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HACKNEY HOMES Ltd
Resident Liaison Group Meeting

Wednesday, 3rd March 2010 at 6: 00pm to 7:50pm,

The Chief Executive’s Conference Room, 1

St Floor,

Christopher Addison House, 72 Wilton Way, Hackney E 8 1BJ
A Part A AGENDA (Open to the Public)
ltem Presenter Subject Pages | Status Duration | Time
1. Chair Welcome and Introduction Information 5mins | 6:00-6:05
a)Apologies
2. Chair b) Declarations of Interest Information | 2 mins 6:05-6:07
including HH Board
Members declaring they
are Board Members
a) Minutes of 12 November 1-12 | Decision
2010 and Matters arising
3. Chair 5mins | 6:07-6:12
b) Rolling Register 13-16 | Information
4. P Naughton | Update on Woodberry Down Verbal 5mins | 6:12-6:17
from a Tenant’s Update
5. C. Graves/ What's happening at Hackney Verbal 15 mins | 6:17-6:32
Exec team Homes Update? Update
6. \I>|Vi'e eseker Housing Management Consultation | 10 mins | 6:32-6:42
a 1€y Contracts Feedback
7. J. Paterson | EIB/Planned Maintenance Discussion 5mins | 6:42-6:47
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8. | Panel Chairs | What's happening in the Verbal 15 mins | 6:47-7:02
neighbourhoods Update
9 (orig inal i h itati .
item 8). S. Sewa HH Single Equality Scheme 17-20 | Consultation | 10 mins | 7:02-7:12
10 (orig I | . h f : ; . .
item 9) C. Ferrarello | Estate Plans Project-Phase 1 21-33 | Information 10 mins | 7:12-7:22
' update
11. | M. Gordon Deputations to the Hackney Discussion 5mins | 7:22-7:27
Homes Board
12. | C. Tabi Estate Cleaning and Grounds | 34-37 | Information 5mins | 7:27-7:32
Maintenance- Methods of
Cleaning
13. | C. Taber Enhanced TRA Meetings 3g.41 | COnsultation | oo | 7:30.7:37
. Update
Review
14. | C. Taber Tenants’ Levy Review 42-44 | Information 5mins | 7:37-7:42
15. | Chair Any Other Business Information 5mins | 7:42-7:47

Next RLG meeting: _Thursday, 29™ April 2010




&g Hackney Homes Ltd ITEM 3a
Hack H@mes Par'g A Minutes qf Resident Liaiso_n Group Meeting, held at
r.ey Christopher Addison House, 72 Wilton Way Hackney E8 1BJ
In partnership with H¥Hackney Council
On 12 November 2009 at 6.00PM
Present | Rupert Tyson (Joint Chair) Officers
Muriel Gordon Charlotte Graves
Gordon Guthrie Gary Penticost (Part)
Terry Edwards Tom Hogan
Danny Neeson Christophe Tabi
Jean-Paul Lawrence Tampu-eya Clive Taber
Walter Hare Kevin Kingston
Martin Weaver
Housing Partner Representatives Neehara Wijeyesekera
Elliot Brooks Wayne Hylton
Nii-Amon Nikoi Judith Morrison
John Ferman
In attendance
Alice Burke
Paul Smith (Hounslow Homes)
Rene Wootten (Hounslow Homes)
Davinder Sahans (Hounslow Homes)
Item Open to the Public Action Date
1.Welcome & Rupert Tyson welcomed everyone to the meeting and all those in
Introduction attendance introduced themselves. .
2. Apologies were received from:
Apologies - Joyce Brown

David White
Declarations . Tom Price
of interest

Shirley Bogan
Mavis McGee
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Hackney Homes Ltd

Part A Minutes of Resident Liaison Group Meeting, held at
HackneyHomes R ok

In partnership with HHackney Council

On 12 November 2009 at 6.00PM

Christopher Addison House, 72 Wilton Way Hackney E8 1BJ

ITEM 3a

Item

Open to the Public

Action

Date

Terry Edwards and Rupert Tyson declared they were Board Members of
Hackney Homes.

3(a)Minutes of 10
September 2009

Matters arising

There was one correction to Item 4, Interim Head of Housing Services should
read Interim Head of Resident Services.

With the above correction, the minutes of the meeting held on 10 September
2009 were agreed as a true record and signed accordingly.

Cleaning Statistics A report on cleaning statistics would be brought to the
Group after Christmas. The Group asked for this to be added to the Rolling
Register.

Housing Management Contracts The Group expressed disappointment in the
guality and content of the questionnaires which had been sent to all Residents
regarding the Housing Management Contracts and said that this was exactly
the sort of matter that the RLG should be consulted on. .

Garages An update report on garages would be brought to the group in the
New Year.

Service Standards Review The Group asked for an update on the position with
window cleaning in communal areas. Charlotte Graves said that an error had
been made in respect of including this in the review of the Service Standards
as Hackney Homes did not have the funds to deliver this and as a result,
window cleaning in communal areas would be removed from the Standards.

C Tabi
T Merrett

G Penticost

13.1.10

3.3.10
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Part A Minutes of Resident Liaison Group Meeting, held at
HaCKneyH@mES Christopher Addison House, 72 Wilton Way Hackney E8 1BJ
In partnership with HHackney Council
On 12 November 2009 at 6.00PM
Item Open to the Public Action Date

Fire Risk Assessments Gary Penticost updated the Group on progress to date
with the Fire Risk Assessments. Hackney Homes had a £3.2m budget to
spend this year on works required as a result of the assessments and the
following work had already been undertaken:

189 new communal fire door sets installed in 16 blocks in 2008/9

New communal fire doors are being installed in 40 blocks this year and
the largest three blocks on this programme, comprising 324 door sets,
have been completed.

Automatic smoke ventilation systems are currently being installed in five
blocks and an automatic fire detection system in two blocks.

New dry risers have been installed in two blocks.

23 blocks have been programmed for new emergency lighting
installations.

The Safer City front entrance door programme has been adapted to
replace doors where risks have been identified.

Officers offered to give presentations to Panel Meetings on fire and risk
assessments and Panels were asked to contact Gary Penticost if they wanted
such a presentation. The Group asked how long it would take to complete the
lower priority works. Gary Penticost said that work was being finalised on
prioritisation of works and a full report would be available at the end of
November at which time Officers would have a clearer idea of timescales. In
the meantime, Property Services, Estate Cleaning and Housing Services were
working closely together to ensure high risks such as rubbish were dealt with
immediately.  The Group asked for clarification on grilles being fitted by
residents over the new Gerda doors. Gary Penticost said that any grilles
installed in communal areas would be removed and that Officers were working




&% Hackney Homes Ltd ITEM 3a
Part A Minutes of Resident Liaison Group Meeting, held at
HaCKneyH@mES Christopher Addison House, 72 Wilton Way Hackney E8 1BJ
In partnership with HHackney Council
On 12 November 2009 at 6.00PM
Item Open to the Public Action Date

3(b) Rolling Register

with the Council to agree a position about grilles over individual front doors as if
a fire did break out, these grilles caused unnecessary delays for both residents
evacuating the buildings and the fire brigade gaining access. It was
acknowledged however that the grilles made residents feel more secure as it
was not always possible to see through the spyholes. Officers would consult
with Gerda about the possibility of a incorporating a viewing window in the
doors rather than a spyhole.

The Rolling Register was noted.

4. What's happening
at Hackney Homes?

The Chief Executive and Heads of Service then gave a verbal update on the
key issues in their areas.

The Chief Executive

At the half year point, Officers were reasonably comfortable that targets
would be met.

Voids performance had been under performing recently. This was as a
result of some properties coming back into the housing stock and local
housing associations having more empty properties than usual.
However, the situation had started to improve.

The Delivery Plan would be out for consultation shortly.

Hackney Homes had received some poor publicity over our fire risk
assessments. We had inadvertently sent out some incorrect information
which portrayed our position as worse than it was. However, we had
now rectified the situation.

The TSA had published its draft standards but were still working through
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Part A Minutes of Resident Liaison Group Meeting, held at
Hackr.eyH@mES Christopher Addison House, 72 Wilton Way Hackney E8 1BJ

In partnership with HHackney Council

On 12 November 2009 at 6.00PM

ITEM 3a

the proposed Inspection regime.

There had been three shootings and several stabbings in the Borough in
the last few weeks. A case conference had been called with the police
to ensure that Hackney Homes was doing all it could for Residents.

An organised squat had taken place at Kings Crescent over the last
weekend. However, our emergency procedures had worked well and
we had been able to re-possess several flats immediately. Everyone
was urged to let officers know as soon as possible of any squatters.

The results of the staff survey were very positive.

In respect of squatters, the Group said that it would help if Estate Managers
informed the TRAs when voids were being let as this would help differentiate
between legal and illegal activity.

Director of Property Services

Decent Homes and repairs and planned maintenance were progressing
well.

Hackney Homes had received a grant of £2.9m from the HCA for hard to
insulate homes. The work would be undertaken by Lovells, one of our
Decent Homes contractors.

Building Maintenance had kept its BSI accreditation.

The Group asked if any street properties were in the hard to insulate
programme? Gary Penticost said that properties needed to be over four
storeys to qualify. The Group asked how this grant would impact on
leaseholders. Gary Penticost and Judith Morrison would investigate this.

G Penticost/J
Morrison

13.1.10
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Part A Minutes of Resident Liaison Group Meeting, held at

HBCkI‘I&YH@mES Christopher Addison House, 72 Wilton Way Hackney E8 1BJ

In partnership with HHackney Council

On 12 November 2009 at 6.00PM

ITEM 3a

Update from
Partners

Interim Head of Resident Services

10-11% of the questionnaires on Housing Management Contracts had
been returned

Hackney Homes had achieved 100% in rent collection this week

The worklessness agenda was moving forward and a worklessness co-
ordinator had now been appointed

The Youth Awards had recently taken place and a question time in
Shoreditch and the Active Tenants Awards would take place shortly.

Service Manager Estate Environment

The Tree programme for vulnerable tenants was now up and running.
The cleaning statistics were being verified and a report would be
available in the New Year

We had four new apprentices and it was likely that this number would
double in the New Year.

Head of Leasehold Services

The first meeting of the Leasehold Advisory Group had taken place.
This would be trialled for a year.

The service charge bills would be sent out at the end of November in a
new format which would compare the estimates with the actuals. The
majority of the bills were lower than estimated.

Pathmeads
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Hackney Homes Ltd

Part A Minutes of Resident Liaison Group Meeting, held at
Christopher Addison House, 72 Wilton Way Hackney E8 1BJ

On 12 November 2009 at 6.00PM

ITEM 3a

Voids had been a major issue with twice as many voids this year.
However, all the historic voids had now been let and Officers were only
dealing with the routine day-to-day voids.

The Worklessness Contract was now in place and Group Members were
invited to a job fair which would be held on Friday in St Paul’'s Church,
Stoke Newington.

Work was being undertaken to raise the visibility of Officers particularly
in respect of victims of ASB, vulnerable tenants and tenants in debt.

Pinnacle

Officers had worked hard on recovering rent arrears. Out of hours
telephone calls had been very successful in one neighbourhood but not
as successful in another. This would be looked into.

Voids had been an issue but great efforts had been made to improve on
the letting times.

Pinnacles were raising the profile of the Neighbourhood Leasehold
Officers.

Mouchel

Mouchel was working closely with the police following the serious recent
ASB in the neighbourhoods.

Voids had been an issue and officers were ensuring that security was
increased

The employment and outreach organisation A for E had now rolled out
its programme and this had generated positive responses.
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In partnership with HHackney Council

On 12 November 2009 at 6.00PM

ITEM 3a

5. Update from
Peter Naughton,
Woodco

Peter Naughton from Woodco gave a verbal update on the Woodberry Down
Regeneration. Since the Government had withdrawn the funding, the whole
situation was even more stressful as the worse case scenario was that it would
now take 20-30 years for the scheme to be completed. There would also be
800 fewer social housing homes built. Work was continuing on the new
neighbourhood management units which would co-ordinate Hackney Homes’
and the London Borough of Hackney’s activities under one supervisory body.
However, residents felt that the social issues were not being addressed and it
was suggested that Hackney Homes took the initiative and undertook a social
impact assessment.

Charlotte Graves said that a comprehensive list of all the regeneration sites
and the expected programmes had now been drawn up. Curtis Taylor from
Hackney Homes was working closely with the Council on all the regeneration
sites. The idea of a social impact assessment was an interesting one to
explore. A suggestion was made as to whether the voids could be brought
back into use for temporary accommodation. Peter Naughton said that there
did not appear to be any budget to bring the voids back into use and as a
result, over crowded families could not be rehoused.

Kevin Kingston said that the position had improved and it was hoped that we
could secure some resources to bring the voids back into use. The £20m
interim repairs programme would begin shortly and Officers were working very
hard on community development.

The Group felt strongly that the loss of 800 social housing units was not
acceptable and that the residents at Woodberry Down had been very badly let
down. There was no guarantee that funding would be made available which
meant that money would have to be found from across all the budget heads
which would have an adverse impact on all Hackney’s estates.
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Hack H@mﬁﬁ Part A Minutes of Resident Liaison Group Meeting, held at
ney Christopher Addison House, 72 Wilton Way Hackney E8 1BJ
In partnership with HHackney Council
On 12 November 2009 at 6.00PM
The Group asked for Peter Naughton to give a further update in March. Peter 3.3.10
Naughton
6. Woodberry Down The Group noted the report.
Update
7. Discussion on Whilst some improvements had been made to the Agenda setting process, it
input from still needed further reworking. It would be helpful if all the Panel Chairs gave
RLG/Neighbourhood an update on what was happening in their areas. There was still a feeling that
Chairs the Group was not being used as a consultative forum and therefore the Group
could not add the value it should although it was acknowledged that policies
were beginning to be brought to the Group from the very first draft. It would
also be helpful to have a forward plan so that items could be taken to Panels at
the appropriate times. There was a suggestion that alternative arrangements | C  Graves/R | 29 .4.10

for the chairing of the meeting be explored.

Charlotte Graves said that all the Members of the Group could put forward
items for the Agenda and if they wanted something on the Agenda to contact
Tess Merrett, the Governance manager.

Neehara Wijeyesekera said that In respect of the consultation for the
management contracts, a residents’ readers’ panel had been used for
feedback on the content of the questionnaire and these comments could be
circulated to the RLG. In future, Hackney Homes was looking to collect the
profiling information in a different format and a form had been drafted which
would be circulated at the end of the meeting.

Tyson/T Price
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Ll~s . Part A Minutes of Resident Liaison Group Meeting, held at
HaCkneyd" 10mes Christopher Addison House, 72 Wilton Way Hackney E8 1BJ
In partnership with HHackney Council
On 12 November 2009 at 6.00PM
Charlotte Graves said that any changes to the format of the RLG would need to
go out to Residents for consultation. The Chair asked the Group to take the
matter back to the panels. In the meantime, Officers would draw up some
proposals to bring back to the Group.
The Group agreed to these proposals.
Group
Members
N
Wijeyesekera |29.4.10
/C Taber
8. Enhanced TRA Clive Taber introduced the report which was a consultation draft for RLG | C Taber 13.1.10

Meetings Review

members to consider and make recommendations. A further report would be
brought back to the Group on 13 January 2010.

The Group had concerns over the involvement of Councillors as in some
neighbourhoods there was little participation in ETRAs from Councillors and in
others, there was too much. The Group also wanted continuity from Officers
attending to ensure that matters were consistently followed up. Some TRA
members held the view that there was a lack of team-working amongst officers
and that too much focus had been given to alternative forms of engagement.
Communal repairs was still an issue and the Group felt it was important that
stronger enforcement measures be put in place to ensure that promises were
kept. There was also an issue in respect of administrative support from
Hackney Homes. Charlotte Graves said that some TRAs wanted assistance
from Hackney Homes with the administration and others did not so Officers
were looking into where we could provide more support.  Councillors had
difficulty with meeting some of the dates set for meetings which was why there
was sometimes poor attendance. The Group felt very strongly that dates

10
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ITEM 3a

should not be set for the convenience of Councillors and that a document
should be drawn up clarifying the role of Councillors in TRAS/ETRAS.

Clive Taber said that continuity of attendance from Officers would be taken on
Board and Officers were also looking at communal repairs to try and get
consistency across the Borough.

9.Anti-Social
Behaviour,
policies
procedures

revised
&

Wayne Hylton and Alice Burke gave a presentation on Anti-Social Behaviour —
revised policies & procedures. All the Partners outlined their involvement in
this project and explained that they had been consulting with each other to
ensure consistency throughout the Borough and to disseminate good practice.
Wayne Hylton and Alice Burke were hoping to visit all the Panels to talk about
ASB and time slots would be arranged with the Panel Chairs. The Group
asked for clarification on the different timescales given for dealing with ASB.
Wayne Hylton said that a 5 day standard response was for anything that wasn’t
an emergency. The 1 day emergency response was for Domestic Violence,
Race and Hate crimes.

All staff were receiving training on ASB and were mandated to report ASB. It
was clarified that Residents could report ASB anonymously. The Group asked
for clarification on how low level ASB would be handled in future. Wayne
Hylton said that as much use as possible would be made of CCTV but where
there was no CCTYV the staff training would embed ASB procedures throughout
the organisation and would ensure that action was taken. The Group was
asked to take this back to their panels and to pass on any feedback received to
Wayne Hylton and Alice Burke.

The Group thanked Wayne Hylton and Alice Burke for their presentation.

Group
Members

11
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In partnership with HHackney Council

On 12 November 2009 at 6.00PM

ITEM 3a

10 Domestic
Violence and Hate
Crime Policies

The Group agreed that these would be brought to the meeting on 13 January
2010.

13.A0OB There was no other business.
The meeting closed at 8.30 pm.
Signed as a true record of this meeting Chair Dated

12
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Item 3b)
Rolling Register Resident Liaison Group
1. Domestic Violence & Draft policies rolled forward from | T Hogan These were
Hate Crime Policies meeting on 12 November circulated for
comment to

2.Estate Plans progress
report

members outside
the meeting cycle

brought back to the Board

A report on progress would be

in | C Ferrarello Slipped to 3

November March 2010

3. Energy Costs A report on Energy Costs G 29 April 2010
Penticost/N

Isaac
4. Cleaning Statistics Update on methods of cleaning C Tabi 3 March 2010
5. ETRA Review Further report on proposals for | C Taber

ETRA

3 March 2010

13
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Item 3b)
Rolling Register Resident Liaison Group
6. Role of Councillors on Clarification of what Councillors’ | C Taber 29 April 2010
TRA/ETRA roles were
7. Resident Liaison Proposals on ways to take this | N 29 April 2010
Group group forward as an advisory | Wijeyesekera
consultative body. /C Taber
8.Woodberry Down Update on Woodberry Down from | P Naughton |3 March 2010
Tenant’s perspective
9. Garages Update on Garage Review Jonathan 29 April 2010
Oxlade
10. Discussion on Role of RLG in Hackney Homes’ | Muriel
Consultations/ consultations surveys Gordon 29 April 2010

Surveys

This ties in with 7 Above

14
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Item 3b)
Rolling Register Resident Liaison Group
12. Estate Inspection Review Muriel 29 April 2010
Walkabouts Gordon

Page 16 removed — intentionally blank page
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Hackney ltem No. 8

In partnership with 6&Hackney Council

Title of Report: HACKNEY HOMES SINGLE EQUALITY SCHEME

Decision Making Body: RESIDENT Date: 3 March 2010
LIAISON GROUP

Classification: FOR INFORMATION | Report of: DIRECTOR OF FINANCE
& RESOURCES

Item Previously considered at: N/A On Which Date: N/A
Report Author: - Tom Hogan Ext. Appendices: Appendix A
4017 Hackney Homes Single Equality

scheme and action plan
Beyond ‘ one size fits all ’

Report Outline:

Paragraph: 1.0 - Summary of Report

Paragraph: 2.0 - Recommendation(s)

Paragraph: 3.0 - Background

Paragraph: 4.0 - Update of the Single Equality Sch eme and action
plan

If you have any questions about this report, please contact Tom Hogan on 0208 356 4017 or email
tom.hogan@hackneyhomes.org.uk

1.0 SUMMARY

1.1  This report had been prepared to notify the RLG that a Single Equality
Scheme and action place is being developed and will commence from
April 1% 2010.

2.0 RECOMMENDATION

2.1 The Resident Liaison Group is asked to note the report.

17




3.0

3.1

3.2

3.3

3.4

4.0

4.1.

4.2

4.3

4.4.

BACKGROUND

The scheme will replace the Hackney Homes Equality & Diversity
Strategy and action plan 2006-2009.

The Single Equality Scheme will take on board the seven equality
strands: age, disability, ethnicity, gender, gender identity, religion or
belief and sexual orientation.

Purpose of the Single Equality Scheme

The scheme takes into account current legislation in meeting the
requirements of the race, disability and gender duties, the Equality
Framework for Local Government and the Diversity Key Line of
Enquiry.

The scheme is being designed to move away from a ‘one size fits all’
approach and it sets out:

our approach to equality and diversity issues on key themes such
as involving and consulting, assessing impact and using
information

our action plan for the next 12 months to improve services as a
service provider, employer and purchaser of goods and services

UPDATE ON THE SINGLE EQUALITY SCHEME AND ACTION
PLAN

Over the last year, the scheme has been developed with the
involvement of customers and staff through focus groups and surveys.

The action plan has been deleveloped with managers taking into
account the views of customers, staff and stakeholders from focus
groups, surveys, customer profiling and equality impact assessments,
and it will be part of the annual service planning process.

Further consultation is planned during February and March 2010 with
customers, partners, contractors, resident groups, staff and trade
unions to ensure that the Single Equality Scheme and action plan fully
meets their needs.

A draft initial equality impact assessment has been completed. It has
identified that the Single Equality Scheme and action plan includes
targets which will have a positive impact in relation for many of the
equality strands i.e. disability and some that that will have a positive
impact on all strands. But specific targets are required in relation to
faith/belief; gender identify and sexual orientation. This will be included

18



in our planned wider consultation to ensure that the scheme meets the
needs of all customers, partners, contractors, resident groups, staff and
trade unions. After consultation has been completed the EIA and its
action plan will be reviewed and finalised by mid- March 2010 with
actions to mitigate any adverse impacts. This information will be
included in the final version of the Single Equality Scheme and action
plan.

Page 20 removed — read: Please note the appendix is paged separately
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Beyond ‘one size fits all’:
An equality plan for Hackney Homes

Category Strategy

Issue Date February 2010

Version Number Draft 4

Owner Service Development Team
Directorate Finance & Resources

Equality Impact Assessment Date

15 February 2010 (Draft)

Approved By

Approved Date

Beyond 'one size fits all": Feb-10



Getting information in your language or

another format

This is Hackney Homes' plan on how we intend to make things fair for everyone, IT yvou would like
this in anather format or your own language, plaase tick the relevant box. Fill in your name anc
address and return the form to the freepost address below.

Bengali O
SR T, AT (7 T T s | T Al meE w5
= B wreiE FoeE S N0 B, TS EEEE
oA E T TUE Ty Fw ) wierE w o e e e wy
e ST (= [ToaT AT T TR o e o

Somali O

“arl waa Jgorenaha Sackney Homes e ku aaddan aida
Aan u dooneyno in aan adeegyadeena uga dhigno kuwo
dadku u siran yhin, Hadaiaad jeclpan aheyd anntan
oo qaalb kale ama uugsddaada an, fadlan sax godha Ku
haboor. Ku buusi magacaaga iyo cinwaankaaga
fpomka kuna soo dir cimyaanka hooss e= boostada
Bllanenka ah.

French O

Yoici k= plan de Hackrey Homes explgusnt comment rous
allon= nouz v prendrs pour gue les choses deviennesnt plus
Eouitsbles pour tout ke morde. Si vous disirez reoswoir oes
inifas sows Un autre farmiat ou dans wotng languse, veulllaz
cochar la caes approprids. Remplissss vos nom af adrests
=t renvoyez le coupon a 'sdresse porl pays ci-dessous.

Spanish O
Zpte @3 un plan de Hackney Homes ackre nusatre
propésiio de que todo sca jusio para todos. Silo
deasa en ofmo formate o =noau dioma, margue (s
casilla =n cusstion. Complele =0 nombre v direccion
¥ envie = forrularic & = dir=ccion d= freepost que
aparsce mas adelart=

Kurdish 0O
Ev plana Hacknay Homea i 3er wé yeké ve ku
am armane dikin ku gawa kapdbaran ji bo her
ke=s) rewa hikin. Heke hun we hi formateke din an
Bl zimané owe divazin, (| kerema owe quiika
tékiidar Isaret hikin. Mav U navnigana xwe
binivisin, u_forms ji navnisana posta bepere ya
JErin re smin

Turkish O
Bu belge, Hackney Homesun islen herkes igin
nasil adil hale gefirmeye nivetli cldugumuza dair
plarndir. Bunu bagka bir formatta veva kendi
dilinzde isterseniz, litfen ilgili kutuyw isaratleyin.
Adinizl ve adresinze yazarak, formu asagdaki
ucretsiz posia adresine gonderin.

Polish O
Ta bro=ezura przedstawia plary zarzady Hackney Homes
dobyiZaoe worewadzania bardze| sprawiediwych zassd
wispbiprsoy dia nas wezystiich. Sly o¥=ymad tan dokument w
iy fonm acs bk woinym jeeyku peosing 2aaneceyt
odpowisdni= pol= podec imie, rerwsko, adres i romesr
fel=fonuw | odesiac ten fommularz Dezpdstnie pod podany adres,

Vietnamese

£y 16 kE noach ola Hacknay Homes vé cdch thife
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Background

For us at Hackney Homes, eguality means treating people fairly and giving
people fair chances, and diversity means valuing the differences of
individuals and groups. An eguality scheme is a timetabled, evidence-
based, plan of action to make things fair for everyone.

This is Hackney Homes' first Single Equality Scheme which will come into
effect from 1 &pril 2010, The scheme takes on board the seven equality
strands: age, disability, ethnicity, gender, gender reassignment, religion/
belief and sexual orientation.

We sesk to promote an opportunity for all people whether they are:
seeking access to or using our services; seeking access to or using
services provided on our behalf; applying for employment with us; already
employed by us and seeking access to training and promotion; getting
involved and working in partnership with us; and contracting to supply
goods or services to us.

Hackney Homes is committed to delivering services that are inclusive and
reflective of the communities we serve. In order to achieve our
commitment we regularly consult and invaolve local communities in a
variety of ways.

This scheme has been developed with the involvement of our customers
and staff and the action plan formed part of our annuzal service planning
process, Over the past year we have listened to the issues raised by our
customers, staff and stakeholders through: focus groups; customer and
staff surveys; and results from our equality impact assessments.

Ower the past year we have consulted, amongst others:
* disabled people;
* customers from ethnic minorities, both men and women, selected
randomly from our customer profiling database;
* people who had shown an interest in getting involved from our
‘Hawve Your Say’ forms;
* members of 2 Tenant Residents Association; and
* members of one of our resident participation forums.
For mare information please see Appendix 1.

We are still seeking to involve our stakeholders in the development and
implementation of ocur scheme, & wider consultation will be held between
22 February and 12 March 2010 when we will be invelving our residents,
Hackney Homes' staff, trade unions and other partners.

We realise that consultation and involvement must be carried out in a way
that people find accessible and inclusive, We will offer a variety of ways
for people to get involved and have their say: focus groups, site visits, ad
hoc events such as the Resident Open Day held on 18 February 2010,
online and hard copy consultation forms availlable in different languages
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and format upon reguest, customer and employee surveys, People are
also encouraged to give their feedback by e-mail, post, telephone or facs
to face.

Cur scheme iz designed to maove away from a "one size fits all’ approach
and sets out:

* our approach to equality and diversity on key themes such as
involving and consulting, assessing impact and using information;

* our plan of action for the next 12 months to improve our services as
a service provider, employer and purchaser of goods and services.
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About our organisation

Hackney Homes is an Arms Length Management Organisation (ALMO) set
up by Hackney Council in April 2006, The housing stock remains in the
ownership of Hackney Council and Hackney Homes is responsible for the
management and repair of 32,000 homes in Hackney, providing services
to approximately 23,300 tenants, 7,400 leasehold properties and 1,300
freehold properties.

This scheme will help us to achieve our mission which is "To deliver
excellent, accessible services, and guality homes that people want to live
in'. &s a service provider, employer and purchaser of goods and services,
we are committed to eliminating discrimination and promoting equality of
apportunity. This commitment is reflected in two of our four business
objectives:

* Providing excellent, accessible services; and

* Improving neighbourhoods.

Our staff

Hackney Homes employs an average of 800 staff',

* Ovyer one third of staff (36%) are aged between 40 and 49 vears and
over one quarter (28%) are aged betwesen 50 and 59 years. Just
under one third (29%) of employees are less than 40 years of ags,
compared 7% who are 80 years or over.

* Less than 5% of staff identify themselves as disabled, compared to
2% who state they do not have disability.

*  Just under half of staff (49%) are White, and 349 describe their
ethnic background as Black or Black British, followed by 9% as Asian
or Asian British.

* Ovyer three quarters of staff (779%) are male, compared to 23% who
are female.
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About our community

Our region

London is one of the most culturally diverse cities in the world, with a

population of over 7.5 million people . According to the Greater London
Authority State of Eguality in London Report 2008:

Cne in five (15%) are aged 60 or over, compared to 60% who are
less than 40 years of age. One in ten (10%) are aged between 50
and 59 years and one in five (15%) are aged between 40 and 49
years.

COne in five households (19%) in London contain at least one person
with a limiting long-term illness, health problem or disability, which
limits their daily activities or the work they can do.

The majority of peaple in London are White (67%), 15% are Asian
or Asian British, 149% are Black or Black British and 5% are Chinese
or from other ethnic group.

Just over half of people (31%) in London are female, compared to
49% whao are male.

London is the most ethnically diverse city in Europe, with a
population tEIEt encompasses 300 languages and over 150 countries
represented .

In Loendon, 61% of people are Christian, 12% are Muslim, almost
5% are Hindu, 2% are Jewish and just over 1% are E—idllf.h. 16%
choosing to respond, state they do not have a religion .

Sexual c-rientatign is the eqguality strand that is omitted from most
official statistics”™. However, it has been estimated that 10% of the

nation i1s likely to be lesbian, gay or bisexual .

There are no reliable figures available for the size of London’s
Transgender community.

Our customers

Hackney is the second most deprived borough in London, with every ward
amongst the 10% most deprived in the country. Almost half (47% as at
April Z007) of all dwellings in Hackney are soccial housing, Over half of
social housing is managed by Hackney Homes’.

Of Hackney Homes’ customers

i,

Mearly one quarter of customers (23%) are aged 60 years or aver,
compared to 27% who are less than 40 years of age. Almost two in
ten (19%) are aged between 50 and 59 years and 31% are aged
between 40 and 49 years.

2,405 people report living with a disability under the Disability
Discrimination Act, 1,344 people are registered for the Disability
Living Allowance, and 1,876 are reporting a long-term illness, The
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muost frequently reported type of disability was mobility-related,
followed by hearing and vision disabilities.

» Over half (55%) are White, a quarter (25%) are Black, and 5% are

Asian. By breaking down the ethnicity further, one quarter (25%:)
are British, 14% are Caribbean and 10% are Turkish.

» There are approximately 800 Travellers, Gypsies and Roma residents

in Hackney.

o 26 Irish Traveller families live on the four permanent council sites in
the borough.

» Ovwer half of customers (539%) are female, compared to 41% who are
male.

» Three quarters of customers (75%) state English as the preferred
language in their househaold, followed by Turkish (5%).

» The largest faith groups amongst customers choosing to respond are
Christian (42%) and Muslim ({139:). There are 12% who state they
are Atheist or have no beliefs.

* The majority of customers describe their sexual orientation as
heterosexual (68%) and 8% as bisexual.

* There are no reliable figures for the size of Hackney Homes'
Transgender customers. 4 new version of the customer profiling
form will ask for information about gender identity in April 2010,
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Legislation and best practice

Cur scheme takes account of current legislation in meeting the
requirements of the race, disability and gender duty, the Equality
Framewaork for Local Government and the Diversity Key Line of Enquiry.

Legislation

The race, disability and gender statutory duties cover service delivery and
employment.

The legislation on race says we must:
* gliminate unlawful racial discrimination;
* promote eguality of opportunity; and
* promote good relations between people of different racial groups.

The legislation on disability says we must:

* promote equality of opportunity between disabled persons and
other persons;

* gliminate discrimination that is unlawful under the Disability
Discrimination Act 2005;

* gliminate harassment of disabled persons and other persons;

* promote positive attitudes towards disabled persons;

* encourage participation by disabled persons in public life; and

* take steps to take account of disabled persons’ disabilities, even
where that involves treating disabled persons mare favourably than
other persons.

The legislation on gender says we must:
* eliminate unlawful discrimination;
* gliminate harassment; and
* promote eguality of opportunity between men and women.

Age discrimination 15 covered by employment law only. To date,
dizcrimination on the grounds of religion or belief, sexual orientation and
gender reassignment is anly covered by employment and the provision of
goods and services.

The legislation on age says we must:
* egliminate direct and indirect discrimination, harassment and
victimisation on the grounds of age; and

* gliminate discrimination against workers of any age in the arsas of
recruitment, promotion and training.

The legislation an religion or belief says we must:

* eliminate discrimination and harassment against people of different
religions, faiths and beliefs in the workplace; and
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* gliminate discrimination against people of different religions, faiths
and beliefs in the provision of goods and services.

The legislation on sexual orientation says we must:

* egliminate discrimination and harassment against gay, lesbian, and
bisexual staff in the workplace; and

* eliminate discrimination against gay, lesbian, and bisexual people in
the provision of goods and services.

The legislation on gender reassignment says we must:

* eliminate unlawful discrimination and harassment in employment
and vocational training for people who intend to underga, are
undergoing or have undergone gender reassignment; and

* eliminate unlawful discrimination and harassment on the grounds of
gender reassignment in the provision of goods and services,

The Government iz considering harmonising and strengthening the current
legislation with a Single Equality Act. The Equality Bill was published in
April 2009 and aims to bring all equality strands into ane single piece of
legislation. It proposes to extend the current statutory duties to all seven
equality strands: age, disability, ethnicity, gender, gender reassignment,
religion or belief and sexual orientation. The new legislation will further
focus on people with caring responsibilities as a separate equality group
and will extend and strengthen the protection against discrimination faced
by carers, It is expected that the Equality Bill will come into force in
Autumn 2010, with some parts to follow in April 2011 and beyond.

Cur approach is to seek to address all seven equality strands in this
scheme because we believe it to be the nght approach, as well as
preparing for forthcoming legislation. We will continue to work with the
existing legislation and will review our approach as the effects of the bill
become more apparent.

Equality Framework for Local Government (EFLG)

The Equality Standard for Local Government (ESLG) was established in
2001 as a national benchmark for measuring local authaorities’
performance and improvement on mainstreaming equality. In April 2009,
the ESLG was replaced by 2 new tool to measure local government
compliance with the equality and diversity agenda called the Equality
Framewark for Local Government (EFLG). The EFLG builds on the
improvements introduced by the ESLG and aims to be simpler, smarter,
maore proportional and relevant.,

The EFLG focuses on five key performance areas:
*  Fnowing your community

* Place shaping, leadership, partnership and organisational
commitment

* Community engagement and satisfaction
* Responsive services and customer care
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& modern and diverse workforce

The ESLG levels 1 to 5 have been replaced with three levels in the EFLG:
‘developing’, "achieving’ and "excellent’. In working in partnership with
Hackney Council we achieved level 3 of the ESLG in September 2008,
Under the ELFG we are automatically classified as an "achieving” ALMO.
Cur goal is to achieve the "excellent’ level of the EFLG by March 2011,

Diversity Key Line of Enquiry (KLOE)

The Audit Commission has set out standards for secial housing

arganisations to ensure that services address the different needs of
customers.

The Diversity KLOE key areas include:

Corporate culture and governancs
Access and customer care

Service user involvement
Fartnerships

Harassment and domestic violence
Legislation
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Leadership and accountabilities

The flowchart below illustrates how we mainstream equality across the
organisation.

Hackney Homes Board is responsible for:
* approving the scheme and action plan;
» reviewing performance of the action plan at a strateagic level; and

* championing equality and diversity, through our Board Equality and
Diversity Champion who watches over the work we do in this arsa.

Hackney Homes Chief Executive and Executive Team are responsible for:
* ensuring the implementation of the scheme and action plan;

* reviewing performance of the action plan at an operational level;
and

* ensuring all parts of the organisation are working towards the
commitments in the scheme.

The Head of Service Development is responsible for:
* |eading on corporate developments;
* mainstreaming equality and diversity within the organisation; and
* ongoing monitoring of the action plan.
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The Head of Human Resources and Organisation Development is
responsible for:

» ensuring compliance with our statutory equality duties in relation to
employment;

*» ensuring that we operate non-discriminatory employment practices
and procedures; and

» developing, leading and evaluating cross cutting initiatives in
employment to improve our approach to equality and diversity.

Hackney Homes Managers are responsible for:

* ensuring actions in the plan are allocated to specific officers who will
be responsible for their delivery and reporting.

Hackney Homes' staff are responsible for:

* uynderstanding the scheme through the action plan which relates to
the relevant service areas; and

* ensuring it is integrated into their daily work.

Cur Equality and Diversity Group is chaired by the Chief Executive and
involves the Board Equality and Diversity Champion and managers across
all service areas. We believe this approach underlines the priority we place
on this area of work. The Equality and Diversity Group is responsible for:

* |eading and supporting new developments and initiatives;
* disseminating information;

* developing and monitoring the action plan; and

* sesking out best practice.

Cur Staff Equality and Diversity Champions involve a staff member from
all service areas who have an interest in diversity and who wish to play a
role in promoting equality. Staff Equality and Diversity Champions are
responsible for:

* increasing awareness of the scheme throughout the organisation;
* feeding in suggestions to progress equality and diversity targets;
* raising concerns that other staff within their teams may have; and
* sharing good practice and lessons learnt.
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Key themes

A: Prioritising action

We prioritise action on the activities of our organisation that have greatest
impact on equality. The term “activities’ is used to denote Hackney Homes’
policy development, service delivery, employment, partnerships and
procurement. We assess our activities as being relevant to eguality if they
involve the public and/ or staff, or have conseguences for them.

We have identified our key activities in relation to equality and diversity,
as illustrated in the flowchart below:

Hackney Homes Organisational Structure

i o Anti-social
Est;tgrgfﬁgsng —Communications| [ Decent Homes| ™| papaviour
Maintenance — Domestic
. mipcy | Viclence &
- Finance ; .
| | (Voids) Hate Crime
Prupertﬁ.f
Rl
Resources
. Management
L (3as Servicing
Information & Leasenold &
| ICommunications | Raght to Buy
Technology | ( Major Works
Rent
| Davelopment | | | Planned & Recovery
Maintenance
| | Resient
L | Procurament Repairs Involvement
- Contact
_ Centra | | Tenancy
Seryice Management
—|_Development Responsive
| Repairs — Tenancy Support
Parformance
L Complaints
Legal Disrapair
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We are committed to providing our residents and employees with inclusive
services reflective of their needs. We achieve this by assessing the impact
of our activities on the public and/ or emplovees on all seven eguality
strands.

Cur equality impact assessments (ELAs) invalve anticipating the
conseguences of our activities on the seven equality strands and making
sure negative consequences are minimised and opportunities for
promoting equality are maximised.

Cur equality impact assessment process is made up of three stages, as
illustrated in the flowchart below:

Equality Impact Assessment Process

STAGE 1
“| Relevance Screening

Cioes this activity have relevance to eguality® MO

! !‘l"EE

Dioes this activity have negative conseguences MO
on any of the eguality groups?

YES

STAGE 2
~| Initial Assessment

STAGE 3
Full Assessment

How to amend the activity to reduce negative
impacts and add to positive ones?

A + Involve and consult with groups affected by the :>

activity.

+ Ise feedback from consultation and plan actions L

to minimise the negative impact and maximise the
positive impact from this activity.

P < O R W W P

20 D>Ar~Ccn20mM

P T EEm o EEm EE EEE R R M R RN R R R R

1 Relevance screening
This involves screening the activity to check its relevance to equality. At
the end of this stage:

» where the activity has no relevance to equality the process moves
forward to the approval stage; or

r

» where the activity is identified as relevant to eguality the process
maves forward to the initial assessment stage.

2 Initial assezsment

This involves anticipating the negative and positive consequences of the
activity on eguality groups. At the end of this stage:
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» where no negative consequences are identified or any negative
conseguences can be eliminated, the process moves forward to the
approval stage; or

» where negative consequences that cannot be eliminated are
identified or where there is not enough information to make a
decision, the process moves forward to the full impact assessment
stage.

3 Full assessment

This involves consultation with all relevant equality groups who have
been identified as having any negative consequences from the
implementation of the activity. At the end of this stage, feedback from
the consultation is used to amend the activity and plan actions to
reduce the negative impacts and add to positive ones. The process then
moves to the approval stage.

Assessing the impact of existing and proposed functions is an ongoing
process. All activities undergoing a review and new ones developed are
assessed before they can be considered for approval.

Cur action plan lists the eguality impact assessments that will be
conducted in the next 12 months, Summaries of our completed equality
impact assessments are available on our website at

hitp: /fwww.hacknevhomes.org.uk/hhs-equalities-eia.htmZcopies-of-

C: Involving and consulting

Our Resident Participation Compact® recognises the importance of
involving and consulting our residents to help shape our policies and the
way we deliver services, We use a number of methods to involve and
consult on the development and delivery of the services we provide.

Cur resident participation framework (see flowchart below) includes
invalving and consulting with diverse groups including:

* Disability Forum;

* BME Forum: African Forum; Turkish Forum and Asian Women
Forum;

* ‘Youth Committees; and

* Resident Inspectors, Readers Panel, estate inspection walkabouts,
focus groups and surveys;

* Gypsy and Traveller focus groups.
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The Resident Participation Framework
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We value our employees and encourage them to get involved in
everything we do. We regularly seek their views on different activities and
services through:

Focus groups;

Staff conference;

Team meetings;

Staff surveys;

Staff Bulletins and Newsletters.

D: Gathering and using customer data

Knowing our customers is crucial if we are to deliver services effectively
and implement our scheme. We gather data across the seven equality
strands to develop our customer profile.

We will use this data to:

manitor the diversity of our customers;
inform eguality impact assessments;

deliver tailored services to individuals based on their needs and
preferences;

outreach initiatives to contact new communities in the borough
such as the Eastern European Roma community and other parts of
the diverse Travelling community.

manitor customer groups who do and do not use our key services;
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* manitor satisfaction of customers in relation to their diversity for
our key services;

* manitor requests for translations and interpretation services by
language;
* maonitor customer complaints by diversity;

* manitor the diversity of customers who engage with our
involvement initiatives; and

* review policies and services,

E: Employing, training and developing staff

We sesk to ensure we have open and transparent selection and
recruitment processes, We wish to create a workforce that reflects the
diversity of the community we serve. We will manitor our staff profile by

the seven equality strands.

We will use this data to:

» maonitor the diversity of our staff compared to customer profile
information to aim to have a workforce that reflects the customers
WE SEIve;

» maonitor applications for jobs, training and promaotion;

» maonitor successful applications;

» monitor staff who receive training;

» maonitor diversity of senior management;

» maonitor staff who are involved in grievance procedures;
» maonitor staff subject to disciplinary action;

» maonitor staff leaving the organisation; and

» review policies and services,

We are committed to ensuring all staff have fair access to training and
development opportunities. We provide training to all staff to promaote
awareness of eguality and diversity and make it part of our day-to-day
activities. Equality and diversity training is included in our induction
programme for new starters, and training is compulsary for all Board
members and staff. We also have a development programme, Phoenix, for
BME and disabled staff to gain a recognised gualification in management.

F: Working with other organisations
We recognise the importance of working in partnership with a wide range
of organisations from both the statutory and voluntary sectors to improve

our services to residents and to promote equality and diversity.

We further recognise that Hackney Homes is in a unigue position to
provide leadership to such partnerships which significantly contribute to
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the wider social and economic development of the estates that we
manage and in the London Borough of Hackney in general.

Hackney Homes works with other organisations on both a strategic
Borough wide level and on our estates providing practical support were
possible. We are committed to continuing and building upon our existing
work with other organisations.

Examples of our current partnerships include:

working with the Metropolitan Police and Hackney Council on shared
initiatives on tackling anti-social behaviour and hate crime;

working with Arsenal, Metropelitan Police and Hackney Council on
providing a wide range of yvouth services and activities;

working with the Hackney Council Corporate Equality and Diversity
Group which meets regularly to discuss issues facing services
provided by the Council;

working with Team Hackney which meets regularly to discuss
equality issues facing the public and voluntary sector;

working with Team Hackney, NHS City and Hackney, Children and
Families Services, the Learning Trust, Metropolitan Palice, the
London Gypsy and Traveller Unit and the Irish Traveller Unit to
produce the borough's first Gypsy and Traveller Strategy;

working with organisations such as UXL, Bangla Housing Association
and Metropole Learning to provide English language classes to our

customers;

working with Hackney Council Regeneration Group to address
Worklessness in Social Housing;

delivering a service (Ways into Work) to residents that increases
their access to employment and career advice through the following
partners; Ade, Genesis Community, Pinnacle Psople;

working with emplover-brokers (Hackney Works, Talent, TNG Onsite,
Remploy) to provide our residents with employment opportunities
through the Ways intoe Work programme;

working with Hackney Voluntary Action to develop a Volunteer
scheme that supports the Ways into Work programme;

working with 2 range of voluntary sector groups and organisations to
provide a spread of community development activities on our
estates,
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G: Procuring goods and services

We are committed to promoting equality and diversity and combating
economic and social disadvantage through our procurement activity, in
accordance with the objectives of the Equality Bill and procurement best
practice.

Cur Sustainable Supply Chain Policy encourages contractors to share this
commitment. In that light, equality issues are considered throughout ocur
procurement cycle including:

* contract specifications;

* pre-qualification process;

* evaluation criteria setting;

* evaluation process; and

# contract management.

In relation to procurements of a value of 25K or more, contracting officers
are required to complete a2 Procurement Impact Assessment (PRIMAS)
comprising an Equalities, Envirecnmental and Efficiency Impact Assessment
of the proposed procurement. The process identifies any negative impact
on the local communities in terms of equalities outcomes and encourages
bidders to include positive measures in their offers.
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Taking action

We are keen to ensure that the equality targets we have developed will
deliver real improvements for customers and staff. Qur action plan is
evidence-based and outcome-focused. It sets out our plan of action over
the next 12 months and will disseminate into our service plans and
individual staff appraisals.

The action plan has clear targets, lead officers, timescales and outcomes,
Key actions associated with each target will feature in our service plans
that are in place for each service area, thereby ensuring equality and
diversity is owned and understood throughout the organisation.

The action plan will be monitored on a quarterly basis by the Equality and
Diversity Group and half-yearly reports on progress to our Board, We will
update this action plan annually to ensure it remains up to date, in line
with our service planning process and continues to mest the nesds of our
customers and staff,

The delivery of our action plan will be supported by existing staff
resources and specific budgets which cover service delivery, staff training
and community involvement.
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Estate Environment Services

By Mar-11, offer 2 literacy | Mar-11 | M Menzie Estate Other- Improve literacy Staff Survey
scheme for 20% employees Environment Literacy levels by offering a 2009
within Estate Environmental Services literacy scheme for
SErvices 20% of EES staff by
B March 2011
To increase the number of Mar-11 | M Menzie Estate Gender By Mar-11, aim to Workforce
female applicants by 10% Environment make the workforce | Audit
for posts within EES by Mar- Services maore representative
11 by increasing the
number of female
applicants for EES
posts by 10%
To develop and deliver 2 Mar-11 | M Menzie Estate all Deliver 2 service Customer
equality service Environment improvements Satisfaction
improvement initiatives by Services schemes that meet Survey (first
Mar-11 the specific needs results due
and increass Jun-10)/ Staff
satisfaction of Survey 2009
customers and/or
staff
ElAs to be conducted by Estate all
Estate Environment Environment
Services: Services
1) Recruitment in Estate Mar-12 | M Menzie
Envircnment Services
2) Staff Literacy Scheme Jun-10 | M Menzie
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Finance & Resources

service areas to produce
Easy Read customer
information by Mar-11

services accessible
to residents with
learning
diszbilities,
language/literacy
nesds or who are
partially sighted

To engage with diverse Mar-11 | @ Oyekanmi | Communications | Disability | To make services Tenants
groups and by organising 2 and information Satisfaction
themed events at about our services | Survey 2008/
accessible venues for more accessible to | Customer
customers with specific residents with Profiling
needs (for example, Winter specific needs

Warmer Event for older

peaple) by using customer

profiling information by

Mar-11

To increase engagement Jun-10 | @ Oyekanmi | Communications | Age To increase Tenants

with young people by opportunities for Satisfaction
producing & dedicated youth yvoung people to Survey 2008
area on the Hackney Homes engage with

website by Jun-10 Hackney Homes

To make information more Mar-11 | @ Oyekanmi | Communications | Disability | To make Disability
accessible by working with 2 information about Equality Duty
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El&s to be conducted by the Communications | &ll

Communications Team:

1) External Communications | Jun-10 | O Oyekanmi

Strategy

By Mar-11, improve access | Mar-11 | P Clarke Complaints all Ensure that KLOE: Access &
to the complaints service for reporting of Customer Care
diverse groups by delivering complaints is more

1 new method of access accessible for all

diverse groups

Based on learning from Mar-11 | P Clarks Complaints all Ensure that the Learning from
complaints and customer complaints process | Complaints/
profiling by Mar-11 i5 accessible and Customer
introduce and deliver 2 meets the nesds of | Profiling
equality service all groups

improvements

By Mar-11,: Mar-11 | P Clarke Complaints all Increase customer | Customer

1) baseline customer satisfaction with Satisfaction
satisfaction for complaints the complaints Survey

by equality groups process

2)increase customer

satisfaction for complaints

by 20%

ElAs to be conducted by the Complaints all

Complaints Team:

1) Complaints Procedure Mar-11 | P Clarke

2) Vexatious Complaints Mar-11 | P Clarks
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households in
Hackney

To raise awareness to the Mar-11 | & Emmerson | Gypsy and Ethnicity | To reduce health MHS City &
Traveller communities about T Hogan Traveller Team inequalities for (35 | Hackney Health
the different and available clients/20 families) | Needs
health services and how to GHET's in Hackney Assessment
access them a) 100% 1.e. by promoting fair 2009
35 clients in the supporting access to health
people service b) 100% 1.e. advice, support
20 Gypsy & Traveller programmes and
families live on permanent local amenities so
sites by Mar-11 that GRTs are able

to enjoy good

health
To deliver 2 Business Case Sep-10 | A Emmerson | Gypsy and Ethnicity | To provide Gypsy &
by Sep-10 for funding of an T Hogan Traveller Team permanent and Traveller
additional Traveller site in sustainable homes | Strategy
Hackney by March 2017 for 19 Traveller (Draft)/

Hackney Local
Development
Strategy/
Housing
Strategy
(LBH)2010-15
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1. To offer to 100% i.e. 20 Mar-11 | & Emmerson | Gypsy and Ethnicity | 1. 100% (20 Flaating
families who live on T Hogan Traveller Team families/35 clients) | Support Service
permanent sites adult GRTs have gained Delivery
literacy classes by Mar-11 improved literacy Agrsement
2. Offer to 100% i.e. 35 skills 2. 100% of 2010/11
clients of the Gypsy & supporting people

Traveller Supporting People clients(35 clients)

Service adult literacy and to have gained

ESOL classes by Mar-11 ESOL skills

ElAs to be conducted by the Gypsy and all

Gypsy and Traveller Team: Traveller Team

1) GYPSY & TRAVELLER Mar-10 | A Emmerson

Strategy

2) Joint EI& with the Council | Mar-10 | & Emmerson

Unauthorised Encampment

Protocol

3) Supporting People and Jun-10 | A Emmerson

Travellers

To introduce 2 May-10 | T Merrett Governance all Ensure that all Board Feedback
improvements to make Board Papers are

Board papers more accessible and the

accessible for Board specific needs of

Members by May-10 Board Members

ElAs to be conducted by the Governance all

Governance Team:

1) Resident Liaison Group Mar-10 | T Merrett

2) Governance Sep-10 | T Merrett

Arrangements
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To improve staff satisfaction | Mar-11 | O &ndersan Human all To have increased Staff Survey
with internal Resources staff satisfaction 2009
communications by 5% by with internal

the time of the next staff communications by

survey by Mar-11 5%

To achieve the 2 Ticks Mar-11 | O Anderson Human Disability | To achieve the 2 DDA 2005
Disability Standard for Resources Ticks Standard and

recruitment by Jun-10 and increase

increase by 0.1 % the applications by

number of disabled disabled people for

applicants for posts by Mar- posts by 1%

11

To increase attendance at Mar-11 | O Anderson Human all 25% of all staff to E&D Palicy
E&D training overall by Resources have attended E&D

95% and for each service training

area to 90% by Mar-11

El4as to be conducted by Human All

Human REesources: Fescurces

1) Redeployment & Mar-11 | O Anderson

Restructure Process

2) Disciplinary, Grievance & | Mar-11 | O Anderson

Sickness Policy &

Procedures

3) Human Resources Mar-11 | O Anderson

Strategy

4) Restructure: Property Mar-11 | O Anderson

Services

5) Restructure: Estate Mar-11 | O Anderson

Bevond ‘one size fits all’s Feb-10

Page 27




Envircnment Services

condensation/damp
disrepair cases for diverse
cases by Feb-10

damp disrepair
cases by 10% for
diverse groups of
residents

&) Restructure: Resident Mar-11 | O Anderson
Services
Introduce a programme of Dec-10 | 1 Galbraith Information S Disability | To meet the DsC
IT workstation assesasments Communications specific IT needs of | Regulations
and pilot the scheme with Technology staff and reduce
80 existing staff and 100%: (ICT) the risks to staff
of new starters by Dec-10 and the
organisation due to
ill health
Carry out a review of IT Nov-10 | ] Galbraith Information & Disability | To ensure that IT DDA
training facilities and Communications training is
introduce and deliver 2 Technology accessible to all
improvements to improve (ICT) staff including
accessibility by Nov-10 those with specific
needs
ElAs to be conducted by Information & all
Information & Communications
Communications Technology
Technology: (ICT)
1) IT Training Dec-10 | 1 Galbraith
2) Home Waorking Policy Mar-11 | R Stanley
To reduce by 10% the Feb-11 | D Campbell Legal Disrepair all Reduce the number | Learning from
number of reported of condensation/ Complaints

Bevond ‘one size fits all’s Feb-10
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As per the requirements of Cck-10 | W Rillai Performance Disability | Increase resident TSA Guidance
the new TSA standards by involvement and

Oct-10, we will review our understanding of

reporting arrangements by performance

involving and consulting management and

with residents to make a reporting

new tenant friendly version standards/ systems

of the performance reports

As part of our review Oct-10 | W Pillai Performance Ethnicity | Increase BME Ts4 Guidance
proposals to introduce a resident

‘Tenant Friendly’ involvement and

performance report by Oct- understanding of

10, we will also ensure the performance

reports (where appropriate) management and

are available in translated reporting

VErsions on reguest standards/ systems

To have in place a Mar-11 | J Newton Procurement all Embed monitaring Equality
requirement for contractors of Equality Bill Bill/Eguality
to provide guarterly reports objectives within Standard for
on performance against the outcome-based fit- | Local
equality strands, socio- for-purpose Government

economic and sustainability
indicators with robust
contract management
processes in place to
measure outcomes against
these requirements by Mar-
11 in on at least two

contract monitoring
arrangements

Bevond ‘one size fits all’s Feb-10
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contracts over 100K in valus

information more accessible
by Mar-11

Wiolence B Hate
Crime

to residents with
learning
disabilities,
languagefliteracy
needs or who ars
partially sighted

By Mar-11, to increase the Mar-11 | J Newton Procurement all Increase coverage | Office of
number of local small, and and improve access | Government
micro-enterprises registerad to contracts Commerce
an e-procurement portals managed by (OGC)
such as Competefor by at Hackney Council to | Guidance;
least 10 Small and Micro Hackney
Local Enterprises Homes
(SMEs) and Black &  Sustainable
Ethnic Enterprises | Supply Side
(BMEs) Policy,
Procurement
ElA 2009/10
To produce Easy Read Mar-11 | T Hogan Service Disability | To make Hate Crime EI&
leaflets on domestic violence Development: information about
and hate crime to make Domestic services accessible

Bevond ‘one size fits all’s Feb-10
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Audit 100% of all domestic Dec-10 | T Hogan Service all To provide an Inspection
violence and hate crime Development: effective hate Report
cases reported to the Comestic crime and domestic
neighbourhoods to check for Wiolence & Hate violence service
quality of service and Crime that meets the
introduce 2 service needs of our
improvements based on the customers

findings of the audit by Dec-
10

ElAs to be conducted by the Service all
Service Development Team: Development
1) Resident Inspectors Sep-10 | S Sewa
Scheme
2) Translation and Mar-11 | S Sewa
interpretation services
3) Safeguarding Policies and | Sep-10 | T Hogan
Procedures
4) Anti-Poverty Strategy Jun-10 | T Hogan
5) Service Standards Mar-10 | T Hogan
&) YVulnerability Home Check | Jun-10 | T Hogan
Scheme
7) Gardening Scheme Mar-10 | T Hogan
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Leasehold & Right to Buy Services

100% of Leasehold Services | Mar-11 | J Marrison Leasehold & Disability | Increase customer | Disability
with direct involvement with I Douglas Right to Buy satisfaction for Equality Duty
customers to have attended Services disabled customers
Disability Awareness and improved
training by Mar-11 awareness of their
needs
To facilitate 2 consultation Mar-11 | ] Morrison Leasehold & Age Increase Consultation
events for older people at I Douglas Right to Buy consultation Plus Strategy
accessible venues by Mar-11 Services opportunities for
older customers at
accessible venues
To provide accessible Mar-11 | ] Morrison Leasehold & Ethnicity | Provide accessible | Leaseholder
information on debt advice U Douglas Right to Buy information on debt | Satisfaction
for diverse groups( based Services advice for diverse Survey 2008
an praofiling information) via groups
2 outreach surgeries by
Mar-11
ElAs to be conducted by Leasshold & all
Leasehold & Right to Buy Right to Buy
Services: Services
1) Review of Consultation Mar-12 | 1 Morrisonf
Flus Strategy F Bond
2) Leaseholder Handbook Sep-10 | U Douglas
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Property Services

Consultation Strategy
Review

Create a pilot scheme for 5 | Mar-11 | C Taylaor Decent Homes Disability | Increase Housing &
households to improve satisfaction for Disability
uszability of kitchens and residents with sight | Equality Duty,
bathrooms for people with difficulties Customer
sight difficulties and Profiling 2009,
measure the impact before OT Data

and after, by Mar-11

Develop & protocol for Jan-11{ | C Taylor Decent Homes all Improve the OH Pre-works
contractors and vulnerable Mar-11 customer Survey/
tenants during Decent experience for Customer
Homes works by Jan-11 and vulnerable tenants | Profiling

pilot the protocol with 50 during Decent

vulnerable tenants on Homes work

Decent Homes Estates by

Mar-11

Offer 50 jobs, training Mar-11 | C Taylor Decent Homes Age To increase DH 2010
placements or training, work procurement
apprenticeships for yvoung experience and job | proposals
local people in Construction opportunities for

Services on Decent Homes voung local people

Estates by Mar-11

ElAs to be conducted by Decent Homes all

Decent Homes:

1) Decent Homes Mar-10 | P Merry
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1.0 SUMMARY

11

1.2

The Estate Plans project creates a medium to long term plan for each
estate in Hackney Homes. This is a management tool which enables
Hackney Homes to hold a database of residents’ priorities for their
estate and use them to inform the planning of asset and service
management.

This report provides an update on the Estate Plans project following
completion of the first round of consultation and highlights what action
is required to ensure effective implementation of the plans in the longer
term.

2.0 RECOMMENDATION(S)

2.1

That the report is noted,

3.0 BACKGROUND

3.1

3.2

In May 2009 Hackney Homes started the implementation borough wide
of the Estate Plans project, aimed at creating long term plans in
agreement with the local residents about what it should be like to live
on their estate, defining investment priorities and ensuring resources
are directed towards the achievement of the agreed plans.

The first phase of the project involved the review of 5 pilots run in 2007
as well as a new round of consultation and the drafting of 15 new
Estate Plans.

4.0 PROJECT DELIVERY

4.1

4.2

In order to build a picture of who lives on our estates and what issues
might be affecting their quality of life, we collected socio-economic data
which focused on:

Ethnicity;
Economic Activity;
Benefit Claimant;
Deprivation and
Crime.

The population profiling highlighted issues that needed to be taken into
consideration when looking at ways to improve the estates. For
instance in estates with a higher percentage of children under 15s we
gave extra consideration to youth provision and facilities. Tables 1 to 6
in Appendix 1 provide a summary of the data.
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4.3

4.4

4.5

4.6

4.7

4.8

4.9

4.10

411

One of the most encouraging findings was that crime rates were
generally lower than the Hackney average, although they generally
confirmed that our estates show trends in line with the Borough
average, with a high level of deprivation and a disproportionate
percentage of people of working age claiming benefits.

Data collection of the socio-economic profile is facilitated by the Policy
and Research Team in Hackney Council who has allocated resources
to support the complete duration of this project.

Our approach to consultation wanted to be as varied as possible and
using different methods.

The walkabouts have been aligned with the 184 walkabouts. This
change has the advantage of avoiding duplication and having all the
stakeholders on site at the same time.

The postal surveys were sent out to all tenants and leaseholders.
Response rates were good with an average rate of 15.66%. Results
varied between 29.63 % and 10.34% with the lowest response rate
within the target return of 10%.

The surveys were designed and analysed by Hackney Homes Service
Development Team who has allocated resources to support the
complete duration of this project.

The focus groups were held either on site or at a community facility
nearby. Attendance at the focus groups varied a lot with an average
attendance rate of 3 residents. It should be noted that the highest
attendance was of 11 residents, whilst in three cases there were no
attendants.

The three estates where there was no participation in the focus groups
did not have a Tenants and Residents Association at time of
consultation which seems to indicate that local residents prefers not to
participate in meetings. It should also be noted that one of the estate
with no participants, returned the highest percentage of postal surveys.

The focus groups consultation was resourced by the Estate Renewal
Team.
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5.0 CONSULTATION FINDINGS

5.1

5.2

5.3

5.4

5.5

5.6

5.7

As shown in Table 7, the highest priorities for the residents were the
environmental improvements which include items such as
improvements to perimeter walls, play areas, landscaping and security.

Service improvements were also very important in particular issues
surrounding the cleaning, ground maintenance of our estates, the way
we deal with Anti Social Behaviour and more youth and community
activities.

Only 26.76% of the improvements were of a physical nature, for
instance requiring works to door entry system, decoration of stairways
and lobbies and improvements to roads and footpaths. This confirms
that implementation of the Decent Homes programme has made a real
difference to the fabric of our buildings which have significantly
improved over the next few years.

Appendix 2 contains a summary page for each Estate Plan which
highlight the main priorities and areas for improvements as well as
what has already been done or budgeted for.

The operational nature of many identified improvements means that
Hackney Homes has already dealt with a large number of issues via
their responsive services and existing budgets. Similarly, many
improvements identified by the 184 walkabouts have been approved by
the Neighbourhood Panels and the jobs completed.

While a small proportion of these works are still underway and due to
be completed soon, the largest proportion of proposals — 48.59 % -
should be reviewed at the beginning of the new financial year to see
whether there are new opportunities for funding.

A smaller proportion of proposals — 4.2% - will have to wait until other
works have been completed before being reviewed. A full status update
is highlighted in Table 8.

6.0 RESOURCES

6.1

6.2

We have run a budget matching exercise against the improvements
listed in the plans. The result was that 21% of improvements identified
could be funded via the residents lead budget and 17.61% might have
been or could be addressed by existing planned maintenance budgets.

The data in Table 9 also shows that the cleaning and ground

maintenance budgets also make a great contribution to meeting the
residents’ priorities.
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6.3

During the first phase of the estate planning exercise we have also
been successful in receiving the following funding from external
sources:

Section 106 funding for security improvement in Gascoigne,
Section 106 funding for lighting improvement in Datchler estate;
Section 106 funding for environmental improvements in Wyke
Tenants Management Organisation;

London Development Agency grant for improvements to the
public realm in Rhodes estate;

Transport for London grant awarded to Hackney Council to
install secure cycle lockers in Hackney Homes estates — this
could potentially turn into a 3 years programme as Hackney
Council has applied for further funding.

7.0 WAY FORWARD

7.1

7.2

7.3

7.4

7.5

7.6

The next step will involve costing the smaller improvements with the
help of the Planned Maintenance section and establish regular reviews
of all the funding options.

A different strategy will be implemented for the larger scale
improvements where further consultation is required. It might be
possible that several of the largest projects be grouped together to form
the basis of a bigger funding application to external bodies such as the
Lottery. We are also using the Estate Plans database to feed into
Hackney Council Section 106 Project Bank.

In order to reach out to more residents, Hackney Homes will trial a
series of new incentives including shopping vouchers and activities for
youth and children.

To ensure the successful implementation of the estate plans, all teams
across Hackney Homes have a role to play. Staff will be encouraged to
start using the existing plans and actively contribute to them. The Plans
will be made available to all staff via the document library.

At Neighbourhood Office level it is envisaged that staff should be able
to:
a) Take ownership of the completed plans;
b) Bring all service areas together to take forward the
operational issues;
c) Review the plans regularly and request updates when
necessary;

The Planned Maintenance team has a crucial role which will involve:

a) Provide costing;
b) Review existing budgets;

25



c) Consult the existing estate planning documents when
planning future programmes;

7.7 Other Teams can contribute by reviewing their existing budgets,

reviewing proposals and making practical

residents’ priorities can be met.

suggestions on how

7.8 The implementation of the next three phases will continue as per

schedule below:

Phase 2
July 2010

Phase 3
November 2010

Phase 4
March 2011

Banbury Estate

Webb Estate

Quested Court Estate

Beavis & Edward Friend
Estate

Welshpool Estate

Whiston Estate

Powell House Estate

Athlone Close Estate

Nisbet House Estate

Craven Close Estate

De Beauvoir Estate

Linzell Estate

Moye Street Estate

Burma Court Estate

St Phillips Estate

Gunton Road Estate

Marcon Court Estate

Jack Watts Estate

Lea View Estate

Radley Square Estate

Stonebridge Estate

Aspland Estate

Hobbs Place Estate

Parkside Estate

Cavendish Mansions Estate

Hawksley Court Estate

Summit Estate

Morland Estate

Shacklewell House Estate

St Marys Estate

Charles Burton Court Estate

Keir Hardie Estate

Wilton Estate

Goldsmith Estate

Follingham Court Estate

Landfield Estate

Boscobel House Estate

Portland Rise Estate

Gooch House Estate

Amwell Court Estate

Holmleigh Road Estate

Fellows Court Estate

Fairbank Estate

Moreton Close Estate

Valette House Estate

Sandford Court Estate

Windsor Terrace Estate

Lockner Estate

Hunsdon Estate

Pitfield Estate

Blackstone Estate

Smalley Road Estate

Regent Estate

Sandringham Road Estate

High Hill Estate

Queen Elizabeths Close
Estate

Hewling Estate

Priory Court Estate

Lordship North Estate

Dunloe Court Estate

Wetherell Road Estate

8.0 CHALLENGES

8.1

8.2

Concerns are regularly raised about the likely conflict between
residents expectations and the need to design a deliverable action
plan. Whilst it crucial to be able to deliver the action plan and ensure
residents expectations are met, it is important to retain an element of
aspiration, where officers and residents can think out of the box,
discuss options and channel the desire to improve our estates.

The resources allocated to the focus groups consultation depends on
staff workloads which are currently determined by Hackney Council
Neighbourhood and Regeneration Team. This means that focus groups
might have to be rescheduled or additional resourced sought at a short
notice.

26



8.3

Table 10 provides details of items which could not be associated with
any existing budget. Another challenging task will be to find a way
forward for those items and ensure the project can inform future
strategies and budget planning.

9.0IMPACT UPON THE HACKNEY HOMES STRATEGIC PLAN 20 08 - 2013

9.1

9.2

9.3

10.0

11.0

111

11.2

11.3

12.0

12.1

The Strategic Plan 2008-2013 ‘Improving Neighbourhoods’ section
includes a commitment to “contribute to physical, social and economic
regeneration by involving and working with local communities through
Estate Plans and otherwise”.

In addition, the Estate Plans contribute to the other key strategic
objective ‘Delivering Modern Homes’ “by improving key items of the
estate environment and by working with residents and partners to
deliver investment which meet the local priorities”.

The estate plans are also integral part of Hackney Homes Asset
Management Strategy and the Asset Management Service Plan.

IMPACT UPON THE HACKNEY HOMES RISK REGISTER

N/A

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

The review of the Equality Impact Assessment carried out in December
2009 has shown that the project can be adjusted to mitigate negative
impact.

The action plan puts measures in place to ensure any adverse impact
is eliminated and the consultation process is inclusive, fair and
equitable for all residents.

One of the new targets set in the action plan consist of ensuring at

least two youth attends every focus group. This is a particularly
challenging target in view of the findings highlighted in paragraph 4.9.

CONSULTATION PROCESS & FINDINGS

For details of the delivery of the consultation process please refer to
paragraph 4.0 above.
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13.0

14.0

15.0

15.1

16.0

17.0

ICT IMPLICATIONS

N/A

HUMAN RESOURCES IMPLICATIONS

N/A

FINANCIAL IMPLICATIONS

The introduction of incentives for residents who attend the focus group
will required an estimated budget of £ 10,000 a year. In the financial
year 2009/10 this has been funded from the Estate Renewal budget.

LEGAL IMPLICATIONS / ADVICE

N/A

OTHER RELATED DECISIONS / GUIDANCE

N/A

Pages 29-33 removed — intentionally blank page / additional appendices title pages
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If you have any questions about this report, please

@hackneyhomes.org.uk

1.0 Summary

contact Chris Tabi on 0208 356 1918 or email Chris

.Tabi

For ease of reading the actions are categorised under the headings of
Background, Continuous Development and Performance Monitoring.

2.0 RECOMMENDATION

That the Resident Liaison Group note the contents of this Report.
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3.0

3.1

3.2

3.3

3.4

3.5

3.6

3.7

3.7.1

3.7.2

3.7.3

4.0

4.1

4.1.2

Background
Estate Cleaning

Historically our estate cleaning operations have had 12 Supervisors
who each manage a team of 15 to keep housing estates at an
acceptable clean standard. This has been on a daily, weekly and
programmed basis.

On a daily basis each operative’s remit has been to address health
and safety hazards immediately, check chutes, hoppers, light bulbs,
rotating waste containers, sweep, litter pick, spot mopping or fully
mopping communal areas and lifts etc.

On a weekly basis each operative will remove graffiti from those areas
where it is possible to do so, washing out refuse chambers and spot
mopping or fully mopping the stairs and landings.

From Tuesday afternoon to Thursday afternoon each week, as a team,
cleaners regroup to clean each block in their allocated area to a
published, pre-planned schedule.

The Estate Cleaning also have a Central Team to support estate based
cleaners with mechanical sweeping, pre-planned bulk refuse service,
deep cleaning power jet, removal of graffiti where it cannot be removed
by hand, provide weeding, leaf clearance and “blitz” teams where
necessary etc.

Grounds Maintenance

Our Grounds Maintenance operatives also have been working in teams
of approximately 12, divided into teams of 4.

Grounds maintenance teams cut the grass approximately sixteen times
a year between March and November and four times between
December and February.

Between November and March, the teams are pruning shrub and
flower beds and maintaining trees on communal land to comply with
Health & Safety Standards.

Continuous Development

Estate Cleaning

A comprehensive Patch Review has now been completed to deliver
the same level of service across the Borough. Each cleaner will have a
permanent patch of 150 properties approximately and programmed
work will no longer be necessary.
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4.1.3 Appraisal and Training will be tailored to individual needs to enhance

individual performance.

4.1.4 Through the patch review, savings have been made which will enable a

peripatetic team to be created in January 2010. This team will be vital
to keep high standards by providing cover for annual leave and
sickness.

4.1.5 The Weekend Service is to expand to two gangs of ten staff to cover the

4.2

421

whole of Hackney including hot spot areas which currently only receive
service on Saturday mornings. The expansion of the Weekend Service
was a recommendation of the Best Value Review. Consistent methods
of working across the Borough will develop a social network with our
residents, and increase operatives’ visibility which will further improve
customer satisfaction in dealing with hot spot areas.

Grounds Maintenance

New Equipment has been purchased for the operatives to include
Quad Bikes for spraying of hard surfaces, ride on mowers with grass
collecting capacity and push along mowers which also have grass
collecting capacity. Full training is being undertaken in the use of new
machinery. It is envisaged this will lead to faster and more effective
ways of working.

4.2.2 The tree programme is up and running and being carried out on an

4.2.3

4.2.4

4.3

4.3.1

4.3.2

estate by estate basis; this includes carrying out tree surveys. To date,
55 estates have been completed in the last three months.

Grounds Maintenance continues to address tree works required in the
Asset Management Programme for communal areas and for vulnerable
residents. To date 19 vulnerable tenants’ works have been completed

We are currently in the process of undertaking a patch review; this will
involve exploring our methods of working, how much downtime is used
in travelling, waste disposal operations and looking at our programmed
works. It is anticipated that this will result in savings to be made and
increased resources.

Joined Up Working

Estate Environment are working together with the Council to develop
and promote recycling, this will lead to the reduction of waste collection
and associated costs.

Estate Environment is working together with Housing Partners on

mitigating Fire Risks and is developing a protocol for removal of refuse
in communal areas.
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4.3.3

4.3.4

5.0

5.1

5.2

5.3

Estate Environment is working jointly with the Council to link up on
enforcement issues and provide a service to monitor residential estates
to promote waste disposal and cleaning and grounds maintenance.
This will comply with the Mayor’s priority of safer, greener, cleaner
estates.

Estate Environment and Property Services are developing a protocol
for addressing estate lighting issues, this will include a flow chart which
demonstrates the accountability of each section and highlights
responsibilities. The development of this protocol will help reduce the
level of complaints around lack of lighting on estates, alleviate risk of
fire and the perception of deprivation particularly where there is a high
level of anti-social behaviour.

PERFORMANCE MONITORING

Performance Indicators for Estate Cleaning and Grounds Maintenance
are now based upon the percentage of A-D grades identified at the
time of inspection. These represent a real assessment of quality
standards and provide the ability to monitor incremental improvements
in service delivery. In any given month 80% of our estates are
inspected and 20,000.00 tasks on average are checked by
independent inspectors. However, it should be noted that a review is
planned on how we report and act upon our inspections.

A monthly satisfaction card survey is also used as a direct link with
residents to identify specific areas of poor performance. This
represents a valuable insight on how we can improve the way we work
and our performance.

We are currently in the process of discussions with Service

Development to procure a Customer Satisfaction Survey which will take
place after the New Year.
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1.0

11

2.0

2.1

3.0

3.1

SUMMARY OF REPORT

The purpose of this report is to provide the RLG with the findings and proposed
recommendations from the ETRA Review. These findings and
recommendations need to be considered by the RLG and any
recommendations the RLG makes will be referred to the Hackney Homes
Board when it considers the findings and proposals of the Review. The report
summarises the feedback received from residents and other stakeholders.

RECOMMENDATION

That the Resident Liaison Group considers the main findings (in section 4.6)
and the proposals and recommendations (in section 4.7) and makes any
recommendations for consideration by the Hackney Homes Board along with
other recommendations received.

BACKGROUND

In September 2007 the new ETRA meetings were established with the estate
managers being the main liaison point on estate based issues. As part of the
consultation process and the establishment of the ETRA system it was decided
that after the system had been operating for over a year a review would be
carried out to measure its effectiveness.
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3.2

3.3

3.4

3.5

4.0

41.1

4.2

4.2.1

The change from Estate Committees freed up a large amount of resources that
were tied up with the cumbersome administrative process of servicing some 78
committees. The resources freed up were used to provide greater support to
TRA’s and providing a far greater range of alternative ways for residents to
engage with Hackney Homes. In addition the officer time freed up has helped
service improvements to be made across Hackney Homes.

The review process was commenced in January 2009.

The RLG in November considered a draft report and made a number
comments and it was agreed a revised version would be submitted to the
January RLG meeting and the views of other stakeholders would be taken into
account.

The details of actions undertaken and timings are set out in the table below:

Action Timing Status
Discussions with Neighbourhood Panels January - April 2009 | Complete
Feedback from AC Report February 2009 Complete
Discussions with Councillors May 2009 Complete
Discussions with Estate Managers June 2009 Complete
Survey to all TRAs July - August 2009 Complete
Views from  Alternative @ Forms  of | August 2009 Complete
Engagements/ Non-TRA Residents

Discussions with key HH service/ | September 2009 Complete
Departments and Members support

Meeting with Cabinet Members September 2009 Complete
Follow Up Meeting with Councillors September 2009 Complete
Consideration of outcomes and proposals | Sept/October 2009 Complete
by Hackney Homes Executive Team

Report to RLG on outcomes November 2009 Complete
Further report to RLG March 2010 To be done
Consideration of outcomes and proposals | April 2010 To be done
by Hackney Homes Board

Implementation of changes April 2010 onwards | To be done

THE ETRA REVIEW FINDINGS AND RECOMMENDATIONS

The RLG meeting of 12 November 2009 considered the report and made a
number of comments concerning the findings and recommendations and a
revised set of findings and recommendations have been produced and are set
out below. Where appropriate these include the comments/suggestions for
change made by RLG members and these have been highlighted in bold.

Summary of Findings

Most dissatisfaction revolves around communal repair issues. There is lack of
clarity within Hackney Homes about how communal repair issues are handled
e.g. to do now or put in a programme.
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4.2.2

4.2.3

4.2.4

4.2.5

4.2.6

4.2.7

4.2.8

4.2.9

4.2.10

4211

4.2.12

4.2.13

4.2.14

4.3

There is a lack of clarity about how communal repairs are managed, if they do
not get done or are not done properly there is a lack of an accountable
manager to follow up and no effective escalation process. The time scales for
completing various jobs are unclear.

There is no identified person for estate managers to contact on communal
repair issues to get feedback as to any delays or problems with jobs. There is a
difficulty in getting details if jobs are placed in future planned programmes e.g.
when will the work be done.

There are issues around the quality of communal repairs and how the quality is
monitored.

That the ETRA process and the estate walkabouts duplicate each other and if
Hackney Homes was more responsive to the issues raised on walkabouts the
system would work much more effectively.

There is a lack of team working between HH services which does cause
difficulties for estate mangers as the frontline staff for ETRA meetings as they
are unable to respond effectively at meetings without the necessary
information. Working arrangements are not geared and prioritised to the ETRA
process and the need to get actions done and/or explain why they can not be
done.

There is a lack of an effective escalation process to ensure those minority of
actions that do not get done are dealt with.

The quality of estate mangers varies considerably with some requiring
improvement. There is, in some areas, a high turnover of estate managers that
results in a lack if continuity and knowledge of estates and issues.

The estate management function is not formally defined and there is a lack of
clarity of what is expected. The level of training for estate mangers needs
enhancing.

Councillors are unhappy with the level of administrative support provided to
them by Hackney Homes in terms of dates of meetings, agendas, etc.

That ETRA dates are sometimes clashing with key Council meetings and this
prevents councillors from attending and providing help to TRA's.

ETRAs feel the level of support from Hackney Homes is insufficient in
administrative terms and it is difficult to get key officers to attend meetings.

There was a view expressed that we should re-establish estate committees.
This was looked at and it was felt this was not a realistic option due the costs
involved and given the need to make budgetary savings such a move would
require substantial savings in other parts of the organisation that would
adversely affect service provision. In addition it was not clear how such a move
would remedy the issues currently causing dissatisfaction.

The new resident participation arrangements included expansion of alternative
ways residents can engage with Hackney Homes. These have enabled
Hackney Homes to reach out to residents who previously did not engage with
Hackney Homes and enables there views to be heard.

Proposals/Recommendations
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4.3.1

4.3.2

4.3.3

4.3.4

4.3.5

4.3.6

4.3.7

4.3.8

4.3.9

4.3.10

4.3.11

4.3.12

Clive Taber

That Hackney Homes Property Services put in place a clear process to
respond effectively to communal repairs along with named managers who are
accountable for communal repair performance including quality.

That the process and budgetary issues affecting communal repairs are
communicated effectively both internally and externally. This needs to give
clarity to residents about the communal repairs they can expect to be done and
those that would need to be put in a long term programme along with an
expected date (year).

A programme of training and development to be set up to improve team
working between the various Hackney Homes departments involved in the
delivery of services to estates.

There needs to be a clear escalation processes within each service so that
actions not undertaken are dealt with and the causes for the delay identified
and tackled.

The estate management function needs to be formally defined and all services
need to buy into this. Services need to recognise the importance of the estate
manager ETRA role and treat requests from ETRAs/Estate Managers
accordingly. There needs to be an empowerment of estate managers.

Estate Managers need to be given sufficient training and there is a need to
ensure that all estate mangers are capable of undertaking the role required.

Greater continuity of estate management attendance to facilitate efficient
and purposeful meetings,

The role of Councillors at ETRA meetings needs to b e valued and
enhanced.

ETRAs to be offered more training and support in terms of publicising meetings
and notification to councillors to be provided by Resident services. Where
ETRAs require greater support Hackney Homes will lo ok to provide this.
Resident Services to coordinate the dates of ETRA meetings for next year.

Hackney Homes will look to establish a pool of local people willing and able to
undertake the ETRA administration role e.g. producing agendas, notes of
meetings etc paid for by TRA’s out of the administration grant. This would be a
great opportunity of giving local people valuable work experience as an added
benefit.

Discussions to be held with TRAs about the more effective utilisation of
available monies — EIB, 184 and aerial mast money.

That Hackney Homes and TRA's work together to set ETRA dates that avoid
clashes key Council meetings and receipt of small administrative grants to
be subject to agreement on dates.

Neighbourhood Contract Manager

Consultation Draft 41



Item No. 14

Title of Report: Tenants’ Levy Review

Decision Making Body: Resident Date: 3 March 2010
Liaison Group

Classification: FOR INFORMATION Report of: Head of Resident

Services
Item Previously considered at: On Which Date:
Service Improvement Committee 24/2/09
Report Author: - Clive Taber, Appendices: N/A

Resident Services

Report Outline:

Paragraph: 1.0 - Summary of Report

Paragraph: 2.0 - Recommendation(s) to Resident Lia  ison Group
Paragraph: 3.0 — Background

Paragraph: 4.0 - Details of proposals for the Tena nts Levy Review

If you have any questions about this report, please contact Clive Taber on 0208
356 2058 or email clive.taber@hackneyhomes.org.uk

1.0

11

2.0

2.1
3.0

3.1

3.2

SUMMARY OF REPORT

The purpose of this report is to inform the RLG of the arrangements for
undertaking the Review of the Tenants Levy and invite members of the group
to forward on any suggestions they may have concerning the way the Review
IS carried out.

RECOMMENDATION

The Resident Liaison Group is asked to note the report.
BACKGROUND

The Tenants Levy has not been reviewed for a number of years and the Hackney
Homes Board Service Improvement Committee identified this area as requiring a
review.

The Tenants’ Levy was introduced in 1991 and is a fairly unique approach by
Hackney to the funding of resident organisations. The Levy is a charge of 10
pence per week added to the rent of all tenants. This creates a fund of
approximately £118,000 per year and is allocated to resident organisations via
an application process. Grants are mainly awarded to registered Tenants and
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3.3

3.3.1

4.0

4.4

4.5

Residents Associations (TRAs). However, grants may also be given to other
tenant organisations such as estate based pensioners’ clubs and umbrella
groups. TMOs can access grants through setting up separate Social Sub-
Committees.

Allocation of Levy funds is made by a resident committee called The Tenants’
Levy Steering group. This group comprises residents nominated by each
neighbourhood panel who nominate two representatives of their choice with
deputies should this be necessary.

Tenant Levy Grants can be used for the funding of a wide variety of items.
There are two rounds of grants each financial year. Grant applications are
sent out to registered organisations in March and August. This provides
funding for the following:

TRA equipment (such as photocopiers, computers or kitchen equipment for
community halls and flats),

Administration (such as postage, stationery, printing, telephone calls,
newsletter production),

Social activities (such as day trips and Christmas events, estate based
barbecues / parties — designed to promote the tenant organisation within
its own community),

Insurance (for public liability, hirers liability and contents),

One-off Security Works (such as door gates and window bars for
community halls and flats),

Start up costs (for groups who want to set up a new association), Training
courses (on information technology, chairing meetings, book-keeping etc),
Funds for committee members to improve the running of their TA/TRA

DETAILS OF PROPOSALS FOR UNDERTAKING THE TENANTS LE VY
REVIEW

The purpose of the Review is to look at access arrangements to funding and
make recommendations on:

How greater access to funding for residents can be achieved
Funding and expenditure issues relating to Tenants & Leaseholders
Criteria for expenditure and decision making process

The review consultation process will include:

Meeting with the Tenants Levy Steering Group

Questionnaire to all TRAs and Neighbourhood Panels
Consultation though our range of alternative forms of engagement
Consultation through our website and Hackney Homes News

A discussion topic on our ‘facebook’ group
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4.3 The current position on the items in 4.2 is as follows:

TRA Review proposals were discussed at the Tenants Levy Steering
Group (TSLG) meeting in January 2010 and confirmed they are in agreement
with the way the Review will be conducted

The survey is due to be sent out later his month

The Alternative Forms of Engagement will be consulted through March
and April

There is an article in the February edition of Hackney Homes News with
contact details if residents want to take part in the consultation

The topic will be loaded our Facebook page later this month

4.4  Once consultations have been completed their will be a report to the RLG for
the RLG to make final recommendations.

4.5  The Review will start in February and we expect to complete it by April 2010.

4.6  Any views or comments on how the Review is conducted should be sent to
Faisal Pirbhai, Resident Participation Manager, at 136-142 Lower Clapton
Road, E5 0QD or e-mail faisal.pirbhai@hackneyhomes.org.uk or telephone
0208 356 2126.

Clive Taber

Neighbourhood Contract Manager
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