporting the proposal for further events.  
 

5.6 Removal of Estate Agent Signs  
 
In recent months Hackney Homes has intensified its efforts to remove the large number of 
estate agent boards which are installed on the fronts and flank walls of blocks of flats, 
increasingly at high level where they are difficult to access. 
 
This has required the use of a cherry picker and long ladders in order to be effective and 
has involved staff from all parts of Hackney Homes.  This has had a positive effect upon 
the estate environment and is welcomed by residents.  Hackney Homes wrote to all estate 
agents in the borough about this some months ago but this letter has not produced any 
noticeable reduction in the incidence of new estate agent signs appearing. A further letter 
of warning is being sent to the offending organisations advising them of our intention to 
take enforcement action in the event of them persisting in setting up these signs.  
 
Hackney Homes is now systematically collating details of estate agent boards currently 
erected on estates with a view to commencing court proceedings against individual estate 
agents.  We are also exploring the feasibility of obtaining anti-social behaviour orders 
against named Directors of the estate agents. 
 

6.0 PROPERTY SERVICES    
 

6.1 Repairs and maintenance procurement  
 
Following the OJEU notice issued on 10 August 2006 a total of 99 firms expressed interest 
in providing repairs and maintenance services to Hackney Homes.  Tender returns were 
received from 39 firms on 15 December 2006 and a corporate tender evaluation panel with 
substantial resident representation has met on several occasions to evaluate the bids on a 
50/50 price and quality basis.  Site visits have been undertaken by combined delegations 
of officers and residents and a further interview is being arranged with one particular 
provider.  Contract award recommendations are expected either in April or May depending 
upon the outcome of these discussions. 
 



 

 

6.2 Repairs Policy Consultation  
 
The purpose of this consultation exercise, which was attended by 15 residents who had 
completed the rent survey and confirmed they would be interested in taking part in further 
consultation, was threefold: 
 
�  To test resident reaction to new repair policies on re-charges and provision for 

vulnerable residents; 
�  To assess resident reaction to two new initiatives, the property MOT and the communal 

repairs building team; 
�  To explain Hackney Homes’ intention to conduct a major review of the current repairs 

policy to address both customer service and value for money objectives. 
 
Responses to both policy documents were favourable and residents are keen to see that 
these are applied consistently and are properly enforced.  The new initiatives on the 
property MOT and communal repairs were also well received although a plea was entered 
on behalf of street and small block properties which it was felt should be included in the 
communal repairs programme.  
 
Residents were in favour of selectively widening the remit of the repairs policy where there 
is a cost benefit accruing and cited garden fencing and interior decorations for the elderly 
and disabled as priorities.  The repairs policy review will benchmark our existing policy 
arrangements with those of other ALMO’s to develop a set of proposals for formal 
consultation and approval by the ALMO Board in July 2007. 
 

6.3 Asset Management Database  
 
Following approval at the Hackney Homes Board meeting on 18 December the 
procurement and implementation of the asset management database has been completed 
and went live two weeks early on Friday 23 February 2007.  This was achieved through 
intensive team working across the organisation and has enabled us to make early 
progress on a number of the key projects which the new database helps us deliver. 
 

6.4 Decent Homes and Value for Money  
 
The report elsewhere on this agenda confirms that expenditure on Decent Homes will hit 
the target of £45m exactly by the year end and provides details of homes made decent 
internally and externally. This good programme performance has been established on the 
basis of a new and imaginative form of supply chain partnering which has been 
commended by the Government-appointed national change agency for construction, David 
Langdon and Trowers and Hamlins. It has also been the subject of a recent seminar 
convened by Trowers and Hamlins to publicise the good practice developed by Hackney 
Homes. Hackney Homes were highly commended for this procurement at the Local 
Government Chronicle Awards last year and were prominently featured this month in the 
LGC in a feature on what has been achieved through Supply Chain management 
(Appendix 2). 
 

 CLG have encouraged the development of a new London-wide housing construction client 
consortium and Hackney Homes has been invited to lead and facilitate the new body on 
account of our now proven approach to procurement through the supply chain and related 
areas of expertise, e.g. Construction Client Charter. I attach a copy of a delegated 
authority report from LB Greenwich which supports their joining the proposed consortium 
and adopting the Hackney Homes model (Appendix 3). CLG are offering 75% funding of 
business support for the consortium through their Efficiency Challenge Fund with the 



 

 

consortium funding the remainder. Additional implementation grants may be available for 
other procurement and innovation initiatives. Discussions with Newham and Lewisham are 
also taking place and any firm proposals emerging will be notified to the Board.  
 

7.0 FINANCE AND RESOURCES 
 

7.1 Hackney Homes Website  
 
Information on visits to the Hackney Homes website and the most popular pages on the 
website is included in an appendix to this report (Appendix 4).  Decent Homes and 
planned maintenance information is the most frequently sought area of the website, 
exceeded only by people looking at jobs available with Hackney Homes. As an example of 
growing use value of the website to tenants, more than £300,000 in rent has been paid 
using the online method this year. 
 

7.2 Telephone Performance Project  
 
The Telephone Performance Project Board meets fortnightly and has the objective of 
improving customer service by maximising calls answered from residents. Hackney 
Homes uses technology provided by the Council, and performance monitoring reports are 
issued by the Council.  The project, which commenced in December 2006, has the 
following objectives: 
 

1. The reduction and rationalisation of our published telephone contact numbers. 
2. Optimisation of the technology to support excellent customer services. 
3. Procedures and process production and implementation to facilitate telephone 

answering. 
4. The production of statistical reports consistent with Hackney Homes Service 

standards which truly reflect telephone answering performance within the 
company 

5. Consideration of longer term objectives including whether the use of a free 
phone number would be practical, and setting the optimal usage of mobile 
phones.   

 
To date,  the following has been achieved: 
 

1. There are currently 70 telephone numbers for Hackney Homes which have been 
notified to residents via the website or published leaflets.  It is planned that these 
will be reduced to 12 key numbers in order to simplify access for residents. Pending 
this, we are ensuring that all 70 numbers have robust telephone answering plans.  
The current answering performance for these public facing numbers is 
approximately 80% calls answered, 12.5% busy (engaged) calls, and 7.5% 
unanswered. 

 
2. Changes are being implemented to the technology to ensure that each of the 70 

numbers optimise the system’s capabilities to ensure the customer gets through to 
a person who is able to help them with their enquiry.  These changes are well under 
way, and the new weekly performance statistics (to be produced from March 19th) 
will enable performance to be closely monitored and improvement tracked and 
reported.   

 
3. The capabilities and restrictions of the telephony system are being fully utilised to 

develop best practice within teams.   
 



 

 

4. Publicity has been organised to remind all staff of the ‘welcome’ message they 
should use when answering the telephone.   

 
5. Managers are using the telephone statistics to organise timely answering of calls. 

 
6. All telephone extension numbers have been checked, and ones which should not 

appear have been removed (those not belonging to Hackney Homes, for example, 
or meeting rooms). 

 
7. An exercise has also commenced to learn from how other ALMOs report their 

telephone answering performance.  Hounslow, for example, have all customer calls 
going through their contact centre, and are able to use the call centre technology 
and capacity to best manage telephone access.    

 
This project is timetabled to continue to run until June.  The final outcomes will include a 
mobile phone strategy and the project will link into a new Channel Strategy for Hackney 
Homes. 
 

7.3 Budget Update  
 
Hackney Homes has responsibility for gross expenditure of approximately £207m and 
gross income of approx £100m.  The expenditure consists of revenue expenditure of 
£114.6m and Capital Expenditure of £92m whilst the majority of income relates to rents 
(£90.1m) and leaseholder charges (£7m). 

  
Revenue expenditure comprises direct and delegated budgets (£38.8m & £75.8m 
respectively).  The year end revenue projection is expected to show a small  underspend 
and at worst to break even. 

  
The capital year end position is expected to show an underspend of £500k and agreed 
slippage of £9m as previously reported.  The Decent Homes programme will spend its full 
allocation of £45m. 

  
The budget for 2007/08 has been agreed with the Council and is composed of revenue 
expenditure of £116.8m (Direct of £41.1m and Delegated of £75.7m) and Income of 
£106m.  This takes account of savings identified by Hackney Homes of approx £4m.  The 
Capital Budget is £82.9m which includes £45m for Decent Homes.  

  
8. 
 
 

WOODBERRY DOWN REGENERATION SCHEME 
 
Progress in recent weeks includes the following:- 
  

8.1 Several remaining leasehold properties have been purchased over the past few days on 
the Kick Start, Horston/Sherwood and Pewsham House sites.  This means that the 
2006/07 financial year is likely to close on budget of £10.4 million, and on target.  
 

8.2 Berkeley’s Temporary Information Centre in a former shop at Woodberry Grove will be 
opened by the Mayor on 4 April. 
   

8.3 The Woodberry Down Project will be the centrepiece of a best practice in regeneration 
conference at the Institute of Directors on 3 May, branded as ‘The Future of London’, 
organised by Hackney Homes with the support of Berkeley Homes, London Borough of 
Hackney, GLA, and DCLG.  Most major housing regeneration projects in London will be 
represented. 



 

 

8.4 From the original 263 homes (including 37 leaseholders) on the Kick Start sites, there 
remain only four tenants and ten leaseholders (of which seven have agreed to sell – 
including the first leasehold swap).  From the original 70 homes (including 19 
leaseholders) at Horston/Sherwood, there remain 14 tenants and 12 leaseholders (of 
which seven have agreed to sell).  
 

8.5 99 old homes in 5 blocks are already demolished, with further demolition planned to start 
next month. 
 

8.6 The Report to the Council’s Cabinet was agreed on 26 February, dealing with the 
Compulsory Purchase Orders for the Kick Start sites and Horston/Sherwood Houses, and 
the Offer to Leaseholders who require support and assistance to find a new home. 
 

8.7 The new satellite library in the Robin Redmond Resource Centre opened to the public on 
26th February, with 18 local people trained as volunteers to work with Library Outreach 
Officers.  
 

8.8 Residents have met with the Area Police Inspector and the Borough CCTV Team to plan 
the locations of the CCTV cameras on the estate. This included analysing local crime data 
to find the most suitable locations to position cameras. The SRB programme and the 
Council have provided funding of £365,000 for the CCTV system which will be linked to 
the CCTV centre in Stoke Newington. The system will also link existing cameras on the 
estate, and possibly TFL cameras at Manor House. 
 

8.9 Parkfield House is now empty and is being converted into the satellite Construction 
Training Centre attached to Hackney Community College.  The project is supported by a 
partnership that includes Hackney Homes, London Borough of Hackney, Berkeley Homes, 
Circle Anglia, Manor House Development Trust, SRB6 Programme, and Access to 
Employment.  The partnership aims to train over 100 people a year and provide complete 
support throughout and after training.  This will include mentoring and guidance to develop 
a tailored package of support for each individual student.  The project featured in Daily 
Housing News for 14 March.  
 

9.0 TEAM HACKNEY  
 

9.1 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

I represented Hackney Homes at the Team Hackney Board meeting on 26 February.  
Team Hackney is the Local Strategic Partnership which coordinates and drives borough 
wide improvement and regeneration right across the public sector and is chaired by the 
Mayor of Hackney, Jules Pipe.  The main items considered by Team Hackney were: 
 

�  2012 Olympics  – how the games can help us meet our local area agreement targets.  
The Board or Improvement Committee may wish to invite the Chief Officer for the 
Olympics to attend a future meeting with the aim of exploring further the Hackney 
Homes contribution to and potential benefits accruing from the Olympics and the 
associated regeneration opportunities. We are currently leading on the relocation of the 
Waterden Road Travellers’ Site to a new location in the Borough.  

   
�  The Team Hackney  Public Service Promise and Joint Asset Management Strategy 

was presented as a proposal which all members of Team Hackney are to be asked to 
sign up to.  This comprises a collective commitment on behalf of all public service 
providers in the borough to achieve the very highest standards of customer service and 
to use our physical assets in a shared and intelligent way for the benefit of residents.  
Team Hackney agreed a number of changes to the public service promise and asset 
management strategy which I proposed and once these have been incorporated I 
intend bringing this to a future Board meeting for consideration and approval. 



 

 

 
 
 
10.0 

 
HACKNEY HOMES REPORTING TO COUNCIL  
 
In accordance with Hackney Homes Board Members instructions’ I have attached the 
Hackney Homes Reporting to Council document (Forward Plan period 1st April 2007 to 
31st July 2007 dated 15th March 2007) to my report (Appendix 5). 
 
 
 
 

 
 
 
 
Steven Tucker 
Chief Execut ive  
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Forward Plan Published – 15th March 2007 Period Cov ered in Plan:  1 st April 2007 to 31st July 2007 Date next Forward Pla n published – 14 th April 2007  
 

Hackney Homes Reporting to Council 
  FORWARD PLAN 1 st APRIL 2007 to 31 st JULY 2007   

FP No/ 
Date of 
Intende
d Mtg  

 
What is being decided? 

Who is 
decisio

n-
maker?  

When 
will 

decisio
n be 

made? 

Who will be consulted 
before decision is 

made? 

How will 
consultatio

n take 
place? 

How can you make 
comments on decision 
before it is made or get 

further information? 

What support 
documents and 

other 
information will 

be available? 
11.14.06 
27.11.06 

Development of Hate Crime 
Reduction Strategy 

Cabinet 23 Apr 
2007 

Safer and Cleaner Place to Live 
Partnership Board; Internal – 
Community Safety Team  
 

Meetings; Draft 
report 

CLLR ALAN LAING 
Murat Ozcelik – 020 8356 2418 
Murat.Ozcelik@hackney.gov.uk 

File held by Murat 
Özçelik – Deputy 
Manager of  
Community Safety 
Team – DoN&R 
 

12.03.06 
29.01.07 

Homerton Tower Refurbishment 
RP4 – Investment Decision 
 
 

Cabinet 
Cabinet 
Proc 
Committee  

23 Apr 
2007 
17 Apr 
2007 

Cabinet Procurement Committee; 
The Learning Trust; Internal 

Meetings, Draft 
Report 

CLLR ALAN LAING 
Derek Victor – 020 8356 2649/ 
Richard Merle – 020 8356 3363 
Derek.Victor@hackney.gov.uk 
Richard.Merle@hackney.go.uk 
 

Cabinet Report:  
Homerton Tower 
Refurbishment -  [FP 
No 09.15.06] :, 
18.09.06 

01.06.07 
29.01.07 

Hackney Homes – Options for the 
Future of Hackney Homes Repairs 
and Maintenance Trading Services 
Sub Contractors - RP4 -  
Investment Decision  

Cabinet 
Cabinet 
Proc 
Committee  

  23 Apr  
2007 
  17 Apr  
2007 

Internal: Hackney Homes Board, 
Cabinet Procurement Committee  
External: Tenants and 
Leaseholders 

Tender 
Evaluation 
Panels, 
Meetings, Draft 
Reports  

CLLR ALAN LAING  
John Hesp – 020 8356 5931 
John.Hesp@hackney.gov.uk 

Housing Trading 
Services – Materials 
Review Point 2 – 
Options Appraisal [FP 
No 03.04.06]  
 

01.10.07 
23.04.07 

LBH Gender Equality Scheme 
2007-2010 

Cabinet  23 Apr 
2007 

External:  All key stakeholders 
including  representative 
community groups and the wider 
community  
Internal:  All key stakeholders 
including staff and partners
  
 

Draft report, 
Meetings, 
Planned 
consultation 
event/s; Local 
media, Staff 
Focus Groups 
 

CLLR KAREN ALCOCK  
Arvind Sandhu 020 8356 3169 
Arvind Sandhu@hackney.gov.uk 
 
 

Disability Equality 
Scheme [FP No 
09.19.06] 
 
Equalities And 
Diversity Policy [FP 
No.10.01.05] 
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Hackney Homes Reporting to Council 
  FORWARD PLAN 1 st APRIL 2007 to 31 st JULY 2007   

FP No/ 
Date of 
Intende
d Mtg  

 
What is being decided? 

Who is 
decisio

n-
maker?  

When 
will 

decisio
n be 

made? 

Who will be consulted 
before decision is 

made? 

How will 
consultatio

n take 
place? 

How can you make 
comments on decision 
before it is made or get 

further information? 

What support 
documents and 

other 
information will 

be available? 
01.23.07
/ 
01.24.07 
26.03.07 

Procurement of Hosted HR and 
Payroll System and Payroll Service 
– RP2 – Procurement Strategy  

Cabinet 
Cabinet 
Proc 
Committee  

23 Apr 
2007 
17 Apr 
l2007 

Internal: HMT, HR Forum, HR 
Teams LBH Pensions, Trade 
Unions and Cabinet Procurement 
Committee  
 
 

Meetings, Draft 
Report 
 

CLLR KAREN ALCOCK 
Caroline Anderson– 0208 356 
3110 
Caroline.Anderson@hackney.gov.
uk 
 
 

Files held by Gill 
Steward Corporate 
Director for Customer 
and Corporate 
Services  

01.25.07 Establishment of A Tenant 
Management Organisation on 
Downs Estate 

Cabinet 
 

23 Apr 
2007 
 

Internal: Hackney Homes Meetings, Draft 
Report 
 

CLLR ALAN LAING 
Susmita Noonan – 0208 356 8410 
Susmita.Noonan@hackney.gov.u
k 
 
 

Files held by Susmita 
Noonan – AD Hackney 
Homes 

02.10.07 
23.04.07 

Devolvement Of Procurement 
Responsibility To Hackney Homes 
 

Cabinet 
Cabinet 
Proc 
Committee  

23 Apr 
2007 
17 Apr 
2007 

External: Hackney Home Board 
Members  
Internal: Council procurement, 
financial, and client liaison leads.   
 

Draft report, 
meetings  
 

CLLR JAMIE CARSWELL 
Chris Hudson – 020 8356  
Chris.Hudson@hackney.gov.uk 
 

Chris Hudson 
AD Procurement and 
Fleet 

 Service First Centre RP4 – 
Procurement Strategy  

Cabinet 
Cabinet 
Proc 
Committee   

23 Apr 
2007 
17 Apr 
2007 

Internal 
External 
 

Draft report, 
Meetings 
 
 

CLLR KAREN ALCOCK  
Andy Coyle  - 020 8356 6181 
Andy.Coyle@hackney.gov.uk 

Files held by Andy 
Coyle Programme 
Manager, Service First 
Accommodation 

09.07.06 
18.12.06 

Demolition Framework RP4 – 
Investment Decision 

Cabinet 
Cabinet 
Proc 
Committee 

29 May 
2007 
22 May 
2007 

Internal: Cabinet Procurement 
Committee; Hackney Homes 
Board;  
External: Residents 

Draft Report, 
Meetings 

CLLR JAMIE CARSWELL 
Bob Snowsill – 020 8525 5591 
Bob.snowsill@hackney.gov.uk 

Cabinet Report:  
Estate Renewal 
Programme Phase 1 
[FP No 12.13.05], 
27.03.06 
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Hackney Homes Reporting to Council 
  FORWARD PLAN 1 st APRIL 2007 to 31 st JULY 2007   

FP No/ 
Date of 
Intende
d Mtg  

 
What is being decided? 

Who is 
decisio

n-
maker?  

When 
will 

decisio
n be 

made? 

Who will be consulted 
before decision is 

made? 

How will 
consultatio

n take 
place? 

How can you make 
comments on decision 
before it is made or get 

further information? 

What support 
documents and 

other 
information will 

be available? 
11.17.06 
27.11.06 

Cranston Estate – Combined Heat 
and Power Scheme, RP4 – 
Investment Decision  

Cabinet 
Hackney 
Proc 
Board  

29 May 
2007 
8   May 
2007 

Hackney Procurement Board, 
Cranston Estate TM, Shoreditch 
Trust, Tenants, Leaseholders, 
Internal  

Resident 
Meetings, 
Newsletter, 
Formal S20 
process, Draft 
report 

CLLR JAMIE CARSWELL 
Dale Walker – 020 8356 8256 
Dale.walker@hackney.gov.uk 

Cabinet Report:  
Shoreditch Trust – 
Rolling Refurbishment 
Programme [FP No. 
09.01.05] , 24.10.05 
 

12.01.06 
29.01.07 

Affordability Framework for Low 
Cost Home Ownership and Pilot 
Schemes for 2007/08 
 
 

Cabinet 
Council 

29 May 
2007 
27 Jun 
2007 

Better Homes Partnership Board; 
Registered Social Landlord 
Partners; BHP Affordable Homes 
Project Group 
 
 
 

Meetings; Draft 
report 

CLLR JAMIE CARSWELL 
John Hall – 020 8356 2214 
John.hall@hackney.gov.uk 
 

Cabinet report - 
Affordable Housing 
Strategy 2006/10 [FP 
No 07.10.05], 27th 
March 2006) 
 

 April 2007 Overall Financial 
Position Report 

Cabinet 23 Jul 
2007 

Internal Draft report, 
Meetings 

CLLR JAMIE CARSWELL 
Tim Hannam - 020 8356 3332 
Tim.Hannam@hackney.gov.uk 
 

OFP reports and files 
held by Tim Hannam, 
ADoF&R 
 

 
Hackney Homes Reports  
Hackney Council Reports – included in this Forward Plan for Board Members to note any reports that may have either a Strategic Link to Hackney 
Homes or HH has contributed to the report in partnership with LBH 
 
 



 

 

UPDATE REPORT ON DECENT HOMES PROGRAMME – March 200 7 
 
1.0 PURPOSE OF REPORT 

This report provides Hackney Homes Board members with the monthly update on the Decent Homes 
Programme. 
 

2.0 
 
2.1 
 
2.2 
 
 
 
2.3 
 
 
 
 
2.4 
 
 
 
 
2.5 
 
 
 
 
 
 
2.6 
 
 
 
 
 
 
2.7 
 
 
 
 

CURRENT ISSUES 
 
Financial  
 
The 06/7 programme is on track to fully spend the existing approved £45m budget. Some schemes 
from 07/8 have been brought forward into the current year to provide continuity of work to those 
contractors nearing the end of their original 06/7 works allocation.  
 
Current actual programme expenditure stands at  £37.7m at the end of February. With two more 
valuations per contract area expected before year end (one main monthly valuation plus a mid month 
certificate to maximise year end expenditure) plus the addition of fees, security works, additional year 1 
schemes, adaptations and programme recharges, a full year end spend of £45m is forecast. 
 
Hackney Council has indicated that the initial 07/8 budget for Decent Homes work will be £19m. At the 
current rate of spend this will take the programme through to the end of June. With the earliest release 
of possible ALMO credits estimated in May, the programme will be carefully managed to avoid over 
commitment while trying to ensure continuity of working.   
 
A full meeting of the Alliance project teams was held at Trowers and Hamlins on 22nd February to agree 
the documents and programme for the Year 2 (07/8) Framework Agreements. A separate set of 
documents will be signed for each contract area. All documents will be agreed and signed up by the 
end of March.  
 
General  
 
Constructors have been reminded of the need to achieve and maintain their performance against KPIs. 
A particular area of concern across the contract areas is performance on  “time to complete in unit” on 
the kitchen and bathroom programme. It is the intention to move from a 20 day target to 15 days and 
contractors were required to produce evidence of how that target will be achieved. This will further 
challenge project teams and the results of the revised performance measure will be reported in future 
reports to Board.   
 
A compliance and good housekeeping tour of Decent Homes sites and main site bases by senior 
Hackney Homes Officers took place on Friday 2nd March. All areas were clearly identifiable as Hackney 
Homes Decent Homes sites, were tidy and safe and site offices open to the public were accessible to 
all with clear signs showing opening times, phone numbers etc.  
 

3.0 
 
3.1 
 
 
 
 
 
 
 
 
 

DECENT HOMES PERFORMANCE 06/07  
 
Decent  Homes Annual Targets 
 
No. of Homes Decent at April 1st 2006                       (47.58%)(from BVPI)  
 
2006/7 Target 2006/7 

Target  
End 
Jan 2007 
 

End 
Feb 2007 
 

Mar 2007 
Forecast 

Number of properties to meet Full 
Decent Homes Standard 
as result of DH work  (BVPI 184a)                                                        

1500 1322  
 

1457 1621 

 



 

 

 
 
 
 
 
 
 
 
3.2 
 
 
 
 
 
 
 
 
3.3 
 
 
 
 
 
 
 
 
 
 
3.4 
 
 
 
 
 
 

 
These figures are estimates based on reported completions to 28th February 2007 and are 
subject to reconciliation and audit at year-end. The above figures reflect the completed voids 
and technical adjustments.  
 
A detailed, end of year audit will be undertaken, which will confirm the outputs from all activities 
and produce the final, end of year BVPI figures. This will be reported to Board in May. 
 
Current Financial Profile with commitment to end of February  07 (per Contract Area)  
 
Overall programme expenditure (Cedar) stood at £37.7m at the end of February. This is approx 
£3m below the profiled forecast. There is a further £2.5m of valuations certified but not showing 
as paid on Cedar. This will bring expenditure closer to profile. The programme has been 
spending on average about £4m per month and together with the special mid month valuation 
in March, together with the addition of fees and other recharges, the £45m target for year end 
expenditure will be achieved. Financial reports are attached at appendix A 
 
Current Output Profiles with actuals to end February 07 (per Contract Area). 
 
The charts show cumulative performance for this programme year to end of February 2007 per 
contract area. The externals programme is showing strong performance with roofs and 
windows exceeding the original targets due to an increased rate of delivery in the Homerton 
area. The kitchen and bathroom programme has performed well during the year and is close to 
meeting the forecast profile. There is some slippage in the Homerton area that has brought 
down the overall programme figure just short of target for that neighbourhood. The project 
team in that area has sought to remedy the slippage by increasing the installation teams to 
boost the rate of delivery.  
 
Further attempts have been made to gain access on the remaining central heating addresses 
where access was not achieved or was refused earlier in the year. At the end of this 
programme year all remaining addresses will be recorded and passed to the voids team for 
access when the property becomes vacant.  Following exhaustion of access attempts by the 
works teams the addresses are passed to the relevant neighbourhood for urgent investigation 
under the tenancy audit process. 
 

4.0 
 
4.1 
 

 KPI Commentary. 
 
Resident Satisfaction remains above target in all contract areas 
The report shows little change from last month. The figures are cumulative and will show little 
change until packages are complete and contract end data is loaded (i.e. cost predictability or 
resident satisfaction) There will be some change in coming months as new schemes are 
loaded and final accounts are agreed and Cost Predictability can be added to the report as a 
new KPI.  

 Contact Officer:  
 
Alan Turner, Divisional Head, Asset Management  0208 356 2118 
 
Originating officers 
 
Dale Walker   0208 356 8256, Head of Programme Management  
Jonathan Oxlade 0208 356 2147 , Head of Resources  
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DECENT HOMES PHASE 2 - TOTAL SUMMARY
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CHART 1 – TOTAL PROGRAMME  FEBRUARY 2007 

 
Cumulative forecast is the Project Manager’s estimate of total expenditure on the 
contract. 
 
Cedar actual is the total of payments made as shown on the council’s finance 
system (Cedar). 
 
Cedar plus certified  is the Cedar actual plus the value of work completed and 
certified but not yet sowing on the Cedar system. This gives a more accurate 
measure of actual progress on the contract. 
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SHOREDITCH B (MULALLEY) DECENT HOMES PHASE 2
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SHOREDITCH A (LOVELL) DECENT HOMES PHASE 2
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HOMERTON (KIER) DECENT HOMES PHASE 2
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NORTH EAST (CONNAUGHT) DECENT HOMES PHASE 2
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 This graph shows the benchmarking of all 5 constructors on Resident Satisfaction rolled up for all internal projects. Resident 

satisfaction with internal works shows an average of 91.3% against a target of 85%. This represents a minimal increase from 
last month. 
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This graph shows the % of time over the target of 20 days and the projects are grouped by contractors. The score is based on 
the average for all units in a project.   



 

 

 
 HEALTH AND SAFETY POLICY  
 
1.0 SUMMARY 

 
This policy has been developed in consultation with stakeholders following the adoption of the 
Health and Safety Policy Statement in October (Appendix A). 
 

2.0 
 
2.1 
 

RECOMMENDATIONS 
 
The Board agree the Health and Safety Policy as attached to this report (Appendix B). 

3.0 
 
3.1 
 
 
 
3.2 

BACKGROUND  
 
 The Board agreed the Health and Safety Policy statement in October. Attached to this report is 
the updated Health and Safety Policy reflecting that Policy statement. It sets out clearly the 
roles and responsibilities of Board, Management and Staff across the organsiation. 
 
Given the overarching responsibilities of Health and Safety there is not an appropriate 
Committee with sufficiently broad terms of reference to consider this policy. It has therefore 
been prepared in consultation with Rupert Tyson the Board’s lead member on Health and 
Safety. 
 

  
 
Contact Officer:  
 
Neil Isaac 
Originating officer 
 
Neil Isaac, Director of Finance & Resources. 
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HH_H&S Policy Statement 3rd Draft Oct 06 

1. Health and Safety Policy Statement  
�
���������	��
����
�
���������� �
�	�������
����������� �
 
It is the policy of Hackney Homes to ensure that all operations of work are carried out in 
accordance with the Health and Safety at Work etc. Act 1974 and all applicable regulations 
made under the act. 
 
In order to promulgate this, managers will ensure that the duties of all management and 
associated procedures reflect the requirements of this policy statement. Works will be 
executed at all times in such a way to ensure, so far as is reasonably practicable, the 
health, safety and welfare of its employees and all persons likely to be affected by its 
undertakings, including residents, partnership agency workers, contractors, and members 
of the public.  
 
All managers and employees shall have an active involvement in accident prevention and 
recognise it as an integral part of their job function. A copy of this Health and Safety Policy 
will be made available to all employees of Hackney Homes. 
 
All Hackney Homes managers will take all reasonably practical steps to meet their 
responsibilities in accordance with the provisions of this policy document, with particular 
attention being paid to the following: 
 
1. The compliance with statutory requirements in force for the safety, health and 

welfare of employees, whilst at work.  
 
2. The provision and maintenance of plant and systems of work that are, so far as is 

reasonably practicable, safe and without risks to health. 
 
3. Health and safety arrangements for ensuring, so far as is reasonably practicable, 

the absence of risks to health in connection with the use, handling, storage and 
transport of articles and substances. 

 
4. The provision of such information, training, instruction and supervision that is 

necessary to ensure, so far as is reasonably practicable, the health and safety at 
work of employees. 

 
5. The provision and maintenance of the working environment, so that it is, so far as is 

reasonably practicable, safe and without risks to health. Particular attention will be 
paid to the maintenance of adequate welfare facilities and those arrangements to 
ensure welfare at work are in place. 

 
6. The provision and maintenance, so far as is reasonably practicable, of a safe and 

proper means of access/egress to the place of work. 
 
7. The employment of persons who are competent for the work in which they are 

engaged. 
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8. Ensuring that all employees are fully aware of their duty to act responsibly, and do 

everything they can to prevent injury to themselves, fellow workers and others who 
may be affected by their acts or omissions  

 
Hackney Homes is committed to working closely and cooperating fully with all it’s 
stakeholders, employees and their recognised trade unions, Hackney Council and the 
Enforcing Authorities, partner organisations and the Occupational Health service 
providers. 
 
Members of the Board recognise their collective role in providing leadership to the 
organisation, and have agreed this statement. Managers have been given responsibility for 
the implementation of this policy and their responsibilities for health, safety and welfare are 
as significant as for any other function.  
 
Whilst acknowledging that the implementation of this policy is a management 
responsibility, Hackney Homes is a listening, learning and improving organisation and will 
consult regularly with staff on matters affecting their health and safety and welcome 
suggestions on ways to improve the health and safety of all who may be affected by its 
operations. 
 
 
 
 
Hackney Homes Board  
October 2006  
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Hackney Homes Health and Safety Policy 

 
 
 

 
 

Acknowledgement Slip 
 
 
 
I acknowledge that a personal copy of the above Hac kney Homes Health and Safety 
Policy has been made available to me. 
 
 
Name (Print): 
 
Job Title: 
 
Location: 
 
Date: 
 
Signature: 
 
 
 
 
 
Employees should ensure that they read and fully un derstand the policies noted in 
this booklet and raise any concerns or points of cl arification required with their line 
manager the Health and Safety Manager or a member o f Human Resources. 
 
When completed this slip should be detached and ret urned to your line manager for 
retention on your personal file. 
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Section 1  Introduction 
 
Section 2  Safety Policy Statement of Hackney Homes 
 
Section 3  Personal Responsibilities/Organisation 

 

3.1  Organisational Structure for Health and Safety Management  

3.2  Chief Executive of Hackney Homes 

3.3  Hackney Homes Board 

3.4            Executive Director (special responsibility for health and safety) 

3.5  Non- Executive Director with Special Responsibility for Health and 
Safety  

3.6  Directors 

3.7  Health and Safety Manager 

3.8  Third Tier Managers  

3.9  Fourth Tier Managers 

3.10  Partners, Consultants and Agency Workers 

3.11  Lead Tenant 

3.12  Contractors 

3.13  Hackney Homes  HR  

3.14  All Employees 

 
Section 4  Arrangements 
 

4.1  Accident Investigation, Monitoring & Analysis 

4.2 Accident Reporting 

4.3  Asbestos 

4.4  Bomb Alert 

4.5  Building Maintenance/ Reporting Defects 

4.6  Contractors 

4.7  Control of Substances Hazardous to Health 

4.8  Disability and Discrimination  

4.9  Dogs in Offices 

4.10  Electricity at Work 

4.11  Fire Precautions 

4.12  First Aid 

4.13  Food Preparation Areas 
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4.14  Health and Safety Advice 

4.15  Health and Safety Information, Instruction & Training 

4.16  Housekeeping 

4.17  Immunisations 

4.18  Inspections of Premises 

4.19  Lone Working/Home Visits 

4.20  Management of Health and Safety 

4.21  Management and Consultative Process 

4.22  Manual Handling 

4.23  Money Transfer 

4.24  New and Expectant Mothers 

4.25  Noise 

4.26  Protective Clothing 

4.27  Provision and use of Work Equipment 

4.28  Risk Assessments 

4.29  Safety Committees and Trade Union/ non Union Safety Representatives  

4.30  Security in Buildings 

4.31  Smoking 

4.32  Stress 

4.33  Training 

4.34  Transport/Driving 

4.35  Violence towards Staff 

4.36  Visitors (including children) to Hackney Homes Premises 

4.37  Visual Display Units/Work Related Upper Limb Disorders 

4.38  Welfare at Work (Temperature/Lighting/Humidity/Toilets etc.) 

4.39  Young Persons/Trainees 
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In pursuance of Section 2(3) of the Health and Safety at Work etc. Act 1974  the 
Hackney Homes Ltd. Health and Safety Policy together with other subject specific policies 
& handbooks, is designed to act as a framework to ensure the health, safety and welfare 
of all staff and members of the public who may be affected by it’s undertakings. 
 
This policy includes a statement identifying the commitment that Hackney Homes has 
made to ensure the health, safety and welfare of its entire staff.  
 
It also includes specific details of the organisation and arrangements that exist within 
Hackney Homes to ensure the health, safety and welfare of it’s employees, it’s premises, 
and of all others who may be affected by it’s undertakings including:  

·  residents; 

·  consultants and partners;  

·  members of the public 

 
This policy provides staff with a reference to all the health and safety policies and 
procedures adopted by Hackney Homes. It also provides the basis upon which an 
assessment of the levels of health and safety compliance is being achieved. 
 
Implementation of this policy will be monitored by Hackney Homes Health and Safety 
Team and Human Resources through a programme of annual inspections and analysis of 
accident statistics. 
 
The contents of this policy should be accepted as a minimum standard for health and 
safety within Hackney Homes Ltd. and may, in the light of organisation changes and 
changes in legislation, be reviewed and updated from time to time. 
 
Should you be in doubt about anything in this Polic y, or require further information - 
please ask your Line Manager, the Health and Safety  Manager, a member HR or 
contact a Union Health & Safety Representative. 
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It is the policy of Hackney Homes to ensure that all operations of work are executed 
at all times in such a way to ensure, so far as is reasonably practicable, the health, 
safety and welfare of its employees and all persons likely to be affected by its 
undertakings, including tenants, partnership agency workers, contractors, and 
members of the public.  
 
In relation to their responsibilities noted in Section 3 of this policy, all managers and 
employees should have an active involvement in accident prevention and recognise 
it as an integral part of their job function. A copy of this Health and Safety Policy will 
be made available to all employees of Hackney Homes. 
 
All Hackney Homes managers will take all reasonably practical steps to meet their 
responsibilities in accordance with the provisions of this policy document, with 
particular attention being paid to the following: 
 
9. The compliance with statutory requirements in force for the safety, health and 

welfare of employees, whilst at work.  
 
10. The provision and maintenance of plant and systems of work that are, so far 

as is reasonably practicable, safe and without risks to health. 
 
11. Health and safety arrangements for ensuring, so far as is reasonably 

practicable, the absence of risks to health in connection with the use, 
handling, storage and transport of articles and substances. 

 
12. The provision of such information, training, instruction and supervision that is 

necessary to ensure, so far as is reasonably practicable, the health and safety 
at work of employees. 

 
13. The provision and maintenance of the working environment, so that it is, so 

far as is reasonably practicable, safe and without risks to health. Particular 
attention will be paid to the maintenance of adequate welfare facilities and 
those arrangements to ensure welfare at work are in place. 

 
14. The provision and maintenance, so far as is reasonably practicable, of a safe 

and proper means of access/egress to the place of work. 
 
15. The employment of persons who are competent for the work in which they are 

engaged. 
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Hackney Homes is committed to working closely and cooperating fully with the 
Company Health and Safety Team, the Enforcing Authority and with the 
Occupational Health service provider. 
 
All managers are reminded that a breach of safety procedures outlined within this 
policy may result in disciplinary action. Provision is made within the Health and 
Safety at Work Act 1974 for the prosecution of managers for breaches of statutory 
duties. 
 
 
 
 
 
 
Steve Tucker  
Chief Executive  
April 2006  
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Section 3 - Responsibilities  
 
The responsibilities outlined in this section of the safety policy document should be read in 
conjunction with the arrangements for implementing such responsibilities contained in 
Section 4. 
 
 
 
3.1 Health and Safety management reporting structur e 
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3.2 Chief Executive of Hackney Homes Ltd . 
 
The Chief Executive shall have ultimate responsibility within Hackney Homes for the 
effective implementation of this policy as it affects the health and safety of its employees 
and others affected by its operations. 
 
�  Shall be accountable to Members of the Board in relation to health and safety 

matters that arise at Hackney Homes. 
 
�  Will monitor the effectiveness of this policy and ensure that necessary changes are 

made through liaison with the Hackney Homes Director with responsibility for Health 
and Safety, the Head of the Health and Safety unit and consultation with the 
Unions.   

 
�  Shall ensure that adequate financial resources and materials are available to meet 

Hackney Homes health and safety needs. 
 
�  Shall ensure the provision of adequate safety training for all employees of Hackney 

Homes. 
 
�  Shall ensure that provision is made for all accidents, dangerous occurrences to be 

reported, recorded and reviewed to enable preventative and corrective measures to 
be undertaken. 

 
�  Ensure that responsibility for safety is properly assigned, understood and accepted 

at all levels within Hackney Homes. 
 
�  Will ensure that arrangements are made for a copy of this policy to be made 

available to all existing and future employees within Hackney Homes. 
 
�  Will ensure that appointed safety representatives of the recognised unions are 

provided with the time, facilities, and resources (i.e. workload relief) necessary to 
undertake their functions and training without detriment and in accordance with the 
Safety Committee and Safety Representatives Regulations 1977. 

 
�  Will ensure that effective arrangements are made for consultation in good time 

between management, union safety representatives and employees and shall 
establish and chair the Company’s Health and Safety Committee with the Trade 
Unions. 
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3.3 Hackney Homes Board  
 
The Board formally and publicly accept its collective role in providing health and safety 
leadership within the organization and will ensure that; 
 
�  Each member of the Board accepts their individual role in providing health and 

safety leadership 
 
�  All Board decisions reflect its health and safety intentions, as laid down in the health 

and safety policy statement 
 
�  It is kept informed of, and alert to,  relevant health and safety risk management 

issues 
 
�  One of its members is appointed as non-executive director with special 

responsibility for health and safety 
 
�  The Board member appointed with special responsibility for health and safety is 

given adequate information, instruction and training to understand and carry out 
their health and safety duties 

 
�  The Hackney Homes health and safety policy statement reflects the Board’s 

priorities 
 
�  The statement is considered at the same times as reviews of health and safety 

performance or when circumstances (e.g. management structures) change. 
 
�  A management system provides for effective risk assessment, and the monitoring 

and reporting of health and safety performance. 
 
�  Systems, and procedures are in place  to ensure that it is kept informed of any 

significant health and safety failures, and of the outcome of the investigations into 
their cause 

 
�  The health and safety implications of all its decisions are taken into account. 
 
�  Adequate resources are in place to enable the Company to fulfil its legal obligations 

and implement its health and safety intentions, as laid down in the health and safety 
policy statement 

 
�  Health and safety is an agenda item at least once annually. 

 

3.4 The Non-Executive Director with special respons ibility for Health and Safety  
 
Will ensure that: 
 
�  The Board collectively discharges its responsibilities and that health and safety 

issues are communicated throughout the organisation 
 
�  The Hackney Homes health and safety policy statement reflects the Board’s 
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priorities 
 
�  All Board decisions reflect its health and safety intentions, as laid down in the health 

and safety policy statement 
 
�  The Board it is kept informed of, and alert to,  relevant health and safety risk 

management issues 
 
�  The health and safety statement is considered at the same times as reviews of 

health and safety performance or when circumstances (e.g. management 
structures) change. 

 
�  A management system provides for effective risk assessment, and the monitoring 

and reporting of health and safety performance. 
 
�  Systems, and procedures are in place  to ensure that the Board  is kept informed of 

any significant health and safety failures, and of the outcome of the investigations 
into their cause 

 
�  The health and safety implications of all the Board’s decisions are taken into 

account. 
 
�  Adequate resources are in place to enable the Company to fulfil its legal obligations 

and implement its health and safety intentions, as laid down in the health and safety 
policy statement 

 
�  Health and safety is an agenda item at one Board meeting annually 

 

3.4 Executive Director (special responsibility for health and safety)  
  
Will ensure that; 
 
�  Executive Directors collectively discharge their  responsibilities and that health and 

safety issues are communicated throughout the organisation 
 
�  The Hackney Homes health and safety policy statement reflects the Board’s 

priorities 
 
�  All Board decisions reflect its health and safety intentions, as laid down in the health 

and safety policy statement 
 
�  The Chief Executive and Executive Directors  are kept informed of, and alert to,  

relevant health and safety risk management issues 
 
�  The health and safety statement is considered at the same times as reviews of 

health and safety performance or when circumstances (e.g. management 
structures) change. 

 
�  A management system provides for effective risk assessment, and the monitoring 

and reporting of health and safety performance. 
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�  Systems, and procedures are in place  to ensure that the Chief Executive is kept 

informed of any significant health and safety failures, and of the outcome of the 
investigations into their cause 

 
�  The health and safety implications of all Management decisions are taken into 

account. 
 
�  Adequate resources are in place to enable the Company to fulfil its legal obligations 

and implement its health and safety intentions, as laid down in the health and safety 
policy statement 

 
�  The Health and Safety manager fulfils the duties described in 3.6 and is given 

adequate resources (personnel, funding and equipment). 
 
�  Actively promote by example the Company’s commitment to health and safety 
 
�  Will ensure Company health and safety reports are received from the Health and 

Safety manager and monitor the effectiveness of the Company’s health and safety 
systems 

 
�  Health and safety is an agenda item at Divisional meetings at least once annually. 

 

 
3.5 Directors  
 
�  Shall be accountable to the Chief Executive for the effective implementation of this 

policy within the area of work under their control. 
 
�  Shall ensure that all staff within their area of responsibility understand this policy 

and their duties under the Health and Safety at Work etc. Act 1974 and associated 
Acts and Regulations. 

 
�  Shall constantly monitor the health and safety training needs of employees within 

their Division 
 
�  Shall ensure an effective communication with the Health and safety team on 

matters associated with health and safety ensuring that the recommendations of 
such are actioned. 

 
�  Ensure that, where necessary, advice is sought from the Company Health and 

Safety Team on proposed purchases of new plant, substances etc with a view to 
health and safety guidance on such. 

 
�  Shall keep themselves informed of accidents/dangerous occurrences, relative to 

their employees/undertakings and take action to prevent a recurrence of such. 
 
�  Shall arrange for the provision and implementation of written Health and Safety Risk 

Assessments by named competent persons for all areas of work within their 
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sections and the periodic monitoring of such. 
 
�  Shall ensure that there is consultation with safety representatives, in good time, on 

matters concerning: 
 

·  The introduction of any measures that will affect the health and safety of 
employees represented by health and safety representatives 

·  The persons nominated to provide health and safety assistance and assist in 
emergency procedures 

·  Any health and safety training or information the employer is required to 
provide to the employees and safety representatives 

·  The health and safety consequences of the planning ands introduction of 
new technologies in the workplace 

 
�  Shall ensure there is a safe system for the transfer of monies to/from the bank. 
 
�  Shall make arrangements for the periodic dissemination of health and safety 

information to all relevant employees. 
 
�  Shall ensure when planning for new ventures that allowance is made to ensure, 

health safety and welfare arrangements meet legal requirements 
 
�  Shall ensure competent persons are appointed to carry out  health and safety risk 

assessment duties for departments under their control 
 
�  Shall ensure that managers under their control comply with the Company health 

and safety reporting requirements  
 

3.6        The Health and Safety Manager  
 
Will be the lead professional advisor to Hackney Homes on all health and safety matters, 
providing a specialist and efficient health and safety advisory service to the Hackney 
Homes Board, managers and staff.  To provide professional safety, health and 
environment leadership within Hackney Homes, helping the organisation meet existing and 
developing legal and best practice requirements and to achieve excellence in health and 
safety. 
 
The Health and Safety Manager will manage and lead a small team which will develop, 
implement and continually improve the Hackney Homes’ health and safety management 
system. 
 
 
Key responsibilities: 
 
�  To provide managers and staff with high quality specialist professional advice and 

support in relation to all health and safety matters, including compliance with legal 
requirements and best practice, improvements to safe systems of work and working 
practice, etc. and to provide authoritative interpretation of health and safety legal 
requirements applicable to the activities of Hackney Homes. 

�  To lead and advise on strategies for health and safety improvement and 
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development, taking account of the strategic and service objectives of Hackney 
Homes.  To ensure that effective performance management arrangements are in 
place to achieve strategies, objectives and business plans, translating strategic 
aims into practical and achievable plans. 

�  To develop, implement and document policies, procedures and practices to ensure 
that an effective health and safety management system exists within Hackney 
Homes. 

�  To develop and maintain systems for monitoring compliance and consistent 
application of health and safety practice across the organisation.  To develop health 
and safety performance indicators and provide senior managers with regular, 
accurate information on the effectiveness of local health and safety management. 

�  To establish and conduct periodic audits, reviews and inspections of health and 
safety performance against consistent criteria, providing post-audit reports and 
recommendations for improvement to senior management as appropriate.  To keep 
remedial actions under review. 

�  To establish an effective communications strategy on health and safety issues such 
as policy implementation, promotion activities, management of risk, etc. 

�  To promote good health and safety practice within Hackney Homes by means of 
training, workshops, toolbox talks, documentation, events, etc.  

�  To advise on health and safety training needs for all employees, develop health and 
safety training plans and manage the development and design of new learning 
events.  To deliver and/or procure training in accordance with Hackney Homes’ 
training frameworks and financial orders, monitor the effectiveness of training and 
ensure that adequate records are kept. 

�  To provide management with support and advice in the preparation and 
implementation of risk assessments, provide a risk assessment quality assurance 
function, and monitor and ensure the use of risk assessments within departments. 

�  To ensure that all reported health and safety accidents/incidents are properly 
investigated, that statutory reporting to enforcing authorities is completed in a timely 
manner and that appropriate follow-up actions are taken and documented. 

�  To co-ordinate details from risk assessments, accidents and incident records and 
other sources of information in order to identify trends and patterns and propose 
health and safety improvement strategies or policy changes.  

�   To ensure that effective arrangements are in place to manage asbestos in 
buildings managed by Hackney Homes and to lead on the development and 
implementation of an Asbestos Management Plan, including the undertaking and 
periodic review of asbestos surveys, training of operatives, and establishment and 
review of effective emergency procedures.   

�  To provide advice and support to design, maintenance and operations personnel on 
safety measures in planning, designing and undertaking construction works.  To 
advise on H&S issues and make technical recommendations throughout the life of 
construction projects, ensuring compliance with legal requirements and providing 
support to Planning Supervisors.   

�  To review and evaluate contract documentation, risk assessments and method 
statements provided by contractors.  To review and evaluate contractor safety 
performance. 

�  To establish, implement, review and periodically test emergency plans and 
procedures, ensuring that arrangements are effective and take account of business 
continuity and disaster recovery requirements. 

�  To liaise with the London Borough of Hackney’s Head of Health & Safety on the 
provision of an effective and efficient occupational health service to Hackney 
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Homes.  To liaise with the Council on health and safety matters governed by 
service level agreements between Hackney Homes and the Council. 

�  To take responsibility for own continual professional development and to keep 
abreast of developments in the field of health and safety in order to anticipate 
organisational needs and provide strategies to meet changes.  To co-ordinate the 
continual professional development of the health and safety team. 

�  To attend consultative health and safety committee meetings and management 
meetings and to lead on consultation and negotiation with trades unions and 
relevant staff representatives on health and safety issues. 

�  To ensure the Executive Director with special responsibility for health and safety is 
informed of all significant health and safety matters in a timely fashion. 

�  To represent Hackney Homes and liaise with external agencies, authorities and 
bodies (e.g. HSE, LFEPA, London Borough of Hackney) as appropriate 

 
 
3.7  THIRD TIER MANAGERS 
 
�  Shall assist the named competent persons in the production of written Health and 

Safety Risk Assessments and procedures as they affect their own areas of work 
and the employees they control and provide copies of risk assessments to union 
safety representatives on request. 

 
�  Shall make arrangements for the investigation of accidents/dangerous occurrences 

within the work area and ensure actions and subsequent recommendations relating 
to future prevention are implemented. 

 
�  Shall ensure that follow up visits are offered/made to any employee who is off work 

as a result of an accident, injury or dangerous occurrence whilst at work 
 
�  Shall ensure that union safety representatives are informed promptly of all 

accidents and dangerous occurrences. 
 
�  Shall arrange for employees under their control to be provided with such 

information, instruction and training as necessary for their health and safety at work.  
 
�  Shall consult with the Health and Safety Manger  and/or Human Resources when 

appropriate, on matters relating to health and safety at work and initiate their 
recommendations on such. 

 
�  Will ensure that all employees under their control understand and comply with the 

relevant sections of this policy and their statutory duties, as it affects their health 
and safety at work. 

 
�  Shall ensure that all employees under their control are aware of potential hazards 

that may be associated with their jobs and any necessary precautions needed. 
 
�  Ensure action is taken to deal with urgent health, safety and welfare defects as 

identified during inspections or reported by staff during routine working hours, 
having regard to the level of risk involved. 

 
�  Ensure regular inspection of their areas of work to ensure safe and healthy 
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conditions and work practices. 
 

�  Maintain a local record of all health and safety documentation  
 
 
�  Ensure that first aid facilities are available and regularly maintained, and that the 

appointed person/first aider(s) are known to all staff. 
 
�  Ensure that the work location has an emergency evacuation plan, including an 

assembly point and regular fire drills. 
 
�  Ensure that where necessary panic alarm systems are installed, easily accessible, 

regularly tested and maintained and that the procedure to be followed in the event 
of an alarm being raised is known and followed by all staff.  

 
�  Ensure all newly appointed staff are fully advised about the local arrangements for 

health and safety. 
 
 

3.8 FOURTH TIER MANAGERS  
 
�  understand the Hackney Homes Health and Safety policy so far as it affects her/his 

work and appreciate the responsibilities allocated to each grade; 
 
�  ensure that proposed work activities or local circumstances not covered by the 

generic health and safety risk assessments (Appendix 1) are assessed by a named 
competent person prior to starting work and that a health and safety risk 
assessment is produced to  identify any potentially hazardous conditions and the 
necessary controls for reducing the risks ; 

 
�  identify any area of requested work which the Hackney Homes cannot accept for 

reasons of health, welfare or safety;  
 
�  ensure that staff allocated to manage work have sufficient, suitable, experience 

and/or qualifications and are therefore competent to allow work to proceed in safety;  
 
�  identify any training needs and ensure that training is provided; 
 
�  ensure that means of communicating with the office and/or emergency services, in 

the event of an accident or violence, are effective and sufficient having regard to the 
degree of risk likely to be encountered ; 

 
�  ensure that staff visiting properties are aware of the risks involved, and that specific 

risks associated with particular tenants have been discussed with the relevant staff; 
 
�  ensure that local files of each property/tenant are kept and that they are up to date 
 
 
�  ensure that local office procedures (response to panic alarm, fire alarm, 

accident/incident reporting procedure, home visits etc.) are known to all staff 
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�  ensure that suitable first aid facilities are available at work sites (See also part 4 of this 
policy for guidance) ; 

 
�  monitor the progress of the work and the maintenance of health, safety and welfare 

arrangements; 
 
�  Investigate accidents which may occur and prepare accident reports in accordance with 

this policy;  
 
�  to ensure all new members of staff are aware of the fire assembly point. 
 
 

 
 
3.9 PARTNERS, CONSULTANTS & AGENCY WORKERS   
 
As agency workers, consultants and partners undertake work for the Service and work on 
Hackney Homes premises it is a condition of their presence that they will act in a 
responsible manner at all times and accept as guidance the duties bestowed on 
employees as set out below: - 
 
�  understand the Hackney Homes Health and Safety Policy so far as it affects her/his 

work; 
 
�  safeguard herself/himself and do not take any action which puts any other person; at 

risk 
 
�  be proactive about their own health and safety; ask their local office manager/link 

officer who the first aiders are in the area where they work, what the emergency 
evacuation procedure is, what the panic alarm procedure is and find out about the 
accident reporting procedure; 

 
�  refrain from unacceptable behaviour; 

 
�  report any defects observed; 

 
�  suggest ways of improving safety to her/his local office manager or link officer within 

Hackney Homes; 
 

�  co-operate with management in the mutual goal of making conditions at the workplace 
safer and healthier; 

 
�  attend safety training courses when so required; 
 
Hackney Homes has a duty to protect the health, safety and welfare of non employees and 
as such will ensure that local office managers or link officers alert all agency workers, 
consultants and partners to any significant hazards associated with their work. They will 
also ensure familiarisation with the content of any completed risk assessments that have 
been written in relation to the work they are undertaking. 
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Agency workers, consultants and partners  will also be informed of the first aid provision, 
accident reporting procedure and emergency evacuation procedure for where they may be 
temporarily based. 
 
 
3.10 LEAD TENANT/ CONTRACT COMPLIANCE  
 
�  Arrange for contracts for maintenance of safety equipment including lifts, boilers, fire 

extinguishers, emergency lighting, fire alarms, security alarms, electrical equipment 
and electrical installations in accordance with Health and Safety Legislation; 

 
�  Ensure that all Hackney Homes property has had a fire risk assessment and that the 

recommended fire fighting equipment etc. is provided and that regular checks are 
made on said equipment to ensure effectiveness; 

 
�  Accept defect reports from staff on safety matters and arrange for necessary repairs; 
 
�  Prioritise budgets to allow safety issues to be addressed; 
 
�  Be aware of new and proposed legislation and assess likely costs; 
 
�  Nominate an out of hours contact for all offices in the event of a building/property 

based emergency; 
 
�  Keep records of the identification, removal, or encapsulation and management (where 

appropriate) of asbestos  
 
�  Visit all premises on a regular basis to monitor the effectiveness of the maintenance 

contractors or any specialist contractors that may have been appointed; 
 
�  Appoint and have a system to control contractors. Ensure that contractors have been 

properly assessed for their suitability for the job and that they have provided all relevant 
health and safety documentation prior to them starting work; 

 
�  Ensure that contractors are aware of Hackney Homes Safety Policy and that they are 

expected to adhere to it where appropriate; 
 
�  Ensure contractors are made aware of the known presence of asbestos that they may 

come into contact with while undertaking their work; 
 
�  Liaise with local managers prior to any work being undertaken by contractors;  
 
�  ensure that when cleaning contractors are employed they provide Hackney Homes with 

all COSHH assessments relevant to the products they are proposing to use; 
 
 
3.11 CONTRACTORS 
 
All contractors working on Hackney Homes premises must observe the following matters: - 
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�  All contractors must comply with the relevant parts of the Hackney Homes Health and 
Safety Policy 

 
�  All work must be carried out in accordance with relevant statutory provisions and must 

take account of the safety of others on site 
 
�  Contractors must ensure that scaffolding and other access equipment used is 

inspected to ensure it is erected and maintained in accordance with Regulations and is 
suitable for the use to which it is put. Hackney Homes may request inspection records. 

 
�  No electrical power tools or equipment of greater voltage than 110 volts may be 

brought onto site. All transformers, generators, extension leads, plugs and sockets 
must be suitable for industrial use and in good condition. 

 
�  All plant and equipment brought onto site by contractors must be safe and in good 

working order, fitted with necessary guards and safety devices and with any necessary 
test or examination certificate available for checking. 

 
�  Contractors must work in such a way to minimise the health and safety risks to 

Hackney Homes staff and take all reasonable steps to prevent unauthorised use, 
interference with, or damage to property, plant, machinery and equipment owned by 
Hackney Homes. 

 
�  Any injury sustained by a contractor's employee must be reported immediately to the 

local manager. 
 
�  Before starting work, each contractor must obtain permission from the local manager 

on site. 
 
�  Contractors must provide to the local manager the name of the person who is 

appointed by them as Safety Supervisor for the site. 
 
�  Contractors must, as a matter of course, provide their Risk Assessment, Safety Method 

Statements and COSHH Assessments for the work they propose to undertake. 
 
�  Hackney Homes must be notified in writing of any material or substance brought onto 

site which has health, fire or explosive risks. Such material shall be stored and used in 
accordance with current recommendations. 

 
�  Hackney Homes reserves the right to see any documentary evidence of the 

contractor's insurance arrangements, staff qualifications, statutory tests, examinations 
and inspections of plant to be used on site. e.g. crane and lifting tackle test certificates, 
inspection reports, etc. 

 
3.12 HUMAN RESOURCES 
 
�  Will monitor the implementation of the Hackney Homes Safety Policy, advising 

management on the adequacy and effectiveness of such implementation within their 
respective sections. 

 
�  Will advise management/employees of any changes in their statutory obligations and 
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give advice for compliance with legislation. Will give general advice sought by 
management or employees. 

 
�  Will assist management in the investigation of accidents/dangerous occurrences where 

required, prepare reports on such and ensure that the union appointed safety 
representatives are made aware of accidents as a matter of priority. 

 
 

�  Will be responsible for preparing quarterly analysis of accidents/dangerous 
occurrences for the information and use of Hackney Homes managers and for the 
Hackney Homes Health and Safety Committee. 

 
�  Will provide management with assistance in the preparation and implementation of risk 

assessments, as requested. 
 
�  Will oversee the preparation of policies, safe working procedures and guidance notes 

for consultation on health and safety matters in relation to new or amended legislation. 
 
�  Will advise on safety training for all employees and arrange it where necessary. 
 
�  Will co ordinate and attend Health and Safety Committee meetings. 
 
�  Will review and revise the health and safety arrangements in Hackney Homes and 

make necessary amendments to the health and safety policy. 
 
�  Shall have the authority to summarily instruct any employees of Hackney Homes to 

cease the use of any plant, process or systems of work, which in his/her opinion 
involves an immediate or potential risk or serious personal injury. 

 
�  Will manage the register of First Aiders/Appointed Persons  
 
�  Shall liaise when necessary with the Health and Safety Executive and other 

appropriate bodies and organisations.  
 
�  Provide positive health promotion. 
 
�  Provide advice on immunisations & counselling. 
 
All of the above will be undertaken in liaison and conjunction with the Hackney Homes 
Health and Safety Team. 
 
3.13 ALL EMPLOYEES  
 
It shall be the duty of every employee while at work: 
 
�  to take reasonable care for the health and safety of themselves and of other persons 

who may be affected by their acts or omissions at work;  

�  to co-operate with the employer in the mutual goal of making conditions at the 
workplace safe and healthy; 

�  to attend safety training courses when requested; 
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�  to report any accident, incident or dangerous occurrence in accordance with this policy; 

�  not to intentionally interfere with or misuse anything provided in the interests of health, 
safety and welfare ; 

�  to keep themselves informed of this policy and their responsibilities in its enactment; 

�  to observe all safety procedures as they affect the work they are undertaking; 

�  to wear safety clothing and use safety equipment as required, or as is necessary for 
the work being undertaken. 

 
Employees are reminded that a breach of safety procedures outlined within this policy may 
result in disciplinary action being taken. Provision is made within the Health and Safety at 
Work etc. Act 1974 for the prosecution of employees for breaches of statutory duties. 
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This section outlines the procedures to be adopted for the safety, health and welfare of Hackney 
Homes employees.  
 
All such rules and procedures adopted in this policy will be monitored and from time to time revised in 
the light of new legislation, technology etc by the management concerned. 

 
4.1 ACCIDENT INVESTIGATION 
 
All accidents, incidents and near misses entered in the accident book should be discussed between 
the person who had, or was involved in, the accident, incident near miss or dangerous occurrence 
and his/her line manager. Managers must try to ascertain the causes of the accident, incident, near 
miss or dangerous occurrence and take action to minimise the likelihood of a reoccurrence.  If the 
employee requires assistance to return to work an assessment and a plan of action will be made in 
relation to a phased reintroduction to work and of the assistance the employee requires prior to their 
return to normal work after an accident, incident or dangerous occurrence. Managers should contact 
the Human Resources Unit for advice.  
 
Local records of any remedial action taken should be kept and a copy forwarded to t Human 
Resources. 
 
Serious accidents, incidents or dangerous occurrences resulting in physical injury or the contracting 
of a reportable disease at work  will, where necessary, be investigated by the Health and Safety 
Manager and/or Human Resources. 
  
Accident Monitoring/Analysis 
 
To enable the identification of underlying causes and trends the Health and Safety manager will 
produce an analysis of accident data (including near misses) at every Hackney Homes Health and 
Safety Committee meeting. This information will be used to review the effectiveness of accident 
prevention policies and make adjustments as necessary. 
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4.2 ACCIDENT REPORTING 
 
All accidents, incidents, near misses, diseases and dangerous occurrences arising out of or in 
connection with work must be recorded locally on the Hackney Homes  accident/incident report form 
These forms are available on soft copy on the intranet webpage - 
http://156.61.41.112/hackney_archive/index/council/staffroom/staffroom-departments/housing-new-
2/hsg-health-safety-2.htm and should  be emailed direct to the Health and Safety Manager. Local 
management will ensure that printed copies of the form are made available to staff who do not have 
access to a computer.  
 
The form must be completed as soon as practicable following an accident or incident at work and 
sent immediately to the Health and Safety Manager by either : 
fax : 0208 356 2017 or email Robert.Campbell@HackneyHomes.org  
 
The Health and Safety Manager should be informed when anyone has been absent for more than 3 
days due to an accident or incident at work. 
 
 
&�	
�
�
�����
 
Accident:   an unplanned, unforeseen event that may or may not lead to personal injury. This 
includes acts of violence towards people at work. 
 
Incident:  any event involving a threat of violence upon a person or their personal property during 
the course of their work.  
 
Near Misses: any incident that represents a danger although it produces no injury.   Research shows 
that for every injury accident, there are several near miss accidents, so monitoring and taking action 
on near miss accidents is important. 
 
Dangerous Occurrences:   specific dangerous occurrences that have to be reported by law have 
been identified and those most likely to apply to Hackney Homes include, but are not limited to, the 
collapse of a lift, major boiler failure with the potential to cause death, collapse of scaffolding or 
certain major fires. 
 
Disease:  certain work related diseases must be reported to the HSE. The diseases that are most 
relevant to those undertaking work for Hackney Homes may include: Hepatitis; Tuberculosis and 
Cramp of the hand, or forearm due to repetitive movements from work (where it is a chronic condition 
only).  
 
The accident, incident, near miss or dangerous occurrence may occur to a member of staff, a tenant, 
a partnership employee, a member of the public or contractor's employees, partners or consultants. 
The procedure that should be followed in the event of an accident, incident or near should be as 
follows: 
 
���'�� . Have you had an accident, suffered an incident of violence, witnessed, or are aware of, 

a near miss or a dangerous occurrence or contracted a disease due to your working 
environment?   

 
(���
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���'�!�  Were serious injuries sustained, did anyone have to go to hospital, did anyone have 
time off due to this accident/incident, could the dangerous occurrence have lead to 
serious injury, has the disease been confirmed by a Doctor ?  

 

�	�(��� � �
 

���'�)��  Contact the Health and Safety team and Human Resources immediately and then 
complete the internal accident report form.  A copy of this form should be sent to the 
Health and Safety Manager and Human Resources with a copy to be retained at the 
workplace.    

 
�	�����
�

���'�)*�  Go to your Doctor in the event that you may have contracted a disease at work. For 
accidents, incidents, near misses and dangerous occurrences complete the accident 
report form.  

  
It is imperative that you complete the internal accident report form promptly and send it to Human 
Resources and the Health and Safety Team as they may, in certain cases, have to report the 
accident to the Health and Safety Executive (HSE). Where a report to the HSE is required it must 
reach them within 10 days of the accident/incident or dangerous occurrence. All accident reports are 
date stamped when they reach Human Resources and the Health and Safety Team. Accidents that 
result in employees having more than 3 days off work also need reporting to the HSE. It is imperative 
therefore that you inform Human Resources and the Health and Safety Team when an employees 
absence due to an accident/incident exceeds 3 days. 
 
Human Resources will liaise with the Health and Safety Team  to provide this information, however 
absence returns from managers must differentiate between an absence that is due to normal 
sickness and that which is due to an injury sustained at work. 
 

�+����&�,-��"�.���.����/�
 
 
 

4.3  ASBESTOS 
 
Asbestos is a fibrous mineral that comes in several types. There are three main types: 
 

Crocidolite – “blue” asbestos 
Amosite – “brown” asbestos 
Chrysotile – “white” asbestos  

 
No one can identify asbestos or asbestos based materials visually with absolute certainty. A sample 
should be taken and analysed by a competent and experienced laboratory. Undamaged asbestos is 
not damaging to your health. The damage to your health can occur when asbestos is damaged or 
when asbestos degenerates over time and fibres are released. The inhalation of even a very small 
amount of these fibres/asbestos dust can cause a variety of diseases and can lead to death. 
 
Hackney Homes is committed to protect staff, contractors and members of the public from the 
adverse health effects associated with asbestos.  
 
Contract managers will make contractors aware of the presence of asbestos if it is known that they 
may come into contact with it during their work for Hackney Homes. 
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Hackney Homes will identify asbestos materials and remove or encapsulate and manage it with 
regular checks before ultimately arranging a timetable for the removal of all asbestos and asbestos 
containing materials from all Hackney Homes properties wherever reasonably practicable.  Asbestos 
work will be conducted by a licensed contractor where necessary. 
 

 
4.4 BOMB ALERT  
 
It is rare for the Service to receive bomb threats however it is prudent to have a simple but effective 
plan to deal with such emergencies. 
 
Ensure that you are familiar with any local arrangements that have been agreed but in brief: 
 
If you discover a bomb or suspected bomb: 
 

�  do not touch it 
�  ask staff in the immediate vicinity to evacuate the area, and take personal belongings with them 
�  immediately contact your manager or the most senior person on duty 
�  inform the Police 
�  go to a place of safety 
 
If you receive a bomb threat: 
 

�  listen carefully to what is said and try to notice details about the caller (sex, accent, slurring words, 
etc.) 

�  ask the caller for details of the type of device, where it is planted, when it will explode 

�  when the call is over immediately inform your manager or the most senior person on duty   

�  inform the Police 

�  go to a place of safety, taking personal belongings with you 

 
Prevention: 
 

You will make it more difficult for terrorists to endanger lives and damage property by maintaining 
security awareness and high standards of good housekeeping. 
 

�  challenge strangers – question the identity of people you do not recognise 

�  keep your working area as tidy as possible and clear of parcels and boxes  

�  do not leave bags unattended 

Report any letter, package or object that is suspicious.  Look for: 

�  The balance which if uneven is suspect 

�  The weight, if it seems excessive for its size, treat as suspect. 

�  The feel, which if ‘springy’ or stiff with cardboard, may indicate a trap.  DO NOT ask anyone else 
to feel it to verify. 

�  Any protruding wires, (even the best prepared devices can go adrift in transit) treat as suspect. 

�  Any holes, (like pinholes) in wrapping or envelope. 

�  Greasy marks, on wrapping or envelope which could be from ‘sweating’ explosives 

�  The smell, some explosives have an aroma of marzipan or almonds. 

�  The ‘booby’ trap, could be one envelope tightly taped or tied with string inside another.  Examine 
both for indications listed above. 
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Check all mail carefully, including any delivered by messenger. 

If a suspect parcel is discovered, the recipient should: 

�  Keep calm 

�  Do not attempt to open it 

�  Do not press or squeeze it 

�  Do not put it in sand or water 

�  Do not put it in a container 

�  Do not let anyone else interfere with it 

�  Do put it on a flat surface but NOT on the floor or in a corner 

�  Leave the room and ask staff in the immediate vicinity to evacuate the area 

�  Inform your manager 

�  Call the police  

�  Go to a place of safety 
 
 
4.5  BUILDING MAINTENANCE/ REPORTING DEFECTS  
 
As part of their role the lead tenant will accept defect reports from staff on safety matters and arrange 
for necessary repairs. He/She shall consult with safety representatives when planning office 
refurbishment or the opening of new offices 
 
If you identify a defect in any of your work equipment please ensure that the equipment is not used 
(identify the fact it has a defect with a note that should be attached to it) and immediately tell your line 
manager.  If you are a union member you may wish to inform your union safety representative. 
 
Your local senior manager will ensure action is taken to deal with urgent health, safety and welfare 
defects as identified during inspections or reported by staff during routine working hours, having 
regard to the level of risk involved. If the defect cannot be dealt with locally then the lead tenant 
should be informed. 
 
Regular maintenance of safety equipment including equipment controlling lifts, boilers, fire 
extinguishers, emergency lighting, fire alarms, fire exits and escapes, security alarms, electrical 
equipment and electrical installations will be arranged by the lead tenant.  
 
Equipment held locally that is not already being maintained regularly should be identified to the lead 
tenant and an agreement reached as to who will take responsibility to maintain it.  If you are a union 
member you may wish to inform your union safety representative. 

 
4.6  CONTRACTORS 
 
Every contractor employed by Hackney Homes will have full responsibility for complying with the 
relevant provisions of HSWA and associated Legislation/Regulations, in respect of work undertaken 
for Hackney Homes. 
 
Contractors will be made aware of the Hackney Homes policy document and any related procedures 
applicable to their contractual undertaking. They shall be responsible for ensuring compliance with 
such rules and procedures and also be held accountable for breaches of statutory requirements, with 
respect to their working methods. Before any contractor is engaged the Contract manager will ensure 



                                                                                     Item 7 – Appendix B 

����������������

that contractors have been properly assessed for their suitability for the job and that they have 
provided the relevant health and safety documentation prior to them starting work.  

 
4.7   CONTROL OF SUBSTANCES HAZARDOUS TO HEALTH (CO SHH) 
 
Hazardous substances used as part of your work must be assessed to determine whether they are 
safe to use for a specific purpose and in a certain manner. The assessment will also identify what 
personal protective clothing is necessary. The majority of Hackney Homes staff are generally not 
required to use hazardous substances as part of their work however certain Property Services  staff 
may use hazardous substances and cleaners will also use hazardous substances in Hackney Homes 
locations e.g. Bleach.   
 
What is a Hazardous Substance? 
 
1. A substance that has been given the designation “toxic,” “very toxic,” “harmful,” 

“corrosive” or “irritant”  under the Chemicals (Hazard Information and Packaging for Supply) 
Regulations.  Normally indicated by an orange square with a black symbol in it on the back of a 
product. 

 
2. A substance that has been assigned a Workplace Exposure Limit  (WEL).  

 
  Workplace Exposure Limits replace the old Maximum Exposure Limit (MEL) and Occupational 

Exposure Standard (OES) . 
 
         

The Workplace Exposure Limits (WEL) - must not be exceeded. The exposure must be reduced 
so far as is reasonably practicable.. 

 
 Two new limits have been introduced  for Refractory Ceramic Fibres and Subtilisins.  
  
 As the numerical value of all other limits being transferred to the new system are unchanged, 

suppliers may exhaust stocks of safety data sheets that refer to MEL’s and OES’s before 
producing new ones that refer to WEL’s. 

 
3. Biological Agents  
 
4. Any dust  when present at a substantial concentration in air. 
 
5. Any substance not mentioned above, that creates a hazard to the health of any person 

comparable with the hazards created by the substances mentioned above. 
 
Copies of any relevant COSHH assessments are held locally and will be provided to union safety 
representative on request.  
 
Local Managers must ensure that cleaners keep all substances they use in a locked cupboard so that 
staff who haven’t been made aware of the contents of the COSHH assessment cannot gain access to 
them.   
 
Contract Managers must ensure that when cleaning contractors are employed they provide Hackney 
Homes with all COSHH assessments relevant to the products they are proposing to use. 
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Hackney Homes 

COSHH Assessment Request Procedure 
 
 

You want to purchase a new substance? 
| 
| 

Check whether or not there is an existing assessment 
| 
| 

If not, request a Safety Data Sheet from the potential supplier.  
Ask the supplier if there is a less hazardous substance  

that will do the same job. 
| 
| 

Complete the COSHH Assessment Request Form 
(Available from Corporate Health and Safety Services) 

| 
| 

Attach the Safety Data Sheet to the request form 
| 
| 

Send to the Health and Safety team  
| 
| 

Your completed COSHH assessment will be returned to you  
within 10 days, or in urgent cases 24 hours 

| 
| 

The assessment must be filed locally with a copy being sent to Human Resources who will hold a file 
containing all Hackney Homes Assessments 

 
Review of Assessments 
 

Assessments will need to be reviewed either when there is reason to believe that they are no longer 
suitable, i.e. through change in work method or as and when new information on a product/substance 
becomes available. For a review of an assessment please ask the Health and Safety Team. 
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4. 8 DISABILITY AND DISCRIMINATION  
 
The Disability Discrimination Act 1995 puts the onus on employers to offer equal opportunities and 
rights to disabled employees. The Act defines a person as having a disability if they have a physical 
or mental impairment which has a substantial and long term adverse effect on their ability to carry out 
normal day-to-day activities. 
 
The Act applies to all workplaces and requires an employer/service provider to take all reasonable 
measures to avoid discriminating against a disabled employee/service user. Although disabled 
employees should not be treated any more favourably than non disabled employees, employers do 
have a duty to accommodate the specific needs of disabled employees so far as is reasonable. The 
Act recognises that sometimes it is not possible to take immediate action to totally remove 
discrimination because of the cost. 
 
 Hackney Homes will take the following reasonable measures to ensure disabled employees are not 
at any disadvantage due to the physical nature of the premises: 
 
�  alterations or adjustments to the premises (although cost will be taken into account) 
 
�  suitable entry and exit points, especially in emergency situations 
 
�  the layout of the premises or work areas e.g. disabled car parking spaces provided if necessary 

and/or reasonably practicable 
 
�  the working environment e.g. lighting levels 
 
�  adapting work equipment to suit the abilities of the disabled employee e.g. changing door handles 
 
Hackney Homes will ensure that the needs of individual disabled employee will be taken into account 
when preparing the risk assessment and reviewed and revised regularly in consultation with union 
safety representatives to ensure any deterioration in their ability to perform the work safely is 
recognised and addressed. 
 
Hackney Homes will ensure that all persons responsible for setting up meetings or running groups 
etc, which involve disabled staff or disabled people for whom the service has supervisory 
responsibilities including visitors will have regard for those persons and should make suitable 
arrangements to reduce the affect of that disability. 
 
Other measures, e.g. re-allocation of certain duties/changes to working conditions, will be considered 
and advise on this will be provide to managers by HR. 
 
 
4.9  DOGS IN OFFICES 
 
Only guide dogs for the disabled will be authorised to enter Hackney Homes premises. 

 
4.10  ELECTRICITY AT WORK  
 
All portable electrical equipment provided by Hackney Homes and used by Hackney Homes staff will 
be formally tested by a competent person annually or in accordance with manufacturer's 
recommendations, with records of such tests and examinations being kept.  
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Electrical systems themselves will also be tested for safety every 5 years or as recommended by a 
competent person.  
 
Electrical equipment not provided by Hackney Homes may not be used. 
 
Only qualified electricians can undertake electrical work/repairs for Hackney Homes. No member of 
staff should undertake any electrical work/repairs. 
 
The maintenance of portable electric equipment will  be achieved by the following: 
 
a) Checks by the user; 
 
b) Formal Visual inspection during Health and safety Inspections; 
 
c) Combined inspection and tests by a competent person or by a contractor. 
 
(a) Checks by the user 
 

Users of portable electrical equipment should visually check for signs that the equipment is in 
sound condition. Any faults should be reported to managers and the equipment taken out of use 
immediately.  

 

Managers should take effective steps to ensure that the equipment is not used again until it has 
been repaired by a person competent to carry out the task. (E.g. The defective equipment must 
be labeled as faulty and it’s associated plug removed.) 

 
(b) Formal Visual Inspections 
 

To control the risks from portable electrical appliances and to monitor the user checks a visual 
inspection will be undertaken during the health and safety inspection of the premises. 

  
(c) Combined Inspection and Tests 
 

The checks detailed above will reveal most potentially dangerous faults. However testing, 
together with a thorough visual inspection, can detect faults such as loss of integrity, 
deterioration of insulation integrity or contamination of internal and external surfaces. This 
combined inspection and test will be undertaken by our electrical contractors. There is an annual 
programme of portable electrical appliance testing within Hackney Homes and our contractors 
can also be called upon to deal with any ad hoc faults that are identified. 

 
Maintenance and test records 
 

Records do not have to be kept of the User’s visual check. The formal visual inspection will be noted 
on the Health and Safety Inspection Checklist which may be used as a record of the inspections 
undertaken. The electrical engineers will be expected to keep their own record of their combined 
inspections/tests. 
 
Equipment used by Trading Services 
 

The appliances that are considered high risk, and therefore require special attention, are those that 
are regularly transported from one place to another and are used in all environments (both outside 
and inside.) E.g. Electric drills, extension leads, portable hand lamps, portable grinders, pressure 
water cleaners, floor cleaners, electric kettles/urns, lawn mowers. This sort of equipment must be 
tested at least once a year.  They should also be stored in a safe manner, in accordance with the 
spirit of this safety policy. 
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Portable and transportable electrical equipment should only be used for the purpose for which it was 
intended and in the environment for which it was designed and constructed. 
 
ANY FAULTY EQUIPMENT MUST BE REPORTED TO MANAGEMENT  IMMEDIATELY AND 
TAKEN OUT OF USE.  
 
4. 11  FIRE PRECAUTIONS 
 
Fire precautions will include: 

·  Fire Risk Assessments; 

·  Fire alarm; 

·  Fire detection equipment; 

·  Emergency lighting;  

·  Fire fighting equipment; (usually extinguishers and fire blankets) 

·  Fire drills; (to be conducted every 6 months) 

·  Nominated fire pickets/marshals to ensure complete evacuation of the premises; 

·  Fire doors; 

·  Facilities for the evacuation of disabled people 

·  Exit signs;  

·  Assembly point and 

·  Information, instruction and training for staff (including in the use of fire extinguishers and 
blankets). 

  
Fire Risk Assessments  will be conducted for all premises and will pay particular attention to the 
needs of disabled people (e.g. evac-chairs). They will also ensure that the fire alarm system, fire 
extinguishers  and emergency lighting  (where installed) is checked annually (unless otherwise 
specified by a Fire Certificate or Manufacturers Recommendations). 
 
Fire Alarm  call points (the small red boxes that you smash in the event of a fire to sound the fire 
alarm) should be checked weekly by a nominated person (usually one of the pickets/marshals.) A 
record should be kept of these weekly checks. 
 
Fire Drills  should be conducted every 6 months at every location. A record should be kept of this 
evacuation. 
 
Fire Doors should never be locked, never wedged open and always open in the direction of the 
emergency escape route.  
 
Exit Signs must be clear and give directions to the nearest exit route. 
 
An Assembly Point must be identified so that in the event of an emergency all staff assemble in the 
same place. Ensure that your assembly point will not impede the Fire Brigade obtaining access to the 
building. 
 
Information, Instruction and Training all staff must be made aware of the fire precautions and the 
evacuation plan at their work location. All staff must be given this information on their first day of work 
at a new location. 
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Fire Extinguishers & Evacuation Routes must be accessible at all times. Never put items in front of 
a fire extinguisher to block access to it and never block a fire escape route. 
 
Remember it is the responsibility of the Senior Man ager at each office to ensure that the work 
location has an emergency evacuation plan, includin g an assembly point and regular fire 
drills. 
 
An example of an emergency evacuation procedure follows which will need to be adapted for each 
workplace and then issued to staff in that workplace (including any volunteers/students and partners, 
consultants and agency workers who may use the office location on a regular basis.) 
 
 

�
�
�
�
�
�
�4�.5���(��.���&,.��   
(to be adapted for each work place and issued to staff) 
 
IF YOU DISCOVER A FIRE YOU SHOULD: - 
 
�  Not put yourself at risk, close the door on the fire if possible, and  

  

RAISE THE ALARM 
 
�  CALL THE EMERGENCY SERVICES AND ADVISE THEM THAT THERE IS A FIRE AT:- 

 

YOUR LOCATION     
 
�  Take action to extinguish the fire using fire fighting equipment in the building but this action should 

only be taken where it is safe to do so. 
 
�  Take action to assist disabled people and others with special needs, or children who are/may be 

in the building 
 
�  Leave the building by the nearest exit and report to the Senior Fire Marshal who will be at your 

assembly point. 
 
�  Wait with the Senior Fire Marshal for the emergency services to arrive and give them information 

regarding the location of the fire. 

 
INDIVIDUAL’S RESPONSIBILITY  
 
�  Ensure that anyone visiting you signs the Visitors Book held in the main office/reception (where 

appropriate).  
 
�  On hearing the fire alarm : 
 

·  Make safe any process and switch off any equipment that may itself create a fire hazard. 
 

·  Ensure that you and any visitors that may be with you leave the building by the nearest fire 
exit. Never use a lift in the event of an emergency. 
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·  Go to the designated assembly point. 
 
·  Stay at the assembly point until advised by the Senior Fire Marshal that it is safe to leave. 

 
FIRE MARSHAL’S RESPONSIBILITY  
 
There will be a number of Fire Marshals for each location. It is the responsibility of each Fire Marshal 
to advise the Senior Fire Marshal if s/he is not going to be at work so that cover can be arranged. 
 
�  Each Fire Marshal has responsibility for a building or part of a building. 
 
�  All Fire Marshals must ensure that during working hours all fire doors remain closed and that fire 

exit routes remain clear. 
 
�  On hearing the fire alarm, each Fire Marshal will direct people in his/her allotted area to the 

nearest fire exit. 
 
�  Each Fire Marshal must ensure that they are aware of anyone with special needs within their area 

and that suitable provision has been made to ensure their safe evacuation. 
 
�  Each Fire Marshal must check their allotted area to ensure that it has been evacuated. 
 
�  Each Fire Marshal must report to the Senior Fire Marshal at the assembly point and inform 

him/her that their area is evacuated or otherwise. The Fire Marshal covering the main office/ 
reception must take the Visitors Book and hand it to the Senior Fire Marshal at the assembly 
point. 

 
Current Fire Marshals and zones are: 
 

Zone A  - Mr/Ms XXXXXXX 
Zone B  - Mr/Ms XXXXXXX 
 
Senior Fire Marshal:  Mr/Ms XXXXXXX 

 
The Zones can be identified as follows: 
 
Zone A: e.g.: All offices of the second floor 
Zone B: XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXX 
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4.12  FIRST AID 
 
The provision for First Aid will include a minimum of: 

�  1 Appointed Person at each location at all times  where there are less than 20 employees. (i.e.: 2 
persons should be nominated to cover annual leave) 

�  1 fully qualified First Aider at all times  where there are more than 50 employees.( i.e.: 2 persons 
should be trained to cover annual leave)  

�  2 fully qualified First Aiders at all times  where there are more than 100 employees. .( i.e.: 4 
persons should be trained to cover annual leave) 

 
The Health and Safety team or Human Resources will arrange training for appointed persons and 
first aiders and keep records of that training. 
 
&�	
�
�
����
 
Appointed Person:   an appointed person covers for a first aider in the case of absence or, where 
there is no first aider, takes charge of the first aid arrangements, including looking after the 
equipment and facilities (first aid box) and calling the emergency services when required. Appointed 
persons are not first aiders and should not attempt to give first aid for which they have not been 
trained. The Hackney Homes is committed to providing a half day training to appointed persons to 
enable them to deal with the following: 

·  what to do in an emergency 

·  cardio-pulmonary resuscitation 

·  first aid for the unconscious casualty 

·  first aid for the wounded or bleeding 
 
First Aider:   a first aider is someone who has attended an approved training course and is able to 
administer first aid in an emergency. They are also responsible for ensuring that the first aid 
arrangements in their workplace are adequate, including looking after the equipment and facilities 
(first aid box) and calling the emergency services when required. 
 
There must be posters in the workplace identifying who the appointed person and/or first aiders are 
for that area.  
 
Appointed persons and first aiders should always keep a record of any incidents that require their 
attention. The record should include: 
 
�  date, time and place of incident; 

�  name and job of the injured or ill person 

�  details of the injury/illness and what first aid was given 

�  what happened to the person immediately afterwards (e.g. Went home, back to work, went to 
hospital.) 

�  name and signature of the first aider 
 

If it is not appropriate to put the above information on an accident report form a record can be made 
in a book which can be kept in the first aid box. 
 
The contents of the first aid boxes will comply with the list below: 
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  Number (up to 100 employees) 
 Guidance card  1 
 Individually wrapped sterile adhesive dressings  40  
 Sterile eye-pads with attachment  6  
 Triangular bandages  6   
 Sterile coverings for serious wounds (where applicable)  6  

 Safety pins  12  
 Medium size sterile un-medicated dressings  10  
 Large sterile un-medicated dressings  6  
 Extra large sterile un-medicated dressings  6  
 Resusi Kit (to enable resuscitation without direct contact)  1 
 
The above list of items should not be added to.  
 

 
4.13  FOOD PREPARATION AREAS  
 
The following arrangements will apply in any establishment where food is prepared and served to 
members of the public: 
 

�  all such premises should be registered with the Environmental Health Department; 

�  all persons handling food will be suitably trained; 

�  suitable protective clothing will be provided for those preparing food including an apron and a 
means to cover hair; 

�  cleaning schedules must be drawn up locally to ensure that food preparation areas are clean at all 
times;  

�  food handling arrangements will include arrangements for suitable food storage (raw and cooked 
food should be separated) and for maintaining food at the correct temperature; 

�  fridges should have a means by which staff can check that the temperature is 5 degrees 
centigrade or less;  

�  staff must not wear jewelry, perfume, nail varnish or open toe sandals; 

�  a secure place for outdoor clothing will be provided; 
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�  suitable, separate washing facilities, will be provided for employees handling food; 

�  no animals or unauthorised persons will be permitted to enter the food handling area; 
 

 
4.14  HEALTH AND SAFETY ADVICE  
 
Health and Safety advice can be obtained from the Health and Safety Team, Human Resources or 
the Health and Safety Executive (HSE).  The  Environmental Health Department or a Union Safety 
Representative will also be able to offer advice. 
 
Useful numbers/addresses: 
 
 

Health and Safety Team                         020 8356 2095 
Human Resources                                  020 8356 2096  
Hackney Environmental Health               020 8356 4919 
Hackney Unison                                      020 8356 2166  
HSE information line   (08701) 545500 
HSE web site www.open.gov.uk/hse/hsehome.htm 

 
4.15  HEALTH AND SAFETY INFORMATION, INSTRUCTION & TRAINING 
 
Adequate arrangements will be made to ensure that all levels of management and employees receive 
health and safety training that will enable them to carry out their responsibilities and work in a safe 
and efficient manner. As new equipment or initiatives are introduced information, instruction and/or 
training will be provided as necessary.  
 
The identification of training needs will be undertaken by local line management in conjunction with: 
 

Senior Management 
The Health and Safety Team 
Human Resources 
Union Safety Representatives 

 
All new employees will attend a Health and Safety Induction course. 
 
All managers’ that require any of their staff to attend a training course must liaise with Human 
Resources who will oversee the provision of training and keep a record of it on the individuals 
personnel file. 
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4.16  HOUSEKEEPING 
 
It is every member of staff’s responsibility to ensure that their workplace remains tidy. 
 
All staff should ensure that: 
 
�  files and other papers should be kept in a tidy state and not left on floors or in gang ways where 

they may present a tripping hazard 
 
�  staff should use facilities such as filing cabinets and drawers to keep their papers in 
 
�  after using any of the facilities provided (kitchens, tea/coffee making equipment, toilets etc.) that 

they are left clean and tidy 
 
�  all offices and corridors should be such that they allow clear access for persons going about their 

work 
 
�  electrical cables and telephone leads should not cross floors where persons may walk but should 

be safely routed 
 
Hackney Homes will ensure that, through the appointment of a cleaning contractor/cleaners, all 
workplaces will remain clean.  

 
4.17  IMMUNISATIONS 
 
It is recognised by Hackney Homes that due to their work activity some Housing staff are potentially 
at an increased risk of coming into contact with certain diseases. 
 
To minimise the risk to staff, any member of Hackney Homes staff that comes into contact with high 
risk groups as part of their work activity (e.g. the homeless) that would like to be immunised against 
Hepatitis B, Tuberculosis or Tetanus should contact their local GP who will give advice and can 
administer the vaccination.  
 
This service should be available under the National Health Service. If your Doctor refuses to 
administer the vaccination on the NHS speak to the Occupational Health Service who may offer to 
liaise with the GP to confirm that you need the vaccination for work or may offer to meet the cost if 
you work in a high risk area.  
 
4.18  INSPECTIONS OF PREMISES 
 
There is a “Building Inspection Checklist” pro forma that should be completed when an inspection is 
being undertaken. Inspections should be undertaken by local managers every 3 months and by a 
Health and Safety Competent Person once a year.  Where possible this should be in conjunction with 
Union Safety Representatives. 
 
Issues that arise from these inspections should, if appropriate, be dealt with locally in the first 
instance. Copies of the completed inspection pro forma should be kept locally and copies sent to the 
relevant Senior Manager for your area and your union safety representatives, where appropriate. 
Building defects identified during these inspections should be reported and remedied. 
 
4.19  LONE WORKING/HOME VISITS 
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Working alone presents specific health and safety hazards. Employees are not advised to work on 
their own in offices after normal office hours. Local offices should have a procedure to ensure no one 
is left alone to lock up the premises.  
 
All employees expected to work alone (e.g. conducting visits) must have appropriate training. The 
employee’s base location must be informed of the whereabouts of the employees and provided with a 
schedule of visits s/he intends to undertake that day. Communication between the employee and the 
office should be maintained at regular intervals.  
 
Health and Safety risk assessments must be written and appropriate control measures must be 
established for work activities where employees will be working alone. Staff will be made aware of the 
contents of the assessments and informed of the control measures they must take in order to protect 
their own health, safety and welfare.  
 
Home Visits 
  
Home visits are a necessary part of Hackney Homes work however there are inherent risks involved. 
Prior to making a home visit the following should be taken into account: 
 
�  tell the main office where you are going, who (or what property) you are going to see and how 

long you expect it to take 
 
�  before making a home visit you should ensure you know as much as possible about the person 

you are going to visit to enable you to decide whether the visit is desirable or necessary 
 
�  home visits should only be made to someone who has already been interviewed in the office 

(exceptions being the housebound or infirm), preferably on more than one occasion 
 
�  home visits should take place during office hours and in daylight 

 
�  you must ensure you are familiar with the location of the address and you must plan carefully 

how you are going to get there 
 
�  if it is suspected that there is an element of risk a decision should be made whether the visit 

goes ahead at all or whether a colleague should be in attendance 
 
�  during the visit you must hold the purpose of the visit in mind and not allow yourself to become 

distracted from this purpose  
 
�  if you feel uneasy you should find a way to leave as quickly as possible 

 
�  once the visit is over contact the office and ensure that any agreed back up procedures are 

completed 
 
�  Where an employee on a home visit is unduly late in reporting back to their main office, the most 

senior manager available on site must be informed. S/he must then initiate steps to check on the 
whereabouts of the employee. 

 
4.20  MANAGEMENT OF HEALTH AND SAFETY  
 
Management of Health and safety at Hackney Homes is set out below:  
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i. Policy 

This Health and Safety Policy identifies the procedures Hackney Homes will follow in regards to 
the majority of health and safety issues facing Housing staff.  

 
ii. Organising   

Managers have their personal responsibilities identified at the front of this policy and Hackney 
Homes will have an effective management structure and arrangements in place to deliver this 
policy. 

 
iii. Planning 

This policy identifies who will be responsible for the management of different aspects of health 
and safety. 

 
 

iv. Measuring Performance 

This will be done locally by six monthly inspections and by a Health and Safety Competent Person 
on an annual basis. Accident statistics will also be used as a measure of performance. These will 
be provided to every Health and Safety Committee Meeting. 

 
v. Auditing & Reviewing Performance 

Managers, in conjunction with the members of the Health and Safety Committee will constantly 
review all operational areas and associated activities within Hackney Homes. An annual report of 
health and safety performance will be produced and accident statistics will be benchmarked 
against those in other comparable workplaces. Key performance indicators will be identified at the 
beginning of every year and a review of performance against those KPI’s will be conducted at the 
year end. The Health and Safety Committee meeting will be a forum through which the health and 
safety initiatives and accident statistics and analysis will be reviewed. 

 
 
 



                                                                                     Item 7 – Appendix B 

����������������

 
4.21  MANAGEMENT and CONSULTATIVE PROCESS  
 
 
Hackney Homes Ltd.   Management and Consultative Process 
 
 The process for managing and consulting on health and safety within Hackney Homes 

Ltd. is shown in the diagram below:- 
 
 
 
 
 
 
 
 

 
 

 
 

 
 
Management Groups are in bold , consultation groups are in italics. 

 
Consultation Process 

 
Management Process 

 
4. 22 MANUAL HANDLING OPERATIONS  
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Where the need to manually handle a heavy or awkward load (pick up, put down, carry, pull, push) 
cannot be avoided, managers should make arrangements for an assessment of the operation to be 
conducted. The staff particularly affected will probably work in the following areas: Property Services, 
Estates Cleaning, Estates Safety, post rooms and those responsible for office moves.  Anyone who 
transports heavy bundles of files and/or stores of stationery or equipment in awkward places may 
also be at risk. 
 
The assessment process will take account of the load to be handled, the task at hand, the working 
environment and the capability of the individual carrying out the operation. Assessments will identify 
the degree of risk and the necessary control measures required to reduce that risk. All such 
assessments shall be brought to the attention of the employees concerned. Any remedial action 
recommended as a result of such an assessment, for example the provision of a trolley, must always 
be implemented and used. 
 
The following guidance will help to reduce the number of injuries that are sustained while handling 
loads. 
 
a.  No person will be asked to manually handle a load which is too heavy or  awkward or is liable 
to cause them injury. 
 
b.  Where and whenever possible mechanical lifting and carrying aids such as  trolleys and 
barrows should be used. Each office must have appropriate  carrying aids and facilities to retrieve 
things that are stored above head height. 
 
c. No person should attempt to lift or carry a load that is too heavy or awkward. If  it is not 
possible to use a mechanical aid then assistance should be sought. 
 
d.  Manual Handling should only be carried out in an environment which does not  increase the risk 
of injury i.e. ensure that there is an unobstructed path of travel  and that the area where it is intended to 
deposit the load is clear of obstructions. 
 
e.  Before attempting to lift/move a load it should be examined for protruding  objects/sharp 
edges and to ensure the package is not split. 
 
f.  If there is a need to stop while carrying a load then it should be rested at a  convenient place 
until it is safe to carry on. 
 
g.  Handgrips on a load should not be changed whilst carrying. The object should be rested in a 

convenient place in order to change grip. 
 
Women who are pregnant or who have recently given birth (within 12 weeks), young people and 
employees with specific health problems are especially at risk from manual handling work activities.  
Such members of staff will not be required to handle heavy loads. 
 
IF YOU ARE IN ANY DOUBT ABOUT LIFTING AN OBJECT PLE ASE ASK FOR HELP.             
                NEVER LIFT ANY OBJECT OUTSIDE OF YO UR CAPABILITIES . 
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4.21 MONEY TRANSFER 
 
The hazard to staff when transferring money is personal assault.  Although it is recognised that any 
individual is exposed to these dangers in the course of a day, the Company recognises that there will 
be an added risk because of the demand for withdrawing cash that may be made by the Company.  
Advice is acquired from the Police from time to time regarding amounts of cash that can be carried by 
members of staff at any one time and this information is then disseminated to members of staff.  If the 
sum being drawn is more than the guideline two members of staff should go to the bank. 
 
It is recommended that in order to minimize the need to draw large amounts of cash, every effort is 
made to carry out transactions by cheque, e.g. an arrangement can be made with the local post office 
to purchase stamps by cheque.   
 
Other measures that can be taken to reduce the risk to staff include: 
 

·  Alter the day and time you go to the bank; 

·  Where possible alter the staff member that goes to the bank 

·  Change your route to the bank 

·  Keep trips to the bank to a minimum 
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4.23 NEW AND EXPECTANT MOTHERS 
 
Hackney Homes will take all reasonable steps to safeguard the health, safety and welfare of new or 
expectant mothers and of their unborn children: 
 
�  Female employees must inform Hackney Homes, in writing, when she is a new or expectant 

mother (“New or expectant mother” means an employee who is pregnant; who has given birth 
within the previous six months; or is breast feeding.); 

 
�  Hackney Homes will carry out specific risk assessments where women of child bearing age or 

new or expectant mothers may be at risk from a work process, working conditions or physical , 
chemical or biological agent, and will take appropriate preventative or control measures; 

 
�  in the unlikely event there are any significant risks that cannot be adequately controlled, an 

agreement between the individual involved and the Service will be reached on the way that the 
risks will be reduced; 

 
�  the work undertaken by new or expectant mothers must be regularly monitored in order to 

continually assess the individuals ability to work safely and without risk. In particular the  
physiological changes / aspects of pregnancy must be taken into account when assessing the 
risks; 

 
�  pregnant women and nursing mothers at work must have suitable facilities to rest conveniently 

situated in relation to the sanitary facilities and where necessary, include the facility to lie down; 

 
4.24   NOISE 
 
Noise is not usually, but can be, a problem, even in the modern office. Background noise from 
computers, printers and photocopiers can be stressful as can external noise from traffic.  This may be 
particularly evident in large open plan offices. All reasonable efforts will be made to minimise 
distracting noise. Areas within Hackney Homes where noise will  require a specific assessment are  
Property Services, Estates Maintenance and any others who work with noisy equipment or in a noisy 
environment. Please refer to the Health and Safety Team and/or Human Resources if you feel there 
is a noise problem in your working environment. A noise assessment can then be arranged. 
 
As a rule of thumb, if you can’t hear someone talking to you that is only 1 metre away, the noise level 
needs to be assessed.  

 
 
4.25  PROTECTIVE CLOTHING AND EQUIPMENT 
 
Arrangements will be made through your manager for the provision of suitable protective 
clothing/equipment where it is identified through assessment as being necessary to protect your 
health and safety whilst at work. Personal protective equipment and clothing will be required by 
employees, particularly those who work in Property Services and Estates Maintenance. Other 
personal protective equipment and clothing may be identified for other staff through risk 
assessments. 
 
All managers and employees are required to ensure that where provided, all such protective 
clothing/equipment is worn, used and stored correctly and that damage/loss is reported. 
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Managers and employees are required to visually inspect all protective clothing and equipment prior 
to use. Any defects must be reported and a replacement will be issued. 
 
Not wearing the personal protective equipment that has been identified as a control measure in a risk 
assessment for the work you are undertaking could lead to disciplinary action.   
 
 

 
4.26  PROVISION AND USE OF WORK EQUIPMENT 
 
All equipment supplied for the use by Hackney Homes staff will be suitable for its intended purpose 
and shall be maintained in good working order with records of maintenance, whether as part of a 
planned programme or due to defectiveness, being kept. 
 
All pieces of equipment which require a guard, will be fitted with such and operators will make full and 
proper use of them.  All operating controls including emergency stop controls where required, shall 
be clearly marked. 
 
Full and adequate information, instruction, training and supervision will be provided to employees and 
people for whom the service has supervisory responsibilities before working with unfamiliar or new 
equipment. 

 
4.27  RISK ASSESSMENTS 
 
A risk assessment pro forma is available for staff to write their own local risk assessments. Generic 
risk assessments written by a Health and Safety Competent Person, in conjunction with relevant 
managers, are available and cover the main work activities of employees in Hackney Homes (see 
appendix 1).  Local risk assessments will be written as and when necessary by named, competent 
persons who will have attended training in how to write health and safety risk assessments. 
 
It is the responsibility of senior management to ensure that health and safety risk assessments are 
written however managers must assist in the writing of the assessments relevant to their areas of 
work. 
 
A risk assessment must identify the following: 

Hazard:  something with the potential to cause harm 

Risk:  the likelihood of that harm occurring    

Severity: the potential severity of that harm (could it kill or injure someone)  

Who:  will be affected? 

What : measures are already in place to deal with this hazard? 

Control Measures: is there anything else that needs to be done to protect staff or visitors? 
 
Risk assessments must be formally recorded on the pro forma available and must be reviewed and 
revised if necessary. Annual review will be sufficient in most cases however reviews and perhaps 
revisions will be needed if the nature of the work changes. 
 
The locally written risk assessments will be checked during the Health and Safety Inspection. 

 
4.28 SAFETY COMMITTEES AND TRADE UNION/NON UNION SAFETY 
 REPRESENTATIVES  
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Arrangements exist within Hackney Homes for trade unions and those employees not in a union to 
have health and safety representatives. 
 
These appointed persons represent the interest of employees on health and safety issues at the 
Health and Safety Committee meetings.  The purpose of such meetings is to consult on issues that 
affect Hackney Homes employees in general and to resolve issues not agreed at local level. 
 
Employees wishing to raise health and safety matters at these meetings should contact their 
representative on the Health and Safety Committee or Human Resources directly. Human Resources 
or the Unions will be able to let you know who your local representatives are. 
 
The Health and Safety Committee will meet a minimum of once every quarter  and will be made up of 
the following members: 

�  The Chief Executive  

�  Head of Human Resources 

�  Health and Safety Manager 

�  Senior Managers (representing the different areas within Hackney Homes) 

�  Nominated Union Representatives 

 
Human Resources will ensure that secretarial support is provided to the meetings and will co-ordinate 
the Health and Safety Committee 

 
4.29  SECURITY IN BUILDINGS 
 
Hackney Homes is committed to ensuring that its employees are protected. To do this it will amongst 
other things: 
 
�  provide safe facilities for interviewing potentially violent people; 
 
�  provide safe/comfortable waiting areas  
 
�  provide staff offices which are secured to prevent unauthorised access; 
 
�  panic alarms will be installed in interview rooms and in the offices of other vulnerable staff as 

identified locally; 
 
�  local procedures to respond to panic alarms, where installed, must be written and disseminated to 

all staff; 
 

�  local risk assessments on security will be conducted so that any specific requirements can be 
adopted; 

 
 
 

�  there will be a constant review programme for security and changes will be made in arrangements 
as and when they become necessary; 

 
If you have any queries or concerns about security in your building please contact Human 
Resources, the Health and Safety Team or your union safety representative. 

 
4.30  SMOKING 
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Hackney Homes accepts that there is increasing evidence that passive smoking (smoke inhaled from 
tobacco smoked by others) can damage health. 
 
Hackney Homes accepts that it has a duty to protect non smokers against the effects of passive 
smoking. 
 
In order to do this all Hackney Homes premises are designated as non smoking areas.  
 
Vehicles provided by Hackney Homes are also designated as no smoking areas.  
 
 
4.31  STRESS 
 
Stress is people’s natural reaction to excessive pressure – it isn’t a disease. But if stress is excessive 
and goes on for some time it can lead to mental and physical ill health. 
 
Stress may be identified by changes in a person’s behaviour, such as deteriorating relationships with 
colleagues, irritability, indecisiveness, absenteeism or reduced performance. Those suffering from 
stress may also smoke or drink alcohol more than usual or even turn to drugs. They might also 
complain about their health, for example they may get frequent headaches.    
 
Hackney Homes is committed to identifying the extent of stress at work and tackling the possible 
causes of it. There are a number of ways in which Hackney Homes will try to reduce known work 
related stressors : 

·  keep jobs interesting (perhaps by increasing the scope of the job or the variety of tasks), giving 
appropriate training, prioritise tasks and give warning of urgent or important tasks; 

·  make sure that everyone has clearly defined objectives and responsibilities; 

·  have an agreed grievance procedure to deal with all issues including bullying and harassment; 

·  be receptive to individual requirements when organising working hours; 

·  protect the health, safety and welfare of staff through the implementation of our Health and 
Safety Policy; 

·  communicate with staff, provide a supportive environment and opportunities for staff to 
contribute their own ideas about work activities and how they could be improved; 

 
4.32  TRAINING 
 
Hackney Homes recognises its responsibility under current regulations to ensure that sufficient 
training is provided to enable all staff to carry out their duties safely and in compliance with current 
statutory requirements and industry best practice. 
 
Departmental managers will ensure that all new employees receive a local safety induction before 
they commence work or any unfamiliar operations for the first time. 
 
General Health and Safety training will take place in the form of health and safety briefings for all 
employees given at regular intervals by departmental managers and/or the health and safety 
manager.  Details of all training and health and safety briefings attended will be kept and recorded on 
the employees training record. 
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All staff will receive sufficient information, instruction and training to enable them to carry out their 
duties with the least possible risk to the health and safety of themselves or others who may be 
affected by the works they carry out. 
 
No-one will be expected to carry out tasks for which they have not received adequate training and it 
is their duty to inform their supervisor/line manager immediately if they are asked to carry out a task 
which they are not competent to carry out safely. 
 
Departmental managers shall liaise with the Health and Safety manager and the Learning 
Development adviser to ensure that all personnel under their control receive adequate and timely “in 
house” and external training as required. 
 
 
4.33 TRANSPORT/DRIVING 
 
Any employee of the Hackney Homes that drives a vehicle as part of their job must have: 

·  a full clean driving license 

·  be over 21 years of age (or according to relevant insurance policies) 

·  approval from their line manager 

·  local managers must regularly inspect the appropriate employees driving license (at appraisal 
as a minimum requirement)  

 
If seat belts must be worn at all times. 

 
4.34  VIOLENCE TOWARDS STAFF  
 
 
�  It is recognised by Hackney Homes that the risk to staff from incidents of violence is higher than 

the risk to others in the general community. To meet its duty under the Health and Safety at Work 
etc Act 1974 and to provide a safe working environment for its staff, so far as is reasonably 
practicable, the following principles must be observed; 

 
�  A system has been set up to record and monitor incidents to staff involving violence (Internal 

accident report form). Wherever possible, potentially dangerous persons or situations will be 
identified and staff likely to be affected advised accordingly; 

 
�  Managers will ensure that staff are given whatever help they need to acquire an appropriate level 

of competence to deal safely with potentially violent people with whom they may come into 
contact. Full training will be provided for staff who have to deal with difficult and potential violent 
people; 

 
�  Counselling will be offered for staff who have been the subject of violent attacks; 
 
�  Appropriate steps will be taken to provide safe facilities for interviewing potentially violent people; 
 
�  Appropriate steps will be taken to ensure that staff addresses and telephone numbers are not 

subject to unauthorised disclosure; 
 
�  Security features at office premises will be designed to incorporate the best for protection of staff; 
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�  There will be a constant review programme for security and changes will be made in 
arrangements as and when they become necessary; 

 
4.35  VISITORS (INCLUDING CHILDREN) TO HACKNEY HOME S PREMISES 
 
Hackney Homes managers accept, so far as is reasonably practicable, its responsibilities for the 
Health and Safety the general public, contractors employees and other lawful visitors who may be 
affected by its activities or who have access to its premises and places of work. 
 
In the event of an emergency evacuation at any Hackney Homes premises the employee who has 
arranged for visitors to be on the premises is responsible for ensuring their safe evacuation. 
 
Where children are likely to be affected by Hackney Homes activities, the following procedures must 
be adopted: 
 
�  risk assessments must always take into account the possibility that children may be present at 

some time. The objective should be that children come to no harm; 
 
�  children should not be left without supervision ; 
 
�  chemicals of all types should be locked away and not left in any place which is accessible to a 

child - this includes things such as dry marker pens; 
 

�  where toys are made available for a child to play with the local office manager and the individual 
officer concerned should satisfy themselves that the toys are not damaged prior to giving them to 
the child or of a design or in such a condition to lead to injury; 

 

�  the local office manager and officers should also ensure that the toy(s) are suitable for the age of 
the child and that they have the “CE” mark (the European replacement for the British Kite Mark); 

 

�  a child should not be in a room where there is a low windowsill and/or easily opened window 
where there is a risk of that child falling out. Similarly, no child should be in any other part of a 
building where there is a risk of a fall to a lower level; 

 

�  care should be taken when offering a child refreshments. In particular staff should be aware of the 
possibility of any allergies children may have. Only provide refreshments after the permission of 
the parent/guardian has been granted; 

 

�  where provided all crèches must be registered, separate appropriate sanitary facilities must be 
provided and the crèche must be inspected every 3 months, or as required by the registration 
conditions. 

 
 
4.36  DISPLAY SCREEN EQUIPMENT (DSE)/ WORK RELATED UPPER LIMB  DISORDER 
(WRULD) 
 
DSE (computers) and the workstations they form part of must be assessed by law. The software that 
is used must be ergonomically assessed to ensure that it complies with European standards. A risk 
assessment must also be undertaken and appropriate controls implemented on the use of the 
software 
 
All employees who are computer users will be provided with appropriate training, following an 
assessment of their needs, in the use of computers. All users of DSE will be given information on the 
safe use of DSE.  
 
Hackney Homes will refund the cost of an eye test for DSE users and will also make a contribution 



                                                                                     Item 7 – Appendix B 

����������������

towards glasses or contact lenses, as required by the legislation. If you already wear glasses or 
contact lenses you may find that a test reveals the need for an altered or special prescription to 
enable you to use DSE comfortably. In this case Hackney Homes will meet the additional costs 
incurred in such a prescription up to a maximum amount that will be reviewed regularly.   Contact 
Human Resources to confirm the maximum amount that Hackney Homes will currently pay. 
 
 
DSE Users Checklist 
 
Chair Height  – Must be adjusted so that your arms are horizontal and your elbows are level with the 
front row of keys. 
 
 
Chair Back  – is at a height which supports your lower back 
 
 

Foot Rest  – is available if your feet do not rest on the ground 
 
 
Layout of Workstation  – is the most comfortable arrangement for you  
 
 

Display Screen Height  – is supported at a height which minimizes the undue raising and lowering of 
eyes. 
 
 
Document Holder (if required)  – is at a height, visual plane and distance similar to the display 
screen. 
 
 
Arrangement of Items  – minimises the necessity to stretch. Frequently used items are placed 
closest to you. 
 
 
Clearance Under Desk   - allows you unobstructed leg room. 
 
 
Display Screen  – is tilted to the most comfortable height 
 

 
Keyboard  – is adjusted to the most comfortable height 
 
 
Screen  – is clean. If not, use screen cleaner to remove dirt. 
 
 
Brightness and Contrast  – is correctly adjusted. 
 
 
Lighting Levels  – are suitable. Local light source is used if necessary. 
 

 
Curtains, Shades, Anti Glare Shields  – used to prevent glare if necessary. 
 
 
Work Routine  – has been planned to enable you to have frequent breaks away from the computer 
(15 minutes break from keyboard duties every hour.) 
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Spectacles  – if necessary for computer work, are being worn.
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4.37   WELFARE AT WORK (TEMPERATURE/LIGHTING/HUMIDI TY/TOILET  PROVISION ETC.) 
 
Hackney Homes management will ensure the provision of adequate and suitable welfare facilities for 
their employees as required by the Workplace (Health, Safety and Welfare) Regulations 1992. 
 
·  Temperature:     must be “reasonable” in all internal workplaces. The minimum recommended 

temperature is 16 degrees Celsius (or 13 degrees Celsius where severe physical work is carried 
out). No maximum temperature is specified. Local managers will have to make an assessment of 
the “reasonableness” when temperatures are high. Thermometers must be provided so that 
workplace temperature can be determined.  

 
·  Lighting:    suitable and sufficient lighting will be provided at every workplace and wherever 

possible this will be done by natural light. Lighting levels for office work should be a minimum of 
100 lux, which can be measured by the Health and Safety Team. 

 
·  Humidity:    relative humidity should be between 40 – 60%.  
 
·  Toilets:      will be kept clean and hot and cold running water, soap and a means to dry hands will 

be provided.  Toilet roll will also be provided. Provision for sanitary towel disposal will be provided 
in ladies toilets. 

 
·  Room Dimensions & Space:    It is recommended that every employee has 11 cubic meters of 

space with a maximum ceiling height of 3 meters that can be taken into account in the calculation. 
Assuming the average ceiling height is 2.4 meters then as a minimum every employee should 
have an area that measures 2.3m x 2m.  Efforts will be made to ensure that employees have a 
working area greater than the minimum. 

  
4.38  YOUNG PERSONS/TRAINEES 
 
Young persons (those under 18) must have a specific health and safety risk assessment written on 
their behalf before they are employed so that any risks to that person has been identified and 
addressed. The assessment must take into account the following: 

�  the inexperience and immaturity of young persons 

�  their lack of awareness of risks to their health and safety 

�  the health and safety training that should be given  

�  the layout of the workstation and 

�  the equipment or substances they may come into contact with. 
 
Young persons must not be employed if the work is: 

�  beyond their physical or psychological capacity or  

�  involves a risk of accidents which young persons may not reasonably recognise due to their 
insufficient attention to safety or lack of experience or training. 

 
Trainees are treated as employees for the purposes of health and safety legislation. Trainees must 
be adequately supervised by a competent person at all times until such times as they are deemed 
competent to carry out limited work activities independently. Work activities that trainees can conduct 
alone will be clearly identified to them.  
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VALUE FOR MONEY STRATEGY AND PROGRAMME FOR 2007/8 
 
 
1.0 

 
SUMMARY.  
This report is for information on the development of the Value for Money (VFM) Strategy for 
2007-08 and the related VFM programme. Members views on the projects included in the 
program are welcomed together with their ideas and suggestions for any other projects worthy 
of inclusion in this year’s program.  The programme attached is an appendix to this report and 
is in final draft form. 
 
Members will note that the principal themes outlined in the Value for Money blueprint of April 
2006 have been retained and projects grouped under these themes accordingly. This 
programme was considered by the Audit and Finance Committee on 5 March and is 
recommended for approval. 
 

 
2.0 
 
2.1 
 
 
2.2 

 
RECOMMENDATION 
 
The Board notes the report and approves the inclusion of all of the projects in the programme 
including any of their ideas and suggestions.  
 
The Board notes the continuation of the approach successfully adopted in delivering the 2006-
07 VFM program whereby the VFM team report directly to the Chief Executive on all VFM 
projects and prepare reports for submission to the VFM board, Audit & Finance Committee and 
the Hackney Homes board. 
 
 

3.0 
 
3.1 
 
 
 
 
3.2 
 
 
 
3.3 

BACKGROUND 
 
In April 2006 the VFM project team prepared the VFM Blueprint which contains the strategy for the 
delivery of significant improvements across all services administered by Hackney Homes.  The 
VFM programme was drawn up in accordance with the strategy for 2006-07 and this was 
implemented successfully by the 31st January.    
 
Financial targets set by the Hackney Homes Board in relation to the reduction of costs and 
maximisations of income streams were achieved for 2006-07 and are projected to be 
surpassed in 2007-08 and 2008-09.  
 
However it is imperative that the momentum achieved in 2006-07 is maintained throughout the 
following years to ensure that all targets are achieved and the VFM culture is firmly established 
throughout the entire organisation.  It is also important to consolidate the achievements made 
in 2006-07 and to ensure that they are embedded and from part of ongoing delivery and 
business plans.  
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4.0 
 
4.1 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
4.2 
 
 
  
 
 
 
 
 
 
 
 
 
4.3 
 
 

KEY ELEMENTS OF THE 2007-08 PROGRAMME 
 

In identifying and selecting projects for inclusion in the VFM program the project team has had 
regard to a number of major factors. These include:- 

�  Areas of high cost identified by the Housemark benchmarking exercise for 2006-07; 
�  Areas of high cost identified by CIPFA statistics and other external and internal 

benchmarking information. e.g. central overhead costs; 
�  Focus on the major areas of expenditure being undertaken by Hackney Homes during 

the year e.g. Woodberry Down, Decent Homes Phase 2, and the Capital Programme; 
�  Focus on the key areas of Income generation under the control of Hackney Homes 

including Rents, Service Charges and Discretionary Charges; 
�  Areas of weakness identified in internal and external audit reports; 
�  Focus on the need to consolidate and confirm important projects completed in 2006-07, 

and ensure that they are embedded and from part of ongoing delivery and business 
plans; 

�  Focus on identified service areas where improvements are needed to ensure that 
progress is made leading to the achievement of 3 stars within three years; 

�  The selection of service review areas in accordance with the Value for Money Strategy. 
 

Some key elements of the programme are as follows:- 
 

�  Housing Benefits review; 
�  Discretionary Charges; 
�  Decent Homes 2; 
�  Woodberry Down; 
�  Rent Accounting Procedural review; 
�  Service Charges review; 
�  Review of overheads and Financial DNA 

 

A copy of the Draft Final 2007-08 programme is attached as an appendix. 
 

The VFM programme for 2006/7 was managed by Brian Madden and undertaken by the Value 
for Money project team comprising: Bill Hinrichsen; David Mynors; Brenda Pieters; Michael 
Michalides and David Mahoney.  This team was augmented by senior officers and consultants 
for the direction of certain major projects e.g. Housing Management services procurement (Pat 
Masters), Estate Cleaning and Grounds Maintenance Best Value Review (Tom Hunt). The 
team reported directly to Steve Tucker and presented completed reports to the Value for Money 
Board and the Audit and Finance Committee. It is proposed to continue this approach for the 
delivery of the 2007/8 VFM programme. 
 

 

 

Contact Officer 
Neil Isaac.   
  
Originating officers 
Brian Madden, extension 2304 
 
Background and supporting Information:  
Value For Money Blueprint 2006-07 
VFM Program reports  
VFM Progress reports 31st October 2006 and 31st January 2007 
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Theme:   1 Housing Revenue Account Medium Term Fina ncial Forecast 
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

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

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

This project is 
a driver for 
overall VFM 
savings. 

Finance Director of HH met Council to 
establish a series of meetings on how 
HH and the Council prepare and 
deliver the MTFF. 
There is clearly  a need to: 
·  Ensure the Council’s proper 

engagement with HH in the 
process 

·  Clarify when the Council will move 
from the current transitional stage 
of financial control and 
management to enable HH to be 
demonstrably at arm’s length 

·  Discuss IT arrangements 
·  Reach effective agreement on 

management of Capital 
Programme in particular in relation 
to Decent Homes projects and 
Woodberry Down 

·  Consider implications of the Baker 
Tilly report on Property Services 

·  Consider HH input into the 
Council’s high level review of the 
use of resources 

·  Discuss more effective revenue & 
capital budgetary control 
arrangements with a view to 
responding to HH Chair’s critical 
comments on the current 
arrangements 

·  Ensure scheme of delegation 
includes recognition of HH 
Management Team in the newly 

G 
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Theme:   1 Housing Revenue Account Medium Term Fina ncial Forecast 
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

drafted arrangements 
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Theme:   2 Reducing Costs 
Year Target (£)  Targets Identified for Theme 2 (£)  
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

VFM005 
Repairs and Maintenance 
Services Improvement 
Project 

2. Review Repairs and 
Maintenance IT systems. 

30/07/2007 Director: 
Property 
Services 
Lead Officer 
 
VFM Officer: 
Brian Madden 

  

 

 3. Review of fair pay. 31/05/2007 Director: 
Property 
Services 
Lead Officer 
 
VFM Officer: 
Brian Madden 

 Report has now been produced 
outlining multi-skilling of operatives. 
Proposals tabled are under discussion 
with the trade unions.  Final report to 
be prepared outlining benefits and any 
operational disadvantages for 
consideration by HHMT and VFM 
Board. 

 

 4. Office move. 
 
 
 
 
 
 
 
 
 
 

31/05/2007 Director: 
Property 
Services 
Lead Officer 
 
VFM Officer: 
Brian Madden 

  

 

 6. Implementation of new 
processes and staff changes. 

30/09/2007 Director: 
Property 
Services 
Lead Officer 
 
VFM Officer: 

 VFM review to be reconstituted to 
consider outcomes in the new financial 
year.  



Hackney Homes Value for Money Workplan                                     Item 8 – Appendix A  

    Board 26.03.07 Papers.doc    02/08/2011 
 

Theme:   2 Reducing Costs 
Year Target (£)  Targets Identified for Theme 2 (£)  
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

Brian Madden 

VFM006 
Procure works, goods and 
services  and support 
services 

1. Conduct option appraisal to 
replace the Saffron Housing 
Management System. 

31/09/2007 Director: 
Finance & 
Resources 
Lead Officer: 
Trish Haill 
VFM Officer: 
Michael 
Michaelides 

 Consultants to be appointed to project 
manage.  Revised timetable will be 
presented to next A&F Committee. 

 

 2. Re-tender for building works, 
materials supply, supply chain 
and other building contracts (e.g. 
lifts, rewiring). 
 
 
 
 
 
 
 

31/01/2007 Director: 
Property 
Services 
Lead Officer: 
 
VFM Officer: 
Brenda Pieters 
 
 
 
 
 
 

 Building tenders have been received, 
plan too review later in the year when 
experience of the new suppliers is 
available. 

 

VFM010 
Review Agency / 
Consultancy Staff 

Review the financial controls of 
employment and deployment of 
contract staff.  Examine relative 
costs of contract and permanent 
staff. 
 
 

31/03/2008 Director: 
Finance & 
Resources 
Lead Officer: 
Sunil Desai 
VFM Officer: 
David Mahoney 

 A report outlining the cost of 
consultancy staff compared with 
permanent staff costs is in draft. 

 

VFM011 
Business Re-engineering 
 

Re-engineer the overall structure 
of Hackney Homes to improve 
efficiency. 

31/07/2007 Director: 
Finance & 
Resources 

Est. savings:  
£100k in 
2006/07 

Restructure of each division is 
underway.  Final proposals on revised 
structures will be presented to HHMT 
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Theme:   2 Reducing Costs 
Year Target (£)  Targets Identified for Theme 2 (£)  
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

- Management Team 
- Fin & Resources 
- Housing Services 
- ICT 
- Governance 
- Communications 

 

VFM Officer: 
Brenda Pieters 

£200k in 
2007/08 
£400k pa from 
2008/09. 

and VFM Board for the purpose of 
evaluating cost savings to be made.  
Management team and ICT re-
structure completed.   

VFM012 
Accommodation Costs 

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

30/06/2007 Director: 
Finance & 
Resources 
Lead Officer: 
Jerry Austin 
VFM Officer: 
Michael 
Michaelides 
 
 

 Is in progress. 

 

VFM019 
Decent Homes Phase 2 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The approach to the 
procurement of capital works 
under Decent Homes phase 2. 
 
HH CE requested link to planned 
maintenance capital programme 
with a view to producing three 
separate reports on: 
·  Decent Homes 
·  Planned Maintenance 
·  Added Value 
 
These reports will outline the 
benefits and outcomes achieved 
in the respective capital 
programmes.  In particular the 

31/08/2007 Director: 
Property 
Services 
Lead Officer: 
Alan Turner 
Project Officer: 
John Hesp 
VFM Officers: 
Bill Hinrichsen 

 A report has been commissioned to 
ascertain the efficiencies and 
economies achieved to date following a 
meeting between Chief Executive and 
Davis Langdon and JH. This report 
should cover: 
·  Value Engineering 
·  Sources of VFM savings 
·  The effects of market testing 
·  Evidence of achievement of targets 

and progress of the works 
An independent assessment of these 
VFM effects will also be made by 
Calford Seadon consultant QS.  
Leading officers to direct, monitor and 
approve the output of the respective 
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Theme:   2 Reducing Costs 
Year Target (£)  Targets Identified for Theme 2 (£)  
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

 
 

reports should outline: 
·  The baseline position from 

which LBH started 
·  The effect of working in 

partnership 
·  The impact of value 

engineering techniques used 
by consultant surveyors 

·  Recommended action for 
the future 

·  Evidence of the benefits 
derived from added value 
e.g. community safety etc. 

consultancy teams. 
 

VFM022 
Overhead Value Analysis 
and Allocation 

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

30/06/2007 Director: 
Finance & 
Resources 
Lead Officer: 
Brian Madden 
VFM Officer: 
Brenda Pieters 

  

 

VFM023 
Management of Void 
Property Servicing 

Management of void property 
servicing and related costs. 

31/03/2007 Director: 
Property 
Services 
Lead Officer: 
Bill Hinrichsen 
VFM Officer: 
Michael 
Michaelides 

 The Voids Policy Board has been re-
formed and meetings will be attended 
by Lead Officer.  

 

VFM025 
Review of Capital 
Programme Excluding 
Decent Homes Project 

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

31/08/2007 Director: 
Finance & 
Resources 
Lead Officer: 
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Theme:   2 Reducing Costs 
Year Target (£)  Targets Identified for Theme 2 (£)  
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

David Tattersall 
VFM Officer: 
Bill Hinrichsen 
 

VFM030 
Service Level 
Agreements 

1. Review Finance SLA Not yet 
programmed 

Director: 
Finance & 
Resources 
Lead Officer: 
Sunil Desai 
VFM Officer: 
Bill Hinrichsen 

  

 

 2. Review ICT SLA 
 
 
 
 
 
 
 

Not yet 
programmed 

Director: 
Finance & 
Resources 
Lead Officer: 
Trish Haill 
VFM Officer: 
Bill Hinrichsen 

  

 

 3. Review Other SLAs 
 
 
 
 
 
 
 
 
 
 

Not yet 
programmed 

Director: 
Finance & 
Resources 
Lead Officer: 
 
VFM Officer: 
Bill Hinrichsen 

  

 

 11.  Review management 
agreement and related 
contractual arrangements with 

31/05/2007 Director: 
Chief Executive 
Lead Officer: 

 Although this is a 5 year agreement, 
changes will be needed to reflect good 
and best practice and significant 
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Theme:   2 Reducing Costs 
Year Target (£)  Targets Identified for Theme 2 (£)  
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

the Council: 
·  SLAs 
·  Delivery Plan 
·  Leases 
·  Operational practices & 

procedures 

Neil Isaac 
VFM Officer: 
Brian Madden 

matters arising from VFM and service 
reviews. Regular meetings with the 
Council will be held to consider 
changes. 

VFM032 
Review Woodberry Down 
project. 

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

31/12/2007 Director: 
Chief Executive 
Lead Officer: 
Neil Isaac 
VFM Officer: 
Bill Hinrichsen 
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Theme:   3 Maximisation of Income 
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

VFM013 
Leasehold Management 
Improvement Project 

4. Integrate CAT cost recovery 
element with Contract Cost 
Management for the Decent 
Homes program, providing 
visibility of job tracking and 
spend. 

31/05/2007 Director: 
Finance & 
Resources 
Lead Officer: 
David Bryan 
VFM Officer: 
Bill Hinrichsen 

 Dependent on results of 
implementation of CAT, viability subject 
to review. 

 

VFM014 
Supporting People 

1. Improve income collection 
through close working 
relationship with Social Services 
and liaising with Housing Benefit 
on Supporting People grants.  
This project involves contact 
with Social Services on the 
deployment of Supporting 
People grant resources.  

31/07/2007 Director: 
Housing Services 
Lead Officer: 
Tom Hogan 
VFM Officer: 
Bill Hinrichsen 

 Benchmarking research has been 
completed and options are being 
discussed with Caroline Chambers of 
Social Services.  Contact made with 
Elderly Persons Officer concerning the 
deployment of elderly persons 
Supporting People grant for 2007/08 
onwards. 

 

VFM031 
 

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

30/09/2007 Director: 
Finance & 
Resources 
Lead Officer: 
Clive Taber 
VFM Officer: 
Michael 
Michaelides 

  

 

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

1. Examine all discretionary 
charges levied to Hackney 
Homes (e.g. CCTV security 
services; door entry systems 
and community halls) that are 
not charged to residents and 

31/06/2007 Director: 
Finance & 
Resources 
Lead Officer: 
Ibrahim Ali 
VFM Officer: 

Est. increase: 
£300k in 
2007/08. 
£350k pa from 
2008/09. 

Charges that are levied have been 
identified and those that can be 
recharged to residents are being 
isolated with a view to reporting to VFM 
Board on options. Interim report was 
submitted to VFM Board.  Summary 
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Theme:   3 Maximisation of Income 
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

investigate the feasibility of 
charging for them. 

Brenda Pieters report to be prepared in 2007, major 
work to take place 2007/08. 

 2. Maximize revenue from 
garages and increase the level 
of active allocated garages from 
40% to 80%. 

31/08/2007 Director: 
Housing Services 
Lead Officer: 
Brian Madden 
Project Officer: 
Roger O’Sullivan 
VFM Officer: 
Bill Hinrichsen 

 Initial desktop exercise completed and 
report submitted to Improvement 
Board. Liaising with the Council’s 
Regeneration section to ensure an 
effective joint approach to the review.  
Employing Council garages database 
to identify refurbishment or demolition 
options. 

 

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

 To be 
programmed 

Director: 
Housing Services 
& Finance & 
Resources 
Lead Officer: 
Brian Madden 
Project Officer: 
Bill Hinrichsen  
VFM Officer: 
Brenda Pieters 
 
 

  

 

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

This is to investigate appropriate 
source of income and draft an 
income strategy for the 
organisation.  Potential sources 
include Government Grants, 
EEC monies, sponsorship, 
advertising. 
 

31/12/2007 Director: 
Housing Services 
& Finance & 
Resources 
Lead Officer: 
Brian Madden 
Project Officer: 
Michael 
Michaelides 
VFM Officer: 
Brenda Pieters 
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Theme:   4 Improvement in Service Delivery 
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

VFM016 
Improvement Project 

Delivering service improvements 
needed to obtain a ‘good’ 2* 
rating in order to realise 
Hackney Homes’ core business 
objective of delivering Decent 
Homes by 2010. 

31/03/2007 Director: 
Housing Services 
Lead Officer: 
Tom Hogan 
VFM Officer: 
Brian Madden 

  

 

VFM021 
Rent Arrears Write-off 

1. Manage current rent arrears 
write-of process to ensure that it 
is followed through to 
completion in accordance with 
sound financial and audit 
practice.  Aim to agree one lump 
sum total to be written off in 
2006/07 following consideration 
by the Council’s Director of 
Finance and the Cabinet. 

31/07/2007 Director: 
Housing Services 
Lead Officer: 
David Mynors 
VFM Officer: 
Brian Madden 

Service delivery 
improvements 
and significant 
improvement in 
BVPIs. 
Addresses Audit 
Commission 
and internal 
audit criticisms. 

 

 

 3. Develop current rent arrears 
recovery procedures and 
ascertain the related costs of 
management and overheads.  
Thereafter produce arrears 
recovery training in association 
with debt working party. 
 
 
 

30/06/2007 Director: 
Housing Services 
Lead Officer: 
David Mynors 
VFM Officer: 
Brian Madden 

Service delivery 
improvements.  

Intention to work with Finance 
Directorate’s Debt Consultant to 
develop training requirements based 
on an assessment of needs. 

 

VFM026 
Tenant Participation 

Determine value for money to 
be derived from proposed 
changes in Tenant Participation 
arrangements as part of the TP 
Improvement Plan. 

31/07/2007 Director: 
Housing Services 
Lead Officer: 
Vincent 
Waddams 
VFM Officer: 
Michael 

To be identified. Presentation made to HH Board on 
27/11/06.  Agreement secured to a 
tenant consultation process 
commencing in December 06 and 
completed in February 2007.  
Progress will be monitored with a 
view to reporting as soon as 
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Theme:   4 Improvement in Service Delivery 
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

Michaelides consultation process complete. 

VFM 
Estate Cleaning & 
Grounds Maintenance 

Research into Joint Venture 
structure and establish 
procurement procedure leading 
too the formation of a Joint 
Venture by 31-03-08 

31/03/2008 Director: 
Housing Services 
Lead Officer: 
Brian Madden & 
Tom Hunt 
VFM Officer: 
Pat Masters 

To be identified  

 

VFM 
Review of the concept of 
“Decent Estates” 

To effect a comprehensive 
improvement of estates 
throughout the Borough with an 
aim of reaching a 3 star 
performance level within 3 
years. 

To be 
programmed 

Director: 
Housing Services 
Lead Officer: 
Brian Madden & 
Tom Hunt 
VFM Officer: 
Pat Masters 
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Theme:   5 Establishing a Value for Money Culture 
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

VFM018 
Extending and Promoting 
the Value for Money 
programme 

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

31/03/2008 Director: 
Finance & 
Resources 
Lead Officer: 
Dave Mahoney 
VFM Officer: 
Brian Madden 

 This is a wide ranging project with 
linkages to publications and other 
communications emanating from the 
Communications team; staff induction 
training; the HH improvement plan; 
leadership group training; staff 
conference; staff and specialist team 
briefings. The project also affords the 
opportunity to involve residents. 100 
residents indicated interest in joining 
VFM forum. Presentations of VFM 
principles commenced at re-induction 
training sessions.  Training workshops, 
to include specific training on Gershon 
approach for senior staff, scheduled for 
Oct/Nov 06.  Feedback to be asked for 
in Value for Money projects.  Tenant 
Participation Officer has been consulted.  
Marketing strategy to be developed by 
DM.  Engaging the pubic to create a real 
stakeholder relationship is a major 
challenge for Hackney Homes. This will 
involve marketing, market research and 
a range of initiatives to encourage public 
involvement. 
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Classification  - For Approval  

ITEM:9 

 

 

Hackney Homes Delivery Plan  
  
1.0 SUMMARY 

This is the Hackney Homes Delivery Plan for 2007-08. It sets out Hackney Homes Housing and 
Strategic Objectives for the year to come, including an overview of performance against 
objectives for the previous year.  This plan has not had the final approval from the Council, 
therefore in subject to agreed changes. 

2.0 
  
2.1 

RECOMMENDATIONS 
The Board approves the Delivery Plan for information as appropriate. 
That the Board agree that the final Delivery Plan should be approved by the Chair in 
consultation with the Chief Executive. 

3.0 
  
3.1 

BACKGROUND  
Hackney Homes is required to produce an Annual Delivery Plan. It is agreed between Hackney 
Homes and the Council each year, using a partnership approach. The Delivery Plan aims to 
reflect the concerns, interests and aspirations of Hackney Homes’ stakeholders. 
  
The Plan has been informed by a number of consultation events including the Board away day 
in January, the residents’ consultation event at the Canonbury academy and the resident’s 
conference in November. It has also taken into consideration the broad range of resident 
feedback received, including the Tenants Survey, Customer Call Backs, complaints and 
compliments as well as through both the established and informal resident participation 
structures.  
  
The plan has been developed in discussion with officers of Hackney Councils Neighbourhood 
and Regeneration Directorate. 

  

4.0 
  
4.1 

IMPLICATIONS 
The Delivery Plan sets the strategic direction of Hackney Homes, underpinned by the 
management agreement with the Council. It sets out clearly how we intend to deliver the range 
of services agreed, and feeds into the business planning process by providing its framework. 
  
It is important we can clearly evidence that the Delivery Plan feeds into the Hackney Homes 
Business Plan. 
  
The issues for the Board are: 

1. Is the Delivery Plan a reasonable representation of the range of Services provided by 
Hackney Homes;  

2. Does the Delivery Plan illustrate performance to date and the steps being taken to move 
towards providing an “excellent” service.  

3.  Are the performance targets specified reasonable and achievable.  

  Contact Officer:  
  
Neil Isaac:                                  020 8356 5730 
  
Originating officer  
  
Derrick Tawiah:                          020 8356 6092 
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Introduction to Hackney Homes 
 
Welcome to the Hackney Homes Delivery Plan for 2007/08. This Plan sets out the steps we are 
going to undertake to become an excellent, “three star” Organisation . It identifies a number of 
strategic objectives and targets that we need to achieve, our plans for their delivery and fits into the 
strategic framework for the Hackney Homes Business Plan 2007-2011. 
 
The Delivery Plan enables us to capture and plan the changes we want to make, and build in the 
appropriate timescales for implementation. We can chart the steps necessary to allow us to get 
there – this has already been done for our top priority of achieving the Decent Homes standard. 
 
For other objectives, such as continuing to improve our resident satisfaction rating and becoming 
an excellent landlord, we need to be very clear about what the key drivers for meeting these 
objectives are and then ensure they are put in place.  
 
Hackney Homes is an improving organisation and we are on our way to becoming a high-
performing service. The Audit Commission has identified the key ingredients of successful public 
service providers as: -  
 

·  Strong and effective leadership exercised at all levels of the organisation; 
·  A clear focus on delivering a manageable set of priorities; 
·  Embracing partnership working to increase capacity and extend benefits for service users; 
·  Positive and active dialogue and engagement with service users and staff. 

 
The Delivery and Business planning processes have enabled us to take stock of what we have 
achieved in our first year which has been characterised by a focus on the Improvement 
Programme, on getting the new organisation established and embedding the new way of working 
at Hackney Homes.  The process of listening, discussing and identifying the type of organisation 
we want to become in three to four years’ time has produced a wide spread of new goals and 
objectives, and these have been organised into six headline priorities . We are still retaining our 
three fundamental improvement themes of customer se rvice, performance improvement 
and value for money , but the new priorities set out in much clearer focus and detail what we will 
be concentrating on in the year ahead and beyond: 
 

Headline Priorities 
 
1. An excellent service provider :  delivering first-class services designed around the 

needs of our customers and forming part of the wider Hackney Public Service Promise.  
·  From completing the Decent Homes programme on target through to looking 

after vulnerable residents, we will offer the best in quality, service standards and 
value for money.  

 
2. Diversity : Better services for all  

·  Assembling detailed resident profiles and applying these to improve and 
customise service delivery; 

·  Working with Hackney’s diverse communities on planning, implementing and 
reviewing service improvement; 

·  Making our estates good places to grow up, to learn and to become an active 
citizen. 

 
3. Engaging and Building Capacity among Residents :  

·  Promote and extend choice in resident participation and encourage wider 
engagement; 

·  Connect our Pride of Place approach to training, employment and personal 
development opportunities for residents.  
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4. Develop and extend partnership working in Repairs & Maintenance and Es tate 

Services , to secure increased capacity and expertise to meet residents’ key priorities.  
 
5. Complete Value for Money Service Reviews of client services, Finance and IT. Our 

objective is to identify and eliminate waste and duplication and move resources into the 
priority areas that add value for residents.  

 
6. Move to an integrated business excellence model of organisational development that 

complements and supports all existing accreditations. 
 
We intend to continue attracting and retaining high calibre staff who want to work in a high-
performing and successful business.  
 
Hackney Homes has performed well against last years objectives. The Improvement Plan 
addressed recommendations from previous inspections which were implemented through a listing 
of more than 120 objectives or projects. All of these have been achieved by the end of 2006/ 07.  
 
Hackney Homes is a Company Limited by Guarantee set up in December 2005. It is an ALMO – 
Arms Length Management Organisation - established to manage the core housing activities of 
Hackney Council. It is wholly owned by Hackney Council and commenced trading on the 1st April 
2006 to deliver an excellent housing service and decent homes by 2010.  
 
A contractual relationship is in place under a Management Agreement with Hackney Council, and 
the Delivery Plan identifies how we meet our obligations under the agreement. 
 
The Council has delegated Hackney Homes’ the responsibility for management of defined housing 
activities under Section 27 of the Housing Act 1985, (as amended by the Leasehold Housing and 
Urban Development Act 1993). The Management Agreement defines how Hackney Homes will 
operate and deliver services to council tenants and leaseholders. 
 
Our customers are tenants & leaseholders who live in properties that we manage through our 
housing management partners and Tenant Management Organisations. We are responsible for 
23,4271 rented properties, 7,413 leasehold properties and 1,277 freehold properties where 
freeholders pay estate service charges. 
 
Guiding Hackney  Homes  is a Board, composed of five councillors, four independents, five tenants 
and one leaseholder. The resident Board members were elected in an open ballot in September 
2005. David Curley, an independent Board Member, is the chair of Hackney Homes  assisted by 
two vice-chairs – resident, Audrey Villas and Councillor Samantha Lloyd. The Board oversees all 
the activities of Hackney  Homes  Ltd. 
 
In 2004, the Council carried out a series of in depth consultations with residents on Decent Homes 
stock investment options. This was followed by a ballot of all residents, with the overwhelming 
response being in favour of establishing an ALMO. 
 
In our first year, we have continued to further improve our relationship with residents, tenants and 
leaseholders. As part of this, an external review of resident participation has taken place and its 
recommendations are now being consulted with a view to rolling out in 2007/08. We are also 
pleased to note the result of the MORI Survey that shows significant improvement in customer 
satisfaction across the board for both white and significantly for BME tenants too. We are 
committed to improving customer satisfaction still further in the next few years. 
 

                                            
1 1 January  2007 (In addition there are 407 properties that we do not manage, leased to Housing 
Associations) 



                                                                                                          Item 9  

Draft -Version at 19.3.07                  10.30am  

Hackney Homes has launched one of the most extensive renewal programmes in London to 
improve the quality of housing: 
 

·  An award-winning decent homes programme2, investing £135m by March 2007 – 43% of 
our total programme of £310m; 

·  Delivering one of Europe’s largest single-estate renewal projects at Woodberry Down – a 
Department for Communities and Local Government (DCLG) Demonstration Project; and 

·  Joint working with Hackney Council on the development and implementation of new 
housing regeneration schemes on housing land. 

 
Winning external accreditation for excellence in customer care is a key component in our drive to 
transform services. Success has been recognised throughout the year in a series of national 
assessments and awards including: 
 

·  Charter Mark for excellence in customer services; 
·  ISO 9001 for repairs, professional construction services and housing management;  
·  Construction Client Charter status for our stock investment, planned maintenance and 

repair work; 
·  CORGI - National Home Improvement Council- gas safety awards; and 
·  RoSPA Gold Award – Child safety awards. 

 
Hackney Homes is implementing a corporate action plan for attaining the Investors in People (IiP) 
accreditation at the new higher standard in 2007/08. As part of Hackney Council Housing Services, 
we previously had IiP. 
 
The Delivery Plan reflects the strategic framework for the Business Plan 2007/11, which reviews 
our performance against the targets set for 2006/7 and monitors our progress against improvement 
objectives. It also sets out our key strategic objectives for the next four years and has been 
developed with input from all our stakeholders through: 

·  The Hackney Homes Staff Conference (including Partners) 
·  Directorate events 
·  Residents, Tenants and Leaseholder Events 
·  Managers Residential Away Day 
·  Board Away Day 
·  Business and Delivery Plan Consultation Event with Neighbourhood Panels 
·  Regular Liaison with the Council and Members  

 
We have systematically captured the outputs from these events and from all other feedback 
channels to develop the Delivery and Business Plans. We now have a shared understanding of 
what we collectively believe it is important for Hackney Homes to achieve and what type of 
organisation we want to become over the next four years up to March 2011. 
 
 
We look forward with confidence and optimism to mee ting the opportunities and 
challenges which the Delivery Plan identifies.  
 
 
 
 
 
 
 
                                            
2 Awarded by the Society of Procurement Officers in February 2006 
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Steve Tucker        David Curley  
Chief Executive      Chair 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Agencies, Partnerships and Other Bodies 
 
An overview of the agencies, partnerships and other bodies that have a vested interest in 
the activities of Hackney Homes’ is summarised as follows. 
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Overview

HACKNEY HOMES
LIMITED

Stakeholders

Council

Management 
Agreement (with Council)

Mission

Delivery Plan

•Tenants, Leaseholders and Local 
Community
•Council
•Partners
•Staff Teams
•Government Bodies

•Budget  Setting
•Business Plan

•To Deliver Excellent, Responsive Housing 
Services with Decent Homes and Estates, and 
to help Residents Lead Healthy Lives in Safe 
and Sustainable Communities”

•100% Own Hackney 
Homes

Outlines Roles, Responsibilities 
and Deliverables for Hackney 
Homes

People
•Approximately 860
Staff Split Over 3 

Divisions

Hackney Homes 
Board

•Main decision making body with strategic 
responsibility for the organisation

ALMO
•Arms Length 
Management 
Organisation

Hackney Homes

•3 Directorates:
� Housing Services
� Property Services
� Finance and Resources

Team Hackney
•Better Homes Board
•Children & Young People
•Safer, Cleaner Place to Live
•Thriving Healthy Communities
•Economic Development

Th
e Delivery Plan  
 
Hackney Homes is required to produce an Annual Delivery Plan. It is agreed between Hackney 
Homes and the Council each year, using a partnership approach.  It sets out Hackney Homes 
Housing and Strategic Objectives for the year to come, including an overview of performance 
against objectives for the previous year. 
 
The Delivery Plan aims to reflect the concerns, interests and aspirations of Hackney Homes’ 
stakeholders. In the main these are - Tenants and Leaseholders; Local Community; Council; 
Partners; Government Bodies and Staff. 
 
The Delivery Plan demonstrates that Hackney Homes organises and delivers services so as to 
address them. 
 
The Delivery Plan also details the resources, financial and other employed, which enable Hackney 
Homes to deliver and perform its services. 
 
 
 
 
Our Mission 
 
Our Mission for Hackney Homes is:  
 
 
 
 

“To deliver excellent, responsive housing services 
with decent homes and estates. To help residents 
lead healthy lives in safe and sustainable 
communities.”  
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We aim to continuously improve services, demonstrate value for money and increase the 
satisfaction of all our service users, with all aspects of the services we provide. 
 
In meeting this objective, we regularly consult with tenants and leaseholders, and involve them in 
making decisions which impact on their homes, the community and the local environment. 
 
Providing “excellence”  will enable us to initially attain the “Two Star”  rating from the Audit 
Commission Housing Inspectorate, and provide the platform for achieving the Gold “Three Star” 
rating of housing management providers.   
 
The Strategic Framework  
 
Hackney Homes operations and service delivery are guided by a range of key Council policy 
documents listed below. Most of these strategies were developed prior to the decision to develop 
an ALMO and will be reviewed during the coming years.  
 
The annual delivery plan review enables the partnership to consider how Hackney Homes will 
contribute over time to changing priorities and plans.  
 

Strategy or Plan 
 

Comment 

Community Strategy  
 

Adopted by the Council and Hackney Strategic 
Partnership(HSP) in July 2004 

Mayor’s Priorities  See page 9 
Local Strategic Partnership  See page 28 
Housing Strategy   
 
 

Housing strategy sets out the vision and direction 
for housing  in Hackney. The Strategy sets the 
housing objectives in the context of how they 
support the Community Strategy, and how 
Hackney is supporting national, regional and sub 
regional priorities 

Neighbourhood  Renewal Strategy Hackney Homes is one of the 12 strategic 
partners in the Housing Strategic Partnership 
“Better Homes” partnership and will also be a 
member of the HSP Steering group. We will also 
become involved in other Team Hackney 
Partnership Groups to ensure that we can 
continue to make a positive contribution to the 
overall partnership. 

Risk Management Strategy 
 

The Council’s was adopted by Cabinet 28/11/05. 
Hackney Homes’s was adopted by the Board on 
20th March 2006 and is in line with the overall 
Council approach. 

Energy Conservation and  
Local Agenda 21  
 

Hackney Homes’ SAP & Environmental Impact 
BVPIs are included in the performance 
management targets and we will work with the 
Council to ensure that overall recycling targets are 
met. 

Social Services Community and 
Delivery Plans 

Informs the operational protocol with Hackney 
Homes 

Older Persons Housing Strategy 
“Services Under One Roof” 

The Council transferred its sheltered housing 
stock to Hanover Housing Association in Hackney 
in October 2002. 

Crime and Disorder Strategy Informs the Anti Social Behaviour - ASB 
operational protocol with Hackney Homes 

Supporting People Strategy Informs the Housing Needs operational protocols 



                                                                                                          Item 9  

Draft -Version at 19.3.07                  10.30am  

with Hackney Homes and the HRA Business plan. 
Service First Strategy Relates to access to Council services by 

residents. This will inform Hackney Homes’ 
accommodation review and service improvement 
plans. 

Corporate Equalities Plan - 
Level 2 local government equalities 
standard 

Adopted by Hackney Homes 
Nov 06 (Level 1 achieved) 

BME Housing Strategy Hackney Homes will help to develop the Council’s 
BME strategy. Hackney is fully signed to the sub 
regional strategy and intends that its own BME 
strategy is aligned to and guided by the principles 
set out in the sub regional agenda.   

Affordable Homes Strategy Agreed in March 2006, Hackney Homes will be 
one of the delivery agents. 

Local Development Framework/ 
Greater London Authority Plan 

Hackney Homes will take note of and contribute to 
National and Regional strategies and the 
Council’s statutory responsibilities (includes the 
strategies set out in section 2 of the Management 
agreement) 

The London Housing Strategy Addressed within current Community Strategy, 
Housing Strategy and Local Development 
Framework 

Corporate Capital Strategy Reviewed annually and informs Hackney Homes’ 
Delivery Plan. 

HRA Business Plan The Government Office for London (GOL) have 
approved the Council HRA Business Plan as “fit 
for purpose” and Hackney Homes will work with 
the Council to review this on a regular basis. 

HRA Medium Term Financial Plan 
(MTFP) 

Intrinsic to the Audit Commission Value For 
Money Key Line Of Enquiry. Part of 
Comprehensive Improvement Plan and an 
essential requirement of this delivery plan. 

Value for Money Strategy Key driver for all Hackney Homes activities. 
Hackney Homes also contributes to the Council’s 
Best Use of Resources corporate project. 

Hackneys Community Strategy Hackney’s Community Str ategy  is the 
overarching strategy to improve quality of life in 
Hackney. The Community Strategy will underpin 
everything Hackney Council and its partners do in 
the next ten years. Together, our ambition is to 
make Hackney one of the best parts of London to 
live, work and do business in. 

Housing Improvement Plan Hackney Homes Board is the project executive. 
Local Area Agreement The Local Area Agreement (LAA) is our contract 

with government. It sets out the changes we 
intend to make to help tackle deprivation and 
radically improve services. It is also our 
commitment to local people that all the agencies 
in the borough really are “putting Hackney first”.  

Better Homes Partnership The purpose of the partnership is to complement 
and promote the Objectives of the Hackney 
Strategic Partnership’s Community Strategy, the 
Social Housing Compact and the Social Housing 
Vision Document.  This will be achieved by 
improving working relationships between LB 
Hackney and affordable housing providers to 
achieve shared goals and objectives enshrined in 
the above documents, using various measures. 

Council’s Best Value Performance 
Plan 

Performance improvement reviews are 
undertaken by the Council quarterly.  
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Tenant Participation Compact Hackney Homes will deliver the Tenant’s 
Participation Compact and work in partnership 
with the Council to develop this during future 
years.  

 
Hackney Homes has developed a range of its own strategies to deliver the Organisation’s key 
objectives and ensure continuous improvement. These include the: 
 
 
 
 
 
 
 
 
Our People and Culture Strategy is currently being compiled and will be presented to the Board in 
May 2007. 
 
We are continuously trying to improve to ensure we provide excellent services and value for 
money. This will guarantee future funding.  
 
Hackney Homes will ensure that operational links between the Housing Needs service, Estate 
Safety team, Housing Management Partners and Community Safety Unit are maintained and will 
implement Council policy in relation to its work. 
 
The Council will consult Hackney Homes when formulating the Annual Lettings Plan and Hackney 
Homes will fully cooperate with the requirement to share information on the expected levels of void 
properties arising during the year, along with information on the demands for re housing from 
existing tenants.  In particular, Hackney Homes will assist in providing robust estimates of likely 
decanting requirements and time scales needed to support regeneration plans and that these 
estimates are reviewed regularly and the Council informed of any variance. 
 
Hackney Homes will ensure that the Lettings policy is adhered to and that information for customers on 
lettings policy is available at all local housing offices.  We will ensure that staff take up opportunities for 
training on lettings and related re-housing matters provided by the Council.   
 
Operational Protocols 
 
Hackney Homes will comply with protocols currently in place and will continue 
to work in partnership with the Council to develop cross-sector working 
processes and protocols with other partners. The significant protocols in place 
currently are: Data sharing protocol with the Police, RSL’s and the Council on 
anti-social behaviour; Confidentiality protocol; ASBO protocol. 
 
Hackney Homes will continue to cooperate with the Council and RSL partners 
to determine common housing management practices across the Borough 
through participation in the Hackney Housing Association Group (HACKHAG) 
Forum. These practices will be established in operational protocols. 
 
Operational Protocols in use or under development are in Appendix I  
 
Hackney Homes will work with housing associations locally to help to deliver sustainable 
neighbourhoods and share best practice, examining opportunities to rationalise housing 
management on multi landlord estates. 
 
Our Opportunity 
 

·  Equality and Diversity Strategy 
·  Risk Management Strategy 
·  ICT Strategy  
·  Value for Money Strategy  

·  Asset Management Strategy 
·  Rents Strategy 
·  Procurement Strategy 
·  Anti Social Behaviour Strategy 
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The Audit Commission will be inspecting our services in March 2007. We have to meet a 2 star 
standard in the delivery of our services to residents, as assessed by the Audit Commission before 
we can access the funding available from the Government which is required to bring all our homes 
up to a Decent Homes Standard. The Decent Homes Standard means homes must be wind 
and watertight provide a good level of thermal insu lation and have reasonably modern 
kitchens and bathrooms . We are committed to meeting this standard by 2010 and have initiated 
the biggest and most exciting renewal programme in our history in order to make this happen. 
 

Meeting the 2 star standard and putting this into practice means that everyone has a big 
part to play in a once-in-a-generation opportunity to improve the quality of housing in 
Hackney and the services we provide.   

 
To ensure that the Decent Homes standard is attained by 2010, Hackney Council have forward 
funded the commencement of the Decent Homes Programme. 
 
Mayor’s Priorities 
 
The Mayor has three priorities for Hackney intended to focus the Council and Hackney Homes on 
the things that matter most to local people and to fulfil the vision of making Hackney a better place. 
These are set out below: 
 

·  Improving services and increasing opportunities for  all, raising the life chances of 
the most disadvantaged 

 
·  Making sure the Council is high performing and effi cient. 

 
·  Providing effective community leadership and involv ing the whole borough in what 

we do. 
 
The Mayor’s Priorities are intended to focus the Council on the things that matter most to local 
people and to fulfil the Council’s and Team Hackney ’s vision of Making Hackney a Better Place.  
 
Affordable, decent homes has been identified by the Mayor as one of the three specific elements that 
support the priority of improving services, increasing opportunities for all and raising the life chances of 
the most disadvantaged. The Mayor’s priority of making the Council high-performing and efficient 
underpins Hackney Homes’ commitments to improve resident access to services and increase rent 
collection rates.  These priorities shape Hackney Homes’ plans for decent homes and excellent housing 
services in Hackney, and also influence Hackney Homes’ role in the new Local Area Agreement. 
 
Residents Priorities 
 
As part of the2007/8 Rent Increase Consultation and to ensure the process was inclusive with maximum 
awareness and response, all Council tenants were sent a consultation questionnaire along with the 2007/8 
rent increase proposal. 
 
The tenants were invited to comment on the Council’s proposal to increase the basic rent and service charges 
by 4.91% on average. 
 
They were also asked to individually give the following five priorities each a grading from 1 to 5 in terms 
of importance: 

·  Estate Cleaning 
·  Investment in Planned Maintenance 
·  Faster repairs 
·  Tackling Anti-Social Behaviour 
·  Safer Play Areas 

O/S - NEED TO INSERT TABLE 
WRT OVERALL RANKING PLUS 
COMMENTARY 
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The tenants also highlighted many other priorities that the Council and Hackney Homes should consider 
including: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The results from the consultation are included in Appendix II. 
 
 
 
 
 
 
 
 
 
Key Objectives, Values and Customer Charter  
 
Hackney Homes’ key objectives are summarised as fol lows:   
 
 
 
 
 
 
 
 
 
 
 
 
Our Core Values underpin these objectives and are:  
 
 
 
 
 
 
 
 
 

·  In partnership with Hackney council, to improve Cou ncil Homes and the physical and social environment;  
·  To achieve and maintain the Decent Homes standard a nd a good environment for all our residents in 2010 ; 
·  To work closely with Hackney Council to achieve the  “Service First” objective of delivering all public  services 

in a co-ordinated and accessible way; 
·  To achieve “Excellence” in improving housing service s – the next goal is a “Three Star” “Excellent rating i n 

2007/08; 
·  To deliver a responsive housing service and achieve  high resident satisfaction; 
·  To create strong, safe and integrated communities; 
·  To ensure the needs of vulnerable and hard-to- reac h people are met; 
·  To operate a plan for every estate, to make them sa fer, cleaner and greener; 
·  To manage our finances and achieve excellent value for money. 

 

·  We put customers first; 
·  We treat everyone with dignity, fairness and respec t; 
·  We involve and empower residents to improve our ser vices; 
·  We are efficient and effective, making best use of resources; 
·  We embrace equality and celebrate diversity; 
·  We are honest, accountable and open; 
·  We value, develop and empower staff, to achieve the ir potential; 
·  We work together with Hackney Council and our partn ers; 
·  We are positive, responsive and strive to achieve e xcellence; 
·  We are a listening, learning and improving organisa tion.  

·  Faster response to repairs & maintenance 
      requests 
·  Double glazing 
·  Central heating 
·  New kitchens & bathrooms 
·  Assistance for redecoration for the elderly 
·  Security – entry phone systems 
·  More lighting on estates 

·  More lighting on estates 
·  Lift maintenance – especially out of hours 
·  Faster approach to evicting tenants with ASB 
·  Repainting blocks  
·  Roof replacement 
·  Plastic recycling 
·  Drain & guttering maintenance 
·  More Police visible on estates 
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All of the above feed into our Customer Charter, wh ich states: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Equalities and Diversity 
  
Hackney is one of the most culturally diverse boroughs in London. 
  
To achieve our mission of delivering excellent, responsive housing services we must have an 
understanding of our residents needs. It is clear that a ‘one size fits all” approach is not the answer. 
We need to understand our diverse communities and have a focused approach for delivering 
quality services to meet their needs. 
  
Our Equality and Diversity Strategy is an explanation of how we value difference and promote 
community cohesion. It covers how we deliver services to residents and our employment practice 
within Hackney Homes. The strategy explains the steps we are taking and the projects we are 
implementing to increase access to our services regardless of people’s age, disability, ethnicity, 
gender, faith or belief and sexual orientation 
  
Hackney boasts a rich and culturally diverse community, speaking more than 100 languages, and 
we are using our resident information, particularly on age, language, disability, and vulnerability, to 
ensure that we are reaching and capturing the opinions of all our residents. For example, we are 
publishing our newsletter in Turkish and shortly also in Urdu, in response to demand. Similarly, we 
are updating the number of languages on our website in response to feedback from users. 
  
Other initiatives ensuring that core services are always accessible by BME communities include: 
-         Organising a series of BME Outreach surgeries across the Borough 
-         Responding to specific demands of Turkish, African and Muslim tenants 
-         Offering translation and interpretation facilities for new and existing tenants. 
  
Indeed, this year has seen a narrowing of the gap in satisfaction levels between white and ethnic 
minority tenants. 
  

Our Customer Charter   
 

·  Our staff will be welcoming, treat customers with courtesy at all times and prov ide relevant and accurate 
information. We will work hard to achieve theses st andards for you; 

·  Our aim is that no customer will wait longer than 1 0 minutes in our reception areas; 
·  95% of telephone calls wil l be answered within 5 rings. We will answer each c all giving our name and be as 

helpful as possible. If we are not able to deal wit h a matter immediately, we will call back within 24  hours; 
·  We will reply to all correspondence within 10 worki ng days; 
·  You will be consulted on all improvement works to yo ur estate or any changes in the way we work; 
·  We will inspect estates every day to ensure they ar e clean; 
·  We will take all complaints of nuisance or ant-soci al behaviour seriously; 
·  We will remove offensive or hate-crime graffiti wit hin 3 hours; 
·  We will provide you with four newsletters each year  telling you about the services we provide; 
·  We have a complaints procedure to help you redress any service failures or for you to raise any compla ints 

about the service you have received – we will respo nd to all complaints within 15 working days; 
·  We will carry out normal repairs within 20 working days; 
·  We will carry out urgent repairs within 5 working d ays; 
·  We will carry out emergency repairs within 24 hours ;  
·  We will complete immediate repairs within 2 hours; 
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As an employer, Hackney Homes values the diversity of its workforce. The Council Housing 
Services transferred across to Hackney Homes, have a long history of attracting people from 
ethnic minority groups and origins in joining us in providing services to our residents and visitors to 
the borough. 
  
Hackney Homes is an equal opportunities employer strongly promoting diversity and is committed 
to challenging discrimination and eradicating barriers that may hinder the fair and equal treatment 
of minority groups within the workplace.  
  
Our aim is to ensure that all our employees are treated with the dignity they deserve by their fellow 
colleagues and users of our services, and are respected for their unique contributions in achieving 
this goal. In return, Hackney Homes will take steps to ensure that all our employees are treated 
fairly in the implementation of our Council procedures and have access to training and 
development irrespective of their age, gender, religion, race, sexuality or disability. 
Hackney Homes will also seek to develop best practice in all areas of employment, from 
recruitment to termination of contract. 
 
 What is meant by “Equality and Diversity”?  
  
Equality - Ensuring that all Hackney Homes’ services meet the needs and 
aspirations of all service users, staff and partners; that services are provided in a fair and equitable 
way and are accessible to all. Hackney Homes will promote equality and seek to eliminate 
discrimination. 
  
Diversity - Understanding, celebrating and valuing the diversity of the community and of staff; 
appreciating and valuing differences in individuals' life experiences, skills and perspectives – in 
short, valuing difference. Hackney Homes will recognise people’s different service needs and 
provide high quality services relevant to these needs and promote community cohesion. 
  
A copy of the Hackney Homes “Equality and Diversity  Strategy Summary Document 2006-09 
can be accessed via the internet using the followin g path: 
 
http://www.hackneyhomes.org.uk/pj29371_hh_eq_div_st rat6.pdf   
 
Reaching 2 Stars – Excellence and the Improvement P lan 
 
Introduction 
 
In December 2005, the Audit Commission conducted an indicative inspection on the services 
provided by the Housing Directorate within Hackney Council, prior to the re-configuration of the 
service as Hackney Homes. The informal result was equivalent to a “One Star and promising 
prospects for improvements” rating. 
 
Recommendations of Voluntary Inspection 2005/06:  
5.1 Principles of Best Value in all 
reviews             

�  All service reviews undertaken since the 
Voluntary Inspection have applied the 
principles of Best Value 
�  This has been further secured through 
specific challenge events conducted by the 
Board Improvement Committee: 

-          One looking at the implementation of 
recent reviews (leasehold management 
and capital programme) 

-          One looking at the conduct of on-going 
reviews (resident involvement and estate 
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cleaning and grounds maintenance) 
5.2 Link improvement plan to corporate 
aims     

�  The Improvement Plan is linked to corporate 
aims. These linkages were made explicit in 
each elements of the Improvement Plan 

5.3 Inclusive improvement planning   
             

�  Improvement planning is inclusive. The 
central element is the business planning 
process – where staff debate and contribute to 
the priorities for their own teams and 
discussions with residents at neighbourhood 
panels, estate committees and other groups 

Perceptions of residents:  
Voluntary Inspection reported that our positive direction of travel was recognised by tenants, 
leaseholders and councillors.  

 
 
This gave us a rigorous baseline assessment of our performance and helped us to identify the 
areas where we need to improve to achieve as a minimum, a “Two Star” Good rating. 
 
Several service areas were highlighted as performing well including: 
 

·  Clean and well maintained estates; 
·  Committed staff and councillors; 
·  Improved responsive repairs and good gas servicing record; 
·  Improved rent collection; 
·  Effective partnership working in anti-social behaviour; 
·  Enhanced capacity; 
·  Improved performance information; 
·  Willing to listen; 
·  Innovation in some areas eg outreach work. 
 

During 2006/07 Hackney Homes delivered a whole service improvement plan. This   incorporated 
recommendations from a vast array of areas including the: 
 
Housing Management Best Value Review  - June 2002 
Repairs and maintenance Best Value Review – May 2003 
Housing Needs Best Value Review – July 2004 
Housing Needs Best Value Inspection – Feb 2005 
Supporting People Audit Commission Inspection- November 2004 
CPA Inspection- October 2004 
Leasehold Management Improvement Review 2005 
Major works/Capital Programme Service Improvement review 2005 
Housing Inspectorate Indicative Inspection November 2005 
 
Track record of improvement 
 
Hackney Housing service has been transformed since our last formal Inspections and performance 
has moved upwards. Since the voluntary inspection in December 2005 all recommendations have 
been implemented, improvement has been substantial in all service areas and we believe none is 
less than two star. Now leadership is stronger, planning is sharper and better informed about 
needs, performance management is robust, management structures are streamlined, services 
provide increasing value for money and we have built the financial, IT and staff capacity to deliver 
our vision for Decent homes and progression to “excellent” housing services status.  
  
Performance improvement 
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Improvement in performance over the past three years has been substantial and sustained. This is 
reflected in Hackney Homes performance against key performance indicators (see Appendix III ) 
which are consistent with that for 2 Star housing organisations with similar contexts. In particular 
the substantial increase in resident satisfaction over the last year from 50% to 59% shows this 
improvement is recognised by our residents. This has been achieved through determined 
leadership, effective planning and efficient implementation of a comprehensive programme of 
activity that constituted the improvement plan. 
 
  
 
 
Leadership 
 
In April 2006 Hackney Homes  quickly established the robust leadership arrangements needed to 
drive improvement by: 

·  Commissioning an external review of governance and promptly acting on the 
recommendations to establish a more efficient and effective management structure.  

·  Communicating the message of improvement to staff, residents and partners. Managers 
are strongly committed to communicating our priorities in an effective, personal way – 
epitomised by our inclusive approach to business planning and by the Chief Executive’s 
innovative focus group initiative, where he has met almost the whole staff body in very 
small groups to discuss their individual contribution and experiences. 

·  Implementing the Hackney Homes Experience whereby all staff receive a distinctive ‘re-
induction’ that explains the company’s role and aims in an interactive, engaging manner. 

·  Strengthening performance management throughout the organisation and embedding a 
rigorous chain of accountability stretching from team managers and service heads to the 
Board.  

·  Ensuring that the Board’s Improvement Committee and Audit & Finance Committee were 
quickly established as authoritative and incisive internal agents of challenge. For instance, 
dedicated sessions with individual housing management partners have built shared 
understanding of aims, requirements and capacity at a very senior level. 

·  Immediately took initiatives to implement fundamental changes that were essential to 
achieve visible, substantial and irreversible improvement and break with the past 
perception of poor performance. These included -  

o The outsourcing of all housing management services in 2004 
o the root and branch restructuring of repairs and maintenance services in 2006; and 
o the reform of resident participation, which is currently going through consultation. 

  
Improvement planning 
 
Effective planning at all levels is central to our success in driving improvement.  Planning 
processes coherently link strategic ambitions through to operational planning: 

·  Hackney Council’s Community Strategy  provides a clear strategic vision for the Borough 
centred on addressing the root causes of poverty and deprivation through social and 
economic regeneration.  Housing is central to this strategy and Hackney’s strategic 
housing role , is set out in the Housing Strategy and the Affordable Housing Strategy. 

·  For the current year the overriding imperative has been to drive through and complete 
necessary fundamental change. The improvement plan has been the vehicle for this. The 
key changes were implemented during the first six months of Hackney Homes  existence. 

·  Since then we have consolidated these changes and completed a comprehensive and 
systematic review of residents’ needs, performance and challenges. This has provided a 
secure foundation for the Hackney Homes Business Plan  2007 – 2011 which sets out 
how we will complete our journey to Decent Homes excellence, fully achieve the standard 
and establish the financial security needed to meet the demands that will come with the 
government’s intention to end housing subsidy.   
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Sources of improvement to date 
 
The Improvement Plan which addressed recommendations of previous inspections is the tool used 
to deliver the mission across Hackney Homes, linking the objectives set out in the Housing 
Strategy and the Mayor’s Priorities to specific projects being undertaken by the organisation – 
Appendix IV 
 

Programmes :
Leasehold Management
Income & Arrears
Strategic
Core

Programmes:
Performance
Responsive Repairs

Programmes:
Customer Services
Engagement
Lettings
Tenancy Management

Value For Money

Performance Customer Focus

Cross-Cutting Themes

 
 
 
These are underpinned by a variety of programmes and projects designed so the outcomes once 
complete, evidence at least a “Two Star” rating for the forthcoming Audit Commission Inspection in 
March 2007 
 
EVERYBODY HAS A PART TO PLAY TO DELIVER EXCELLENT, 
RESPONSIVE HOUSING SERVICES. 
 
The systematic application of the principles of Best Value has been instrumental in securing 
improvement for example: 
·         A review of Major Works and the Capital Programme led to improved performance and 

efficiency savings through the integration of the asset management strategy and delivery team 
and improved client and partnering arrangements. 

·         An end-to-end review of repairs and maintenance has led to faster repairs and greater 
emphasis on use of planned maintenance resources to improve outcomes and value for 
residents  

·         The overhaul of Leasehold Management led to improved two-way communications and 
responses to leaseholders’ enquiries, reshaped major works consultation processes by 
adopting best practice, raised the profile and consistency of leasehold management throughout 
Hackney Homes  and resulted in a £2.3m increase in income 

·          The Review of Cleaning and Grounds Maintenance has completed an options appraisal and 
identified a commissioning strategy to achieve improvements in value and service quality  

·          The recommendations from the Review of Resident Involvement are subject to final 
consultation with residents. We are confident that this will provide a much improved basis for 
engagement of a broader range of residents, especially BME communities and young people 

The improvement plan is guided by three 
cross-cutting themes 
 

·  Value for Money (VFM) - The 
development and determined 
implementation of an ambitious VFM 
strategy that has been reinforced 
through staff engagement activities at 
all levels. 

·  Performance -  Strengthening 
performance management and the 
role of managers in leading and 
delivering improvement by more 
effective communication of more 
accurate, timely and relevant 
performance information. 

·  Customer Focus  Improving 
customer services by successful 
application of Charter Mark principles 
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and enable us to build upon the improved relationships developed in earnest over the past 
year. 

  
Future improvements 
 
The Hackney Homes ’ Business Plan 2007 – 2011  sets out the approach to securing further 
improvement based on three interlinked workstreams: 
  
·         Improving customer focus  through completion and effective utilisation of a detailed profile of 

our residents, establishing a new culture of resident engagements characterised by 
inclusiveness and high trust, investing in new customer relationship management and 
integrated housing management systems and working with children and young people to make 
our estates great places to grow up. 

·         Driving performance improvement  through systematic use of best practice performance 
improvement systems, completion of the programme of Best Value reviews, sharpening and 
extending our performance management arrangements, continuing our investment in staff and 
management development and embedding a systematic approach to organisational learning. 

·         Delivering value for money through using benchmarking effectively as a management tool, 
completion of the value for money reviews, giving residents a leading role alongside staff in 
testing and driving the Years 2 and 3 Value for Money programme.  This will ensure that value 
for money considerations form an integral element of the model of sustainable communities we 
are developing out of the decent homes programme. 

  
Value for money 
 
We have secured improved value for money through implementation of a comprehensive value for 
money workplan under pro-active and expert guidance from the Board Audit and Finance 
Committee (especially the Chair of Hackney Homes ).   
This has delivered added value for residents and cash benefits in excess of £4m for 2006/07 and 
will deliver benefits of at least £10m over three years.  
  
Performance management and organisational learning 
 
Over the last year the already robust performance management arrangements within Hackney’s 
housing services have been enhanced and embedded as a key element of strengthening Hackney 
Homes management arrangements.  Line management and accountability has been clarified with 
the streamlining of structures.  Improvement targets and objectives have been communicated 
effectively contributing to a clear line of sight from Hackney Homes strategic objectives to team 
and individual plans.  Comprehensive, up to date and informative monthly performance monitors 
inform effective regular management review so that progress in achieving improvement is 
monitored and declining performance is identified early. 
  
Hackney Homes is committed to identifying best practice and to learning from feedback. We have 
an on-going mentoring relationship with Hounslow Homes, which has helped us develop a better 
understanding of the shape and feel of excellent housing services.  Examples of how we have 
used feedback to drive improvement include 

·  Auditing  – our client managing officers had identified inadequate record keeping and a 
lack of service knowledge as key issues. This has helped prioritise training in key topics 
and the production of a service manual to guide staff in helping the public;  

·  Mystery Shopping  – our volunteer residents told us that staff cannot always answer their 
queries. We have responded by investment in the skills and tools needed by frontline staff 
to adequately and competently guide customers and solve their problems; 

·  Complaints Review of Gas Repairs  – the Complaints Team looked at patterns of 
complaints and identified jobs requiring repeat visits as a source of dissatisfaction. This 
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issue has been addressed through operatives carrying more spares and being incentivised 
to complete jobs first time and performance has improved; 

·  Complaints Review of Anti Social Behaviour  – the Complaints Team analysis of patterns 
of complaints identified that while customer satisfaction was generally good, lower level 
ASB such as noise nuisance often gave rise to formal complaints. We have responded to 
this by provision of clear guidance and training about case management, and by 
implementation of revised performance measures for ASB; 

·   Establishment of Board Members Enquiries Procedure – This process allows Board 
Members to progress and have monitored the response times which are similar to Stage 1 
and 2 Complaints. 

·  Seeking Best practice in other housing organisation s - visits to City West, Islington, 
Hounslow, Poole, and Irwell Valley have all provided insight to best practice that has 
informed our improvement programmes. 

  
Capacity  
 
Hackney Homes  has worked hard to develop the capacity needed to deliver excellent housing 
services:  
 

·  Hackney Homes has a board that has a depth of business expertise and experience that 
can continue to provide effective leadership to drive improvement. 

·  Hackney Homes  has built upon the human resources strategy from Hackney Council and 
is currently assembling a better resourced and more ambitious organisational development 
framework, to which innovations like Hackney Homes  Experience  are contributions and 
which will underpin aspirations for improvement. 

·  The Medium Term Financial Plan (MTFP ) provides a robust foundation for a business 
with challenging ambitions and declining stock. We are working with Hackney Council to 
produce the MTFP and ensure that it meets our needs as a strong foundation for financial 
planning. 

·  Hackney Council Housing Services has built up a substantial level of HRA reserves at more 
than £27m at March 07, funded from efficiency savings.  Improved income collection and 
other savings enable Hackney Homes to make further increasing contributions to this 
fund.  These reserves are the Councils and will be used to fund investment to secure future 
service delivery and to ensure services are reconfigured in line with the property count falls 
and tenures change. 

·  Information technology development is well resourced and Hackney Homes  has an 
effective in house ICT team and dedicated IT training suite.  This provides the capacity to 
ensure we make the most of the improvement opportunities of technology and to ensure 
effective clienting of external contracts. A major new piece of work in this area is the 
specification and commissioning of a new integrated housing management system, in 
preparation for the retirement of our current system (Saffron) in 2009 and working with the 
Council on implementation of a customer relationship management system. 

·  Hackney Homes  is focused on its core mission, to deliver Decent Homes and excellent 
housing services in Hackney and does not seek a wide variety of external income where 
this might detract from our raison d’étre. Nevertheless, we have a strong record of 
attracting external funding where this supports our core business plan – such as 
Crackdown (which supports an intensive response to local drug problem) and Kickz (which 
takes up an opportunity to bring in extra resources for youth activities and focuses them on 
estates in dispersal zones, thus supporting our response to anti-social behaviour).  

 
Hackney Homes has a Value for Money Strategy in place designed to realise Hackney Homes 
objectives in attaining firstly 2 stars and, within three years, three stars in the provision of housing 
services throughout Hackney 
 
The outcomes and possible benefits are discussed in the VFM section below. 
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Value for Money - VFM 
 
Hackney Homes has developed a VFM strategy which is designed to ensure we adopt best 
practice, improve efficiency and implement a culture of continuous improvement. The VFM strategy 
established in April 2006 focussed on five main themes: 

·  The Medium Term Financial Plan (MTFP) – ensuring that the projects undertaken in 
accordance with the strategy are designed to have a demonstrable impact on the MTFP; 

 
·  The Improvements in Service Delivery  theme covers all the projects designed to secure 

measurable and sustainable improvements in service delivery throughout Hackney Homes. 
The objective is to identify both qualitative (quality related) and quantitative (measurable) 
improvements in services and to obtain the better use of resources throughout the 
organisation, which is part of a strong VFM culture that is understood and owned by staff 
throughout the organisation; 

 
·  The Reducing Costs  theme covers all the projects aimed at reducing Hackney Homes’ 

costs. 
 

·  The Maximisation of Income  theme covers all the projects designed to maximise housing 
rental and other income sources throughout Hackney Homes; 

 
·  Establishing a Value for Money Culture  - this theme concerns the need to establish a 

VFM culture in the hearts and minds of staff throughout the organisation and also to involve 
residents in all aspects of the process from developing strategy through to involvement in 
projects and reviewing outcomes.  

Value for money is about providing a service that m eets our customers’ expectations in the 
most efficient manner possible. Excellent organisat ions understand where the greatest 
customer needs are and intelligently direct resourc es to those areas. 

Hackney Homes has embarked upon a complete overhaul of the organisation involving:   
·  A comprehensive restructure of senior management and the creation of three operational 

divisions;  
·  The replacement of the former direct labour organisation (HTS) with a streamlined Property 

Services division resulting in the reduction of up to 20% of staff numbers and a potential 
cost saving of up to £1.5m in capital and revenue costs per annum;  

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

·  Intervening in under-performing TMOs; 
·  Significant improvement in leaseholder income and services to leaseholders; 
·  Establishing a new protocol for relations with social care;  
·  Tackling poor performance in key areas such as arrears; 

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

Hackney Homes is procuring new Housing Management Contracts in April 2007 to ensure VFM 
and a uniformity of service. Other changes impacting significantly on performance include: 

·  A Repairs Option Appraisal – ensuring residents get a modern repairs service.  
·  The implementation of a Leasehold Improvement Plan to ensure that we deliver a modern 

comprehensive service.  
·  Further developing partnering to improve performance and cost effectiveness 

It is important that we focus on ensuring Value For Money drives day to day business processes, 
service choices and enhanced performance. 
The Value For Money Approach Adopted 
 
The key elements of the approach adopted are summarised as follows: 
 

·  The Value for Money Board is supported by a team with a balanced range of professional 
expertise and experience; 

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

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

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

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

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

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

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

 
 
VFM Benefits Achieved to Date Compared With Targets  Set Out in VFM Blueprint 
 
Significant progress has been made in relation to the achievement of targets set in the VFM 
Blueprint in April 2006.  The table below summarises an assessment of the benefits achieved to 
date under the following categories: 
 
“Guaranteed” : Cost savings /improved income which have already been received or are certain to 
be received by 31st March in each year. 
“Potential”:   Cost savings /improved income which have not yet been realised but seem likely on 
the completion of current projects. 
 
Key projects that are included in the guaranteed category are: 
 

·  Recovery of overcharges of water rates on void and other properties from Thames Water 
agreed to be recovered in 2006/7 of £308k; 
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·  Savings on the operation of SLAs following VFM review totalling £850k - £400k (Legal 
Services), £300k fleet management. £100k Property Services and CCTV of £50k;  

·  Saving of £100k on electricity costs following the review of metering arrangements; 
·  Increased income of £1.6m over the 2006/7 budget provision from Leaseholders service 

and major works charges arising from improvements introduced in the Leasehold Section 
Improvement Plan; 

·  Additional charges of £700k to Leaseholders for management services costs following the 
decision awaited from the LVT -  to be raised in 2006/7; 

·  Gross cost savings on the tendering of Housing Management services in the North East 
and Shoreditch of over £2m from 2007/8; 

·  Cost savings of approximately £1.5m in revenue and capital expenditure arising from the 
restructure of Property Services Directorate in 2007/8.   

 
 
Summary of Value For Money Benefits 
 

 Guaranteed Benefits - £M 
 2006/7 2007/8 2008/9 
 £4.022M £7.312M £7.862M 
  
 Cumulative Potential Benefits 
 2006/7 2007/8 2008/9 
 £4.697M £12.759M £21.521

M 
  
 VFM Targets 
 2006/7 2007/8 2008/9 

·  Value for money programme within 5 
themes has over 30 discrete projects, 
most of which have been completed in 
2006/7 

 
·  Over the 3 Years ending in 08/09, it is 

estimated that improvements totalling 
£10M per annum will be achieved 

·  A report to the Hackney Homes Board 
in December 06 indicates that the 
targets for 06/07 and 07/08 are as 
shown 

 £2.85M £7.2M £10M 
 
 
Impact of VFM Benefits on Direct Costs, Overheads a nd Income Generation  
 
The achievement of VFM benefits has an impact on the Hackney Homes Business Plan and the 
related budgets for 2006/07, 2007/08 and 2008/09.  Our overarching VFM strategy has been to 
target our reviews of costs and improvement of income streams at the priority service areas in 
these first years of the organisation.  In particular, our approach has been to identify projects which 
would have a major effect on the levels of direct costs and overheads together with improvement of 
income generation.   
These projects include the re-tendering of two Housing Management services contracts, the 
delivery of Decent Homes, divisional restructuring, improvement of Leasehold service and major 
works charges and review of efficiencies within Hackney Homes.  The following table outlines the 
effects of the guaranteed savings on direct costs, overhead costs and income improvement over 
the respective years: 
 
 

 2006/07 
(£) 

2007/08 
(£) 

2008/09 
(£) 

Direct Costs  100,000 3,700,000 3,840,000 
Overheads 1,622,000 1,312,000 1,372,000 
Income 
Improvement 

2,300,000 2,300,000 2,650,000 

 4,022,000 7,312,000 7,862,000 
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The key financial effects are: 
 

·  Supervision and management cost per dwelling have fallen in cash and real terms since 
2004/2005: 

·  Value for money improvements from 2004/2005 reduced supervision and management 
costs to £2344 per dwelling which was less than 5% above the Inner London average of 
£2240. This will reduce still further in 2006/07 and 2007/08; 

·  Improvement has continued and guaranteed savings from 2007/2008 will bring unit 
supervision and management costs to below the inner London average; 

·  Supervision and management cost reductions have been achieved against a challenging 
context of high levels of deprivation and need amongst a large proportion of Hackney 
tenants. 

 
The Appendices include the following on VFM: 
 

·  A list of completed Value For Money Projects – Appendix V 
·  A Summary of the Value for Money Benefits as at 31/1/2007 – Appendix VI 
·  The 2007/08 VFM Work Plan – Appendix VII 

 
Performance 
 
Performance Management  
  
Hackney Homes has a robust performance management f ramework across its entire 
organisation. This operates at a wide variety of le vels as follows:- 
 

·  All inclusive monthly and quarterly Performance Digest 
·  Detailed analysis of Best Value and Local Performance Indicators 
·  Regular review of Performance Targets 
·  Establishment of Targets up to 2009/10 covering all services 
·  Robust staff appraisal system covering key performance indicators 
·  Regular reviews of performance by the Hackney Homes Board and by management / 

staff teams 
·  Validation  of performance data by the Hackney Homes Performance Team 
·  Development of Neighbourhood Performance Profiles for Neighbourhood based Tenant 

Panels 
·  Regular reviews of performance data with Neighbourhood Housing Partners in all five 

Neighbourhoods. 
 
In addition the Cabinet Lead Member carries out Quarterly reviews of Hackney Homes 
Performance. 
  
Core Principles  
  

- Responsibility for performance improvement and management rests with the Service 
Directors and Chief Executive. 

- For performance improvement to be effective, the outturns must be linked to appraisals with 
appropriate goal setting. 

- Directorate targets must be cascaded down to all staff. 
- Targets and performance need to measure both qualitative and quantitative data, 

measuring both the outputs from specific service areas as well as the feedback from 
customers. 

- Performance information should drive forward changes in working practices and a wide 
range of service delivery improvements.  
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Hackney Homes Performance Team  
  
Our Performance Team was consolidated within Housing Services in October 2005 with a brief 
which stretches across the whole Organisation. This year as in previous years, there has been a nil 
qualification of Performance Indicators by the District Auditor and the Team has lead the current 
review of BVPI Methodology and targets to 2010.  Additionally, our Monthly Performance Digest 
continues to be circulated widely as both a public document and as a management tool to drive up 
performance across all Departments. 
  
The Performance Management Framework  
  
Hackney Homes Performance framework recognises that the Board of Hackney Homes has 
ultimate responsibility for service delivery. The Performance framework therefore comprises of the 
following:- 
  
 
 
 
 
 
 
 
 
Performance Framework Timetable  
  
The agreed timetable for the production of our monthly Performance Digest is as follows:- 
  
KEY MONTHLY DEADLINE  STAGE OF DEVELOPMENT 
5 th of the Month  Receipt of Data by the Performance Team 
9th of the Month  Data  verified and assembled in Report Form 

by Performance Team and dispatched to 
Lead Managers for commentary 

12th of the Month  Commentaries returned to the Performance 
Team. 

20th of the Month  Draft Performance Report signed off by 
Performance Manager and Performance and 
Business Services Contract Manager 

23rd of the Month  Draft Performance Report agreed by 
Hackney Homes Management Team. 

25th of the Month  Performance Report  forwarded to Board 
Members 

Last Day of the Month  Performance Report published 

  
 
 
 
The Performance Management Hierarchy  
  
Our performance management framework provides for detailed analysis of data together with 
regular reviews of performance as follows:- 
 

·  Hackney Homes Board 

- Mayor’s Priorities 
- Performance against  Key Deliverables 
- Key Lines of Enquiry 
- Monthly and Quarterly Performance 

Reporting 
- Review of Performance by Hackney 

Homes Board, the Mayor, Councillors 

- Regular reviews of 
performance targets and key 
performance indicators. 

- Staff Briefings 
- Staff Appraisal Programme 
- Directorate and Corporate 

Business Planning 
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·  Hackney Homes Improvement Committee 
·  Hackney Homes Value for Money Project Board 
·  Hackney Homes Management Team 
·  Contract Review Meetings 
·  Staff Appraisals 
·  Directorate based Management and Team Briefings 
·  Leadership Conferences and Events 
·  Scrutiny by Tenants and Residents Organisations 

  
 Making the link with Customers  
  
Hackney Homes’ has embraced a culture of learning from customers and seeks to integrate the 
feedback from customers into its performance improvement and business planning processes:-  
 

·  Detailed  Reports carried out by the Hackney Homes Complaints Team in areas of large 
numbers of complaints 

·  Outcomes discussed with Service Managers 
·  Mystery shopping carried out across a wide range of services 
·  Clear service standards established for customer front line services 
·  Focus Groups established with groups of residents 

 
Key Performance Improvements  
  
The direction of travel since 2003/04 has shown a consistent improvement in core service delivery 
areas as follows:- 
 

·  Rent arrears reduced from £ 18.8 million to £ 7.8 million 
·  Void property turnaround time reduced from 40 to 28 days and showing top   quartile 

performance 
·  Urgent repairs completed on time now at 98% 
·  Complaints responses on time at 83 % 
·  Repair appointments made and kept at 97% 
·  Decent Homes Programme on target for 06/07 with an anticipated spend of   £45 million 

with 1500 homes made decent. 
·  Tenant satisfaction increased to 59% 

  
 Key Challenges  
  
Hackney Homes will undertake the following:- 
 

·  Further integrate Performance Information into our staff appraisal system 
·  Work in partnership with the Council on core Best Value Performance Indicators 
·  Establish  training on performance management systems for all Managers 
·  Review performance information availability for tenants and residents 
·  Achieve top quartile performance by 2010 against most key indicators. 

  Customer Focus 
  

·  In 2006-07 Hackney Homes received a Charter Mark award for 
excellent customer services. This is awarded in recognition of 
excellence in customer service and covers the whole of Hackney Homes. 

·  We aim to answer all public complaints within 15 days and are investigating the key areas 
of customer dissatisfaction so that we can listen and improve. 

·  We are reviewing the structure of estate committees so that we can have a structure that is 
more open and accessible for resident involvement. 
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Customer focus is about putting our residents needs  at the centre of our decision 
making process and involving them in those decision s. Excellent organisations 
ensure all staff work as a team to deliver excellen t customer service. 

 
The Charter Mark award includes all our Neighbourhood Offices, the Leasehold and Income 
Services Team and our Housing Contact Centre (for repairs and maintenance). 
 
Charter Mark is the national standard for customer service excellence and to be awarded this 
accreditation we had to submit a detailed application and undergo a thorough independent 
assessment. This involved mystery visits from the Charter Mark assessors and interviews with our 
staff and with residents. Being awarded Charter Mark is excellent news for residents and staff. 
 
Hackney Homes is now putting residents at the centre of all our decisions and at the heart of the 
way we provide services. Charter Mark evidences that we have improved our customer services 
and more importantly that we are committed to continuing to change our service to better meet our 
resident’s needs. 
 
The Charter Mark inspectors praised Hackney Homes for ‘the rapid progress made to tie standards 
and performance to what customers want’ as well as the ‘enthusiastic commitment of staff to the 
Charter Mark ethos, from senior management to frontline staff.’ 
 
To achieve Charter Mark, Hackney Homes has made practical improvements such as refurbished 
receptions, improved information available at our reception areas, information kiosks in our 
reception areas with details about our service in many languages and the Language Line 
translation service for residents who do not speak English who call our Contact Centre to order a 
repair. (Note: language line is available in all customer facing areas). Staff have attended customer 
service training and this is continuously updated to ensure our services remain first class. 
Investors in People 
 
The Investors in People (IiP) standard was awarded to the Housing Directorate, as part of Hackney 
Council, in 2003. Hackney Homes Limited as a ‘new’ and independent organisation has to undergo 
a reassessment. 
 
Hackney Homes is committed to achieving the new higher  Investors in People standard. As a 
positive step towards this, the Chief Executive has formed a People and Culture Group, which 
comprises a cross section of staff. This group meets on a monthly basis. Its Aim is “To make 
Hackney Homes a good place to work and where staff achieve their career aspirations”.  Hackney 
Homes needs to be in a position to discuss and implement best management practises on such 
issues as appraisals and staff development.  

The group’s core objectives are to: 

·  Support staff development including performance management, training activities, 
and evaluation 

ALL STAFF MEMBERS 
HAVE AN IMPACT ON 
CUSTOMER SERVICE, 
NOT JUST FRONTLINE 
STAFF 
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·  Monitor management practices and processes across Hackney Homes to ensure 
consistent and equitable practices in line with the new IiP standard. 

·  Customer focus – embedding the customer service standards 

·  Organisational feedback – gain feedback from across the organisation 

·  Staff empowerment – consulting with staff gaining their input as set out in best 
practice such as the quality matrix standard and the recent consultation legislation. 

·  Communications – sharing information and gaining input into communication and 
consultation activities  

The group will develop and build on strategies for improving the performance of the organisation; 
plan – do – review.  A “Employee Attitude Survey” looking at Hackney Homes people and culture, 
recognition and rewards, and performance management, was carried out and published in Dec 06. 
The results have been analysed and are being focussed on in relation to strengths, weaknesses, 
opportunities, gaps, etc. 
 
The new IiP Standard includes the “Investors in People Profile Framework” of good practice that 
provides further stretch for organisations. It does this by going beyond the current scope of the IiP 
standard into broader areas of people management and development. It is based on the same 3 
principles as the standard – Plan – Do and Review. 
 
Hackney Homes is in the planning phase of the new IiP Profile Framework.  
 
Hackney Homes has drafted its Learning & Development Strategy which is now out for 
consultation with Staff, Trade Union and Learning representatives to support our staff in achieving 
excellent performance, our commitment towards Equality of opportunity and access, and fairness 
in learning to make Hackney Homes an organisation of excellence. 
 

 
 
 
 
Partnership Framework  
 
The Partnership Framework established between Hackney Homes and the Council ensures the 
continuous development and improvement of services, whilst protecting and enhancing the 
involvement of residents and the local community, in the management of their homes and ensuring 
the strategic vision of the Council is delivered. 
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Team Hackney  is a partnership dedicated to improving the quality of life for everyone in the 
borough.  It is our local strategic partnership (LSP), which brings the different parts of the public, 
private, community and voluntary sectors together to achieve this aim. 

All involved recognise that no partner can do this on their own and it is only by local people and 
local organisations working together that we can really bring about lasting change. 

Hackney’s LSP used to be known as the Hackney Strategic Partnership but changed its name to 
Team Hackney in February 2006. The name changed to show how we all need to be part of the 
same team for a better Hackney.  Much has been achieved by working in partnership, with 
significant improvements in education, health and reductions in crime but there is still much to do 
and Team Hackney is committed to working together to deliver these improvements.  

Team Hackney has recently completed a restructuring of partnership forums in order to make them 
fit for purpose for the new Local Area Agreement (LAA). The LAA is Hackney’s contract with 
central government. It sets out the changes all strategic partners intend to make to help tackle 
deprivation to improve services radically and to work to improve Hackney’s reputation – ‘to put 
Hackney first’. 
  
Hackney Homes  has a key role in this agenda – particularly as our achievements and plans in 
asset management, customer services and resident involvement support the strategic themes of 
asset management/ capital strategy and public service promise and working together for the 
community. This has been recognised by Hackney Homes’  direct membership of key partnerships 
including Team Hackney and the Better Homes Partnership.   
  
Hackney Homes’  achievements and plans relating to customer services, and our organisational 
values, fully reflect and support Hackney Council’s Service First Strategy  and our commitment to 
improving the customer offer in Hackney. The Council’s vision is to make Hackney a better place to 
live in and to do business in. One of the things that make a place good to live in is that you know 
who to call or where to go if you have a problem. Citizens and Businesses in Hackney have a right 
to public services which are easy to use.  

The Service First Strategy aims to deliver high quality services focused around the needs of our 
customers. Since its initiation by the Chief Executive of Hackney Council in early 2005, an 
extensive programme of service delivery improvements have been put in place focusing on making 
it easier for customers to get in touch with the Council and get their problems resolved in one 
place.  The details of the programme have been developed and structured into four strands – 
single front office, accommodation, technology and organisational culture.  We are working 
through Team Hackney  to support and benefit from this so that residents can enjoy convenient 
and effective access to the range of public services through a single cell and can expect leading 
edge standards of joined up provision tailored to their diverse needs. 

Hackney Homes works in partnership with all other public services in the Borough to implement 
this, including the single front office, revised service standards and back office re-engineering. This 
embraces customer focus and responds to residents needs. The partnership approach achieves 
Gershon efficiencies, measurable improvements in performance and demonstrable value for 
money over the full range of service provision.  
 
Customers will have access to services through a wide range of channels; telephone, the website, 
face to face, kiosks, mobile phones and digital television. Increasingly, customers will choose to 
telephone rather than visit, use the web rather than telephone, only visiting us where that is right 
for the service they need. They will have confidence that whatever channel they use, their query 
will be dealt with effectively and efficiently by someone who understands their needs and will take 
ownership of the problem.  

The purpose of the Better Homes Partnership  is to complement and promote the Objectives of 
the Hackney Strategic Partnership’s Community Strategy, the Social Housing Compact and the 
Social Housing Vision Document.  This will be achieved by improving working relationships 
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between LB Hackney and affordable housing providers to achieve shared goals and objectives 
enshrined in the above documents, using various measures.  
 
The main outcomes will be: 
 

·  Decent and affordable homes  
·  Reduce overcrowding and homelessness by securing additional affordable homes  
·  Increase the availability of homes in Hackney that are attractive to those unable to afford 

market prices  
·  Improve the condition and management of houses and housing estates in the borough 

 
 

Hackney Homes Directorate and Senior Management Str uctures  
 
 

Chief Executive
Steve Tucker

Director of Finance 
& Resources

Neil Isaac

Director of Housing 
Services & 

Deputy Chief Executive

Susmita Noonan

Director of 
Property Services

Gary Penticost

Programme 
Director 

Woodberry Down

Robin Smith

•Communications
•Finance
•Governance
•Human Resources
•ICT Service
•Procurement

•Estate Cleaning
•Grounds Maintenance
•Leasehold & RTB 
Services

•Neighbourhood Services

•Asset Management
•Building Maintenance

Hackney Homes 
Board

 
Hackney Homes Limited was launched on the 1st of April 2006. As part of the process of setting up 
the ALMO, it was recognised Hackney Homes had to review its  
organisational structure and the way services were delivered. The senior management structure, 
adopted by the Board, reflects the direction for the organisation towards  
achieving excellence in service. The Directorates adopted are; Finance and Resources, Housing 
Services and Property Services.  
 
Woodberry Down is separate and is one of the most exciting mixed community, self-funding, 
regeneration programmes in London at this moment in time. Woodberry Down will undergo a total 
physical and socio-economic renewal that will transform one of the capitals most deprived areas 
into an exciting new sustainable neighbourhood that offers high quality new homes, economic 
opportunity and safety. 
 
The revised organisational structure is now in place and Hackney Homes is part way through the 
process of reconfiguring how it delivers its services. Once this process has been finalised, the 
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expectation is for significant real benefits across the whole of the organisation in terms of service 
delivery and efficiencies. 
 
As an example, Human Resource functions have now been centralised. The re-structure within the 
Property Services Directorate has facilitated the centralisation of HR functions across Hackney 
Homes. This allows staff to build on their capability and capacity, through consistency in Human 
Resource advice, maintaining effective standards and joined-up working in associated streams. 
 HOUSING SERVICES DIRECTORATE 
 
The Housing Services Directorate comprises of the following service areas: 
 
·  Neighbourhood Services via 5 Neighbourhood 

Offices each managed by one of three Partners 
 ·  Housing Services Client Team responsible for the 

monitoring of Neighbourhood Housing Contracts 
·  Estate Environment Division  for all estate 

based Cleaning and Grounds  services 
 ·  Housing Performance Team which manages 

performance Information, target setting and BVPI 
submissions on behalf of all of Hackney Homes 

·  Corporate Complaints Team for complaints 
across the whole of Hackney Homes 

 ·  Policy Team which covers a wide range of Service 
Development initiatives for tenancy management, 
diversity, Customer care and anti social Behaviour 

·  Housing Legal Disrepair Team which manages 
both the litigation and repairing responsibilities 
in connection with claims of statutory disrepair 

 ·  Rent Accounting Team which manages former tenant 
accounts as well as matters such as household 
insurance, water rates and other utilities.  

·  Travellers Support Team for fulfilment of our 
statutory commitments towards Travellers sites 

 ·  Leasehold and Income Services Division for 
provision of  services for actual and prospective 
leaseholders including charging for Service Charges 
and Major Works as well as processing of Right To 
Buy applications 

·  Tenant Participation Team for delivery of the 
Hackney Homes resident engagement strategy 
including servicing of estate committees 

 ·  Tenant Management Organisation Section for 
fulfilment of Hackney Homes statutory regulatory role 
in respect of the setting up and  

·  monitoring of Tenant Management Organisations 
·  Estate Safety Team for operational work in 

connection with crackdown, crime, tenancy 
audit and fraud. 

 ·  Specialist Corporate areas are also allocated to Lead 
Managers. These include clienting Service Level 
Agreements, Liaison with Property Services, Anti 
Social Behaviour, Rents, Empty Property 
Management, estate parking  and Review of the 
current Tenant Participation Structure.  

 
Neighbourhood Offices 

There are five Neighbourhood housing offices in the Hackney Borough operated by our housing 
management partners. They are responsible for the management of an agreed range of housing 
and tenancy management services in their area, dealing with a full range of tenant issues. 

 
The housing offices and housing partners are: 
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These offices take the lead in delivering the core tenancy management services: 
 

�  Rent arrears recovery 
�  Anti social behaviour management 
�  Resident engagement at local level  
�  Management of unauthorised sub letting and squatting 
�  Housing lettings in conjunction with the Council’s Choice Based Lettings Scheme 
�  Welfare Benefits Advice 
�  First stop shop referral to other Council services 

 
The Partnering Context 
 
Neighbourhood Partner Contracts have been in existence in Hackney from 2004 onwards, though 
the initial contracts have recently been re tendered. Critical to their role has been the deployment 
of fresh ideas in Service Units hitherto managed directly by the Council.  Effective partnering has in 
fact transformed housing management and led to improved performance in the core areas of rent 
arrears recovery, empty property management and customer satisfaction. Other effective 
partnership working has been developed with the Council including getting involved in  
- regeneration projects and community development schemes and initiatives;  and  
- the signing up to the RESPECT standard where Hackney Homes has worked closely with both 

the Council and Police in tackling a wide range of anti  social behaviour, crime  and drug 
dealing. 

They regularly review their operating arrangements to ensure they provide value for money and 
operate at maximum efficiency. 
 
Housing Income Management 
 
Income management is an area of strength with rent arrears having declined from £18.8 million in 
2003/4 to £7.8 million in 2005/06. In 2005/06, Hackney Homes achieved its highest ever collection 
rate for BVPI 66A at 95.05 %, having successfully tackled the culture of persistent non payment.  
Hackney Homes approach has been robust and flexible enough to absorb the needs of vulnerable 
tenants. Additionally, the Courts have introduced new challenges through the implementation of 
the Rent Arrears Protocol, placing still greater emphasis on prevention rather than on eviction.  
 
With regards rent payment and recovery, Hackney Homes has committed significant resources to 
this area of work as follows:- 
 

·  Diverse payment methods – Direct Debit, Credit Card, Standing Order. 

                   Office 
 

·  North East Office  
·  Stoke Newington 
·  Homerton 
·  Queensbridge And 

 De Beauvoir 
·  Shoreditch 

 

                Housing Partner 
 

·  Pinnacle  
·  Pathmeads 
·  Mouchel Parkman 
·  Mouchel Parkman 

  
·  Pinnacle 
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·  Quarterly Rent Statements 
·  Rents Newsletters 
·  Publicity Campaigns particularly during high risk periods such as Christmas. 
·  Automatic arrears letters 
·  Access by Neighbourhood staff to Benefits system 
·  Service Level Agreement with the Council’s Housing Benefit system. 
·  Innovative Pride of Place Scheme 
·  Use of Decent Homes Kitchen and Bathroom Programme as an incentive for rent payment. 
·  In collaboration with the Council, a revised Write Off Procedure for selected historical 

arrears cases.  
 
Tenancy Management 
 
Hackney Homes has worked closely with local residents to deliver improved tenancy management 
services as follows:- 
 

·  Implementation of sign up process for new lettings together with multi lingual DVD outlining 
core tenant responsibilities. 

·  Follow up visits within 4 – 8 weeks of sign ups. 
·  Revision of Tenants Handbook to reflect new Service Standards and Choice Based Letting 

Scheme. 
·  Introduction of an innovative Pride of Place Scheme, offering rewards for prompt rent 

payment and adherence to tenancy conditions. 
·  Introduction of risk based tenancy checks for tenancy audit. 
·  Use of online customer services manual for front line reception staff. 
·  Deployment of Neighbourhood Relations Managers for support to Estate Managers on 

breaches of tenancy conditions. 
·  Provision of Supporting People funded floating tenancy support to sustain tenancies of 

vulnerable people. 
 
Tenancy Enforcement 
 
Hackney Homes is committed to working closely with colleagues in Team Hackney and Partners 
including the Police as follows:- 
 

�  Introduction of ASB Service Standards 
�  Introduction of targets for graffiti removal and work with Environmental Health on Noise 

Pollution. 
�  Prompt removal of Pirate Radio Equipment. 
�  Use of tenancy demotions, introductory tenancies, Anti Social Behaviour Contracts and Anti 

Social Behaviour Orders to curb anti social behaviour 
�  Work with the Police on the Crackdown Project to close down crack houses across 

Hackney  
�  Deployment of Planned Maintenance Budgets for additional Security in conjunction with 

Neighbourhood Panels and Estate Committees 
 
Estate Environment 
 
Hackney Homes has successfully maintained high standards for cleaning and grounds 
maintenance and successfully engaged residents in the assessment of the effectiveness of its 
services as follows:- 
 

�  Meeting Service standards for removal\of graffiti. 
�  Provision of training for resident inspectors 
�  Provision of weekend cleaning across the Borough 
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�  Completion of comprehensive Best Value Review of Cleaning and Grounds Maintenance 
�  Use of resident engagement initiatives for gardening leading to participation in London in 

Bloom. 
�  Joint working with the Council on recycling initiatives 
�  Strong client role for monitoring the effectiveness of services on the ground. 

 
 
 
 
 
Allocations and Lettings 
 

Empty Property Management 
 
Hackney Homes’ management of empty properties has now reached top quartile 
performance with turnaround times having reduced from 40 to 28 days. This has been 
achieved through close collaboration with colleagues in Property Services and strong 
contract management of our Neighbourhood Partners. Indeed, strong performances in this 
area have been achieved despite the advent of Choice Based Lettings. 

 
 

New Tenants 
 
Hackney Homes has invested considerable resources into the sign up of new tenants and 
post tenancy support. A DVD was launched explaining tenants obligations and access to 
services and a popular decorations pack was introduced enabling tenants to select colours 
of their choice. All new tenants are visited shortly after the tenancy begins to ensure that 
new vulnerable tenants are able to access the full range of services available. 

 
Allocations 
 
Whilst responsibility for the Housing Register and Homelessness rests with Hackney 
Council, Hackney Homes has embraced the new Choice Based Lettings Scheme, ensuring 
that our kiosks are available for Choice Based Lettings bidders. Additionally, Hackney 
Homes has worked in partnership with the Council on such matters as cash incentives for 
under occupiers and in identifying sites for future housing development. 

 
Residents Engagement 
 
Hackney Homes encourages resident involvement at every level  of the Organisation as follows:- 
 

·  Participation in letting of Housing Management Contracts 
·  Participation in Charter Mark Projects and active involvement in Neighbourhood Contract 

Review Meetings. 
·  Discussions at Estate Committees and Tenant Panels 
·  Estate Cleaning satisfaction cards 
·  Taking part in surveys designed to inform service improvements 
·  Acting as trained Mystery Shoppers 
·  Participation in Value For Money Projects 
·  Attendance at fun days and outreach events. 
·  Through the Hackney Homes Complaints Process and in particular identifying the learning 

points from complaints. 
·  Involvement of young people through the football based Kickz Programme and the 

Hackney Homes Youth Development Worker. 
·  Re launching the Tenant Compact 
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·  Development of Partnering Agreements with Tenant Panels. 
 
 
 
 
Hackney Homes Resident Involvement Review 
 
A complete top down review of Tenant Participation in Hackney has been completed and was 
presented to the Hackney Homes Board in early 2007. The proposed action plan is as below, with 
the Detailed Timetable for the Consultation on Resident Involvement Review in Appendix VIII. 
  
Objective  Actions required  Completion 

date  
Implement detailed consultation plan 
(see Appendix 1 attached)  

May 2007 Consult residents on 
Resident Involvement 
Review  Feedback outcomes of consultation to 

residents  
July 2007 

Establish Review Implementation 
Group  

March 2007 

Develop implementation plan for 
structural change (as agreed through 
consultation)  

June 2007 

Implement structure 
changes agreed by 
residents/Board  

Implement structural change  Dec 2007  
Prepare draft outline strategy (to 
include consultation, communications 
and governance aspects)  

June 2007  

Consult residents on draft strategy  Sept 2007 
Present draft to Tenants Conference  Oct 2007  
Amend draft strategy in light of 
resident feedback at conference etc  

Nov 2007  

Final draft strategy to Hackney 
Homes Board  

Dec 2007 

Develop reporting/monitoring 
arrangements for Resident 
Involvement Strategy progress   

March 2008  

Develop a Resident 
Involvement Strategy  

Implement full monitoring framework  April 2008  
Develop process for collating and 
feeding resident feedback into 
business planning/service 
improvement process   

Completed  

Agree internal process for recording 
and using feedback to improve 
performance  

Dec 2007 

Develop improved 
framework for 
identifying/addressing 
service failures with 
resident input   

Implement agreed process (resources 
not available until structural change 
implemented)   

Dec 2007  

 
 
Leaseholders 
 
Management 
 
Hackney Homes has improved services for Leaseholders through its Best Value Improvement Plan 
and Leaseholders are now included in decision making at every level. In particular, the following 
have been achieved:- 
 

�  Regular Newsletters and re launch of the Leaseholders Handbook. 
�  Establishment of Leaseholder Forum 
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�  Leaseholder only Survey 
�  Provision of Welcome Pack for new Leaseholders 
�  Leaseholder representation on Hackney Homes Board 
�  Extended late night opening for Leaseholders 
�  Improved accuracy of Service Charges and Major Works Billing 
�  Training for Neighbourhood staff on Leasehold Management 
�  Ratification of management charge by Leasehold Valuation Tribunal. 
 

Hackney Homes has the three key themes of customer focus, performance management, and value for 
money in its strategic management of its home ownership portfolio, of 7,400 leaseholders and 1,200 
freeholders on estates who pay service charges and major work charges. These will ensure that 
expenditure incurred by Hackney Homes is recovered into mainstream services. 
 
Background 
 
Leaseholders and freeholders on estates pay service charges for services provided under our landlord 
obligations, together with major work charges, and current invoicing for these charges is approximately 
£10million. This group are currently 28% of the housing stock.  

 
Collection of recharges to leaseholders and freeholders is in the top quartile compared with other London 
Boroughs and this is managed by the central Leasehold & Right to Buy Service Unit (LRS), which also 
has responsibility for RTB applications, calculating and billing annual service charges and major work 
charges. LRS is also responsible for all leasehold management issues, either directly or through an 
advisory role.  
 
With a high proportion of home ownership across our estates Hackney Council experiences similar 
challenges and issues which arise from mixed tenure and a wider approach to leasehold management has 
been developed to address these challenges. 
 
Overall Strategy 
 
The number of homeowners is expected to increase through RTB sales, together with a change in the 
types of homeowners due to approximately 600 re-sales per year on the open market.  
 
A large scale investment programme delivered through Hackney Homes, will ensure that homes and 
estates are decent, and improve the quality of life for all residents, including those occupying leasehold 
and freehold properties, and engagement with home owners will be essential to delivering effective 
leasehold management and home ownership services. 
 
Customer Focus 

 
Leaseholder & Freeholder engagement is an important element of the overall Hackney Homes 
strategy on customer focus and this is being achieved through the recognised Leaseholder and 
Freeholder Forum and Associations.  

 
In addition to these recognised groups monitoring of customer feedback through profiling, focus groups, 
surveys, and by specific welcome interviews with new homeowners will be undertaken. 
 
Value for Money (VFM) 

 
All contracts for services and works to leasehold properties are procured under a value for money 
regime with leaseholders central to this theme as they can be a central focus to ensure that 
services and works are efficient, reasonable and value for money.  

 
Performance Management 
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The Hackney Homes strategy on performance management will ensure that Hackney Homes staff 
are fully aware of leasehold management and home ownership issues and will ensure that KPI’s, 
and targets are aligned to take into account this area of the Hackney Homes performance regime. 
 
We provide a customer focussed service to leaseholders, recognising the diversity of our customer base, 
and are striving to continue to serve people in ways appropriate to their individual needs. As part of our 
strategy to provide an effective customer driven service we continue to profile all leaseholders and 
freeholders.  
 
Statutory Leasehold Consultation  

The formal statutory consultation for major works has now been centralised within the Leasehold 
Services team. This gives proper control of the process from service of Section 20 notices and 
resolution of queries through to billing and recovery. This provides leaseholders with a single point 
of contact and reference for queries on service charges and general queries. 

Our Commitment 
 
We are committed to provide a fully integrated service to leaseholders and freeholders across Hackney 
Homes and to ensure that their views are taken into account in the delivery of services. We are further 
committed to advise, inform, and clarify the benefits of services and works to the management of our stock 
and homeowners responsibilities to contribute to these costs. 
 
With home owners currently being 28% of our housing stock we will ensure that their engagement and 
involvement is paramount to how services are delivered within the framework of customer focus, 
performance management and value for money.  
 
Customer Care and Complaints  
  
Hackney Homes has a robust system of customer involvement at a variety of different levels as 
follows:- 
   
Complaints  
 
Hackney Homes’ Complaints Team was established in June 2005 and plays a critical role in 
respect of  complaints and organisational development across Hackney Homes as follows:- 
  

�     Allocation of Stage 1 Complaints 
�  Investigation of Stage 2 Complaints 
�   Management of all Councillors and Mayor’s Enquiries. 
�  Management of Board Members Enquiries 
�  Detailed investigations of key areas of multiple complaints 

  
Hackney Homes Complaints Team has radically overhauled the management of Complaints and 
Members Enquiries, resulting in significant improvements in responses within target time from 52% 
to 91% between 2003/04 and January 07. This has been achieved through rigorous use of the 
Respond Database system for recording all complaints, Members and Mayoral Enquiries together 
with an extensive training programme across all Departments for Complaints Handling. 
Additionally, in conjunction with the Hackney Homes Governance Team, a Board Members 
Complaints Procedure has now been established. 
  
With regards to learning from complaints, the Housing Complaints Team has carried out two 
detailed Reports. The first of these related to the numbers of visits required to complete gas 
repairs  and the second of these related to our treatment of low level anti social behaviour. As a 
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result of these initiatives, the numbers of gas repairs completed on the first visit has increased and 
there are now clear service standards for managing anti social behaviour. 
  
Customer Care  
  
Customer services are at the centre of Hackney Homes’  mission. Improvement of the customer 
experience has been a dominant element in service development over the past two years. Our 
tenant satisfaction has jumped from 50% to 59% over the last year. Our journey has been 
achieved by clear guidance, structural change and resident involvement. We have a good 
understanding of our customers’ needs and ensure services are easily accessible and consistent.  
   
Corporate Culture and Governance 
 
The goal of excellence in customer services is central to Hackney Homes drive for improvement 
and has involved: 
 

·  Embedding Service Standards with the planning and delivery of services and performance 
monitoring. This followed an extensive consultation with residents;  

·  Staff conferences, inclusive business planning and focus groups that our Chief Executive 
has convened with all staff have been critical to driving improvement; 

·  Using our staff newsletter Top Storey and an Improvement Bulletin with payslips and 
screen savers displaying messages of the month, to deliver and re-enforce key messages; 
and 

·  Giving residents opportunities to test performance against these standards in a way that 
suits them – from completing surveys, to attending formal meetings, to acting as mystery 
shoppers and testing services on the ground.  

  
Training and development of our staff is central to improving customer care. Our training and 
induction programme focuses on customer services and diversity, performance and value for 
money using imaginative and innovative techniques such as actor role-play, DVDs and action 
learning sets. Other initiatives to address specific issues include a common, centrally provided, 
customer services course for staff of all neighbourhoods; and leasehold training events run by the 
central leasehold team to improve joined-up services. An on-line customer services manual which 
helps frontline staff solve more enquiries first time and staff have been trained using an on line 
quiz. The client team tests customer services in the neighbourhoods by auditing services, 
implementing an accreditation scheme for rents officers, monitoring information such as waiting 
times and training plans. 
  
Access to Services 
 
Our 2006 Access to Services survey has ensured we have up to date and accurate key information 
on more than 90% of our tenants including age, disability, employment, ethnicity, language and 
telephone numbers. This not only provides us with invaluable information about the take-up of 
services and where we need to act, but also helps our staff to provide services in a more informed 
and sensitive manner. 
  
Residents can access our services in a variety of ways that suit them. Face to face services are 
provided by three neighbourhood partners, through five main offices and three sub-offices. All 
partners have tested local demand for late and early opening and have extended opening hours 
where demand was demonstrated. A single call centre can be used to report repairs by telephone, 
texting and mobile picture messaging.  Hours of operation are 8.00am – 7.00pm Monday to Friday 
and 9.00am – 1.00pm on Saturdays. Electronic contact can be made through the website and 
kiosks to order repairs, pay rent and register complaints. Specialist services, such as leaseholders’ 
billing and consultation enquiries, are accessible through telephone and face-to-face appointments, 
including appointments outside office hours. 
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We also have widened access to our services by providing on-demand translation services 
(through Language Line) and by actively seeking contact through a range of community outreach 
events (including the ability to report repairs then-and-there). Analysis of Language Line demand 
shows 43% of all requests are for Turkish. 
  
Information 
 
The tenant survey shows that satisfaction with the way Hackney Homes communicates with 
tenants has increased to 49%. We have achieved this by: 

·  Monthly delivery of our very well received Hackney Homes  News – our signature 
magazine and targeted newsletters for rent payment and leasehold issues, and quarterly 
newsletters in each neighbourhood; 

·  Making use of electronic kiosks and flat screens in neighbourhood offices, our kiosks have 
been used over 6,000 times from August to December – 2,652 times in languages other 
than English, and by establishing an all-new website which provides information and on-line 
services  in an accessible way. 

·  Providing all new tenants with a welcome pack to explain our services to  customers and 
issuing our multilingual DVD, explaining rights and responsibilities – designed to be used at 
tenancy sign-ups; and 

·  Producing a Tenancy Handbook, written in collaboration with the Tenants Convention, and 
available electronically in 10 languages and in hard copy in Turkish the language most in 
demand (according to the 2005 residents survey). 

  
Consultation complaints and feedback mechanisms 
 
Much more effective mechanisms for consultation and feedback have been established over the 
past year and we: 

·  Now provide flexible means for customers to comment on and get involved in services   
·  Learn from the full range of customer feedback including: analysing exit surveys, 

satisfaction cards and decent homes focus groups, and investigating service  
·  Capture and learn from feedback on the complaints procedure itself. When an electronic 

survey showed that the procedure could not reach a sufficiently broad range of respondents 
we worked with Hackney Council to deliver a more extensive programme of focus groups of 
complainants. While there have been no findings of maladministration against the housing 
service or Hackney Homes for over three years we use the observations included in the 
Local Government Ombudsmen’s annual letters to plan training exercises.  

  
Challenges and areas for improvement 
 
We believe that we have now secured good access and customer care for our residents; we are 
now determined to meet the challenge of sustained excellent service by: 
 

·  Embedding our improvements into a permanent shift in working culture with a high trust 
relationship with tenants; 

·  Getting more from our existing tenancy management systems and by investing in cutting 
edge IT systems including integrated housing management and customer relationship 
management systems to support further improvement; 

·  Achieving top quartile (76%) levels of resident satisfaction. We welcome       the sharp 
improvement from 50% to 59% over the last year. Nevertheless, tenants’ will only be 
beginning to appreciate the benefits of improved services. With our enhanced capacity for 
further service improvement we are expecting resident satisfaction to improve further; 

·  Improving telephone answering performance; while we answer calls quickly (97% within 5 
rings) some 15% of all calls are not received because phones are busy. In the short term 
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we have implemented a range of measures to mitigate the problems and within a year our 
IT based channels strategy will provide a lasting remedy. 

 
Findings of Voluntary Inspection 2005/06:  
“Customer Care” is an area where “strengths balance  weaknesses ” 
Recommendations of Voluntary Inspection 2005/06: 
 
4.1Frontline training (leasehold/partners) �  Training improved in terms of volume and quality and 

includes innovative techniques.  A frontline manual 
supports leasehold training and re-induction 

4.2 Learning from Housing Contact Centre �  Single call centre created for the all repairs requests 
4.3 Monitoring waiting times �  New measuring equipment installed in all neighbourhood 

offices 
8.1 Customer care training �  Training monitored for all staff; impact shown by Charter 

Mark 
8.2 Staff meeting their colleagues �  A range of means, from conferences to focus groups 

with chief executive 
8.3 Clarify role of Client Contractor  
       Meetings 

�  The re-launched client/contractor meeting is a hub for 
service development 

10.1 Early intervention in complaints �  Hackney Homes’ complaints procedure provides for 
early intervention 

10.2 Comply with complaints timescales �  Compliance with timescales has improved to 90% for 
most areas 

11.2 Contact with Social Services �  A formal protocol has been developed with social care 
colleagues  

Perceptions of residents:    
                                          
Historically, levels of resident satisfaction for the housing service as a whole have been low (50% 2005, 
50% 2004, 49% 2001). It is significant that satisfaction has increased substantially following the launch of 
Hackney Homes  - to 59% in the 2006 Tenants Survey, conducted by Ipsos-MORI.  Direct feedback from 
residents who have recently used our services is positive – 23,400 call-backs by the Contact Centre 
suggests satisfaction with repairs ordering (97%) and servicing (90%) 
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PROPERTY SERVICES DIRECTORATE 

 
Hackney Homes Mission is:  
 
“To deliver excellent responsive housing services wi th decent homes and estates. To help 
residents lead healthy lives in safe and sustainabl e communities.” 
 
Property Services Directorate maintain and improve the property assets. 
 
Key Issues / Challenges: 
 

·  Our major challenge is to deliver Decent Homes by 2010. The programme is sensitive to 
building cost inflation. Forecasts show that the earlier work is completed, the lower the risk 
of inflation adversely impacting. We are however subject to the Council’s anticipated 
release of funds which governs the rate of delivery to 2010.  

·  Information held on stock has been externally audited, confirmed as fit for purpose and is 
used for planning the Decent Homes programme. We are implementing an Asset 
Management Software System for use across all programmes (not just Decent Homes). 

·   Information on stock is better on external block condition than internal. This is being 
remedied by the ongoing Decent Homes surveys that are used to update our database. 
However, the largest proportion of works outstanding to 2010 is on internal works. We 
therefore need to carefully monitor that actual stock condition continues to match our 
forecasts as the programme progresses. 
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·  Resources are required at a level sufficient to carry out responsive repairs to meet the 
demands of the stock and for Planned and Cyclical Maintenance that will enable us to keep 
homes Decent. 

The Council owns and Hackney Homes manages approximately 33,000 homes, including TMO’s. 
Flats and maisonettes predominate. The remaining non-traditional stock is currently undergoing an 
option appraisal.  

An analysis of stock by age and type is included in Appendix IX Charts 1 & 2  

Issues  
 
Assessments have been made of the need for investment in longer term regeneration schemes 
such as Woodberry Down. The development programme for this scheme stretches well beyond 
2010 and the medium term investment needs of the stock have been addressed. Allowance has 
been made in the maintenance projections beyond 2010 for works to these blocks.  
The Department for Communities and Local Government (DCLG) wrote to all ALMO’s in August 
2006 asking for revised spending proposals for estates we may wish to slip beyond 2010. These 
blocks would only enter into discussions if further ALMO credits were available for including them 
within Decent Homes.  
 
 

Demand  

The overall demand for accommodation remains high in all sectors.   

Financial Summary – Decent Homes 
 
The expenditure required to achieve Minimum Decent Homes Standard based on 1 April 
2007 and adjusted for actual Basket Rates and current costs is: 
 
 
Expenditure required to achieve Minimum Decent 
Homes Standard 

 £166M 

   
Expenditure required to achieve Reasonable 
Landlord Standard during Phase 2 

 £177M 

   
Additional expenditure required to achieve the 
Hackney Standard  

£271M 

 
Note: 
The above figures are: 
 

1. Based on prices ruling at 1 April 2007 
2. Include for preliminary costs and scaffolding 
3. Exclude professional fees 
4. These figures do not include requirements for any planned or cyclical programmes.  
 

The Decent Homes Standard means homes must be wind and watertight provide a good level of 
thermal insulation and have reasonably modern kitchens and bathrooms. We are committed to 
meeting this standard by 2010 and have initiated the biggest and most exciting renewal 
programme in our history in order to make this happen. 
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This means repairing or replacing and improving a number of building elements, including the 
following items if they fail to meet the Decent Homes Standard:: 

·  roofs     windows and doors  
·  brickwork    wiring  
·  kitchens    bathrooms 
·  concrete repairs  Refuse disposal facilities 

 
The Decent Homes works are currently taking place and residents can already see the benefits of 
meeting the 2 star standard and completing the work that we have already started. Everyone has a 
big part to play and can benefit in this once-in-a-generation opportunity to improve the quality of 
housing in Hackney and the service we provide.   
 
Recognising the importance of being able to accurately monitor and assess our progress towards 
achieving the Decent Homes standard, Hackney Homes has developed its own scorecard and 
standard, using Bronze, Silver and Gold as the targets. 
 
 
Development of the Hackney Standard 
 
Bronze Band Decent Homes Standard 

This means all homes must be wind and water tight with reasonably 
modern kitchens and bathrooms. This could mean renewing or repairing 
the following items if both in poor condition and more than 30 years old: 
 

·  Windows                Kitchens 
·  Doors                     Bathrooms 
·  Brickwork              Wiring 
 

Silver Band Inclusive of Bronze plus: 
·  Repairs and renewals that would be prudent to do given the access 

opportunity of scaffolding.  
·  More environmental improvements, external security and lighting 

and communal upgrades. 
Gold Band 
 

Inclusive of Bronze and Silver plus: 
·  More improvements over two lower standards i.e CCTV and 

environmental works and more upgrades (Flat to pitch roof 
conversions, etc) 

 
The Decent Homes phase 2 brief matches the Silver Standard and alongside the programme we 
will be consulting with residents against the Gold Band, or Hackney Standard, on expenditure of 
the 5% for sustainability allowed for in the ALMO Credits award and any receipts raised in the 
Estate Renewal programmes. 
 
Hackney Homes  makes available to the Council by 30th September each year a Decent Homes 
programme revised annually, showing the path to meet the Decent Homes Standard for all the 
Council’s stock by 2010. This reconciles to the Council’s stock figures and includes estimated 
costs at current prices, based on auditable data.   

 
The Council in its commitment to Hackney Homes achi eving the Decent Homes standard by 
2010 has forward funded part of the £225m additiona l funding, in anticipation of HH 
attaining 2* in the March  2007 inspection . 
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Delivering Decent Homes by 2010 will ensure that the borough delivers a positive contribution to 
the wider Olympic regeneration, offset the disruption caused to residents by the Olympic 
regeneration and minimise capacity issues in the construction sector. 
 
 
Asbestos Removal 

Key Issues / Challenges: To ensure that we have asbestos data to enable the safe management of 
asbestos. We will remove or encapsulate asbestos when necessary to enable works or to ensure 
the safety of our residents or workforce, and where possible incorporate removal works within 
planned improvements works programmes. 

 

 

Energy Efficiency – SAP rating Target for 2007/08 =  72 
 
The Best Value Performance Indicators stated within this year’s Hone Energy Conservation Act 
(HECA) Report (2005–06) confirmed the continuing improvements. These were: 
 

HECA Target Actual 
SAP Rating Target for 2005 / 2006 = 69 

 
69.2 

SAP Rating Target for 2006 / 2007 = 70 
 

To be monitored 

SAP Rating Target for 2007 / 2008 = 72 
 

To be monitored 

SAP Rating Target for 2008 / 2009 = 73 
 

To be monitored 

 
Key Issues / Challenges: 
 
To achieve our 2009 target we will need to continue replacing old systems (approximately 450 per 
year) & upgrading old boilers (approximately 650 per year).We will also need to look into other 
energy sources from March 2007 onwards (eg solar hot water to achieve the 2009 target which 
would also help to retain our high position (position 5) vis a vis other Local Authorities in London. 
To achieve this Hackney Homes are exploring the installation of six field trials for solar hot water 
systems for installation under the current Central Heating Programme using our three main boiler 
manufacturers and three main installers. 
 
The current Programme to implement an Energy Efficiency policy is funded within the Decent 
Homes budget and aims to achieve year-on-year improvement in the SAP ratings of units. The 
SAP ratings (a government measure of energy efficiency within dwellings) are being improved by 
installing or replacing boilers and Central Heating Systems, replacing windows and improving loft 
and cavity wall insulation. 
 
A Hackney Homes Affordable Warmth Strategy exists in draft form and will be agreed soon. An 
update will be prepared for the Board’s approval which will seek to exceed the requirements of the 
Council (The Councils’ draft  sets a target to ensure that the Housing stock will by 2010 have an 
average SAP rating of 67 and ensure that no home will have a SAP rating of less than 40, this has 
already been exceeded) and bring our performance in line with the “HECA” targets set by 
government. These are much more stringent and are outlined below. It also aims to address the 
issues surrounding affordability to ensure that no home has to spend more than 10% of their 
income on heating. The strategy’s approved recommendations will be implemented within the 
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operational delivery of the Asset Management Strategy. The current SAP targets will need 
continuous review and improvement, despite their already being exceeded. 
 
Responsive Repairs 

Key Issues / Challenges:   

�  To provide an effective and value for money respons ive repairs service which can be 
easily accessed by our residents. 

�  To monitor the quality and value of the work delive red by our repair partners and to 
monitor and enhance the service to increase residen t satisfaction 

�  To maximise the proportion of jobs completed  at first visit  

The day-to-day responsive maintenance service has achieved significant improvements in resident 
satisfaction over the last three years and improved performance against the Government 
appointment and response time targets.  The current statistics show responsive repair costs 
running at over £6.5 million per annum (excluding voids).   

The proportion of priority category work has been significantly reduced over the last three years as 
a percentage of total works orders placed. All works are now ordered through the Repairs Contact 
Centre and are carried out by a combination of directly employed labour and supply chain partners. 
Independent post inspections of the quality and completeness of and charges made for repairs are 
conducted and reported monthly with the results analysed to inform service planning.   

The following table summarises some of the repairs key performance indicators. 

 End2004/5  End 2005/6 April – July  2006 

LP8 (ex.BV72) : % of urgent 
repairs completed within 
government timescales 

 

92.45% 

 

98.1% 

 

98% 

BV73 : Average time taken to 
complete non-urgent repairs 

 

19.33 days 

 

15 days 

 

11 days 

% of pre-inspections carried out 
within 5 days 

 

82% 

 

90% 

 

92% 

The % of repair jobs where 
appointments were made and 
kept 

 

95% 

 

95% 

 

97.59% 

% of communal repairs 
completed within timescale 

85% 90% 84% 

% of calls answered by the Call 
Centre in three rings 

77.32% 80% 95% 

% of all calls answered by the 
Call Centre  

69.3% (t.b.c) 92.21% 93.05% 

 
 

·  Satisfaction with the repairs service is systematically measured through a minimum of 500 
customer call-backs per month.  
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A business improvement review of repairs and maintenance has recently been completed and has 
delivered estimated full year savings in management in the region of £1.5 million, subject to final 
confirmation. The proportion of core responsive work in the revenue programme and to the 
programme as a whole is low. A recent benchmarking exercise conducted by the Housing Quality 
Network found that Hackney Homes repairs prices were 9% below the London average. Market 
testing of the repairs service is currently being undertaken and will establish all repairs and 
maintenance contracts on a full partnering basis, designed to lower costs and increase the 
proportion of repairs completed satisfactorily at first visit. 

Void repairs  

Key Issues / Challenges:   

�  We aim to re-establish void properties in under 10 days to enable reduced overall void 
turnaround times. 

�  We aim to consistently achieve the Hackney Homes ‘f it to let’ standard and achieve 
savings in re servicing costs 

�  We aim to complete Decent Homes renewal and replace ments during voids re-
establishing to take advantage of the access opport unity. Voids completed would be 
recorded on the Decent Homes database.  

�  We aim to appraise the options for dealing with exp ensive or complex void properties, 
to implement agreed recommendations and to thereby minimise the numbers of long-
term (Regeneration) voids.  

Major or Long-term Voids. 
 
Where the cost of repair is exceptionally high or where it is not feasible to carry out the required 
repairs in isolation from other dwellings, an appraisal of options for the future of the property is 
undertaken. 
 
In preparation of this appraisal, the size of accommodation and its relevance to housing need is 
established with the Council, to inform the outcome of the appraisal. 
 
A business case must be submitted to the Voids Management Board who may 
recommend authorising the work (subject to resources) or disposal of the property. The 
Board includes representatives from Property Services, Housing Services, Finance and 
Housing Needs (LBH). Properties in this category include: 
 

·  Dwellings which exceed the cost threshold and are being assessed, prior to referral 
to the Voids Management Board, 

·  Dwellings which cannot be satisfactorily repaired unless other units within the block 
are decanted. 

·  Dwellings where there are ongoing Insurance issues that must be resolved prior to 
concluding how to proceed. 

·  Dwellings held vacant pending progress on other initiatives, including small/medium 
re-development opportunities. 

·  All the above situations must also take into consideration the position of any 
leasehold properties that are directly or indirectly affected. This includes 
leaseholders who wish to or have exercised the “Right to Manage”. 
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Planned maintenance 

Key Issues / Challenges:  

�  To undertake planned maintenance of building fabric  and services to national standards 
of good practice. 

�  To accurately assess the requirement for capacity a nd resources to ensure compliance 
with existing and new demands and that homes once m ade Decent remain so in the long 
term. 

The Hackney Homes planned maintenance programme consists of a wide range of elemental 
improvement and renewal programmes. Priorities are determined on the basis of stock condition 
surveys and feedback from residents. Programmes undertaken annually include: 

·  Domestic boiler replacement 

·  Lift refurbishments and Renewals 

·  Water Tank refurbishment, water mains and booster pumps renewals 

·  CCTV and concierge new technology upgrades 

·  Digital upgrades of , communal TV aerials  

·  Play equipment – new and replacement 

·  Estate lighting upgrades, Lateral mains renewal , domestic rewiring 

·  Asbestos Removal  

·  Communal door entry system renewals  

·  Safer city doors programme FED (Front entrance door)  

·  Replacement of estate roads and footpaths 

·  Communal ventilation refurbishment and replacement 

·  Drainage system refurbishment and replacement 

The programme in the period to 2010 is designed to complement and support Decent Homes’ 
investment, meet statutory landlord requirements and resident priorities for improvement. The 
programme will take over the legacy of Decent Homes’ investment and will meet the responsibility 
for keeping homes decent and delivering a better estate environment.  Sustainability is key here 
and in view of future funding constraints, there will be a need to give greater priority to those parts 
of the stock where there is a developing problem of falling demand or obsolescence 
 
These programmes will benefit from the use of the Asset Management Software System as the 
means of planning replacement and repair programmes.  The principles and data developed 
through the planning of Decent Homes will be taken forward to develop a maintenance plan to 
2030. 
   
 

·  Appendix XI shows the Strategy and Standards for Pl anned Maintenance by 
programmes 
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·  Appendix XI Shows Strategy and Standards for Cyclic al maintenance by category 

Estate Renewal 
 
Hackney Homes is working with Hackney Council on a plan for maximising development potential 
to make better use of estate land. The proposals focus on the Existing Regeneration schemes 
such as West Haggerston & Kingsland, Holly Street and King’s Crescent together with Review 
estates Phase 1, comprising 4 estates and Review Estates Phase 2 comprising 28 estates. This 
programme is intended to make the most efficient use of available landholdings to increase the 
supply of housing options for local people. We are currently managing decant and demolition 
programmes and consulting with residents in preparation.  
 
A feature of this programme is the potential to develop up to £50m of capital receipts.  
 
We provide a more intensive level of maintenance and practical support on our regeneration 
estates to combat what can be the negative effects of gradual decanting to reassure remaining 
residents that they are not being abandoned or forgotten. This includes organisation-wide 
coordination through a single manager, tailored maintenance budgets developed in consultation 
with residents. 
 
On Phase 2 we are assisting the Council in developing a strategy for those Hackney estates that 
have further opportunities for increasing housing supply, and which also have investment needs to 
ensure their long term sustainable future.  
  
Most schemes will involve infill development on existing estates or selective demolition of garages 
and blocks to release more substantial parcels of land. The proposals are currently undergoing 
substantial consultation with stakeholders following approval by the Hackney Council Cabinet.   
 
Hackney Homes  is the delivery agent of the Council on regeneration schemes. The Council leads 
on schemes up to the point of a Transfer or Development Agreement being signed.  Hackney 
Homes then monitors and ensures delivery of contractual outputs. In addition, Hackney Homes 
assists with consultation (including any ballots), decants residents, administers any demolition 
contracts and manages and maintains the estates. 
 
Woodberry Down is a predominantly self-funded neighbourhood regeneration programme, one of 
the largest in Western Europe, replacing 1,980 properties with over 4,300 new homes of mixed 
tenure, integrated with new community facilities, at a projected construction cost of around £1 
billion. Berkeley Homes have been appointed as the regeneration partner for the first phase. 
Berkeley Homes will start on site in October 2007 to demolish and rebuild to a higher density but 
with 10% more open and green space, and producing social housing to a Parker Morris+10% 
space standard.  
 
 
 
 
The Structure of the Property Services Directorate 
 
The Property Services Directorate was created to meet these challenges. As part of the 
restructuring in order to better achieve this, the Directorate is divided into two divisions 
 

·  Building Maintenance covering Responsive Repairs, Planned Maintenance and Support 
Services; and  

·  Asset Management covering Decent Homes, split between Programme Management, 
Performance Management and Estate Renewal 
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Building Maintenance 
 
Building Maintenance  is focussed on delivering the Responsive Repairs  and Planned 
Maintenance  services.  
 
The team provides professional ‘client’ and ‘contractor’ services managing service delivery through 
our own in house operatives or through specialist external contractors. We have a strong contracts 
administration section which will be actively involved in the control of the maintenance partnering 
contracts.  
 
The New Responsive Repairs  Section provides all day to day repairs services to the residents of 
Hackney and is managed through one operational structure. This is linked to the repairs contact 
centre and provides the main contact point for our residents when reporting repairs or seeking 
clarification on major works.  
 
Responsive repairs, in the main, are provided by our own in house operatives who are supported 
by a number of specialist contractors on day to day repairs. Our stated aim is to ensure effective 
repairs are undertaken and that we achieve a one vi sit, first time fix on the majority of 
repairs requests. 
 
Planned Maintenance 
 
Planned Maintenance  is fully integrated to ensure all planned refurbishments or renewals are 
effectively delivered. Within this, the newly created Mechanical and Electrical Team provides the 
complete design and maintenance service provision, ensuring that all statutory requirements are 
delivered through effectively managed contracts. This team will support both the decent homes 
programme and also the ongoing increasing requirements for planned maintenance. 
 
Planned maintenance manages all major cyclical and refurbishment works programmes, out side 
of the Decent Homes contracts. These include the following: 

- Annual domestic gas maintenance. 
- Domestic boiler and system replacements 
- Lift maintenance and cyclical refurbishments 
- Lift replacements 
- Water quality: both drinking and storage facilities. 
- Installation of cold water booster systems 
- Communal Boiler plant maintenance and replacement 
- Electrical safety checks and replacements 
- Fire safety services 
- External planned maintenance of building fabric, including external and internal painting 

works. 
- Play site maintenance and refurbishment 
- Planned communal repairs to the estate environment 
- Communal TV maintenance and replacement 
- Communal ventilation maintenance and replacement 
- Estate lighting maintenance and replacement 
- Lightning protection: Maintenance and replacement 

 
The team provides the full technical services support on all areas of maintenance associated with 
Housing Services.  
 
The new Support Services  provide the administration back up to running a large Building 
maintenance operation, including the management of Property services fleet of around 160 
vehicles and operational material storage facilities in the two main operational depots. The team is 
key to ensuring effective support to front line services to enable the effective delivery of the 
Repairs services.  
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Asset Management 
 
The asset management section is focussed on the Programme and Performance Management, 
plus the Estate Renewal aspects of the Decent Homes Programme. 
 
Asset Strategy Resources – Cost Outline 

Hackney Homes 
Asset Strategy Resources

£’M
•Existing Reserves 33.90
•Major Repairs Allowance 119.26
•Leasehold Recharges 23.42
•Capital Receipts 55.02
•Projected Borrowing 106.26
•ALMO Credit 225.36

TOTAL              563.20

London Borough of Hackney 
Housing Strategy Priorities

£’M
•Addressing Supply Shortages                          8.40
•Addressing Sustainable Communities            25.00
•Improving Private Sector Conditions              10.80
•Review Estate Programme enabling works    27.60

TOTAL            71.80

Other Landlord Priorities 
£’M

•Existing contractual commitments                       9.31
•Woodberry Down – pre-transfer works              19.33
•Disabled adaptations programme                      10.80
•Planned renewals and planned maintenance  175.51
•Estate livability fund                                           15.50 
•DDA Community halls                                          2.91
•Other capital items                                             11.71
• TOTAL                                     245.07

Decent Homes ALMO Credit
£’M

•Cost of meeting DHS              34.81
•Environmental and other          

Livability improvements          10.78
TOTAL                                   245.59

Resources Required to 2010

 
 

 

 

Performance Management - Key Performance Indicators  (KPI’s) and Best Value 
Performance Indicators (BVPIs) 

As progress is made on developing partnered arrangements, KPI’s will be increasingly used as a 
means of monitoring performance and progress. Wherever possible, contract KPI’s are developed 
to assist with existing BVPI needs and also to facilitate benchmarking with other providers.  

The Core Decent Homes KPI’s include: 
 

·  Resident satisfaction 
·  Response Time for Defect Liability Repairs 
·  Predictability Cost 
·  Predictability Time 
·  Local Employment & Training 

 
Further KPI’s have been agreed in principle and were introduced in 2006/07. 
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We report Progress against the following BVPI’s to the Council: 
 

   Outturn   

Ref Type Description 06/07 07/08 08/09 

184a BV (CPA-H1) 
HIP BPSA-E13 

The proportion of local authority 
dwellings which were non decent 
at the start of the financial year. 

 
52% 

 
45% 

 
35% 

184b BV (CPA-H2) 
HIP BPSA-E14 

The percentage change in the 
proportion of non decent 
dwellings between the start and 
end of the financial year. 

 
 

14.3% 

 
 

21.8% 

 
 

40.9% 

211a (CPA-H21) 
HIP BPSA-D28 

Planned repairs & maintenance 
expenditure on HRA dwellings as 
a %age of all maintenance 
expenditure on HRA dwellings. 
(Note HIP definitions are different) 

 
76.5% 

 
81.0% 

 
80.0% 

211b 
(CPA-H21) 

HIP BPSA–D27 

Expenditure on emergency and 
urgent repairs as a %age of 

repairs expenditure) 
(Note HIP definitions are different) 

 
7.0% 

 
7.0% 

 
7.0% 

 
 
Estate Renewal   
 
The Estate Renewal Team carry out an enabling role in consultation, decanting, demolition and 
contract monitoring on behalf of the Council. 
 
There are two teams within Hackney Homes that are responsible for this element of our 
responsibilities. The Woodberry Down Team and the Estate Renewal Team in the Asset 
Management Division of Property Services. 
 
 
The Estate Renewal Team works closely with the Council on making better use of estate land for 
new housing supply, and on selective demolition and redevelopment, creating more mixed tenure 
communities 
  
 
Procurement Strategy 

The Decent Homes Phase 2 programme was developed on Egan principles and has developed 
some ground breaking initiatives in supply chain management. The Phase 2 programme received 
a Society Of Procurement Officers award in 2005 in recognition of our innovative approach to 
partnering.  

Hackney Homes  achieved Client Charter status in 2005 and again in November 2006 in 
recognition of progress made in achieving continuous improvement in construction procurement 
and management.  

We are working towards extending partnering further in relation to Planned & Cyclical work in line 
with the requirements of the Capital Programme Improvement Plan.  Tenants will be directly 
involved in the procurement and management of the contracts.  

 

Woodberry Down 
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Woodberry Down is one of the most exciting mixed community, self-funding, regeneration 
programmes in London. The whole area will undergo a total physical and socio-economic renewal 
that will transform one of the capitals most deprived estates into an exciting new neighbourhood 
that offers high quality new homes, economic opportunity and a sustainable community. 

It is outside of the Decent Homes Programme.  
  
The vision is: 
  
To work towards a total living environment – where people want to live and work. Our vision 
is for a community of 10,000 people living close to  the Manor House transport interchange.  
  
The joint Woodberry Down and EDC vision and mission statement is as follows: 
  
We see the Woodberry Down Estate as a large, inclus ive, sustainable community which is 
based on both respect for cultural, social and econ omic diversity and the recognition of 
common values, and where individuals acknowledge th eir responsibilities to the wider 
community and their commitment to the maintenance o f a safe and healthy neighbourhood.  
  
Our Mission is to deliver the kind of community we envisage together with the physical 
environment which is most conducive to its achievem ent by securing the active, positive, 
vigorous and ongoing involvement of each and every section of the Woodberry Down 
community and all other present and potential partn ers.  
  
The Woodberry Down Regeneration Team has a crucial role to play in increasing the supply of 
affordable housing, increasing the condition of housing up to the Decent Homes standard by 2010, 
and creating sustainable balanced communities. These objectives tie in to the Mayor’s priorities. 
  
 
The team is structured as follows:  
  
Regeneration Framework  - The Regeneration Framework encompasses the development of a 
comprehensive regeneration strategy and framework for the Woodberry Down estate; the 
construction of approximately 4,300 new homes and the total regeneration of Woodberry Down. 
  
Kick Start Development   - The primary role of the Kick Start Development is to decant and 
rehouse residents living within existing housing in the Kick Start Sites; to demolish the existing 
housing that falls within the Kick Start Sites, and to project manage the construction of 1250 new 
homes across the four Kick Start sites 
  
Stock Transfer   - The Stock Transfer is the transfer of 1,458 social tenanted homes on the 
Woodberry Down estate to a Registered Social Landlord with the precondition that a ‘Yes’ vote 
must be achieved through a ballot of tenants.  
  
Communication and Consultation Team  - The Communication and Consultation Team play a 
crucial role pro-actively engaging, consulting and communicating with the local community and 
stakeholders; ensuring that they are continually updated on the regeneration proposals, and that 
their hopes and aspirations are built in to the long term plans for Woodberry Down.  
 
Support Services  - The role of the support services is to effectively support the work of the team 
so that they have the necessary resources to perform their role to the highest standard, and to 
provide the highest level of customer care in all communications.  
  
Planning  
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The Delivery Plan and Business Plans are organised in terms of the three main themes of the 
Improvement Plan: 
  

-         Customer focus 
-         Performance 
-         Value for money 

  
The three main themes are addressed in the context of key priorities: sustainable communities, 
decent homes and affordable housing. 
  
Customer Focus 
  
Our core customers are tenants, leaseholders and the owners of retail outlets who live/work in 
properties that fall within the regeneration area. The figures are true as of 5th September 2004 – 
before the re-housing commenced 
  
Core Customers  
  
Woodberry Down Tenanted Properties                         1,458 
Woodberry Down Leasehold Properties                       355 
Woodberry Down Retail Outlets                                   39   
  
 
 
 
The New Community  
  
Woodberry Down is at the beginning of a long and important period of change. Over the next 15 
years the community and the facilities provided for the community, will change dramatically from 
how it looks today. The population residing on Woodberry Down will more than double from the 
current 4,290 to approximately 9,091 in 2023, based on current assumptions. In addition to the 
changing face and size of the population, the facilities provided for the local populace will expand 
to include a new health centre, two new schools, a new community centre, new retail outlets and a 
new youth club. Stakeholders have been, and will continue to be, actively involved in all 
negotiations on the future of Woodberry Down.   
  
Resident Satisfaction  
 
The Woodberry Down Communication & Consultation Team has made great strides engaging, 
consulting and communicating with all those that have a stake in the future of Woodberry Down.  
  
The last resident Fun Day took place during June 2006; approximately 500 residents attended and 
they were asked their views on certain aspects of the project. It was very positive that 83% had a 
‘good’ perception of the Fun Day. In addition, 94% thought the information provided was useful; 
86% thought that this information was presented clearly, and 95% found the staff on hand, both 
helpful and knowledgeable. 
 
There was a perception that residents had not been fully informed of the regeneration project. One 
of the main purposes of the Fun Day was to provide accurate information and to answer fully all 
residents’ queries. It is therefore very positive that 85% of residents’ that expressed their opinion 
on the Fun Day felt that they had a better understanding of the project as a result. It was also 
positive to record that in terms of tenure, ethnicity, gender, and age there was a representative 
mix. 
  
Woodberry Down Performance Monitoring  
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The performance of the Woodberry Down Regeneration Team is studied in terms of key long term 
objectives and progress towards progressing the Kick Start phase and commencing Phase 2. The 
key milestones for the last financial year list the progress made towards progressing the 
regeneration framework. The progress towards developing the Kick Start phase is illustrated in 
terms of re-housing and consulting residents up to the month of February.  
  
Key Milestones Achieved in 2006/07 
 

·  The Principal Development Agreement signed 
·  Master  plan was submitted in December 
·  Demolition of four housing blocks. 
·  Commenced the procurement of an RSL/Developer 
·  Decanted and repurchased almost all Kick Start residents 
·  Future strategy for Woodberry Down approved by Cabinet 
·  Woodberry Down was chosen by the DCLG as one of their 10 Demonstration Projects 

nationally.  
  
 
 
The team is on schedule to meet all the 2007/08 key milestones listed below:  
 
Targets for 2007/08 
 

�  Achieve Outline Planning Permission for the regeneration scheme. 
�  To achieve a sustainable regeneration scheme  
�  To implement a number of sustainable community initiatives: 

construction training centre, community cohesion strategy, community 
library, retail strategy.  

�  The repurchase of the remaining leaseholders on the Kick Start Sites. 
�  Decant all of the remaining tenants on the Kick Start Sites. 
�  Demolition and site clearance of the remaining existing housing within 

the Kick Start Sites.  
�  Detailed planning approval for the Old School Site. 
�  Berkeley Homes to commence construction.  
�  Complete the CPO of homes across the Kick Start Sites.  
�  To update the Gap Funding Application 
�  Receive assurances from the DCLG that up to £50m gap funding will be 

made available to Woodberry Down 
�  To complete the procurement of a RSL partner 
�  Ensure a significant resident contribution to the selection of the RSL 
�  To consult all those affected by the regeneration proposals through a 

targeted approach.  
�  To provide more opportunities for unemployed WD residents to gain 

work experience on a voluntary basis. 
�  To raise the profile regionally of the Woodberry Down Regeneration 

Project.  
�  To take residents on site visits to look at RSL and Developer sites as 

part of the consortium procurement   
�  To regularly keep residents informed of progress through a variety of 

consultation methods.  
�  To prepare the Team for the Audit Commission inspection.   
�  To organize a regeneration conference for all London large scale 

regeneration projects 
�  A team building day is planned which aim to improve upon how the team 
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works together.  
�  An electronic and paper document management system to be created.  
�  To increase the speed of the network drive if practically achievable.  

  
  
KICK START PROGRESS TO DATE  
  
Decanting and Repurchasing  
  
Chart one shows the progress made to date decanting Woodberry Down residents whose homes 
lie in blocks selected as the first phase. In terms of progress the picture is mixed.  
  
The rate of decanting has been ahead of schedule for the majority of the year. Progress has been 
more difficult towards the end of the financial year as the less cooperative tenants inevitably are 
the last to be moved. Once commitment is taken into consideration the forecast is the Team should 
finish ahead of target.  
 
 
 
Chart One  
 

 
 
Chart two highlights the progress to date of repurchasing leaseholders that reside in the first 
phase. The rate of repurchasing is behind schedule, but the commitment line indicates that the 
Team should complete this financial period ahead of target. There is a coordinated approach 
between Finance, Legal and the Decant Team to ensure that the remaining leaseholders are 
repurchased this financial year.  
  
Chart Two  
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Communication and Consultation  
 
The purpose of the Communication and Consultation team is to regularly consult residents and 
stakeholders on the long term proposals for Woodberry Down. This process is ongoing and the 
team has made great progress engaging those affected using a variety of methods that include: 
road shows, newsletters, face to face, fun days, exhibitions, a webpage and targeting hard to reach 
groups.  
 
A monthly newsletter is produced in English and Turkish to keep residents up to date with progress 
on the project and to inform them of events and community interest stories. The Turkish version 
has been produced since January 2005 and is sent out in the post to all of the Turkish residents on 
Woodberry Down.  There is also the option to request the information in other languages and 
Braille, large print, on disk or audio tape. 
 
The Communication and Consultation Team monitors the number of Woodberry Down residents 
that they engage with in terms of ‘initial’ and ‘repeat’ engagements. The monthly Woodberry Down 
performance report has shown that on average every resident is engaged by the Team at least 
once a month. The most popular form of engagement is face-to-face meetings, which is the 
method of engagement that the Team considers the most valuable. 
  
Woodberry Down – Value for Money 
  
Woodberry Down considers value for money issues when processing all transactions. The 
following is a number of examples of how Woodberry Down has achieved VFM in the 2006/07 
financial period. 
  
Principal Development Agreement  
 
In August 2006 a PDA was signed between LBH and Berkeley Homes. The value of this contract is 
£250m; therefore, it was crucial to ensure VFM for both LBH and HH. The Team procured a legal 
firm on an existing Framework Agreement that had already passed best value considerations. This 
legal firm assisted the Team to negotiate a PDA that provided excellent value for both residents 
and LBH/HH. 
  
Procurement  
 
The Team undertook a number of procurements during the 06/07 financial period; nineteen further 
procurements have been identified over the upcoming years. To ensure best value is achieved, the 
Team has recruited a Project Procurement Manager specifically tasked with delivering the Team’s 
procurements, with a particular emphasis on assuring VFM.  
  
Demolition  



                                                                                                          Item 9  

Draft -Version at 19.3.07                  10.30am  

 
The Team achieved VFM by using one demolition contractor to complete both the demolition of the 
housing blocks, and the removal of asbestos. It was demonstrated that if two separate contractors 
were used to undertake this work, the total cost would have considerably exceeded the cost that 
the chosen contractor was able to offer.  
 
Work Practices  
 
The Team has enabled the speed of the network connections to increase significantly. It is 
believed that cost of these works will be significantly offset by the increase in productivity that this 
quicker connection speed will allow.  
  
A Woodberry Down Summary table is included in Appendix XII, summarising performance in 
relation to  

-         Who our customers are and what they want 
-         Achievements in 2006/07 
-         Initiatives for 2007/08 
 
 
 
 
 
 

 

FINANCE AND RESOURCES 
 

 
Finance  
 
Financial Framework 
 
Hackney Homes is a separate legal entity with its own system of independent financial processes 
and controls in place. Its financial framework reflects legal requirements, audit guidance, and best 
practice in its structure, performance management and reporting systems, which also reflect 
Hackney Council Policy where appropriate. Its aim is to demonstrate value for money and 
continuous improvement by meeting annual financial and non financial performance targets agreed 
in advance with the Council. It also demonstrates that Hackney Homes has proper financial 
controls in place and is fit to manage its business  
 
Hackney Homes aims to reduce management costs through achieving continuous efficiency 
throughout the organisation. Performance will be tested through a series of Best Value reviews, 
benchmarking and market testing of services received by Hackney Homes. 
 
In addition to managing its company affairs, Hackney Homes manages the provision of housing 
services on behalf of the Council. This is done through revenue and capital delegated budgets, 
where the cash flow remains in the Council’s bank accounts. Hackney Homes has to comply with 
Hackney Councils Standing Orders, Financial Regulations and Scheme of Delegation in the 
management of these budgets. The organisation’s performance in delivering its service against 
these budgets is a measure of its contribution to delivery of the Council’s Housing Strategy and 
Medium Term Financial Plan (MTFP).   
 
Budgets are devolved to individual Managers experienced in being accountable for expenditure in 
their areas. A pro-active approach is encouraged, seeking continuous demonstrable improvement 
in service delivery through working together internally and with the Council and other partners to 
contribute to achievement of the strategic aims of the company and the Mayor’s priorities. 
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Finance Function 
 
The finance function manages all company accounting issues, ensures robust financial controls 
are in place, checks compliance with these controls, provides a support service to the organisation, 
and works closely with the Council and our other partners to develop more economic, efficient and 
effective processes. 
 
The function is responsible for: 
 

Financial management and reporting  – preparing monthly management reports to 
Hackney Homes Audit & Finance Committee and to the Council for delegated and capital 
budgets.  
 
Support - supporting budget holders (including Tenant Management Organisations 
(TMO’s) and Estate Committees) in the preparation, management and monitoring of their 
budgets, recognising risks and assessing the impact of their decisions and actions on 
others.  
 
Strategic  – supporting the organisation in its annual Delivery Planning and Business 
Planning processes, and co-ordinating the production of the annual budget and capital 
programmes, demonstrating best use of resources and working with the Council to achieve 
a balanced budget and sustainable Medium Term Financial Plan.  
 
Financial control  – ensuring transparent audit trails for all transactions, compliance with 
Standing Orders and Schemes of Delegation, reconciliation of establishment and other 
systems, with up to date procedures reflecting latest legislation and professional guidance.  
 
Financial and Management Accounting  – preparation of financial statements and annual 
accounts for audit, handling all tax and VAT affairs, payroll, and monitoring of Service Level 
Agreements with the Council. 
 
Payments processing  – including supplier management and debt management. 
 
Treasury Management  - monitoring of Management Fee, banking and investment income, 
and cash-flow. 
 
Audit and Compliance  – liaison with internal and external auditors, and monitoring 
implementation of and compliance with audit recommendations. 
 
Risk Management  – regular reporting to Management Team and Board, supporting 
managers in embedding a risk management culture, dealing with company insurances and 
working closely with the Council to reduce premiums through improved performance. 
 
Project management  – implementing systems and financial process improvements, and 
value for money initiatives. 

 
Financial Management 

Financial management operates at a number of levels in Hackney Homes, including:- 
 

Strategic 
 
The Finance Directors of Hackney Homes and the Council work closely together to ensure 
that the total HRA budget is balanced, and robust monitoring is in place to maintain that 
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position. The Council retains overall responsibility for achieving a sustainable balanced 
HRA demonstrated through the Medium Term Financial Plan. 
The most recent MTFP update (January 2007) is attached at Appendix XXX 

 
Operational 

 
Hackney Homes manages its operations within the limits of the Management Fee which is 
agreed annually with the Council. 

 
All budget holders are responsible for managing their budgets  and for submitting monthly 
exception reports both to Hackney Homes Management Team and, for delegated budgets 
(including capital), to the Council including actions taken or proposed to rectify deviation 
from budgets. Overall, Hackney Homes meets the performance requirements of the 
Council’s OFP framework. 

 
Monthly management meetings are held with all relevant partners including contractors and 
TMO’s to review performance against targets, and discuss and resolve any issues 
identified. Outcomes, where relevant, are included in the exception reporting. 
 
Any surpluses generated by Hackney Homes are transferred to the HRA Reserve or 
General Fund as appropriate held by the Council, and contribute to achievement of the 
overall efficiency performance targets of the Council.  
 
Within the parameters of the MTFP Hackney Homes has the right to access the HRA 
reserves for approved purposes, or to make a case to the Council to approve a sum for a 
specific purpose. 

 
Financial Monitoring and Reporting 

 
Capital Monitoring 

 
Hackney Homes provides monthly Capital monitoring information in accordance 
with the Council’s timetable and format. In addition Hackney Homes Audit & 
Finance Committee receives updated cash flow profiles for each scheme each 
month.  

 
Hackney Homes Capital Monitoring Timetable 2007-08 
  
a) Council Reporting: 
   

 
Days of the Month 

Council Close Cedar (Accounting Systems) 
and take download as at 15th of the Month. 

15th of Each Month or 
next working day. 

Monthly Capital Management Report 
Produced for Council  

25th to 26th of the 
Month 

  
b) Hackney Homes Reporting: 
 

 
Days of the Month 

Council Close Cedar and produce report for 
the whole of the month 

Last working day of 
the month 

Monthly Capital report produced for Head of 
Finance Hackney Homes  

Varies – aim for 2nd 
Wednesday of each 
Month 

Monthly Capital report produced for 
Hackney Homes Management 
Team(HHMT) 

Wednesday following 
submission to Head 
of Finance Hackney 
Homes 
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Monthly Capital Management report 
produced for Audit and Finance Committee 

1st Monday of Each 
Month 

Monthly Capital Management Report 
produced for Hackney Homes Board 

Last Monday of Each 
Month  

 
 
 
 

 
Revenue Monitoring 

 
Hackney Homes Management Team and Hackney Homes Audit & Finance 
Committee (on behalf of the Board) consider monthly in depth management reports 
on the financial position of the business. 

 
The Finance Directors of Hackney Homes and the Council meet on a monthly basis 
to consider the financial position and performance of Hackney Homes and to 
discuss Management Accounts and any issues relevant to the partnership and may 
periodically submit a joint report to Hackney Homes Board and Council Cabinet. 
 
Quarterly performance monitoring reports are provided to the Council also to enable 
information to be reported to the Council’s Scrutiny Commission. 
 
Hackney Homes Revenue Monitoring Timetable 2007-08 
 
Operational: 
 

 
Days of the Month  

(1) Last working day of month - General 
Ledger closes –  (last day for invoices and 
payables) 

Last working day of 
the month 

  
Next Month: 
 

 
Days of the Month  

(2) Hackney Homes Finance Team to send 
out reports to budget holders for BOTH HH 
and delegated 

Working Day 2 

(3) Service Accountants meet with Budget 
Holders complete and sign monthly report 

Working Days 3 to 6 

(4) Budget Monitoring Report updated for 
other planned expenditure and variance 
commentary sent to Hackney Homes 
Finance Team 

Working Day 6 

(5) Deadline for submission of Form A  to 
Council Finance Team 

12th Day of the 
Month or nearest 
working day after 

(6) Meeting with Council Finance Team 
(Head Of Finance) 

Working Day 12  

(7) Deadline for submission of Capital 
Monitor to Finance Capital Team 

Working Day 12 

(8) HHMT  - first and third Wednesday each 
month. 
Report  for both delegated and Hackney 
Homes  

Working Day 15 

(9) Audit and Finance (first Monday of each 
month). Revised report for both delegated 
and Hackney Homes 

1st Monday of Month 
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(10) HH Board Meetings (last Monday each 
month). 
Include report agreed in (9) 

Last Monday of  each 
month 

 
 
Hackney Homes demonstrates its commitment to working in close partnership with 
the Council to ensure that their plans are aligned, both in terms of target outcomes 
and timescales, through regular productive meetings between officers at all levels, 
and in particular managers. 

 
Financial Reporting 

 
Hackney Homes produces Limited Company Annual Accounts and Returns in 
accordance with the relevant company laws and Financial Reporting Standards. 
The company also produces all required tax returns and is subject to Corporation 
Tax on any profits or losses. 

 
In addition Hackney Homes produces an annual statement in line with the Council’s 
year end closing timetable in the statutory HRA format to be incorporated within the 
Council’s statutory HRA Accounts. Full working papers supporting the statement are 
available to the S151 Officer if required.   

 
As described earlier Hackney Homes produces monthly management accounts and 
capital project updates with variances and progress reports for internal 
consideration and in contribution to the Council’s financial reporting processes and 
timetable. 

   
Annual Delivery Planning, Business Planning and Bud get Setting Process 
 
Hackney Homes consults with its stakeholders -Tenants and Leaseholders; Local Community; 
Council; Partners; Government Bodies and Staff - throughout the year to obtain input and feedback 
on performance for its future Delivery Plans. The Delivery Plan sets out Hackney Homes’ Strategic 
Objectives for the year to come, including an overview of performance against objectives for the 
previous year and aims to reflect the concerns, interests and aspirations of these parties. 
 
 The performance management framework complemented by risk analysis and demonstrating 
value for money through best use of resources are the other key drivers for the process and for 
deciding targets for assessing  achievement towards company aims. 
 
The Delivery Plan provides the strategic framework for the Business Plan 2007/11, which reviews 
our performance against the targets set for 2006/7 and monitors our progress against improvement 
objectives. It also sets out our key strategic objectives for the next four years and has been 
developed with input from all our stakeholders. 
 
Hackney Homes’ annual budget is the embodiment of the Delivery and Business Plans evidencing 
both quantitatively and qualitatively how we intend to allocate our resources over the year. It is 
designed to break even to minimise tax implications and demonstrate efficiency.  
 
Hackney Homes Delivery Plan, Business Plan, Budget and the Management Fee must be formally 
approved by both Hackney Homes Board and Cabinet annually. 
 
The performance indicators for Hackney Homes are agreed with the Council at the same time as 
finalising the budgets.  
 
Once approved, all budgets are profiled over the year.   
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Treasury Management 
 
Hackney Homes is responsible for managing its own separate bank account. The Management 
Fee is paid monthly in advance and cash flow forecasting enables surplus funds on the Hackney 
Homes current account to be moved in to an interest bearing deposit account as appropriate, in 
order to maximise gains from temporarily unused funds. This process is managed on behalf of 
Hackney Homes through a Service Level Agreement with the Council’s Treasury section. 
 
Financial Control and Assurance 
 
Hackney Homes Board has approved Standing Orders, Financial Regulations and Scheme of 
Delegation within its Corporate Governance documents, all subject to annual review by the Board.  
Hackney Homes is set up as a separate company account within the Council’s established 
financial systems. This allows us to produce independent management and financial reports and 
assists us in the production of statutory accounts. 
 
As a separate company, Hackney Homes has its own Internal and External Auditors for assurance 
on the efficacy of the organisation’s controls, and with a direct reporting line to the Board. 
  
Hackney Homes works with the Council to ensure appropriate financial controls are in place. 
These can be monitored through audit and analysis of agreed process and performance indicators. 
Some of these will be aligned to both Hackney Homes Delivery Plan and the Council’s Annual 
Strategic Plan, and include BVPI’s where applicable. 
 
Improvements in Financial Control 
 

Transitional year 
 
In its first year of operation Hackney Homes has centralised its finance function to provide a 
more consistent service tailored to the requirements of each of the three directorates in the 
organisation, namely Housing Services, Property Services, and Finance and Resources. 
 
The organisational restructure has resulted in a review of several financial systems and 
processes with the following results: 
 
Process Reviewed 
 

Outcome 

Repairs & Maintenance A new simpler accounting process has been proposed 
to the Council for implementation in 2007-08. 

Planned Maintenance Basis for capitalisation agreed with Council 
Stock control Implementation of inventory management system has 

led to improvement in process and procedures, with 
interface to financial management system 

Supply procurements Materials, supply chain partners, and fleet contracts 
will enable more accurate costing and forecasting in 
2007-08 

Capital A new and simpler accounting process has been 
proposed to the Council for implementation in 2007-
08, which will aid planning and seamless work flows 
over year ends, improving efficiency without 
jeopardising the Council’s control processes. 

Leaseholder contribution All recommendations from Best Value Review 
implemented resulting in more accurate billing, 
improved cash flow and income forecasts 

Integration of systems Implementation of new asset management system, 
but further work required to improve and automate 



                                                                                                          Item 9  

Draft -Version at 19.3.07                  10.30am  

interfaces between systems 
 
Continuing improvement 2007-08 
 
Next year the review of processes and procedures will continue to further refine 
improvements in financial control, in particular as systems become more integrated and 
experience is gained in their functionality.   

 
Planned systems improvements include: 
 

·  Upgrading the CedAr system 
·  Introducing e-procurement  
·  Enforcement of the purchase order processing (POP) procedure 
·  Implementing the second interface between the stock control system (TASK) 

and CedAr 
·  Automating the Saffron-CedAr interface 
·   Implementing the fleet management system and Service Level Agreement with 

the Council 
 
Linked to this will be a further review of both the Council and Hackney Homes Schemes of 
Delegation to ensure they reflect levels of authority of Hackney Homes’ staff accurately. 
 
Other planned improvements include: 

 
·  Further training in financial understanding and risk management for budget 

holders 
·  Refinement of budget presentation to aid understanding and monitoring 
·  Refinement of budget profiles leading to more accurate forecasts 
·  Continuing the drive to allocate costs accurately, and match income to costs 
·  Understanding of total costs of service provision, and ensuring full recovery  
·  Implementing a three year programme to fund planned maintenance from 

revenue income  
·  Standardising the format for Tenant Management Organisation quarterly 

returns, training and supporting staff in their understanding and preparation 
·  Using the asset management system to refine projections for improvement 

programme costs and budgets 
·  Cost/benefit analysis of implementing Phase 2 of the CAT system, which 

would provide automated invoicing and contract cost management 
·  Continuing refinement of analysis of costs at unit levels to provide more 

accurate benchmarking comparisons 
 
Forward Plan - towards excellence 
 
Hackney Homes will continue its drive towards excellence in financial control by building on 
the results of the improvements described above to further improve accuracy and 
transparency in its operations, and seeking greater clarity and simplicity in presentation of 
financial data. 
 
The Finance function aims to learn from feedback, obtain external verification of the 
reduction in risk to the Council through improvements in financial control, and contribute to 
Hackney Homes’ aim of achieving demonstrable performance improvement to consistent 
top quartile standards when benchmarked. 

 
Governance 
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Hackney Homes is held to account by the Council at the Strategic and Operational Levels. 
Strategically, the Council is the sole owner of the Company Limited by Guarantee registered as 
Hackney Homes Limited. As such, the lines of accountability operate according to the provisions 
contained within the Memorandum and Articles of Association of the company. Additionally, the 
Council’s Scrutiny Commission has strategic powers to hold Hackney Homes to account. 
 
The structures for accountability and performance monitoring set out within the Management 
Agreement define Hackney Homes’ operational accountability. 
 
The Board of Hackney Homes is subject to the provisions of the Companies Act. Its Governance 
documents include: 

·  Memorandum & Articles of Association 
·  Terms of reference for the Board 
·  Code of conduct 
·  Duties 
·  Ethical framework  
·  Equality and Human Rights 
·  Expenses 
·  Committee Structures 
·  Board Renewal 
·  Audit 
·  Separation of responsibilities – Board & Chief Exec. 

 
These documents were developed and agreed with the Council prior to the company’s foundation 
and approval by the Hackney Homes Board. 
 
Hackney Homes’ Board has approved Standing Orders and Financial Regulations for Hackney 
Homes. These include its scheme of Financial Limits of Delegation.   
 
Hackney Homes’ officers authorising payments under delegated budgets from the Council act in 
accordance with the Council’s Scheme of Delegation.   
 
Hackney Homes has widened its outline Performance Management Framework with experience, 
taking into account the Council’s monitoring requirements (Section 7). 
Hackney Homes periodically reviews all its policies and procedures, usually annually.  
 
Hackney Homes’ Board may seek to amend its governance documents from time to time with the 
agreement of the Council. 
 
Hackney Homes has systems and procedures in place to ensure that the right Scheme of 
Delegation is adhered to at all times throughout the organisation 
 
Hackney Homes will ensure that staff work within agreed protocols governing probity and 
standards, including actions to be taken to address and prevent fraud and the inappropriate use of 
public funds and provision.  
 
Hackney Homes maintains a Risk Register and reports regularly to the Board on risk management. 
Hackney Homes also reports to the Council on a regular basis.  
Hackney Home operates equal opportunities policies and procedures in all aspects of its work. 
 
In 2006/7 Hackney Homes developed a full set of policies and procedures to support its aims and 
objectives.  
 
Hackney Homes ICT Service 
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Introduction 
 
Hackney Homes recognises that Information and Communications Technology(ICT) is a key 
resource for the delivery of quality services to its customers.  The Service works with all business 
units of Hackney Homes, providing the high quality infrastructure and support necessary to deliver 
a 3star service to the residents of Hackney. The effective and innovative use and deployment of 
ICT is a key enabler in developing services for customers, improving internal business processes 
and establishing effective working relationships with external organisations such as suppliers and 
partners.  
 
The ICT strategy defines the ICT infrastructure, and considers the organisation of the resources to 
deliver ICT and service improvement. In delivering this strategy, it is important existing and 
emerging technologies are exploited to the full 
 
ICT for Hackney Homes is delivered in-house and by a range of partnerships. Partners include the 
London Borough of Hackney (LBH), the council’s third party suppliers, and third party suppliers of 
Housing systems (e.g. Civica and Consilium) - Reviews have/will be carried out on all of these.   
Hackney Homes is working with other organisations and needs to exploit ICT to maximise the 
benefits from these relationships (e.g. TMOs).  In addition the ICT Service has responsibility for 
delivering and providing support for ICT to the Housing Management Partners, and to the Strategic 
and Housing Needs and Homelessness functions which remain with the Council. 
 
Hackney Homes ICT Vision 
 
 
 
 
 
 
To achieve the above vision Hackney Homes requires: 
 

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

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

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

 
Hackney Homes ICT service aims directly to provide or client the services to enable the ICT vision 
to be met, and follows a plan of implementation/integration/system renewal that ensures 
continuous improvement in compliance with achievement of the vision. 
 
Integrated Housing Management System 
 
Hackney Homes currently uses the Saffron Integrated Housing Management System (IHMS). This 
system does not address all the business outputs required from an IHMS, and the “IHMS Project”  
is to commence with the aim of implementing a replacement system by December 2009. This 
system will be on a newer, modern platform with greater functionality, enabling far better 
responses to e-government objectives and deliverables; allowing customers to obtain more 
information for themselves; and to be able to interact at times convenient for them, for example 
when making payments, reporting a repair or arranging appointments.  
 

ICT Infrastructure and Systems will be maintained a nd developed 
to ensure that the business of the company can be d elivered in the 
most efficient and effective manner putting the cus tomer at the 
heart of our business.  
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The business option being considered for the procurement is for a  New fully integrated 
Comprehensive Housing System including integration with CRM, Workflow, Document 
Management and Reporting capabilities and other functionality required for Housing modules. 
 
Integration with a Customer Relationship Management (CRM) System will enable Hackney Homes 
to become even more customer centric or focussed by allowing a picture to be built up of all 
customer contacts and queries regardless of the geographical location of the entry point or 
channel, and to be tracked to completion. EDRMS (Electronic Document and Records 
Management System) further enable documents and records to be available to any appropriate 
officer, and for workflow to assist the business processes to improve the efficiency and 
effectiveness of the way the company works. 
  
The Council is currently implementing CRM and Document Management systems, and is exploring 
the option of extending the use of these systems within Hackney Homes and integrating them with 
a replacement IHMS.  The final decision will be based on how far the products meet business 
requirements and company objectives, and value for money. 
 
ICT Infrastructure - Future Support of Data Network  
 
The Council’s support contract with the current providers Northgate will end in April 2007.  
Hackney Homes has been fully involved in the specification and scope of services and selection of 
the new provider, evaluating the proposals for suitability for the company. 
 
Hackney Homes will need to evaluate whether the new Council contract provides robust value for 
money services, or whether it would better achieve resilience and Value for Money by having a 
separate contract with either the same, or different provider.  A full review of the ICT Service Level 
Agreement between Hackney Homes and the Council will be undertaken during 2007/8.   
 
 
Desktops 
 
Windows XP is the standard operating system with Office 2002 used throughout Hackney Homes. 
Hackney Homes will review moves to a new operating systems such as Vista during 2007. 
Similarly, replacement of PCs by laptops is becoming increasingly more relevant, especially where 
staff have flexible working patterns or are out of the office for any considerable time.  
 
Hackney Homes make extensive use of “thin client” technologies utilising Citrix Metaframe to drive 
its TASK application and access to corporate services such as Academy. Thin client capability, 
especially by moving applications to be accessed via a web interface, will be explored as a means 
of increasing resilience and reducing cost. 
 
Computer hardware procurement is managed within Hackney Homes ICT under the present 
Council procurement framework. More often than not, equipment is also configured and installed 
by the Hackney Homes Information and Communications Technology service (HHICT). From April 
2007 this will be managed entirely by HHICT.   
 
Web Technology 
 
Hackney Homes is using the Council web content management system Obtree to manage its web 
presence www.hackneyhomes.org.uk and intranet portals. Content, web-editing and content 
testing is managed in-house. In early 2007 Hackney Homes aims to appoint new staff, giving 
Hackney Homes the capacity to undertake a review of the current arrangements, with a business 
case produced to support the findings.   
 
Structure of ICT Services 
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ICT support for Hackney Homes is delivered from three organisations: 
 

·  London Borough of Hackney - LBH (infrastructure and communications) 
·  External suppliers (Civica and Task) 
·  Hackney Homes ICT Service 

 
A structure for the Hackney Homes ICT Service was agreed in July 2006, that will provide the skills 
and resource that Hackney Homes requires to deliver the medium term ICT Strategy. The 
recruitment to new posts is expected to be complete by April 2007.The new structure will increase 
the skills of the service in the following areas: 
   
 
 
 
The increase in costs of the new structure is funded by payments from the Housing Management 
Partners for ICT Support, and an assumed reduction in Service Level Agreement charges from the 
Council as they will no longer be providing desktop support. There will also be a considerable 
reduction in the current spend on the employment of temporary staff. 
 
HHICT Service clients the ICT support provided by the Council and external suppliers, monitors 
Service Level Agreements (SLA’s) and manages ICT contracts on behalf of the company.  In order 
to ensure the most effective ICT support for the company, HHICT Service will operate under the 
Information Technology  Infrastructure Library  (ITIL) quality standard model .    The ICT 
Service will be visible to its customers, by means of providing timely ICT advice and news updates, 
regular updates on projects, scheduled work etc, via the intranet, and by conducting annual 
customer satisfaction questionnaires to measure the effectiveness of the service and continually 
improve performance. 
 
Functions of Hackney Homes ICT Service include: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Functions marked * will be provided by Hackney Homes ICT Service from April 2007. 
 
Information Technology Infrastructure Library (ITIL ) 

·  Desktop support (including printers and 
mobile devices)* 

·  Contract and SLA management 

·  Hardware and Software procurement and 
installation* 

·  First line support of contractually 
supported systems (Saffron) 

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

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

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

 

·  Service Desk 

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

·  Production, development and maintenance 
of performance management reports 

·  Website development and maintenance 

·  Management of Hackney Homes software 
licences 

·  Advice and assistance with compliance to 
the Data Protection Act 

·  Management of the external printing 
contract (for printing from Saffron) and 
organisation and management of printing 
function 

 

·  Desk top support 
·  Service Desk 

Management 
·  Web Development 

 

·  Business Analyst 
·  Quality Auditing 
·  Project Management 
·  Project Support 
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ITIL is a quality standard for the provision of all IT Services.  The new structure is set up to deliver 
IT Services to this quality standard.  ITIL is geared to providing a continuously improving service, 
focussing on the swift resolution of current issues, and the prevention of future ones.  This ensures 
that customer satisfaction with the service can be maintained and improved. 
 
 
 
 
IT Training 
 
Hackney Homes has a dedicated IT Training Suite and IT Training Manager.  The Training Suite 
has been accredited as a European community Driving Licence (ECDL) test centre, and was 
awarded a Level A status  in the 2005 audit.  (Moving up from level B in 2004). 
 
Core areas covered in training include the main systems, reporting tools, microsoft office products, 
and ECDL. These are provided at no additional cost to Hackney Homes staff and  at a small 
charge to Council employees. Proposals are being developed to offer training to key tenants and 
Leaseholders. 
 
 
Procurement 
 
Hackney Homes is committed to the development of modern procurement methods and 
partnerships that result in demonstrable value-for-money and outcomes that meet the needs of its 
stakeholders. These include the Council, central government, and, of course, its resident 
customers.  
 
This requires procurement decisions for all aspects of service delivery and investment in new and 
refurbished assets to be taken on an objective basis, using a transparent procurement framework 
that meets Hackney Homes business needs in  a way that accords with procurement best practice, 
and which is both understood and universally applied by all its staff.  
 
Since its inception, Hackney Homes has administered procurement processes in accordance with 
the Hackney Procurement Framework (HPF) for the procurement of those assets and services that 
are funded by budgets delegated to it by the Council. The application of the HPF has yielded 
substantial benefits in terms of the achievement of concrete efficiency gains, improved 
transparency, and the reputation of the Council.   
 
Significant strides have been made already in the first months of the ALMO’s operation, in terms of 
procurement outcomes, with, for example, a new Hackney Homes Property Services Division 
becoming operational. This will soon let new supply chain and material contracts in accordance 
with European Union procurement requirements.   
 
Key officers from both organisations have also worked in partnership to define a route map of 
actions and processes that can align more effectively and efficiently the HPF to the governance 
arrangements of Hackney Homes and its business needs, to the mutual sustainable benefit of both 
the Council and the ALMO. 
 
In that light, detailed proposals were developed for a dedicated Hackney Homes Procurement 
Board (HHPB) is established, chaired by the Hackney Homes Director of Finance, comprising the 
Hackney Homes Head of Procurement (HHHP), and a finance officer with budgetary 
responsibilities. Service Managers, and others with specialist input, such as relevant Leaseholder 
Services staff, will attend as necessary.  
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The HHPB will consider and approve - as appropriate - those procurements assessed as low risk 
by the HPF Risk Assessment Tool (RAT) but are greater than £25k in value, from April 2007 
onwards, after Hackney Council Cabinet approval. 
 
This is a necessary first step of a jointly agreed process where Hackney Homes progressively 
assumes responsibility for the HPF Gateway process up to the contract award stage, mirroring 
good practice in three star ALMOs, such as Hounslow and Brent Housing Partnership.  
 
The intention is that the Hackney Homes Audit and Finance Committee will progressively assume 
the Hackney Council Procurement Board and Cabinet Procurement Committee role and remit in 
relation to the Hackney Procurement Gateway process itself, including Review Point Two (RP2) 
and Four (RP4)  approvals (procurement strategy and investment decision). It is anticipated that a 
review of the Committee’s readiness to take over responsibility for approving RP2 and RP4 reports 
relating to Medium Risk projects during October 2007 and for High Risk ones in March 2008. 
 
This devolved procurement framework will allow Hackney Homes to develop its own procurement 
processes and procedures in a comprehensive and transparent way that combines the probity and 
value-for-money (vfm) drivers of the HPF with the efficiency advantages that a focused stand alone 
Housing ALMO can generate.  
 
Procurement procedures and processes will be defined in a dedicated Hackney Homes 
Procurement Manual. This will be produced in the Spring of 2007.  
 
 
Human Resources and Organisational Development - “S upporting 
Excellence in Service ” 
   
Hackney Homes Limited has a diverse workforce mirroring the diversity within the borough of 
Hackney. (See Hackney Borough Profile – Appendix XIII ).This is seen as a key to achieving the 
objectives of serving the community and there is an Equality and Diversity policy which imbibes the 
commitment of Hackney Homes. The current staff composition is: 
 
Mixed – 4%; Chinese and others – 4%; Asian – 9%; Black – 32% and White – 50% ; Withheld – 
3%. Reference: Hackney Borough Profile 2006 
The staff profile is similar to Hackney borough’s diverse ethnic population groups. 
 
Our staff teams are a key component in achieving our serving the community objectives and 
reinforce the commitment of Hackney Homes to Equality and Diversity. 
 
Team Structure 
 
The Human Resources and Organisational Development Team comprises of the following 
functions; Advisory, Health and Safety, Learning and Development, Recruitment and Selection, 
and Payroll. 
 
As part of the re-structuring of Hackney Homes, human resource functions have been centralised. 
 
 
 
 
 
Statement and Aims  
 
HR Mission Statement 
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 “Our mission is to provide a courteous, profession al and timely HR and 
Organisational Development (OD) service to Hackney Homes that meets the 
organisation’s needs and reflects the values of the  organisation”.  
 
The aim of the team is to promote an enabling working environment for all staff.  
 
“We have a unique challenge of creating and promoting a culture of trust and mutual obligation, 
that defines Hackney Homes as a new organisation. We will promote learning from feedback and 
best practice, and continuously work towards excellence”. 
 
A dedicated human resources intranet page has been developed, to serve as a useful tool for 
management and provide a robust information tool for staff. The intranet page will facilitate 
communication with staff on the Hackney Homes’ standards and promote excellence in people 
management. The human resources policies, procedures, handbook can be found at:  
 
http://156.61.41.112/hackney_archive/staffroom/hack neyhomes-   homepage/hh-hr-
2.htm .  
 
A Service Charter has been adopted, which underpins the objectives of the team and this can be 
found on the intranet page. The strap line is, “Supporting Excellence in Service”. 
 
Services 
 
The Human Resources and Organisational Development Team provide the following services to 
the management and staff of Hackney Homes Limited: 
 

�  Advice and Guidance on: Appraisals, Conduct, Disciplinary, Employee Terms and 
Conditions (e.g. polices, procedures and contractual entitlements), Equality & Diversity, 
Flexible Working, Grievance, Leave (e.g. annual, maternity, unpaid etc.), Sickness 
Management, Pay and Benefits, Maternity, Performance Management – Probation and 
Unsatisfactory Performance and Recruitment & Selection. We facilitate and advise managers 
on cases relating to Employee Relations matters such as Employment Law, Disciplinary and 
Grievance. 

 
�   Health and Safety : To promote and ensure compliance with Occupational Health, Safety 

and Welfare legislation. Provide guidance for staff to ensure a safe working environment.  
 

�  HR Consultancy: Provide strategic human capital management reports to the Hackney 
Homes’ Board to ensure that efficient governance and value for money is achieved. Conduct 
human resource risk management assessments for organisational development and to 
ensure the alignment of human resources to business objectives.  

 
�  Information Management and Performance Systems:  To ensure the effective 

management of staff through the Establishment and Payroll. Manage performance through 
HR Performance Indicators and Data on Sickness, Recruitment & Selection and the 
Workforce Profile.  

 
�  Learning and Development: To promote an effective organisational learning culture. 

Organise and facilitate training courses, staff induction seminars, staff forums and staff 
surveys. Promote and support effective leadership and management development.  

 
�  Manage Staff Employment: New Starters, Salary Payments, Contracts of Employment, 

Pensions, Probation, Changes to Employment terms and conditions, Changes to Employee 
details, and Leavers. 
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�  Organisational Development: Develop and implement the Human Resources, Learning 

and Organisational Strategies that underpin the organisation’s business and improvement 
plans. Provide advice and support to managers on reorganisation and restructure as well as 
assist with developing and implementing the associated consultation strategies. 

 
Human Resource Work Plan 
 
The Human Resource work plan recognises the key strategic business priorities of Hackney 
Homes. The building blocks are being put in place to achieve the IiP standard. These will be 
embedded in the Human Resource Strategy to be developed in 2007 and will impact across the 
board including in Recruitment & Retention, Succession and Management Development, the 
Competency Framework, the Recognition & Reward Structure, and the whole area of Professional 
standards of service, etc. It will look at: 
 

�  Developing the organisation , to achieve excellence in people through performance 
management, process redesign, job design, equality, respect and diversity.   

 
�  Dedicated HR Support , to directorate service areas to ensure a motivated workforce, who 

provide excellent service and promote partnership working.  
 
�  Learning and Development , the strategy aims to, develop staff in line with the organisation’s 

aims and objectives. This is to be achieved by creating an environment that encourages, 
equips  and empowers  staff  to take charge of their learning and development. 

 
�  Developing Leadership Capacity and Talent Managemen t, among staff and Board 

members including attracting effective leaders from outside the sector.  
 
�  Developing Workforce skills and capacity , across the organisation, management and 

frontline workforce and partnership working. 
 
�  Resourcing, Recruiting, training and retaining staf f including positive employment 

initiatives towards the local population. 
 

�  Pay and Reward  - having equitable structures that attract, develop, retain and motivate 
individuals. The aim is to provide a skilled and flexible workforce, while achieving value for 
money and excellent service delivery.  

�  Management Reporting , to the Hackney Homes management team, the Board, the Race 
Scrutiny group, amongst others. 

 
Incentives to be rolled out include: 

·  Operatives – review of fair pay scheme – the current system has been in place 
since 1998. It was recognised that there were a number of anomalies within the 
scheme, which potentially could have led to inconsistencies in treatment and also 
the potential for abuse. As a consequence a new scheme has been reviewed and a 
final offer is being tabled in March 2007.  The mantra is “ a fair days pay for a fair 
days work” 

 
The Human Resource policies, procedures and strategies, are focused on communication, 
engagement and understanding of staff, with clear and simple messages. These have been 
communicated to staff by letter, welcome packs and at staff conferences. 
 
The following policies and procedures have been developed and agreed by the Board and are also 
available on the intranet page (referencexxxxxx –o/s).  
 

�  Human Resources Handbook (includes Family Friendly Policies)  
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�  Alcohol and Drug Misuse Policy and Management Guidance   
�  Anti-harassment and Bullying Policy   
�  Code of Conduct  
�  Disciplinary Procedure   
�  Equality and Diversity Policy  
�  Establishment Control Procedure   
�  Flexible Working Procedure   
�  Grievance Procedure   
�  Health and Safety Policy (draft)   
�  Performance Management Toolkit   
�  Policy on the Management and Prevention of Violence at Work   
�  Probation Procedure  
�  Recruitment and Selection Procedure   
�  Sickness Absence Procedure   

 
The HR Team is represented and participates, in the wider London Human Resource ALMO 
working group, which allows the sharing of best practice and review of services, against value for 
money with the human resource functions in other ALMO’s. 
 
The Team recognises that integrated and appropriately applied management strategies and 
practices, which are customised to organisational situations, are effective and efficient drivers of 
sustainable success. 
 
Health and Safety  
 
Health and Safety Team 
 
The main aim of the Health and Safety team is to ensure that policies and procedures are in place 
to ensure the Health, Safety and Wellbeing of all staff, stakeholders and others who may be 
affected by the operations of Hackney Homes and maintain compliance with current statutory 
requirements. 
 
In order to accomplish this, the Health and Safety team works closely with managers to promote a 
positive pro-active safety culture throughout all levels of the organisation to ensure that everyone is 
safety aware. 
 
Health and Safety Work Plan 
 

The Health and Safety work plan recognises the key strategic business priorities of Hackney 
Homes. These will be embedded in the Health and Safety strategy to be developed in 2007 to 
include:  
 
�  Dedicated Health and Safety Support to directorate service areas to ensure we have a 

workforce who are given adequate information, instruction and training to enable them to 
work safely and be aware of all relevant matters affecting their health, safety and wellbeing. 

 
�  Developing the Safety Culture to achieve excellence in Health and Safety  through a 

programme of training, information and safety initiatives which will ensure that all persons 
realise that the Health  and Safety of themselves and others is dependant on everyone 
working together and being pro-active in all matters relating to Health and Safety.  

 
Going forward it is imperative we fully embed Health and Safety legislation, approved codes of 
practice and industry best standards into the performance management framework for Hackney 
Homes. Historically we were linked to Hackney Council, but as a new independent organisation we 
need to formulate our own Health and Safety procedures and ensure they are in line with the risk 
management profile of the organisation. 
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To further enhance this process a number of accreditations will be targeted in 2007/08. These 
include: 
 

·  Occupational Health and Safety Assessment System – OHSAS - 18001. This was 
developed to provide a method of assessing the occupational health and safety 
management systems in a way that is compatible with both the ISO 9000 and 14000 series. 
Amongst its benefits include the following:: 

 
o External evaluation of your occupational health and safety system 
o A move towards the integration of management systems 
o Compatibility with ISO 9000 and 14000 series 
o One of the few widely recognised health and safety management systems 
o Increasingly accepted and required in the UK and around the world 
o Increasingly expected to be part of the supply chain management 
o Provides assurance to stakeholders of effective internal control 
o Demonstrates commitment to health and safety 
o Cost effective 
o Auditable system 
o Demonstrates continuous improvement 

 
·  Benchmarking with other ALMOs and RSL’s 
·  Joining the British Safety Council – this demonstrates a clear commitment to care for the 

employee through the pursuit of best practice in H&S, which delivers tangible benefits to 
the organisation. We will participate in the 5 star H&S audit programme which will provide 
support and mentoring, and objective and quantifiable benchmarking for our performance 
through the star rating system, enabling us to chart and monitor our continuous 
improvement towards best practice. 

 
 
Risk Management 
 
Hackney Homes has a Risk Management Strategy recognising the key business critical risks. The 
Hackney Homes Board is closely involved in monitoring these and a Risk Register is in place that 
is shared with Hackney Council at Quarterly and Annual Monitoring meetings. All key material risks 
impacting on Hackney Homes Strategy and Operations are kept up to date on at least 
weekly/monthly /quarterly/annual basis, dependent on the nature of the risk, and allied to the 
Councils own Risk Management Strategy. 
 
During 2006-07 Hackney Homes management teams have had training in Risk and Risk 
Management and updated quarterly monitoring and recording procedures are in place. 
 
The Council is currently in the process of revising its Risk Management Procedures and 
Processes. Hackney Homes does this annually, reviewing and updating its Risk Register and 
procedures to ensure continued reflection of the Council’s Risk Strategy. 
 
Individual project risks are assessed and monitored in line with Prince2 project  
Management principles. 
 
Hackney Homes’ Board is responsible for ensuring that the activities of the company do not 
needlessly put the Council at risk or increase any inherent risk to the Council. In respect of this, 
Hackney Homes distinguishes between Council and company risks. Within company risks it 
distinguishes between business wide risks, such as business continuity risk, and project specific 
risks, and determines its risk management priorities and procedures accordingly. 
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Although Strategically and Operationally, the risks may reside in different entities, ultimately, due to 
the nature of the relationship between the ALMO and Hackney Council, ALL  Risks are ultimately 
those of the Council. 
 
This is reflected in the large inherent risks to Capital Programmes, since the Council owns the 
assets (properties) and the capital budgets. The Council and Hackney Homes therefore work 
together to mitigate the Capital Programme risks such as insufficient funding if real building cost 
inflation exceeds the DCLG modelling factor. 
 
Hackney Homes Board receives assurance on the effectiveness of its internal controls through the 
Performance Management and Monitoring processes, from Internal Audit reports and external 
scrutiny by its own Auditors and the Audit Commission in its regulatory capacity. 
 
 
Hackney Homes’ Business Continuity Plan ensures core services can be provided in the event of 
unforeseen disaster. Also Hackney Homes works with the Council to fully support the Emergency 
Planning programme of the Council through the provision of resources and services as required. 
 
Communications 
 
Introduction 
 
Hackney Homes’ communication team deals with internal and external communications and runs 
the press office for the organisation. A strategic approach is adopted keeping PR at the centre of 
the organisation and its business plan, as well as articulating Hackney Homes’ vision. 
 
Effective communication is imperative if we are to achieve the Hackney Homes’ mission of 
delivering excellent housing services. We must communicate with our customers in a meaningful, 
relevant manner that encourages interaction. 
 
The target audiences in relation to the communication strategy are varied and include Hackney 
Homes tenants and leaseholders, other Hackney residents, local government, politicians, local 
businesses, contractors and suppliers and the media. 
 
Communicating with residents is just part of the challenge. Ensuring Hackney Homes’ 900-strong 
workforce is informed and understands organisational aims and objectives is also a major focus for 
the communications strategy. 
 
It is recognised that people are the most important asset for Hackney Homes. The communications 
strategy places great emphasis on informing and engaging with staff and inspiring staff to see 
communications as part of their role, regardless of the type of job they do. 
 
A comprehensive communications strategy is in place that explains our objectives for 2007/08, 
sets measurable targets and explains the actions which will allow us to achieve these goals. 
 
It is important Hackney Homes’ communications strategy operates using a joined up approach with 
the Council. Although Hackney Homes has its own distinct separate identity, we are still 
inextricably linked to the Council and need to publicise our partnership approach. 
  
Communication Channels 
 
Some of the communication channels adopted in relation to getting the Hackney Homes’ message 
and vision across include: 
 

·  Newsletters   
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o The Hackney Homes News is distributed to 30,000 tenants and leaseholders each 
month. It is now also translated into Turkish and mailed to more than 1500 Turkish 
residents. 

o The Leaseholder and Freeholders News is produced quarterly and is mailed to 
nearly 9000 leaseholders and freeholders. 

o The Top Storey newsletter is for Hackney Homes staff only and is produced every 
second month to inform and engage staff on a wide range of topics. Additional staff 
information is also produced, including the Improvement Bulletin, which is a tool for 
managers to use at their team meetings. 

o The Woodberry Down newsletter is produced monthly and is distributed to residents 
of the estate. 

 
·  Website  (www.hackneyhomes.org.uk) 
 

o The web provides a large range of information and gives residents the ability to pay 
rent, report a repair, make a complaint or send a suggestion and search for Decent 
Homes work on their estate. 

o There is a staff intranet containing information for all Hackney Homes staff. This 
includes diary dates, information about other teams, good news stories and 
presentations. 

 
·  Media campaign 
 

o The media are a key way to reach residents and key stakeholders including 
government. A proactive campaign has seen positive coverage of Hackney Homes 
rise significantly during the 2006 calendar year.  

o The communications team run a press office, dealing with all media queries in a 
timely and professional manner. 

 
·  Events 
 

o Resident Fun Days are held during summer to provide residents with an informal 
opportunity to meet Hackney Homes staff and to meet with other residents. 

o The Annual Residents Conference was held for the first time in November 2006 and 
gave residents the chance to be involved in setting the agenda for the business and 
delivery plans. The event also hosted the first Residents Awards, which 
acknowledged the work of some of our residents. 

o Staff events are held throughout the year to engage and highlight organisational 
aims and objectives. The staff conference in October 2006, managers residential in 
September 2006 and manager’s monthly meetings are examples of staff events. 

 
·  Marketing information  (posters, leaflets etc) 
 

o A range of marketing materials are produced by the communications team including 
leaflets, brochures and reports. Posters and promotional items (pens, mugs, t-shirts) 
are also produced to assist with events and specific campaigns. 

 
·  Marketing campaigns  
 

o Campaigns are conducted to advertise and promote specific messages to residents. 
In 2006, a campaign was conducted to launch Hackney Homes and explain the 
difference to residents. The campaign focused on our three improvement themes – 
value for money, customer focus and performance. These included estate posters, 
bus back advertising, an integrated media campaign and street signage. Additional 
campaigns have been conducted to encourage direct debit and promote the Pride of 
Place scheme. 
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Hackney 
Homes

Communications

Team

Reaching for two 
stars and beyond…

 
 
The success of Hackney Homes’ communications strategy can be evaluated in a variety of ways 
including: 
 

·  Media monitoring 
·  Residents’ satisfaction surveys, 
·  Website hits 
·  Staff Surveys 
·  Resident Focus Groups 
 

The information provided from all of these is important and feeds into Hackney Homes 
communications strategies and marketing campaigns. 
 
Aims and Objectives for 2007/08 
 
Our primary aim for 2007/08 is to engage with residents to deliver effective communications that 
meet their needs.  
 
Consistent and regular communication throughout 2006 has cemented a solid foundation for 
improvements and innovation to take our communication with residents to the next level. The 2006 
MORI survey highlighted that residents are better informed and that the majority are happy with the 
information they receive from Hackney Homes. 
 
For 2007/08 the communications strategy focuses on the promotion of our services including 
repairs, cleaning, planned maintenance and Decent Homes. We will be focusing on anti-social 
behaviour, hate crime and domestic violence and giving residents information on how these can be 
tackled.  
 
We will continue to support the rent collection campaign which has seen a sustained increase in 
levels of rent collected. Our 2006 campaign saw more than 500 residents sign up to direct debit 
and we will continue to promote this and online forms of payment, as well as explaining how rent is 
set and how people can get help if they are having problems paying rent. 
 
With the review of resident involvement set to deliver reform to this programme, we will be working 
to not only increase resident involvement but also to highlight new and innovative ways to get 
involved. 
 

A variety of Marketing 
Materials are also produced 
by the Communications team, 
including brochures, posters, 
guidebooks and other design 
projects. These can be 
produced in a variety of 
languages, to reflect the 
varied and diverse community 
groups we serve. 
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For the past year we have offered residents the chance to get documents translated into their 
language or to receive over the phone translation support from Language Line. We will be directly 
targeting communities whose first language is not English to boost the use of these resources.  
 
Other aims include direct communication with leaseholders, boosting the information available on 
our regeneration programmes and highlighting our youth activities and programmes such as the 
Kickz football scheme and the Nemesis dance project. 
 
Internal communication will also be a priority for 2007/08 and we will engage with staff to deliver 
effective communications that meets their needs. We will be working to promote and highlight 
improvements and best practice within the organisation and to increase understanding amongst 
staff of organisational structure and objectives. 
 
Promoting reward and recognition and a learning and development culture are also aims for the 
year. 
 
Challenges and opportunities for 2007/08 
 
Hackney’s growing population is one of the most ethnically diverse and socially deprived in the 
United Kingdom. It is clear that a one size fits all communications strategy is not appropriate. 
 
Understanding our customers needs is at the core of delivering effective communication and we 
have the opportunity to tailor our communications plan to meet the specific needs of different 
customers. 
 
We are working more closely than ever with our residents. Attendance at panel meetings, youth 
consultations, surveys, speaking to residents at fun days are just some of the varied methods for 
asking questions and listening to what is needed. 
 
The development of a reader panel is allowing residents to tell us what they want in the monthly 
newsletter. We are working with a group of residents to develop a new DVD for new residents. Our 
summer fun days will again involve tenant resident associations and we have feedback from young 
people about what they want at these events. 
 
We are broadening our media campaign to target youth media and ethnic press to help us reach 
as many residents as possible. 
 
We are assessing the use of new technologies to communicate with residents, including 
developing a blog site for young residents and a text service for Hackney Homes residents. 
 
Many of the activities will be the same. There will still be events, newsletters, media, leaflets and 
campaigns. But the changes we are making in our approach to these are the result of working in 
partnership with our residents.  
 
 
Translations 
 
This is the 2007-08 delivery Plan for Hackney Homes. If you would like assistance with translation 
please contact  xxxxxxxxxxx on   
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Hackney Homes Residents and Leaseholders Conference Morley Hall – November 2006 

     
 
Hackney Homes Residents    Hackney Homes Team Awards 
Fun Day 
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Operational Protocols 
 
Hackney Homes cooperates with the Council and RSL partners to determine common housing 
management practices across the Borough. This is done through participation in the Hackney 
Housing Association Group (HACKHAG) Forum. These Cross-sector working processes and 
practices are established into operational protocols. 
 
The significant protocols currently in place are: Data sharing protocol with the Police, RSL’s and 
the Council on anti-social behaviour; Confidentiality protocol; and ASBO protocol. 
  
 
Operational Protocols in use or under development include: 
 
1. Anti-Social Behaviour Policy for Housing Management Partners 
2. HRA Business Plan preparation 
3. Asset Management 
4 Data Sharing with Police 
5. Confidentiality Agreement 
6. Housing Benefit Verification 
7. Pollution Control 
8. Waste Services 
9. Emergency Planning and Business Continuity 
10. Probity 
11. Empty Properties 
12. Lettings Process 
13. Support for Vulnerable People 
14. Managing Hostels and Temporary Accommodation 
15. Responding to Emergencies – Housing Needs 
16. Human Resources (to follow) 
17. Social Services (to follow) 
18.Housing Benefit Verification Framework contract - Hackney Homes 
19.Housing Benefit Protocol 2006 
20.Housing Benefit Landlord Liaison enquiry proforma 
21. SLA pro-forma Housing Benefit 
22.Housing Benefit Statement of Truth referral form 
 
 
They can be accessed via the Hackney Homes Website on ?? 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Appendix - I 
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Rent Increase Consultation 2007/8 
 
All 22,589 Council tenants renting a dwelling (as at 8 December 2006) were sent a consultation 
questionnaire along with the 2007/8 rent increase proposal. (a copy of the questionnaire is 
attached).  This was to ensure maximum awareness and response from our tenants. As a result, 
1,223 tenants completed and returned their feedback questionnaire by the 15 January 2007 
deadline.  
 
The tenants were invited to comment on the Council’ s proposal to increase the basic rent 
and service charges by 4.91% on average. 
 
Out of the total number of feedback forms analysed, 822 commented on the rent increase. 

 
 

 
Of the five priorities that we asked residents to rate in order of importance, results are shown below: 
 
Estate Cleaning 
 

Estate Cleaning

38%

16%
15%

9%

9%

13%

Priority 1 Priority 2 Priority 3

Priority 4 Priority 5 Not answ ered
 

 
 

Appendix - II 

Proposal To Increase Rent

28%

26%

46%

No Comment

Agree

Disagree

�  26%  - Agree with the proposal as 
long as monies are invested to 
improve the standards of their 
homes 

�  46% -  It should not be increased as 
it seems above inflation 

�  28% - Did not comment specifically 
on the rent increase rather 
commented overall on the 
performance of the Council 

 

�  38% - 464 – Priority 1 – Highest 
 
�  16% - 199 – Priority 2 
 
 
�  15% - 182 – Priority 3 
 
�  9%  – 115 – Priority 4 
 
 
�  9% - 107 – Priority 5 – lowest 
 
�  13% - 156 – Did not answer the 

question or agreed a priority but not 
rated. 
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Investment in Planned Maintenance 
 

Investment in Planned Maintenance

339, 28%

191, 16%

186, 15%

176, 14%

142, 12%

189, 15%

Priority 1 Priority 2 Priority 3

Priority 4 Priority 5 Not answ ered
 

   

Faster Repairs 
 

Faster Repairs

435, 36%

221, 18%173, 14%

123, 10%

111, 9%

160, 13%

Priority 1 Priority 2 Priority 3

Priority 4 Priority 5 Not answ ered
 

 
Tackling Anti-Social Behaviour 
 

Tackling Anti-Social Behaviour

474, 38%

166, 14%142, 12%

151, 12%

117, 10%

173, 14%

Priority 1 Priority 2 Priority 3

Priority 4 Priority 5 Not answ ered
 

 
 
 

�  28% - 339 – Priority 1 – Highest 
 
�  16% - 191 – Priority 2 
 
 
�  16% - 186 – Priority 3 
 
�  14%  – 176 – Priority 4 
 
 
�  12% - 142 – Priority 5 – lowest 
 
�  15% - 189 – Did not answer the question 

or agreed a priority but not rated. 

�  36% - 435 – Priority 1 – Highest 
 
�  18% - 221 – Priority 2 
 
 
�  14% - 173 – Priority 3 
 
�  10%  – 123 – Priority 4 
 
 
�  9% - 111 – Priority 5 – lowest 
 
�  13% - 160 – Did not answer the question 

or agreed a priority but not rated. 

�  38% - 474 – Priority 1 – Highest 
 
�  14% - 166 – Priority 2 
 
 
�  12% - 142 – Priority 3 
 
�  12%  – 151 – Priority 4 
 
 
�  10% - 117 – Priority 5 – lowest 
 
�  14% - 173 – Did not answer the question 

or agreed a priority but not rated. 
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Safer Play Areas  
 

Safer Play Areas

474, 38%

166, 14%142, 12%

151, 12%

117, 10%

173, 14%

Priority 1 Priority 2 Priority 3

Priority 4 Priority 5 Not answ ered
 

 
 
 
Conclusions 
 
The 1223 responses received this year is far higher compared to the 415 responses received in 
2006/7 within the deadline, which in turn was much higher than the 31 responses received in 2005/6.  
 
Rating of priorities resulted in the following order: 
 

·  Anti-Social Behaviour 
·  Estate Cleaning 
·  Faster Repairs 
·  Investment in Planned Maintenance 
·  Safer Play Areas 
 

In addition, 145 residents have expressed an interest in being involved in Hackney Homes’ Value for 
Money Group. 
 
Other specific issues raised by tenants will be forwarded to the relevant neighbourhood teams. 
 

�  23% - 285 – Priority 1 – Highest 
 
�  8% - 101 – Priority 2 
 
 
�  10% - 124 – Priority 3 
 
�  12%  – 144 – Priority 4 
 
 
�  29% - 351 – Priority 5 – lowest 
 
�  18% - 218 – Did not answer the 

question or agreed a priority but not 
rated. 
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Improvement Plan – Core Action Plan            
  
The key instrument of change over the past year has been our successful Improvement Plan, 
designed to implement 161 distinct projects necessary to deliver a step change in housing 
services. We have structured this action plan around the three pivotal themes of our Business Plan 
– Customer Focus, Performance and Value for Money.  
 
 

PROJECT SOURCE DETAILS  LEAD AND 
TIMESCALE  

CUSTOMER FOCUS 

Customer 
Services Group 

Charter Mark ·  Our successful project to obtain 
Charter Mark accreditation was 
steered by a high-level working 
group, with resident participation  

·  The successor Customer 
Services Group has been formed 
to oversee customer services 
improvement across the company 
and develop a comprehensive 
service strategy. 

Tom Hogan, 
Neighbourhood 
Contract 
Manager 
During 2007  

Integrated 
Housing 
Management 
System 

Business Plan ·  Our current housing management 
system (Saffron) needs to be 
replaced around the beginning of 
2009 

·  Preparation for a significant 
procurement exercise is currently 
on-going with expectations of an 
OJEU notice planned for April 
2007 

Trish Haill, Head 
of IT 
Implementation 
by 2009 

Implementation 
of Review of 
Cleaning and 
Grounds 
Maintenance 

VFM 
Programme 

·  The Review of Cleaning and 
Grounds Maintenance identified a 
commissioning strategy for both 
services 

Tom Hunt, head 
of estate 
environment 
April 2007  

Implementation 
of Review of 
Resident 
Involvement 

  ·  The Review of Resident 
Involvement has analysed the 
structure currently in place and 
recommended improvements to 
the methods in which tenants and 
leaseholders are encouraged to 
engage in housing services in 
ways that suit them and to the 
existing formal participation 
structure. 

·  There will be extensive 
consultation on the 
recommendations for changes to 
the formal structure, coupled with 
development of our non-
traditional offer. We plan to 
submit our emerging structure for 
Tenants Participation Advisory 
Service - TPAS accreditation in 
18 months time.  

Clive Taber, 
Neighbourhood 
Contract 
Manager.  
Consultation 
programme Jan 
– May 2007. 
Resident 
Conference 
June 2007 

Appendix - IV 
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PROJECT SOURCE DETAILS  LEAD AND 
TIMESCALE  

PERFORMANCE 

Business Plan 
for 2007-2010 

To implement 
the Delivery 
Plan, as 
agreed with 
Hackney 
Council 

·  Hackney Homes  adopted its first 
Business Plan in April 2006 

·  We are committed to completing 
an open, transparent business 
planning process, that builds on 
staff engagement – such as the 
Directorate events in December 
2006 and the residents’ 
conference on 26th January 2007 
and includes budget planning 

·  We will complete our business 
plan prior to the start of the next 
financial year and link it directly to 
staff appraisals, target setting and 
personal development. 

Neil Isaac, 
Director of 
Finance and 
Resources 
April 2007 

Fair Pay Scheme Repairs and 
Maintenance 
Business 
Implementation 
Project 

·  Completing jobs right first time is 
a priority aim, something we have 
facilitated through empowerment 
of operatives, availability of stock, 
training and agreement of a 
revised pay scheme 

·  The revised Fair Pay Scheme will 
be implemented in April 2007 

Gary Penticost, 
Director of 
Property 
Services  
April 2007 

Implementation 
of new 
neighbourhood 
contracts in 
Shoreditch and 
North East 

Neighbourhood 
Services 
Procurement 

·  We have completed the 
successful re-tendering of 
housing management contracts in 
Shoreditch and North East which 
go live on 1 April 2007 

·  These contracts include service 
alterations relating to some estate 
cleaning and repairs functions 

·  These alterations are being 
managed according to the 
strategic context given by the 
Best Value Review of Cleaning 
and Grounds Maintenance and 
the Business Improvement 
Project for Repairs and 
Maintenance 

Susmita 
Noonan, 
Director of 
Housing 
Services;  
Gary Penticost, 
Director of 
Property 
Services 
April 2007 

Gas Safety 
Guidance & 
Warning Notice 

Development 
of gas safety 
programme 

·  Our award-winning gas safety 
programme has developed its 
approach to safety by introducing 
adhesive Gas Safety Guidance & 
automated timers being 
introduced for all gas boilers 

Harvey Virdee 
Oct 2006 – Oct 
2007 

Aids and 
Adaptations 

Improvement 
Plan 

·  The Improvement Project has 
produced a thorough analysis of 
the current arrangements and 
ways to improve this.  

·  Hackney Homes  and Hackney 
Council are currently preparing a 
relationship that lets both 
organisation focus on their 
professional specialities to ensure 
that residents receive effective 

Gary Penticost, 
Director of 
Property 
Services 
April 2007 
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PROJECT SOURCE DETAILS  LEAD AND 
TIMESCALE  

and timely services which fully 
meet their needs and 
expectations. 

Improvements in 
Financial Control 

Restructuring ·  Company Requirements 
·  Integration of systems 
·  Review of processes 
·  Audit recommendations 
 

Neil Isaac 
Director of 
Finance and 
Resources 

Asset 
Management 
Database 

Asset 
Management 
Strategy 

·  Procurement of Asset 
Management Database 
completed in December 2006 

·  Implementation and go live in 
March 2007 

·  This will deliver greater 
integration of data sources across 
works programmes 

Alan Turner, 
Head of 
Housing 
Construction 
March 2007 

VALUE FOR MONEY 

Implementation 
of VfM Workplan 
for further years 

VFM 
Programme 

·  The Hackney Homes  Board has 
adopted a VfM Strategy. The first 
year succeeded in identifying 
benefits in excess of £4m, against 
a target of  £2.9m 

·  The cumulative three-year target 
is £10m and a variety of projects 
and services are being 
implemented to deliver this.   

Neil Isaac, 
Director of 
Finance and 
Resources 
April 2008 

Implementation 
of recharge 
procedures 

VFM 
Programme 

·  The Improvement Plan has 
resulted in a revised procedure 
that enables recharging of tenants 
for additional services and repairs 
that are their responsibility 

·  We now need to ensure that staff 
throughout the company and its 
partners fully implements this and 
the outcomes are monitored and 
reported on a monthly basis as a 
new performance indicator. 

Neil Isaac, 
Director of 
Finance and 
Resources 
April 2007 
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List Of Value For Money Projects 

 
 

   
Benchmarking Performance and Costs  Water Rate Charges Review 

QA of Housemark Data  Clapton Park TMO Review 
Initial Activity Based Costing Review  Agency and Consultancy Staff Review 

Analysis of Management Costs  Divisional Management Restructure 
H/M Procurement  Accommodation Review 

Divisional Restructure of Property Services  Decent Homes Phase II 
R&M IT Systems Review  Securing Gershon Efficiency Savings 2006/07 

Review of Fair Pay (Property Services)  Overhead Value Analysis Review 
Office Move  Management of Void Property Servicing 

Financial Information Reporting Procedures  Review of Capital Programme (Excl. D Homes) 
Process Review  Leaseholders Management Fee Recharge 

Saffron System Replacement Option Appraisal  Leaseholders Service / Major Works 
Building Works, Supply Chain Re-tender  Implementation of CAT for Leaseholders 

SLA Legal Services  Leaseholders CAT Implementation 
SLA CCTV  Supporting People – Income Allocation 

SLA Property Services  HB Improvement of Uptake 
SLA Fleet Management  Review of Discretionary Charges to Residents  

SLA ICT  Maximise Revenue From Garages 
SLA HR  RTB Buybacks 

SLA Community and Environment  Analyse Monthly Debtor Reports 
SLA Finance  Block Level Accounting for Leaseholders 

SLA Domestic Violence  Housing Services Improvement Project 
SLA Facilities Management  Estate Cleaning & Grounds Maintenance BVR 

Review Contractual Arrangements With Council  Rent Arrears Write-offs (Tranche 2) 
Insurance Claims Procedures Review  Rent Arrears Write-off Manuals 

NNDR Review  Develop Current Rent Arrears Procedures 
Electricity Metering Review  Tenant Participation 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Appendix - V 



                                                                                                          Item 9  

Draft -Version at 19.3.07                  10.30am  

 
 
Value for Money benefits as at 31 st January 2007     

        
  Theme 1 - MTFF 
  Guaranteed Benefits - £ Possible Benefits - £ 
  2006/07 2007/08 2008/09 2006/07 2007/08 2008/09 
VFM001 / 1        
VFM001 / 2        
  4,022,000 7,312,000 7,862,000 675,000 750,000 900,000 
        
  Theme 2 – Reducing Costs 
  Guaranteed Benefits - £ Possible Benefits - £ 
  2006/07 2007/08 2008/09 2006/07 2007/08 2008/09 
VFM002 / 1 Benchmarking 

Performance and 
Costs           

VFM002 / 2 QA of Housemark 
Data             

VFM002 / 3 Initial Activity Based 
Costing Review           

VFM003 Analysis of 
Management Costs             

VFM004 H/M Procurement 0 1,900,000 2,000,000 0 250,000 300,000 
VFM005 / 1 Divisional Restructure 

of Property Services 0 1,100,000 1,100,000   0 0 
VFM005 / 2 R&M IT Systems 

Review           
VFM005 / 3 Review of Fair Pay 

(Property Services)             
VFM005 / 4 Office Move           
VFM005 / 5 Financial Information 

Reporting Procedures             
VFM005 / 6 Process Review           
VFM006 / 1 Saffron System 

Replacement Option 
Appraisal 20,000 20,000 20,000 0 0 0 

VFM006 / 2 Building Works, 
Supply Chain Re-
tender           

VFM007 / 1 SLA Legal Services 400,000 300,000 300,000   200,000 200,000 
VFM007 / 2 SLA CCTV 50,000 50,000 50,000 0 0 0 
VFM007 / 3 SLA Property 

Services 100,000 100,000 100,000 0 0 0 
VFM007 / 4 SLA Fleet 

Management 300,000 300,000 300,000 0 0 0 
VFM007 / 5 SLA ICT             
VFM007 / 6 SLA HR           
VFM007 / 7 SLA Community and 

Environment             
VFM007 / 8 SLA Finance           
VFM007 / 9 SLA Domestic 

Violence 0 277,000 277,000 0 0 0 
VFM007 / 10 SLA Facilities 

Management           
VFM007 / 11 Review Contractual 

Arrangements With 
Council             

VFM008 / 1 Insurance Claims 
Procedures Review 50,000 50,000 50,000 225,000 100,000 100,000 

VFM008 / 2 NNDR Review   75,000 75,000 0 0 0 
VFM008 / 3 Electricity Metering 

Review 100,000 100,000 100,000 0 0 0 
VFM008 / 4 Water Rate Charges 

Review 308,000 100,000 100,000 450,000 0 0 
VFM009 Clapton Park TMO 

Review   500,000 500,000 0 0 0 
VFM010 Agency and 

Consultancy Staff 
Review             

VFM011 Divisional 
Management 
Restructure 100,000 200,000 400,000 0 0 0 

VFM012 Accommodation 
Review             

VFM019 Decent Homes Phase 
II           

VFM020 Securing Gershon 
Efficiency Savings 
2006/07             

VFM022 Overhead Value           

Appendix - VI 



                                                                                                          Item 9  

Draft -Version at 19.3.07                  10.30am  

Analysis Review 
VFM023 Management of Void 

Property Servicing             
VFM025 Review of Capital 

Programme (Excl. D 
Homes)           

                
  1,428,000 5,072,000 5,372,000 675,000 550,000 600,000 
        
  Theme 3 – Maximising Income 
  Guaranteed Benefits - £ Possible Benefits - £ 
  2006/07 2007/08 2008/09 2006/07 2007/08 2008/09 
VFM013 / 1 Leaseholders 

Management Fee 
Recharge 700,000 700,000 700,000 0 100,000 100,000 

VFM013 / 2 Leaseholders Service 
/ Major Works 1,600,000 1,000,000 1,000,000 0 0 0 

VFM013 / 3 Implementation of 
CAT for Leaseholders          

VFM013 / 4 Leaseholders CAT 
Implementation             

VFM014 / 1 Supporting People – 
Income Allocation          

VFM014 / 2 HB Improvement of 
Uptake             

VFM015 / 1 Review of 
Discretionary Charges 
to Residents    300,000 350,000 0 0 0 

VFM015 / 2 Maximise Revenue 
From Garages   200,000 400,000   100,000 200,000 

VFM015 / 3 RTB Buybacks          
VFM015 / 4 Analyse Monthly 

Debtor Reports 294,000 40,000 40,000       
VFM015 / 5 Block Level 

Accounting for 
Leaseholders          

                
  2,594,000 2,240,000 2,490,000 0 200,000 300,000 
        
  Theme 4 – Improving Service Delivery 
  Guaranteed Benefits - £ Possible Benefits - £ 
  2006/07 2007/08 2008/09 2006/07 2007/08 2008/09 
VFM016 Housing Services 

Improvement Project           
VFM017 Estate Cleaning & 

Grounds Maintenance 
BVR             

VFM021 / 1 Rent Arrears Write-
offs (Tranche 2)           

VFM021 / 2 Rent Arrears Write-off 
Manuals             

VFM021 / 3 Develop Current Rent 
Arrears Procedures           

VFM026 Tenant Participation             
            

  0 0 0 0 0 0 
        
  Theme 5 –  Establishing A Value For Money Culture 
  Guaranteed Benefits - £ Possible Benefits - £ 
  2006/07 2007/08 2008/09 2006/07 2007/08 2008/09 
VFM018 Establishing a VFM 

Culture           
                
  0 0 0 0 0 0 
        
        
  Summary of Assessed Benefits 
  Guaranteed Benefits - £ Possible Benefits - £ 
  2006/07 2007/08 2008/09 2006/07 2007/08 2008/09 
Total Cumulative Benefits - £ 4,022,000 7,312,000 7,862,000 675,000 750,000 900,000 
        
VFM Strategy Targets Approved 
by VFM Board - £ 2,850,000 7,200,000 10,000,000    
        

CUMULATIVE POSSIBLE BENEFITS -  £  4,697,000 12,759,000 21,521,000  
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Value for Money Workplan For 
2007/08 

Appendix - VII 



                                                                                                          Item 9  

Draft -Version at 19.3.07                  10.30am  

 
Theme:   1 Housing Revenue Account Medium Term Fina ncial Forecast 
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

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

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

This project is 
a driver for 
overall VFM 
savings. 

Finance Director of HH met Council to 
establish a series of meetings on how 
HH and the Council prepare and 
deliver the MTFF. 
There is clearly  a need to: 
·  Ensure the Council’s proper 

engagement with HH in the 
process 

·  Clarify when the Council will move 
from the current transitional stage 
of financial control and 
management to enable HH to be 
demonstrably at arm’s length 

·  Discuss IT arrangements 
·  Reach effective agreement on 

management of Capital 
Programme in particular in relation 
to Decent Homes projects and 
Woodberry Down 

·  Consider implications of the Baker 
Tilly report on Property Services 

·  Consider HH input into the 
Council’s high level review of the 
use of resources 

·  Discuss more effective revenue & 
capital budgetary control 
arrangements with a view to 
responding to HH Chair’s critical 

G 
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Theme:   1 Housing Revenue Account Medium Term Fina ncial Forecast 
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

comments on the current 
arrangements 

·  Ensure scheme of delegation 
includes recognition of HH 
Management Team in the newly 
drafted arrangements 
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Theme:   2 Reducing Costs 
Year Target (£)  Targets Identified for Theme 2 (£)  
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

VFM005 
Repairs and Maintenance 
Services Improvement 
Project 

2. Review Repairs and 
Maintenance IT systems. 

30/07/2007 Director: 
Property 
Services 
Lead Officer 
 
VFM Officer: 
Brian Madden 

  

 

 3. Review of fair pay. 31/05/2007 Director: 
Property 
Services 
Lead Officer 
 
VFM Officer: 
Brian Madden 

 Report has now been produced 
outlining multi-skilling of operatives. 
Proposals tabled are under discussion 
with the trade unions.  Final report to 
be prepared outlining benefits and any 
operational disadvantages for 
consideration by HHMT and VFM 
Board. 

 

 4. Office move. 
 
 
 
 
 
 
 
 
 
 

31/05/2007 Director: 
Property 
Services 
Lead Officer 
 
VFM Officer: 
Brian Madden 
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Theme:   2 Reducing Costs 
Year Target (£)  Targets Identified for Theme 2 (£)  
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

 6. Implementation of new 
processes and staff changes. 

30/09/2007 Director: 
Property 
Services 
Lead Officer 
 
VFM Officer: 
Brian Madden 

 VFM review to be reconstituted to 
consider outcomes in the new financial 
year. 

 

VFM006 
Procure works, goods and 
services  and support 
services 

1. Conduct option appraisal to 
replace the Saffron Housing 
Management System. 

31/09/2007 Director: 
Finance & 
Resources 
Lead Officer: 
Trish Haill 
VFM Officer: 
Michael 
Michaelides 

 Consultants to be appointed to project 
manage.  Revised timetable will be 
presented to next A&F Committee. 

 

 2. Re-tender for building works, 
materials supply, supply chain 
and other building contracts (e.g. 
lifts, rewiring). 
 
 
 
 
 
 
 

31/01/2007 Director: 
Property 
Services 
Lead Officer: 
 
VFM Officer: 
Brenda Pieters 
 
 
 
 
 
 

 Building tenders have been received, 
plan too review later in the year when 
experience of the new suppliers is 
available. 
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Theme:   2 Reducing Costs 
Year Target (£)  Targets Identified for Theme 2 (£)  
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

VFM010 
Review Agency / 
Consultancy Staff 

Review the financial controls of 
employment and deployment of 
contract staff.  Examine relative 
costs of contract and permanent 
staff. 
 
 

31/03/2008 Director: 
Finance & 
Resources 
Lead Officer: 
Sunil Desai 
VFM Officer: 
David Mahoney 

 A report outlining the cost of 
consultancy staff compared with 
permanent staff costs is in draft. 

 

VFM011 
Business Re-engineering 
 

Re-engineer the overall structure 
of Hackney Homes to improve 
efficiency. 

- Management Team 
- Fin & Resources 
- Housing Services 
- ICT 
- Governance 
- Communications 

 

31/07/2007 Director: 
Finance & 
Resources 
VFM Officer: 
Brenda Pieters 

Est. savings:  
£100k in 
2006/07 
£200k in 
2007/08 
£400k pa from 
2008/09. 

Restructure of each division is 
underway.  Final proposals on revised 
structures will be presented to HHMT 
and VFM Board for the purpose of 
evaluating cost savings to be made.  
Management team and ICT re-
structure completed.   

 

VFM012 
Accommodation Costs 

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

30/06/2007 Director: 
Finance & 
Resources 
Lead Officer: 
Jerry Austin 
VFM Officer: 
Michael 
Michaelides 
 
 

 Is in progress. 
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Theme:   2 Reducing Costs 
Year Target (£)  Targets Identified for Theme 2 (£)  
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

VFM019 
Decent Homes Phase 2 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The approach to the 
procurement of capital works 
under Decent Homes phase 2. 
 
HH CE requested link to planned 
maintenance capital programme 
with a view to producing three 
separate reports on: 
·  Decent Homes 
·  Planned Maintenance 
·  Added Value 
 
These reports will outline the 
benefits and outcomes achieved 
in the respective capital 
programmes.  In particular the 
reports should outline: 
·  The baseline position from 

which LBH started 
·  The effect of working in 

partnership 
·  The impact of value 

engineering techniques used 
by consultant surveyors 

·  Recommended action for 
the future 

·  Evidence of the benefits 
derived from added value 

31/08/2007 Director: 
Property 
Services 
Lead Officer: 
Alan Turner 
Project Officer: 
John Hesp 
VFM Officers: 
Bill Hinrichsen 

 A report has been commissioned to 
ascertain the efficiencies and 
economies achieved to date following a 
meeting between Chief Executive and 
Davis Langdon and JH. This report 
should cover: 
·  Value Engineering 
·  Sources of VFM savings 
·  The effects of market testing 
·  Evidence of achievement of targets 

and progress of the works 
An independent assessment of these 
VFM effects will also be made by 
Calford Seadon consultant QS.  
Leading officers to direct, monitor and 
approve the output of the respective 
consultancy teams. 
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Theme:   2 Reducing Costs 
Year Target (£)  Targets Identified for Theme 2 (£)  
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

e.g. community safety etc. 

VFM022 
Overhead Value Analysis 
and Allocation 

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

30/06/2007 Director: 
Finance & 
Resources 
Lead Officer: 
Brian Madden 
VFM Officer: 
Brenda Pieters 

  

 

VFM023 
Management of Void 
Property Servicing 

Management of void property 
servicing and related costs. 

31/03/2007 Director: 
Property 
Services 
Lead Officer: 
Bill Hinrichsen 
VFM Officer: 
Michael 
Michaelides 

 The Voids Policy Board has been re-
formed and meetings will be attended 
by Lead Officer.  

 

VFM025 
Review of Capital 
Programme Excluding 
Decent Homes Project 

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

31/08/2007 Director: 
Finance & 
Resources 
Lead Officer: 
David Tattersall 
VFM Officer: 
Bill Hinrichsen 
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Theme:   2 Reducing Costs 
Year Target (£)  Targets Identified for Theme 2 (£)  
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

VFM030 
Service Level 
Agreements 

1. Review Finance SLA Not yet 
programmed 

Director: 
Finance & 
Resources 
Lead Officer: 
Sunil Desai 
VFM Officer: 
Bill Hinrichsen 

  

 

 2. Review ICT SLA 
 
 
 
 
 
 
 

Not yet 
programmed 

Director: 
Finance & 
Resources 
Lead Officer: 
Trish Haill 
VFM Officer: 
Bill Hinrichsen 

  

 

 3. Review Other SLAs 
 
 
 
 
 
 
 
 
 
 

Not yet 
programmed 

Director: 
Finance & 
Resources 
Lead Officer: 
 
VFM Officer: 
Bill Hinrichsen 

  

 

 11.  Review management 
agreement and related 

31/05/2007 Director: 
Chief Executive 

 Although this is a 5 year agreement, 
changes will be needed to reflect good  
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Theme:   2 Reducing Costs 
Year Target (£)  Targets Identified for Theme 2 (£)  
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

contractual arrangements with 
the Council: 
·  SLAs 
·  Delivery Plan 
·  Leases 
·  Operational practices & 

procedures 

Lead Officer: 
Neil Isaac 
VFM Officer: 
Brian Madden 

and best practice and significant 
matters arising from VFM and service 
reviews. Regular meetings with the 
Council will be held to consider 
changes. 

VFM032 
Review Woodberry Down 
project. 

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

31/12/2007 Director: 
Chief Executive 
Lead Officer: 
Neil Isaac 
VFM Officer: 
Bill Hinrichsen 
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Theme:   3 Maximisation of Income 
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

VFM013 
Leasehold Management 
Improvement Project 

4. Integrate CAT cost recovery 
element with Contract Cost 
Management for the Decent 
Homes program, providing 
visibility of job tracking and 
spend. 

31/05/2007 Director: 
Finance & 
Resources 
Lead Officer: 
David Bryan 
VFM Officer: 
Bill Hinrichsen 

 Dependent on results of 
implementation of CAT, viability subject 
to review. 

 

VFM014 
Supporting People 

1. Improve income collection 
through close working 
relationship with Social Services 
and liaising with Housing Benefit 
on Supporting People grants.  
This project involves contact 
with Social Services on the 
deployment of Supporting 
People grant resources.  

31/07/2007 Director: 
Housing Services 
Lead Officer: 
Tom Hogan 
VFM Officer: 
Bill Hinrichsen 

 Benchmarking research has been 
completed and options are being 
discussed with Caroline Chambers of 
Social Services.  Contact made with 
Elderly Persons Officer concerning the 
deployment of elderly persons 
Supporting People grant for 2007/08 
onwards. 

 

VFM031 
 

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

30/09/2007 Director: 
Finance & 
Resources 
Lead Officer: 
Clive Taber 
VFM Officer: 
Michael 
Michaelides 
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Theme:   3 Maximisation of Income 
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

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

1. Examine all discretionary 
charges levied to Hackney 
Homes (e.g. CCTV security 
services; door entry systems 
and community halls) that are 
not charged to residents and 
investigate the feasibility of 
charging for them. 

31/06/2007 Director: 
Finance & 
Resources 
Lead Officer: 
Ibrahim Ali 
VFM Officer: 
Brenda Pieters 

Est. increase: 
£300k in 
2007/08. 
£350k pa from 
2008/09. 

Charges that are levied have been 
identified and those that can be 
recharged to residents are being 
isolated with a view to reporting to VFM 
Board on options. Interim report was 
submitted to VFM Board.  Summary 
report to be prepared in 2007, major 
work to take place 2007/08. 

 

 2. Maximize revenue from 
garages and increase the level 
of active allocated garages from 
40% to 80%. 

31/08/2007 Director: 
Housing Services 
Lead Officer: 
Brian Madden 
Project Officer: 
Roger O’Sullivan 
VFM Officer: 
Bill Hinrichsen 

 Initial desktop exercise completed and 
report submitted to Improvement 
Board. Liaising with the Council’s 
Regeneration section to ensure an 
effective joint approach to the review.  
Employing Council garages database 
to identify refurbishment or demolition 
options. 

 

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

 To be 
programmed 

Director: 
Housing Services 
& Finance & 
Resources 
Lead Officer: 
Brian Madden 
Project Officer: 
Bill Hinrichsen  
VFM Officer: 
Brenda Pieters 
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Theme:   3 Maximisation of Income 
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

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

This is to investigate appropriate 
source of income and draft an 
income strategy for the 
organisation.  Potential sources 
include Government Grants, 
EEC monies, sponsorship, 
advertising. 
 

31/12/2007 Director: 
Housing Services 
& Finance & 
Resources 
Lead Officer: 
Brian Madden 
Project Officer: 
Michael 
Michaelides 
VFM Officer: 
Brenda Pieters 
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Theme:   4 Improvement in Service Delivery 
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

VFM016 
Improvement Project 

Delivering service improvements 
needed to obtain a ‘good’ 2* 
rating in order to realise 
Hackney Homes’ core business 
objective of delivering Decent 
Homes by 2010. 

31/03/2007 Director: 
Housing Services 
Lead Officer: 
Tom Hogan 
VFM Officer: 
Brian Madden 

  

 

VFM021 
Rent Arrears Write-off 

1. Manage current rent arrears 
write-of process to ensure that it 
is followed through to 
completion in accordance with 
sound financial and audit 
practice.  Aim to agree one lump 
sum total to be written off in 
2006/07 following consideration 
by the Council’s Director of 
Finance and the Cabinet. 

31/07/2007 Director: 
Housing Services 
Lead Officer: 
David Mynors 
VFM Officer: 
Brian Madden 

Service delivery 
improvements 
and significant 
improvement in 
BVPIs. 
Addresses Audit 
Commission 
and internal 
audit criticisms. 

 

 

 3. Develop current rent arrears 
recovery procedures and 
ascertain the related costs of 
management and overheads.  
Thereafter produce arrears 
recovery training in association 
with debt working party. 
 
 
 

30/06/2007 Director: 
Housing Services 
Lead Officer: 
David Mynors 
VFM Officer: 
Brian Madden 

Service delivery 
improvements.  

Intention to work with Finance 
Directorate’s Debt Consultant to 
develop training requirements based 
on an assessment of needs. 

 

VFM026 
Tenant Participation 

Determine value for money to 
be derived from proposed 

31/07/2007 Director: 
Housing Services 

To be identified. Presentation made to HH Board on 
27/11/06.  Agreement secured to a  
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Theme:   4 Improvement in Service Delivery 
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

changes in Tenant Participation 
arrangements as part of the TP 
Improvement Plan. 

Lead Officer: 
Vincent 
Waddams 
VFM Officer: 
Michael 
Michaelides 

tenant consultation process 
commencing in December 06 and 
completed in February 2007.  
Progress will be monitored with a 
view to reporting as soon as 
consultation process complete. 

VFM 
Estate Cleaning & 
Grounds Maintenance 

Research into Joint Venture 
structure and establish 
procurement procedure leading 
too the formation of a Joint 
Venture by 31-03-08 

31/03/2008 Director: 
Housing Services 
Lead Officer: 
Brian Madden & 
Tom Hunt 
VFM Officer: 
Pat Masters 

To be identified  

 

VFM 
Review of the concept of 
“Decent Estates” 

To effect a comprehensive 
improvement of estates 
throughout the Borough with an 
aim of reaching a 3 star 
performance level within 3 
years. 

To be 
programmed 

Director: 
Housing Services 
Lead Officer: 
Brian Madden & 
Tom Hunt 
VFM Officer: 
Pat Masters 
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Theme:   5 Establishing a Value for Money Culture 
Project Project Description Target 

Completion 
Date 

Key Officers Anticipated 
Cost and 
Resource 
Benefits 

Comments and Achievements 

VFM018 
Extending and Promoting 
the Value for Money 
programme 

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

31/03/2008 Director: 
Finance & 
Resources 
Lead Officer: 
Dave Mahoney 
VFM Officer: 
Brian Madden 

 This is a wide ranging project with 
linkages to publications and other 
communications emanating from the 
Communications team; staff induction 
training; the HH improvement plan; 
leadership group training; staff 
conference; staff and specialist team 
briefings. The project also affords the 
opportunity to involve residents. 100 
residents indicated interest in joining 
VFM forum. Presentations of VFM 
principles commenced at re-induction 
training sessions.  Training workshops, 
to include specific training on Gershon 
approach for senior staff, scheduled for 
Oct/Nov 06.  Feedback to be asked for 
in Value for Money projects.  Tenant 
Participation Officer has been consulted.  
Marketing strategy to be developed by 
DM.  Engaging the pubic to create a real 
stakeholder relationship is a major 
challenge for Hackney Homes. This will 
involve marketing, market research and 
a range of initiatives to encourage public 
involvement. 
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Appendix XIII 
 
DETAILED TIMETABLE - CONSULTATION ON RESIDENT INVOL VEMENT REVIEW  - DRAFT – YET TO BE AGREED 
 
Period in 2007 Group Consultation Method Venue 
Jan – Feb Panels Presentation at meetings Panels’ usual meeting place 
Feb-Mar TRAs Focus groups by neighbourhood (5 

in total) 
5 neighbourhood locations tba – 2 separate 
meetings per day 

Feb-Mar Estate Committees Focus groups by neighbourhood (5 
in total) 

5 neighbourhood locations tba – 2 separate 
meetings per day 

Feb TPO staff Awayday Afternoon out of office 
Mar 26 African Boroughwide Focus Group Tba – 3 separate groups on one day 
Mar 26 Asian* (*according to group’s 

meeting cycle) 
Boroughwide Focus Group Tba – 3 separate groups on one day 

Mar 26 Turkish Boroughwide Focus Group Tba – 3 separate groups on one day 
Mar 29 LGBT Boroughwide Focus Group Tba – 3 separate groups on one day 
Mar 29 Youth Boroughwide focus Group Tba – 3 separate groups on one day 
Mar 29 Disabled Boroughwide Focus Group Tba – 3 separate groups on one day 
Mar 29 Those already involved in 

alternative methods (Tenant 
Inspectors/Mystery Shoppers) 

Boroughwide Focus Group Tba 

Early March Generic staff Staff briefing Ocean 
March – April All residents by neighbourhood Presentation then plenary session 5 neighbourhood venues tba 
Feb – April All residents Hackney Homes News 

feedback/comment slip 
Delivered to residents 

Jan – Feb Convention Presentation at meeting Convention office 
April Councillors Presentation at meeting Town Hall 
April Hackney Homes Board   
May All residents borough wide Open conference  
May  Hackney Homes Board  Ocean/Morley Hall tbc 
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Chart 1 :   Archetypes as at 28th February 2006 for Leasehol d & Rentable dwellings including Decant & 
Demolitions

 

Appendix IX  : Overall Analysis of stock by age and type (archetyp e) : 
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Chart 2  :   Pass & Fails by Archetype as at 1st April 2006 fo r Leasehold & Rentable dwellings 
including Decant & Demolitions
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The majority of stock comprises post war medium or high rise flats and maisonettes. Most non traditional stock has 
been demolished or transferred in previous years leaving some concrete system blocks on the Gascoigne estate.  The 
blocks and estates requiring major works have been identified for regeneration transfer or disposal.  
High rise and medium rise property in the 1945-64 band comprise the majority of Decent Homes failures across the 
stock (Chart 2). However this matches the proportion of this archetype to the stock numbers as a whole. 
As would be expected, the newer the stock the lower the incidence of failure.  
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Appendix X -Strategy and Standards for Planned Main tenance by programmes: 
 

·  Domestic boiler replacement:  we plan to replace  domestic boilers every 15 
years  (dependant on condition) and heating systems every 30 years  (dependant 
upon condition) and undertake an annual safety/ maintenance check.  

·  Lift refurbishments and Renewals: we plan to replace lifts every 30 years  
(dependant on condition), undertake major safety checks every 10 years  
(compliance with statutory requirements) and maintain lifts and equipment annually. 

·  Water Tank refurbishment: Annually checked and cleaned. Refurbishment every 
10 years  (dependant upon condition) 

·  Water mains:  Replacement works will be developed from water mains failures/ leaks 
within the boundary of the estates. This is an expensive operation and would be 
linked with resurfacing of roads and footpaths on the estate. Current programme 
deals with major system failures 

·  Booster pumps renewals:  Annual service and maintenance, plan to replace every 
15 years  (dependant on condition) 

·  Play equipment – new and replacement: Quarterly safety checks. Plan to replace / 
upgrade every 15 years  (dependant on condition)  

·  CCTV and concierge  new technology upgrades: Annual maintenance. Plan to 
replace cameras every 5 years  and hardware every 10 years  (dependant on 
condition) 

·  Estate lighting:  Replace lamps every two years , plan to replace lamp units every 
10 years .   

·  Lateral mains renewal:  Plan to replace every 30 years  (dependant on condition),  

·  Domestic rewiring:  Safety check every 10 years , plan to replace every 30 years  
(dependant on test results and condition) 

·  Communal door entry system renewals:  Plan to replace every 15 years  
(dependant on condition) 

·  Safer city doors programme:  Plan to recoat external surface every 15 years  
(dependant on condition) 

·  Renewal of estate roads and footpaths:  Annual safety checks which will develop a 
high priority replacement programme. Plan to renew every 30 years  (dependant on 
condition) 

·  Communal ventilation  refurbishment and replacement: Annual maintenance. Major 
overhaul every 5 years . Plan to replace every 15 years  (dependant on condition) 

·  Drainage system  refurbishment and replacement: Cyclical maintenance will inform a 
replacement and refurbishment programme. 
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Appendix XI Cyclical maintenance 

The following categories of cyclical maintenance are undertaken: 

·  Prior to paint, external and communal area repairs and painting on a 5 
year cycle with regular review of specifications (see below) 

·  District heating maintenance (see below)  

·  Gas fired appliance servicing and safety checks (see below) 

·  Lift maintenance (see below) 

·  Door entry security systems:  annual maintenance 

·  Energy management controls:  annual checks 

·  Boosted water plant (see below) 

·  Ventilation maintenance: annual service and maintenance 

·  Fire alarm maintenance:  annual maintenance 

·  Emergency lighting:  annual maintenance 

·  Building access cradles:  annual maintenance 

·  Lift monitoring modem links: monthly  

·  Sewage pumps: annual maintenance 

·  CCTV: annual maintenance 

·  Drainage and guttering cleaning (see below) 

·  Water quality control and maintenance (see below) 

·  Estate common areas:  annual checks 

·  Estate and block lighting: daily checks by cleaners  

·  Play equipment safety checks: quarterly  

·  Lightning protection: annual, with five year operational tests. 

·  Dry riser maintenance: 6 monthly and annual safety/ maintenance checks. 

These contracts have recently been procured on a partnering basis. We are currently 
moving to partnering contracts under TPC2005 contract conditions.  Better emphasis 
on “packaging” of works in tendering (all electrical servicing items in one package for 
instance) will improve efficiency of delivery and make them more attractive for 
contractors. Contract requirements will also be built more around Hackney Homes 
service standards and contract performance will be monitored through standard 
KPI’s.  
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The emphasis going forward will be on reducing the incidence and cost of responsive 
repairs, through increased cyclical and planned maintenance programmes, the 
enforced use of warranties, extending maintenance cycles and removing 
maintenance altogether by eliminating the need for painting, or servicing between 
renewal intervals through application of innovative materials and design, eg installing 
new front entry doors with foil coatings which do not require painting for at least 15 
years 

Strategy for cyclical maintenance: 

�  External building fabric and communal area painting : We plan to redecorate 
common areas on a 5 year cycle with regular review of specifications and 
products. 

�  Gas servicing and safety checking: The work in this area is a statutory 
landlords function covering servicing, annual safety checks, breakdowns and a 
measure of renewals at a fixed annual all-inclusive priced contract.  Expenditure 
is currently just under £3m per annum with a further £0.687m for District Heating 
maintenance. Heating renewal programmes are run annually and the stock now 
has near 100% provision of central heating of some form. Some older district 
heating systems are becoming costly to maintain and our intention is to replace 
some of these with conventional heating or replacement District Heating on a 
Combined Heat and Power model. Current performance on servicing and safety 
checking is 100% and the best practice achieved has been recognised in recent 
awards from CORGI and the National Home Improvement Council.  

�  Lift maintenance : Due to the age of our lift stock, we employ a “high” 
maintenance regime. This consists of monthly maintenance checks with major 
overhauls of motors and running gear at stipulated intervals to ensure safety and 
compliance with statutory obligations. Again due to the age of stock, we are 
replacing “obsolete” lift controllers, which improves reliability and energy 
efficiency, and undertaking major refurbishment works (motor replacements, new 
doors etc) to ensure reliability of service. We currently spent approximately £1.8m 
on annual maintenance, £1m on replacements and are planning to commit £2m 
pa on full lift replacements targeting approximately 20 lifts per year. Good 
practice advises that lifts should be replaced every 30 years (dependant upon 
condition) 

�  District heating maintenance : we undertake quarterly maintenance checks (oil 
fired), six monthly (gas fired) safety/ maintenance checks and an annual 
maintenance programme on all locations. Major refurbishments are dependant on 
equipment installed. 

Boosted water plant : six monthly maintenance with major annual maintenance.  

Drainage and guttering cleaning (see below ): due to age and condition of 
systems we employ three methods of maintenance: very High demand (locations 
which easily block) cleaned every 3 months, locations with high demand cleaned 
and maintained every 6 months all other locations are ether annually cleaned or 
cleaned every 3 years.  

Water quality control and maintenance : All stored water must be maintained in 
a potable condition. Boosted drinking water supplies are checked for quality every 
6 months (including water samples from properties) with an annual system clean 
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and disinfection. All communal cold water storage tanks are checked and 
cleaned/ disinfected annually to ensure quality of supplies. 
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The Hackney Borough Profile 
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The Hackney Borough Profile has been produced by the Hackney Strategic 

Partnership - Team Hackney - to provide key data about the borough. It supports 

the community strategy, Mind the Gap, which sets an agenda for reducing 

inequalities and proverty and increasing opportunity over the next ten years. It is 

organised to support the themes of the community strategy: 

·  A good place to grow up  

·  Thriving, healthy communities  

·  A safer, cleaner place to live  

·  Better homes  

·  A dynamic, creative economy  

·  A sustainable borough 

To understand the needs of our communities and put in place the projects, 

programmes and services that we will need to make Hackney a better place we 

must have good quality research and information. The profile is intended to 

support policy developers, planners and decision makers across the public, private 

and voluntary and community sectors with the information and analysis they need. 

It is also intended as a source of information about the borough for wider public 

interest. 

The profile draws strongly on the 2001 Census which allows comparisons to be 

made between the borough, neighbouring boroughs, the London region and 

England and Wales more generally. It also allows more detailed internal 

comparisons between wards and smaller areas to create statistical pictures of 

Hackney’s local neighbourhoods. Census data is supported by a large range of 

other sources and the most up-to-date information has been used throughout. We 

hope that this publication will be of value to users and that it will be complemented 

in the future by further analysis and exploration that will further build our 

understanding of our borough and its communities. 

It can be accessed through: 
 
http://www.hackney.gov.uk/index.htm/w-information-c entre/hackney-the-
place/xp-factsandfigures/xp-boroughprofile.htm  
 



 

 

 
ICT Strategy 
 
1.0 SUMMARY 

This report introduces the ICT Strategy for Hackney Homes.  The initial ICT Strategy (agreed 
by the then Housing Management Team in  October 2005) has been revised.  The strategy 
covers the period March 2007 to March 2010.  Due to the changing nature of ICT, the strategy 
will be reviewed, and amended as a result of these reviews on an annual basis. 

2.0 
 
2.1 
 

RECOMMENDATIONS 
 
That the Board note and approve the ICT Strategy for Hackney Homes. 
 

3.0 
 
3.1 
 
 
 
 
 
 
 
 
3.2 
 
 
 
3.3 
 
 
 
 
 
 
 
 
 
 
 
 
 
3.4 

BACKGROUND  
 
Hackney Homes recognises that Information and Communications Technology is a key 
resource for the delivery of quality services to customers.  The ICT Strategy identifies the ways 
in which ICT will be used to deliver service improvement, will define the ICT infrastructure and 
the organisation of the resources to deliver ICT.  This is the revised ICT Strategy and covers 
the period March 2007 to March 2010.  The strategy will be reviewed and updated annually.  A 
number of projects will be generated by this strategy, the most significant of these is the 
replacement of the integrated housing management system that will be procured during 
2007/08 and implemented in 2008/09. 

ICT for Hackney Homes is delivered by a range of partnerships.  Partners essential for the 
smooth delivery and support of ICT are the London Borough of Hackney (LBH), the council’s 
third party suppliers, and third party suppliers of Housing systems (e.g. Civica and Consilium).     
The ICT Strategy supports the key objectives of Hackney Homes, maximising the investment in 
technology and enabling the delivery of front line customer services by optimising the use of, 
and investment in, technology. The strategy describes the three main aspects of efficient and 
effective ICT support:   
·  Systems and applications which are fully integrated, delivering functionality and information 

to all parts of the business (and where appropriate directly to customers; 

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

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

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

4.0 
 
4.1 

PROPOSALS  
 
The ICT Strategy sets out the priorities for ICT in Hackney Homes to enable the technology to 
meet the objectives of the company. 
 

 



 

 

5.0 
 
5.1 
 
 
5.2 
5.3 
5.3 
 

  IMPLICATIONS 
 
Financial Implications  
 
The ICT Strategy will be delivered within the annual revenue budget set for ICT.  The budgets 
for all hardware and software are delegated budgets from the Council.  Capital funds have 
been set aside for the IHMS (Integrated Housing Management System) Project by the London 
Borough of Hackney. 
 
Legal implications  
 
There are no specific legal implications to this strategy, however the elements within the 
strategy will endorse the legislation where applicable, for example, the Data Protection Policy. 
 
Risks assessment  
 
Insufficient budget to delivery the strategy – the strategy must be kept under review and revised 
if necessary in line with the priorities of the company. 
 
ICT Strategy does not fit with the objectives of the company – the strategy has been written to 
support the delivery of the company’s objectives. 
 
Consultation implications  
 
Consultation, where appropriate, will be undertaken on the delivery of various aspects of the 
strategy. 
 
The strategy is compatible with the Council’s ICT Strategy. 
 
Value for Money. 
 
The ICT Strategy will enable the company’s investment in technology to be maximised and 
used to ensure effective and efficient working across the company.  The Strategy includes the 
provision for ICT Services to be benchmarked to demonstrate value for money, and includes 
projects and feasibility studies to test services to ensure they are being delivered in the most 
effective manner. 
 

6.0 

 

CONCLUSION 
 
The ICT Strategy enables ICT to be delivered in the most effective way across the company, in 
line with business needs and company objectives.  ICT will deliver the services to the 
framework of the strategy. 
 
 
Contact Officer:  
 
Director of Finance, Neil Issac  020 8356 5890 
 
Originating officer 
 
Trish Haill, Head of ICT 020 8356 2107 
 
Background and supporting Information:  
 
None 
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Executive Summary 
Hackney Homes recognises that information and Communications 
Technology is a key resource for the delivery of quality services to 
customers.  The ICT Strategy identifies the ways in which ICT will be used 
to deliver service improvement, will define the ICT infrastructure and the 
organisation of the resources to deliver ICT.  This is the revised ICT 
Strategy and covers the period March 2007 to March 2010.  The strategy 
will be reviewed and updated annually.  A number of projects will be 
generated by this strategy, the most significant of these is the replacement 
of the integrated housing management system that will be procured during 
2007/08 and implemented in 2008/09. 

ICT for Hackney Homes is delivered by a range of partnerships.  Partners 
essential for the smooth delivery and support of ICT are the London Borough of 
Hackney (LBH), the council’s third party suppliers, and third party suppliers of 
Housing systems (e.g. Civica and Consilium).     
The ICT Strategy supports the key objectives of Hackney Homes, maximising the 
investment in technology and enabling the delivery of front line customer 
services.  by optimising the use of, and investment in, technology. The strategy 
describes the three main aspects of efficient and effective ICT support:   

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

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

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

The strategy provides for ICT Services to be delivered following the best practice 
principles of the Information Technology Infrastructure Library (ITIL), and that 
projects will be managed using Prince 2.   
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Introduction 
This ICT Strategy was originally approved by the Housing Management Team in 
October 2005 for the framework for ICT Services in the new Hackney Homes 
organisation which came into being on the 1st April 2006. 
This document is the result of the annual review of the Strategy and was approved by 
the Hackney Homes Board on __________________ 
Hackney Homes recognises that Information and Communications Technology is a key 
resource for the delivery of quality services to its customers.  The effective and 
innovative use and deployment of ICT will be a key enabler for developing services for 
customers, improving internal business processes and establishing effective working 
relationships with external organisations such as suppliers and partners. 
The revised ICT Strategy covers the period March 2007 to March 2010 and contains a 
review of the progress made during of the initial set up of Hackney Homes and the first 
year of operation, i.e. from October 2005 to March 2007.  Over the next 3 years there 
will be continual evaluation of the success of the strategy, particularly the delivery 
vehicles for the support and service itselt.  The strategy will be reviewed and refined as 
a result of the evaluation.   
The strategy will identify the ways in which ICT will be used to deliver service 
improvement, define the ICT infrastructure and consider the organisation of the 
resources to deliver ICT.  It will also include an review of the services provided to the 
company via external contracts and Service Level Agreements from the London 
Borough of Hackney and comments on these arrangements. 
The ICT Strategy will be supported by documents detailing related issues.  Hackney 
Homes will initially adopt the London Borough of Hackney policies in these areas, but 
will review the documents with reference to their application to the company by the 31st 
March 2007.  Such documents include: 

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

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

·  Knowledge and Records Management (to be produced) 

·  Data Sharing Protocols (to be produced) 

·  Email and Internet usage (agreed by Hackney Homes Board Jan 07) 

·  ICT Security Policy (available in draft) 

·  Business Continuity Policy (agreed by Hackney Homes Board Jan 07) 

The strategy will be reviewed on an annual basis and updated to reflect changing 
requirements and planned developments. 
 
Environment 
ICT for Hackney Homes is delivered by a range of partnerships.  Partners essential for 
the smooth delivery and support of ICT are the London Borough of Hackney (LBH), the 
council’s third party suppliers, and third party suppliers of Housing systems (e.g. Civica 
and Consilium).  Hackney Homes is working with other organisations, and  needs to 
exploit ICT to maximise these relationships.  Examples are be the TMOs and 
increasingly other ALMOs.  In addition, Hackney Homes ICT service has responsibility 
for delivering and providing support for ICT to the Housing Management Partners, and 
to the Strategic and Housing Needs and Homelessness functions which will remain with 
the Council.   
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How the ICT Strategy supports the Key Objectives 
Hackney Homes has nine key objectives.  The ICT Strategy supports these 
objectives as follows: 

To work in partnership with Hackney Council to impr ove Council homes and the 
physical and social environment  
Hackney Homes ICT works in partnership with LBH to contribute to the improvement of 
the environment.  The website and the kiosks provide different channels to enable 
customers to interact with the company and over the lifetime of this strategy will be 
developed to maximise this opportunity.  The relationship between Hackney Homes ICT 
and the LBH ICT services is symbiotic, Hackney Homes ICT manages key applications 
and systems on behalf of the London Borough of Hackney (LBH), for example, the 
integrated housing management system, Saffron, provides key modules for Housing 
Needs and Allocations, and provides data for the Choice Based Lettings system and the 
pan London Notify system which tracks the movement of homeless families. 
Some systems managed by Hackney Homes interface with the Council’s financial 
management system.   
As well as proving the infrastructure which supports all the business activities of the 
compnay, the Council provides the financial management system and the HR and 
payroll systems to Hackney Homes via service level agreements (SLAs).   

The ICT Strategy of Hackney Homes facilitates partnership working by 
ensuring that IT systems and services are available to the Housing 
Management partners and supplied under a robust SLA arrangement.  
Tenants Management Organisations also have access to the Integrated 
Housing Management system. 

In addition, a rather of community bodies and partners will be able to use the 
Hackney Homes website as a portal to their own services. 

To achieve and maintain decent homes and a good env ironment for all our 
residents by 2010  
ICT supports the decent homes programme by providing the mechanisms for 
management, monitoring and tracking of the programmes.  The Asset Management 
Database, which will be implemented in early 2007 will provide the mechanism for 
storing in one place all property related information.  This supports giving efficient and 
cost effective services to residents. 
To work closely with Hackney Council to achieve the  Service First objective of 
delivering all public services in a coordinated and  accessible way  

Information technology will provide the backbone to staff of both organisations being 
customer-focussed and responsive to residents’ needs and requirements.  The 
company will investigate the use of Customer Relationship Management (CRM) 
software together with an Electronic Records and Document Management System 
(EDRMS) to enable information to be given to the customer at the first point of call, 
records to be maintained of customer contacts with the company, and exploit the 
continuous improvement opportunities offered by the best use of the technology married 
with the integration of back office systems.   

Hackney Homes has its own contact and customer service centres dedicated to dealing 
with repairs and leaseholder issues.  As the LBH contact centre develops relationships 
with external partners consideration will be given to Hackney Homes services to be 
delivered via a Hackney wide portal delivering all public authority services via a single 
access point. 
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Hackney Homes has been involved in the LBH procurements of CRM and EDRMS 
systems and evaluate them in accordance with both these short and longer term 
objectives and the business requirements of the company. 

To achieve excellence in improving housing services  – the next goal is a 2 star 
‘good’ rating in 2006/07  
The ICT Service supports many of the initiatives in the improvement plan, and works 
continually to assist front line services improve the experience for customers.  Emphasis 
is being put on the provision of performance management information so improvements 
in service can be tracked and monitored.   
To deliver a responsive housing service and achieve  high resident satisfaction  

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

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

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

Hackney Homes ICT is an outward facing and looking service, keeping 
abreast of new technological advancements and offering new opportunities 
for continual improvement for the company. 

To create strong, safe and integrated communities  
By pulling together all information about tenants and leaseholders in the integrated 
Housing Management System, and by interfacing this with other systems such as 
Estate Safety ICT can help the business create and maintain strong, safe and 
integrated communities.  The key is being able to share information with colleagues and 
partners to ensure services are delivered in the safest and most approprate way. 
To ensure the needs of vulnerable and hard-to-reach  people are met  
Information Technology can be used as a way to interact with hard to reach groups, and 
to provide interaction for those for whom English is not their first language. 
By providing facilities for community groups and organisations, for example, to have an 
internet presence via the company’s website, and by enabling organisations such as the 
Citizen’s Advice Bureau and Faith organisations to be contacted via the Hackney 
Homes site, the company can embrace the diversity of our customers and to be 
inclusive to all, including those who are vulnerable or disadvantaged. 
By using data descriptors about our customers Hackney Homes is better able to target 
services to those who most require them, and to ensure that services are available to, 
and taken up by,  all and are not discriminatory.  Information collected about the 
different needs and requirements of residents are held on the integrated Housing 
Management System.  This enables services to be delivered in targetted ways to those 
who require a different approach, and also provides analysis of information so that the 
company can better understand the take up of various services across different 
communities.   



                                              Item 10 

Version 3.2  - REvised ICT Strategy 

 
By exploiting the use of new technologies, e.g. text messaging, Digital TV, Hackney 
Homes will be able to contact all customers using channels of choice. 
To operate a plan for every estate, to make them sa fer, cleaner and greener  
ICT are currently working on producing maps of estates which show the various 
attributes, for example, flower beds, grass areas, trees and bins etc.  By the use of 
computer aided design, any information held on a database will eventually be able to be 
displayed graphically which will help the company plan how to deliver its services, and 
will help residents monitor the work that is being done.  These maps of the first batch of 
estates will be completed by February 2007.   
To sustain our finances and achieve good value for money 

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

The ICT systems of the company will be continually evaluated and developed 
to maximise their potential.  New systems, such as CRM and EDRMS will 
require business process analysis to ensure that the full benefit in terms of 
efficiency savings can be maximised by the company.  The ICT Strategy 
covers the positioning of business analysis skills within the ICT service, 
thereby keeping expertise available in house to continually evaluate how 
systems can be better used and improved, and how new technology can be 
exploited to its full potential and always being used to provide more for less 
investment. 

From 2006 the ICT Strategy has had emphasis on the management of data 
as a resource within the company.   

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

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

 

ICT – Delivering Service Improvements 
Hackney Homes recognises the importance of the role of ICT resources in delivering 
service improvements for all its customers.  ICT will deliver improvements to back office 
functions which will improve the effectiveness and efficiency of all staff, and thereby 
services provided to the customers, by joining up systems and information to enable all 
enquiries to be addressed at first point of contact.  Other developments will be focussed 
on areas which have a direct impact on services, such as the introduction of an 
interactive and easy to use website.  
There are a number of interdependencies that will influence the development and 
implementation of ICT projects for Hackney Homes.  These include: 

·  Hackney Homes Improvement Plan 

·  Hackney Homes Delivery Plan 
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·  Existing ICT Systems 

·  National E-Government Strategy for Local Government 

·  Relationship between Hackney Homes and the London Borough of 
Hackney ICT Strategy 

Background 
London Borough of Hackney Systems (provided under S LA) 

Significant investment has been made over the last four years on the London Borough 
of Hackney (LBH) infrastructure and wide area networks. The current network topology 
is an Ethernet network running TCP/IP that consists of Cisco switches and routers. LBH 
presently has more than 100 servers containing over 1,000Gb (one terabyte) of data 
.The local area networks is built on Active Directory Services and SAN technology 
hosted at the Town Hall and Stoke Newington computer centres with replication and 
mirroring ensuring minimal effect if there are disasters at either site. 

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

Mail is provided by Outlook at the desktop, Exchange 2000 as the messaging server 
and Outlook Web Access for remote access. There will be an upgrade across the 
enterprise to Exchange 2003 during 2007 managed by HHICT. 

Hackney Homes Systems 
The major system in use is the Saffron Integrated Housing Management System which 
is supplied under a managed service agreement with the system’s suppliers, Civica.   
The company uses the following Saffron Modules: 

�  Rents – tenancy management, collection and arrears recovery 

�  Service Charges &  Sundry Debtors 

�  Right to Buy 

�  *Housing Needs and Allocations 

�  Repairs 

�  Void management  

�  Major works and Stock Condition 

�  *Temporary Accommodation (currently being implemented) 

Modules marked with an * are used by the Housing functions remaining with the Council.  
Hackney Homes supports these modules under an SLA agreement. 
The servers for Saffron are located at the Civica sites, and are managed under a 
facilities management agreement.  The test server was replaced in February 2005, and 
the live and disaster recovery servers replaced in March 2006.  This has  improved the 
performance of the system, and will provide resilience during the remainder of the time 
the system is used.   
A project will commence in April 2007 to replace the Saffron system by June 2009. This 
timeframe means that Saffron will remain Hackney Homes’ principal Housing 
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management system for a significant part in its journey to excellence and must therefore 
need to be fit for a 2 star plus organisation.  Civica has committed to help Hackney 
Homes get the most out of Saffron and have provided an additional  developer for the 6 
months prior to the inspection to work alongside ICT and business staff.  Significant 
improvements are anticipated in the effectiveness of the system in supporting    
 

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

 
Additional functionality will also be looked at where this is available for example the 
Saffron Customer Services module for ASB and tenancy management and online 
contractors and other services. Work is also underway to link Saffron to the national 
property gazetteer (NLPG) and hold BS7666 compliant addresses.  
  
The Cost Allocation Tool (CAT), which went live in October 2006 is an important system 
which will enable accurate and timely recharging of leaseholders.  The system is 
located on the servers supported by LBH, and the software is supported by Hackney 
Homes ICT Service. 
Task, provided by the suppliers Consilium, is used to record and manage Stores.  It has 
interfaces both to Saffron (for jobs raised), and to CedAr, for ordering goods. 
A new Asset Management database is being procured and is due to be implemented in 
March 2007.  This will be a powerful planning tool for our property assets to analyse the 
cost and benefits of different long term plans, develop work programmes, calculate and 
report on national standards and DCLG Decency targets.  The database will integrate 
with Saffron and replace a number of stand alone databases which will radically 
improve the quality and our ability to use our asset data.   
Alongside these major applications are a number of minor applications and databases 
used throughout the company.   
Hackney Homes ICT Vision 

ICT Infrastructure and Systems will be maintained and developed to ensure that the 
business of the company can be delivered in the most efficient and effective manner and 
enable putting the customer at the heart of our business  

There are three main aspects to having systems that can achieve the above vision: 
�  Systems and applications which are fully integrated, delivering functionality 

and information to all parts of the business (and where appropriate directly 
to customers). 

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

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

Notwithstanding the providers or contractual arrangements surrounding current 
services, systems and support, the aim of Hackney Homes ICT service is to client, or 
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directly provide, the services to enable the ICT vision to be met, and to follow a plan of 
implementation/integration./system renewal which ensures continuous improvement in 
compliance with achievement of the vision. 
Integrated Applications and Systems 
 
Integrated Housing Management System 
Hackney Homes currently uses the Saffron Integrated Housing Management System 
delivered via a managed service agreement with Civica.   
The system was first implemented in 1998.  Evaluations against user requirements have 
shown that the system does not address all the business outputs required from an 
integrated Housing Management system, therefore a project (IHMS Project) is to 
commence with the aim of implementing a replacement system by June 2009.  .   
A new integrated housing management system (IHMS) will have the benefit of obtaining 
a system on a more modern platform, far better able to respond to e-government 
objectives and deliverables allowing customers to obtain more information for 
themselves, and to be able to interact at times convenient to them, e.g. make payments, 
report a repair and arrange an appointment.  In order to become a customer centric 
organisation it is essential that information on customers is readily available throughout 
the organisation regardless of the geographical location of the entry point or channel.  
This requires the implementation and integration of new systems, namely CRM 
(Customer Relationship Management) which enables a picture to be built up of all 
customer contacts and queries to be tracked to completion, and EDRMS (Electronic 
Document and Records Management System) to enable documents and records to be 
available to any appropriate officer, and for workflow to assist the business processes to 
improve the efficiency and effectiveness of the way the company works. 
The preferred business options being considered for the procurement is therefore for a:  
New fully integrated Comprehensive Housing system including integration with CRM, 
Workflow, Document Management and Reporting capabilities and all required for 
Housing modules. 
LBH is currently implementing both CRM and Document Management systems, and HH 
will explore the options of extending the use of these systems within the company and 
integrating these with a replacement IHMS.  The final decision will be based on how far 
the products meet business requirements and company objectives, and value for 
money. 
 
The Procurement will be conducted using Competitive Dialogue, this enables the 
company to select possibly 3 potential suppliers from the returned tenders and enter 
into negotiations with them on how the services can be supplied, and what the solution 
will comprise of.  This procurement route enables the use of variant bids, and suppliers 
can put forward alternative proposals from which the company and LBH can select the 
fit which best meets needs in the most affordable manner. 
 
Development will continue with Saffron until October 2007.  At that point only essential 
(i.e. legislative and value for money) enhancements will be funded.  It is expected that 
the new system will go live in June 2009. 
 
The IHMS Project will decide how CRM and EDRMS should be acquired within the 
company, and in addition other solutions will be considered which may benefit the 
company (for example, integrated Financial Management and HR).  Responders to the 
tender will be able to consider the use of the  LBH corporate products for EDRMS and 
CRM, alongside other options.  
Full integration of Saffron,  Task and CedAr was completed during 2006.   
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ICT Infrastructure 
This section describes the infrastructure as defined above, i.e. servers, network, 
communications, desktop and mobile computing equipment.   
 
Data Network 

Currently the links to all the principal buildings notably Christopher Addison House, 298 
Mare Street and Robert House are on fibre optic cable, capable of supporting Giga bits 
per second (Gbps) traffic. The four District Neighbourhood partmer sites are presently 
on 2MB leased lines and will be upgraded to 10MB LES circuits by early 2007. All 
repairs contractors and Tenant Management Organisations (TMO’s) utilise 2MB secure 
VPN tunnelling via the Internet from their off-site locations into Hackney a model used 
extensively for home/remote working as well. 

The links within the main buildings from the communications cabinets to the desktop are 
all Category 5 (Cat5), which are capable of handling 100Mbps, about a tenth that of 
fibre optic cable. In some of these offices there is no expansion capacity left in a 
number of the communication cabinets to add additional devices and a review of 
structured cabling generally throughout Hackney Homes sites will need to be prepared 
throughout 2006/7. 

There is a Housing dedicated cluster of servers at Robert House that host our 
secondary business applications such as TASK, Opti-Time, CAT and all our SQL 
development apps.  These are SQL2000 and Citrix Metaframe servers presently 
running on Windows 2000 Server but due to be upgraded to 2003 during November 
2006. The servers hosting Saffron, our primary business application are Universe 
running on Windows 2003… 

We are at present developing our own Active Directory domain within the LBH AD tree 
so we can manage our Windows environment from our own support team in 2007 
making migration from the LBH network cleaner if we decide to separate in the future. 

Future Support of Data Network 
The LBH support contract with the current providers Northgate will end in 
April 2007.  Hackney Homes has been fully involved in the specification and 
scope of services and selection of the new provider, evaluating the proposals 
for suitability for the company. 

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

Hackney Homes will need to evaluate whether the new LBH contract provides 
robust value for money services, or whether it would better achieve resilience 
and VFM by having a separate contract with either the same, or different 
provider.   

The benefit of an individual contract would be that the clienting arrangements 
would be direct from the company, rather than via the LBH contract 
management unit. 
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Communications   
Current System 

Hackney Homes currently uses the LBH network. The LBH PBX system is the 
Ericcson MD110 and is built on a modular distributed architecture that could 
potentially support both data and voice traffic although the nodes are only 
currently configured for voice traffic. 

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

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

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

Telephone number for the ALMO 
The present PBX has the reserved number 020 8356 so cannot support a new unique 
number for Hackney Homes. 
If Hackney Homes wished to have a unique number, i.e. without the 020 8356 prefix it 
would need a new switchboard.  A feasibility study will be conducted during 2007 
showing the cost and benefit of moving to a new switchboard and telephone network for 
the company. 
 
Support for Communications Network 
The main telecommunications support is provided by LBH.  If the voice network 
continues to be provided by LBH to Hackney Homes this will still need to be need to be 
under robust SLA arrangements.  The present Ericcson PBX and its twelve LIM’s are 
supported by two remote technicians based at Dorothy Hodgkin’s House and one field 
engineer responsible for all fault diagnostics and installation on site.  However, Hackney 
Homes has reservations about whether this level of support is sufficient.  The SLA is 
monitored regularly, and new performance standards will be in place from April 2007 to 
ensure that the system is supported adequately and that changes to the configuration 
can be actioned within timescales which are appropriate for the company. 
Under the new SLA arrangements the Hackney Homes ICT Helpdesk support officers 
perform simple telecoms tasks such as swapping out hand sets and managing phone 
moves to provide a more timely service to Hackney Homes staff. 
The Corporate Telephone help desk presently logs all calls using the Proteus call-
logging software. These call logs are used to generate any monthly billing and monitor 
all external call traffic and as a basis for most of the telecoms related reporting 
requirements.  
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Mobile telephones 
At present mobile phones in use throughout the company are supplied and supported 
by LBH under SLA.  LBH contract with Orange, but this contract is to be reviewed in 
April 2007. 
Hackney Homes will conduct its own review of mobile telephones and will present a 
business case to show whether there is value for money in continuing to be part of the 
council contract, or whether better quality, support and cost benefits can be obtained via 
an independent contract. 
 
Desktops 
Windows XP is the standard operating system and Office 2002 throughout Hackney 
Homes. Hackney Homes will review it’s move to new operating systems such as Vista 
during 2007. 
The minimum LBH specification for PCs is an 3GHz processor, 512MB RAM, 80GB 
hard drive, DVD read-writer and 17” LCD monitor as standard.  Hackney Homes will 
need to monitor and set its own minimum standards with regard both to performance 
and value for money whilst remaining compatible with the LBH network.  The 
specification will be reviewed on a quarterly basis. 
The consideration of the replacement of PCs by laptops will increasingly be considered, 
especially where staff are likely to commence more flexible working patterns, or are out 
of the office for any considerable time.  
Hackney Homes make extensive use of thin client technologies utilising Citrix 
Metaframe to drive its TASK application and access to corporate services such as 
Academy. Thin client capability, especially by moving applications to be accessed via a 
web interface, will be explored as a means of increasing resilience and reducing cost. 

Computer hardware procurement is managed within Hackney Homes ICT under the 
present LBH procurement  framework. More often than not, equipment is also 
configured and installed by HHICT however from April 2007 this will be managed 
entirely by HHICT.  

The corporate standards for the desktop are Windows Operating System, MS Office 
products and web based Intranet (access via Microsoft Internet Explorer 6.0) and these 
will continue to be used during 2007 and following our adoption of desktop support. 

Mobile Computing Equipment 
Smartphones and PDAs will be deployed to senior staff and other officers who 
need to be in touch by email with the office.  This increase in mobility and 
flexibility of working does have an ongoing cost connected to it.  Value for money 
and a business case will therefore determine which officers these facilities are 
rolled out to. 
New developments in this area will be kept under review. 
 

Web Technology 
Hackney Homes is using the LBH web content management system Obtree to 
manage its web presence www.hackneyhomes.org.uk and intranet portals.  
Content is managed inhouse as well as web-editing and content testing.  
 
In early 2007 the company aims to appoint new staff which will give the capacity 
to undertake a review of the current arrangements, and a business case will be 
produced to support the findings of this review.   
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ICT Support 
ICT support for Hackney Homes is be delivered from three organisations: 

a. LBH (infrastructure and communications) 

b. External suppliers (Civica and Task) 

c. Hackney Homes ICT Service 

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

·  Service Desk 

·  Desktop support (including printers and mobile devices)* 

·  Contract and SLA management 

·  Hardware and Software procurement and installation* 

·  First line support of contractually supported systems (Saffron) 

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

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

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

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

·  Production, development and maintenance of performance 
management reports 

·  Website development and maintenance 

·  Management of Hackney Homes software licences 

·  Advice and assistance with compliance to the Data Protection Act 

·  Management of the external printing contract (for printing from Saffron) 
and organisation and management of printing function 

(N.B.  Functions marked * will be provided by Hackney Homes ICT 
Service by April 2007)) 
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Meetings with Business Area Leads 
To ensure that the ICT service is fully aligned with the business needs it is proposed 
that each directorate of the company has a named ICT liaison who meets regularly with 
the ICT managers to discuss how the service is meeting current needs (including 
external SLAs and contracts), as well as future developments and requirements.  
Liaison meetings should be scheduled no less than bi-monthly. 
 

Hackney Homes ICT Newsletter 
The ICT Newsletter will be produced no less than bi-monthly to inform all staff of new 
developments to systems, new technology available, hints and tips and IT Training in an 
interesting and non jargon format.  The aim is to make IT accessible to all staff, and that 
the company can, through better use of IT by its staff, maximise its investment in 
technology. 
 

Customer Service 
Hackney Homes will continue to implement the best practice of e-Government initiatives 
which serve to widen choice in how the customers of the borough interact with the 
company. 
E-government is a core component in the modernisation of local government services.  
Hackney Homes ICT Strategy includes the provision of tools which will enable service 
managers to drive the implementation of e-Government in their functions to assist 
service improvement. 
Hackney Homes will endeavour to reach the minimum standard of e-service provision 
by the 1st April, 2006 subject to major limitation factors (e.g. the absence of a Customer 
Relationship Management (CRM) tool or Electronic Records and Document 
Management System (EDRMS)).  The strategy includes a road map of how we will 
endeavour to achieve the ‘excellent’ standard of e-enablement. 
The delivery of the strategy will take account of the following: 

·  National policies on empowerment and sustainable communities 

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

·  Audit Commission targets and BVPIs 

·  ODPM Defining e-Government Outcomes for 2005 to Support the 
Delivery of Priority Services 

·  Implementing Electronic Government (IEG) statements 

·  Government Connect 

E-Standards for Housing  
National e-Service Delivery Standards for Housing have been developed as part of the 
Governments e-Government strategy.  The standards move authorities on from the tick 
box approach of the BVPI 157 performance indicator measurements of progress 
towards achievement of the e-Government agenda, and translate the outputs into how 
customers should be able to interact with their local authorities and what e-enabled 
transactions should really deliver.  The standards are divided into different bands which 
reflect minimum, progressing and excellent services for customers.  Achievement of 
Excellence relies on underlying technology being in place, and is not achievable without 
fully integrated systems including CRM and Document Management and Workflow.   
ICT will work with Communications to put in place the platforms required to eventually 
deliver excellence across all 49 indicators of the standards (where these apply to 
Hackney Homes).  During 2007 a detailed assessment will be made of where HH 
currently sits, and a work plan will be drawn up showing how excellence can be 
achieved, and the likely timeframe.  Using these standards as a basis will help shape 
the Hackney Homes Website to make it an increasingly beneficial tool for our 
customers. 
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Hackney Homes Website and Customer Access Channels 
The company will develop a channel access strategy for customers during 2007/8.  
Customers in Hackney will be offered the following methods of contacting and 
communicating with the Council: 

1. Website 

2. SMS messaging 

3. Kiosks 

Research shows there will be increasing take up of remote access channels over the 
next few years, and that different socio-economic groups have a preference for various 
channels.  It will therefore be the strategy of Hackney Homes to offer similar services 
across each channel in order to make its services available to the widest proportion of 
the population. 
Hackney Homes will ensure that via the use of CRM and EDRMS customers who will 
continue to prefer to access services via face to face or telephone contact will be 
offered equally enhanced services, by improving the tools available to officers dealing 
with first line contact.   
 
Website 
One of the major ICT priorities during 2005/6 was to establish a new website for 
Hackney Homes with unique branding, transactional functionality and appropriate links 
to the LBH website and other organisations. Hackney Homes has a unique URL 
(website address) so that customers can contact the company directly and have direct 
access to services provided.  The site is initially a sub domain of the LBH website which 
will facilitate deep links between the sites, and will allow the company to continue to use 
the Obtree Web Content Management Tool with which a number of its existing staff are 
familiar on both a user and technical basis.   The platform for the website will be 
reviewed during 2007/8. 
Hackney Homes website will be developed using the principles which have been 
established as best practice as a result of the Local Authority Websites (LAWs) national 
project.  Quality of the site and public take up of e-access channels will be a major 
focus, as will adherence to web standards, both in terms of interoperability and content. 
Tenants and leaseholders will be able to carry out as range of transactions on line, such 
as making a payment, logging a complaint or compliment, recording a suggestion, 
raising a repair request, requesting a publication or asking a question.  Forms and 
applications (e.g. direct debit set up, housing applications) will also be available online.  
The site will contain information on a wide range of topics including information about 
the company, how to get involved, the information available in local offices, tenancy 
agreement, estate management issues, property investment schemes, full contact 
details and opening hours. 
Online forms for applications, transfers, change of circumstances and terminations will 
also be developed, as will an interactive estate guide and the ability to access the 
information provided on the website in the major languages used in the borough. 
In addition to enabling customers to conduct business with the company via the 
website, hackneyhomes.org.uk will be developed as a tool for community engagement 
and will be able to be used by any appropriate partner or organisation.  Examples will 
include appropriate local organisations being able to promote job vacancies, residents, 
groups or organisations to inform each other of events and produce ‘what’s on’ guides, 
community groups and clubs being able to list themselves in a community directory, and 
a map based module allowing users to publish information about their locality.  This will 
be delivered using the software developed by the LAWs project. 
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Text Messaging 
Hackney Homes will procure and install separate data lines into the Contact Centre to 
enable text messaging to be a fully supported means of interaction with the customers.  
The CRM facility must be capable of recording and responding to contacts made via 
SMS. 
 
Promoting Citizens Use of ICT 
A number of initiatives to increase tenants’ and leaseholders access to and use of IT will 
be considered by the company.  These will include: 

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

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

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

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

·  Increasing resident participation through interactive technology to 
support the findings of the review of tenant engagement by providing 
options to engage and consult with residents via the website, text 
messaging and kiosks for customers visiting reception areas to elicit 
views and feedback on service priorities and potentially raise questions 
to Neighbourhood and Estate committees,  senior managers or the 
Board.   

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

·  Understanding the profile of residents and meeting needs.  The LBH 
definition of ethnicity will be used as the basis for profiling residents on 
Saffron.  Ongoing data collection methodology, including appropriate 
flagging, entry required fields and user training will form part of this 
project.  Standard reports will be created so that Hackney Homes can 
analyse service delivery and take up. 

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

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

·  Providing a mechanism to engage and consult with residents via the 
website and customers visiting reception areas to elicit views and 
feedback on service priorities and potentially raise questions to 
Neighbourhood and Estate committees,, senior managers or the Board   
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·  Improving rent collection by upgrading the Saffron Arrears module to 
more effectively support the arrears action process and deal flexibility 
with tenants of diverse needs and making it easier to report. Removing 
barriers of data protection issues and enabling appropriate staff to 
have access to the Housing Benefits system, Academy, and improving 
the links between the Housing Benefits and housing systems . 

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

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

·  Investigation of the use of mobile/flexible working technology to enable 
office based staff to work away from their desks, and to enable non 
office based staff, e.g. operatives, to interface directly with IT systems 
from remote locations. 

Delivery of Hackney Homes ICT Services 

·  Structure of ICT Team 

·  Governance 

·  ITIL 

Governance 
Hackney Homes ICT Service provides services to the company directly, and 
manages the services delivered under SLA arrangements via LBH or contractual 
arrangements with 3rd Party suppliers.  The ICT Service will therefore be 
responsible to Hackney Homes for the provision of ICT services which ensure 
that the business of the company can be delivered in the most efficient and 
effective manner and enable putting the customer at the heart of our business. 

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

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

�  Representation at the LBH Operational ICT Managers Group 

�  Attendance at regular SLA monitoring meetings with LBH appointed staff 

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

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

Customer user satisfaction surveys will be conducted annually.   

All Hackney Homes ICT Staff, including officers working on individual projects, will 
report to the Head of ICT Services (or nominated ICT Managers)  to enable consistency 
of developments across the company, knowledge sharing and skills transfer. 
 
Stucture of ICT Services 
 
A structure of the ICT Service has been agreed which will provide the skills and 
resource which Hackney Homes will require to deliver the medium term ICT Strategy.  
The structure was agreed in July 2006, recruitment to new posts is expecting to be 
complete by April 2007. 
 

The new structure will increase the skills of the service in the following areas: 
 

·  Desk top support 
·  Service Desk Management 
·  Web development 
·  Business Analyst 
·  Quality Auditing 
·  Project Management 
·  Project Support 

 
The increase in costs of the new structure is funded by the payments from the Housing 
Management Partners for ICT Support, and an assumed reduction in the SLA charges 
from LBH (as they will no longer be providing desktop support for the company).  There 
will also be a considerable reduction in the current spend on the employment of 
temporary staff. 
 
Information Technology Infrastructure Library (ITIL ) 
ITIL is a quality standard for the provision of all IT Services.  The new structure is set up 
to deliver IT Services to this quality standard.  The description below describes each of 
the ITIL processes, the fit with the proposed structure, and the benefit to the 
organisation of each. 
ITIL is geared to providing a continuously improving service.  It focuses on the swift 
resolution of current issues, and the prevention of future ones.  This ensures that 
customer satisfaction with the service can be maintained and improved, and services 
dependant on the business have an increasingly reliable service taking into account 
future as well as present use of systems and infrastructure. 
Business is increasingly reliant upon information technology, and it is essentially that 
the underlying IT services can be depended upon. 
 
Service Level Management  lies at the heart of offering a good responsive IT service to 
the business.  The Senior Customer Support officer will be responsible for drawing up 
and maintaining a Service Catalogue listing all IT Services available.  Service Level 
Agreements (SLAs) will be agreed within each business unit to reflect required levels of 
service.  This will be supported by reciprocal Operational Level Agreements (internal to 
the IT Service) and SLAs and contracts with 3rd Party Suppliers (including LBH). 
 
The Senior Customer Support Officer will be responsible for monitoring compliance to 
SLA. 
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Service Desk.  The Service Desk will be manned by the ICT Support Officers who will 
offer first line support for all IT Services.  The helpdesk software, Touchpaper, which is 
ITIL compliant will be exploited to support this to its fullest extent, and subject to 
limitations on the set up of the Hackney network, solutions will be put in place that will 
facilitate the remote resolution of ICT problems and issues keeping to a minimum the 
disruption and disturbance of downtime to members of staff. 
 
All calls to ICT will be routed through the Service Desk where they can be logged and 
progress chased using the software.  This will have the advantage of allowing other 
officers to focus on work already prioritised, and allowing other work to be assessed for 
priority by managers.  (Urgent issues will be addressed via Incident and Problem 
Management processes detailed below). 
 
Reports on work completed, outstanding, and performance against SLA will be available 
for the Senior Customer Support Officer to analyse. 
 
Incident Management .  Incidents can range from a single PC fault or to a major 
infrastructure issue.  Often the individual user sees the same symptoms, i.e. they 
cannot log on to their application.  The call will come to the Service Desk whose job will 
be to ensure that the situation is rectified as soon as possible, and with as little 
disruption to the business as possible.  Sometimes it is not possible to solve the 
problem initially, and in these circumstances a work around will be provided.  For 
example, if there is a problem with a network printer the Service Desk will ensure that 
the user has access to another printer. 
 
It is important that recurring incidents of a similar nature are recorded, as there may be 
an underlying cause which needs to be investigated and put right.   
 
The Service Desk will provide the first line support for incident management, and often 
undertake Problem Management (see below).  However, as the emphasis is on getting 
users up and working again as soon as possible, and within SLA times, issues may be 
escalated to Problem Management as soon as it is recognised that the SLA time may 
not be met. 
 
Problem Management .  A recurring incident may have a known cause.  By eradicating 
the cause of the problem, future incidents can be prevented.  Problems may be dealt 
with by the Service Desk, or by other areas of the IT Service, e.g. the Support Team 
may have to liaise with 3rd Party suppliers for resolution, the Business Development 
Team may be needed to specify a system enhancement, or the ICT Developers may 
need to make database changed.   
 
Communication with users via the Service Desk is essential to explain why a particular 
workaround may be in place, and to keep users updated as to the progress of the 
resolution. 
 
Change Management .  The resolution of a problem may require a change to a system, 
database, infrastructure or PC setup.  Changes are also required as a result of business 
need.  It is essential that changes are considered globally, and not in isolation.  For 
example, a change to one module of Saffron may affect other modules, and the addition 
or deletion of fields on one database may affect data that is required to be exported or 
reconciled with another system. 
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By controlling the changes in a documented manner the overall effect can be 
considered and agreed to prior to the change.  Change Managers in IT will be the 
Systems Manager (for changes to 3rd Party systems such as Saffron), and the ICT 
Manager for changes to the infrastructure and inhouse databases.   
 
Release Management   A change to a system will necessitate a new version to be 
released into the live environment.  Consideration will need to be given to ensure that it 
is possible to revert to a previous position should there be a problem with the new 
release.  This process also includes the communication to the user about the change 
that has occurred, and what they can expect from the new release.  The Business 
Development Officers will be responsible for managing release of new versions of 
software, and for the communication of other changes to users. 
 
Configuration Management   Using Touchpaper the Service Desk will have a database 
of all hardware in the company, the associated software and the user.  Auditing 
software will be utilised to ensure these details remain correct, and the status will be 
confirmed with each call to the Service Desk.  By maintaining an up to date database of 
assets, software and users a better service can be provided. 

Availability Management   On a day-to-day basis, Availability Management monitors 
the availability and reliability achieved and instigates remedial action to correct 
shortfalls.  The responsibility for Availability management will reside in under the ICT 
Manager.  This will be a clienting role. 

Capacity Management    It is important that there is capacity not just for current 
activities and usage, but also for the future.  For example, if more users will be using a 
system this should be planned for early so that there is no reduction in speed etc. .  
New projects, requirements, network storage and licences are covered under this 
heading.  The ICT Manager will have responsibility for this. 
 
Financial Management for IT Services .  The IT Management Team (Head of ICT 
Services, ICT Manager and Information Systems Manager) will have responsibility for 
managing the IT budget of the ALMO. 
 
IT Service Continuity Management    IT Service Continuity Management will be an 
important part of Hackney Homes Business Continuity Management plan.  As part of 
the ICT Strategy reciprocal arrangements with other local ALMOs will be explored 
during its development.  The responsibility for devising, maintaining and implementing 
the plan will reside in the IT Management Team. 
 
Security Management    The IT Service will seek to progress towards compliance with 
BS 7799 and will comply at all times with the LBH security policy.  All members of the IT 
Service will be responsible for working within the security policy, and for assisting users 
to do so. 
 
Benchmarking Services 
Hackney Homes ICT will input into the LBH Socitm benchmarking exercise as required 
in order to compare the cost and effectiveness of IT services provided across the 
organisation with other councils. 
 
In addition, Hackney Homes ICT Service will find other ALMOs who provide the majority 
of IT support in house, and compare services on quality and value for money grounds to 
ensure that the service offered to the company is competitive. 
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IT Training 
Hackney Homes has a dedicated IT Training Suite and IT Training Manager.  
The Training Suite has been accredited as an ECDL test centre, and was 
awarded a level A status in the 2005 audit.  (Moving up from level B in 2004). 

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

Training is provided on ECDL. 

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

Proposals will be developed to offer training to key tenants and Leaseholders. 

Project Based Working 
Hackney Homes ICT Service will manage all work which has a defined start and end 
(and is a task performed no less than yearly) as projects. 
All projects will be managed under the principles of Prince 2.  The management team of 
ICT are all trained in Prince 2.  
 

Projects, as a minimum, will have a scope agreed by the client (customer), and agreed 
milestones.  As well as quarterly reporting on performance on projects to Hackney 
Homes Management Team all project details will be regularly updated on the intranet so 
that clients can remotely check on project progress themselves. 
All projects will involve capacity, availability and change management processes of ITIL, 
as well as others where necessary. 
 

Map Based Information 
Hackney Homes ICT Service will support AutoCad throughout the company, expanding 
its use to non technical areas as a way of providing essential estate based information 
to all staff and customers. 
AutoCad and GIS will be used to made map based information available to customers  
and staff over the internet. 
 

Conclusion 
Hackney Homes IT Service works with all business units of the company to 
provide the best infrastructure and support necessary to deliver a 3* service 
to the residents of Hackney. 
The service will develop partnerships with other organisations to further this 
aim, and will explore the opportunities offered by joining up with other ALMOs 
and similar organisations to jointly deliver major projects. 
The service will explore the opportunities offered by the separation from LBH, 
and will include in its workplans the necessary research to ensure that 
existing and emerging technologies are exploited to the full to deliver services 
as from a private company, divorced from the restrictions of the parent 
authority. 
The service will use the opportunities and challenges to attract competent and 
skilled staff. 
The management team of Hackney Homes IT Service is committed to 
motivating and empowering its staff and using the performance management, 
supervision and appraisal frameworks  to ensure commitment to the delivery 
of  this strategy is apparent and sustained at every level.   
The IT Service is committed to the delivery of a 3* Housing Service to the 
citizens of Hackney. 
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Diversity and Equalities Action Plan 2007- 2010 
 
1.0 SUMMARY 

 
The purpose of the Diversity and Equalities Action Plan is to set out the strategic approach and 
broad actions that Hackney Homes intends to take over a 3 year period to meet the 
requirements of the Local Government Equality Standard (LGES) and commitments in the 
Hackney Homes Diversity & Equality Policy and Strategy, the Council’s Race Equality Scheme, 
Corporate Equality Plan, Disability Equality Scheme (a framework for achieving disability 
equality for disabled people and carers through Council Services) and any future equality 
schemes. 
 
This action plan is a working document that will be reviewed annually and explains how 
Hackney Homes will deliver services to residents, our employment practice, the steps we are 
taking and projects we are implementing to increase access to our services regardless of age, 
ethnicity, faith/belief, gender, disability or sexual orientation.  
 
It also demonstrates Hackney Homes commitment to carrying out an annual programme of 
Equality impact Assessments (EIAs) as an effective means of identifying existing or potential 
negative impacts, which are disadvantageous to identified diverse groups such as older or 
disabled people. EIAs can help to identify the specific needs of some diverse groups and then 
inform how services are planned, resourced and delivered in the future to ensure fair and equal 
access to our services. 
  
 
A copy of the draft Diversity and Equality Action Plan is appended to this report.   
 

2.0 
 
2.1 
 
 
 

RECOMMENDATIONS 
 
That the Committee notes the current draft of the Diversity and Equalities Action Plan 2007-
2010 and recommends that it be submitted to the Board of Hackney Homes for formal 
adoption. 
 

3.0 
 
3.1 
 
3.2 
 
 
3.3 
 
 
 
 
 
 

BACKGROUND  
 
In June 2006, the Board of Hackney Homes adopted an Equality and Diversity Strategy.  
 
The Action Plan addresses the six diversity strands of age, disability, gender, race/ethnicity, 
religion/belief and sexual orientation across employment and service provision responsibilities. 
 
The Action Plan is broken down into four sections: 
 

1. Leadership, Corporate Commitment and Governance 
2. Community Empowerment and Scrutiny 
3. Service Delivery and Customer Care 
4. Employment, Learning and Development    
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3.4 
 
 
3.5 

Hackney Council requires that each Directorate and its Partners such as Hackney Homes 
develop and implement a Directorate Equality Action Plan that is reviewed annually.  
 
The Hackney Homes Equality and Diversity Action Plan (2007-2010) was passed at the 
Hackney Homes Improvement Board on the 13th March 2007. 

4.0 
 
4.1 
 
 
4.2 
 
 
 
 
 
4.3 
 
 
 
 
 
 
4.4 

Importance to Hackney Homes 
 
The development of the Diversity and Equality Action Plan is a vital requirement of Hackney 
Homes, Equality and Diversity Strategy (2006).  
 
Hackney Homes has an important role within a national agenda and must meet its legal 
obligations. The Diversity and Equality Action Plan will help in meeting these requirements 
together with Key Line of Enquiry 31- Diversity, which will be used by the Audit Commission in 
assessing whether the service deserves two stars or more and the Statutory Code of Practice 
on Racial Equality in Housing.  
 
The Equality Standard for Local Government is a nationally recognized framework, which is 
used to assess a Council’s performance in terms of equality and diversity best practice. 
Hackney Council achieved Level 2 in November 2006; Hackney Homes aims to achieve Level 
3 by January 2008. Level 3 focuses on target setting to deliver equality objectives for both 
employment and service delivery. The Action Plan outlines the steps that Hackney Homes 
needs to take to achieve this objective. 
 
The Council and Hackney Homes are assessed against 14 national and locally set equality 
Best Value Performance Indicators (BVPIs). For example, Hackney Homes reports to the 
Council specifically on BVPI 164 (CRE Code of Practice for Racial Equality in Housing and 
Good Practice Standards for tackling Racial Harassment) and contributes to a number of other 
equality related BVPIs.  
 

5.0 
 
5.1 
 
 

Development of the Action Plan  
 
The draft Action Plan has been developed in consultation with key Hackney Homes staff, 
Hackney Homes Equality and Diversity Group and the Council’s Equality Team.    
 

6.0 

 

CONCLUSION 
. 
This Action Plan is a detailed document, defining the tasks and commitments that must be 
prioritised to give effect to the Hackney Homes Equality and Diversity Strategy both in terms of 
service delivery and staff provision.  
 
Contact Officer: Tom Hogan 
 
 
Originating officer: Belinda Jones, Policy Officer 
 
 
Background and supporting Information: Draft Hackne y Homes Diversity and Equality Action Plan 2007-
2010 ( March 2007) 
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PART ONE LEADERSHIP, CORPORATE COMMITMENT AND GOVERNANCE 

 
 
 STRATEGIC 

OBJECTIVES 
ESLG 

LEVEL & 
KEY 

DRIVERS 

ACTIONS OUTCOMES LEAD WHEN STATUS 

 
1.1     Defining our vision, values, aims and objec tives 
 
 
1.1.1 

 
. 

 
KLOE 31.1 
ESLG Level 
2 
CRE Code 
of Practice 
on Racial 
Equality in 
Housing 

 
Define vision, values, aims 
& objectives within E&D 
Policy; 
Publish E&D Strategy & 
Action Plan; 
Make Strategy & DEAP 
widely available. 

 
Published E&D Strategy that is 
appropriate & understood 
throughout the organisation; 
Policy, Strategy & DEAP 
widely circulated &accessible; 
Commitment to E&D is 
mainstreamed across all HH 
activities; 
All requirements of E&D 
agenda addressed in DEAP. 
 

 
SN 

 
Year 1 
 
 
 
 
 
 
 
 
 

 
Mission Statement; 
values & key objectives 
defined &shared. Policy, 
Strategy published April 
06;  
Strategy & summary 
circulated widely; 
Article in HH News, April 
06;Board 22.5.06.Policy 
available to all staff on 
the Staff room, HH 
Intranet, Human 
Resources page; 
Action Plan ‘Bridging the 
Gap’ produced April 06;  
Strategy summary to be 
placed on Intranet virtual 
library- Feb 07 
To be available on HH 
website; Feb 07 
Revised Action Plan is 
WIP. 
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1.2       Target Setting 
 
 
1.2.1 

 
 

 
ESLG Level 
3 
KLOE 31.1 
KLOE 31.2 
 
 

 
Set equality objectives for 
employment, pay & service 
delivery based on impact and  
needs, requirements, 
assessment & consultation for 
all 6 equality strands; 
Translate objectives into 
Action Plans with specific 
targets; 
Develop information systems 
to enable progress in 
achieving targets to be 
monitored; 
Set timetable for and start 
action on achieving targets. 

 
Challenging targets, 
consistent with current 
equality legislation & Codes 
of Practice are set & 
addressed in Action Plans; 
Information & monitoring 
systems developed to assess 
progress in achieving targets; 
Action started to achieve 
targets.  
 
 
 
 

 
HHMT/NI
/ Finance 
& 
Resource
s 

 
Year 1 

 
E&D addressed within 
Service Standards; 
Standards promoted; 
including feature in Top 
Storey Autumn 06. 
Target setting is WIP. 
 

 
1.2.2 

  
ESLG Level 
3 
 
 

 
Seek agreement on equality 
targets &PIs with SUs & local 
partners. 

 
SUs and partners input to 
development of E&D targets. 

 
SN 

 
Year 1 

 
Consultation re targets 
setting is WIP. 
 

 
1.2.3 

  
ESLG Level 
3 
 

 
Establish mechanisms for 
ensuring that equality targets 
are met by suppliers. 

 
All contracts contain 
compliance clause on equality 
practice; 
Contracts meet equality 
targets; 
Mechanisms in place for 
contract monitoring. 

 
Finance 
& 
Resource
s/HHMT 

 
Year 1- 
2 

 
Year 1(set) 
Year 2 (monitor) 
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1.3     Meeting the Requirements of Legislation, Co des of Practice and Guidance 
 
 
1.3.1 

  
ESLG 
framework 
Progress 
towards 
achievement 
of all (5) 
Levels of 
ESLG 
standard; 
 

 
Attain Level 2 & maintain 
thereafter; 
  

 
Level 2 retained; 
 
 
 

 
DOH/ 
E&D 
Lead 
Contacts 
All staff 
 
 
 
 

 
 2006 
 
 
 
 

 
ESLG Level 2 attained. 
 
 
 

     
  Attain Level 3; 
Apply framework to 
compulsory diversity strands 
(ethnicity, gender and 
disability); extend to age, 
religion/ belief & sexual 
orientation. 

 
Level 3 achieved; 
 

 
DOH/ 
E&D 
Lead 
Contacts 
All staff 
 

 
Year 1 

 
ESLG Level 3 is WIP. 
 
 
 
Strategy & DEAP 
address all 6 equality 
strands. 
Service focus on all 6 
strands is WIP. 

 
1.3.2 

 
 
 
 
 
 
 
 

 
BVPIs, listed 
in Appendix 
9 of E&D 
Strategy 

 
Ensure that Strategy & 
DEAP address BVPIs. 

 
BVPIs addressed.  

 
BJ 

 
Year 1 
 
 

  
Strategy addresses 
BVPIs. 
DEAP seeks to reflect 
Best Practice. 

 
1.3.3 

 
 

 
Respect 
agenda 

 
Implement ‘Respect’ agenda. 

 
Positive behaviour in the 
community promoted. 

 
ASB 
Strategy 
Group. 

 
Year 1 

 
HH has committed to 
implementation of the 
Respect Standard. 
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1.4     Effective Governance 
 
 
1.4.1 

 
 
 

 
KLOE 31.1 
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
 

 
Put appropriate Governance 
arrangements in place; 
Define Responsibilities in 
E&D Strategy & DEAP. 
 

 
Established: 
Board E&D lead, 
Lead Officer in HHMT, 
E&D Policy Officer, 
Exec. &Wider Equalities 
Groups;  
Access to staff Diversity 
Forum. 

 
Finance 
& 
Resourc
es(Gov) 

 
2006 

 
E&D Board Lead HH 
Lead Officers 
designated; 
E&D Exec & Wider 
Groups established; 
Post of E&D Policy 
Officer 
established/recruited; 
Staff can attend council 
Staff Diversity Forum. 
 

 
1.4.2 

  
KLOE 31.1 
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
 
BVPIs 
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
 
 
 
 

 
Implement clear, fair, 
innovative, recruitment 
procedures for appointment of 
Board members & other 
leaders;  
Ensure targets are set so that 
Board represents the 
community served, including 
new/emerging communities; 
Monitor composition of Board 
by racial group & other 
diversity strands. 

 
Transparent recruitment 
procedures for Board 
members in place; 
Targets are met and Board 
membership represents 
community, including new/ 
emerging communities;  
Board members included in 
equalities monitoring. 
 

 
Finance 
& 
Resourc
es(NI)  

 
Year 1- 
3 

 
Tenant residents on 
Board (6) selected by 
residents; 
Board broadly represents 
the community served; 
Governance 
arrangements reviewed 
by external consultants; 
Focus on new/emerging 
communities; 
Regular monitoring. 
Profiling/target setting for 
Board membership is 
WIP. 
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1.4.3 

  
KLOE 31.1 
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
 
ESLG Level 
3 

 
Ensure all Board members 
understand the E&D agenda, 
are aware of their 
responsibilities under the 
RRA & receive E&D 
awareness training; 

          Provide information & appropriate 
training on Action Plans to support 

scrutiny process. 

 
Board members receive E&D 
training; 

Board is aware of Action 
Plans/targets for employment & pay 

equality;  
Board has information & 

appropriate training on DEAP to 
support scrutiny process. 

 
Finance 
& 
Resourc
es(NI) 
 

 
Year 1 

 
Equalities issues are 
addressed within the 
Governance Resource 
Pack issued to all Board 
members. 
Board E&D training is 
WIP. 
Cross ref. Learning & 
Development (4.5.1) 

 
1.4.4 

  
KLOE 31.1 

 
Ensure staff are clear where 
the organization’s leaders 
stand on questions of racial 
equality. 

 
Responsibilities are defined 
and understood throughout 
the organisation. 

 
HHMT 

 
Year 1 

 
Strategy and DEAP 
address roles & 
responsibilities; 
Strong messages in staff 
conference, meetings 
and newsletters. 

 
1.4.5 

  
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing/ 
RRA 

 
Introduce formal induction 
procedures for all Board 
members & staff in decision 
making roles, to include 
meeting their responsibilities 
under the RRA. 

 
Board and staff equipped to 
actively advance the E&D 
strategy. 

 
 
Finance 
& 
Resourc
es(NI/SN
) 

 
Year 1 

 
All staff undergo 
induction training and 
E&D awareness training.   
Board E&D induction 
training is WIP. 
Cross refers to 4.5.1 & 
4.5.2 below. 

 
1.4.6 

  
RRA 
 
ESLG Level 
3 

 
Present detailed progress 
reports on DEAP to 
HMT/Board at frequent, 
regular, intervals.  

 
HMT/Board endorse and 
monitor progress against the 
Strategy/DEAP and set new 
directions when needed. 

 
BJ 

 
Year 1- 
3 

 
E&D Strategy approved 
by Board in June 06; 
Reporting timetable 
agreed; 
HR reports presented; 
Reporting cycle agreed: 
HHMT quarterly; Board 
bi-annually. 
Service Reports 
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presented. 
 
 
1.5     Implementation of the Strategy 
 
 
1.5.1 

 
 

 
KLOE 31.1; 
ESLG 
framework; 
CEP; RES; 
DES; 
Gender 
Equality 
Scheme 
(planned). 

 
Actively challenge 
discrimination on any 
grounds; 
Promote HH’s commitment to 
diversity & equality to service 
users & stakeholders. 
 
 

 
HH commitment to E&D is 
publicised, reinforced & 
shared. 

 
HHMT 

 
Year 1- 
3 
 

 
Implementation Strategy 
and Action Plan 
developed; 
Improvement Plan 
themes include 
‘Customer Focus’; 
E&D issues in articles 
in:- 
Staff Bulletin Sept 06; 
Top Storey Winter 06 
(promotion of People & 
Culture Group); 
Improvement Bulletin Jan 
07. 

 
1.5.2 

  
ESLG Level 
2 

 
Coordinate with Race 
Equality Scheme (RES) 

 
All RES requirements are 
addressed within the DEAP 

 
LBH 
Housing 
Services/ 
TH/BJ 

 
Year 1- 
2 

 
Requirements addressed 
in DEAP. 
 

 
1.5.3 

  
ESLG Level 
3 
 

 
Develop a strategy for all 
designated community staff & 
stakeholder groups to 
participate in the development 
of equality objectives, service 
design & development 
practice; 
Circulate Action Plans with 
explicit objectives to 

 
All stakeholders have the 
opportunity to input to 
Strategy and DEAP. 
 

 
SN/TH/B
J 

 
Year 1 

 
E&D Strategy 
Consultation events held 
with key stakeholders 
May 06; 
E&D Executive and 
Wider Groups 
established; meet on 
monthly & quarterly 
basis. Trade Unions & 
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designated community, staff & 
stakeholder groups. 

HR attend Wider Group 
Meetings. 
Involvement in 
development of DEAP is 
WIP. 
Cross refers to 2.1.1 
Draft report March 07 
Staff Event 
Stakeholder Event 
 

 
1.5.4 

  
ESLG Level 
2 

 
Publish Strategy/Action Plan 
in range of formats; 
Share E&D Policy & Strategy 
with all partners 

 
All partners are aware of/have 
contributed to E&D Strategy  

 
SN/TH/B
J 

 
 2006 
 
 
 
 2007 

 
Strategy summary 
distributed. Publicity in 
staff and resident 
newsletters. April 06 
Strategy summary to be 
made available on HH 
Website/ virtual library & 
in range of formats. Feb 
07 

     
Diversity & Equality Action 
Plan (DEAP) 

  
Year 1- 
3 

DEAP  
Review annually with 
Service Managers and 
E&D Lead Contacts 

 
1.5.5 

  
ESLG Level 
2 
ESLG Level 
3 
Statutory 
Code of 
Practice on 
Racial 
Equality in 

 
Allocate adequate resources 
to deliver E&D agenda & 
achieve targets; 
Establish post with specific 
responsibility for Equalities 
and Diversity agenda; 
Undertake initiatives in a 
manner consistent with 
‘efficiencies’ agenda.   

 
Post established to 
implement/promote/ 
mainstreaming E&D within all 
HH services; overview 
delivery of E&D Strategy & 
monitor progress against 
objectives & targets; 
Resources agreed & are 
adequate to support E&D 

 
SN/TH 

 
Year 1  

 
BJ Appointed to post of 
Policy Officer E&D. Oct 
06 
BJ Reports into E&D 
Group, HHMT & Board. 
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Housing 
Gershon3 

 agenda; 
Efficiency underpins E&D 
action planning 

 
1.5.6 

   
Identify an ‘E&D contact’ in 
each NHO/HH, division, to 
take lead, co-ordinate & 
promote E&D initiatives. To 
achieve consistency, each to 
be a member of HH E&D 
Group. 

 
NHO leads identified for each 
discrete service area/are 
members of E&D Group. 

 
TH/BJ 

 
Year 1 

 
Reps from each discrete 
service area are 
members of Wider 
HHEDG. 
 
 

 
1.5.7 

  
DEAP 

 
Include E&D objectives & 
targets in all appraisals, 
business/operational  plans 
and in Service Development 
Programme;  
Measure success. 

 
E&D mainstreamed within all 
areas of service delivery & 
within Service Improvement 
Programme; 
Greater Levels of resident 
satisfaction; partner 
awareness & commitment. 

 
ALL 

 
Year 1- 
3 

 
Resident satisfaction 
Levels improving 
generally; gap in 
satisfaction between 
BME/non BME residents 
reducing. 
 

 

                                            
3 Sir Peter Gershon's review of public sector efficiency  and required efficiency savings defined in subsequent Public Sector  Spending Review 2004 
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1.6    Contributing to the Broader E&D Agenda 
 
 
1.6.1 

 
 

  
National 
Participate in government 
consultation in relation to E&D 
agenda. 

 
HH contribution made. 

 
SN/TH 

 
Year 1- 
3 

 

 
1.6.2 

   
Regional 
Develop regional partnership 
working; Attend London 
Councils E&D Group, LGBT 
Policy Group, East London 
BME Housing Partnership. 

 
 
Joint initiatives/forums 
developed; partnership 
approach to meeting needs & 
assisting minority 
communities to break out of 
isolated clusters; social 
inclusion promoted. 

 
 
BJ 

 
 
Year 1- 
3 

 
 
London Councils E&D 
Group, LGBT Policy 
Group, East London 
BME Housing 
Partnership meetings 
attended. 
Forums 

 
1.6.3 

  
CEP 
ESLG Level 
3 

 
Local 
Integrate with Corporate 
Equalities Strategy & related 
initiatives; 
HH representative on 
Corporate E&D team. 

 
HH E&D Strategy is 
consistent with CEP; 
Sharing of good practice 
across the Council and with 
external bodies is facilitated.  

 
SN/TH/B
J 
 
 
 
 

 
Year 1 

 
HH E&D Strategy 
consistent with LBH 
Strategy (CEP); 
CEP requirements in 
DEAP; 
Mayor’s Priorities & 
Council Key Objectives 
included within HH 
launch information for 
staff; 
BJ is a member of 
corporate team.  
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1.7     Promoting Community Cohesion and Integratio n and Celebrating Diversity 
 
 
1.7.1 

 
 

 
Cantle 
 
KLOE 31.4 

 
Link with & promote 
regional/national events which 
celebrate diversity; 
Promote community events, 
including Awareness Days, 
Fun Days; 
Sponsor events, in 
partnership with other 
agencies/representative 
groups; 
Celebrate diversity of 
communities in HH publicity & 
on HH website. 

 
National, regional and local 
Diversity initiatives promoted; 
Estate events celebrate 
diversity; 
Success monitored. 
 
 

 
Finance 
& 
Resourc
es/Com
ms 
Team 

 
Year 1- 
3 

 
A range of events 
promoted in HH 
newsletters; 
Publicity/request for staff 
views on Community 
Cohesion in 
Improvement Bulletin Jan 
07; 
NE Neighbourhood 
Wardens Team award for 
community commitment 
publicised in HH News, 
Aug 06; 
Active Residents Awards 
introduced; promoted in 
HH News, Sept 06; 
Cross ref. Service Focus 
– Young People’. (3.10) 
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PART TWO: COMMUNITY EMPOWERMENT AND SCRUTINY 
 
 
 STRATEGIC 

OBJECTIVES 
ESLG LEVEL 

& KEY 
DRIVERS 

ACTIONS OUTCOMES LEAD WHEN STATUS 

 
2.1         Community Empowerment 
 
 
2.1.1 

 
 

 
KLOE 31.3 
KLOE 31.4 
DES 
ESLG Level 3 
Cantle 

 
Establish and promote a 
positive ‘vision statement’ for 
resident engagement. 
 

 
Strong HH engagement 
message developed & 
published. 
 

 
TP Team 
(VW) 

 
Year 1 
 

 
Cross refers to 
Implementation of the 
Strategy (1.5.3). 
Board 
April 07 

 
2.1.2 

  
As 2.1 

 
Review consultation & 
participation policies;  
Develop Engagement 
Strategy, including 
informal & formal 
consultation & participation 
structures, 
focus groups & surveys. 

 
Engagement Strategy 
commissioned & 
implementation. 
 
 

 
CT/VW 

 
Year 1- 
2 

 
Review of Resident 
Involvement undertaken 
by Hounslow Homes; 
publicised in HH Bulletin 
Sept 06; 
Interim Report produced 
Sept 06. 
Review completed Jan 
07, consultation in 
progress 

 
2.1.3 

  
As 2.1 

 
Maximise involvement of     
all tenants, leaseholders and 
service charge payers; 
Enable all residents to 
participate in the 
development of E&D 
objectives & targets; service 
design, procurement & 

 
All service users, including 
minority and marginalised 
groups, influential in informing 
and monitoring service 
provision; 
Service users actively 
involved in procuring & 
reviewing services; 

 
TP 
Team(C
T) 
NHO’s 

 
Year 1- 
3 

 
Residents involved in 
procurement of re-
tendered housing 
management services 
Outcome, Review & 
consultation. 
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employment practice; 
 
 
 
 

determining priorities, setting 
targets & employment 
practice. 
 
 

 
2.1.4 

  
ESLG Level 3 

 
Make provision of language 
services appropriate to 
designated consultation & 
scrutiny groups 

 
Appropriate language, 
translation *& interpreting 
facilities in place for 
consultation; 
Buildings & facilities used in 
consultation & scrutiny 
accessible to all potential 
users. 

 
TP Team 

 
Year 1- 
3 

 
Language Line In place; 
Minicoms in NHO’s; 
Translations undertaken 

 
2.1.5 

  
As 2.1 

 
Through EIA, identify any 
barriers which limit 
participation in decision-
making structures. 
 

 
Barriers identified and 
removed; structures in place 
secure the involvement of 
reps. of all groups. 

 
CW/VW 

 
Year 1 

 
 

 
2.1.6 

  
As 2.1 

 
Consult organisations in a 
range of ways, to reach all 
members of the community 
in a way which best suits 
them; 
Link with Team Hackney & 
other, relevant initiatives; 
Consult widely when 
planning local events. 
 

 
Appropriate consultation 
techniques developed, (using 
corporate guidance) to 
improve knowledge of 
residents’ needs; 
The best ways of engaging all 
sections of the community 
identified & promoted; 
HH’s local role, events and 
programmes agreed with 
service users & partners;  
Resources applied effectively 
to promote inclusion; 
Initiatives promoted in HH 
publications. 

 
TP Team 

 
Year 1- 
3 

 
 
Resident Involvement 
Plan, Neighbourhood 
Fun Days and 
Community Based 
Forums publicised in HH 
News, Dec. 06; 
Involvement Survey 
accompanied Annual 
resident survey; related 
publicity in HH News 
Sept 06; 
 Estate Walkabouts 
promoted in HH News, 
Sept 06; 
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‘’Extraordinary 
Residents’ – promoting 
individual involvement, 
article in HH News April 
06. Training of residents 
groups; review will 
develop further. 

 
2.1.7 

  
As 2.1 

 
Promote resident 
Involvement through 
community based forums. 
 
 
 

 
Forums introduced & 
supported; regular meetings 
held with representatives. 

 
TP 
Team(C
T) 

 
Year 1- 
3 

 
A range of community 
based forums in place; 
Turkish Forum promoted 
in HH News, Aug 06. 
Cross refers. ‘Access at 
[3.5] 

2.1.8    
Publicise opportunities for 
resident engagement within 
sign-up packs, in 
neighbourhood offices, 
newsletters & place 
information on display in 
NHOs. 

 
Opportunities publicised 

 
TP 
Team/ 
NHOs 
 

 
  2006  

 
Posters in NHO’s. TRA 
details given at sign-up. 
Focus Groups promoted 
in HH News, Aug 06. 
Woodbury Down 
Consultation Team/ 
consultation activities 
promoted in HH News, 
Aug 06. 

 
2.1.9 

  
E&D Strategy 

 
Approve policy for 
reimbursing costs of 
attending consultation 
events;  
Apply consistently across all 
consultation groups 
/meetings. 

 
Appropriate funding provided 
to enable robust service user 
involvement. 

 
SN/CT 

 
Year 1 

 
 

 
2.1.1
0 

  
BVPI 75 

 
Monitor tenant satisfaction 
with opportunities for 
participation & decision 

 
Success in engaging with all 
sections of the community is 
monitored. 

 
SD 
Team 

 
Year 1- 
3 

 
Mori Results 53% 
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making (broken down by 
BME & non-BME tenants. 

 
2.1.1
1 

  
 

 
Establish internal targets to 
provide a timely response to 
all feedback received; 
Respond to feedback 
formally, through established 
forums/ groups & informally, 
through HH newsletters and 
website. 
Establish mechanisms to 
report feedback received & 
action taken. 

 
Internal targets developed 
which ensure timely response 
to all feedback received; 
Feedback reported through 
formal structures; 
Action taken reported in HH 
newsletters/on website. 

 

 
Custome
r Care 
Group/ 
Comms 
Team/ 
CT 

 
Year 1 

 
Consultation Strategy to 
be finalised. 

 
2.1.1
2 

   
Review use of/& standardise 
feedback forms in reception 
areas; Provide in translation 
& in a range of formats. 

 
Manner of obtaining 
feedback reviewed; 
Feedback maximised. 

 
Custome
r Service 
Group/S
D Team 

 
Year 1 

 
Results: TH Report 
27.2.07 
 

 
2.1.1
3 
 

   
Deploy a range of 
techniques to test service 
quality & implementation of 
E&D Strategy. 

 
Range of service testing 
techniques in place; Results 
used to evaluate E&D 
Strategy & initiate necessary 
change.  
 

 
SD 
Team 

 
  2006 

 
Mystery Shopping (MS) 
& Complaints analysis in 
place; results monitored 
to identify E&D issues; 
MS involves residents 
from all ages, ethnic 
backgrounds & abilities. 
Reports to SMT and 
Board? 

 
2.1.1
4 

  
Respect  
Standard 

 
Review Estate Plans, 
enabling all residents to input 
to community development, 
as extension of Decent 
Homes project. 

 
Estate Plans introduced. 

 
NHO’s 

 
Year 1 

 
Estates in each of the 
NHOs piloting (Phase 1) 
of Estate Plans; publicity 
in HH News, Sept 06. 
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2.1.1
5 

Macpherson 
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
 

Ensure all existing/new 
TMOs adopt HH E&D Policy; 
Encourage tenant/ 
resident organisations to 
implement an effective E&D 
policy; 
Within criteria for granting 
recognition to resident 
groups, impose requirement 
of open access for all 
groups.  Provide help to 
meet this requirement. 

TMOs implement E&D Policy; 
Members of SU groups 
representative of all members 
of the community; 
Membership from all 
communities maximised; 
Access to participation in 
resident groups promoted 
within all groups in the 
community. 

TP Team 
(CM) 

Year 1 Residents Group has 
been given E&D training 
and model TRA. 
Consultation includes 
equality clauses/section. 
Appropriate section 
approved in DCLG. New 
management to be 
adopted 

 
2.1.1
6 

   
Review Resident Assn. 
funding policy, link funding to 
achievement of diversity 
amongst membership and to 
open access to community 
halls/clubrooms for the whole 
community. 
 
 

 
Funding policy reviewed. 
Review of RA/TA 
membership; 
Review of usage of HH 
funded community facilities. 

 
Housing 
Service 

 
Year 1 

 
 

 
2.1.1
7 

   
Seek methods of involving 
residents in the production of 
service information: e.g. 
piloting leaflets; input to 
newsletters; designing 
posters & in design/ content 
of Annual Tenants’ Survey 

 
Resident involvement in 
provision of information which 
is fit for purpose  

 
Comms 
Team/  

 
Year 1- 
3 

 

 
2.1.1
8 

  
KLOE 31.3 
ESLG Level 3 

Implement equalities 
monitoring of halls’ usage. 
Review usage of community 
halls. 

 

 
Monitoring introduced. 
Trends in usage reviewed. 
Resources are tailored to 
local needs. 

 
TH 

 
Year 1 
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2.2     Community Learning and Development 
 
 
2.2.1 

 
 

 
KLOE 31.1/  
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
 

 
Support resident 
representatives to determine 
their training requirements;  
Provide E&D awareness 
training for resident 
representatives & training to 
address their legal 
responsibilities under the 
RRA. 

 
Resident representative’s 
suggest/attend/promote 
training programmes. 
 

 
TP 
Team(V
W) 

 
Year 1- 
3 

 
Annual Training 
Programme for resident 
reps. Delivered- modules 
include equality & 
diversity  
 

 

 
2.2.2 

   
Implement Positive Action 
Training Scheme, in 
partnership with RSLs, to 
offer housing skills to local 
residents. 

 
Consider scope of scheme; 
Discuss with HM 
partners/RSLs; 
Seek funding4. 

 
Finance 
& 
Resourc
es(Huma
n 
Resourc
es/ L & 
D) 

 
Year 2 

 
HH participating in LBH 
Phoenix initiative. 
 

 
2.2.3 
 

  
Local 
initiative 

 
Through partnership 
initiatives, provide a range of 
estate based training5 . 
 

 
Additional training and 
employment opportunities for 
local communities; 
Opportunities promoted. 

 
SD 
Team(JL
)/UXL 
 
 
 
 

 
 2006  
 
 

 
Open Days promote 
training opportunities; 
. 

      
 

 
 

 
 

                                            
4 NRF funding may be available - if scheme assists borough to meet Employment PSA targets. 
5 Training offered includes: Sound Engineering, Cisco, Advance Diploma and Security. 
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SD 
Team(JL
)/UXL 

Year 1 
 

Partnership in place with 
training charity-UXL on 1 
estate.  3 additional 
estates to be included ;  
Initial training for 29 
people completed, 46 
more registered; 
UXL biding for additional 
funding for training for 
200 BME young people; 
I. permanent work 
placement attained; 
2. estate based language 
courses delivered in 
partnership with the 
Learning Trust6; 
Publicity in Top Storey 

 
 
2.3     Diversity of Service User Involvement Group s 
 
 
2.3.1 

 
 

 
KLOE 31.3 
Cantle 

 
Ensure that the diversity of 
SUs involved in influencing 
services is representative of 
the community; 
Monitor/report on the 
breakdown of SU 
involvement in groups, 
forums & focus groups by all 
equality strands and location, 
including gypsies/ travellers 
and new groups such as 
migrant workers; 

 
Targets set, attained and 
monitored; 
Equalities monitoring in place 
for all active groups; 
Diverse views are 
represented & needs are 
understood; 
The changing community is 
reflected in representative 
structures. 
 
 

 
SD 
Team/TP 
Team 
(CT) 

 
Year 1- 
2 

 
 
Dependent on outcome 
of Resident Involvement 
Review; once range of 
consultation 
arrangements known, 
targets will be set. 
 

                                                                                                                                                                                                                                           
6 The Learning Trust delivers education services in Hackney. 
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Maximise representation 
across all groups;  
Act to achieve a better 
balance where any particular 
group(s) is under-
represented; 
Demonstrate action taken; 
Work with/ensure 
representation of any ‘new 
groups’ (e.g. EU accession 
counties). 

 
2.3.2 

   
Upgrade Saffron database to 
provide capacity to store 
Tenant & Resident Assn 
equalities monitoring data.  

 
Saffron upgraded. 

 
IT/SD 
Team 
TP Team  

 
Year 2 
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2.4     Complaints 
 
 
2.4.1 

 
 

 
RE Code of 
Practice on 
Racial 
Equality in 
Housing 
 

 
Ensure that all SUs are 
aware of how to make a 
complaint, if they believe 
quality of service provided 
was affected by their racial 
group/other factor. 

 
Complaints procedures are 
promoted/easily accessible by 
all members of the 
community. 
 

 
Complaints 
Team(AJ
) 

 
 2006 

 
Website/Kiosk/HH news/ 
Updated Complaints 
booklet Sept 06. Includes 
Translation strap line and 
SU Feedback Form 

 
2.4.2 

  
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
EIA Outcome 
(Repairs Oct 
06) 
 

 
Review use of Respond and 
manner of reviewing 
complaints data; 
Analyse complaints, 
Members’ enquiries and 
other feedback received, to 
identify any trends related to 
diversity strands; 
Ensure complaints/other 
feedback monitored by all 6 
equalities strands; 
Set service targets, based on 
any significant equalities 
disparities revealed through 
complaints monitoring. 

 
Review completed; 
Complaints monitored by all 6 
strands; 
All feedback reviewed, to 
identify trends related to 
diversity of SUs and to inform 
target setting and changes to 
policies & service delivery; 
Feedback to residents in HH 
newsletter. 

 
Complaints 
Team(AJ
) 

 
Year 1- 
2 
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PART THREE:  SERVICE DELIVERY AND CUSTOMER CARE 
 

 STRATEGIC 
OBJECTIVES 

ESLG LEVEL 
& KEY 

DRIVERS 

ACTIONS OUTCOMES LEAD WHEN STATUS 

 
3.1      Service User Profiling 
 
 
3.1.1 

 
 
 
 
 
 

 
KLOE 31.2 

 
Complete SU profiling 
exercise; 
Extend monitoring to 
address all diversity strands; 
Develop systems to keep 
resident profiles up to date; 

 
. 
 
 

 
Profiling complete; 
Clear understanding of 
customer base; 
Data is kept up-to-date. 
 

 
SDTeam 
Service 
manager
s/HM 
Partners 
 

 
Phase 
1 2006  

 
 
 
 
 
 
 
 
 
 

 
2006/07 Tenant Survey 
utilised expanded 
ethnicity profile; 
Telephone ethnicity 
survey completed; 
Awareness of 92% 
tenant ethnicity known 
(60% from BME groups);  
Follow up work initiated; 
Records entered onto 
computer database. 
. 

      Phase 
2 Year 
1 

Targeting hard to reach 
groups 
Tenant Survey to be 
extended to language of 
choice and vulnerability.  
Profile monitoring at 
COT7 to be introduced 

 
3.1.2 

  
As above 

 
Use profile data strategically, 
to develop policies, 
procedures & targets & to 

 
Profile information assists 
service delivery by all 
partners. 

 
All 

 
Year 1- 
2 

 

                                            
7 Commencement of Tenancy 
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identify communication 
requirements of hard-to-
reach groups. 
 
 

 

3.1.3   
As above 

 
Enter information onto IT 
database; 
Make IT systems accessible/ 
information available to front-
line staff & contractors. 

 
IT based information is kept 
up-to-date; supports strategy 
development & service 
delivery. 
 
 

 
SDTeam/
IT 
 

 
Year 1- 
2 

 
 

3.1.4    
Undertake postal 
leaseholder & freeholder 
profiling exercise 

 
Profile includes all HH service 
users. 
 

 
SDTeam/ 
L&IS 

 
Year 1- 
2 

 
Leaseholder & 
Freeholder postal survey 
(to 9000 residents) 
undertaken. 

 
 

  
 

 
 

 
 

 
 

 
 

 
Tenant profile survey to 
be completed as part of 
annual visit. 

 
 
3.2      Equalities Monitoring 
 
 
3.2.1 

 
 

 
ESLG Level 3 
 
 

 
Provide guidance to staff & 
partners on the manner in 
which information should be 
managed for equalities 
monitoring. 

 
Guidance issued and 
followed. 

 
SDTeam/ 
All 
Manager
s 

 
Year 1 

 

 
3.2.2 

  
KLOE 31.2 
 

 
Establish, monitor and report 
regularly to HHMT & Board E 
& D performance and trends 

 
Targets agreed; 
Monitoring undertaken. 

 
TH/BJ 

 
HHMT: 
Quarterly  
Board: 
Bi-

 
Reporting cycle agreed. 
Quarterly Complaints 
reports to Board. 
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against the 6 equalities 
strands. Include: 
 
·  Satisfaction Levels 
·  Formal Participation 

Levels 
·  Response to 

surveys/other 
consultation 

·  Complaints 

annuall
y 
  

Analysis of Complaints 
by all 6 strands is WIP. 
 

 
3.2.3 

  
ESLG Level 3 

 
Set timetable for 
creating/adapting information 
& monitoring systems across 
all service areas; 
Provide HH staff & partners 
with guidance on information 
management for equality 
measurement & monitoring. 

 
Guidance, consistent with 
corporate approach, issued. 
Information & monitoring 
systems support 
implementation of DEAP. 

 
TH 

 
Year 1 

 
 

 
3.2.4 

   
Introduce the corporate, 
expanded, equalities 
monitoring form sensitively; 
Provide clear advice about 
how the information will be 
used; Publicise in advance of 
introduction. 

 
Monitoring consistent with 
corporate approach; 
Profile SUs against all 6 
diversity strands; 
Information obtained used to 
improve service delivery. 

 
SDTeam 
(TH/BJ) 
/NHO 
service 
manager
s 
 
 

 
Year 1 

 
New, corporate, 
monitoring form 
introduced in NHOs. 
Use of new form for 
complaints monitoring is 
WIP. 
 
 

 
3.2.5 

  
ESLG Level 3 

 
Establish monitoring of 
contracts to secure service 
delivery targets 

 
Action on achievement of 
targets monitored. 

 
Cont. 
Monitorin
g Team 
 

 
Year 1 

 
 

 
3.2.6 

   
Report performance reported 
in newsletters, on website, 

 
Results shared with residents 
& partners; 

 
Comm. 
Teams/T

 
Year 1 

 
 



 

                                                                               Item 11 – Appendix A 

 

intranet 
& in Annual Report. 
 

Feedback used to work with 
residents & agree 
Targets/PIs. 

P Team/ 
SD Team 

 
3.2.7 

  
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
 

 
Review mystery shopping 
(MS) outcomes; 
Ensure future participants 
are representative of all 6 
equality strands. 

 
Outcomes reviewed & inform 
service development; 
Future (MS) initiatives involve 
reps. of all community. 

 
SD Team 

 
Year 1 

 
Mystery Shopping & 
ccomplaints analysis in 
place;  
Results monitored to 
identify E&D issues; 
Reports to HHMT and 
Board. 

 
3.2.8 

  
Macpherson 

 
Investigate whether 
complaints of racial 
discrimination &/or 
harassment by staff are 
under-reported. 
 

  
Finance 
& 
Resource
s 
(Human 
Resource
s) 

 
Year 1 

 

 
3.2.9 

   
Undertake tenant ‘exit 
surveys’. 

 
Feedback routes expanded. 
 
 

  
Year 2 

 
 

 
 
3.3      Equality Impact Assessments 
 
Cross refers to EIA issues within Service Focus-  sections (3.10 – 3.17 below) 
 
3.3.1 

 
 

 
KLOE 31.1 
KLOE 31.4 
 
ESLG Level 
3. 
 
 

 
Implement & prioritise a 
programme of EIAs for all 
existing policies & practices; 
Link programme to Service 
Improvement Review 
programme; 
Systematically involve staff & 

 
Robust EIA programme is in 
place & implemented; 
All key stakeholders input to 
programme; 
Equalities targets & DEAP 
reflect outcomes of EIAs. 
 

 
HHMT/ 
All 
Manager
s 

 
2006  
Phase 
1 (06) 
 
 
 
 

 
EIA training needs 
reviewed; 
Training implemented 
EIA tools issued; 
EIA 2006 programme 
agreed; 
EIA priorities identified; 
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stakeholders in EIAs, self 
assessment and equality 
planning. 
 
 

  
 
 
 
 
 
 
 

Phase I completed;  
EIAs completed for Rent 
Arrears Policy (May 06), 
Racial Perceptions, Hate 
Crime Policy (June 06) 
and HCC (Oct 06); 
Change of Tenancies  
discussed at E&D Group 
(Nov 06); 
Reporting Repairs due 
by Oct 07. 

       
Year 1- 
3 
Phase 
2 (07) 
 

 
EIA 2007 programme 
agreed 
E&D Group Feb 07 

 
3.3.2 

  
KLOE 31.1 
KLOE 31.4 
ESLG Level 
3. 

 
Address risks & actions 
identified in completed EIAs. 

 
Actions taken in response to 
EIA findings. 

 
HH EIA 
Working 
Group 

 
Year 1- 
3 

 
Sub Group from E&D 
Group estblished to 
monitor progress. Work 
plans WIP 
Necessary changes 
implemented? 

 
3.3.3 

  
KLOE 31.1 

 
Formally build EIAs into 
business planning and 
service development. 

 
Business planning reflects 
E&D objectives. 

 
HHMT/All 
Manager
s 

 
Year 1 

 
 

 
3.3.4 

  
KLOE 31.1 

 
Annual E&D report to HH 
Board to include EIA 
outcomes /trends; 
Partner reports address E&D 
issues.  

 
EIA outcomes reports made 
to Board; 
Analysis of the EIA results 
used to inform policy & 
service development. 

 
All 
service 
manager
s 

 
Year 1- 
3 

 
EIA ooutcomes reported 
to E&D Group & to go to 
HMT/Board. 
(dates?) 
Outcomes publicised? 
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3.4      Service Commissioning 
 
 
3.4.1 

 
 

 
ESLG Level 3 
KLOE 31.4  
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
 

 
Implement procurement 
policy that requires 
contractors to understand 
that discriminatory 
behaviour/ harassment of 
tenants is unlawful & will not 
be tolerated; 
Monitor performance. 

 
Consistent, best practice 
approach to service delivery 
for all members of the 
community; 
. 

 
Finance 
& 
Resource
s: (Procure-

ment ) 

 
2006 
 
 
 
 
 
 
 
 

 
Cross ref. Employment 
(4.5.5) 

    Contractor E&D achievement 
monitored 

Finance 
& 
Resource
s: (Procure-
ment) 

Year 1  

 
 
3.5      Access 
 
 
3.5.1 

 
 
 

 
KLOE 31.5 

 
Provide front line staff with 
focussed training, including 
use of translation & 
interpreting (T&I) services & 
the texting service; 
 

 
Staff are enabled to assist all 
members of the community to 
access services that meet 
their needs. 

 
Finance & 
Resources 
(L&D)/ NHO 
Managers 
 

 
2006 
 
 
 

 
HH front line staff have 
had language line 
training, including 205 
Contact Centre staff; 
Residents’ Survey 
completed Nov 2006, 
satisfaction Levels 
increased; 
Aug.06 Mystery Shopping showed 
increased staff awareness/use of 
Language Line; 

Publicity in Improvement 

Bulletin Jan 07. 
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   Provide front line staff with 
focussed training, including 
support for vulnerable 
people; dealing with children 
at risk, homophobia & 
xenophobia. 

  
Finance & 
Resources 
(L&D)/ NHO 
Managers 

 
 
 

 
Phase 
2 Year 
1 

 

 
3.5.2 

  
KLOE 31.2 

 
Provide environment within 
reception areas where all 
SUs feel welcome; 
Provide comprehensive 
display of translated material 
and community information 
relevant to all equalities 
strands; 
Promote availability of 
translation & interpreting 
services. 

 
Reception areas welcome all 
members of the community; 
Information provided is 
available in a range of 
languages/ formats; 
Availability of T&I services is 
promoted. 

 
Customer 
Care 
Group/ 
Comms 
Team 

 
Phase 
1 2006 
 
 

All NHO receptions now 
offer greater privacy; 
T&I services available in 
all NHOs; 
Information is available 
in all NHOs in a range of 
languages, in Braille/ 
large print, on request. 
DVD issued to all new 
residents; 
Language Line 
promoted in HH News, 
April 06. 
 

     
Provision of community 
information in HH receptions 

 
Customer 
Care 
Group 

 
Phase 
2 Year 
1 

 

 
3.5.3 

   
Review information available 
to leaseholders & service 
charge payers; Ensure 
available in key languages & 
in a range of formats. 

 
Use standard HH Translation 
& other format Strap Line 
Review Information   if 
required, translation 
extended/alternative formats 
provided. 

 
Comms 
Team/ 
L&I 
Services/ 
Customer 
Care 
Group  

 
Year 1 

 
 

 
3.5.4 

  
KLOE 31.2 

Extend mystery shopping, to 
include visits to communal 
buildings &areas on estates, 

 
Access is available for all 
members of the community. 

 
SD Team 

 
Year 1- 
2 
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to ensure that premises are 
fully accessible to all 
members of the community 

 
3.5.5 

  
KLOE 31.2 

Provide comprehensive 
arrangements for disabled 
access to communal areas 
of estates & homes, 
including physical/ sensory 
impairment needs. 

 
  Communal areas are 
accessible by all members of 
the community; 
Needs of all equality strands 
considered; 
 

 
Decent 
Homes/M
B/Propert
y 
Services 

 
Year 1- 
3 

 

 
3.5.6 

  
KLOE 31.2 

 
Hold outreach surgeries for 
BME groups; 
Provide T&I services & 
mobile hearing loops at 
outreach events; 
Publicise sessions. 

 
Programme/cycle of forums, 
’Reaching Out’ events 
agreed/ publicised; 
Events accessible to all. 
 
 

 
CT/ 
NHO 
manager
s 

 
Year 1- 
3 
 
 
 
 
 
 
 
 

 
Outreach sessions held 
monthly for a number of 
BME groups8; 
Outreach sessions 
promoted through 
website and in HH 
newsletters; 
Turkish Forum promoted 
in HH News, Aug 06; 
Repair surgeries held 
regularly, promoted in 
HH News, Dec. 06 

 
3.5.7 

   
Publicise innovative 
initiatives which improve 
access to services, e.g. 
Caught on Camera, texting 
in community languages, 
information kiosks.  

 
Initiatives publicised. 

 
TH 

 
Year 1- 
3 

 
Publicity in HH Bulletins 
April, Aug and Sept 06. 
 

 

                                            
8 BME Outreach sessions are held monthly for Vietnamese; Turkish/Kurdish; and Muslim (Indian/Bangladeshi). 
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3.6      Innovative use of IT 
 
 
3.6.1 

 
 

 
KLOE 31.2 

 
Expand data held on Saffron 
database, to include all 
equalities monitoring data. 
 

 
Data held on Saffron 
expanded; 
Accessible equalities data 
available to assist service 
development & delivery. 

 
TH/IT 

 
Year 1- 
3 

 
 

 
3.6.2 

   
 Develop database to indicate 
preferred methods of 
communication for all 
residents; 

 Share information with 
service delivery partners. 

 
Where known, preferred 
method of contact used an all 
occasions; 
Database enables information 
sharing, subject to 
requirements of the Data 
Protection Act. 

 
TH/NHOs 

 
Year 1 

 
 
 
 
 
 
 
 

 
3.6.3 

   
Work with internet providers 
to bring access to internet 
based services into the 
reach of all residents. 

 
Ongoing initiatives identified;  
Access to internet expanded. 

 
TH/NHOs
/Decent 
Homes/ 
Property 
Services  

 
Year 1- 
3 

 
 
 

 
3.6.4 

   
Review design of HH 
website, to ensure ease of 
use by all members of the 
community;  
Promote use of website for 
feedback. 
 
 

 
Accessible created, following 
review, in collaboration with 
SUs & partners; 
Website provides  
comprehensive service & 
community information, in a 
range of languages & 
formats; 
Enables feedback. 
 

 
Comms 
Team/ 
IT(TH) 
 
 

 
Year 1 

 
Comprehensive range of 
information provided on 
HH website, including 
translation into 4 
languages. 
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3.6.5 
 
 

   
Implement ‘kiosk’ initiative; 
Develop additional 
sites/increase information 
available, in line with SU & 
partners’ needs; 
Provide kiosk information in 
range of languages. 

 
Kiosk -Phase 1 implemented; 
Use and satisfaction 
reviewed; 
Further phases agreed. 
Information available in a 
range of languages. 
 
 

 
TH/IT/ 
NHO’s 

 
Phase 
1 
2006 
 
 
 
 
 
 
 

 
Kiosks installed within 
NHOs; 
Publicity re kiosks in HH 
News, April 06; 
IT based service 
information available (in 
a range of languages)9 
from Housing 
Information Points within 
all NHOs. 

     
More services/kiosks/hole in 
the wall 

 
TH/IT/ 
NHO’s 

 
Phase 
2 
 Year 1 

 

 
 
3.7     Harassment, Domestic Violence & Anti-Social  Behaviour 
 
 
3.7.1 

 
  

 
KLOE 31.5 

 
Consult with Tenants & 
Residents’ Groups & key 
stakeholders on draft Hate 
Crime/DV policies. 

 
Residents involved in 
determining policies. 
 

 
SD Team 

 
2006 
 

 
April/ 
June 06 
 

 
3.7.2 

  
KLOE 31.5/ 
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 

 
Publish a clear Hate Crime 
policy, accessible in hard 
copy and virtual library; 
 

  
SD Team 

 
2006 

 
DV/Hate Crime 
information on HH and 
LBH websites. 
Hate Crime Policy- Oct 
2006 
 

        

                                            
 
3.89  Languages currently include Turkish, French, Somali and Chinese; Gujarati and Vietnamese are to be added. 
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3.7.3 Publish clear DV policy 
accessible in hard copy and 
virtual library. 
 

SD Team 2006 DV Policy – Oct 2006 
Policy launch linked to 
International Violence 
Against Women Day 
Nov 06; 
DV information on HH 
and LBH websites. 

 
3.7.4 

  
KLOE 31.5 
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 

 
Publish an effective anti-
harassment strategy; 
Make information for those 
experiencing harassment 
available on the HH website; 
Identify different types of 
harassment. 
Offer fast effective action, 
including support to victims’ 
. 

 
HH policies are 
comprehensive & widely 
known; 
Effective support provided for 
residents who suffer 
harassment. 
 

 
SD 
Team/ 
NHO’s 

 
2006 
 
 
 

 
Addressed in Hate 
Crime Policy. 
HH Hate Crime Leaflet/ 
Community Safety page 
on HH website 06 
 

    
Give high priority, 
commensurate with 
seriousness, to repairs 
needed as result of 
harassment or ASB 

  
Property 
Services 

 
Year 1 

Vulnerable People’s 
Repair Policy- 
consultation 07 
Make available on virtual 
library/publicise 

 
3.7.5 

  
 

 
Publish strong messages to 
residents about 
unacceptability of Hate 
Crime & Domestic Violence 
and action to be taken by 
HH; 
Publish Hate Crime and DV 
leaflets; 
Make available in main 
community languages; 
 

 
Policies publicised; 
Feedback demonstrates that 
SUs are aware of the stance 
taken by HH against 
harassment and DV. 

 
SD 
Team/ 
Comms 
Team 

 
2006 
 
 
 
 
 
 
 
 
 
 

 
DV & Hate Crime flyers 
& posters 
produced/widely 
circulated including  to 
external organisations 
Sept 06; 
Translated text on 
reverse of flyer 
DV/Hate Crime articles 
in newsletters June, Oct, 
and Nov 06; 
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Homerton ASB Team 
wins HH Team Award/ 
publicised in HH News, 
Dec.06. 
 

      
SD 
Team/ 
Comms 
Team/ 
NHO’s 

 
Year 1 

Hate Crime SU 
Feedback Form 
produced  (Mar 06) and 
implemented; 
 

 
3.7.6 

  
BV PI 174 
BV PI 175 
BV PI 176 
 

 
Monitor and address DV & 
racial incidents; 
Monitor success of actions 
taken. 

 
The number of racial 
incidents recorded by the 
authority per 100,000 
population is monitored; 
The % of racial incidents that 
resulted in further action is 
monitored; 
DV incidents monitored. 

 
Perf 
Team/ 
NHOs 

 
Year 1-3 

 
Monitoring of DV & racial 
incidents is in place. 
 

 
3.7.7 

  
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
KLOE 31.5 
 

 
Specific provision made in 
tenancy agreements 
prohibiting conduct that 
constitutes harassment, & 
breach of which would 
constitute grounds for 
enforcement action, 
including possible eviction. 

 
Tenancy agreement 
addresses firm action that will 
be taken against perpetrators. 

 
LBH 
Housing 
Service  

 
2004 

 
Provision in Council’s 
Tenancy agreement.  
From 2004 
 

 
3.7.8 

  
KLOE 31.5 

 
Carry out EIA Hate Crime 
Policy; 
Establish formal policy 
review cycle. 

 
 

 
SD. 
Team 

 
2006 
 
 
 

 
Hate Crime Policy EIA 
completed 2006 
Domestic Violence EIA 
(2007) 
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Carry out EIA Domestic 
Violence Policy; 
Establish formal policy 
review cycle. 

  
SD. 
Team 

 
Year 1 

Domestic Violence EIA 
(2007) 

 
3.7.9 

  
KLOE 31.5 

 
Ensure staff understand their 
responsibilities in relation to 
harassment & DV. 

 
Staff awareness of duties and 
appropriate response to Hate 
Crime & DV. 

 
All 
manager
s 

 
Year 1- 
3 

 
Front line staff have 
received training on 
racial/homophobic 
harassment; DV & 
minority community 
needs. 

 
3.7.10 

  
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
 

 
Partnership response 
encouraged against 
harassment where 
appropriate;  
Appropriate support provided 
to victims, in a range of 
ways, including through a 
variety of agencies. 

 
Multi-agency approach taken 
to hate crime & DV. 

 
SD Team 

 
Year 1- 
3 

 
HH has forged strong 
links with LBH, Police, 
RSLs & Safer Homes 
Project; 
DV, racial & homophobic 
attack victims referred to 
LBH Hate Crime Team 
for specialist advice/ 
support/advocacy & 
satisfaction levels very 
high; 
Partners advertised in 
‘Useful Contacts’ section 
of newsletters. 

 
3.7.11 

  
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
 

 
Monitor anti- harassment 
strategy at every stage, 
including use of social 
behaviour powers, discuss 
findings with other agencies;  
Report back to the wider 
community. 

 
Harassment monitored; 
Multi-agency approach taken. 

Contract 
Team/ 
Perf 
Team/ 
NHO’s/ 
SD 
Team/ 
Comms 
Team 

 
Year 1- 
3 

 
Involvement in HH Hate 
Crime & Domestic 
Violence Review Panel; 
MARIF;  
DV Strategic Forum; 
Hackney Homophobic 
Crime Forum 
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3.7.12 

  
Respect 
agenda 
Cantle 

 
Lead regionally or sub-
regionally in working with 
relevant organisations, to 
tackle harassment & 
promote positive attitudes & 
respect; 
Implement ‘Respect 
standard for Housing 
Management’. 

  
ASB 
Strategy 
Group 

 
Year 1 

 
HH has committed to 
implementation of the 
Respect Standard. 
Cross ref 1.3.2. 
 
Good NHO agreements 
 
 

 
 
3.8      Meeting Housing Needs 
 
 
3.8.1 

 
 
 

  
Use feedback obtained from 
focus groups to discover the 
housing needs of minority 
groups;  
Work with partners to ensure 
the existing & future supply 
of affordable homes is 
targeted and tailored as 
appropriate. Including 
increase housing options 
available for PWD. 

 
Feedback obtained & 
influences service 
development. 

 
Main 
role: LBH 
Housing 
Services/ 
Contribu-
tion: HH  

 
Year 1- 
3 

 
Facilitate 
Cross refer: 3. 12.5 

 
3.8.2 

   
Maximise & publicise all 
available housing options 
and choices. 

 
All groups have access to a 
wide choice of housing 
options. 

 
LBH 
Housing 
Services 
 

 
Year 1- 
3 

 
Provide information at 
HH Receptions/leaflets 
and kiosks 
 

 
3.8.3 

   
Promote incentives to reduce 
under-occupation. 

 
Assist in meeting need for 
larger homes. 

 
LBH 
Housing 
Services/ 

 
Year 1- 
3 

 
HH Newsletter, HH 
receptions 
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Comms 
Team/ 
NHO’s 

 
 
3.9      Community Cohesion and Regeneration 
 
 
3.9.1 

  
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
Cantle 
 

 
Produce a communications 
strategy to include provision 
of accurate, accessible and 
comprehensive information 
about how developments 
will affect local communities. 

 
All residents affected by 
development/ 
regeneration works 
understand proposals & 
implications. 

 
Comms. 
Team/ 
Regen. 
Team/ 
Decent 
Homes 

 
Year 1 

 
Make links 

 
3.9.2 

  
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 

 
Undertake EIAs as essential 
part of developing housing 
programmes; 
Ensure EIAs address 
segregation & integration & 
needs of all equalities 
strands; Address tensions 
between communities & 
anti-social behaviour. 

 
Regeneration programmes 
based on thorough audit & 
analysis of housing needs. 

 
N& R/ 
Property 
Services 
(AT)./LB
H Hate 
Crime 
Co-ord 

 
Year 1- 
3 

 
Make links 

 
3.9.3 

  
Cantle 
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
 

 
Review estate design, to 
provide safe, attractive areas 
for people to meet and 
interact; 
Deal with security matters in 
all neighbourhoods. 

 
Neighbourhoods opened 
up/isolation reduced; 
No member of the community 
feels certain areas are 
unsafe. 
 
 
 

 
TH/ 
Property 
Services/ 
Decent 
Homes/ 
(GP & 
CG) 

 
Year 1- 
3 
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3.9.4 

  
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 

 
Ensure representation from 
all members of the 
community in steering 
groups/partnerships; 
Maximise interaction 
between groups & liaise to 
enhance integration. 

 
Involvement of all groups in 
developing proposals; 
Community cohesion 
promoted; 
All members of the 
community benefit from 
neighbourhood renewal. 

 
NHOs/ 
Regen. 
Team/ 
LBH 
Strategic 
Policy & 
Research 
Team 

 
Year 1- 
3 

 
Make links with Strategic 
Policy & Research 
team(HJ) 

 
3.9.5 

  
Cantle 

 
Work in partnership with 
residents/their reps., Team 
Hackney, RSLs, Police, 
schools & statutory & vol. 
sector; 
Develop shared focus on 
neighbourhoods; Improve 
communities; Share 
resources & access all 
available funding to meet the 
needs of diverse community. 

 
Proactively link to external 
initiatives; 
Effective partnership working 
established; 
Information about partner 
initiatives promoted in HH 
newsletters and displayed 
material in NHOs; 
Social cohesion promoted, 
exclusion reduced. 

 
LBH 
Comm. 
Safety/ 
Team 
Hackney 
/ TH 
/Estate 
Safety 
(WH) 
LBH 
Housing 
Service 

 
Year 1- 
3 

 
Involvement in 
LBH/Health event for 
PWD/older people Oct 
06; 
Article re. joint working 
with Social Services, to 
support vulnerable 
people, in HH News Aug 
06. 
Crackdown Project 
Conference promoted. 

3.9.6  Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
 

Training for surveyors, 
planners etc addresses 
issues to be considered in 
design, construction & 
regeneration for a diverse 
community. 

Staff have all required 
competencies; 
All staff aware of cultural 
issues and can respond 
appropriately 
Training customised to needs 
of staff; 
Training is completed/ 
repeated/evaluated 

 
Finance 
& 
Resource
s 
(L&D)/ 
N&R/ 
Property 
Services 

 
Year 1 

 

 



 

                                                                               Item 11 – Appendix A 

 

 
 
3.10    Service Focus –  Young People 
 
 
3.10.1 

 
 

 
Respect 
agenda/DEA
P 

Appoint Housing Youth Co-
ordinator. 

  
SN/CT 

 
2006 

 
Co-ordinator (SB) 
appointed.-Sept 06 

 
3.10.2 

  
 

 
Focus on/respond to 
feedback from consultation 
with young people & 
concerns raised about safety 
from crime, opportunities for 
positive activities; 
Act on feedback;  
Promote ongoing 
participation of young people 
in developing services. 
 

 
Youth Consultation & 
involvement opportunities 
maximised; 
 
 
 
 
 
 
 
 

 
TP 
Team/ 
NHOs 

 
Year 1- 
3 
 
 

 
Access to 7 Youth 
Committees (via Citizen) 
established; 
Youth Consultation  
Group  and  Tenant 
Participation (Youth) 
Focus Group 
established;  
Involvement in Hackney 
Youth Providers Forum; 
Videos ‘Life on my 
Estate’ produced for all 5 
NHOs; (Winner of HH 
‘Bright Futures’ award); 
Videos shown at HH 
Resident Conference; 
Youth Award feature in 
HH News, Aug 06; 
Video Diary to input to 
resident newsletter. 

 
3.10.3 

  
 
 
 
 
 
 

 
Maximise service provision 
for young people; 
Through partnership 
working, provide 
opportunities for voluntary 
work, recreation & work 

 
Additional services provided 
for young people through 
partnership working & joint 
funding; 
Existing & additional sports & 
recreational opportunities for 

 
TP 
Team/ 
 
 
 
 

 
Year 1- 
3 
 
 
 
 

 
Partnership working 
through Youth 
Consultation Group; 
Joint funding of 
‘Nemesis’ project- 
creates play 
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experience; 
Participate in the Kickz 1 
initiative, to develop effective 
youth inclusion programmes, 
with Police, RSLs & the 
Football Association; 
Contribute to additional 
funding bid to NRF, to 
increase coverage. 

young people from all 
communities developed & 
promoted; 
 
 

 
TP 
Team/ 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

opportunities on 5 
estates; 
North East Wardens 
Bike Project in place 
(Publicised in Top Story 
Winter 06); 
Additional play provision 
through Chatham & 
Victoria Partnership 
Group(additional play 
groups to be developed); 
‘Purple IT’ bus provides 
easy access to IT 
courses. 
Kickz project in place on 
3 estates. 
Kickz programme 
publicized in HH News, 
Sept and Dec. 06. 
NRF bid being prepared. 
Feb 07 

 
3.10.4 

   
Hold multi-agency youth 
events, with wide scope, 
including gender, sexual 
orientation & drugs. 

 

Youth Events held. 

 
SD Team 
(JL)/Polic
e/ 
SCORE/ 
5 private 
contracto
rs 

 
Year 1- 
3 

 
Events at planning 
stage.  
Funding achieved for 1st 
event. Feb and March/ 
April 07 
 

 
3.10.5 

   
Meetings with Islamic School 
& Jewish community. 

Initiatives for young people of 
all faiths developed. 

 
SD Team 
(JL) 

 
Year 1 
 

 
1Jan 07-WIP 
 

 
3.10.6 

  
 

 
Work with Education/ 
schools to provide sports 
opportunities for girls. 

 
Increased sports 
opportunities for girls. 

 
SD Team 
(JL) 

 
Year 1 

 
WIP 
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3.10.7 

  Expand & use existing and 
developing opportunities to 
provide accessible 
information on the range of 
services available for young 
people. 

 
Youth Action Plan produced; 
Directory of Youth provision 
developed 
Directory will be made 
available on HH website. 

 
TP Team 
 
 
 
 
 

 
Year 1- 
3 
 
 
 
 

 
Youth Action Plan & 
Youth Services Directory 
in development. 
 
 

 
3.10.8 

  
EIA outcome 
(Repairs Oct 
06) 
 

 
Improve database 
information re. young  
tenants  

 SD 
Team/ IT/ 
Comms 
Team/ 
NHO’s 

Year 1- 
2 

 
Focus on developing 
responsible young 
tenants? 

 
 
3.11    Service Focus –   Older people 
 
 
3.11.1 

 
 

 
KLOEs; 
CEP; 
Older 
People’s 
Strategy ‘Well 
Old, Well 
Valued’. 

 
Repeat the ‘Reaching out’ 
events; 
Ensure that locations for 
special events are local & 
accessible.  When not 
possible, offer transport. 

  
TP Team 
(CT)/ 
Comms 
Team 
(TD)/SD 
Team  

 
2006 
 

 
Established 2006 
July 06 

      
TP Team 
(CT)/ 
Comms 
Team 
(TD)/SD 
Team 

 
Year 1- 
3 

Continue annual event 

 
3.11.2 

   
Place articles in HH 
Newsletter advertising 
events, issues & activities of 

  
Comms 
Team 

 
2006 
 
 

 
Hackney Homes News 
Dec 06 – publicity for 
services for elderly 
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interest to older people. 
 

residents; 
Nightingale Luncheon 
Club promoted; 
Older People’s 
Reference Group 
publicised in HH News, 
Oct/Nov 06; 
Gardening help for Older 
People advertised in HH 
News Oct/Nov 06. 

      
Comms 
Team 

 
Year 1- 
3 

Continue to promote 
issues of interest to 
older people 

 
3.11.3 

  
Disability 
Access Audit 
(Oct 06) 
 

 
Provide adequate seating 
provision in reception areas 
for service users who can 
not stand for long periods 
due to impairment or age. 

  
Customer 
Care 
Group/ 
JP/NHO’
s 

 
Year 1 

 
Chairs at right high with 
arm rests 

 
3.11.4 

  
EIA outcome 
(Repairs Oct 
06) 

 
Ensure consistent use of 
older/ vulnerable people 
password scheme. 

  
Property 
Services 

 
Year 1 

 
Cross refer:3.12.13 
Relaunch scheme  07, 
procedure note for 
staff/link to other info 
regarding 
older/vulnerable people 

 
3.11.5 

  
EIA outcome 
(Repairs Oct 
06) 
 

 
Improve database 
information re. older people. 

  
S D 
Team /IT 

 
Year 1 

 
 

 
3.11.6 

  
EIA outcome 
(Repairs Oct 
06) 
 

 
Improve information for/ 
respond to repairs needs of 
older people. 

  
Property 
services/ 
Comms 
Team 

 
Year 1 

Cross refer:3.12.14 
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3.12   Service Focus – People with Disabilities (PW D) 
 
 
3.12.1 

 
 
 

 
DES 
Disability 
Access Audit 
(Oct 06) 
 

 
Promote HH as a Disability 
Equality positive 
organisation; 
Apply for ‘Double Tick’ 
accreditation. 

 
Confirm that service is 
‘positive about disabled 
people’ 
Quality Mark obtained. 

 
TH/BJ 

 
Year  2 

 
RNID Assessment Feb 
07 

 
3.12.2 

  
DES 

 
Ensure all future EIAs 
include a clearly defined & 
thorough assessment 
around disability. 

 
All EIAs contain a specific 
section on disability; Relevant 
actions are integrated into 
DEAP. 

 
SD Team 

 
Year 1- 
3 

 
Outcomes from EIAs 
are/will continue to be 
incorporated within 
DEAP. 

 
3.12.3 

  
DDA 
LBH Disability 
Equality 
Scheme 
(DES) 
 
 

 
Consult with people with 
disabilities (PWD) & 
‘Disability Hackney’, to 
identify needs & concerns. 

 
Work to eradicate 
discrimination against 
disabled people;   
Opportunities for feedback 
deliver real change/not 
tokenistic. 

 
SD 
Team/TP 
Team 

 
Year 1- 
3 

 
Ongoing consultation 
undertaken; 
Cross refers 3.12.18 
DES Consultation 2006 

 
3.12.4 

  
LBH Disability 
Equality 
Scheme 
(DES) 

 
Implement requirements of 
DES. 

 
HH is a proactive partner in 
corporate initiatives. 

 
E&D 
Group 

 
Year 1- 
3 

 
Member of CEDG 
Article in HH News Jan 
07 

 
3.12.5 

  
LBH Disability 
Equality 
Scheme 
(DES) 

 
Work with LBH housing, to 
increase housing options 
available for PWD. 

Cross reference with 3.8.1 
Meeting Housing Needs 

 
 

  
 

 
3.12.6 

  
KLOE 31.2 

 
Improve knowledge of PWD 

 
As above 
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EIA outcome 
(Repairs Oct 
06) 

profile & database 
information. 

18%of LBH residents 
are PWD10 

 
3.12.7 

  
DES 

 
Provide access to a directory 
of service for disabled 
people in Hackney in a range 
of accessible formats/ 
languages. 

 
Corporate directory is 
accessible to HH SUs. 

 
LBH 
DEWG/S
D Team 

 
Year 1- 
3 

 
Communication Policy 
 

 
3.12.8 

  
DES 

 
Participate in corporate 
programme to set up 
information sharing 
protocols/database between 
HH, other directorates & key 
agencies. 

 
Protocols developed/ 
implemented; 
PWD have access to 
information/ services & are 
consulted on issues which 
impact on their lives. 

 
 
LBH 
CEDG/ 
SD 
Team/IT 

 
 Year 1 

 
LBH leading 
 

 
3.12.9 

  
DES 

 
Ensure partners & 
contractors sign up to the 
Council’s Disability Equality 
values. 
Audit partnering 
arrangements, to establish 
whether Disability Equality 
objectives are being met. 

 
Systems in place to support 
contractors & monitor 
compliance with Disability 
Equality objectives. 

 
Finance 
& 
Resource
s/ Cont 
Monitorin
g team 

 
Year 1- 
3 

 

 
3.12.1
0 

  
LBH Disability  
Equality 
Scheme 
(DES) 

 
Ensure that service 
information is made 
available in a format suitable 
for people with learning 
disabilities (PWLD) 

 
Needs of PWLD considered & 
fulfilled. 

 
Comms 
Team 

 
Year 1- 
3 

 
All HH leaflets include 
strap line about 
availability in other 
formats. 
 
 

 
3.12.1

  
DES 

 
Participate in Multi-agency 

 
Involvement in MADHG 

 
SD Team 

 
Year 1- 

 
LBH Equalities Team 

                                            
10 Census 2001 data 
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1 Disability Harassment Group 
(MADHG)11 

quarterly meetings; Outcomes 
reported to HHMT. 

3 leading. Options to 
explored by April 07  
 

 
3.12.1
2 

  
Feedback 
following  
Reaching Out 
events 

 
Repeat the ‘Reaching out’ 
events. Ensure that locations 
for special events are local & 
accessible. When this is not 
possible, offer transport. 

 
Services & special events are 
accessible to PWD. 
 
 

TP Team 
(CT)/ 
Comms 
Team 
(TD)/SD 
Team  

 
Year 1-
3 

 
Cross ref: 3.11.1 

 
3.12.1
3 

  
EIA outcome 
(Repairs Oct 
06) 
 

 
Ensure password scheme 
(for older/vulnerable people) 
is used consistently. 

 
Access to services improved; 
more responsive to needs of 
PWD. 

 
Property 
Services 

 
Year 1 

 
Cross ref:3.11.4 
Relaunch scheme  07, 
procedure note for 
staff/link to other info 
regarding 
older/vulnerable people 

 
3.12.1
4 

  
EIA outcome 
(Repairs Oct 
06) 

 
Improve information re. 
repairs needs of PWD. 

 
As above 

 
Property 
Services 
 

 
Year 1 

 
Cross ref: 3.11.6 

 
3.12.1
5 

  
EIA outcome 
(Repairs Oct 
06) 
 

 
Provide information 
regarding repairs reporting 
in Braille/ 
large print/disk/cd. 

 
As above 

 
Property 
Services/ 
Comms 
Team 
 

 
Year 1 

 
 

 
3.12.1
6 

  
EIA outcome 
(Repairs Oct 
06) 

 

 
Obtain information about 
carers/their special needs; 
Introduce carer policy for 
repairs reporting/ 
appointments. 

 
Repairs services reflect 
carers’ needs. 

 
Property 
Services 

 
Year 1 

 
Link to LBH Carers 
Strategy due Mar 07/ 
Review Repairs Policy 

 
3.12.1

  
Disability 

 
Monitor the percentage of 

 
There is access to services 

 
 

  

                                                                                                                                                                                                                                           
11MADHG tracks incidents and advises on policy - reports to CEDG and Safer Communities Partnership. 
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7 Access audit 
(Oct 06) 
BVPI 156 & 
Part M of the 
Building 
Regs. 
& DDA (Part 
3) 
Reasonable 
adjustments 

HH buildings open to the 
public in which all public 
areas are suitable for & 
accessible to disabled 
people; 
Collaborate with other 
agencies to locate/map 
accessible venues. 

by all sections of the 
community; 
The supply of accessible 
community venues is 
assured. 

    
Community Halls 

  
SD 
Team(JL) 
Property 
services 
(MW) 

 
Year 1-
3  
 

 
Fordhams Surveyors  

    
HH Buildings (staff side)  

  
Property 
Services 

 
Year 1 

 

 
3.12.1
8 

  
DDA 

 
HH Buildings ( pubic areas ) 
complete refurbishments ;  
 
 
 

  
Property 
Services 

 
Year 1 
 

 
Access Study 
undertaken by Disability 
Hackney, Oct 06; 
Refurbishment 
programme completed, 
all NHO receptions are 
now DDA compliant; 
Publicity re new 
Disabled access in HH 
News April 06. 

  DDA Test suitability & further 
changes needed, using 
independent advice such as 
Disability Hackney. 
 

  
SD Team 

 
Recep-
tions: 
Year 1  
 
Other: 
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Year 2-
3  

 
3.12.1
9 

  
DDA/ 
Disability 
Access Audit 
(Oct 06) 
EIA Outcome 
Racial 
Perceptions 
(April 06) 

 
Ensure that information is 
available in alternative 
formats - Braille, large print, 
DVD & tape; 
Publicise availability of 
auxiliary aids, e.g. Typetalk 
Relay; 
Provide Minicom facilities & 
hearing loops; mobile 
hearing loops for meetings, 
home visits and interview 
rooms at HH public reception 
areas; Provide stationery in 
all receptions, to enable 
communication in writing, if 
required; 
Provide adequate & 
appropriate seating in 
reception areas Investigate 
options for a local 
transcription service 
 

 
Accessible information and 
easy communication; 
Swift response provided to 
requests for information on 
tape or in Braille; 
Provision of auxiliary aids 
(equipment) increased  & 
improve accessibility of 
information; 
Facilities provided. 
 
 
 

 
NHOs 
 
 
NHOs 
 
 
 
 
 
 
NHOs 
 
 
 
 

 
Year 1 
 
 
 
 
 
 
 
 
 
 
 

 
Customer Care 
standards revised: 
include offer of 
assistance for those with 
hearing or sight 
problems; include offer 
of home visit for PWD; 
Audit confirmed hearing 
loops in all receptions 
Sept 06; 
RNID survey to be 
conducted; 
Application for 
Chartermark. 
 

 
3.12.2
0 

   
Map HH website to identify 
relevant links to services for 
PWD. 

 
Improve access to information 
for PWD: i.e. Read Web 
Pages Aloud/ Browse Aloud 
Voices. 

 
Comms 
Team 

 
Year 1 

 
HH website has 
accessibility links to view 
in large print. 

 
3.12.2
1 

  
Disability 
Access Audit 
(Oct 06) 

 
Work with SP team to 
provide floating support 
services; 
Work with local disability 
advocacy service, to improve 

 
Necessary support, 
assistance & care is available 
to people with disabilities & 
their carers, to enable them to 
lead independent lives; 

 
SD 
Team/ 
NHOs; 
SP 
Team/, 

 
Year 1- 
3 
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access to such services. Access to advocacy services 
improved. 

Support 
providers 

 
3.12.2
2 

  
KLOE31.2 
 

 
Promote availability of aids 
and adaptations; Recycle 
these in response to 
changed circumstances;  
Minimise waiting times & 
promote adapted property 
register. 

 
Effective use of resources for 
PWD; 
Provision of aids & adaptation 
for the (18% of) HH residents 
who are PWD is maximised. 

 
LBH 
Adult 
Services/ 
Property 
Services/ 
MB 

 
Year 1- 
3 

 
£1m spent on aids and 
adaptations in 2006/07; 
Joint working with LBH 
Adult Services, to 
improve effectiveness of 
service delivery. 

 
3.12.2
3 
 

  
EIA Outcome 
Racial 
Perceptions 
(April 06) 
 

 
Revise Hate Crime Policy, to 
include section on vulnerable 
victims. 

 
Policy documents reflect 
needs of people with learning 
disabilities; 
Increased customer 
awareness that disablist 
harassment can be reported 
as Hate Crime. 

 
BJ 

 
2006 

 
Hate Crime Policy 
(version 7) addresses 
this issue; 
Posters widely 
distributed. 

 
3.12.2
4 

  
Disability 
Access Audit 
(Oct 06) 
 

 
Contribute to the LBH Carers 
Strategy. 
 

 
Equality Impact. Assessments 
will look at the impact on 
carers  
 

 
BJ 
 
 
 

 
2006 
 
 
 

 
Included in HH  EIA 
template 06 

     
Display information about 
carers’ services in HH 
reception areas; 
Consider adding ‘carers’ 
information page to HH 
Website; 

 
NHO’s/ 
Comms 
Team/ 
SS/SD 
Team 
(NE) 

 
Year 1 
 

 

 
3.12.2
5 

  
Disability 
Access Audit 
(Oct 06) 
 

 
Review provision of limited 
number of disabled parking 
bays outside HH offices;  

  
Property 
Services  
( MW) 

 
Year 1  

 
Home visits made for 
SUs with mobility issues. 
Parking bays: Where not 
possible, extend 
outreach work, 
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surgeries, etc at 
accessible community 
venues around the 
borough; 
Increase use of Internet 
and telephone lines. 

 
 
3.13   Service Focus- Ethnicity 
 
 
3.13.1 

 
 

 
BV PI 2 a  
BV PI 2 b 
BV 164 
 

 
Promote race equality and 
the rights of all BME people 
to live & work without the 
fear of harassment; 
Ensure continuing 
improvements for race 
equality by application of the 
RES; 
Follow CRE Code of Practice 
on Racial Equality in Housing. 

 
Evidence of implementing 
successful equalities & 
diversity strategy across all 
areas; 
Trends are monitored & 
address trends & best 
practice is assured. 

 
HHMT 

 
Year 1- 
3 

 
DEAP reflects 
requirements of the 
RES. 
 

 
3.13.2 

  
EIA outcome 
(Racial 
Perceptions 
April 06). 

 
Ensure information about 
service standards is 
accessible to all BME 
communities. 

 
BME residents know what 
services can be expected. 
 

 
TH/NHOs
/ 
Comms 
Team 

 
Year 1 

 
Available on HH website 
/ Service Commitments-
Turkish version- 2006 
Other languages? 

 
3.13.3 

  
EIA outcome 
Racial 
Perceptions 
(April 06) 

 
Provide further, monthly, 
BME Outreach sessions in 
community venues 
(Vietnamese, Turkish, 
&Muslim); 
Promote in HH Newsletters. 

 
Services brought  to minority 
communities & enable their 
involvement in service 
delivery; 
Forums formalised & 
assisted; 
Regular meetings/ 
consultation enabled. 

 
CT 
 
 
 
 
 
 

 
2006 
 
 
 
 
 

 
Programme of Outreach 
surgeries implemented; 
Publicity re. Outreach 
surgeries in HH News, 
April 06; 
In 2006 reduced gap in 
satisfaction between 
BME/non BME 
residents. 
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CT 

 
Year 1- 
3 

Continue programme , 
Establish feedback 
report  E&D Group 
 

 
3.13.4 

 
 

 

 
As above 

 
Undertake racial 
perception EIA jointly with 
LBH Equalities Team. 
 

 
Issues previously raised in 
BME Focus Groups 
addressed; 
Through joint working with 
LBH, perception of HH/LBH 
services raised amongst 
BME groups. 

 
 

 
2006 

 
EIA jointly completed; 
Articles in HH     
newsletters. 
  
 

 
3.13.5 

   
As above 

 
Establish BME Focus 
Groups/Forums. 
 

 
Any reasons for 
dissatisfaction identified. 

 
TH/CT 

 
Year 1- 
3 

Forums established, to 
be expanded. 

 
3.13.6 

  
As above & 
EIA outcome 
Repairs 
Reporting 
(October 06) 

 
Analyse complaints by 
ethnic groups. 
 

 
Need for service 
improvements identified. 

 
Complain
ts Team/ 
Property 
Services 

 
Year 1- 
3 

 

 
3.13.7 

  
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 

 
Review criteria for provision 
of HH grants. 

 
Grant funding decisions made 
fairly & equitably; Recipient 
organisations follow HH E&D 
policies. 

 
TH/BJ/C
T 

 
Ongoin
g 

 
Check with CT 

 
 
3.14   Service Focus –  Faith 
 
 
3.14.1 

 
 

  
Work in partnership to 

 
Partnership initiatives 

 
HHMT 

 
Year 1-

 
 



 

                                                                               Item 11 – Appendix A 

 

eliminate harassment on the 
grounds of religion/ faith or 
cultural background or 
perceived religion, faith or 
cultural background.  
 

promoted and involvement in 
joint initiatives. 

3 

 
3.14.2 

   
Continue/expand BME 
Outreach Surgeries in 
mosques and faith centres. 

 
Successful events held. 

 
 

 
Year 1- 
3 

 
Surgeries established; 
Venues to be expanded. 
 

 
3.14.3 

   
Tackle violence & hate 
crimes against specific faith 
groups. 
 

 
Hate Crime policy agreed/ 
publicised; 
Positive statements in 
publicity. 

 
SD 
Team/LB
H 
(MARIF) 

 
2006 

 
HHMT in Sept06 and HH 
Board in Oct 06. 
On going with Multi-
agency Racial Incident 
Forum 

 
3.14.4 

   
Work in partnership to 
address issues raised by HH 
residents in report of housing 
needs of the Orthodox 
Jewish community. 

 
Issues reviewed/ 
addressed. 

 
LBH 
Housing 
Services 

 
 

 
 

 
3.14.5 

  
EIA outcome 
(Repairs Oct 
06) 

 
Widen media use, to inform 
communities of repair 
process. 

 
All minorities know their 
rights/how to report repairs. 
 

 
Property 
Services 

 
Year 1 

  

 
3.14.6 

  
EIA outcome 
(Repairs Oct 
06) 

 
Implement call back surveys 
to target BME residents. 

 
Confirm BME residents’ 
satisfaction with repairs 
service. 

 
Property 

 
Year 1 

  

 
3.14.7 
 

  
CRE Code of 
Practice on 
Racial 
Equality  
in Housing 

 
Monitor temporary rehousing 
arrangements (e.g. decants); 
evaluate in light of resident 
reaction. 

 
Use of discretion is non-
discriminatory. 

 
LBH 
Housing 

 
Year 1- 
3 

 
 



 

                                                                               Item 11 – Appendix A 

 

 
 
3.15   Service Focus – Gender and Transgender 
 
 
3.15.1 

 
 

 
GES 

 
Work in partnership to 
promote sexual equality, 
eliminate sexism, sexual 
discrimination, harassment & 
all forms of violence or 
abuse of women & girls; 
Increase awareness through 
publicity. 

 
Partnership working. 
EIA assessment implemented 
by partners; 
Joint launch event for 
Corporate DV policy & HH 
Hate Crime Policy on 
Violence Against Women 
Day. 

 
HHMT 

 
Year 1- 
3 

 
Policies launched (White 
Ribbon Day) & publicity 
generated – cross ref 
[3.7] above. 
 
 
 

 
3.15.2 

  
GES 

 
Ensure all contractors/ 
suppliers meet requirements 
of GES; Monitor partners’ HR 
polices/practices. 

 
Ensure HH resources are not 
expended on discriminatory 
practices; 
Ensure equal pay and equal 
treatment.   

 
Finance 
& 
Resource
s/ 
Contract 
Monitorin
g 

 
Year 1- 
3 

 

3.15.3  GES Work in partnership to 
elimination intolerance and 
discrimination of 
Transgender or Trans 
people. Promote the rights of 
Transgender or ‘Trans’ 
people to live and work 
without the fear of 
harassment, abuse or 
violence,  
 

Increase awareness through 
publicity 

HHMT Year 1- 
3 

 

 
3.15.4 

 GES  
Improve information re. 
needs of Transgender 

 
Increase staff awareness  
Needs identified. 

 
SD 
Team(BJ

 
Year 1 

 
WIP. Cross refers to 
4.12.2 below. 
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service users; publicise 
commitment to meeting 
needs. 

) Hate Crime/ DV 
Guidance notes on 
virtual library ‘ Meetings 
the needs of 
disadvantaged groups’ 
includes Transgender/ 
Trans People  2006 
Arrange briefing session 
with DVHC 
 

3.15.5  GES  
Equalities monitoring 
expanded, through use of 
corporate monitoring form to 
include Transgender 
category; 
 

 
Monitoring form includes 
Transgender category; 
Monitoring consistent with 
corporate approach, 
addresses all equality stands 
& information informs 
improvements in service 
delivery. 

 
SD Team 

 
Year 1 

 
Monitor transphobic 
harassment 

 
3.15.6 

  
EIA outcome 
(Repairs Oct 
06) 

 
Ensure flexibility of 
appointments to meet carer 
needs 

 
Caring responsibilities     
recognised.                       
 

 
Property 
Services 

 
Year 1 

LBH Carers Strategy 07 
Carry out EIA 

 
3.15.7 

  
EIA outcome 
(Repairs Oct 
06) 

 
Consider extension of offer 
of female trade operatives, 
for those residents who 
request these. 

 
Scheme reviewed/ 
extended. 

 
Property 
Services 

 
Year 1 

 
 

 
3.15.8 

   
Further promote 
opportunities for women in 
HH Apprenticeship Scheme. 

 
Apprenticeship scheme 
Promoted. 
 

 
Property 
Services 

 
2006 

 
 

 
3.15.9 

  
EIA outcome 
(Repairs Oct 
06) 

 
Arrange staff briefing with 
DVHC 

 
Staff have skills to deal 
sensitively with calls from DV 
victims. 

 
Property 
Services/ 
LBH 

 
Year 1 
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DVHC 
 
3.15.1
0 

   
Carry out risk assessments 
to safeguarding female 
operatives working alone. 

 
Risk assessments undertaken 
& appropriate response to 
identified issues. 
 

 
Property 
Services 

 
Year 1- 
3 

 

 
3.15.1
1 

   
Attend/participate in DV 
Strategic Co-ordination 
Group; 
Implement related initiatives. 

 
Input to corporate initiatives; 
Promote work of Independent 
Domestic Violence 
Advocates; 
Selected staff to attend DAT 
training. 

 
SD Team 
(BJ).     

 
Year 1- 
3 
quarter
ly 

 
DV Leaflets produced/ 
circulated Sept 06. 
 
 
 

 
 
3.16    Service Focus – Sexual Orientation 
 
3.16.1   Work in partnership to 

elimination intolerance and 
discrimination due to sexual 
orientation or perceived 
sexual orientation. Promote 
the rights of all lesbian, gay 
men and bi-sexual people to 
live and work without the fear 
of harassment, abuse or 
violence,  
 

Increase awareness through 
publicity 

 
HHMT 

 
Year 1- 
3 

 

 
3.16.2 

 
 

  
Articles placed in staff & 
resident newsletters promote 
LGBT initiatives. 
 

 
Positive messages in 
publicity, newsletters & 
leaflets demonstrate 
commitment to tackling 
homophobia;  
LGBT issues given a high 
profile. 

 
BJ/ 
Comms 
Team 

 
Year 1 
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3.16.3 

   
Equalities monitoring 
expanded, through use of 
corporate monitoring form to 
include LGB categories; 
 

 
Monitoring form includes LGB 
categories; 
Monitoring consistent with 
corporate approach, 
addresses all equality stands 
& information informs 
improvements in service 
delivery. 

 
SD Team 
 
 
 
 
 
 
 

 
 2006 

 
Sept 06 

 
3.16.4 

  
EIA outcome 
Racial 
Perceptions 
(April 06) 

 
Work in partnership with 
local agencies 

 
Hackney Homophobic Forum 
Tackle homophobic violence 
and abuse and to eliminate 
discrimination on the grounds 
of sexual orientation or 
perceived sexual orientation.  
Contribution made to the 
development & promotion of 
multi-agency initiatives 

 
SD Team 
(BJ) 

 
Year 1- 
3 

 
DV/Hate Crime 
information on website. 
Hate Crime EIA Action 
Plan developed. 

 
3.16.5 

   
Address LGBT issues within 
Comprehensive Hate Crime 
Policy.  

 
Hate Crime policy addresses 
homophobic attack. 

 
SD Team  

 
2006 

 
Hate Crime Policy 
addresses homophobic 
attack. 
Homophobic and Trans 
phobic Crime Booklet 
(DVHC) 07 
Cross ref. (3.7) above. 

 
3.16.6 

   
EIA/review of DV policy; 
Address issues for men 
experiencing DV. 

 
DV policy reviewed, 
including issues for men 
experiencing DV. 

 
SD 
TEAM 

 
Year 1 

 

 
3.16.7 

   
Provide LGBT information on 
website, in newsletter 

 
Through newsletters, posters, 
website etc & in collaboration 
with LGBT representative 
agencies, information 

 
BJ/Com
ms. 
Team 

 
2006 

 
LGBT related Hate 
Crime/DV information on 
HH leaflets and HH 
website ( community 
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provided about agencies 
offering support services & 
community events & 
activities. 

safety) 2006 

    Articles in HH newsletter 
produced by local LGBT  
groups 

BJ/Com
ms. 
Team/ 

Year 1 Polari/GALOP/ELOP 

 
3.16.8 

   
Ensure staff/ HM partners’ 
awareness of existing law re 
‘Civil Partnership’; 
Complete EIA for tenancy 
policies; Implement required 
change. 

 
LGBT issues addressed in 
EIA of tenancy policies; 
Focused training addresses 
all legal issues relevant to 
service delivery; 
 

 
HR/ L&D/ 
NHO’s 

 
Year 1 

 
 

 
3.16.9 

   
Introduce & make 
accessible, leaflets &other 
information to address LGBT 
issues of concern; 
Provide visible focal point in 
reception areas for LGBT 
information. 

 
Seek to improve LGBT 
confidence re information 
sharing & reporting of 
homophobic incidents.  

 
SD 
Team/ 
Customer 
Services 
Group 

 
Year 1 

 
 

 
 
3.17   Community Service Focus – Gypsy and Travelle r (G&T)  
 
 
3.17.1 

  
KLOE 31.2 
KLOE 31.4 
‘Pat Niner’ 
report12 

 
Appoint post with specific 
responsibilities for G&T 
agenda. 
 

 
Access by Hackney's 
Traveller community to public 
services is improved. 
 

 
SN/TH 

 
2006/0
7. 

 
Gypsy &Traveller 
Service Development 
Officer appointed Jan 
07. 
 

                                            
12 In August 2004, Hackney Council commissioned the Centre for Urban and Regional Studies at the University of Birmingham (together with Sarah Cemlyn of University of Bristol) to carry out a project to explore the support and housing 

needs of the Travelling community in Hackney; to explore the best management structure for effective delivery of services; and to develop a short- and long-term action plan. The overall aim of the project was to identify and deliver an effective 
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3.17.2 

  
As 3.18 

 
Work in partnership with 
other public service 
providers, to mainstream 
service provision & ensure 
G&T needs met. 

 
Policy &strategy initiated & 
developed; 
Service provision for G&T 
community mainstreamed. 

 
SD Team 
(AE) 

 
Year 1 

 
Partnership working in 
progress, to enable 
relocation of Waterden 
site. 
 

 
3.17.3 

  
As 3.18 

 
Increase access to services 
through consultation with 
G&T groups; 
Provide training for service 
providers; 
Ensure G&T category 
included in monitoring forms.   
 

 
Access to services improved; 
G&T community consultation 
framework developed;  
Focus group/s established;  
Staff training completed;  
G&T category included on 
monitoring forms 

 
SD Team 
(AE) 

 
Year 1 

 
Consultation framework 
in development. 
 

 
3.17.4 

   
Ensure community 
consultation in relocation of 
Waterden Crescent 
Travellers Site & in provision 
of Group Housing; 

 
New housing provision meets 
housing needs; 
Site relocated in accordance 
with Olympics’ timetable. 

 
SD Team 
(AE) 
John 
Isted 

 
Year 1  
 

 
Project in development. 
Jan- May 07 

 
3.17.5 

   
Provide information; facilitate 
& support Fordhams in 
interviews; 
& stakeholder events. 

  
G&T Accommodation Needs 
Assessment fed into Hackney 
Housing Strategy. 

 
 SD 
Team 
(AE) 
James 
Keddie-
Fordham
s 

 
Year 1 
 

 
 Interim report 
completed Jan 07; 
Project in development 

 
3.17.6 

   
Access Supporting People & 
‘Respect Task Force’ 
funding, to provide floating 

 
Provision of additional 
housing related support; 
Individual Care &Support 

 
SD Team 
(AE) 
 

 
Year 1  

 
Project in development. 
by March 07 

                                                                                                                                                                                                                                           
and holistic service and strategy for the Travelling community within the London Borough of Hackney. 
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support (FS) services to 
G&T community; 
Recruit 2 FS Workers. 

Plans for all the 16+ living on 
Waterden Crescent site. 
 

SP Team 

 
 
 
3.18    Floating Support 
 
 
3.18.1 

 
 

 
KLOE 
31.2/Cantle 

 

 
Promote independence & 
social inclusion through 
development, with SP team, 
of robust specification for 
generic floating support 
services for vulnerable 
people  
Including vulnerable BME 
people who may experience 
isolation( assisting social 
cohesion) 

 
Specification agreed;  
Service commissioned; 
Outcomes monitored. 

 
SD 
Team(NE
) / 
NHOs/ 
SP team 

 
 Year 
1-3 

 
Partnership working with 
SP team delivered 
robust FS specification. 
 

 
3.18.2 

   
Provide support to Gypsy 
and Traveller community. 

 
Floating support available to 
vulnerable members of this 
community. 

 
SD 
Team(AE
) 

 
Year 1 

 
£60K SP funding 
secured for this group. 
 

 
3.18.3 

   
Make floating support 
available to all vulnerable 
tenants. 

 
Through partnership working, 
floating support services 
provided. 

 
SP 
Team/ 
SD Team 
(NE)/NH
Os/VPOF
S 
providers 

 
Year 1- 
3 

 
HH partnership with 
SHP and Mosaic 
assures floating support 
provision to vulnerable 
tenants. 
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PART FOUR:  EMPLOYMENT, LEARNING AND DEVELOPMENT  
 
 STRATEGIC 

OBJECTIVES 
ESLG LEVEL 

& KEY 
DRIVERS 

ACTIONS OUTCOMES LEAD WHEN STATUS 

 
4.1 Implementing Equalities and Diversity Policy 
 
 
4.1.1 

 
 

 
CEP 
ESLG Level 3 

 

 
Undertake EIAs of all key HR 
policies and procedures. 
 

 
EIAs completed &outcomes 
reviewed. Policies consistent 
with E&D Strategy. 

 
Finance 
& 
Resourc
es 

 
Year 1- 
3 
 
 

 
All HR policies are 
consistent with LBH 
policies;   
EIA programme in place. 

 
4.1.2 

  
ESLG Level 3 

 
Ensure that pay & workforce 
strategies address equality 
issues. 
 

 
Pay and workforce strategies 
addressed. 

 
Finance 
& 
Resourc
es 
 

 
Year 1- 
3 
 
 
 
 

 
Pay strategies are 
consistent with those of 
LBH and address 
equality issues; 
Workforce Strategy is 
WIP. 

 
4.1.3 

  
ESLG Level 3 
Macpherson 

 
Set & action employment 
equality targets  & 
collect/analyse equalities data 
for staff recruitment, staff 
retention, workforce profile, 
career progression, training 
opportunities; 
Monitor above, together with 
equalities profile of staff 
involved in disciplinary & 
grievance matters; 
Take positive action to 
address E&D issues 
identified.  

 
Equality employment targets set and 
achieved; 
Data is available for all HR 
activities; 
Action taken to address any 
issues identified. 

 
Board/ 
HHMT/ 
Finance 
& 
resource
s 

 
Year 1- 
3 
 

 
Targets for all 6 strands 
are WIP; 
Monthly management 
information provides 
workforce profile and 
equalities breakdown for 
all job applicants; 
Extension of profile data 
to address all 6 strands 
is WIP. 
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4.1.4 

  
ESLG Level 3 

 
Establish E&D monitoring of 
agency staff contracts. 
 

 
Equality employment targets are met; 
Agency policies are consistent 
with E&D Strategy. 

 
Finance 
& 
Resourc
es 

 
Year 1- 
3 

 
WIP 
 

 
4.1.5 

  
ESLG Level 3 

 
Appraise competency/ 
behaviours to ensure that 
managers & staff capable of 
implementing the Equality 
Standard (all 6 equality 
strands). 

 
Appraisal process addresses 
E&D issues. 
 

 

 
Finance 
& 
Resourc
es/ All 
Manager
s 

 
Year 1- 
3 
 
 
 
 

 
E&D awareness training 
mandatory for all staff; 
focussed E&D training 
for all managers is also 
mandatory; 07/08 
appraisals 
Appraisal process under 
review –see below. 

 
4.1.6 

  
ESLG Level 3 

 
          Build equality objectives and 

targets into management 
appraisal mechanisms. 

 
Achievement of equality 
objectives incorporated into 
the appraisal systems for 
managers. 

 
Finance 
& 
Resourc
es 

 
Year 1 
 

 
Review of E&D questions 
in appraisal process is 
WIP. 
07/08 appraisals 

 
4.1.7 

  
ESLG Level 3 

 
Offer parental, family or 
adoptive leave, flexible 
working arrangements, 
maternity leave, childcare 
facilities and career breaks to 
employees of all grades. 
 

 
All staff have access to 
flexible employment & leave 
opportunities. 

 
Finance 
& 
Resourc
es 

 
Year 1- 
3 

 
HR policies are 
consistent with LBH 
policies and address 
these issues. 
All need have EIA’s  
Review: Home working, 
hot desking, term time 
working, annual hours, 9 
day fortnights 
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4.2 Profile of workforce 
 
 
4.2.1 

 
 

 
ESLG Level 3 
Cantle 
IIP 
 

 
Obtain equalities profile of 
current staff, including 
monitoring of all 6 strands; 
Circulate to managers and 
provide reports to 
HHMT/Board; 
Monitor profiles, to inform 
targeted recruitment/career 
development; 
Take steps to ensure that the 
HH workforce reflects the 
local community, including 
review of trainee initiative. 
 
 
 

 
Staff profile known/circulated 
to managers/monitored/ 
reported to HHMT/Board; 
Outreach recruitment 
initiatives developed/ 
implemented; 
 

 
Finance 
& 
Resourc
es 
 
 
 
 
 
 
 
 
 
 
 

 
2006 
 
 
 
 
 
 
 

 
HH has access to results 
of LBH staff survey; HH 
workforce profile is 
available. 45% of 
workforce from BME 
groups; 
Additional profiling by all 
6 strands is WIP; 
Participation in LBH 
Phoenix programme 
ongoing; 
Trainee initiatives to be 
reviewed. 
Recruitment processes 
target all members of the 
community; 
Review of workforce 
issues relating to people 
form EU accession 
states is pending. 

    Applications encouraged from 
all members of the 
community/ from under-
represented groups; 
Trainee initiative reviewed/re-
introduced;  
 
Target: increase take-up of 
staff survey, consider 
options  
 

Finance 
& 
Resourc
es/Mana
gers 
 
 

Year 1 
 
 
 
 
 
 
 
 

Does work force reflect 
other equality strands 
Recruitment- advertise 
commitment to E&D in 
community media 
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4.2.2 Ensure HR computer 
system assists Equalities 
monitoring. 

Availability of effective 
monitoring tool. 

Finance 
& 
Resourc
es 

2006 HH has access to LBH 
systems which support 
E&D monitoring. 

 
 
4.3 Consultation and Involvement 
 
 
4.3.1 

 
 

 
RES 
DES 
GES 
 
ESLG Level 3 

 
Consult with staff & 
stakeholders over 
implications of new E&D 
legislation & best practice & 
when setting equality goals & 
Action Plans; 
Ensure that Board/staff are 
aware of E&D Action Plans & 
implications for service & 
employment. 
 
 

 
Regular reports re HR issues 
to HHMT & Board; 
All staff input to E&D goals, 
targets & plans. 
 
 

 
Finance 
& 
Resourc
es  
 
 
 
 
 

 
Year 1- 
3 

 
Issues considered by the 
Local Joint Committee 
(LJC) – includes TUs; 
reports to HHMT/Board; 
Exec and Wider E&D 
Groups feedback to staff; 
One-to-one guidelines 
address discussion 
during staff supervision; 
Discussion at team 
meetings;  
E&D presentation to 
monthly Staff Meeting 
June 06;  
KLOE 31 presentation to 
HH Managers’ Event Nov 
06; 
E&D Strategy/DEAP on 
HH website & intranet. 
E&D reports to Board 

 
4.3.2 

   
Utilise appropriate 
mechanisms to obtain staff 
feedback on HR policies & 
quality of service delivery. 
 

 
Feedback requested/received 
& considered. 

 
Finance 
& 
Resourc
es 

 
Year 1- 
3 

 
Feedback through LJC; 
Access to feedback 
through LBH staff 
surveys; 
Open Door policy 
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promoted on staff 
intranet. 

 
4.3.3 

   
Undertake staff ‘exit 
interviews’. 
 

 
Staff feedback obtained at 
end of employment. 

Finance 
& 
Resourc
es 

 
Year 1- 
3 

 
Exit interviews address 
E&D issues & are offered 
to all staff. 

 
4.3.4 

   
Adopt procedures to ensure 
that publicity for vacancies 
does not unfairly restrict the 
range of applicants. 
 

 
Vacancies widely advertised 
and in a manner that reaches 
all minorities; 
Wide range of 
publications/media used for 
advertising vacancies 
Carry out EIA. 

 
Finance 
& 
Resourc
es 

 
Year 1  

 
Recruitment procedures 
enable access by all 
members of the 
community; 
Review of issues relating 
to EU accession states 
pending. 

 
 
4.4     Recruitment 
 
 
4.4.1 

 
 

 
Macpherson 

 
Record and monitor all 
recruitment activity (from 
application to offer) on a 
quarterly basis; 
Submit information to the 
Board with trend analysis 
and recommendations. 

 
Recruitment data is 
monitored; 
Information made available 
to HHMT/ Board. 

 
Finance 
& 
Resourc
es 

 
Year 1- 
3 

 
Quarterly reports are 
presented to Board. 
 

 
4.4.2 

  
ESLG Level 3 

 
Ensure Job Centres, Careers 
Advisers & Employment 
Agencies aware of HH E&D 
policy. 

 
Recruitment partners are 
aware of E&D policies. 

 
Finance 
& 
Resourc
es 

 
Year 1- 
3 

 
All agencies referring 
staff are advised of HH 
policies. 
 

 
4.4.3 

  
Macpherson 

 
Organise recruitment fairs in 
appropriate locations, e.g.  
community organisations, 

 
Employment opportunities 
are promoted within all 
members of the community 

 
Finance 
& 
Resourc

 
Year 1- 
3 

 
Insufficient general 
vacancies to justify job 
promotions of this kind. 
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centres and schools. 
 

es Apprenticeships are 
advertised locally; 
All vacancies advertised 
in a range of media, to 
reach all members of the 
community. 

 
4.4.4 

  
ESLG Level 3  

 
Establish a system of 

guidance and training on 
E&D issues relevant to short-

listing panels and 
interviewers. 

 

 
Equality guidelines provided 

for short-listing and 
interviewing. 

Training for all members of 
short-listing & interviewing 

panels established. 
Target: for managers to 

attend recruitment training 

 
Finance 
& 
Resourc
es 

 
Year 1- 
3 

 
Addressed within 
managers’ E&D training;   
At least 1 member of a 
recruitment panel must 
have attended 
recruitment training. 

 
4.4.5 

   
Review/extend Phoenix 
(Positive Action) recruitment 
& development programme 
in response to: 
·  Outcome of staff 

equalities monitoring  
·  Identified gaps in 

opportunities for specific 
groups. 

 
With LBH, Phoenix 
programme reviewed; 
New PAP initiatives 
developed/implemented, as 
required. 

 
Finance 
& 
Resourc
es/ 
People 
and 
Culture 
Group 

 
Year 1- 
3 

 
LBH (Phoenix) scheme/ 
other corporate initiatives 
are actively promoted; 
Individual needs 
addressed through 
performance appraisal. 
 

 
4.4.6 
 

   
Promote HH Apprenticeship 
Scheme. 

 
Scheme promoted in HH 
Newsletter. 

 
Comms 
Team 

 
Year 1- 
3 

 
Scheme promoted. 
Publicity in HH News,    
July 06.       

 
4.4.7 

  
ESLG Level 3 

 
Review written recruitment & 
promotion procedures. 

 
Address the importance of 
removing barriers to & 
accessibility of employment 
for all members of the 
community. 
Carry out EIA 

 
Finance 
& 
Resourc
es 

 
Year 1 

 
LBH policies 
implemented/address 
these issues. 
Cross refer to EIAs at 4.1 
above. 
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4.4.8 

  
CEP 
Macpherson 

 
Produce a standard range of 
application forms/JDs that 
are clear and explicit; 
Ensure that HH commitment 
to E&D is reflected in all job 
descriptions & person 
specifications. 

 
Application forms are 
accessible, easy to complete 
& clear to all members of 
community. 

 
Finance 
& 
Resourc
es 

 
Year 1 

 
Some changes initiated 
by LBH. 
HH – WIP 

 
 
4.5 Learning and Development 
 
 
4.5.1 

 
 

 
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing; 
ESLG Level 3 
 

 
Provide E&D awareness 
training for all members of 
HH Board including their 
responsibilities under the 
RRA & racial equality 
matters; 

 
Training completed/ 
evaluated; 
Board has information & 
adequate training to support 
scrutiny process. 
Target: Board E&D 
awareness training 

 
Finance 
& 
Resourc
es(Gov/L
&D)  

 
Year1 

 
Board E&D training is 
WIP. 
Cross ref. Governance 
(1.3.2) 

 
4.5.2 

  
KLOE 31.1 
KLOE 31.2 
KLOE 31.5 
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
ESLG Level 3 

 
Develop and implement a 
comprehensive & consistent 
E&D learning & development 
programme (accessing 
corporate training, as 
appropriate), to address E&D 
learning & development 
needs of all staff;  
[Training for surveyors, 
planners etc addresses 
issues to be considered in 
design, construction & 

 
Front line staff are skilled & 
confident to support all 
residents; 
Staff trained on the detailed 
implementation of ESLG, 
including Action Plans& 
legal/other updates; 
Managers have all required 
competencies; 
All staff aware of cultural 
issues and can respond 
appropriately; 

 
Finance 
& 
Resourc
es(L&D) 

 
 Year 1 
 
 

 
E&D issues addressed at 
staff Induction ‘The HH 
Experience’; 
E&D training mandatory 
for all members of staff 
and attendance  
monitored (attended 
by141 staff); 
Additional E&D 
Managers’ Training is 
mandatory for all 
managers/attendance is 



 

                                                                               Item 11 – Appendix A 

 

regeneration for a diverse 
community- Cross Ref: 3.9.6 

Staff involved in EIAs receive 
appropriate training; 
Training customised to needs 
of staff; 
Training is completed/ 
repeated/evaluated. 
 
Set Target for Year 1 
 

monitored (attended by 
40 managers); 
EIA training available for 
all relevant staff (25 have 
attended); 
Joint training with LBH 
DV &  Hate Crime Team 
for all front line/cleaning/ 
grounds maintenance 
supervisors; 
Refresher training is 
offered regularly. 

 
4.5.3 

  
Macpherson 
 

 
Monitor development 
opportunities by 
ethnicity.  
 

 
Ensure that black, Asian & 
ethnic minority employees 
access & benefit equally from 
training/development 
opportunities. 

 
Finance 
& 
Resourc
es 
(L&D) 

 
Year 1- 
3 

 
Monitoring in place and 
ongoing; 
Cross refers 4.1.2, 4.2 
and 4.4.4 above. 
 

 
4.5.4 

  
Statutory 
Code of 
Practice on 
Racial 
Equality in 
Housing 
 

 
Introduce an internal 
mentoring programme; 
Ensure openness and 
transparency of targeted 
staff development initiatives. 

 
Groups under-represented at 
management Levels assisted  
to achieve career 
progression, 

 
HHMT 
 
 
 
 
 

 
Year 1  
To 
extend 
to 
other 
grades 
 
 
 
 

 
Mentoring takes place on 
an individual basis, as 
need identified at 
performance appraisal. 
Which grades? 
Mentoring Scheme to be 
developed. 

 
4.5.5 

 
 

 
ESLG Level 3 
Statutory 
Code of 
Practice on 
Racial 
Equality in 

 
When hiring contractors & 
other agents, 
actively seek to employ 
organisations committed to 
E&D;  
Measure & evaluate 

 
Contractors & consultants 
sign up to HH policies;  
Effective monitoring systems 
ensure that equality 
employment targets are met;  
Results used to improve 

 
Finance 
& 
Resourc
es 

 
Year 1- 
3 

 
Cross refers to Service 
Commissioning (3.4.1). 
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Housing 
 
 
 

contractors' commitment to 
E&D prior to contract award;  
Monitor service 
delivery outcomes.  

services. 

 
4.5.6 

  
KLOE 31.1 
KLOE 31.3 
ESLG Level 3 
 

 
Develop E&D training, with 
partners; make E&D training 
mandatory/ 
available to all partners. 

 
Partners share consistent 
values & approach to E&D 
agenda; all staff receive 
training. 
 

 
Finance 
& 
Resourc
es/NHO’
s 
 

 
Year 1- 
3 

 
Training developed 
with/available to HM 
partners. 
 

 
 
4.6 Information Sharing 
 
 
4.6.1 

 
 
 

 
ESLG Level 3 

 
Disseminate E&D policy to 
all staff. 
Revise HR Handbook to 
address E&D Strategy; 
Provide regular updates, 
through intranet, newsletters 
and bulletins. 
 

 
Staff are well informed 
about/understand E&D policy 
& all related initiatives; 
HR handbook addresses all 
E&D staffing issues. 

 
Finance 
& 
Resourc
es/ All 
Manager
s 

 
Year 1- 
3 

 
E&D objectives, agenda 
and related 
achievements publicised 
at Staff Conference Nov 
06; in staff newsletters 
and in Improvement 
Bulletin Jan 07; 
Wider E&D Group 
formed, reps from all 
discrete service areas; 
People & Culture Group 
formed; 
Staff Handbook revised 
April 06. 
Policy (06)and Strategy- 
Summary version (Feb 
07)on ‘virtual library on 
intranet  
DEAP to be added 
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4.6.2 

   
Develop a Communications Policy 
that ensures translation & 
interpretation (T&I) facilities 
are readily available & staff 
have guidelines on 
when/how to use them. 

 
Develop T&I Policy, 
guidelines. 
 

 
SD 
Team/ 
Comm 
Team 
manager
s 

 
Year 1 

 
Development of 
Communications 
Strategy? 
Publicity in Top Storey, 
Winter 06. 

 
4.6.3 

   
Provide regular focus in the 
in-house staff newsletter on 
HH & partner E&D initiatives; 
related legislation & best 
practice. 
 

 
Regular staff updates given 
and awareness heightened. 

 
SD 
Team 
(BJ)/ 
Comms 
Team 

 
Year 1 

 
E&D issues in articles 
in:- 
Staff Bulletin Sept 06; 
Top Storey Winter 06 
(promotion of People & 
Culture group) 
Improvement Bulletin Jan 
07. 
 

 
4.6.4 

   
Advertise services of the DV 
& Hate Crime Team on staff 
notice boards. 

 
Support to staff who are 
victims of DV/Hate Crime. 

 
All 
Manager
s 

 
2006 

 
Information distributed to 
managers to make 
available on staff notice 
boards 06. 
 

 
 
4.7 HR Focus – Age 
 
 
4.7.1 

 
 

 
Legislation 

 
Implement and monitor 
requirements of the 
Employment Equality (Age) 
Regulations 2006. 

 
Requirements implemented;  
Monitoring arrangements in 
place. 

 
Finance 
& 
Resourc
es 

 
Year 1- 
3 

 
HH compliant with LBH 
policy. 
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4.8 HR Focus – Disability and Carers 
 
 
4.8.1 
 

 
 

 
DES; 
Feedback 
from 
Disability 
Consultation 
event July 06 

 
All staff & contracted service 
providers receive disability 
training; 
Training to be delivered by 
disabled people. 

 
Dates set for staff/ 
contractor/ partner training; 
All staff & contractors have 
core knowledge of disability 
equalities issues & DES; 
awareness of 
disability/customer care 
issues raised. 

 
SD 
Team  
(BJ)/ 
Finance 
& 
Resourc
es(TW) 
 

 
Year 1 

 
Corporate programme 
being developed 
Training commenced Oct 
06 
 
. 

 
4.8.2 

  
DES 
 

 
Circulate Disability Equality 
Duty awareness guidance to 
all staff. 

 
Corporate guidance 
circulated. 

 
BJ/ 
Corporat
e 
Equalitie
s Team 

 
2007 

 
Document distributed to 
E&D Lead Contacts Mar 
07 
Copy on LBH website 
and HH virtual Library 

 
4.8.3 

  
DES 

 
Ensure all staff/partners are 
aware of ‘whistle blowing’ 
policy relating to mis-
treatment of young people 
and vulnerable adults. 
 

 
Whistleblowing policy is 
shared with all 
staff/contractors. 

 
Finance 
& 
Resourc
es- staff/  

 
2006 
 
 
 

 
HH Whistleblowing 
Policy adopted/circulated 
summer 06. 
 

     Cont 
Monitorin
g Team 
for 
contracto
rs 
 

Year 1  

 
4.8.4 

  
Disability 
Access audit 
(Oct 06) 

 
Provide staff training in use 
of auxiliary aids (e.g. 
Induction loops). 

 
Staff and service users can 
make effective use of 
available equipment. 

 
JP/NHO
s 

 
2007 
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4.8.5 

  
Disability 
Access audit 
(Oct 06) 

 
Offer work placements to 
unemployed PWD. 

 
Employment opportunities for 
PWD enhanced. 

 
Finance 
& 
Resourc
es 

 
Year 1 

 
Flexible working 

 
4.8.6 

  
Disability 
Access audit 
(Oct 06) 
 

 
Transcribe job application 
packs on website into Plain 
Text; make job information 
available in both PDF and 
Words format. 

 
Barriers to PWD making job 
applications removed. 

 
Finance 
& 
Resourc
es/ 
Comm 
Team 

 
Year 1 

 
 
 
 
 
 

 
4.8.7 

  
DES 
BVPI 11c 
BVPI 16a 

 
Identify specific actions to 
address any current under-
representation of disabled 
people in the workforce. 
Advertise job vacancies in 
disability publications. 

 
Provide fair and equal access 
to employment; 
Targets set; 
The percentage of the top 5% 
of earners who define 
themselves as disabled is 
monitored; 
The workforce reflects the 
community. 
Targets: Set recruitment 
targets for next 3 years 
 

 
Finance 
& 
Resourc
es 

 
Year 1  

 
Monitoring in place & HH 
workforce representative 
of LBH ethnicity. 
Target setting/monitoring 
of all 6 equality strands is 
WIP. Cross refers 4.1.2 
above. 

 
4.8.8 

  
DES 

 
Progress the ‘Workright’ 
Programme13.  

 
Schemes progressed. 

 
Finance 
& 
resource
s 

 
Year 1 

 
HH participates in 
corporate programme. 
 

 
4.8.9 

  
LBH CEP 

 
Promote LBH Staff Diversity 

Recognise the diverse needs 
of staff 

E&D 
Group/Al

Year 1- 
3 

LBH posters advertising 
Diversity Forum 

                                            
13 Workright Programme to tackle specifically estimated 90% unemployment for people with learning disabilities and monitor numbers gaining 
permanent employment 
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Forum - Disability 
 

l 
manager
s 

displayed on HH staff 
notice boards 
Establish link between 
LBH and HH intranets 
 

 
 
 
4.9 HR Focus – Ethnicity 
 
 
4.9.1 

  
Macpherson 

 
Include racist behaviour as 
an example of conduct which 
may result in dismissal 
without notice within 
Disciplinary Procedure.  

 
Addressed within Disciplinary 
Procedure. 
 

 
Finance 
& 
Resourc
es 

 
 2006 

 
Disciplinary procedure 
conforms to requirement. 
 

 
4.9.2 

  
BV PI 11b 
BV PI 17 a 
Macpherson 

 
Set employment targets for 
the recruitment, progression 
and retention of black, Asian 
and ethnic minority staff.  
Analyse, monitor and review 
these annually. 
Set specific target for senior 
grades. 

 
The workforce reflects the 
community;  
Monitoring is ongoing; 
The percentage of top 5% 
earners filled by BME staff is 
monitored. 
Targets: Set targets 

 
Finance 
& 
Resourc
es 

 
Year 1  
to set 
targets 

 
Workforce monitoring in 
place & ongoing. 
 
Target setting/monitoring 
of all 6 equality strands is 
WIP  
Cross refers to 4.1.2 
above. 

 
4.9.3 

  
Macpherson 

 
Ensure that JDs/person 
specs. & performance 
appraisals of all 
managers (including 
partners) include 6 strands 
equality competencies. 

 
Staff have appropriate 
competencies to proactively 
deliver E&D Strategy. 

Finance 
& 
Resourc
es 

Year 1  

 
4.9.4 

  
Macpherson 

 
Ensure staff working with 
black, Asian & ethnic 

 
Staff aware of impact of racial 
harassment/ 

 
Finance 
& 

 
Year 1- 
3 

 
Check with TH – 
partners’ training; 
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minority families receive 
mandatory training on the 
impact of racial harassment 
& discrimination. 

discrimination on the lives of 
black, Asian and ethnic 
minority families & can 
respond appropriately, 
according to needs. 
 

Resourc
es(L&D) 

bespoke training needs 
to be identified. 
Part of E&D training 
programmes 

 
4.9.5 

  
EIA outcome 
Racial 
Perceptions 
(April 06) 

 
Awareness training for 
Language Line  
 
 

 
Staff awareness increased;  
Staff enabled to assist SUs 
for whom English not 1 st 
language. 

 
SD 
Team 
(BJ)/ 
Languag
e 
Line/NH
Os 

 
2006 

 
205 staff trained 2006 
 
 
 

    
E&D Awareness training to 
include  
Translation & interpreting 
resources.-  

 
Staff awareness increased;  
Staff enabled to assist SUs 
for whom English not 1st 
language. 

 
Finance 
& 
Resourc
es( L&D) 

 
Year 1 

Ensure E&D Training 
addresses this issue 

 
4.9.6 

  
Macpherson 

 
Involve black, Asian & ethnic 
minority people (e.g. staff, 
Board members, consultants 
and representatives of  local 
community) in designing, 
commissioning, 
selection of providers of anti-
racism & racial equality 
training.  

 
Black, Asian and ethnic 
minority people involved in 
provision of anti-racism & 
racial equality training. 
 

 
Finance 
& 
Resourc
es 

 
Year 1 

 
Feedback from 
consultation informs 
training needs. 
Resident satisfaction 
Levels are improving. 
 
Reps from diversity staff 
forums to take 
part/consulted on 
tendering/development of 
E&D training 

 
4.9.7 

  
Macpherson 
EIA outcome 
Repairs (Oct 
06) 

 
Where appropriate, include 
bilingual skills & knowledge 
of black, Asian & ethnic 
minority communities as part 

 
Access to services for all 
members of the community is 
facilitated; 
Services responsive to needs 

 
Service 
manager
s 
 

 
2006 
 
 
 

 
JDs/person specs 
address special skills 
requirements, as 
necessary. 
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of the Person spec;  
Recruit staff with EU 
language skills. 

of new communities. 
 

  

    Services responsive to needs 
of new communities 

Manager
s/Financ
e & 
Resourc
es 

 
Year 1- 
3 

 

4.9.8   
LBH CEP 

 
Promote LBH Staff Diversity 
Forum – Black and Ethnic 
Minority 

 

 
Recognise the diverse needs 
of staff 

E&D 
Group/Al
l 
manager
s 

Year 1- 
3 

LBH posters advertising 
Diversity Forum 
displayed on HH staff 
notice boards 
Establish link between 
LBH and HH intranets 
 

 
 
4.10 HR Focus – Faith 
 
 
4.10.
1 

 
 

 
LBH CEP 

 
Promote LBH Staff Diversity 
Forum - Faith 

 

 
Recognise the diverse needs 
of staff 

 
E&D 
Groups/
All 
manager
s 

 
Year 1- 
3 

LBH posters advertising 
Diversity Forum 
displayed on HH staff 
noticeboards 
Establish link between 
LBH and HH intranets 

 
 
4.11 HR Focus – Gender and Transgender 
 
 
4.11.
1 

 
 

 
ESLG Level 3 
 
 
 
 

 
Participate in corporate 
comprehensive equal pay 
audit;  
If appropriate, plan for equal 
pay adjustment. 

 
Equal Pay Audit completed. 
 

 
Finance 
& 
Resourc
es(HR) 

 
Year 1 

 
Ongoing, as part of LBH 
Job Evaluation Scheme. 
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4.11.
2 

  
BV PI 11a 

 
Monitor % of women working 
at all Levels within HH. 
 

 
Percentage of top 5% earners 
filled by women monitored; 
Workforce reflects the 
community. 

 
Finance 
& 
Resourc
es (HR) 

 
Year 1- 
3 

 
Monitoring in place & 
ongoing.  
 
Cross refers to 4.2 above 
 

 
4.11.
3 

  
GES 

 
Improve information re. 
needs of Transgender staff  
Publicise commitment to 
meeting needs. 

 
Needs identified. 
EIA in respect of  relevant HR 
policies 

 
Finance 
& 
Resourc
es(HR) 

 
Year 1 

 
WIP 
 
 
Cross refers with 3.16.2 
above. 

 
4.11.
4 
 

  
GES 

 
Respect the right of 
employees to live in their 
chosen re-assigned gender 
and respect preferred gender 
identity. 

 
Training included in E&D 
awareness; 
Supportive statements 
included in publicity. 

 
Finance 
& 
Resourc
es(HR& 
L&D) 

 
Year 1- 
3 

Addressed within staff 
E&D training. 
 
Addressed within HH 
Code of Conduct. 
 

4.11.
5 

   
Staff equalities monitoring 
expanded to include 
category for 
Transgender/Trans category. 

 
Equality categories extended 
to include LGBT; 
Information collected & trends 
monitored. 

 
Finance 
& 
Resourc
es 

 
2006 

 
Introduced corporately & 
applied within HH Nov 
06. 
 

4.11.
6 

  
EIA outcome 
Racial 
Perceptions 
(April 06) 

 
E&A training to include 
needs of Transgender/Trans 
people & transphobic 
awareness. 

 
Training modified & delivered. 

 
Finance 
& 
Resourc
es(L&D) 

 
Year 1- 
3 

 
Training commenced Oct 
06. 
 

4.11.
7 

  
LBH CEP 

 
Promote LBH Staff Diversity 
Forum - LGBT 

 

 
Recognise the diverse needs 
of staff 

 
E&D 
Group/Al
l 
manager
s 

 
Year 1- 
3 

LBH posters advertising 
Diversity Forum 
displayed on HH staff 
notice boards 
Establish link between 
LBH and HH intranets 
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4.12   HR Focus – Sexual Orientation 
 
 
4.12.
1 

 
 

  
Positive messages in 
publicity re HH commitment 
to tackling homophobia/ 
discrimination on grounds of 
sexual orientation. 

 
Message in 
newsletters/leaflets. 
 
 

 

 
Finance 
& 
Resourc
es 
(HR)/ 
Comms 
Team 

 
Year 1 

 
Articles in staff & resident 
newsletters. 
 

 
4.12.
2 

  
 

 
Staff equalities monitoring 
expanded to include 
category for Lesbian, Gay 
men, Bisexual & 
Transgender categories. 

 
Equality categories extended 
to include LGBT; 
Information collected & trends 
monitored. 
 

 
Finance 
& 
Resourc
es 

 
2006 

 
Introduced corporately & 
applied within HH Nov 
06. 
 

4.12.
3 

  
EIA outcome 
Racial 
Perceptions 
(April 06) 

 
E&A training to include 
needs of LGB people & 
homophobia awareness. 

 
Training modified & delivered. 

 
Finance 
& 
Resourc
es 

 
Year 1- 
3 

 
Training commenced Oct 
06. 
 

4.12.
4 

  
LBH CEP 

 
Promote LBH Staff Diversity 
Forum - LGBT 

 

 
Develop staff diversity 
Recognise the diverse needs 
of staff 

 
E&D 
Group/Al
l 
manager
s 

 
Year 1- 
3 

 
LBH posters advertising 
Diversity Forum 
displayed on HH staff 
notice boards 
Establish link between 
LBH and HH intranets 
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Appendix One : Timetable 
 
Year 1                April 07 to March 08 
Year 2    April 08 to March 09 
Year 3    April 09 to March 10 
 
 
Appendix Two: Abbreviations Used 
 
The following abbreviations have been used:-  
 
ASB                Anti-social Behaviour EU                   European Union 
BV   Best Value GES                Gender Equality Scheme 
BVPI   Best Value Performance Indicator HR   Human Resources 
BME   Black Minority Ethnic KPI   Key Performance Indicator 
CEDG   Corporate Equality and Diversity Group LGBT              Lesbian, Gay, Bisexual, Transgender 
CEP   Corporate Equalities Plan MADHG          Multi-agency Disability Harassment Group 
COP  Codes of Practice NRF                Neighbourhood Renewal Fund 
CRE                Commission for Racial Equality PAT   Priority Action Team 
DDA                Disability Discrimination Act (1995) PI                     Performance Indicators 
DEAP   Hackney Homes’ Diversity and Equalities Action Plan RES   Race Equality Scheme 
DEIG   Departmental Equalities Implementation Group RRA (A)   Race Relations and Race Relations Amendment Acts 
DES   Disability Equality Scheme HHMT  Hackney Homes’ Management Team 
EDP                Equality and Diversity Policy SU                    Service User 
EIA                 Equality Impact Assessment TU                   Trades Union 
ESLG             Equality Standard for Local Government VFM                Value for Money 
 WIP                 Work in Progress 
 


