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HACKNEY HOMES Ltd Board Meeting 27

Monday 30 ™ April 2007 at 6.00pm to 8.00pm.

Christopher Addison House, 72 Wilton Way, Hackney E 8 1BJ
/ \ AGENDA Part A (Open to the public)
Item Presenter |Subject Status Rage Duration
Number
Open Items
1. Chair Welcome/Apologies/Introductions | Information 3 mins
2. Chair Declarations of Interests Information 2 mins
3. Chair Questions received from the Information 5 mins
public (Verbal)
4. Chair (a) Minutes of 26™ March 2007 Decision 5 mins
(Part A) and matters arising
(b) Rolling Decision Register Information
(Live Issues Only)
5. S Tucker Chief Executive’s Monthly Report | Information 20 mins
(Report)
6. G Penticost | Decent Homes Programme — Information 10 mins
Progress Report (Report &
Appendices)
7. N Isaac Hackney Homes Board Decision 10 mins
Resolution: Appointment of Baker | (Report)
Tilly UK Audit LLP (external
auditors)
8. N Isaac Devolution of Procurement Decision 10 mins
Responsibility to Hackney Homes | (Report)
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9. Chair

Date of Next Board Meeting

4™ June 2007 at 6.30 pm
(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 Board Meeting Agenda B — Part B on 30  th April 2007:

1)

2)

3)

4)

5)

Hackney Homes Limited Business. The following items will not

be disclosed as discussions are concerned with confidential and
commercially sensitive information.

(a) Frequency of future board meetings;
(b) Chair / Vice Chair appointments;
(c ) Next steps on customer services.

Internal Audit Forward Plan 2007/08 to 2009/10. This document

cannot be disclosed as it contains confidential and commercially
sensitive information.

Fair Pay Scheme. This item cannot be disclosed as contains
confidential and commercially sensitive information.

Minutes of the 26™ March 2007 — Part B and matters arising (this
Minutes Document cannot be disclosed as it contains confidential
and commercially sensitive information);

Hackney Homes Ltd — Reports from Committees in April 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.
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Hackney Homes Ltd ITEM: 4a

PART A Minutes of Board of Directors, held at Christopher
Addison House, 72 Wilton Way, Hackney E8 1BJ

On 26" March 2007 at 6.30PM

[ ]

Present Board Members Officers Observers
Samantha Lloyd (Chair) Steve Tucker Stephen Tate — Hackney Council
Rupert Tyson Susmita Noonan Nimisha Patel — Hackney Council
Audrey Villas Neil Isaac Terry Edwards (MESH Chairman)
Karen Alcock Gary Penticost Steve Edwards - GMB Representative
Afolasade Bright Helen Toner — Unison Representative
Sharon Patrick Mike Schirwing (Audit Commission Inspector)
Marie Photiou
David Larkin
Brian Marsh
Asim Bhattacharyya Cheryl Ramsay (Governance Team - minutes)
Linda Kelly Kweku Quagraine (Governance Team)
Andrew Potter

Item Part A — Open to the Public Action Date

1. Welcome / Apologies /
Information Introductions

Mr Mike Schirwing, Audit Commission Inspector, was introduced to the Hackney Homes Board.
Apologies were received from Alice Burke and David Curley.
Sandra Hall did not attend.

Samantha Lloyd informed the Board that Audrey Villas had resigned from her role as Chair of
Arden Tenant Management Organisation.

2. Declarations of Interest

None.

3. Questions received from
the public

None.
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Hackney Homes Ltd

PART A Minutes of Board of Directors, held at Christopher
Addison House, 72 Wilton Way, Hackney E8 1BJ

On 26" March 2007 at 6.30PM

ITEM: 4a

4a). Minutes of 26 ™
February 2007 (Part A) and
matters arising

4 b). Rolling Decision
register

Agreed.

Noted.

Item 8.6 Decent Homes

The Board requested a brief Decent Homes summary report showing how 1,500 units were
brought to the Decent Homes standard in 2006/07 e.g. numbers of kitchen and bathrooms.

GP

Report
due:30™
April 2007

5. Chief Executive’s Monthly
Report

Steve Tucker highlighted the following items contained in his report:

Hackney Homes Business Plan (Item 3.1);

Two National Housing reports (Hills Review & The Communities and Local
Government’s review (good practice) (item 3.2) ;

Performance Monitoring (item 4.0);

Housing Services (item 5.0 - including new contract in the North East and Shoreditch
neighbourhoods, parking enforcement, pride of place, diversity information);

Financial Advice for Leaseholders (item 5.5);

Removal of Estate Agents Signs (item 5.6);

Property Services (item 6.0 — including repairs and maintenance procurement, repairs
policy consultation, asset management database, Decent Homes and Value for
Money);

Finance and Resources (item 7.0 including Hackney Homes Website, telephone
performance project, budget update);

Woodberry Down Regeneration Scheme (item 8.0);

Team Hackney (item 9.0 - including 2012 Olympics & Team Hackney);

Hackney Homes Reporting to Council (item 10)
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Hackney Homes Ltd

PART A Minutes of Board of Directors, held at Christopher
Addison House, 72 Wilton Way, Hackney E8 1BJ

On 26" March 2007 at 6.30PM

ITEM: 4a

Steve Tucker gave the following updates:

The negotiations on the Building Trade Operatives Pay Scheme were proceeding well
and a basis for a settlement had been agreed,;

Hackney Homes apprentices, Ryan Rebeiro (winner) and Callie Duncan (runner up),
had won national apprentice of the year awards (craft).

Steve Tucker addressed the Board Member questions as follows:

LBH had responsibility for rough sleepers in the borough;

The Choice Base Letting Scheme was the appropriate process for those seeking
housing;

Properties that were rejected by 5 viewers were assessed to ascertain whether further
improvements were necessary before being put out through the Choice Base Letting
scheme;

Woodberry Down Estate would be a mixed tenure project (private and social housing)
and would be managed by a registered social landlord (RSL). A RSL selection process
would have to be conducted and would be subject to a tenant ballot;

The new Parking Enforcement SLA would be considered by the Improvement
Committee and the Board ;

Asset Management - all elements were being updated on the data system (Gary
Penticost confirmed that all elements would be on the system by mid April 07 and that
he would provide an update to the Board. Gary Penticost stated that he would provide
the Board with an update on kitchens and bathrooms);

Woodberry Down — Hackney Homes, master planners, Government departments and
the design staff were in discussions concerning 2 blocks becoming listed buildings;
Team Hackney would invite the Chief Officer of the Olympics to attend a future
Improvement Committee meeting / Board meeting to discuss the Hackney Homes
contribution / potential benefits accruing from the Olympics & regeneration
opportunities. Hackney Homes and Hackney Council have noted the importance of the
legacy of the site and accommodation, investment and infrastructure (including
transport).

ST/SN

GP

ST/SN

Mid April
07
30" April
07
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Hackney Homes Ltd

PART A Minutes of Board of Directors, held at Christopher
HaCknGYH@mes Addison House, 72 Wilton Way, Hackney E8 1BJ

In partnership with HHackney Council

On 26" March 2007 at 6.30PM

ITEM:

4a

The Board discussed various items from the Hackney Homes Performance Report dated
February 2007.

The Board asked Steve Tucker to email them his Review of Customer Services briefing note.

ST

Completed
:17.4.07

6. Decent Homes
Programme — Progress
Report

Gary Penticost confirmed that:

Hackney Homes was on target to fully spend the approved budget of £45m for
2006/07;

Hackney Council had confirmed the 2007/08 approved budget to be £18.2m;

Kitchen and bathroom “time to complete each unit” would be reduced from 20 days to
15 days;

BVPI 184(a) forecast was 1621 which would be reconciled at the end of the financial
year;

£37.7m overall programme expenditure at the end of February 07.

The Board asked Gary Penticost to detail the following items in his next Decent Homes Board
report:

“quartile” information;
Monthly progress information;
Homerton - 06/07 “slippage” information.

GP

30" April
07

7. Health & Safety Policy

The Board noted the report.

Neil Isaac explained that the Health & Safety Policy Statement and Policy had been developed
in consultation with stakeholders and had been drafted in accordance with legislation.

Neil Isaac informed the Board that the policy was a “living document” which contained
responsibilities for the Board, Management and staff across of the organisation.

Neil Isaac confirmed that the lead Health & Safety Board Members were Brian Marsh and
Rupert Tyson.

NI

Ongoing
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Hackney Homes Ltd

PART A Minutes of Board of Directors, held at Christopher
HaCkMH@mﬁﬁ Addison House, 72 Wilton Way, Hackney E8 1BJ

In partnership with HHackney Council

On 26" March 2007 at 6.30PM

ITEM: 4a

Neil Isaac confirmed that the Health & Safety Policy would be linked into insurance claims
(associated with walkabouts).

Neil Isaac stated the Trade Union comments were that:

The policy must be a detailed legal document which should be user friendly i.e. free of
jargon and contain simple language;

The policy should be mandatory when walkabouts are being conducted;

Health & Safety should be observed by everyone.

The Board approved the Health & Safety Statement and Policy documents.

The Board confirmed that the Members would sign the acknowledgement slip contained in the
Health & Safety Policy.

All Board
Members

8. Value For Money
Programme 2007/08

The Board noted the report.

Neil Isaac informed the Board of the error on page 9 of the report (SLA information - i.e. target
completion columns should read “have been completed”).

Neil Isaac informed the Board that Audit & Finance Committee had agreed the Value For
Money Programme.

Neil Isaac addressed the Board Members questions as follows:

The Value For Money Programme 2007/08 would be linked into the Delivery Plan and
all policies submitted to the Board;

Hackney Homes was now in a position to recruit high calibre qualified finance staff;
Business Re — engineering (VFM011) would be submitted to Board Members for their
consideration / comment;

The Value For Money Programme would contain definitions (effective, economy and
effectiveness);

NI

Ongoing
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Hackney Homes Ltd

PART A Minutes of Board of Directors, held at Christopher
HaCknGYH@mQS Addison House, 72 Wilton Way, Hackney E8 1BJ

In partnership with HHackney Council

On 26" March 2007 at 6.30PM

ITEM: 4a

Board Members would receive information detailing value for money issues controlling
sub contractors and the supply chain;

The Board approved the Value For Money Programme 2007/08.

9. Delivery Plan 2007/08

The Board noted the report.

Neil Isaac confirmed that the signing off meeting, between Hackney Homes and Hackney
Council, would take place next week.

Neil Isaac informed the Board that this item was a “work in progress” document which would be
submitted to the Board next year.

Steve Tucker confirmed that:

The Delivery Plan was a long term plan;

Delivery Plans are developed from management agreements;

The current Delivery Plan was drafted in response to instructions from Board Members
who asked for strategic Hackney Homes policies (including those supplied in
conjunction with partners);

Gary Penticost addressed the Board Members questions in the following way:

Aids & Adaptations — this project was progressing well in particular major works was
being completed in 14 ¥2 weeks and 4.2 weeks for minor works;

The Aids & Adaptations Policy contained a guarantee of a 7 day response time (7 day
response times were also included in some new contracts);

An Aids & Adaptation satisfaction survey would be conducted.

Susmita Noonan confirmed that Tenant Participation had been built into the ASBO policies /
strategies and surveys.

The Board requested that roofs and garages are included in the cyclical maintenance
programme.

NI

GP

wic 2™
April 07
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Hackney Homes Ltd

PART A Minutes of Board of Directors, held at Christopher

HaCknGYH@mes Addison House, 72 Wilton Way, Hackney E8 1BJ

In partnership with HHackney Council

On 26" March 2007 at 6.30PM

ITEM: 4a

The Board approved the Delivery Plan 2007/08 and delegated authority to:

DC
David Curley (Chair) to discuss matters with senior management and sign off ST/NI
all/any documents;
Steve Tucker and Neil Isaac to sign off all/lany documents.
Neil Isaac outlined the following items:
10. ICT Strategy
IHMS Saffron replacement was required;
The current ICT Division was reorganised and was now fit for purpose and ready to
deliver;
Neil Isaac confirmed the following:
He would discuss Board Member security issues with the ICT Department; «
The new ICT contract details the respective roles of the parties and costings; NI 1 deat_e
The SLA ICT review will focus on the new contractor’s performance and target :30™ April
performance / time line completion. 07& )
Ongoing
NI Ongoing

The Board asked Neil Isaac to explore the use of on-line training programmes for example:
ICT Training;
Health & Safety Training;
Manual Handling;
Visual Display Screen.

The Board approved the ICT Strategy.

11. Diversity & Equalities
Action Plan 2007 - 2010

Susmita Noonan outlined the following:

Tenant Participation — there were now 18 ways in which Hackney Homes engaged
residents;
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Hackney Homes Ltd

PART A Minutes of Board of Directors, held at Christopher
HaCknGYH@mQS Addison House, 72 Wilton Way, Hackney E8 1BJ

In partnership with HHackney Council

On 26" March 2007 at 6.30PM

ITEM: 4a

12. Date of next Board
Meeting

Population of information onto the Saffron system;

Achieving Chartermark status;

Travellers — Hackney Homes had been working in conjunction with LGTU and Hackney
Council;

Hate Crime Policy / Procedure;

The monitoring of training;

Learning from complaints;

Susmita Noonan confirmed that the Diversity & Equalities Action Plan 2007/10 was required

due to:
- changes in legislation;

a higher standard under the Audit Commission KLOE 31;

revised Code of Practice;

Hackney Council’s Disability & Equalities Scheme.

Susmita Noonan confirmed that the proposed Delivery Plan targets would be built into the
Diversity & Equalities Action Plan.

Susmita Noonan confirmed that each Hackney Homes Directorate had a “champion” and
Diversity & Equalities meetings were convened on a monthly and quarterly basis.

Susmita Noonan confirmed that street properties would be part of the Tenant Participation
Programme.

The Board approved the Diversity & Equalities Action Plan 2007 — 2010.

30" April 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




&g Hackney Homes. ltem 4b
HackneyHomes Rolling Register of Decisions and Actions
In partnership with HHackney Council

Hackney Homes Board to March 2007.
Agenda Item Date of Details of decisions taken ead Deadline |Action Taken Date
(Number & Title) Meeting Officer Completed
1. Chief
Executive’s
Report
Weekly
3. Improvement 29" Jan 07 | 3.5 The Board requested regular SN emails as | Circulated to all Ongoing
Plan updates concerning file of W/C Board Members
management audits. 5.2.07 weekly




%%
HackneyHomes

In partnership with HHackney Council

Hackney Homes.
Rolling Register of Decisions and Actions

Hackney Homes Board to March 2007.

ltem 4b

Agenda Item Date of
(Number & Title) Meeting

Details of decisions taken Lead Deadline |Action Taken
Officer

Date
Completed

26" Feb
07

26" Feb
07

3.6 The Board requested ST/ SN March 07 Addressed in
information on the following and April CE’s report
matters (to be reviewed at the 07
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);

th
3.7 The Board asked for Voids SN/ST | WICS Completed and

performance to be included in the March 07 grcu?tl\e/zld tob
weekly email updates on rents oara Members
performance.

26" March 07




&g Hackney Homes. ltem 4b
HackneyHomes Rolling Register of Decisions and Actions
In partnership with HHackney Council
Hackney Homes Board to March 2007.
Agenda Item Date of Details of decisions taken Lead Deadline |Action Taken Date
(Number & Title) Meeting Officer Completed
5. Business Plan
and VFM
26™ March | 5.2 The Value For Money NI 15 May 07
07 Programme is to be linked into the A&F
Delivery Plan and all policies Committee
submitted to the Board.
26™ March | 5.3 Business Re — engineering NI 15 May 07
07 (VFMO011) will be submitted to Board A&F
Members for their consideration / Committee
comment.
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HackneyHomes Rolling Register of Decisions and Actions
In partnership with HHackney Council
Hackney Homes Board to March 2007.
Agenda Item Date of Details of decisions taken ead Deadline |Action Taken Date
(Number & Title) Meeting Officer Completed
26™ March | 5.4 Board Members are to receive NI
07 information detailing value for money
issues controlling sub contractors
and the supply chain.
6. Procurement
26™ March | 6.2 The Board asked Neil Isaac to NI Ongoing
07 explore the use of on-line training

programmes for example:

ICT Training;

Health & Safety Training;
Manual Handling;

Visual Display Screen.

7. Staff Incentive
Scheme
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HackneyHomes Rolling Register of Decisions and Actions
In partnership with HHackney Council
Hackney Homes Board to March 2007.
Agenda Item Date of Details of decisions taken ead Deadline |Action Taken Date
(Number & Title) Meeting Officer Completed
26™ Feb 7.4 The Board asked Steve Tucker ST Included in Staff March 07
07 to communicate the staff Newsletter
incentive scheme to employees.
8. Decent Homes | 29" Jan 8.5 Decent Homes Regeneration NI Ongoing Implemented Feb 07
07 The Board instructed Neil Isaac and regular
to maintain a watching brief updating at
concerning regeneration Audit & Finance
underspend . Committee
26™ Feb 8.6 The Board requested: GP March 07 Sent to Board April 07
07 and April Members 11
A brief summary of the 07 April 2007

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.
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HackneyHomes Rolling Register of Decisions and Actions
In partnership with HHackney Council
Hackney Homes Board to March 2007.
Agenda Item Date of Details of decisions taken Lead Deadline |Action Taken Date
(Number & Title) Meeting Officer Completed
9. Parking 26™ March | 9.1 The new Parking Enforcement | ST/NI/ | 8" May 07
Permits 07 SLA is to be considered by the SN &
Improvement Committee and the 4™ June 07

Board.
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HackneyHomes Rolling Register of Decisions and Actions
In partnership with HHackney Council
Hackney Homes Board to March 2007.

Agenda Item Date of Details of decisions taken ead Deadline |Action Taken Date
(Number & Title) Meeting Officer Completed
13. Succession
arrangements for | 31 July 06 | 13.4 A best value approach to Competitive
Board Members selecting a balloting organisation to guotes are being

implement a system for resident Gov April 2007 | obtained from

elections, with proviso that the Team three

second placed candidate could be
called upon if a vacancy arises

organisations for
conducting ballots
for resident Board
Member
elections.
residents to elect
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HackneyHomes Rolling Register of Decisions and Actions
In partnership with HHackney Council
Hackney Homes Board to March 2007.
Agenda Item Date of Details of decisions taken ead Deadline |Action Taken Date
(Number & Title) Meeting Officer Completed
Mid April Reports to be
18. Asset 26™ March | 18.1 Gary Penticost is to provide the | GP /SN |07 & 30" | presented to 8"
Management 07 Board with an update on kitchens April 07 May 07
Strategy and bathrooms. Improvement
Committee.

19. Health &
Safety

19.1 The Board confirmed that All Board

Members would sign the Members

acknowledgement slip contained in | / ST/ NI

the Health & Safety Policy.
20. Delivery Plan 26™ March | 20.1 The Board requested that roofs | GP / NI June 07

07 and garages be included in the
cyclical maintenance programme.
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HackneyHomes Rolling Register of Decisions and Actions
In partnership with HHackney Council
Hackney Homes Board to March 2007.
Agenda Item Date of Details of decisions taken ead Deadline |Action Taken Date
(Number & Title) Meeting Officer Completed
20.2 The Board approved the
Delivery Plan 2007/08 and
delegated authority to:
David Curley (Chair) to DC May 07
discuss matters with senior
management and sign off
all/lany documents;
Steve Tucker and Neil Isaac to ST/ NI May 07
sign off all/any documents.
21. Diversity & 26™ March
Equalities 07
21.2 The proposed Delivery Plan
targets would be built into the SN May 07
Diversity & Equalities Action Plan.
21.3 Street properties would be part | SN May 07

of the Diversity & Equalities
programme.
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In partnership with (Hackney Council

Title of Report: CHIEF EXECUTIVE'S MONTHLY REPORT

Decision Making Body: BOARD Date: 30 APRIL 2007

Classification: FOR INFORMATION | Report of: CHIEF EXECUTIVE

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

Report Author: - Steve Tucker — 020 | Appendices:

8356 3671 Appendix A — Review of Customer Services;
Appendix B — Forward Plan Document (1%
May 2007 to 31%' August 2007)

Report Outline:

Summary

Background

Performance Monitoring
Business Plan Development
Repairs Policy Review
Woodberry Down




1.0

11

2.0

2.1
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3.1

3.2

4.1

SUMMARY

This Report updates the Board on key activities and initiatives within Hackney Homes
over the previous month. It also introduces the year end performance figures which are
now available and sets out proposals for developing one of the key Hackney Homes
Business Plan objectives — improving Customer Services.

RECOMMENDATION

That the Board receives this Report.

BACKGROUND

The Audit Commission on site Inspection of Hackney Homes was completed on
Thursday 5™ April and we supplied the Lead Inspector with the final documentation
requested on Thursday 12" April. The draft ReEort is expected around 30™ April with a
round table meeting scheduled for Thursday 24™ May. The two weeks of the Inspection
were extremely intensive for both staff and for the Inspection team but the programme
was generally very well organised and took place as planned. There have been a
number of important organisational learning points around the Inspection process which
will inform any future preparations we need to make, including the need to avoid clashes
with religious holidays. The Inspectors did express their appreciation for what they
considered had been an effectively organised programme of interviews and focus
groups and they particularly praised the enthusiasm, openness and commitment of our
staff.

The end of the financial year is always busy even without the distractions of an
Inspection and officers are engaged on ensuring accounts are closed and new budgets
are in place within due deadlines. We are also in the middle of the performance
appraisal season with performance appraisal interviews scheduled to be completed for
all Hackney Homes staff by the end of April. This is an important part of our build up to
applying for the new Investors in People standard later in the year.

PERFORMANCE MONITORING

Board Members will have received the March Performance Report which gives the end
of year performance position. The following results are of particular significance:-
The reduction in rent arrears from £8.9 million to £6.8 million, exceeding the
target of £7.03 million, represents an important achievement. It has yielded an
end of year BVPI 66A figure of 96.8% up from 95% last year and bettering the
target of 96.5%. This means that Hackney Homes is now well above the London
average on rent collection and into the second quartile.
Empty property re-let times ended the year strongly with the monthly figure
falling to just 18 days and only the TMO'’s outside of target on 32 days. This
gives an overall year-to-date figure of 26 days against a target set of 28 days.
This puts us well within the top quartile for London for the second year running.
Average time to complete repairs  has met the target with a figure of 5.98 days
against a target of 6 days.
Urgent repairs also met the target at 98% completed within deadline compared
to a target of 96%.
Gas servicing achieved 100% of the plan by the middle of March for the third
year in succession.
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Estate cleaning and grounds maintenance both achieved the targets set for
resident satisfaction. The pass rate for inspections at year end was 91% for
estate cleaning and 89.6% for grounds maintenance.

Resident satisfaction with the Repairs Contact Centre achieved its target of
97% and with the quality of repairs work was 98% compared to a target of 90%.
The income collection performance of Leasehold Services exceeded target for
both service charges, which brought in £7.3 million against a target of £6.8 million
and for major works charges which brought in £3.4 million against a target of
£3.15 million.

The Decent Homes targets for properties made decent externally and internally
have both been achieved. Some 2484 properties were made decent externally
compared to a target of 2368. There were 1642 properties made decent
internally compared to the target of 1500.

Areas where performance has not achieved the target or has fluctuated during the year
are being actively addressed:

Responding to complaints and enquiries within target time has improved in the
Neighbourhoods but still requires attention in Property Services and Housing
Services. The March figure was 81.5%.

Percentage of undisputed invoices paid on time has fluctuated during the year
and is well short of the 95% target at 81%.

Days lost through sickness absence finished above the 8 day target at 9.54 days.
A high level of long-term cases contributed to this higher figure.

The lack of telephone performance data is being addressed by the Telephone
Project Team in conjunction with Council officers who are responsible for
providing it.

In each of the above areas Directors are personally overseeing remedial action and
have set firm and realistic timescales for delivery of the required improvements.

BUSINESS PLAN DEVELOPMENT

Business Plan Review of Customer Services — Improvement Committee on Tuesday
13" March gave some detailed consideration to the nine proposals contained in the
Business Plan for addressing our customer service requirements (see Appendix A).
Committee asked officers to work on identifying the services that our customers require
and the best methods of providing these to a high quality standard that also offers Best
Value.

Following the Inspection feedback there are also a number of immediate remedial
actions required to maximise the impact of current Customer Service arrangements and
these have been summarised below:

()

(ii)

Evaluation of the effectiveness of improvements made in Customer Services
over the last year including introduction of the Cu stomer Services Manual,
establishment of Customer Service Standards and mon itoring, development
of the Hackney Homes Intranet, mystery shopping etc

This will be scoped and targeted for completion by end of June 2007.

Review of the ten Hackney Homes Customer Servi ce Standards to test
whether these are the ones that are most important to residents and are,
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therefore, the ones we should continue to monitor
Completion by end of June 2007.

(i) Implementation of a comprehensive framework f or testing customer
satisfaction with services including addressing gap s identified at
Inspection, using the feedback received to shape fu rther service
improvements.

Implementation by July 2007.

(iv) Completing the gathering of data to provide fu Il profiles of our customers,
making this available to front line staff and train ing them in its application.

Target completion by end of September 2007.

(v) Increasing our capacity and capability at front line level through recruitment
and training initiatives which are designed to prof essionalise Customer
Services across Hackney Homes and elevate its statu s within the
organisation

Target completion date October 2007.

(vi) Completion of the Telephone Improvement Projec t to ensure the correct
systems are in place to enable customers to contact us easily and quickly
and have their service requests met.

Target date June 2007.

(vii) Review of the quality of complaints and corre spondence handling and
promotion of a customer focused approach which prio ritises early and
regular direct telephone contact with the complaina nt/correspondent to
reassure them that their complaint or service reque st is being actively
addressed by an officer who will be their advocate in helping meet their
need.

Target date June 2007.

(viii) Improving the quality of record keeping and filing and ensuring this
becomes a clearly understood target and performance indicator for all front
line staff so that Hackney Homes captures the infor mation it needs to deliver
excellent customer services.

Target July 2007.
A longer-term and succinct vision, strategy and action plan for Customer Services is

being developed and will be presented to a future meeting of the Board.

REPAIRS POLICY REVIEW

Following feedback at Inspection Hackney Homes has initiated consultation on our
repairs policy and how it is applied. The proposed changes are designed to:
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Reduce the scope of repairs which are currently listed as the responsibility of tenants
in the Tenants’ Handbook and have these carried out by Hackney Homes.

Make it easy for vulnerable residents to have repairs carried out which they need but
are unable to do themselves.

Re-charge residents for repairs that are their responsibility but which we carry out for
them or which are caused by their neglect or deliberate damage.

A Repairs Policy Consultation Pack has been produced which contains all the
information tenants need to understand the new proposals and provide feedback on
them: -

A.

Repairs Policy Consultation Report  — this is being presented to all of the
Neighbourhood Panels during April and May and sets out the detail of all the
changes proposed and how they would be implemented.

Comparison of Tenant Repair Responsibilities in Lon don ALMO’s - this shows
that the current Hackney Homes repairs policy places more responsibility on
tenants for repairs than do other ALMO'’s.

Hackney Homes Draft Repairs Policy - this explains the changes we are
proposing which would make most internal carpentry, plastering, glazing and
plumbing work the responsibility of Hackney Homes rather than the tenant's
responsibility.

Vulnerable Tenants Repairs Policy — this addresses the needs of vulnerable
residents who are not able to carry out repairs that remain the tenant’s
responsibility.

Repairs Survey - this is for residents to complete, to provide views on all these
proposals.

Repairs Policy Project Plan — This plan shows how and when we will consult on
the changes, implement any decisions taken, and review the impact of those
changes when taken and the degree of tenant satisfaction with them.
Re-chargeable Repairs Policy - sets out the circumstances in which repairs will
be re-charged and how we will monitor and review the impact of this.

Equalities Assessment — How repairs proposals will affect different groups and
those with special needs.

The information is now available on the Hackney Homes website where tenants can
also complete the Repairs Survey on line.

WOODBERRY DOWN

Progress since the last report includes:

Decant

- From the original 263 properties on Phase 1, the Kick Start sites, there were 212

tenants and 37 leaseholders. This has now been reduced to 4 tenants and 7
leaseholders, of which 4 have agreed to sell.

- From the original 70 properties at Horston House and Sherwood House, there were

46 tenants and 19 leaseholders. This has now been reduced to 14 tenants and 9
leaseholders, of which 2 have agreed to sell.



Leaseholders
- The leaseholder repurchasing continues at the Phase 1 (Kick Start sites) and
Horston House, Sherwood House and Pewsham House. The team achieved its
target of leasehold repurchases for 2006 / 07 within the allocated budget of £6M.

- The new Woodberry Down Leaseholder Options Document, developed with the EDC
and agreed by the Council’s cabinet in February, will now be the key component of a
series of meetings to inform leaseholders of the options available.

Demolition
- 5 blocks have been demolished so far encompassing 99 properties. The next
planned demolition will be Wychwood House, which is planned to commence in May
2007.

Compulsory Purchase Orders
- The statutory advertisement period for the Compulsory Purchase Orders submitted
to the Government Office for London, covering the Phase 1 (Kick Start sites) and
Sherwood House and Horston House, has now concluded.

Retailers
- The initial retailers meeting with Phase 1 developers, Berkeley Homes, took place on
12 April. Berkeley Homes reiterated their commitment to the retailers and offered
opportunities within Phase One for the retailers in Woodberry Grove.

Community Facilities
- The plans for the new youth club are progressing. A meeting between Hackney
Homes, the Diocese of London and LBH has taken place with the view to developing
a partnering arrangement to redevelop the existing St. Olaves Church Hall.

Information Centre
- The Information Centre was opened by the Mayor on 4 April at the temporary
location of the former shop at 95 Woodberry Grove.

Regeneration Conference
- 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’ and organised by Hackney Homes with the support
of Berkeley Homes, London Borough of Hackney, GLA, and DCLG, most major projects
in London will be represented.

HACKNEY HOMES REPORTING TO COUNCIL

In accordance with Hackney Homes Board Members’ instructions | have attached the
Hackney Homes Reporting to Council document (Forward Plan - 1% May 2007 to 31
August 2007) to my report (see Appendix B).

Steven Tucker
Chief Executive
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HACKNEY HOMES
IMPROVEMENT COMMITTEE

Steve Tucker
Chief Executive
Tuesday 13 March 2007

Business Plan Review of Customer Services: Item 5 -
Appendix A l

N Objectives:
- Understanding Customer Meeds now and in the future
- Review of Achievements and Feedback/Evaluation

- New Requirements — Key Lines of Enquiry and Best
Practice

- Hackney Context — Public Service Promise

- Developing a Hackney Homes Customer Services
Strateqy

e et e ]




Mission Statement - “To deliver excellent, responsive
housing services ...": ltem 5 — Appendix A ’

B Key Objective
- “Deliver a responsive housing service and achieve high
resident satisfaction”

B Qur Values
- “We put customers first”

- “We are a listening, learning and improving
organisation”

I e e iy Lo

How we have sought to deliver and improve customer
services: ltem 5 — Appendix A ’

Irmproving and enhancing communication with residsnts

- Dewalopment of new Hackney Homes Customer Sarvice Standards

- Application of Charter Mark sarvice improveamant frameseork for all
customear-facing ssvices
Systematic review of and lsarming from customar fesdback through my stery
shofeping, complaints analysis, customar call backs and focus groups
Extanszion of quality assurancs systams which ackress customsr neads
ard responzes

- Assembling a range of relvant additicnal infermation on our customers
naads and using this to inform ssrvics planning and devalspment

g e ep e ke Caara




Customer Service Achievements: Item 5 - Appindi?

- Monthly newslattar well regarded by residents; new website offars on line
sarvices

- Gonsubation complstad an new Customer Service Standards launchsad in
Juns 08 and now pan of monthly performancs digsst

- Charter Mark awarded Sspt 06; Chartsr Mark Group kads on customsr
sarvice issuss
Regular analysis of customer fesdback considasd at managsmsnt teams
ard staff mestings — complstad two sarvice improvemsnt projects sskcted

on the basis of feadback’complaints: gas breakdown spairs; ami-social
bhateiour

- 150 9000 axtandea] o Housing Services clisnt team
- Gustomer nesds data compiled and kbadsd on Saffron

Customer Feedback: Item 5 — Appendix A ’

- Satisfaction levels improving overall and for repairs and
decent homes and with opportunities for participation
(Tenants Survey, 2006)

Residents find staff more helpful and welcoming

Leaseholders have concerns about affordability and value for
money

- Better tracking and feedback on sewvice requests to individual
residents

- Want tough action on low level anti-social behaviour

- Customers like self sewvice options such as the
Meighbourhood Kiosks and on-line services




2007 - 2011 Business Plan
EXCELLENCE VISION FOR CUSTOMER SERVICES: ltem 5 - ’

Appendix A

1.1{a) Corwvenient and responsive customer servicas that are
charactarised by -
- Intalligant application of good local knowledge
- Accurate urderstanding of individual neads
- Seamless links to other public sewvices
- Confinuous leaming from customer feadback
i) Collaboration with residents to re-angineer sarvicas around
customer neads and lves
2. Adoptthe Business Excellence Model to draw together all
existing accraditations and good practice into a sustainable
organisational devealopment programme

g e ep e ke Caara

New Requirements for Customer Services: ltem 5 -
Appendix A ’

N Mew Key Lines of Enquiry for Diversity and Tenancy
Management:
- Tenancy reward incentive scheme

- Meeting special needs of tenants
B IT enhancements including Customer Relationship Managemeant
B Team Hacknay Public Service Promise
- giving residents access to awider range of public services to
achieve timely, highly quality outcomes
N Strateqic integration of Customer Sevices, Value for Money and
Perfomance Improvemant objectives and practice

g e ep e ke Caara




HH Business Plan Requirements for Customer Servi
(1) tem 5 - Appendix A

i 1) Formulation and adoption of a Hackney Homes Customear Sarvices
Stratagy:
Importance of resident consultation and engagemeant

(2) Implemantation of Customer Relationship Managemeant system and
relatad IT enhancaments which will improve the customer expeanance:

Kay part of Saffron replacemsnt project

(31 Professionalisation of Customer Sarvice functions across Hacknay
Homeas through staff devaelopment to a recognised compatancy
frameawork:

Use of Institute of Customer Sarvices fraining programme

g e ep e ke Caara

HH Business Plan Requirements for Customer Servi
(2) tem 5 - Appendix A

4} Integrated clienting and management of tenancy and estate sevices
Achieving seamless services across Meighbourhoods

(51 Assambly and continuous upctating of comprehensive customer profik informstion,
quality assured needs assssement processss and provision of appropriate support

Customizing our services to take full account of diversity to better understand
and mast individual nesds

i6) LHilisation of the Service First frameswork to enginesr effective access to and
feszused coordination with other public ssrvices to achieve timealy, hioh quality
outcemes for residents
Complets seversl transactions involing different services in one call or visit
Patential value for monsy gains

g e ep e ke Caara




HH Business Plan Requirements for Customer Servi
(3): tem 5 — Appendix A

(71 Ues a wick varisty of feedback induding complaints to determing and struchire
ganvice improvémeant reviews and irvolve resiclents in formulating solutions
and testing irmpact

Show customars the impact their fescback has had

(8] Complsts telsphone improvement project and drive up periormancs an
external calls to bestin dass standard

Consicer wider integration of ssrvices within Housirg Gontact Cantre
(9] Review Hackney Homes customer facing reception recuirements

Potantial public sarvice hubs in Neighbourhoods e.g. Police Safe
Meighbourhood Teams at Homerton

Key Issues for discussion:
ltem 5 - Appendix A ’

B |s the Excellence Vision for Customer Services the right
one for Hackney Homes?

B What are or should be the critical links between
Customer Services, Value for Money and Performance
Improvement?

W0 |s Hackney Homes now ready to make effective use of
the Business Excellence model?

N What can Hackney Homes gain from and contribute to
the Team Hackney Public Service Promise?

W What role does the Board expect to have in overseeing
the development of the strategy and its implementation?




FORWARD PLAN 31°% August to 31 %' November 2007:

FP No/ . _ Who is When The How will How can you make What support
lr[])tgtnedg‘; What IS being decision- will Groups/organisations consultation comments on decision documents
Mig decided? maker? | decision | that will be consulted be before it is made or get and other
be undertaken? further information? information
made? will be
available?
09.07.06 Demolition Framework RP4 — | Cabinet 29 Oct 07 Meetings, draft CLLR JAMIE CARSWELL Cabinet Report:
18.12.06 Investment Decision report, Bob Snowsill — 020 8525 5591 Estate Renewal
correspondence Bob.Snowsill@hackneyhomes.org.uk | Programme Phase 1
(invitation to tender) [FP No 12.13.05]
27.03.06
11.17.06 Cranston Estate — Combined | Cabinet 4 Jun 2007 | Hackney Procurement Board, Resident CLLR JAMIE CARSWELL Cabinet Report:
27.11.06 Heat and Power Scheme, Hackney 8 May 2007 | Cranston Estate TM, Meetings, Dale Walker — 020 8356 8256 Shoreditch Trust —
RP4 — Investment Decision Proc Board Shoreditch Trust, Tenants, Newsletter, Dale.walker@hackney.gov.uk Rolling
Leaseholders, Internal Formal S20 Refurbishment
process, Draft Programme [FP No.
report 09.01.05], 24.10.05
01.06.07 Hackney Homes — Options for | Cabinet 4 Jun 2007 | Internal: Hackney Homes Tender CLLR ALAN LAING Housing Trading
29.01.07 the Future of Hackney Homes | Cabinet Proc | 22 May Board, Cabinet Procurement Evaluation John Hesp — 020 8356 5931 Services — Materials
Repairs and Maintenance Committee  pP0O07 Committee Panels, Meetings, | John.Hesp@hackney.gov.uk Review Point 2 —
Trading Services Sub Audit External: Tenants and Draft Reports Options Appraisal
Contractors - RP4 - &Finance Leaseholders [FP No 03.04.06]
Investment Decision 15" May
01.25.07 Establishment of A Tenant Cabinet 4 Jun 2007 | Internal: Hackney Homes Meetings, Draft CLLR ALAN LAING Files held by

Management Organisation on
Downs Estate

Report

Susmita Noonan — 0208 356 8410
Susmita.Noonan@hackney.gov.uk

Susmita Noonan —
AD Hackney Homes




FORWARD PLAN 31°% August to 31 %' November 2007:

FP No/ _ _ Who is When The How will How can you make What support
Ir?tg;ed(e)g What IS being decision- will Groups/organisations | consultation comments on decision documents
Mig decided? maker? | decision | that will be consulted be before it is made or get and other
be undertaken? further information? information
made? will be
available?
03.09.07 Medium Term Plan Forecast Cabinet 23 Jul 2007 | Internal: Mayor, Lead Meetings; Draft CLLR JAMIE CARSWELL Medium Term
23.07.07 2008/09 to 2010/11 Members, Chief Officers report Tim Hannam - 020 8356 3332 Planning Forecast
Tim.Hannam@hackney.gov.uk 2008/09 to 2010/11
(COUNCIL REPORT) [FP NO 07.12.06A]
2007/08 Budget
Strategy and Council
Tax Setting Report
[FP NO 07.13.06a]
04.07.07 Review of Estate Cleaning & A&F 2" July Internal: Cabinet Procurement | Draft report, CLLR JAMIE CARSWELL Files held by Fiona
Grounds Maintenance Committee Committee Meetings Brian Madden — 020 8356 6027 Fletcher Smith,
Contracts RP2 Cabinet 23 Jul 2007 | External: Brian.Madden@hackneyhomes.org.uk | Corporate Director
Cabinet Proc | 17 Jul 2007 for Neighbourhoods
Committee and Regeneration
Community Halls Cabinet 17 Jul 2007 | Internal Draft Report CLLR.ALAN LAING Files Held by
Procurement Jackie Loftus — 020 8356 2056 Susmita Noonan
Committee Jackie.Loftus@hackneyhomes.org.uk | Deputy Chief
Executive

NO CABINET MEETING IN AUGUST 2007 — RECESS
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UPDATE REPORT ON DECENT HOMES PROGRAMME — April 200 7

1.0

PURPOSE OF REPORT
This report provides Hackney Homes Board members with an update on the Decent Homes
Programme.

2.0

2.1

2.2

2.3

2.4

3.1

3.2

CURRENT ISSUES
Financial

Indications from Cedar currently indicate that the £45 m budget has been fully expended
although the 2006/07 capital accounts are not expected to be formally closed until May when the
final outturn will be known and reported. There are many payments and credits being processed
in the month of April, which means it is not possible to report the full year spend at this meeting
although it is clear that the spend target has been achieved.

Hackney Council has indicated that the likely 07/8 budget for Decent Homes work will be
£18.2m. At the current rate of spend this will take the programme through to June 07. With the
earliest release of ALMO credits estimated in mid May, the programme will have to be carefully
managed to avoid over commitment while trying to ensure continuity of working. Any delay in
the allocation of ALMO credits will require an urgent review of the programme and resources
available to fund it.

A full meeting of the Alliance project teams was held at Trowers and Hamlins on 22™ 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. Two of the Five have been
signed to date, with the remainder to be signed by mid April 07

General
A Strategic Alliance meeting was held with Constructors on 2" April 2007, which was attended
by the Audit Commission Lead Inspector. The meeting reviewed the outcomes from the work

carried out in 06/07 and amongst other things reviewed the lessons learned.

From hackney Homes viewpoint these lessons are summ arised as follows:

Issue Yr. 2 Lesson or comment
1 | Construction of | Martin’s system is now in place. All AMPs must be created on the
AMPs system from now onwards.
There are still some difficulties with the system, but these are being
addressed.
2 | Use of No provisional sums are to be included in AMPs. If costs cannot be
Provisional fully established from surveys and detailed assessments, they are to
Sums in AMPs | be incorporated in risk registers.
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S20 notice are to be calculated on AMP plus risk items — The CAT
system has been adjusted to allow this.

3 Final Accounts

Final accounts are not being as speedily presented and agreed as
intended originally. This is influenced by item 4 below.

4 Basket Rates

The “swings and roundabouts” approach to Basket rates is not always
being understood throughout the team structure. The result is that both
parties are spending more time than intended dealing with

“variations”.

5 Adherence to
“Time in Unit”
KPI

The commencement target of 20 days has universally not been met
and the current target of 15 days is at risk if substantial improvements
are not made.

6 Installers

Installers of K&B are employed as Domestic subcontractors. A supply-
chain framework agreement for installation should be drawn up.

7 | Design
Services

Design Services, employing Dearle & Henderson, should only be used
after consultation with the client.

8 Constructor
Teams

A review will be undertaken to ensure that the Constructor Teams are
in place and operating as intended.

9 | KP.s

An implementation schedule will be proposed for the next Strategic
Alliance meeting.

10 | Constructing
Teams

HH staff are co-located with Constructor Teams.

3.3

From The Constructors viewpoint these lessons are s ummarised as follows:

Lovell

on this.

Scope of works and AMPs’ — Year 1.5 and Year 2 are moving along successfully
Residents Satisfaction — the return rates were low but the satisfaction was good

Local Labour — Year 1 was very poor — we are trying to input improvements and there
should be a better monthly return

Volume of work — we took on too much at one time especially on Kitchens and
Bathrooms and were therefore not able to achieve the completion rates set.

KPI Reports — we were not successful in Year 1 and think we may need more training

Highest turnover in December for the London region of their work
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Mulalley
- Martin Associates Survey — We are working on an issues log for all of the constructors

Local Labour — Year 1 was not successful and believe that the Supply Chain were not

proactive

They are now holding meetings with the Supply Chain to discuss what went right and

what went wrong
Site set ups - they had a lack of room but now have more, the TRA'’s realise they need

to have the room to manage waste etc.
Residents Consultations — they are now holding more drop in sessions with more 1tol

consultations

Mansell
- One stop survey - is invaluable and causes minimal disruption to the tenants

RLO support — this has reduced access problems and they are now working outside of

hours

Working in the same offices as the Hackney Homes staff has improved relations and

time to make decisions

Pre Start Meetings — these ensure accurate timescales

AMP’s — now more accurate and the Supply Chain produce their AMP’s with the MA

codes supplied

Connaught
- Agreeing Scope of works and AMP’s
Martin Associates — survey information as being collated by Mulalley
Local Labour — recently interviewed in connection with the job centre 200 people and
only 30 were interested in working for Connaught
Corporate Responsibility — we all supported Kickz last year we need to look at what we

are doing this year

Kier

Everybody has a difficult job and between the constructors we should communicate
more.

AMP’s — the new system makes everything easier

Level of supervision — this needs to be looked at in regards to the Supply Chain on
site.

The blame culture has now stopped and we communicate more

Constructors Conclusions

The first Year was a good year but we can always learn lessons, the issue is to turn
them into practice
We need to prioritise

4.1

4.2

DECENT HOMES PROGRAMME - PERFORMANCE 06/07

Decent Homes Annual Targets

Declared % Homes Non-Decent at April 1° 2006 (48.58%)(from BVPI)
Target % Homes Non-Decent at 1% April 2007 (41.0% )

Estimated % of Homes Non-Decent at 1*' April 2007 (35.50%) (Estimated BVPI)
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4.3

4.4

4.5

4.6

4.7

4.8

4.9

4.10

411

2006/7 Target (Units) 2006/7 | End End Mar 2007
Target | Jan 2007 | Feb 2007 | Forecast

Number of properties to meet Full 1500 1322 1457 1621
Decent Homes Standard
as result of DH work (BVPI 184a)

These figures are estimates based on reported and projected completions to March 2007 and is
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.

As at 1% April 06 Hackney Homes declared 48.58% of dwellings as non-decent. This excluded
dwellings planned for decant and demolition on or before 2010.

As at 1* April 07 Hackney Homes are required to show correction to 1% April 06 figures where
changes are required that apply to decent and non decency count in that year. We have
therefore forecasted a revised non-decency of 42% this takes into account technical corrections,
decant and demolitions beyond 2010.

A target of 41% non-decent dwellings was set for 1% April 07. We have forecasted to achieve
35.5% subject to validation and audit checks. The non-decency of 35.5% is evaluated from the
following:

a. Following district auditors definition where dwellings are due for demolition beyond
2010 these can be discounted from the total non decent stock provided they are
currently failing decency.

b. Dwellings which were non-decent as at 1% April 06 but as result of works are now
decent these now are counted as decent and are therefore removed from non-
decent count.

For Hackney Homes to compare decent homes performance with other English and London
Local Authorities and also ALMOs they need to compare in which quartile the performance is at.
This can be judged against published data and the data available is at 1* April 06- please note
1% April 07 published data will not be available until later on this year.

From the forecasted corrected non-decent figure as at 1% April 06 for Hackney Homes is
expected to be 42%- this is in the 3™ Quartile of 2005/2006 figures based against all England
Local Authorities.

Similarly comparing against the London Authorities Hackney Homes is expected to be in the 2™
Quartile.
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4.12 | Our current assessment is that some 7,500 homes remain to be made Decent by December

2010 (as at April 2007). If resources are available, the targets for future years will be:
Target

2007/8 2,000 homes per year

2008/9 2,000 homes per year

2009/10 2,000 homes per year

2010/11 1,500 homes per year

5. Outputs from the 2005/06 and 2006/07 Programmes (Ap  pendix A)

5.1 | The outputs for 2005/6 and 2006/7 are summarised in the appendices to this report. In summary
however the following works were carried out under the Decent Homes Phases 1 and 2
Programme of works:

5.2 | Outputs (Homes) Decent Homes Ph 1 Decent Homes Ph 2 Total
Windows 5588 2232 7820
Roofs 5196 2109 7307
Secure Doors 3216 2000 5216
Central Heating 1200 814 2014
Kitchens & bathrooms 130 1462 1592
Re-wire 2000 0 2000

5.3 | Current Output Profiles with actuals to end March 0 7 - per Contract Area .

5.4 | The charts show cumulative performance for this programme year to end of March 2007 per
contract area. The externals programme has shown strong performance with roofs and windows
exceeding the original targets due to the increased rate of delivery in the Homerton area. The
kitchen and bathroom programme has performed well during the year, and has fallen short of its
target by only 20 units, which is less than 1.5%. The slippage was mainly due the K&B
programme delay in Homerton, but also due to a slight delay in agreeing the AMP.’s, generally
across the contract areas for Year 1.5 works.

5.5 | The Central Heating figure, although falling short of the target, finished higher than expected,
mainly due the good performance on the Stoke Newington and Shoreditch A areas.

5.6 | The programme had contained large numbers of units where previous attempts to install central
heating systems had failed. This accounted for the poor access rates, despite additional efforts
by all concerned to maximise installations.

5.7 In 2007/8 a provision will be made on a call-back basis to install Central heating where required

- as a result of a change of tenancy for example. Central heating will more usually be installed
as part of the kitchen and bathroom renewal programme, rather than as an individual project.
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6 KPI Commentary.

6.1 | Resident Satisfaction remains above target in all contract areas (Appendix B)

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 (ie 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.
A programme to implement a further series of KPIs has been agreed with the constructors,
attached (Appendix C).

7. 2007/08 Programme

7.1 | The 2007/8 programme is dependent upon the release of further Capital resources in the form of
ALMO credits

7.2 If these credits are forthcoming in the earmarked s um of £45m (Plus currently allocated
resources of £18.2m) this will enable works to be ¢ onsidered in respect of a total of 4381
homes in 2007/8. The total numbers of roofs and windows to be included in that programme will
be dependent upon the results of surveys now being completed. These will be reported in due
course once draft Agreed Maximum Prices are prepared. Details of those contracts to be let
within the resources already confirmed are shown in para 7.5 below.

7.3 | At present the Capital resources available for Decent homes 2 in 07/08 is £18.2m, of which
around £13m is allocated to existing commitments, leaving around £5m for new works to be
committed in the first quarter.07/08

7.4 | The preparations for commencement of work on these new projects are well advanced and will
deliver the following works to 1133 homes.

7.5 | Roofs 857
Windows 1133
Concrete repairs 892
Kitchens and bathrooms 129

7.6 | The remainder of the programme affecting some 2768 homes will be surveyed and costed,
ready to commence as soon as resources are confirmed.

7.7 | As set out in paragraph 4.6 above, in order to achieve our Decent Homes target we will need to

produce a further 2,000 Decent homes by the end of 2007/8 from the above work programme.
Any delay in progressing this work or non-availability of resources will impact upon our
attainment of that target.

Contact Officer:

Alan Turner, Divisional Head, Asset Management 0208 356 2118
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Sysnopsis of Decent Homes Outputs end Mar 07
DH year 1&1.5 programme _Targets Actual Completion Not Completed on Time

Kit & Bathroom sheet 1462 1442 20

Roof Sheet 2109 2236 -127  ontime

Windows sheet 2232 2484 -252  ontime

Central Heating sheet 814 596 218

Mot Completed on Time -

K&B
Homerton (05/08) 3
K&B

North East (05/08) -3 gg

2 15 — |
Shoreditch A (05/08) 4 = B

X -
Shoreditch B (05/08) 18 g s ——— — 1 . : : : :

5 “Homerton North East Shoreditch Shoreditch Stoke Total
Stoke Newington (05/06) 0 (05/08) (05/08) A (05/08) B (05/06) MNewington
(05/06)

Total 20 Contract Area




Sysnopsis of Decent Homes Outputs

Mot Completed on Time -

Homerton (05/06)

Morth East (05/06)
Shoreditch A (05/08)
Shaoreditch B (05/08)
Stoke Newington (05/08)

Total

Mot Completed on Time -

Homerton (05/06)

MNorth East (05/086)
Shoreditch A (05/08)
Shoreditch B (05/08)
Stoke Newington (05/08)

Total

Windows

-282

15

10

0

%

ltem & - Appendix A

end Mar 07
Roof
50
U T T T T T T
2 on Morth East Shoreditch Shoreditch Stoke Tot
= -50 05087 T0S/06] A US06] BIUSUG] !
= (05/08)
-100 S
-150
Contract Area
Windows
50
u T T T — T T T
-50 - = Mot East Sherediteh Sherediteh Stetee Tot
Zo -100 50
£ 150 - (0506 OWindows
£ L
-200 S i:
-250
-300

Contract Area
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Sysnopsis of Decent Homes Outputs end Mar 07
Mot Completed on Time -
CH
Homerton (05/06) 38
C/H

North East (05/08) 76 250

o 200

= 150
Shoreditch A (05/08) 11 = 100

- % Il ]
Shoreditch B (05/08) 67 o 1 - - Co ' - = -

Homerton Maorth East Shareditch Shareditch Stoke Total
- (D5/06) (05/06) A (D5/08) B (05/08) Mewington

Stoke Newington (05/08) 26 (05106)
Total 218 Contract Area

Synopsis

The figures above show that the K&B target wasn't quite met, this was due to issues with access to properties, and a slight delay in agreeing the AMP.
The Roof and Window target was exceeded considerably {shown as a negative figure), this was mainly due to increased performance in the Homerton area.

The Central Heating figure, although falling short of the target, finished higher than expected, mainly due the good performance on the Stoke Newington and
Shoreditch A areas. The approach to future works has changed to ensure that targets are realistic and can been achieved.
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O Actual Completion
B Monthly forecastProfile

ODH year 1&1.5 programme Targets

end March 07 Kitchen & Bathroom BVPI Outputs
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EdActual Completion

B Monthly forecast Profile

ODH year 1&1.5 programme Targets

end March 07 Roof BVPI Outputs
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O Actual Completion
H Monthly forecastProfile

ODH year 1&1.5 programme Targets
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O Actual Completion
E Menthly forecastProfile

ODH year 1&1.5 programme Targets

end March 07 Central Heating BVPI Outpuis
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DECENT HOME KFI 14 RESDENT SATISFACTION - DATA AS AT 215t March 2007
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DECENT HOMES
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I TIMETABLE FOR INTRODUCTION OF KPIs CURRENTLY NOT MONITORED: April to June

2007 |KI3I to be introduced Data entry responsibility [|Information required
Monthly and at end of SCA -Mumber of Resident
satisfaction questionnaires sent as percentage of
APRIL KPIl 1c - Response Rate Constructor's BLO number sent out.
Monthly from handover - Number of repairs in 24
hours repairs category completed within target
KPI 1d - Response Time for time as percentage of total number of repairs
Defect Liability Repairs Constructor's RLO requests
Valuation of Unit Costs and at Final Account for
each SCA measured at six-monthly intervals -
Difference in unit costs between Constructors
KPI 4 - Cost Differential Hackney Homes Cost Manager having identified variables
At end of each Quarter - Units of work completed
KPI 5 - Through-put Differential | |Hackney Homes Cost Manager by each Constructor
On completion of each SCA - Length of time it
KPI 11a- Draft Final Account - takes to present draft Final Account to Hackney
MAY Constructor Constructor Homes

KPl 11b - Draft Final Account -
Hackney Homes

Hackney Homes Cost Manager

After completion of each SCA - Length of time it
takes for Hackney Homes to agree draft Final
Account after presentation by Constructor

KPl 13a - Local Employment &

Monthly returns - Number of trainees, employees
and sub contractors engaged by the Constructor

Training - Number of Residents Constructor who llive in Hackney

KPl 13b - Local Employment & Monthly returns - Number and type of trainees
Training - Number and type of employed by the Constructor and those who llive
trainees Constructor in Hackney







HACKNEY HOMES BOARD - 30th April 2007 [ ITEM: 7

Report of the Director of Finance and
Resources

Classification — For Decision

TITLE SUCCESSION OF AUDITOR BAKER TILLY — CHANGE OF PARTNERSHIP TO LLP

1.0

SUMMARY

Baker Tilly our external auditors have written to inform Hackney Homes that they have changed
their status from that of a Partnership to a series of Limited Liability Partnerships. This follows
the trend of Partnerships in both the financial and legal world. As they have changed their
status they need to have a similar change in their engagement. They have suggested a
resolution, which is reflected in the recommendation below.

2.0

2.1

2.2

RECOMMENDATIONS

The Board having been notified of the cessation of the partnership known as Baker Tilly,
hereby resolve that Baker Tilly UK Audit LLP be appointed as successor auditor with effect from
1 April 2007, in accordance with the provisions of the Companies Act 1989, s26(5).

The Board also resolve that Baker Tilly may and shall pass any and all information which it
considers relevant to the audit of the company’s financial statement to Baker Tilly UK Audit
LLP.

Mr Neil Isaac — Director of Finance & Resources (02 0 8356 5730)
Originating officer
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Classification: For Decision

DEVOLUTION OF PROCUREMENT RESPONSIBILITY TO HACKNEY HOMES (HH)

1.0

1.1

SUMMARY

April Council Cabinet approved the proposals to establish a dedicated Hackney Homes
Procurement Board (HHPB) with terms of reference set out in Appendix A, and a scheme of
contract award delegation as set out in Appendix B. These and the delegation of authority
to the HH Audit and Finance Committee set out in paragraph 2.2 need to approved and
confirmed by the Board before the letter of agency of authority implementing the new
devolved arrangements can be issued by the Director of Neighbourhoods and
Regeneration.

2.0

2.1

2.2

2.3

2.4

RECOMMENDATIONS

That the Board approve the proposal to delegate the decision making powers set out in
section three of Appendix A of this report to a Hackney Homes Procurement Board.

That the Board approves the proposal to delegate procurement decision making powers to
a duly constituted Audit and Finance Committee in relation to Hackney Homes Gateway
Procurements classified as medium risk, or over 500K in value.

That the Board approves the contract award and signature delegation set out in Appendix B
of this report.

It further instructs the Director of Finance and Resources to report further to the Board on
the revision of the Hackney Homes scheme of delegation, contract, and financial standing
orders, consistent with the future devolution of procurement responsibility described in
paragraph 4.2 of this report, and in accordance with industry best practice
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3.0

3.1

3.2

3.3

3.4

3.5

BACKGROUND

Hackney Homes Ltd is a company limited by guarantee wholly owned by the Council and for
the purposes of the 1989 Local Government and Housing Act is a local authority controlled
company. Responsibility for its governance, strategy, financial control, and overall operation,
and approval of expenditure, within the terms set by its management agreement with the
Council, is vested in its Board. This includes local authority members, residents and other local
stakeholder representatives.

Operational authority and responsibility for achieving the objects of Hackney Homes, and
implementing its agreed policies and procedures, is delegated by the Board to the Chief
Executive, who can delegate further to designated senior managers.

Currently, contracts for capital works, repair and maintenance services, and other works and
services funded by budgets delegated to the ALMO, in contrast to those financed directly by its
management fee, are let by the Council with Hackney Homes acting as its agent in accordance
with the Hackney Procurement Framework (HPF).

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. But it is
recognised that the current (combined) Council and HH approval and compliance process is
transitional. Both organisations need to move forward to avoid the application of unnecessary
levels of control and counter-productive duplication of scrutiny. In that light, procurement
responsibility needs to be devolved to Hackney Homes in a way that aligns Hackney
Procurement Framework processes to the governance arrangements of Hackney Homes and
its business needs, while ensuring continued transparency, probity and value for money.

Relevant officers from both organisations have consequently worked in partnership to define a
route map of actions and processes that will align more effectively and efficiently the Hackney
Procurement Framework to the governance arrangements of Hackney Homes and its business
needs, to the mutual benefit of both the Council and the ALMO, in a sustainable way. This, and
previous, reports to the March HH Audit and Finance and April Cabinet Procurement
Committee reflect this work. The recommendations of this report now seek to implement that
route map.

4.0

4.1

4.2

PROPOSALS

The March meeting of this Board approved the establishment of a dedicated Hackney Homes
Procurement Board (HHPB), chaired by the HH Director of Finance with terms of reference that
Appendix A sets out. The intention is that it will determine procurements assessed as Low Risk
by the Council’'s Risk Assessment Template (RAT), regardless of whether they are funded from
a transferred or a council delegated budget.

It also noted that the HH Audit and Finance Committee (HHAFC) 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 and
Four approvals (procurement strategy and investment decision). This will, however, be
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4.3

4.4

4.5

4.6

4.7

4.8

contingent on the Cabinet Procurement Committee (CPC) commending to Cabinet that it has
confidence that the HHAFC was ready and able to do so, insofar that no significant concerns
had emerged during an interim period, in this case throughout 2007-08.

During this period the HHAFC will ensure that that all high and medium risk projects, including
those funded from budgets delegated it by the Council, pass through Hackney Gateway Review
Points only when they are ready to do so in terms of their business case applicability to HH
requirements, and are then commended to CPC on that basis.

The HHAFC will act during 2007-8, in effect, as a shadow Hackney Procurement Board and
Council Procurement Committee. It is anticipated that the Council through the Cabinet
Procurement Committee will undertake a review of the Committee’s readiness to take over
responsibility for approving RP2 and RP4 reports, and that this will occur during October 2007
for Medium Risk projects, and for High Risk ones in March 2008.

April Cabinet also approved the Hackney Homes contract award arrangements that Appendix B
sets out. It resolved that the appropriate mechanism to implement the decision is to issue a
letter of agency of authority signed by the Director of Neighbourhoods and Regeneration that
would confirm the new arrangements. This is because although Hackney Homes is wholly
owned by the Council, in contractual terms both the Council and Hackney homes are both
separate legal entities whose relationship is regulated by the management agreement between
them. In short, the proposed changes in the devolution of procurement responsibility between
the two organisations need to be reflected in a variation to that management agreement.

Article 22 of the Hackney Homes Articles of Association allows Hackney Homes Board to
delegate their powers to any committee (of two or more Board members) together with such
other persons as the Board see fit. It can also delegate to the Chair or an Executive Officer
such of their powers as they consider desirable to be exercised.

A delegation of authority by the Board to a duly constituted Audit and Finance Committee
would allow it to determine Hackney Homes Gateway procurements (that is procurements
assessed as medium or high risk by the Risk Assessment Tool (RAT), and, subject to any
subsequent cabinet approvals, Hackney Gateway procurements funded from council
delegated budgets. The delegation proposed may relate to the value and risk of the
procurement of the procurement.

In relation to the functions to be exercised by the Hackney Homes Procurement Board
(HHPB), its authority may be exercised as a committee or be delegated to a senior executive
of the company acting in the name of the HHPB. The remit that this Board approved in March
included Medium and High risk procurements funded from budgets transferred (in contrast to
those delegated to it by the Council). Given the intention to devolve (subject to future CPC
approval) responsibility for such procurements funded by delegated budgets further to the
ALMO ,as paragraph 4.4 explains, it is considered that this function should be exercised by
either the Audit and Finance Committee and Hackney Homes Board, depending on the value
and risk rating of the procurement . Whether the delegation to the HHPB is to named officer(s)
or to the Board itself also needs to be clarified, as section one of Appendix A seeks to do..

The scheme of contract award delegation as set in Appendix B needs to approved and
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4.8

confirmed by the Board before the letter of agency of authority implementing the new devolved
arrangements can be issued.

5.0

5.1

5.2

5.3

IMPLICATIONS

Section Four of this report and its recommendations has been prepared in consultation with the
Borough Solicitor and the Principal Procurement and Contracts officer and reflects their advice.

The report’'s proposals have no specific financial implications insofar that they will not
require additional budgetary provision. It is expected that the devolution of procurement
responsibility as proposed will result in the achievement of efficiency gains as a result of
the Hackney Procurement Framework processes being aligned to the governance
arrangements of Hackney Homes and its business needs, while ensuring continued
transparency, probity and vfm. These, however, cannot be quantified at this juncture.

It is also expected that their implementation will also enable Hackney Homes Board members,
customers, and users to make informed inputs into the procurement decision-making process in
a way that is sensitive to the level of risk that particular proposals pose to the ALMO and to
their potential impact on its future strategic direction and operation.

6.0

6.1

6.2

CONCLUSION

The implementation of the devolved procurement framework set out in this report is designed
to combine the probity and value-for-money (vfm) drivers of the HPF with the efficiency
advantages associated with a focused stand alone Housing ALMO. It will also allow the
ALMO'’s procurement procedures and processes to be defined in a dedicated Hackney Homes
Procurement Manual.

All this is consistent with the HH becoming a three star ALMO, thus enhancing both its own
and the Council’s reputation and being best placed to harness maximum external resources for
investment in council-owned housing assets while delivering excellent housing services.

Contact Officer:

Neil Isaac, Director of Finance and Resources,
Originating officer

John Newton, Head of Procurement. X7870.

Background and supporting Information: These proposals were developed iteratively in a series of working
issue papers discussed and developed by Council and Hackney Homes officers. These are held by the Hackney
Homes Head of Procurement.
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1

Appendix A
The Hackney Homes Procurement Board (PB): Terms of reference

Membership of a duly constituted Board)

Hackney Homes Director of Finance (Chair) or other Hackney Homes Service Director in the
absence of the Chair

Hackney Homes Head of Procurement or designated deputy

Hackney Homes Finance Representative Other specialist officers as necessary, such as Leaseholder
Services representative, as may be determined by the Chair

2

Quorum

Chair, plus one other member,.

3

8.
9. To consider and review the business case and the contract award of procurements less than

Remit

To act as the Hackney Homes gateway for procurements assessed as low risk by the RAT tool
of a value greater than 25K and less than 500K.

To investigate and to ensure that that each HH Gateway Procurement meets HH business
need requirements, that budgetary provision is available for both its capital and recurrent
costs, and that it offers overall vfim in whole-life asset terms (HH Gateway Review Point 2),
and that all other relevant considerations, including leaseholder consultation and recharges,
have been fully and properly addressed

To ensure that each HH Gateway Procurement conforms with HH and Council standing
orders, where applicable, and that it meets European Union Procurement Directive
requirements (where applicable: over 144K for Part A service and supply contracts, and works
contracts over £3.6M, as from 1% January 2006 until 1.1.08)

To ensure that procurement best practice is applied throughout the HH Gateway Procurement
process (chapters one and two of the HH Procurement Guide defines the key requirements),
effective competition is obtained, and that evaluation arrangements are put in place that are
transparent, effective, and efficient , as well as fully auditable

To ensure that the proposed project planning and management, and contract management,
arrangements for each HH Gateway project are robust and are fit for purpose in relation to its
scale, financial risk profile, and the project’s potential impact on the organisation and its
customers

To consider and to sign off, as appropriate, HH Gateway Procurements evaluation reports in
relation to, auditable process and contract award recommendation, and, subject to any
conditions that the Procurement Board considers necessary, to recommend that the
appropriate officer - in accordance with the HH scheme of delegation — commits Hackney
Homes or the Council (depending on whether it is financed form transferred or delegated
budget) to enter into a binding contract with the recommended bidder (HH Gateway Review
Point 4)

To refer any HH procurement assessed as low risk to the HH Board or Audit and Finance
Committee for consideration and decision, as appropriate, where the Board considers that
wider Member input is necessary or desirable,

To review and agree HH procurement and contract template documents as fit for purpose

25k in value, where referred to the PB by the HHHP

10.To instigate and complete reviews across all HH business areas in relation to procurement

process and practice, with particular reference to vfm and probity drivers, and to ensure the
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progress and completion of those reviews that the Audit and Finance Committee may instigate
and require to take place

11.To ensure that HH standing orders, its scheme of delegation, and its general governance
arrangements are robust and fit for purpose in terms of HH business needs, vim, and probity
drivers across all procurement activities

12.To consider all applications for Single Tender Actions (STA) and to recommend an appropriate
course of action in accordance with HH and Council standing orders

13.To maintain and ratify HH’s Forward Procurement Plan

14.To ensure that a HH Contract register is maintained and regularly updated

15.To consider and determine single action tender applications where HH standing orders apply,
and to consider and recommend such submissions to the Council’s Assistant Director of
Finance (Procurement) in cases where Council Standing Orders apply

16.To inform the Council Cabinet Procurement Committee (CPC) annually of all contracts let from
Council delegated budgets

17.To generally investigate, develop, disseminate, and implement procurement best practice
across the organisation
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AND SIGNATURE OF, CONTRACTS

PROPOSED HACKNEY HOMES SCHEME OF FINANCIAL DELEGATI ON FOR THE AWARD OF,

Maximum value of Contract Contract
Contract award signature
Contracts over £1M in value, not reserved to the HH Main Board Existing
Council; practice
Contracts classified as High risk, not reserved to
the Council

Contracts classified as Medium Risk and/or Over HH Audit and Finance HH Chief
500K but less than IM. Committee Executive
and HH
Company
Secretary
Over 250K but less than 500K, low risk EU HH Chief Executive HH Chief
procurements Executive
Over 25K but less than 250K HH Service Directors HH Service
and Woodberry Down | Directors and
Programme Director Woodberry
Down
Programme
Director

Over IK but less than 25K HH Heads of Service

Less than IK | Divisional delegation set

by applicable Head of

Service




