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Draft minutes of a meeting of the East Kent Housing Board 

held on Monday 11 December 2017 at 4.00 pm in the 
Board Room, Garrity House, Miners Way, Aylesham CT3 3BF 

 
 
Present:   James Queay (JQ)  Board Member (Chair) 
   Neill Tickle (NT)  Board Member (Vice Chair)  
   Sue Chandler (SC)  Board Member  
   Martin Goard (MG)  Board Member 
   Nigel Lawes (NL)  Board Member 
   David Owen (DO)  Board Member 
   Alka Umaria (AU)  Board Member 
        
In attendance: Mark Anderson (MA) Director of Property Services 
  Matt Gough (MaG)  Director of Customer Services 
  Deborah Upton (DU) Chief Executive 
  Kate Marsh   Minutes 
 
Apologies:  Petros Christen   Board Member    
   Stuart Piper   Board Member 
   Jenny Samper   Board Member 
 
 

 
 Action 

1 APOLOGIES FOR ABSENCE  
 
1.1 
 
 

 
The Chair welcomed everyone to the meeting and apologies were 
noted. 

 
 
 

2 DECLARATION OF INTERESTS  
 
2.1 
 

 
A declaration of interest was made by Sue Chandler in relation to her 
membership of Kent County Council and discussion around sheltered 
housing in point 7.5.1 of the agenda. 
 

 

3 MINUTES OF PREVIOUS MEETING  

 
3.1 

 
The minutes of the last meeting held on 25 September 2017 were 
agreed as a true record and signed by the Chair. 
 

 

4 ACTIONS ARISING  

 
4.1 

 
The Board noted that all actions arising from the last meeting were 
either completed or in hand. 
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5 ITEMS FOR DECISION  

 
5.1 

 
Chief Executive’s report 
 

 

 
 
 
 
 
5.1.1 
5.1.1.1 
 
 
 
 
5.1.1.2 
 
 
 

 

The meeting considered an update on the key matters affecting East 
Kent Housing, presented by the Chief Executive, who expanded on in 
particular progress on the draft Business Plan 2018-2021 and the ICT 
Single System. 
 
Business Plan 2018-2021 
The Board was asked to consider the draft 3-5 Year Business Plan 
2018-2021, contained as an appendix to the report, and confirm that 
they were happy for this to be presented to the Councils’ Chief 
Executives at their next meeting in February 2018.   
 
Highlighting the benefits of EKH moving towards a longer term 
planning cycle, particularly with regard to providing more certainty, the 
Chair agreed that the draft was reflective of the priorities discussed at 
the Board’s away day earlier in the year and highlighted that budgeting 
considerations needed to be included.  Further comments from the 
Board included that they felt the document was excellent, gave clear 
direction of travel and that there was nothing further to contribute.   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
   

5.1.2 
5.1.2.1 
 
 
 
 
 
 
 
5.1.2.2 
 
 
 
 
 
 
5.1.2.3 
 
 
 
 
 
 
 

Single System update 
An update provided by the Chief Executive covered progress on 
implementation of the single system and the position with regard to the 
additional funding requested from the Councils.  The Board was 
advised that whilst the relevant committees at Shepway and 
Canterbury had committed to providing the additional monies in the 
current year, Dover’s decision needed to go through their Cabinet 
process, the next meeting of which was in January.   
 
The Chief Executive put forward a proposal to the Board that, in the 
event of additional funding not being forthcoming in advance of 
depletion of the existing budget, for delegated authority to be given to 
herself, the Chair and Vice Chair to agree to spend further money on 
the single system to ensure that the project could continue pending the 
release of the additional loan funding. 
 
The Chief Executive then advised that no funding decision had yet 
been received from Thanet and, whilst the Board acknowledged the 
greater financial pressures impacting Thanet in the coming year, 
particularly in relation to its HRA position, there followed lengthy 
discussion during which the Board voiced its concerns around the risks 
to the project and wider implications, should the funding not be 
forthcoming.  Further points noted from the discussion included that: 
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5.1.2.4 

● Thanet’s decision was anticipated prior to Christmas and before 
completion of the four Councils’ budget setting processes; 

● all Councils were aware of the situation and any discussion around 
alternative funding arrangements, should these be required, was for 
their Chief Executives to debate; 

● progression of the system in the short term was not dependent 
upon funding from all four Councils being forthcoming; 

● following a cashflow review, it was now projected to run out of funds 
between January and February; already committed funding from 
the two Councils was, however, anticipated to be received before 
Christmas; 

● the potential need for operating services to be shaped differently for 
any Council not joining the single system was highlighted, and 
Board Members’ concerns around this were noted, particularly with 
regard to fragmentation of services and disadvantages to residents 
as a result of this.    

 
 The Chief Executive undertook to inform the Board of Thanet’s funding 
decision as soon as it was known. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

CEx 
   

  
The Board: 
 
● Considered the contents of the Business Plan, agreed the 

actions and measures contained therein and confirmed that 
they were happy for the Plan to be presented to the Councils’ 
Chief Executives at their next meeting in February 2018. 

 
● Noted progress on the single system and the verbal update on 

the current position provided by the Chief Executive, and 
agreed that the Chair and Vice Chair could agree to provide 
further funding in the event that the Council loans were not 
forthcoming prior to the expiry of the system funding. 
 

● Noted that the recruitment process will commence in January 
2018 for new resident Board Members for Thanet and Dover. 
 

 

   
6 ITEMS FOR MONITORING    
 
6.1 
 

 
East Kent Housing  Quarter 2 Performance Report 2017-18 
 

 
 

 
6.1.1 
 
 
 
 
 

A report setting out the Quarter 2 performance position (1st July – 30th 
September 2017) highlighted in particular the impact of Universal 
Credit on the collection of rent. 
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6.1.2 
 
 
 
 
 
6.13 
 

In relation to Universal Credit (UC), the Board was advised that i) the 
Director of Customer Services had recently delivered a presentation to 
the Area Boards, and ii) the impact on UC following the Chancellor’s 
Autumn Budget was not yet understood but that further details were 
expected to follow. 
 
Responding to a question from the Board, it was confirmed that the 
direct debit issue at Canterbury was now resolved. 

   
  

The Board: 
 
● Noted the report. 

 

 

   
7 ITEMS FOR INFORMATION   
 
7.1 

 
Director of Property Services report 

 

 
7.1.1 
 
 
 
 
 

 
The Director of Property Services presented an update on key areas of 
activity within the Directorate.  The following points were noted during 
the Board’s discussion: 
 
● That the recent recruitment process had attracted candidates of 

high calibre and that, subject to acceptance by successful 
candidates, all five vacant posts were anticipated to be filled.  
Broader issues around the Property Services structure were still 
being considered from the perspectives of East Kent Housing and 
the Councils’ Chief Executives. 
 

● Whilst improvements in the heating and hot water contract service 
delivered by P&R had been made, the Director highlighted a slight 
increase in customer complaints which could be attributed to 
increased service demand at this time of year.  

 
● The Mears contract was performing well and continues to receive 

high levels of customer satisfaction.  The Director advised that a 
series of pilot projects are being trialled to identify alternative 
approaches to capturing resident feedback and an update will be 
provided to the next Service Improvement & Performance Sub-
Committee meeting in February.  

 
● A verbal update on progress with Fire Risk Assessments (FRAs) 

included that all type 3 FRAs had been completed for Canterbury, 
Dover and Shepway; approximately 70% of the programme had 
been completed in Thanet.  All FRAs for the high rise and high risk 
buildings (conversions, sheltered properties and hostels) had also 
been completed as Type 3 FRAs.   
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The Director advised that data from the assessments was being 
uploaded to the Pyramid risk management system and that this was 
being used to inform the three-year programmes of work which 
were to be presented to the Councils.  The surveys were behind 
programme due to limited availability of specialist resource in the 
marketplace and delays in accessing residents’ homes. 

 
Responding to a question from the Board about residents’ concerns 
around fire safety, the Director of Customer Services confirmed that 
anxiety amongst residents, and across the housing sector in 
general, had decreased in recent months; furthermore, waiting list 
applicants were still actively bidding out of choice for 
accommodation in tower blocks.  The Director confirmed that 
communication from residents about fire safety had reduced and 
that Area Boards would receive an update on progress at their next 
round of meetings. 
 

● An update on the 2020 Repairs & Maintenance Consultant was 
noted by the Board and that the decision had been taken to 
progress with a mini procurement process in advance of a funding 
decision being received from the remaining Council, to ensure that 
there were no further delays.  
 

● With regard to Compliance and Statutory Obligations, the Director 
advised that due to the closeness of the Board meeting to the 
month end it had not been possible to produce the updated report 
and that this would be circulated in January.  

 
● SC enquired about the Environmental Improvement Programme 

(EIP) for Dover and the Director undertook to provide an update 
following the meeting.  The Director of Customer Services further 
advised that the EIP position had been reported to the Area Boards, 
who would receive an update in January.  The Chief Executive felt it 
important for the Board to note that any explanations for decisions 
made around the funding of EIP budgets would be presented by the 
Councils to Area Boards. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
  
 
 
 DPS 

 
 
 

DPS 

   

  
The Board: 
 
● Noted the content of the report and discussed any items 

requiring clarification. 
 

 

   
7.2 Finance Directorate report  
 
7.2.1 
 

 
A report presented by the Head of Finance outlined to the Board the 
forecast financial position as at the end of October 2017. 
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7.2.2 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
7.2.3 

Points noted in particular by the Board during their discussion included: 
 
● An improvement in the organisation’s surplus position. 
● Changes in practice in relation to the amortisation of the single 

system.  Responding to a Board Member’s question about whether 
the majority of spend could be capitalised, the Head of Finance 
replied that he was reviewing expenditure but confirmed that some 
items, for example, ongoing licences, could not be capitalised. 

● Discussions on next year’s Management Fee and growth items 
would commence shortly.  It was expected that the same level of 
fee as this year would be maintained in 2018/19 – an update would 
be provided at the Board’s next meeting in March, when the Board 
would receive the draft budget. 

● A progress update on procurement of the new insurance contract.  
This included advice from DO that preparatory work he had 
undertaken with the Chief Executive had highlighted a slight 
concern with regard to the expectation that a lower excess level 
could be achieved, and an explanation of the reasons for this.  DO 
also flagged up the benefit to the organisation of tendering for new 
insurers every five years but cautioned against over optimism in 
obtaining a better deal, as the organisation’s loss history would be 
taken into account. 

● That following completion of the organisational restructure, no 
further severance pay was anticipated. 

 
The Board commented on the overall pleasing position and the 
Management Team were thanked for their work. 

   
 

The Board: 
 
● Noted the financial forecast. 

 

   
7.3 Director of Customer Services report  
   
 
 
 
 
7.3.1 
 
 
 
 
 
 
 
 

An update provided by the Director of Customer Services, highlighting 
the key areas of activity within his Directorate, was considered by the 
Board. 
 
In response to a request from the Chair, the Director provided further 
details in relation to Universal Credit (UC) which included of note that: 
 
● UC was being rolled out across the country in different phases 

relating to geographical areas and type of claimants.  Rollout of the 
full service had started in Dover and Thanet but implementation has 
now been moved back by the Government in Canterbury and 
Shepway. 
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7.3.2 
 
 
 
 
 
 
 
 
 
 
 
 

7.3.3 
 
 
 
7.3.4 

● Around 500 households were now affected by UC and highlighted 
by the Director were the types of challenges and new learning 
faced by all parties, including residents, the DWP, EKH and EKS.   
 
The Director advised that it was not yet understood how the 
changes around UC announced in the recent Budget would work in 
practice; EKH was in active discussion with EKS and the Councils 
around this and information was being picked up and worked on as 
it came through. 
 

Responding to a number of questions from the Board, issues clarified 
by the Director included that: 
 
● The Councils were landlords of residents and EKH the acting agent 

in terms of rent collection; 
● Whilst arrangements for direct payments to the landlord could be 

made, in practice this is increasing the time taken to administer 
cases. 

● A request from NT to include the number of claims and their impact 
in the next report for the Board was noted by the Director, who 
advised that it was expected that arrears at year end would be 
higher than previously. 
 

In conclusion, the Director agreed to keep the Board informed of future 
developments and their impact on the organisation, particularly in 
relation to changes affecting rent arrears collection. 
 
Drawing the Board’s attention to the item in the report covering the 
Resident Involvement Structure, a suggestion from the Chair for terms 
of reference for the committees to be revised as part of a review of the 
governance arrangements, to include consideration of new Board 
Members, was agreed to be looked at by the Chief Executive. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 

DCS 
 
 
 
 
 
 
 
 
 
 

CEx 
   
  

The Board: 
 
● Noted the report and requested that a review of governance 

arrangements be brought to the next meeting. 
 

 

   
7.4 Matters arising at our November 2017 Area Board Meetings  

 
7.4.1 
 
 
 
 
 

 
A summary of matters discussed at the Area Board meetings held in 
November, presented by the Director of Customer Services, was 
considered by the Board, who noted that there were no formal matters 
to raise with them. 
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7.4.2 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Additional points noted during the conversation that followed included: 
 
● Where relevant, the reasons for redirecting Environmental 

Improvement Programme budgets to fund fire safety health and 
safety priorities had been carefully explained to residents and 
understood. 

● Advice from the Chief Executive that, following separate meetings 
held with the Shepway Tenants’ and Leaseholders’ Board and the 
Canterbury Tenant Consultative Group around communications 
issues, it had been agreed that a member of Management Team 
would attend all future Area Board meetings to ensure that points 
needing to be raised by groups are actioned, and that a clear 
consistent message is provided to the groups. 
 
A concern was raised by the Shepway Resident Board Member that 
the report did not reflect the level of debate at the two meetings he 
had attended around the new resident involvement structure and 
that points brought forward, and concerns around these, had made 
him consider whether to continue to represent Shepway at a local 
level.  The Director of Customer Services explained that the local 
Shepway Group wanted to hold an additional meeting themselves 
which would allow them to consider wider issues, and this would be 
organised by them.  These arrangements would be clarified at the 
next Area Board meetings. 
 
Responding to questions from the Board, the Director then briefly 
explained the new resident involvement structure and the process 
for reporting back to the main Board; confirmed that the new 
arrangements could not be implemented until changes to the 
Management Agreement around governance had been agreed by 
the Councils - these would be brought back to the next Board 
meeting in March; and agreement was given for the Shepway and 
Canterbury resident Board Members to be provided with notes of 
the individual meetings held with their local groups. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
DCS 

   

  
The Board: 
 
● Noted the report. 
 

 

   

7.5 Reports from Sub-Committees  

 
 
 
 
 
 

 
Verbal updates from the Service Improvement & Performance (SIP) 
and Finance & Audit Sub-Committee meetings held on 13 and 20 
November 2017 respectively were provided.  The Board noted in 
particular the following points: 
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7.5.1 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
7.5.2 

 

 
 

7.5.3 

 

 

 

SIP Sub-Committee meeting – 13 November: 
● That some changes to Mears’ organisational structure would 

complement EKH’s operating model. 
● Mears were working with EKH on a review of their customer 

satisfaction processes. 
● The Sub-Committee was happy with Mears’ performance but 

requested continued engagement as changes progressed. 
● Discussion about the new Resident Involvement Structure included 

representation of Board members. 
● The Director of Property Services had provided a short update on 

Ombudsman cases, including actions taken to resolve these and 
deal with arising issues. 

● During a discussion on quarter 2 performance, the Sub-Committee 
noted the good overall performance and identified particular 
challenges around rental income and the letting of sheltered 
accommodation in Canterbury, and noted plans to recharge 
residents for works to rectify damage where possible.   

 
Finance & Audit Sub-Committee meeting – 20 November: 
● A progress update on internal audit performance was received. 
● An internal audit of Performance Indicator Data Quality had resulted 

in an award of reasonable assurance; the audit team had 
commenced work on an audit of risk management. 

 
The Chief Executive advised the Board that there was a very limited 
number (3) of Board Members on the Sub-Committee, in view of the 
importance of items considered by the Committee, particularly Finance.  
The Board suggested that the Sub-Committee’s membership was 
included in the review of governance arrangements. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
7.6 Board Forward Plan  

 
7.6.1 

 
The following item was added to the Forward Plan for March 2018: 
 
● Review of governance arrangements. 

 
 

 
KM 

 
7.7 

 
Dates of Future Meetings 

 

 
7.7.1 
 
 
 
7.7.2 

 
The date of the next scheduled meeting is as follows: 
      
● Monday 12 March 2018: 6.30 pm  
 
Responding to a request from the Board, future meeting dates would 
be circulated shortly.  
  
There being no further business to discuss, the Chair thanked 
everyone for attending and the meeting ended at 17.39 pm. 

 
 
 
 
 

 
KM 
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Approved by Chair :  ……………………………………. 
 
Date:  
 
 

Page 12



ACTIONS ARISING FROM BOARD MEETING – 11 DECEMBER 2017 

 

 

 
ACTION DATE AGREED ACTION LEAD ACTION 

BY DATE 

PROGRESS OUTCOME 

7.1. 12.12.17 DPS report – Compliance and Statutory  Obligations:   
● Circulate November position and recommendations to Board 

● Provide Dover’s EIP programme to SC 

 
MA 
MA 

  
Completed 

Completed 
 

7.3 12.12.17 DCS report: 
● Number of UC claims and their impact on the organisation to 

be included in next report to Board 

● Resident Involvement Structure:  Revision of committee 
terms of reference to take into consideration new Board 
Members 

● Provide Shepway and Canterbury resident Board Members 
with notes of the individual meetings held with their local 
groups 

 
MG 

 
 
 

MG 

 
 

DU 

  
Included in report 
 
 
 
Completed 
 
 
Completed 
 

7.5 12.12 Verbal update from F&A Sub-Committee: 
● Sub-Committee membership to be included as part of a 

wider governance review 

 
DU 

  
Included as part of Governance review 
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Title: Proposed new formal resident involvement structure 
Meeting: EKH Board 
Date: 12 March 2018 

 
Author: Michelle Thomas – Resident Involvement Manager  

Michelle.thomas@eastkenthousing.org.uk 
01304 872410 
 

Summary: This report sets out the detail developed in partnership with 
residents to support the proposed new formal resident 
involvement structure and support the effective involvement of 
residents in our housing services. The purpose of this report is to 
inform the Board and seek endorsement/agreement for the new 
structure and amendments to the Management Agreement. 

 
Residents have been supported by East Kent Housing (EKH) 
and an Independent Advisor to develop the proposed new 
structure and the following documents which set out the structure 
detailed below and appended;  

• New Resident Panel Terms of Reference 

• New Local Groups Terms of Reference 

• Revised Code of conduct  

• New Relationship and communication between groups 

• Role descriptions 
 
This report sets out: 

• The proposed new structure  

• Summary of the recommendations as set out in the 
appended documents   

• Proposed implementation timeframe  
 

Recommendations Board members are requested to: 

• Consider this report, structure and appendices 

• Endorse/agree the new structure 

• Endorse/agree changes to the Management Agreement 
as set out in section 4 of this report. 

• Note the proposed implementation timescales  
Legal & Regulatory  The proposals would require an amendment to the Management 

Agreement which are set out is section 4 of this report  
 
The recommended new resident involvement continues to meet 
the HCA’s Tenant Involvement and Empowerment Standard and 
Housing Act. 

Finance & Resources There are no financial implications arising directly from the report 
or implementation of the proposed new resident involvement 
structure   

Equalities There are no equality issues arising directly from this report but 
there is a need to retain a strong focus and understanding on 
issues of diversity amongst the residents engaged in housing 
services.  The reviewed code of conduct (appendix 3) supports 
equality. An equalities impact assessment will be carried out 
before the proposals are agreed. 

Health and Safety  None 
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1.0 Introduction and Background 
 
1.1 East Kent Housing currently has a formal resident involvement structure which has 

four area boards (one for each council area), four residents on the main EKH Board 
(one from each council area) and four local groups (one for each area) which tend to 
consider the same information as the area boards.  It also has a tenant scrutiny 
panel, and a communications group, all made up of residents, and a Service 
Improvement sub-committee, also involving residents.   

 
1.2 The Tenant Scrutiny Panel (TSP) carried out a review of the formal resident 

involvement structure and provided recommendations which included:- 
I. A residents panel covering the whole of the EKH area 
II. Maintaining and reviewing the roles of local groups 

III. Increased focus of task and finish project groups to produce specific and 
timely outcomes 

IV. Reducing the duplication of groups 
V. A consistent approach to the structure of groups, including their terms of 

reference, number of meetings agendas and their aims and objectives.    
 

In order to develop these recommendations a group of wider residents from the four 
areas have been supported by an Independent Tenant Advisor to work with EKH to 
develop and recommend the new structure and the supporting documentation. 
As part of the work and the development of the revised structure EKH have sought to 
retain the link back to the original recommendations of the Tenant Scrutiny Panel. In 
order to illustrate how the recommendations have been progressed EKH have 
considered each in turn along with details of how improvements have been 
progressed.  
 
 

2.0 Detail  
 

The proposed new structure set out below has been amended to include the 
recommendations with regards to the roles of the Panel/groups received from the 
wider consultation. 
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2.1 Residents’ Panel (Terms of reference – Appendix 1) 

 
Role of the Panel - The Residents’ Panel will replace the four Area Boards, and will 
consider issues across the EKH area.  This is reflected in the new working 
arrangements for EKH, whereby staff now work across the whole area. 
 
The purpose of the Residents’ Panel is to work with EKH to influence policies and 
strategies and to scrutinise performance on behalf of all EKH residents.  
 
The Residents’ Panel would carry out the following activities: 

• Influence service delivery arrangements 

• Provide feedback and make recommendations regarding EKH housing related 
policies and strategies  

• Monitor performance data and make recommendations on how performance 
can be improved.  

• Monitor resident feedback, including satisfaction, compliments, complaints 
information and feedback from other groups of involved residents e.g. Local 
Groups and Task and Finish/Project Groups. Make recommendations for 
improvements. 
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Membership -  
The Panel will comprise of twelve resident members, three from each of the four 
council areas. A selection process will be used to appoint members who will serve a 3 
year term with a maximum of 3 terms. 
 
Resident Board Members - An EKH Resident Board Member will attend the 
Residents’ Panel meetings and act as a link person between the Panel and the 
Board.  Their role in relation to the Panel will include the following: 

• To receive feedback from the Panel and report this information to the next 
available meeting of the EKH Board 

• To provide feedback and updates from EKH Board meetings to the Residents’ 
Panel 

 
This will ensure the linkage between the local groups, area panel and main Board, as 
it is essential that the voice of residents is heard as part of the governance structure. 
 
Meetings - The Residents’ Panel will meet quarterly and will be quorate when eight 
out of the twelve members are present. EKH will provide involvement and secretarial 
support to the Panel. 
 
Timing of meetings – Currently the regularity of meetings varies across the 4 areas, 
and it is proposed that the meeting intervals will move to quarterly to reflect the wider 
Board and Committee timings. Whilst for some areas meetings are currently quarterly 
for other areas this change has been met with concern.  Some residents felt the time 
between meetings would be too long and there would be too many items on agendas 
to be able to effectively debate and provide recommendations.   
 
For those areas where there have been concerns raised EKH have agreed to ensure 
that residents are supported so that local group meeting agendas and forward plans 
will be agreed/managed with Chairs. In addition to which with the move towards local 
groups focusing on local issues it is not anticipated at this time that more than 4 
meetings per year will be necessary.  The use of task and finish groups will enable 
residents to be engaged on bigger projects which may require more time for 
consultation and for their recommendations to be reported.   
 
EKH have committed to responding to questions and any issues raised at local group 
meetings within 10 days of receiving their minutes.  Any issues not responded to 
within this timescale will be highlighted to the EKH Management Team and to the 
Residents’ Panel for scrutiny. This new procedure will also help the local groups to 
know that concerns will be raised to the highest level, and is another mechanism in 
ensuring that the tenant’s voice is heard. 
 
EKH has also committed to review the new structure including the meeting schedule 
after a 12 month period following implementation.  On this basis residents were happy 
to agree the quarterly meeting schedule. 
 

2.2 Role of Local Groups (Terms of reference – Appendix 2) 
 

The role of the local groups has been considered and the new terms of reference 
have been set out within Appendix 2 and are summarised below. 
 
The purpose of each Local Group will be to work with EKH, Councils, tenants and 
leaseholders to resolve local community issues, to support local community projects 
and to consider local opportunities for estate improvements, if appropriate. In addition 
to EKH attending Local Group meetings appropriate Councillor(s) for housing will be 
invited to attend to participate and observe, in relation to local council services. 

Page 32



 
2.3 Increased Focus of Task and Finish Project Groups  

The proposed structure as set out above includes for specific task related groups 
which will have a specified brief to consider specific issues that will be time limited 
and will report their findings through the formal EKH structure.  This will ensure we 
are making the most of the commitment being made by residents to drive forward 
improvements and deliver positive outcomes in a targeted way. 
 

2.4 Reduce the Duplication of Groups 

A reduction in duplication will be achieved by the proposed revisions to the structure 
as previously outlined.  The number of times information will be considered will be 
reduced, and this will help to ensure that feedback is consistent and acted upon.   

 

2.5 A Consistent Approach to the Structure of Groups, Including their Terms of 

Reference, Number of Meetings Agendas and their Aims and Objectives  

Revised Code of Conduct (Appendix 3) - Residents reviewed the code adding the 
EKH values and including examples of minor/serious breaches to bring clarity as to 
behaviours that are not considered acceptable.  A section on how concerns about 
behaviours can be raised has also been added and how a breach of the code will be 
managed. 
 
New Relationship and communication between groups (Appendix 4) - Residents’ 
were keen to ensure there is a clear relationship and communication between the 
groups within the new structure.  Appendix 4 sets out how each group will commit to 
working together and how and when they will share information with each other and 
wider residents in the future.   
  
Role descriptions (Appendix 5) - The role description document has been developed 
with the help of residents to clarify for all residents involved at a formal level the roles 
of committee members and the qualities and abilities needed to carry out these roles 
effectively. This document will also support residents when considering standing or 
selecting committee members in the future.   

 
3.0 Consultation undertaken 
 

Extensive work has been undertaken with engaged residents.  The proposals are 
supported by residents and have been developed by them, and they contribute to 
improved governance at EKH and a greater ability for the Board to hear the voice of 
residents. 
 

 Corporate Consultation  
 

The proposed structure and supporting documents appended to this report have been 
shared and commented on by the following stakeholders between Oct – Jan 2018; 

• EKH Management Team 

• Joint Client Officers 

• Council Committee(s) 

• Area Board Chairs & Resident Board Members 

• Service Improvement & Performance Sub-committee 
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The feedback is positive with all four Council Committees and EKH Sub-committee 
supporting the proposed new structure.  Feedback received from stakeholders 
resulted in minimal proposed changes which have been accepted and made to the 
appended documents to enhance and strengthens the structure.  The feedback and 
changes made include: 

• Change the wording on the Code of Conduct – not to use unhelpful criticism 

towards EKH or their contractors. (Residents) 

• Add to Local Group Terms of Reference – ‘recommend solutions’ to communal 

and community issues raised with EKH and local Council (EKH Management 

Team) 

• Add to the Resident Panel Terms of Reference - Make Recommendations on how 

performance can be improved (EKH Management Team) 

• Commitment for Residents Board Member attending the Resident Panel to send a 

substitute should they be unable to attend for any reason’ ensuring the Board 

support and link (Service Improvement & Performance Sub-committee) 

• Change of wording on the Local Group Terms of Reference – invite ‘appropriate 

local councillor’ instead of specific portfolio holder (Service Improvement & 

Performance Sub-committee) 

• Add to the Residents’ Panel Terms of Reference - Quorate ‘The Panel will be 

quorate when eight out of the twelve members are present’ add ‘and at least one 

resident from each of the four areas is present’ (Thanet Overview & Scrutiny 

Committee) 

 

4.0 Wording amendment to the Management Agreement  
  

East Kent Housing manage the Housing Revenue Account stock on behalf of 
Canterbury City, Dover, Shepway and Thanet District Council, the details of this 
agreement are set out within a Management Agreement. The agreement sets out 
responsibilities and obligations on both organisations and whilst the responsibility for 
resident involvement is the responsibility the agreement makes reference to the 
current structure. In order for the agreement to reflect the proposed structure it is 
proposed that the agreement be revised to reflect the proposed changes. The details 
of the proposed changes are set out below:- 

• Section 4 Tenant and Leaseholder Involvement  
Substitute ‘Area Board’ with ‘Residents’ Panel’ 

• Section 13 Consultation with statutory and other bodies 
Substitute ‘Area Board’ with ‘Residents’ Panel/Local Groups’  
 

Section 63 of the Management Agreement makes provision for the council to make 
variations to the management agreement from time to time and give reasonable 
notice of the variations to East Kent Housing. 

 
In order for these changes to be made the proposals will need to be implemented as 
set out below. 

 
5.0 Preparing for implementation of the new structure 
 
 If agreed it is proposed that the new structure be in place in time for the start of the 

new 2018/19 financial year. 
 The Resident Involvement Team will continue to work with residents to; 

• agree the recruitment processes for the new Resident Panel with Area Boards 

(Oct – Dec) 
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• finalise process for requesting information or escalating concerns including 

timeframes (Oct –Jan) 

• recruit members of the new Residents’’ Panel (Apr –May) 

• recruit additional members to local groups (Jan – May) 

• provide training to Panel and Local Group members on the new way of 

working (May) 

• schedule quarterly meetings for 2018/19 to ensure effective feedback between 

Local Groups, Resident Panel and Board  (Jan – Feb) 

 
Annex List 

 
 

Annex 1 Residents’ Panel Terms of Reference  
Annex 2 Local Groups Terms of Reference  
Annex 3 Resident Involvement Code of Conduct 
Annex 4 New Relationship and Communication between groups 
Annex 5 Role Descriptions 
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Appendix 1 

Residents’ Panel Terms of Reference  

1. Role of the panel  

a. The main aim of the Residents’ Panel is work in partnership with East 

Kent Housing (EKH) to influence policies and strategies and to 

scrutinise performance on behalf of all EKH residents  

b. The Residents’ Panel will carry out the following activities in meeting 

the above aim: 

• Influence service delivery arrangements 

• Provide feedback and make recommendations regarding the 

EKH’s housing related policies and strategies  

• Monitor performance data and make recommendations on how 

performance can be improved.  

• Monitor resident feedback, including satisfaction, compliments, 

complaints information and feedback from other groups of 

involved residents e.g. Local Groups and Task and 

Finish/Project Groups.  Make recommendations for 

improvements. 

2. Membership 

a. Numbers and composition 

The Panel will comprise twelve resident members, three from each of 

the four council areas. There will be a place for one leaseholder to be a 

member. However, if there are no expressions of interest from 

leaseholders, the leaseholder place will be taken up by a tenant, 

resulting in a Panel of twelve tenant members.  

b. Membership criteria 

Members of the Residents’ Panel must be tenants or a leaseholder of 

one of the four councils. In addition, any member of the Residents’ 

Panel can be a member of up to a maximum of two other groups (i.e. a 

local group and/or a Task and Finish/Project Group.) 

c. Restrictions on membership 

The following will not be eligible to be a member of the Residents’ 

Panel: 

• Home owners 

• Tenants of other landlords 

• Current EKH Board members  

• Current councillors 

• EKH or Council officers 

• Any resident who is in breach of their tenancy agreement, where 

the breach has led to legal action being taken by EKH i.e. 

possession proceedings have commenced 

• If a tenancy breach arises after a resident has joined the Panel, 

they will be removed from the Panel and a replacement member 

will be appointed (see section 3: Selection of members). A 

member removed from the Panel because of a tenancy breach 

will be able to re-join the Panel twelve months after they have 

remedied the tenancy breach in question, if they are selected. 
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• Anyone who has an ‘unspent’ conviction (as defined in the 

Rehabilitation of Offenders Act 1974) 

• Any resident who has committed a serious breach of the code of 

conduct for involved residents 

• Anyone who is unreasonably persistent or a vexatious 

complainant, as defined by the Housing Ombudsman and set 

out in EKH’s Vexatious Complaints Policy (March 2015). 

• Anyone who is motivated to join the Panel to address their own 

personal grievances. 

In addition, only one member of any household will be able to be a 

member of the Residents’ Panel at any one time.  

d. Resident Board Members 

e. EKH’s Board will appoint a Resident Board Member to attend the 

Residents’ Panel meetings.  If unable to attend the appointed Resident 

Board Member will select a substitute Resident Board Member to 

attend in their place.  The Role of the Resident Board Member will be 

to act as a link person between the Panel and the Board and their role 

in relation to the Panel will include the following: 

• To receive feedback from the Panel and report this 

information to the next available meeting of EKH’s Board 

• To provide feedback and updates from Board meetings 

f. Length of membership 

Members will serve for a period of three years. The maximum number 

of terms that a member can serve is three consecutive terms (i.e. a 

maximum of nine years in total).  

 

3. Selection of members 

a. Each Local Group will help select 3 residents to participate in the 

Residents’ Panel. Anyone who is selected must commit to serving a 

three-year term.  

b. Anyone who is interested in joining the Panel must demonstrate, by 

completing a short expression of interest form, that they have (or have 

the potential to develop) the following abilities and experience: 

• Ability to question 

• Confident  

• Able to work as part of a team 

• Able to speak on behalf of all residents, instead of representing 

their own interests 

• Understand issues regarding social housing 

• Communicate effectively  

• Demonstrates a commitment to attending meetings and 

participating in the activities of the Panel 

c. Local group members and wider EKH residents can express an interest 

in joining the Panel. The Local Group will work with EKH’s officers to 

carry out a selection process. 
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d. At least one Local Group member per area will have a place on the 

Residents’ Panel, to ensure there is a link between the Board, 

Residents’ Panel and each Local Group. 

e. Each Local Group will also select a substitute Panel member who 

would be able to commit to attending Residents’ Panel meetings, in the 

event that their selected Resident Panel member(s) can’t attend. This 

situation is likely to arise in the case of a personal emergency or other 

unavoidable commitment arising.  

f. If a resident cannot complete their 3-year term, the relevant Local 

Group will elect a replacement and the replacement member will 

complete the remainder of the retiring member’s 3-year term. 

 

4. Panel roles and selection 

a. The Residents’ Panel will elect a chair and a vice chair each year.  

b. Only the voting members of the Residents’ Panel will be able to 

participate in the election of a chair and vice chair.  

c. The candidate who polls the most votes will be elected as chair (and 

the same will apply to the election of vice chair).  

d. If the chair and vice chair cannot attend a meeting of the Residents’ 

Panel, the members attending the meeting will elect a chair for that 

meeting.  

e. The election of chair and vice chair will be decided by a simple majority 

of members attending the meeting 

 

5. Meetings 

a. Agenda items 

The following standard items will be considered at each meeting of the 

Residents’ Panel: 

• Consultation/information items from EKH 

• EKH Performance information  

• EKH Customer satisfaction, compliments and complaints data 

• Feedback of key issues from Local Groups e.g. issues that have 

not been resolved at a local level despite repeated requests for 

responses; issues that may require intervention by other Groups 

or be escalated to Board 

• Feedback from Task and Finish Groups/Project Groups, 

including Scrutiny Panel reports 

b. Frequency and location 

The Residents’ Panel will meet quarterly. The timing of its meetings will 

be scheduled to fit in with EKH’s Board meeting cycle, to ensure that 

feedback from Residents’ Panel can be reported to the Board in a 

timely manner. The Panel’s meetings will be held in a central location. 

c. Pre – meetings 

The tenant and leaseholder members of the Panel will hold a short pre-

meeting, on the day of their quarterly meeting, without officers and 

Board members. However, the Panel members can choose to invite 

their support officer (from the Resident Involvement Team) to attend. 

The purpose of this meeting will be to prepare for the formal meeting.  
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d. Quorate 

The Panel will be quorate when eight out of the twelve members are 

present and at least one resident from each of the four areas is 

present. However, if the Panel is not quorate and there are no items 

requiring a decision, the meeting can proceed.  

Wherever possible, the Panel should reach a consensus decision when 

making recommendations. If a vote is taken, a simple majority will 

suffice to reach a decision. If there is a tie, more information will be 

requested and additional time will be allowed for discussion and 

decision making. However, if there is no further information or if there is 

insufficient time available, the chair person will have the deciding vote.  

e. Agenda and Minutes 

EKH will provide secretarial support for the Panel. An officer will be 

nominated to work with the chair of the Panel to arrange the distribution 

of the agenda (once this has been agreed by the Chair), to take and 

circulate minutes of the Panel’s meetings. The agenda, minutes from 

the Panel’s previous meeting and reports to be considered at the 

meeting will be circulated to the Panel members, Resident Board 

Members, and the officers at least five working days in advance of the 

next meeting. 

f. Absences 

Any member of the Panel who misses two consecutive meetings, 

without giving apologies, will be contacted by the Chair or Vice Chair. If 

the Panel member misses a further two consecutive meetings, they will 

be asked to attend a meeting with the Chair of the Panel and the 

Resident Involvement Manager to discuss the reasons for their 

absence. As a result of this meeting, the Chair of the Panel will write to 

the Panel member advising of the agreed course of action e.g. Panel 

member will start attending meetings again, support will be provided or 

the member will step down from the Panel temporarily or permanently.  

g. Substitutes 

Each Local Group must be represented at each Panel meeting. 

Therefore, at least one selected Local Group member of the Panel 

should attend each of the Residents’ Panel’s meetings. In the event 

that no selected Local Group member(s) is available to attend a Panel 

meeting, the Local Group can nominate a substitute member to cover 

the absence.   

h. Officers 

EKH Officers will be requested to attend Residents’ Panel meetings to 

present information and to receive feedback and recommendations 

from the Panel members.  

i. AGM 

The Residents’ Panel will hold an Annual General Meeting each year. 

The purpose of the meeting will be as follows: 

• To elect the chair and vice chair 

• To provide a report about the Panel’s activities and outcomes in 

the previous year 
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Anyone will be able to attend the Residents’ Panel’s AGM. AGM’s will 

be advertised. However, so that accessible and safe arrangements can 

be made, anyone who wants to attend should inform the Resident 

Involvement Team in advance.  

Anyone who wants to attend the AGM will only be able to raise a 

question or make a comment if they submit these 14 working days in 

advance of the meeting (before the AGM papers are distributed) and if 

the chair allows the question/comment. 

6. EKH support 

a. As mentioned in Section 5.e above, EKH will provide a nominated 

officer who will provide secretarial support for the Panel.  

b. In addition, the officer will work with the Panel to agree venues, dates 

and times for meetings.  

c. The officer will also arrange transport for Panel members, as required, 

and arrange for the payment of expenses, in line with EKH’s Expenses 

and Incentives Policy. 

 

7. Escalation protocol 

A protocol for requesting information and escalating that request in the event 

of no response is shown in Appendix A. 

 

8. Communications  

a. The Panel’s minutes will be available online or on request.  

b. The Panel will write an article about what they have achieved each 

year, to be included in the Annual Report. 

c. A separate document is available showing the relationships between 

the Groups. 

 

9. Dispute resolution  

a. The Residents’ Panel will develop effective working relationships with 

EKH. However, there may be occasions when the Panel and EKH may 

not be able to reach an agreement regarding a particular issue.  

b. Should a dispute/disagreement arise between the Panel and an officer 

or team leader/manager, the Chair of the Panel will approach a senior 

manager and ask them to mediate. If the dispute occurs between the 

Panel and a senior manager, the Chair of the Panel will seek mediation 

by the Chair of the Board. It is proposed that all such disputes be dealt 

with in 10 working days; if longer is required, the timescale should be 

agreed by both parties. 

c. If the dispute is with the Board, the Residents’ Panel and Board may 

seek an independent mediator. (The Panel and Board will come to a 

joint agreement about who will mediate). Any such dispute should be 

dealt with in no more than one month. 

d. Any disputes that arise within the Panel will be dealt with under the 

terms of the Code of Conduct. 

 

10.  Dealing with items not covered in the Terms of Reference 
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The Panel Terms of Reference will not cover all eventualities that may arise.  

Anything not covered will be dealt with by the Panel by way of a decision by 

majority vote of the members present.  Any decision made will be a one off 

decision and may be considered by the Panel for future inclusion in any review of 

the Terms of Reference.    

 

11. Review process 

The Residents’ Panel’s Terms of Reference will be reviewed 1 year after it is 

implemented and then at least every three years thereafter, by the Panel 

members and officers working together.  

 

Date:  

Date of next review:  
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Appendix A: Information request & escalation process 

 

 

Initial 

request

•Chair or their represenative, emails information request to nominated 
officer to pass onto relevant manager (request should be as a result of 
a meeting or escalation form Local Groups)

•Relevant manager sends acknowledgement within 5 working days, 
stating which team member is dealing with the Panel's request

•A full response is required within 10 working days from date of initial 
email sent by (or meeting of) the Panel

•If the request requires longer than 10 working days, the manager 
should agree the extension with the Chair of the Panel within 5 working 
days of the date of the initial request. If appropriate, an interim update 
will be given

•The nominated officer will keep a record of information requests, 
escalations from Local Groups and actions received from the Panel in 
an action tracker and keep track of responses and dates.

Reminder

•If no response is received by 10 working days from the initial 
request, a reminder will be sent to the relevant manager for action. 

Escalation 

•If no response has been received within 10 working days of the 
reminder and no extension has been agreed,  the Chair of the Panel 
will raise this at the next Residents' Panel meeting, to be recorded in 
the Panel's minutes and  referred to Board

Feedback

•EKH Board will provide a feedback to the Residents' Panel 
regarding the issue they have escalated

•The feedback will take the form of a response to the original request 
or an action to be taken and who is dealing with the matter
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Appendix 2 

Local Groups Terms of Reference 

1. Role of the Local Groups 

a. The aim of each Local Group will be to work with EKH, Councils, 

tenants and leaseholders to resolve local community issues, to support 

local community projects and to oversee estate improvements.  

b. The Local Groups will carry the following functions in meeting the 

above aim: 

• Provide feedback and make recommendations regarding the 

Councils’ housing related policies and strategies  

• Raise local communal & community issues, not individuals’ 

issues, with EKH and the local council on behalf of tenants and 

leaseholders and recommend solutions 

• Make recommendations for service improvements  

• Support and/or promote community projects  

 

2. Membership 

a. Numbers and composition  

Each Local Group will have a maximum of twelve members. Each of 

these members will have voting rights. 

b. Membership criteria 

Local Group members should be a tenant or leaseholder of the local 

council.  

A Group can involve one ‘independent’ member; this will be someone 

who has an interest in the area/local community and/or someone who 

can bring additional, relevant skills or knowledge to support the work of 

the Group. However, it should be noted that expenses will not be 

payable to ‘independent’ members, in line with EKH’s Resident 

Involvement Expenses and Incentives Policy (approved by the Board in 

March 2017), nor will they have voting rights.  

c. Restrictions on membership 

The following will not be eligible for membership of Local Groups: 

• Current EKH Board members  

• Current councillors 

• EKH or Council officers 

• Any tenant who is in breach of their tenancy conditions and EKH 

has commenced possession proceedings 

• Anyone who has an ‘unspent’ conviction (as defined in the 

Rehabilitation of Offenders Act 1974) 

• Any resident who has committed a serious breach of the code of 

conduct for involved residents 

• Anyone who is unreasonably persistent or a vexatious 

complainant, as defined by the Housing Ombudsman and set 

out in EKH’s Vexatious Complaints Policy (March 2015). 

• Anyone who is motivated to join the Group to address their own 

personal grievances 
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• Only one member of any household will be able to be a member 

of the local group at any one time.  

 

d. Non-voting members 

The following people will be invited to attend the Local Groups’ 

meetings but will not have voting rights: 

• Appropriate local councillor(s) will be invited to attend, 

participate and observe, in relation to local council services. 

• EKH Resident Board members – each Resident Board Member 

will attend the Local Group meetings in their district. They will 

receive feedback housing related issues from Local Groups to 

the Board and will provide feedback and updates from Board 

meetings.    

• Independent members (i.e. members who are not EKH tenants 

or leaseholders) 

Invitations to attend will also be extended to EKH and Client Officers, 

contractors and local businesses when their specific input is required. 

The Local Group will write to invitees, setting out the date, time and 

venue for the meeting, the agenda and a description of the information 

the Group requires and the reasons the information is required.  

e. Length of membership 

There will be no limit on the length of time anyone can be a member of 

the Local Group.  

 

3. Selection of members 

a. The Local Group members, along with support from EKH, will carry out 

periodic publicity campaigns to help attract new members. Publicity 

methods may include, but not limited to, promoting membership of the 

Local Groups through community events/consultation and promotional 

information. Groups will also be required to carry out their own 

promotional activities to attract new members? 

b. Anyone interested in joining a Group should attend 2 consecutive 

meetings, to help them and the Group to assess whether involvement 

in a Local Group is right for the interested person. After the third 

meeting, the Local Group will decide, by means of a vote, whether the 

interested person should be invited to become a member. Anyone who 

is chosen to become a member of a Group must meet the eligibility 

criteria set out in 2.c. above. 

 

4. Roles and selection 

a. Each Local Group will have a chair, vice chair and secretary as a 

minimum.  

b. Any Group that will be directly managing funds on behalf of their Group 

should appoint a treasurer.  

c. Nominations will be sought for each role each year in advance of the 

Group’s AGM. (Secret) Ballots will be held by each Group to select the 
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Chair, Vice Chair and Secretary (and the Treasurer if applicable).  The 

ballot will be held at the AGM for each Local Group.  

d. Nominations will be accepted from tenants and/or leaseholders and no 

one person will hold more than one role within the committee. 

e. Groups can choose to have other positions, if these are deemed 

essential to the running of the Group, and to select a member to take 

up these positions using the selection process mentioned above in 4c. 

 

5. Meetings 

a. Agenda items 

Each Local Group will consider the following items on a regular basis: 

• Local issues – each Group will work in partnership with EKH and 

the local council to resolve local issues. However, if the Local 

Group is unable to resolve an issue despite repeated attempts 

(i.e. an issue is raised at two consecutive meetings and remains 

unresolved), the Group will escalate their concerns to the 

Residents’ Panel. Please see escalation process set out in 

Appendix A. 

• Local Council consultations regarding housing related policies 

and strategies 

• Community Projects 

• Feedback from Residents’ Panel and Task and Finish/Project 

Groups – Local Group representatives who are members of the 

Residents’ Panel will provide feedback from the Panel meeting. 

A summary or round up of the Task and Finish/Project Group 

activities will be given to Local Groups. This information may be 

provided in the form of a regular e-newsletter rather than 

provided at each Local Group meeting. 

• Monitor feedback from estate inspections, accompanied by 

action plans to address issues identified.  

b. Frequency 

Local Groups will meet quarterly and their meetings will fit in with the 

cycle of meetings for Residents’ Panel and Board. 

c. Quorum 

Local Groups will be quorate when three quarters of the members (e.g. 

8 out of 12) are present. Wherever possible, the Group should reach a 

consensus when making recommendations. If a vote is taken, a simple 

majority is required to ratify a decision. In the case of a tie, the chair 

person will have a casting vote.  

d. AGM 

Local Groups will hold an AGM each year. The purpose of the meeting 

will be as follows: 

• To elect chair, vice chair, secretary (and treasurer and any other 

positions, if applicable) 

• To provide a report about the Group’s activities and outcomes in 

the previous year 
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• To announce which community, housing related projects will be 

supported by the Group 

Local EKH tenants and leaseholders, councillors, EKH Board 

members and officers will be invited to attend the AGMs.  

6. Local Group Independence  

a. The Local Groups will take responsibility for the following activities: 

• Setting the agendas for their meetings 

• Take minutes of the Group’s meetings, with support and training 

from EKH  

• Send invitations to officers, councillors, Board members, 

contractors or any other persons that the Group need in order to 

deal/respond to issues on their agenda 

• Send meeting agendas and minutes to EKH for distribution  

b. Support and promote the opportunity to carry out tenant surveys, in 

partnership with EKH, about repairs, grounds maintenance, etc, and to 

use this information to feedback to local contract meetings 

c. To help Groups to operate effectively, EKH will provide up to date 

information, for example, regarding improvement and planned 

maintenance programmes and about the contracts for services in their 

district.  

 

7. Dealing with items not covered in the Terms of Reference  

The Local Groups’ Terms of Reference will not cover all eventualities that may 

arise.  Anything not covered will be dealt with by the Local Groups by way of a 

decision by majority vote of the members present.  Any decision made will be a 

one off decision and may be considered by all Local Groups for future inclusion in 

any review of the Terms of Reference.    

8. Review process 

The Local Groups’ Terms of Reference will be reviewed 1 year after it is 

implemented and then at least every three years thereafter, by the Panel 

members and officers working together.  

 .  

 

Date: 

Date of next review: 
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Appendix A: Escalation protocol – example 

 

Initial 

request

• Issue (not personal or individual issue) is raised at Local 
Group meeting 

• A response is required within 10 working days from the 
date that the minutes are sent to the relevant officer

• The issue and target date for response is recorded in the 
Group's minutes, in an action tracker. 

Reminder

• If no response is received 10 working days from the initial 
request, a reminder will be sent by the Chair to the relevant 
officer for action. 

Escalation 

• If no response has been received by the next meeting of the 
Residents' Panel, the issue can be escalated to the Panel in 
advance of its next meeting. The Local Groups' 
representatives will raise the issue at the Residents' Panel 
meeting. 

Feedback

• The Residents' Panel will provide feedback to the Local 
Group regarding the issue they have escalated

• The feedback will be in the form of a response to the 
original request or an action to be taken and who is dealing 
with the the matter

• The Local Group will update its action tracker
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Appendix 3 

 
 
Resident Involvement  
Code of conduct  
 

1) Values 

All involved residents are expected to share the following EKH values: 

a. Approachable – be open and welcoming to all 

b. Trustworthy – be honest and transparent when getting involved with EKH 

c. Respectful – treat everyone fairly and politely, respecting differences and 

the need for confidentiality  

d. Progressive – learn from each other and innovate 

2) General conduct 

Tenants and leaseholders are expected to: 

a. behave in a manner that will not cause offence to others 

b. not use abusive or offensive language 

c. not seek preferential treatment for themselves, friends or relatives 

d. support tenants and leaseholders who are new to resident involvement 

and make them feel welcome 

e. make decisions in an efficient, fair and responsible way 

f. refer any resident who contacts them with a neighbour dispute or 

complaint to EKH 

g. not to use social media to make personal, discriminatory or political 

statements or comments when acting on behalf of one of EKH’s involved 

residents’ groups (e.g. a Local Group, Residents’ Panel, Scrutiny Panel, 

Task and Finish Groups) 

h. not to use unhelpful or personal criticism towards EKH or their contractors 

i. show respect to other involved residents and EKH officers and their 

representatives  
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j. abide by the code of conduct when taking part in any activities with or on 

behalf of EKH or on behalf of Local Groups recognised by EKH 

k. not to publicly discuss issues raised at meetings, before the minutes have 

been agreed and issued  

 

3) Conduct at meetings and other formal involvement activities 

All who attend meetings and other formal involvement activities are expected 

to: 

a. support and respect the Chair 

b. arrive on time for meetings, or, if late, enter the meeting quietly so as 

not to disrupt the meeting 

c. follow the agenda and help the Chair to keep to time 

d. indicate to the Chair when they wish to contribute to a debate or 

comment on any agenda item and wait for the Chair to indicate it is 

their turn to speak 

e. switch off or place on silent mobile phones and do not use during the 

meeting (permission may be granted by the Chair in special 

circumstances). This applies to all who attend meetings e.g. it also 

includes officers and visitors. It also includes not using tablets and 

phones to check messages and emails during meetings, unless the 

chair of the meeting has given consent to do so 

f. not interrupt or speak over someone who is already talking 

g. not to hold separate conversations whilst meetings are in progress and 

whilst other members of the meeting are addressing the group 

h. listen to others and respect their views and allow open discussion 

i. not raise political views or personal issues, unless personal experience 

is relevant and would add weight and clarity to the agenda item. 

j. disclose if they have a personal interest that may affect or influence a 

discussion or decision and not participate in such discussions or 

decisions (it may be appropriate for the relevant person(s) be asked to 

leave the meeting while the matter is debated)  

k. not be under the influence of alcohol or illegal drugs, nor consume any 

during the involvement activity  
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l. not speak or write on behalf of the group without prior agreement of the 

group.  Make any correspondence sent on behalf of the group available 

to all members of the group. 

m. respect the decisions reached by the group/panel and refrain from 

raising again 

n. support new group/panel members to help them settle in 

 

4) Confidentiality  

a. EKH is committed to a policy of openness and transparency.  However 

there may be times when participating tenants and leaseholders have 

access to sensitive information this could include: 

• Personal information 

• Commercial information 

b. Tenants and leaseholders are expected to:  

• ensure confidential documents (including electronic versions) are kept 

secure. Confidential information will not appear in meeting minutes and 

sensitive documents will be clearly marked at such.   

• ensure safe disposal of confidential information i.e all confidential 

information should be returned to EKH so that appropriate 

arrangements can be made  

• respect others confidentiality, and don’t mention specific cases which 

may lead to embarrassment or identification of an individual’s 

circumstances.   

c. Breaking confidentiality may result in a breach of the Data Protection Act 

1988 or Human Rights Act 1998 which may amount to a criminal offence. 

5) Equality 

a. All those participating in any resident involvement activity will not 

discriminate on any ground against other attendees, whether they are 

tenants, leaseholders, general public, councillors, council/EKH staff. 

b. All those who participate have the right to be treated with dignity and 

respect regardless of their race, colour, ethnic or national origins, 

nationality, gender, marital status, age, sexuality, religion or any other 

matter which may cause people to be treated unfairly. 
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c. Prejudice towards a person because of their race, religion, sexual 

orientation, gender, disability, or because they are transgender is 

considered a hate crime. 

6) Breaches of the code of conduct 

6.1 Dealing with Minor Breaches of the Code 
a. Examples of a minor breach of the Code of Conduct will include (but will 

not be limited to) the following: 

• Being unhelpfully critical of others e.g. other involved residents, 
officers and contractors 

• Talking over other people repeatedly 

• Raising personal issues repeatedly in a meeting or during/ carrying 
out an organised activity 

• Repeatedly turning up for meetings but not contributing, despite 
having been given encouragement and support 

b. Anyone wishing to report a minor breach should do so within 10 working 
days of the incident occurring  

c. Where a minor breach of the code is identified, the Chair or EKH Officer 
will give a verbal warning. 

d. If the minor breach continues/is repeated, the following action will be taken 

• The Chair and EKH Officer will arrange for a private meeting with 
the individual concerned to discuss in more detail.  

• The Group/Panel will take a vote about the individual’s continuing 
involvement  

• The outcome of the discussion and vote will be confirmed in writing 
within 5 working days.  

• If the minor breach has been committed by the Chairperson or by a 
person who is not a member of a formal group, the EKH Officer will 
take the above-mentioned action. 

 
6.2 Dealing with Serious Breaches of the Code 
a. Some examples of serious breaches of the code include (although this is 

not an exhaustive list): 

• Acting in a discriminatory manner 

• Appearing under the influence of alcohol or illegal drugs/substances 

• Inappropriate behaviour such as harassment, bullying, intimidation 

• Persistent disregard of others and/ or rulings of the Chair or activity 
leader 

• Inappropriate use of social media 

• Breaching the confidentiality requirements 

• Use of inappropriate and/or offensive language 
b. Anyone wishing to report a major breach should do so within 10 working 

days of the incident occurring  
c. Should any of the above behaviours, in the opinion of the Chair or EKH 

Officer, happen during a meeting or involvement activity, the person 
concerned will be asked to leave the meeting/activity immediately. 
Following a report or observation of a serious breach of the Code, the EKH 
Officer and the Chair will arrange a private meeting with the person 
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concerned to discuss the situation. The matter will be investigated and the 
Chair and EKH Officer will consider the type of further appropriate action, 
such as a final warning or exclusion from involvement activities.  

 
d. The decision to exclude from involvement activities may be ‘permanent’, if 

the serious breach of the code is severe, for example: 

• If the breach involves behaviour that is discriminatory, or 
behaviour that results in a complete breakdown in the trust 
between the panel member and other residents and/or staff.   

• If physical violence is involved 

• If the breach involves verbal or physical intimidation and/or 
bullying, or bullying or intimidation carried out in writing e.g. by 
letter, email or using social media 

 
This decision will be confirmed in writing within 5 days of the decision.  

 
e. If an allegation of serious breach of the code is made against the Chair, 

the EKH Officer and Resident Involvement Manager will handle the matter. 
 

f. Raising concerns  
It may not always be practical or appropriate for a breach to be 
raised at a meeting e.g. if a member of a group is feeling 
intimidated or feels that they are not being given the chance to 
contribute effectively. Equally, a breach may occur outside of a 
meeting. In these circumstances, a resident should contact an EKH 
officer at the earliest opportunity, and no longer than 10 working 
days after the incident occurs, and report the issue so that it can be 
dealt with quickly and effectively in line with the process outline 
above. 

 
g. Appeals to exclusions from involvement activity 

Any member excluded from involvement may appeal against the 
decision. To do so they should raise their appeal with EKH’s 
Director of Customer Services within 7 working days of the final 
notice of the exclusion. The Director of Customer Services will 
consider the appeal within 7 working days and feedback with a 
decision, in writing within a further 7 working days. Residents who 
remain dissatisfied with the decision may at any point use the 
formal complaints process.  
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Appendix 4 

Relationships between different parts of the new involvement structures and governance arrangements  

 

4 Local Councils 

EKH Main Board 

Residents' Panel

4 Local Groups

Task and 
Finish/Project 

Groups
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Timing of meetings 

The meeting timetable for the Local Groups, Residents’ Panel and EKH Board will be synchronised. Local Groups and Residents’ 

Panel will meet in advance of EKH Board so that the Panel’s minutes or a report can be sent to Board at each cycle.  

Communications 

The table below sets out how communications between the Groups could work: 

Group With whom? What? How? How often? 
Residents’ 
Panel 

EKH Board • Feedback on consultation issues 

• Recommendations regarding 
policies, performance and 
customer feedback 

• Comments relating to Scrutiny 
Panel reports 

• Escalated issues from Residents’ 
Panel and Local Groups that 
have not been resolved. 

Report to be presented 
to Board by Resident 
Board Member(s); or RP 
minutes sent to Board; 
or a summary of 
meetings including any 
escalated items 

Each Residents’ Panel 
and Board Cycle 

 Local Groups • Feedback from Residents’ Panel 
meetings 

• Feedback from Task and Finish 
Groups and Scrutiny Panel 

• Feedback/responses in relation to 
escalated issues 

Members of the 
Residents’ Panel will 
feedback to their 
respective Local 
Groups. 
 
Summary points of the 
Residents’ Panel 
meetings to be shared 
with the Local Groups. 
 
 

Following each 
Residents’ Panel 
meeting. 
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Group With whom? What? How? How often? 
 Task and Finish 

Groups 
• Residents Panel can request that 

a task and finish group be set up 
to review a specific issue and 
report back, providing the issues 
are in line with EKH priorities. 

  

 Scrutiny Panel • Residents’ Panel can request that 
Scrutiny Panel review a specific 
topic. However, it will be the 
Scrutiny Panel’s decision 
regarding when they carry out 
that review. 

  

 All EKH residents • Feedback from Residents’ Panel 
meetings  
 

• An annual report about the 
Panel’s outcomes  

Residents’ Panel 
minutes to be posted on 
EKH’s website. 
Publication of a 
separate report, or 
details to be included in 
the published Annual 
Report to Tenants or 
Impact Assessment 

Quarterly 
 
 
Annually 

Local Groups Residents’ Panel  • Escalate issues that have not 
been resolved locally (see 
escalation process in Terms of 
Reference). In some instances, 
this may trigger a 
recommendation to set up a task 
and finish group or a trigger for a 
Scrutiny Panel review e.g. if there 
are repeated issues raised about 
a service and/or will trigger a 
recommendation to Board 

Members of the Local 
Group who are also 
members of the 
Residents’ Panel and 
will therefore act as link 
people. Also, there will 
be Resident Board 
members who will link 
between Board, 
Residents’ Panel and 
Local Groups. 

As and when required. 
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Group With whom? What? How? How often? 

• Provide feedback on consultation 
issues 

 
 
 

 Scrutiny Panel • See above, issues raised by the 
Local Groups may result in 
triggering a recommendation to 
review 

• Provide feedback on Scrutiny 
Panel reports, via Residents’ 
Panel  

Via the Residents’ Panel 
 
Scrutiny Panel reports 
will be available to Local 
Groups online and 
included in e-
newsletters 

 
 
 
To fit in with timetable 
for scrutiny reviews. 

 Local residents • Keep local people informed about 
the work of the Group   

• Provide information about 
outcomes achieved 

 
 
 
 
 
 
 
 

• Publicity about community 
projects 

Local Group minutes to 
be posted on EKH’s 
website. 
Information about 
outcomes to be included 
in the Annual Report or 
Impact Assessment. 
Residents can also 
attend the Local Group’s 
AGM to hear about 
achievements. 
Include information in e-
newsletter and on EKH 
website. Include 
information on social 
media via EKH. 

Bi-monthly 
 
 
 
 
 
 
 
 
 
 
 
To fit in with timings of 
projects and events. 
 

Task and 
Finish Groups 

Residents’ Panel • Feedback from projects for 
information. 

Task and Finish Group 
report to Residents’ 
Panel. Information will 
also be available in the 
e-newsletter.  

To fit in with project 
timetables. 

P
age 60



Group With whom? What? How? How often? 
Scrutiny Panel Residents Panel  • Scrutiny reports following reviews Scrutiny report to be 

presented to Residents’ 
Panel before Board and 
comments sought from 
Residents’ Panel. 
 

To fit in with scrutiny 
review timetables. 

 Local Groups • Share scrutiny review reports and 
action plans produced in 
response to their 
recommendations 

Make Scrutiny Panel 
reports available on line 
and in summary in the 
e-magazine 

To fit in with scrutiny 
review timetables. 

 All EKH residents • Share scrutiny review reports and 
action plans produced in 
response to their 
recommendations, after the 
reports have been presented to 
Board 

Display on EKH’s 
website and include 
information in the 
Annual Report and/or 
Impact Assessment. 

To fit in with scrutiny 
review timetables. 
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Appendix 5 

Role description for Chairperson of Group or Panel 

1. Overview of the role 

 The role of the Chairperson is to ensure that: 

• The Group or Panel functions properly 

• There is full participation at meetings 

• Decisions are made efficiently and effectively and carried out 

 

2. Functioning of the Group 

 The Chairperson is responsible for the following specific tasks relating to the 

 functioning of the Group or Panel: 

• To plan and run meetings in accordance with the Terms of Reference and 

code of conduct  

• To ensure matters are dealt with in an orderly and efficient manner 

• To facilitate change and address conflict within the Group or Panel 

• To plan for recruitment of members 

 

3. Represent the Group 

 The Chairperson will be expected to: 

• Communicate effectively the vision and purpose of Group or Panel 

• Advocate for and represent Group or Panel at meetings with external 

agencies 

• Submit funding bids on behalf of the Group or Panel 

 

4. Chairing meetings 

During a meeting, the Chairperson should: 

• Welcome everyone and request details of any apologies received 

• Ensure the agenda is followed, including managing the time available for 

the meeting 

• Bring impartiality and objectivity to meetings and decision making 

• Ensure that there is full participation at the meetings and facilitate, not 

dominate, the discussions taking place 

• If a vote is carried out at a meeting, and there is no conclusive outcome, 

the Chairperson will have the casting vote 

 

5. Qualities and abilities required 

 The Chairperson will require the following key qualities and skills: 

• Good leadership skills 

• Good communication and interpersonal skills 

• A commitment to equality and diversity  
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• Impartiality, fairness and the ability to respect confidences 

• Ability to ensure decisions are taken and followed up 

• Good time keeping and attendance  

• Tact and diplomacy 

• Understanding the roles and responsibilities of the Group  

• A commitment to personal development 

 

6. Time commitment 

 The role of Chairperson requires an estimated time commitment of xxx 

 days/hours per week/month 

 

Vice chairperson of a Group or Panel 

1. Duties of the Vice Chairperson 

 

The Vice Chairperson will: 

a) Support the Chairperson in preparing for and managing meetings 

b) Deputise for the Chairperson when they are unavailable to prepare for, 

attend and chair meetings 

c) The Vice Chair will deputise for the Chair in representing the Group or 

Panel, when required 

d) To support the chairperson in ensuring the efficient and effective operation 

of the Group or Panel, in line with its Terms of Reference and Code of 

Conduct 

 

2. Qualities and abilities 

The Vice Chairperson will have the following abilities and qualities, or have 

the potential to develop these abilities and qualities with support from the 

Chairperson and with training:  

a) Good leadership skills 

b) Good communication and interpersonal skills 

c) A commitment to equality and diversity  

d) Impartiality, fairness and the ability to respect confidences 

e) Ability to ensure decisions are taken and followed up 

f) Good time keeping and attendance  

g) Tact and diplomacy 

h) Understanding the roles and responsibilities of the Group  

i) A commitment to personal development 
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Secretary of Local Group 

 

1.  Duties of the Secretary 

 The Secretary shall perform the following duties: 

a) Receive and forward correspondence to the relevant member(s) of the 

Group 

b) Assist the Chairperson in arranging meetings, including the Annual 

General Meeting. This will include agree meeting venues and invitation 

with EKH. EKH to circulate invitations  

c) Record apologies received in advance of each Group meeting and report 

such apologies at the meeting 

d) Take minutes of each of the Group’s meetings 

e) Checking and agreeing the  meeting minutes with Chair and EKH prior to 

circulation 

f) Provide minutes from each Group meeting in advance of the next meeting 

in a timely manner for EKH to circulate  

g) Keep accurate, up to date membership records 

 

2. Qualities and abilities required 

 

a) Good organisational and planning skills 

b) Good literacy skills (computer literacy would be an advantage) 

c) Ability to set up and maintain records 

 

Treasurer of Local Group 

1. The main duties of the Treasurer  

The Treasurer shall: 

a) Receive any membership fees (if the Group has these), grants or other 

contributions. All funds received will be deposited promptly in the Group’s 

bank account 

b) Pay all bills and invoices when ordered to do so by the Group, only making 

payments with written authority signed by two members of the Group (one of 

whom must be the Chairperson) 

c) Keep clear and up to date records of all of the Group’s financial transactions, 

including all copies of remittances, invoices, receipts and expenses forms 

d) Report the Group’s account transactions and the balance, at each Group 

meeting and at the AGM 

e) Ensure that the Group’s funds are being spent in line with the objectives set 

out in the constitution 

f) Ensure any grant funding is used in accordance with the grant criteria 

g) Keep an inventory of any equipment purchased/owned by the Group 
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2. Qualities and abilities required 

 

a) Good numeracy skills 

b) Ability to keep accurate account details either in writing or in an electronic 

spreadsheet 

c) Good administration and record keeping skills 
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East Kent Housing  

 

Title: 
 

East Kent Housing Value for Money Strategy  
 

Meeting: 
 

Board 

Date: 
 

12th March 2018 

Author and contact 
details: 

Adrian Gilham  
adrian.gilham@eastkenthousing.org.uk 
 

Summary : The Finance & Audit Sub-Committee considered the proposed 
strategy on 5th March 2018.  The strategy defined Value for 
Money (VFM), the principles in place to achieve VFM and the 
proposed approach for EKH. The Strategy also sets out the 
development of a proposed VFM statement.  
 
In compiling the strategy the baseline position identified areas of 
concerns and gaps in data. The Board will receive a report at its 
June 2018 meeting on actions to address these.  
 
EKH require a Value for Money Strategy which is fit for purpose 
and meets business requirements.  An effective strategy will 
ensure the delivery of greater financial viability. 
 
The Sub-Committee are tasked through its terms of reference to 
adopt and monitor a Value for Money Strategy, however as a 
significant corporate strategy, the Board require an awareness of 
the strategy and commitment for the coming twelve months. 
 

Recommendation(s): To adopt the Value for Money Strategy.  
 

Attachments  EKH Value for Money Strategy 2018.  
 

Risk considerations: 
 

EKH had made commitments to both residents and owner 
Councils around improved services, greater efficiency and 
economies from bringing four services into one.  It is important to 
the reputation of EKH that we provide a framework which enables 
these commitments to be realised. 
 

Legal/regulatory 
considerations: 
 

The VFM strategy discharges EKH legal responsibility under the 

LGA 1999 section 3[1]. 

Finance/resources 
considerations: 
 

There are no direct financial impacts arising from the report, 
however clear direction on VFM should generate efficiencies 
within of the organisation. 
 

Equalities 
considerations: 
 

There are no direct equalities considerations arising from this 
report. 

Health and safety 
considerations: 
 

There are no direct health & safety considerations arising from 
this report. 
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Background 

1.1 The Finance & Audit Sub-Committee has responsibility for approval of the Value for 

Money (VFM) Strategy and resulting action plan.   

1.2 The previous VFM Strategy was approved in January 2015 and the EKH has moved 

on significantly since then.  The Finance and Audit sub-committee considered the 

revised strategy at their meeting in March 2018 and approved the strategy. See 

attached.  

1.3 In compiling the strategy areas of concern around performance and data were 

identified. Actions to address the performance and data will be made to the Board 

meeting in June 2018. 

Value for Money Strategy  

2.1 East Kent Housing operates in an environment where delivering a high performing 

service, that is efficient and cost effective is essential.  The owner Councils and 

residents expect that resources are used effectively and EKH need a clear method by 

which to demonstrate this. 

2.2 The strategy seeks to define value for money, identify the key principles and outline 

the proposed reporting arrangements.  It is proposed that an annual self-assessment 

is developed giving consideration to how we have delivered VFM across the five key 

principle headings, what our key successes in year were and what outline proposals 

for improving VFM in the future EKH has.  This self-assessment will also incorporate a 

brief summary of our performance over the following headings, our costs, use of our 

assets, our services, our people and social & environmental returns. 

2.3 EKH will need to develop a culture to support the VFM Strategy and ensure that it is 

not perceived by the organisation to be a finance function, but rather embedded into 

the organisational thinking.  
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Value for money - outline strategy and key principles 
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1. Background  
 
The current Value for Money Strategy for East Kent Housing (EKH) was approved by Finance 
and Audit Committee and Board in January 2015. Though the principles set out in that 
strategy  remain sound,  East Kent Housing in terms of personnel, structure and the Board 
have changed significantly since then and also, just as significantly, has the understanding of 
the base VFM position i.e. where EKH is now. 
 
Members should also be reminded that East Kent Housing was set up with the raison d’etre 
to achieve economies of scale and improve tenant services. Therefore VFM is in the DNA of 
EKH.  
 
In essence the strategy will set out actions and principles that need to be in place to move 
EKH from where it is now, the Base Line position, to where it wants to be i.e. mid to top 
quartile provider of housing services, and maintain that position.  The principles of the 
previous strategy have been reviewed, revised and where appropriate are incorporated in this 
strategy. 
  
EKH is committed to providing services that represent Value for Money to its owner Councils 
and residents.  EKH works within a wider financial framework that is designed to plan, 
monitor and control its financial position and exposure to risk.   
 
Delivering value for money is a continuous process for improvement for the organisation but 
to be successful the value for money strategy must be considered a key business strategy 
integral to all other strategies, not a standalone strategy.  
  
 
2. Definition 

 
VFM is generally defined as the relationship between economy, efficiency and effectiveness, 
as illustrated below  
 
 

 
Source National Audit Office   
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In addition to the above, we need to make difficult strategic choices, so we must challenge 
ourselves to consider the purpose, value and quality of services we provide. 
 
Purpose Being clear about our organisational purpose, values and objectives will help 

shape decision making and prioritisation 
 
Value  How does the cost of the service compare to others?  This could be a straight 

unit cost comparison or a percentage of overall costs  
 
Quality Quality is not about excellence, but rather about determining an agreed 

acceptable standard which is consistently adhered to. 
 
The table below, from HouseMark, illustrates the relationship between cost and satisfaction  
for EKH housing management costs 2016/17 within its peer group: 
 

Satisfaction  

 
                                                     <   Cost >   
This shows that compared to its peer group, EKH is low cost i.e. £254.05 per property with 
satisfaction at the medium of 86.5%.  This represents top quartile in costs and 2nd quartile in 
satisfaction.  Please note the current updated satisfaction data will affect this position. 
 
3. Drivers and duty to deliver  Value for Money 

 
Local Authorities have a ‘Duty of Best Value’ to “make arrangements to secure continuous 
improvement in the way in which its functions are exercised, having regard to a combination 
of economy, efficiency and effectiveness (LGA 1999, section 3 [1]). This “Duty” is 
incorporated in section 5 of the EKH management agreement ‘Duty of Best Value’.   
Therefore this ‘Duty of Best Value’ applies to EKH as a controlled company of our member 
councils.   
 
We therefore have an obligation to both our partner councils and the residents we serve to 
ensure that the resources provided to us are used effectively and provide value for money. 
Money saved can be reinvested in improving services or the quality of the accommodation 
that we manage.  
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The regulatory regime for the social housing sector places heavy emphasis on VFM for 
registered providers.  Although the VFM standard, part of the RSL economic standards,   
does not apply to stock-retaining local authorities or ALMOs, this greater emphasis on VFM in 
the sector provides examples of good practice to follow. The changes to the sector’s 
operating environment means there is an even greater need to ensure the best use of 
available resources and to deliver the best possible service and outcomes to residents. 
 
As the authorities’ agent for the delivery of the housing management service, East Kent 
Housing must itself be able to demonstrate it has measures in place to drive and secure 
value for money. This VFM strategy and other strategies are evidence of measures being in 
place.  

 

4. Key principles of our value for money strategy 

4.1 Understanding the baseline position - where are we now?  

Time invested in understanding the baseline position will enable EKH to: 

- Understand our residents’ and stakeholders’ needs  

- Aid the setting of appropriate targets 

- Help prioritise both service development options and service improvement actions 

- Aid measurement of the scale of service improvement 

- Provide a useful benchmark for all stakeholders to measure the organisation against. 

Two benchmarking data sets have helped to inform the base line – HouseMark,  EKH 2017 
residents’ survey and . 
 
4.1.1 HouseMark data 2016/17 to 2015/16 
 
The report East Kent Housing Benchmarking Summary 2016/17 received by the Finance & 
Audit Sub-Committee in January 2018 sets out the position on many of EKH indicators.  In 
summary, this showed that EKH is, based on the data for 2016/17, providing VFM in a 
number of key areas.  There are also areas of poor performance – i.e. Corporate Health Q3.  
The full report also showed gaps in EKH data which have been addressed and we expect to 
have full data set for the 2017/18 year.  
 
Summary table  
 

 
Housing 

Management 
Responsive 
Repairs/void 

Major 
Works/ 
Cyclical 

Estate 
Services 

Corporate 
Health 

Cost Q1 Q2 Q1 Q1 n/a 

Performance Q1 Q1 Q2 n/a Q2 Q3 

Satisfaction Q2 Q1 Q2 Q2 n/a 

Key  
 

Q1 Q2 Q3 Q4 n/a 

Good Moder

ate 

Below 

average 

Poor No data 
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4.1.2 Resident Survey 2017 
 
In addition to the HouseMark data, a resident survey was conducted between September and 
November 2017 and the following table provides a brief overview of the results  : 
 

East Kent Housing (as a whole) 2012 2015 2017 
HouseMark 
median 

Quality of home 87% 87% 81% 84.20% 

Neighbourhood as a place to live 86% 84% 78% 82.40% 

Repairs & maintenance (overall service) 86% 83% 78% 81.10% 

*EKH contractor data base on time 
repair carried i.e. most recent repair. 

98.3% 99.9% 99.7% n/a  

Overall service provided by EKH 89% 87% 82% 86.00% 

Rent provides VFM 90% - 84% 86.00% 

Service charges provide VFM 79% - 47% n/a 

Listens to views and acts upon them - - 61% 67.00% 

Key: Q1 Q2   

(Results rounded to nearest whole number) Q3 Q4   

*supplied by the contractor. This does not comply with the definition required by the 
HouseMark data – overall satisfaction with repairs service.  
 
The baseline position is not where EKH wants to be. There has been a deterioration in 

satisfaction across all areas, lower quartile performance and gaps in data and no complete 

top quartile performance.  Officers are currently analysing the data to understand the 

responses from residents for review by the Corporate Management Team. The findings with 

appropriate actions to address the issues and fill any gaps in data, as required, will be 

reported to the Board Meeting on the 4th June 2018. 

4.2 Establishing links to the business, its plans and strategies  

The VFM Strategy is a key part of that framework and a standalone strategy would not be an 
effective one. Value for Money is the golden thread which runs through and informs the EKH 
Business Plan, strategies and targets in particular, the following strategies shown below:     
 

Strategy  Status  Commentary   
Accommodation and ICT  March 2018 The combined strategy with the 

implementation of the single system will 
enhance VFM. 

Welfare reform strategy  Implemented  The strategy and action plan is in place to 
ensure VFM in terms of mitigating income loss 
and providing sound tenant advice.  

Customer Access  2018/19 A dedicated Customer Contact Team and 
single phone number will only enhance VFM 
once fully implemented.  

Resident Involvement 
Strategy  

March 2016 This strategy has the residents at heart with 
dedicated officers in place to listen to and 
work with them. 
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People Strategy  October 2018 We intend to start work on the strategy in April 
2018 by carrying out a staff survey and 
workshops. 

Procurement   Actions 
included in the 
EKH Business 
Plan 

The procurement approach is being 
developed and will contribute significantly to 
achieving and maintaining VFM. This will 
involve working closely with our member 
councils and other stakeholders.  

Estate Strategy  December 
2018 

The Estate Strategy has now been adopted 
by the Board and inter alia aims to improve 
estate conditions across EKH. 

 

4.3 Performance Management Information 

Ongoing performance management data is an essential element of a VFM framework.  The 

information needs to be timely, fit for purpose, accurate and presented in a useable fashion.  

The data provides an essential measure of VFM for Managers, the Board, Residents, the 

councils and other stakeholders to assess the progress and achievement of targets as well 

as assessment on VFM. 

Quarterly reports are presented to the Senior Managers, Area Board, client councils and the 

main Board of EKH.  This information has improved from the last strategy and will continue to 

be developed, identifying new measure and ways of collecting data, to ensure it is suitable to 

each stakeholder group and presented in the most appropriate way.   

The real challenge for a service organisation in the public sector is to assess and evaluate 

the value of good service as opposed to the hard measures of performance such as arrears 

and re-lets.  Improvements to the estate environment and reductions in anti-social behaviour 

are key measures for VFM from a tenant’s perspective.  Developing a more sophisticated 

means to measure customer satisfaction has to be a key element of our VFM strength.  For 

example, this could be smaller scale surveys which focus on particular areas of 

underperformance. 

4.4 Setting & Embedding a VFM Culture 

It is essential that VFM becomes an embedded part of everyday culture within EKH to ensure 

its effectiveness.  This is most effective when all aspects of the business give consideration in 

their everyday thinking and decision making to the efficiency, effectiveness and economy of 

their choices.   

In order to achieve this, these five aspects should be considered: 

- Governance The role of the Board, setting a clear strategic direction, objectives, 

priorities and targets.   

The Board will oversee the challenge and scrutiny of performance data, ensuring they 

hold the CMT accountable for performance against the VFM actions and objectives 

agreed annually.   

They will challenge proposed recommendations where VFM is not evident.  Ensure 

any surpluses made, or enhanced performance delivered, is re-directed in a way that 

is in line with agreed strategic objectives and enhances service delivery. 
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- Financial Stewardship Understanding the use of our resources is an essential 

part of VFM, understanding our cost base is the first step towards this.  EKH needs to 

ensure it understands the basis of its costs and the sensitivity of those elements.  

Robust financial management of costs will be essential in ensuring the maximum use 

of resources is achieved, information should be accurate and timely and tailored to 

the user, to ensure effective decision making is taken.  

The budget setting process will challenge annually costs and contracts to ensure VFM 

is being achieved. The same challenge should take place for any new initiatives 

agreed during the year or through the budget process. 

- Performance Management It is the role of the Board and CMT to ensure all aspects 

of VFM are taken into consideration through the Performance Management 

framework in place within EKH. 

 This should include providing focus upon the priorities and acknowledging not 

everything can be improved, identification of the service review programme annually, 

and examination of the sector for best practice. 

 Ensure targets set are agreed, realistic and measured against.  Clear accountabilities 

should be established from the outset, and measured against; corrective or 

preventative actions should be taken where appropriate and necessary. 

 Examine the approach to benchmarking.  HouseMark data has been used as a tool to 

identify the baseline.  Explore if a structured approach like Housemark provides the 

best baseline data, or whether collaboration with close peers, peer to peer reviews or 

self-assessment are more appropriate tools of measurement.  

The merger of four services and the implementation of the single housing 

management system provide an ideal opportunity to review all our procedures and 

processes to ensure that they are consistent and meet the principles set out above. 

- Procurement 

A primary focus in delivering VFM for our tenants, leaseholders and client councils.  

EKH spends circa £35m pa on services procured from other organisations. 

Development of the procurement plan and asset management strategy should have 

clear ties to the VFM strategy; a successful approach should also consider the long 

term interests of the residents and councils as well as the lifetime costs and 

environmental issues. 

Assessing value for money and quality (as opposed to simply assessing price) is not 

easy and we need rigorous and transparent processes in place to measure these 

aspects of our procurement processes.  

- Customer focus 

The Resident Involvement team gives renewed focus to the importance of customer 

focus within EKH with a clear strategy in place.  
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EKH has an established governance structure through the Area Boards/Resident 

Panels to ensure meaningful resident involvement.  In order to ensure meaningful 

VFM involvement EKH will ensure the Area Boards/Resident Panels: 

- Assist in the setting of our service priorities 

- Have input into the service review programme 

- Help shape the specification of significant procurement contracts 

- Develop performance and success measures 

- Monitor performance data 

- Review benchmarking data, holding management to account 

- Propose where re-invested efficiency gains should be focused. 

Whilst this is not a regulatory requirement for EKH, it is considered to be good practice.  

An important element of the regulatory framework is the tenant scrutiny process, which 

enables tenants to systematically review different elements of the service provided by 

their landlord.  We need to ensure that such reviews not only focus on process and 

outcomes but also include an evaluation of VFM. 

 
5. Summary of Value for Money responsibilities within EKH 

Ultimately the Board of EKH is responsible for the delivery of the VFM agenda:  
 
The Board will be responsible for: 

• Ensuring that VFM is incorporated and delivered in all the strategies for EKH 

• adopting the overarching principles  set out in this Value For Money Strategy 

• fostering a culture of Value For Money in all aspects of EKH’s activities 

• challenging value for money assumptions in the Delivery Plan and other 
projects and initiatives 

• approving VFM targets and objectives as part of the financial planning 
process 

• determining priority and actions after consideration of the baseline position. 
 

The Management Team will be responsible for: 

• Recommending to the Board additions and amendments to this VFM Strategy 

• Implementing the strategy approved by the board 

• Establishing the baseline position and giving consideration to priority actions 
to address areas of poor performance. 

• Involving managers in the implementation of the VFM strategy 

• Ensuring managers incorporate VFM principles in the course of service 
reviews and tenant scrutiny panels 

• Ensuring that a VFM culture is encouraged and embedded in EKH’s staff, 
structures, operations and communications. 

 
 

6. Setting of VFM targets and Annual Review of effectiveness 

 

It is proposed annually in March we make a commitment to how we will seek to deliver 

value for money and setting future targets for EKH.   

This would follow a review of the most recent benchmarking data in January. This data 

would also inform EKH business plan and strategies. 
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For each of the five fundamental aspects noted above (Governance, Financial, 

Performance, Procurement & Customer focus) we will outline our proposed approach with 

regards to VFM for the coming year.   

 

In line with the approach undertaken by Registered Providers who produce an annual 

VFM statement, we will undertake an annual self-assessment of our progress, will note 

our key successes within the year and our desired ambitions for the future.   

 

Within the annual self-assessment we will also make an evaluation of the overall use of 

our resources under the following headings: 

 

• our costs;  

• using our assets; 

• our services; 

• our people,  

• social & environmental returns. 

 

The document will be made available to all residents.  This document will be developed 

over time. 
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Introduction 
 
Risk is inevitable and therefore risk management is an important aspect of an 
organisation’s processes and culture.  East Kent Housing (EKH) is exposed to risk 
through threats to service provision, failure to deliver its strategic objectives and from 
the potential of lost opportunities.  It is important that the Councils and residents can 
see we are considering the impact of these threats and opportunities and taking 
appropriate action, to provide the best possible service to all our stakeholders. 
 
Under the Companies Act it is a legal requirement to have a sound system of internal 
control, including adequate and effective risk management.  Good corporate 
governance requires a sound system of risk management to be in place, and the 
Homes & Communities Agency (HCA) who regulate social housing also expect 
housing providers to effectively manage risks.   
 
The Finance and Audit Committee receive regular updates on our risk exposure and 
the progress on mitigating actions, and review the risk strategy on an annual basis, 
reporting back to the Board with recommendations. 
 
Ultimately, effective risk management will help ensure EKH maximises its 
opportunities and minimises the risks it faces, improving our ability to achieve our 
strategic objectives and have an effective and sound system of governance in place. 
 
 

Statement of Commitment 
 
Risk is a factor of everyday life and can never be eliminated completely.  Therefore it 
is essential that risk management is embedded within EKH and is incorporated into 
our normal management and business processes.  All employees must understand 
the nature of risk and accept responsibility for risks associated with their area of 
authority.  Managers need to actively participate in risk management and support the 
employees in their responsibilities.   
 

  
Our Objectives 
 
East Kent Housing’s risk management objectives are to: 
 

• Identify, manage and mitigate risks which may prevent EKH achieving its 
strategic objectives 

• Reduce the total cost of risk to EKH 
 
These objectives will be achieved by: 
 

� Operating an effective risk management framework that identifies risks and 
provides a structured approach to managing and monitoring risks at all levels 
Embedding risk management within our decision making and business 
planning to enable better informed decision making 

� Have a proactive approach to managing and anticipating events before they 
happen 

� Learning from our mistakes, and near misses 
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Risk Management Process 
 
The starting point for risk management is a clear understanding of what EKH is trying 
to achieve.  Risk management is about managing the threats that may hinder 
delivery of our priorities and core services, and maximising the opportunities that will 
help deliver them. It is important that risk management is aligned to the service 
plans, delivery plan, financial planning, policy making, performance management 
and strategic planning of the organisation and addition to meeting our statutory 
obligations as a corporate body. 
 
Furthermore EKH ought to develop future plans such as the Medium Term Financial 
Plan with a clear understanding of the risks & opportunities such proposals present 
to the business. 
 
 
 

 
 

 
 
 
 
 
 
 

Identify - What 
could go wrong?/ 

What are the 
opportunities?

Assess - How likely 
is it to happen and 

what is the impact if it 
does?

Control - What 
should be done about 
the risk? Who owns 

the risk?

Monitor and 
Review - Are the 

controls effective and 
has the risk changed?
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Risk Appetite 
 
Risk Appetite can be defined as ‘the amount of risk than an organisation is willing to 
take in order to meet its strategic objectives.’ 
 
Working together, the Board will develop a risk appetite for EKH which is practical 
and pragmatic, recognising that some risks will always exist.  In order to undertake 
this effectively it is important to be clear about what risks EKH can tolerate or cope 
with.  By setting our risk appetite, we define the amount of exposure to risk the 
organisation is prepare to accept or tolerate if the risk should crystallise i.e. become 
a reality. 
 
EKH risk appetite will be considered annually by the Board having regard to 
decisions and changes made during the year, to see whether that changes the risk 
profile.  The Board may decide, through that process, to have different monitoring 
arrangements in place for risks above a certain score on the register. 
 
The risk appetite defines trigger points to consider escalation of risk, which gives all 
employees clear guidance about the levels of risk they are able to take and tolerate, 
and when they need to escalate risks to their managers or the Board for approval.  
Who the risk is escalated to depends on the risk register with which it is associated.  
 
Strategic Risk Register 
 
The Strategic Risk Register contains those risks with a score of 6 or more.  A 
strategic risk is defined as a risk to the delivery of EKH’s strategic objectives. The 
Strategic Risk Register is monitored monthly by the Operational Management Team, 
and is reviewed by the Finance and Audit Committee at every meeting.  These risks 
are also reviewed by the Board on a six monthly basis, and the Finance and Audit 
Committee, Chief Executive or Operational Management Team will make the Board 
aware of any risks which have a score of 9 i.e. the highest level of risk exposure, at 
its next meeting. 
 
Operational Risk Register 
 
The Operational Management Team are responsible for maintaining the “Operational 
Risk Register”.  Operational risks are defined as the risk of loss or gain resulting from 
inadequate or failed internal processes, people, systems or external events or a 
threat or loss of organisational assets including reputation.  
 
There is a close link between operational and strategic risks and an operational risk 
may escalate and become a strategic risk, if it scores 6 or more on the Operational 
Risk Register.   
 
Both the Strategic and Operational Risk Registers are monitored by the Operational 
Management Team on a monthly basis.  This involves identifying any new and 
emerging risks, changes in existing risks and identifying those which no longer 
represent a risk.  
 
Directorate Risk Register 
 
Each Directorate keeps its own risk register for risks within that area, known as the 
“Directorate Risk Register”.  For the purposes of this Strategy, the Chief Executive 
also has a Directorate Risk Register.   
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Directorate Risks are defined as the risk of loss or failure to achieve measures set 
out in Directorate Service Plans.  Risks which score 2 or above on Directorate Risk 
Registers are escalated to the Operational Risk Register.  Directorate Risk Registers 
are monitored monthly at directorate team meetings. 
 
For complex projects, for example the Single System, there will also be project risk 
registers which are maintained.  Project risks threaten the delivery of the project, 
where that be delivery within the timescale, within the budget etc. Those risks which 
score above a 2 or above on the project risk register will be escalated to the Director 
with responsibility for the delivery of the project, and will be reviewed by the 
Operational Management Team. 
 

 
Identifying Risks 
 
As set out above, everyone has a responsibility to identify and monitor risks within 
their area of responsibility and to bring risks to the attention of their manager.  
Managers have a responsibility to put in place controls to help manage risks and to 
gain assurance that risks are being adequately managed, and to escalate risks that 
could impact on the delivery of service and Directorate objectives and therefore, 
ultimately, our Strategic Objectives.  In particular, risks are identified by managers at 
a directorate level, directors and heads of service at an operational and strategic 
level.  Identify the potential risks and opportunities that may arise within the scope of 
the organisation.  We may choose to take a risk to benefit the organisation, and if we 
do so, the risk must be managed in order to increase the chance of the desired 
outcome being achieved. 
  
When the Strategic Objectives, policies and strategies are developed, emerging risks 
will be identified and included within the appropriate risk category. 
 
All risks identified will be recorded on the appropriate risk register.  Each risk needs 
to be allocated an owner who will be responsible for taking the lead on its 
management. 
 
Guidance on identifying risks and defining risks is available on the intranet at 
https://intranet.eastkenthousing.org.uk/media/2887/risk-management-strategy-
guidance.docx 
  

 
Assessing Risks 
 
Having identified the risks, it is then necessary to assess which are going to pose the 
greatest threats or opportunities to the organisation, by looking at both the likelihood 
of the risk occurring and the impact that might result, to establish an overall risk 
rating. 
 
All risks should be scored and are plotted on the risk map and put onto the 
appropriate risk register, so risks can be prioritised and managed appropriately.  
Employees, managers and directors should use their knowledge and judgment when 
deciding on the score for both likelihood and impact.  These scores are multiplied 
together to give the overall risk assessment score.  The definitions of likelihood and 
impact are set out below:- 
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Likelihood 
 
Rating Score Likelihood 
Very likely 3 More than 75% chance of occurrence 

Regular occurrence 
Circumstances frequently encountered 

Likely 2 31%-75% chance of occurrence 
Likely to happen within next 2 years 
Circumstances occasionally encountered 

Unlikely 1 Less than 30% chance of occurrence 
Circumstances rarely encountered or never encountered 
before 

 
Impact 
  
Rating Score Impact 
Major 3 Loss of service for a significant period 

Fatality to an employee, service user or other 
Financial loss in excess of £250k 
Intervention in running service 
Failure to achieve a major corporate objective 
Breach of law 

Significant 2 Service interruption 
Significant or disabling injury 
Financial loss between £50k-£250k 
Adverse media coverage/ high levels of service user 
complaints 
Failure to achieve a delivery plan objective 

Minor 1 Minor service disruption/ short term inconvenience 
Minor injury 
Financial loss less than £50k 
Isolated service user complaints 
Failure to achieve a team objective 

 
 
 
Risk Map 
 
To establish the simple scoring risk multiply the likelihood by the impact.  This will 
provide an overall score for each risk and identify where they sit within the risk 
matrix. 
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Inherent and Residual (target) Risk 
 
When a risk is identified, it is scored as an “inherent risk”, which is our exposure to 
the risk if no action is taken to reduce or mitigate it.  It is important to capture the 
inherent risk score, as this is the exposure to EKH if any mitigation measures are 
unsuccessful. 
 
Each risk is then given a residual “target” risk score.  This assumes that the control 
measures which are put in place are successful, and is the residual risk that the 
organisation is exposed to.  Therefore it is necessary to look at whether the controls 
are working to reduce the inherent risk.   

 
 
Control Measures 
 
 
There are four methods that can be applied when controlling and managing risk: 
   

• Terminate 
Some risks can only be addressed by stopping the activity which gives rise to 
the risk (if possible). 

• Transfer 
For some risks it may be possible to transfer the liability to another party e.g. 
through insurance, partnering or to a contractor either partially or fully to share 
the exposure.  This may have a financial cost attached. 

• Treat 
Introduce controls and take action to reduce the likelihood of the risk 
occurring, or the impact. 

• Tolerate 
Some risks can be tolerated without any further action being taken.  For some 
risks, no further action may be possible or the cost may be disproportionate to 
the potential benefit gained (consideration should be given to a contingency 
plan for handling the impact if the risk crystallises) 
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If the option is to treat or control the risk, then a decision needs to be made on the 
best control to put in place.  Controls need to be proportionate to the risk and need to 
give reasonable assurance that the loss will be confined to within the risk appetite.  
You should set out the date when you think the control will be effective so it can be 
monitored to see if it has reduced the risk exposure of EKH.  There are four types of 
controls; preventative, corrective, directive and detective. 
 
Preventative: to limit the possibility of an undesirable outcome happening. 
Corrective: to correct undesirable outcomes which have already happened. 
Directive: to ensure a particular outcome is achieved. 
Detective: to identifying whether undesirable outcomes have happened. 
 
More information and examples of control measures are set out on the intranet at 
https://intranet.eastkenthousing.org.uk/media/2887/risk-management-strategy-
guidance.docx 
 
 

 
 
Review 
 
Risk management needs to be a continuous process, as risks will emerge and 
existing risks may change.  Having identified the risks, it is an essential part of the 
management process to routinely monitor that the approach taken is appropriate to 
the current circumstances of EKH and the risk itself. 
 
The key questions that should be considered when reviewing the risk are: 
 ○ Are the risks still relevant? 

○ Has anything occurred that could impact upon them? 
○ Are performance indicators appropriate? 
○ Are the controls in place effective, appropriate and cost effective? 
○ Have the risk scores changed? 
○ If risk profiles are increasing, what further controls might be needed? 
○ If risk profiles are decreasing, can controls be relaxed? 

 
Where possible, we will aim to move risks to a lower level (i.e. from high to medium-
high).   At each review the current risk score will be reassessed, bringing into 
consideration the current status of the risk, actions completed and outstanding.  We 
will look to achieve this through effective management of the controllable aspects of 
the risk and mitigation to reduce the potential impact upon EKH.  Where this is 
practical to do, an audit trail will be kept of the original risk assessment and what 
steps have been taken to successfully reduce the level of risk exposure.  This will 
allow us to learn from the risks.   
 
In addition, risks will be tracked to establish the general movement in risk profile of 
EKH and to ensure focus remains upon targeting action to high level risks. 
 
Risk monitoring, if effective, will be part of the EKH culture and everyday thinking.  
However, as a minimum standard, during the monthly review process, the 
Operational Management Team will consider if any risks either need to be brought to 
the urgent attention of the Board, Client Officer group or Chief Executives forum.   
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The Operational Management Team have risk management as a standing item on 
their monthly meeting.  They will discuss the current risk matrix, as well as any 
emerging issues.  The Operational Management Team will also discuss emerging 
issues (both internal and external) on a monthly basis to determine if new risks have 
emerged, or current risks/actions need amending.   
 
A quarterly review of the risk register will be considered by the Finance and Audit 
Committee.  The Board will receive a report annually on the current risk register and 
a review of the Risk Strategy and Process (although they receive a report from the 
FASC at every board meeting). 
 
Annually the FAC will also consider whether a total refresh of the Risk Register is 
required, in particular if the business has seen significant change during the prior 
twelve months or significant change is forecast for the coming year. 

 
Responsibilities for Risk Management 
 
Responsibility for risk management should run throughout EKH.  Clear identification 
of roles and responsibilities will ensure the successful adoption of risk management 
and embed it within our culture.  The following table sets out the roles and 
responsibilities clearly:- 
 
 
Group Role Responsibility 
Board  Ensure that EKH 

achieves its strategic 
objectives and uses its 
resources in an 
efficient and effective 
way. 

To ensure that effective risk 
management arrangements are in 
place. 
To consider risks within Board 
reports for policy implementation 
and decision making. 
To ensure that risk management 
assists in the performance, 
governance and integrity of EKH. 
Consider the annual review reports 
recommended by the Finance & 
Audit Sub-Committee. 
Setting the risk appetite 

Finance & Audit 
Committee 

Oversee the financial 
governance, internal 
control systems and 
risk management 
processes of EKH 

To ensure suitable arrangements 
exist for risk management and 
internal controls 
Advise the Board on the 
effectiveness of risk management 
and internal controls within the 
organisation 
Monitoring risk management within 
the organisation 
Agreeing the risk strategy 

Chief Executive Responsible for the 
operational 
management of the 
organisation, ensuring 
that an effective risk 
management system is 
in place 

Providing leadership and direction 
over risk management 
Recommending the risk strategy 
Conducting an annual review of 
effectiveness of the system of 
internal control  
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Group Role Responsibility 
To communicate and implement 
the agreed strategy and process 
Support the Board to determine its 
risk appetite 
To ensure that adequate training is 
in place across the organisation to 
support the management of risks 

Directors and Heads 
of Services 

Ensure risk is 
managed effectively, 
efficiently and 
economically across 
the organisation and 
their own service areas 

To have overall responsibility for 
organisational risk within their 
service area, and to alert the Chief 
Executive/Director of any 
significant emerging risks. 
To allocate clear responsibilities for 
risk controls and action plans and 
actively manage risk within their 
area. 
To ensure all reports consider risk 
management. 
Regularly review the risk register in 
their area of responsibility. 

Managers Manage risks 
effectively in their 
service area 

To implement the agreed risk 
management process and monitor 
its effectiveness, bringing to the 
Director’s attention any 
weaknesses. 
Identify emerging risks and bring to 
the attention of the Director at the 
earliest opportunity. 

All employees Supporting risk 
identification and 
assessment 

To gain an understanding of risk 
management. 
To identify team specific risk 
management issues. 
To undertake risk management 
training where required. 

EK Audit Partnership To focus audit work on 
the significant risks and 
provide an 
independent 
assessment of the 
effectiveness of risk 
management 
procedures and 
controls 

To review the effectiveness of EKH 
arrangements for risk 
management, internal controls, risk 
assurance. 
Utilise the Risk Register and the 
agreed Board Risk appetite to 
develop a risk based audit plan 
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Title: 
 

Annual Leave Consultation 

Meeting: 
 

Board 

Date: 
 

12 March 2018 

Author and contact 
details: 
 

Deborah Upton, Chief Executive 
Deborah.upton@eastkenthousing.org 
Tel: 07879 890145 
 

Summary : This report sets out proposals to change the annual leave 

policy to make it easier to recruit and retain staff, and to 

sever the link between performance and annual leave. 

Recommendation(s): 
 

That members agree to consult with staff on proposed 
changes to the annual leave policy.  

 
 

1. BACKGROUND 

 

1.1 The current annual leave policy was written in 2014 and came in to effect from 

April 2015. The entitlements offered by the policy are the same for all EKH 

employees regardless of pay grade: 

  

● 24 days basic annual leave 

● Public & Bank holidays 

● 3 non- statutory (discretionary) Christmas leave days. 

                          

In 2014 the rationale for the policy change was to equalise leave entitlement 

between employees at all levels within the organisation. The annual leave 

entitlement was the same for everybody and not be dependent on grade or length of 

service. 

 

1.2 The policy also allows for additional consolidated and non-consolidated days 

leave per year subject to positive annual appraisals. The highest award is 2 days per 

employee.  

  

A policy amendment took place in February 2017, due to the launch of the East Kent 

People payroll system in November 2016. We moved to harmonise the annual leave 

year to run from April to March which allowed employees to book their leave through 

the self-service system. This came in to effect from 1st April 2017. Prior to this the 

annual leave ran from the start of the employee’s birth month. 
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1.3 An exercise was undertaken to collect benchmarking data (Appendix 1) on the 

annual leave entitlements and policies of both other local organisations in the same 

sector and local authorities. All of the nine analysed offered extra annual leave for 

length of service commitment (i.e. continuous local government service). Six of these 

offered 5 extra days after 5 years service and 3 of these offered 3/4 days extra 

annual leave also after 5 years service. 

  

1.4 All nine of the organisations also had grade related annual leave figures 

whereby the basic leave entitlement was a higher number of days for more senior 

level pay grades.  During the recruitment exercise for senior staff over the last two 

years, all have been awarded additional leave to reflect the existing leave entitlement 

in the roles they were holding.  We have struggled to recruit staff in Property 

Services, with three rounds of recruitment, and for several of these posts we have 

had to offer additional leave to attract candidates. 

  

 

2. PROPOSALS 

 

2.1 We would like to consult staff on introducing a new annual leave policy, a 

copy of which can be found at [insert hyperlink].  The proposed new annual leave 

policy introduces two changes to the leave entitlement calculation: 

 

● a basic annual leave entitlement which is grade related, 

● an annual leave entitlement that increases in line with an employees 

commitment to the organisation through their length of continuous service. 

 

2.2 Firstly it is proposed that EKH adopt a grade related policy to give us a more 

attractive and competitive stance in the future recruitment of senior levels posts. This 

will be in line with other local authorities and housing sector organisations who 

compete in the same area to attract staff at this level. 

 

2.3 Secondly it is proposed that EKH adopt a continuous service, reward related, 

annual leave entitlement scheme. This allows an employee to become eligible for an 

extra day of leave with each completed year of continuous service at the start of the 

next leave year up to a maximum of 5 days at the point of 5 years continuous 

service. This scheme rewards employees for their commitment to EKH. 

 

2.4 At this present point in time, if we adopt this service related policy for annual 

leave entitlements it would result in some employees being rewarded with more 

annual leave allowance than they currently hold, due to high continuous service 

figures.  Those staff are already likely to be at or near the maximum leave allowance, 
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however, as they TUPE transferred with their existing leave.  We are awaiting the 

figures from EKHR, and these will be provided at the Board meeting.  We do not 

anticipate that these changes will provide us with any issues in covering the service, 

and now that we have moved to a service based team approach it makes service 

cover easier to provide. 

 

2.5 We would also like to take this as an opportunity to sever the link between 

performance and additional leave, through the appraisal process.  This would mean 

that those staff who are already at 30 days, including senior staff, would not receive 

any additional leave.  We would like to look at alternative ways of rewarding 

performance this year, as part of our consultation on our People Strategy. 

 

 

3. CONSULTATION 

 

3.1 If the Board is happy with the proposals, then we would need to start a 

consultation process with the recognised Trade Union, Unison. 

 

3.2 It is proposed to consult under EKH’s Employment Stability Policy. The 

consultation period will be 45 days.   Once all feedback has been received and 

considered, the policy will be finalised and then presented to the Board at its meeting 

in June.  

 

4. EQUALITY IMPACT ASSESSMENT 
 
4.1 In the application of a new policy, it is essential that a fair and consistent 
approach is to be applied to all staff in order to minimise successful legal challenges. 
The organisation must ensure that in application of the policy, due regard must be 
given to all relevant legislation and in particular the Equality Act 2010 and the 
Employment Rights Act 1996. 

 
4.2 The purpose of an equalities impact assessment is to look at the changes that 
affect certain staff negatively and assess whether these changes are fair in terms of 
equality. This means that no individual or group should be more negatively affected 
than another in relation to the equality act protected characteristics. 

 
4.3 An equalities impact screening assessment has been undertaken and it is 
considered that a full EIA is not required. 

 
4.4 The proposed changes will have no impact on equality as they are fair in the 
respect that they do not discriminate against any particular equality group. 
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Title: 
 

East Kent Housing Quarterly Performance Report 2017-18 
Quarter 3 (1st October – 31st  December) 
 

Meeting: 
 

EKH Board 

Date: 
 

12 March 2018 

Author: 
 

Jonathan Hicks 
Jonathan.hicks@eastkenthousing.org.uk  

Summary : 
 
 
 
 
 
 
 

The following report sets out EKH performance for the third quarter 
of the year 2017-18. The report contains an executive summary to 
accompany a detailed report by performance indicator.   
 
The report finds that, compared to our Q2 position, overall EKH 
performance this quarter has: 
 

• improved in 7 indicators  

• dropped in 9 indicators 

• stayed the same in 1 indicator 
 
Out of a total of 17 targeted KPIs, 10 were in target at the end of 
quarter. Particular areas of good or improved performance can be 
seen in responsive repairs and complaints.  
 
We have seen a significant improvement in complaints, where 
measures have been put into place to centrally identify and 
respond to complaints within set timescales. 
 
Rent arrears have increased, particularly Dover and Thanet, where 
the introduction of Universal Credit continues to have a negative 
impact. 
 

Recommendation(s): 
 

To note the report. 
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Executive summary 

 
 

Income and Arrears 
 
For EKH as a whole: 
 

• We are under performing against targets for current tenant arrears, former tenant arrears and 
garage arrears 

 
Rent arrears have increased for each Council, particularly Dover and Thanet, where the impact of 
the Universal Credit (UC) roll-out is having a significant effect. In addition, the resourcing impact of 
UC is reducing our ability to tackle other arrears cases which continue to accrue.  UC cases 
continue to increase at Dover and Thanet at a rate of seven a day. 
 

The targets for arrears were set before the impact of UC was known and does not take account of 

the delays and negative effect on the figures. Levels of arrears at Canterbury and Shepway are 

expected to improve by year-end. However, we will not meet the overall target at year-end.  

UC is paid monthly and generally paid at least six weeks in arrears following the initial claim. This 

means that for all cases where a claim is made, arrears will build up during this time. As this is a 

new benefit this will continue to have an increasing effect. We will therefore continue to monitor 

both the impact on arrears and the increasing levels of resource needed to deal with such cases. 

 
Voids and re-lets 
 
For EKH as a whole: 
 

• We are under performing against targets for re-letting properties, both including and excluding 
major works 

 
Overall EKH performance has been negatively affected by longer voids times at Dover and 
Canterbury due to the continuing trend in increased scope of work and the time taken to secure 
new tenants. Although quarterly targets have been missed, EKH as a whole is in target for the 
year. 
 
Void times at Canterbury have increased due to a number of sheltered properties at (or associated 
with) St Gregory’s Court, Collard House and Franklyn House. These have all been re-let after 
being empty for several months. These properties are hard-to-let as the criteria for being housed 
here is either very specific (e.g. age restricted), or deemed not suitable for the applicant.  
 
We are also working closely with our repairs contractor, Mears to understand the issues that 
impact upon void turn around times, so that we can bring performance back into target. 
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Repairs and Maintenance 
 
For EKH as a whole: 
 

● Mears has met targets this quarter for completing emergency repairs, routine repairs and repair 
appointments kept and are in target for the year to date 

 
● P&R has met targets for heating and hot water repairs and appointments for both the quarter 

and the year to date 

 
● One property was without a valid LGSR at the end of the reporting period (31st Dec 2017) but 

this has since been completed 

 
● Satisfaction with repairs remains very high, with indicators for day-to-day repairs and heating 

repairs both in target for the quarter and the year to date 

 
● We are working with Mears and P&R to better understand the methods of measuring 

satisfaction as the current methodology is not reflective of the feedback being received from 
Area Boards, residents and their representatives. 

 

Capital spend 
 

● Capital spend (actual spend) is behind original projections, most notably at Shepway and 
Thanet.  The Client Councils have been kept informed of the changes to the original 
programme and projects that require deferral to the 2018/19 year.  These changes are included 
within the latest (2017/18) out-turn reports and the proposed budget allocations for next year 
(2018/19) that are at varying stages of the Council’s governance process. 

 
A comparison against Q3 last year and the 2016/17 year-end figure is shown below: 
 
 Q3 2016/17 Year-end 2016/17 Q3 2017/18 

Canterbury 46.35% 70.86% 43.31% 
Dover 52.96% 77.76% 47.86% 

Shepway 51.32% 100.29% 31.05% 
Thanet 37.96% 97.35% 23.69% 

EKH 47.35% 82.21% 36.73% 

 
At Q3, capital spend is 36.73% of the original approved budgets.  Throughout the financial year the 
original budgets and anticipated spend are amended through agreement and it is projected that 
spend will be above 90%. 
 
 
Customer Care (Complaints) 
 
For EKH as a whole: 
 
 

• The average number of days taken to close complaints this quarter is 8.08; but we are still 
outside our target for the year of 10 working days.  

 

•  100% of complaints were responded to on time 
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Performance on complaints was below standard for the first two quarters of the year and measures 

were put in place to address this. From 1st October all complaints fell under the responsibility of a 

single officer, who monitors all complaints correspondence and responses. Performance is 

therefore expected to meet or be close to target for the year by the end of Q4. 
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East Kent Housing Quarterly Performance Report 2017-18 

Quarter 3 (1st October – 31st December) 
Last updated 05.02.18 

 

Key to Symbols 

 

The RAG status icons compare the current performance to the target 

 

 Target not met, action required 

 Target almost met 

 Target met or exceeded 
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Property 
 

2017/18 result Q3 YTD Target 

Percentage emergency 
responsive repairs on time 

99.58% 99.59% 98% 

Percentage responsive 
repair appointments kept 

98.42% 97.85% 95% 

Percentage emergency 
heating repairs on time 

100% 99.91% 98% 

Percentage heating 
repair appointments kept 

100% 99.89% 95% 

Number of properties 
without a valid LGSR 

1 1 0 

Percentage of capital 
programme spent 

36.73% 36.73% 96.25%* 

 

 

Chief Executive 
 

2017/18 result Q3 YTD Target 

Average days taken to 
close complaints 

8.08 11.8 10 

Percentage of all 
complaints closed on time 

100% 71.71% 90% 

Average number of 
complaints per 1000 stock 

11.59 11.59 - 

Average total days lost to 
sickness YTD (per FTE) 

- 6.11 - 

Staff turnover YTD - 34.08% - 

 

 
 

Customer 
 

2017/18 result Q3 YTD Target 

Current tenant arrears as % 
annual rent income 

2.07% 2.07% 1.25% 

Former tenant arrears as % 
annual rent income 

1% 1% 0.97% 

Garage arrears as % annual 
garage income 

1.93% 1.93% 0.39% 

Average re-let time in days 
(all stock, excl. MW) 

18.03 14.23 17 

Average re-let time in days 
(all stock incl. MW) 

23.98 20.77 23.5 

 

Key performance scorecard (EKH as a whole, by directorate) 
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Customer 
 

Income & Arrears 
 

Scope Performance Indicator 
2016/17 Q1 2017/18 Q2 2017/18 Q3 2017/18 2017/18 YTD Annual Target 

2017/18 Value Value Value Value Value 

Canterbury  
Current tenant arrears as a percentage of the projected annual 
rental income* 

0.91% 1.52% 1.76% 1.64% 1.64% 1.04% 

Dover  
Current tenant arrears as a percentage of the projected annual 
rental income 

1.02% 1.36% 2.28% 2.75% 2.75% 1.40% 

Shepway  
Current tenant arrears as a percentage of the projected annual 
rental income* 

0.75% 0.98% 1.2% 1.15% 1.15% 1.04% 

Thanet  
Current tenant arrears as a percentage of the projected annual 
rental income 

1.45% 1.62% 1.97% 2.76% 2.76% 1.50% 

EKH 
Current tenant arrears as a percentage of the projected annual 
rental income 

1.03% 1.37% 1.8% 2.07% 2.07% 1.25% 

Canterbury FTAs as a percentage of the projected annual rental income** 1.49% 1.43% 1.36% 1.43% 1.43% n/a 

Dover  FTAs as a percentage of the projected annual rental income 0.46% 0.48% 0.62% 0.68% 0.68% 0.50% 

Shepway  FTAs as a percentage of the projected annual rental income 0.3% 0.33% 0.31% 0.42% 0.42% 0.50% 

Thanet  FTAs as a percentage of the projected annual rental income 1.11% 1.27% 1.14% 1.39% 1.39% 1.90% 

EKH FTAs as a percentage of the projected annual rental income 0.89% 0.9% 0.9% 1% 1% 0.97% 

 
*Calculated from Q1 projected annual rental income figure 
**Not measured as an EKH target (collected by CCC) 
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Income & Arrears  
 

Scope Performance Indicator 
2016/17 Q1 2017/18 Q2 2017/18 Q3 2017/18 2017/18 YTD 

Value Value Value Value Value 

Canterbury  Total current tenant arrears including court costs £229,689 £374,880 £432,919 £403,385 £403,385 

Dover  Total current tenant arrears including court costs £205,511 £285,069 £452,090 £544,304 £544,304 

Shepway  Total current tenant arrears including court costs £116,974 £151,840 £187,012 £179,091 £179,091 

Thanet  Total current tenant arrears including court costs £193,048 £214,703 £261,081 £364,310 £364,310 

EKH Total current tenant arrears including court costs £745,221 £1,026,492 £1,333,101 £1,491,090 £1,491,090 

Canterbury  Total former tenant arrears including court costs £375,251 £352,643 £334,964 £352,277 £352,277 

Dover  Total former tenant arrears including court costs £91,664 £101,515 £122,313 £133,982 £133,982 

Shepway  Total former tenant arrears including court costs £47,019 £51,423 £48,198 £61,159 £61,159 

Thanet  Total former tenant arrears including court costs £148,484 £167,367 £150,432 £183,895 £183,895 

EKH Total former tenant arrears including court costs £662,418 £672,948 £655,907 £735,313 £735,313 

 

 

Source data for Q3 rent arrears can be found here: R:\EKH\EKH Performance\1. Data\2017-18\Arrears\Q3 
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Income & Arrears 
 

Scope Performance Indicator 
2016/17 Q1 2017/18 Q2 2017/18 Q3 2017/18 2017/18 YTD Annual 

Target 
2017/18 Value Value Value Value Value 

Canterbury  Garage arrears as a % of the projected annual rental income 0.14% 0.97% 3.42% 2.56% 2.56% 0.39% 

Dover  Garage arrears as a % of the projected annual rental income 0.04% 1.33% 1.74% 2.14% 2.14% 0.39% 

Shepway  Garage arrears as a % of the projected annual rental income 0.03% 1.2% 2.18% 2.16% 2.16% 0.39% 

Thanet  Garage arrears as a % of the projected annual rental income 0.09% 0.21% 0.29% 0.33% 0.33% 0.39% 

EKH Garage arrears as a % of the projected annual rental income 0.07% 1% 2.03% 1.93% 1.93% 0.39% 

 

Scope Performance Indicator 
2016/17 Q1 2017/18 Q2 2017/18 Q3 2017/18 2017/18 YTD 

Value Value Value Value Value 

Canterbury  Garage arrears £475 £4,387 £15,467 £11,598 £11,598 

Dover  Garage arrears £236 £7,187 £9,315 £11,430 £11,430 

Shepway  Garage arrears £134 £4,764 £8,641 £8,527 £8,527 

Thanet  Garage arrears £287 £624 £891 £1,001 £1,001 

EKH Garage arrears £1,132 £16,962 £34,314 £32,557 £32,557 
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Voids & Re-lets 
 

Scope Performance Indicator 
2016/17 Q1 2017/18 Q2 2017/18 Q3 2017/18 2017/18 YTD Annual Target 

2017/18 Value Value Value Value Value 

Canterbury  Average days to re-let all  properties excluding major works 14.49 17.06 13.82 28.12 19.05 19 

Dover  Average days to re-let all  properties excluding major works 10.77 10.43 10.65 17.16 12.86 15 

Shepway  Average days to re-let all  properties excluding major works 18.56 11.35 13.67 15.45 13.62 19 

Thanet  Average days to re-let all  properties excluding major works 11.59 7.74 10.3 8.29 8.82 15 

EKH Average days to re-let all  properties excluding major works 13.5 12.2 12.16 18.03 14.23 17 

Canterbury  Average days to re-let all  properties including major works 21.72 25.98 21.13 32.47 26.43 23.5 

Dover  Average days to re-let all  properties including major works 26.18 19.38 17.12 22.26  19.69 23.5 

Shepway  Average days to re-let all  properties including major works 22.51 18.41 16.92 17.75 17.75 23.5 

Thanet  Average days to re-let all  properties including major works 23.85 12.74 15.7 22.71 17.1 23.5 

EKH Average days to re-let all  properties including major works 23.68 19.96 18.06 23.98 20.77 23.5 

 

 

Source data for Q3 voids and re-lets can be found here: R:\EKH\EKH Performance\1. Data\2017-18\Voids & re-lets\Q3
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Property 
 

Repairs & Maintenance 
 

Scope Performance Indicator 
2016/17 Q1 2017/18 Q2 2017/18 Q3 2017/18 2017/18 YTD Annual 

Target 
2017/18 Value Value Value Value Value 

Canterbury  Percentage of emergency repairs completed on time 100% 99.87% 99.65% 99.76% 99.76% 98% 

Dover  Percentage of emergency repairs completed on time 100% 99.62% 99.63% 99.15% 99.48% 99% 

Shepway  Percentage of emergency repairs completed on time 99.52% 97.96% 100% 100% 99.34% 98% 

Thanet  Percentage of emergency repairs completed on time 99.42% 99.26% 99.74% 99.28% 99.42% 98% 

EKH Percentage of emergency repairs completed on time 99.82% 99.5% 99.7% 99.58% 99.59% 98% 

Canterbury  Percentage of routine repairs completed on time 98.47% 98.75% 97.57% 98.05% 98.09% 98% 

Dover  Percentage of routine repairs completed on time 98.89% 99.64% 99.89% 99.44% 99.66% 95% 

Shepway  Percentage of routine repairs completed on time 99.46% 99.92% 100% 99.34% 99.71% 90% 

Thanet  Percentage of routine repairs completed on time 100% 99.33% 100% 100% 99.78% 98% 

EKH Percentage of routine repairs completed on time 99.16% 99.35% 99.15% 99.11% 99.2% 95% 

Canterbury  Percentage of repair appointments kept 96.65% 96.15% 96.97% 97.5% 96.5% 96% 

Dover  Percentage of repair appointments kept 98.11% 99.18% 98.66% 99.46% 99.12% 90% 

Shepway  Percentage of repair appointments kept 98.12% 98.6% 98.59% 98.4% 98.53% 95% 

Thanet  Percentage of repair appointments kept 96.22% 96.95% 96.66% 97.91% 97.22% 96% 

EKH Percentage of repair appointments kept 97.3% 97.67% 97.82% 98.42% 97.85% 95% 

 

Source data for Q3 repairs data can be found here: R:\EKH\EKH Performance\1. Data\2017-18\Repairs & maintenance\Q3
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Repairs & Maintenance (Gas servicing) 
 

Scope Performance Indicator 
2016/17 Q1 2017/18 Q2 2017/18 Q3 2017/18 2017/18 YTD Annual 

Target 
2017/18 Value Value Value Value Value 

Canterbury  Percentage of emergency heating repairs completed on time 96.83% 99.74% 100% 100% 99.95% 98% 

Dover  Percentage of emergency heating repairs completed on time 97.31% 99.46% 99.65% 100% 99.81% 98% 

Shepway  Percentage of emergency heating repairs completed on time 96.23% 100% 100% 100% 100% 98% 

Thanet  Percentage of emergency heating repairs completed on time 95.72% 99.54% 100% 100% 99.92% 98% 

EKH Percentage of emergency heating repairs completed on time 96.65% 99.65% 99.9% 100% 99.91% 98% 

Canterbury  Percentage of routine heating repairs completed on time 95.19% 99.71% 100% 100% 99.82% 98% 

Dover Percentage of routine heating repairs completed on time 97.14% 100% 100% 100% 100% 98% 

Shepway  Percentage of routine heating repairs completed on time 95.31% 98.96% 100% 100% 99.73% 98% 

Thanet Percentage of routine heating repairs completed on time 97.13% 97.3% 100% 100% 99.36% 98% 

EKH Percentage of routine heating repairs completed on time 96.16% 99.44% 100% 100% 99.78% 98% 

Canterbury  Percentage of heating repair appointments kept 97.96% 99.6% 100% 100% 99.92% 95% 

Dover  Percentage of heating repair appointments kept 98.38% 99.54% 99.68% 100% 99.83% 95% 

Shepway  Percentage of heating repair appointments kept 98.08% 99.63% 100% 100% 99.94% 95% 

Thanet  Percentage of heating repair appointments kept 98.61% 99.22% 100% 100% 99.85% 95% 

EKH Percentage of heating repair appointments kept 98.23% 99.52% 99.91% 100% 99.89% 95% 

 
Gas servicing stats for Q1 based on 2 months’ data (May and June only) 
 

Source data for Q3 heating repairs can be found here: R:\EKH\EKH Performance\1. Data\2017-18\Gas servicing & compliance\Q3
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Repairs & Maintenance (LGSR) 

 

Scope Performance Indicator 
2016/17 Q1 2017/18 Q2 2017/18 Q3 2017/18 2017/18 YTD Annual 

Target 
2017/18 Value Value Value Value Value 

Canterbury  Number of properties without a valid LGSR 0 6 0 0 0 0 

Dover  Number of properties without a valid LGSR 1 12 0 0 0 0 

Shepway  Number of properties without a valid LGSR 1 0 0 0 0 0 

Thanet  Number of properties without a valid LGSR 1 9 0 1 1 0 

EKH Number of properties without a valid LGSR 3 27 0 1 1 0 

 
1 overdue property: Thanet 27 Appledore Close  Exp date 21/12/2017 Completed 11

th
 January 2018 
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Repairs & Maintenance (Capital programme) 
 

Scope Performance Indicator 
2016/17 Q1 2017/18 Q2 2017/18 Q3 2017/18 2017/18 YTD Annual 

Target 
2017/18 Value Value Value Value Value 

Canterbury  

Percentage of capital programme spent 70.86% 14.62% 27.63% 43.31% 43.31% 95% 

Latest agreed capital budget   £5,351,000 £5,351,000 £5,351,000  

Total capital spend   £1,478,716 £2,317,751 £2,317,751  

Dover  

Percentage of capital programme spent 77.76% 6% 9.82% 47.86% 47.86% 95% 

Latest agreed capital budget   £4,203,000 £3,703,000 £3,703,000  

Total capital spend   £   412,858 £1,772,378 £1,772,378  

Shepway  

Percentage of capital programme spent 100.29% 6.75% 19.02% 31.05% 31.05% 95% 

Latest agreed capital budget   £3,767,000 £3,767,000 £3,767,000  

Total capital spend   £   716,464 £1,169,631 £1,169,631  

Thanet  

Percentage of capital programme spent 97.35% 2.37% 14.05% 23.69% 23.69% 100%* 

Latest agreed capital budget   £4,242,000 £4,222,000 £4,222,000  

Total capital spend   £   595,842 £1,000,293 £1,000,293  

EKH 

Percentage of capital programme spent 82.21% 7.99% 18.24% 36.73% 36.73% 96.25%* 

Latest agreed capital budget   £17,563,000 £17,043,000 £17,043,000  

Total capital spend   £ 3,203,880 £6,260,053 £6,260,053  

 
 *Thanet target amended to 100% as per Thanet DC CMT (previously 95%) 
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Customer satisfaction (repairs and maintenance) 
 

Scope Performance Indicator 
2016/17 Q1 2017/18 Q2 2017/18 Q3 2017/18 2017/18 YTD Annual 

Target 
2017/18 Value Value Value Value Value 

Canterbury  Percentage of tenants satisfied with day to day repairs 99.94% 99.15% 99.89% 99.55% 99.52% 98% 

Dover  Percentage of tenants satisfied with day to day repairs 99.76% 99.74% 99.9% 99.82% 99.81% 96% 

Shepway  Percentage of tenants satisfied with day to day repairs 99.97% 100% 100% 99.34% 99.85% 95% 

Thanet  Percentage of tenants satisfied with day to day repairs 99.15% 99.8% 100% 99.89% 99.89% 98% 

EKH Percentage of tenants satisfied with day to day repairs 99.73% 99.69% 99.94% 99.69% 99.77% 96.75% 

Canterbury  Percentage of tenants satisfied with heating repairs 98.64% 96.3% 100% 100% 98.8% 98% 

Dover  Percentage of tenants satisfied with heating repairs 92.59% 100% 96% 100% 98.88% 98% 

Shepway  Percentage of tenants satisfied with heating repairs 99.65% 95.65% 100% 100% 98.55% 98% 

Thanet  Percentage of tenants satisfied with heating repairs 96.66% 100% 100% 100% 100% 98% 

EKH Percentage of tenants satisfied with heating repairs 96.66% 98.28% 98.94% 100% 99.01% 98% 
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Complaints 
 

Scope Performance Indicator 
2016/17 Q1 2017/18 Q2 2017/18 Q3 2017/18 2017/18 YTD Annual 

Target 
2017/18 Value Value Value Value Value 

Canterbury  Average days taken to close complaints 7.82 8 12.33 7.64 10.51 10 

Dover  Average days taken to close complaints 8.37 5.7 15.33 7.92 10.32 10 

Shepway  Average days taken to close complaints 8.14 8 13.5 8.78 9.74 10 

Thanet  Average days taken to close complaints 10.83 8.78 19.69 9 16.46 10 

EKH Average days taken to close complaints 8.67 7.54 15.38 8.08 11.8 10 

Canterbury  Percentage of all complaints closed on time 89.29% 87.5% 57.58% 100% 72.73% 90% 

Dover  Percentage of all complaints closed on time 88.06% 100% 53.33% 100% 81.08% 90% 

Shepway  Percentage of all complaints closed on time 86.49% 87.5% 66.67% 100% 86.96% 90% 

Thanet  Percentage of all complaints closed on time 77.5% 88.89% 34.62% 100% 51.35% 90% 

EKH Percentage of all complaints closed on time 86% 91.43% 50% 100% 71.71% 90% 

Canterbury  Average number of complaints per 1000 stock* 12.14 3.8  11.59  14.67 14.67  

Dover  Average number of complaints per 1000 stock* 15.42 4.17 7.71  9.79 9.79  

Shepway  Average number of complaints per 1000 stock* 12.28 2.79 5.86  8.10 8.10  

Thanet  Average number of complaints per 1000 stock* 13.66 6.1  13.66 12.79 12.79  

EKH Average number of complaints per 1000 stock* 13.38 4.15 9.74 11.59 11.59  

  
*HouseMark upper quartile threshold for Average number of complaints per 1000 is 20, median 30 per annum (HouseMark 2015/16) 

  
Source data for Q3 complaints can be found here: R:\EKH\EKH Performance\1. Data\2017-18\Complaints\Q3 
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Title: 
 

Chief Executive’s report 

Meeting: 
 

Board 

Date: 
 

12 March 2018 

Author and contact 
details: 
 

Deborah Upton, Chief Executive 
Deborah.upton@eastkenthousing.org 
Tel: 07879 890145 
 

Summary : This report provides an update on the current operating 

model, the plan for compliance with the changes in data 

protection legislation, the action plan from the domestic 

homicide review and the new ICT system for board 

reporting. 

Recommendation(s): 
 

That members note the items within the report.  

 
 

1. Progress on the Operating Model  

1.1 All parts of the Operating Model are now live, although we are using 

“workarounds” until the single system is fully in place.  The service now operates 

across all four areas and we are receiving positive reports from staff.  We are 

monitoring mileage and we do not appear to have had any significant increase in our 

travel costs, which would indicate that staff are working more efficiently.  

1.2 We are continuing with our “agile office” programme and are looking to 

change our accommodation in Canterbury in May.  We will be moving from our large, 

but unsuitable, space to smaller accommodation with improved lighting, which better 

meets our needs.  Our Shepway office will be the next office to be remodelled to suit 

our ways of working, with this planned for the summer period.  The office moves will 

take the learning from our agile office pilot in Dover, and incorporate this into our ne 

moves. 

1.3 We are starting our programme of replacing our ICT hardware for staff with 

lighter, more flexible devices which will allow them to work from home, or residents’ 

properties, or the office.   
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2. Modern.gov  

2.1 When EKH was formed, Canterbury City Council allowed us to “piggyback” 

onto some of the software which they used, namely their performance management 

system called “Covalent”, their committee management system called “Modern.gov” 

and their document imaging system called “Information@Work”.   

2.2 We are taking over the Information@Work system from Canterbury as part of 

our single system implementation, and they asked last year if we could purchase our 

own Modern.gov system.  Unfortunately our piggyback arrangement causes them 

problems in how they operate the system, and we are constrained as well, as we are 

unable to make any changes to the way we operate.    

2.3 We budgeted last year for the implementation of Modern.gov and this is now 

underway.  When it is fully implemented, members will have access to a fuller set of 

documentation and back papers, and will be able to update their declarations of 

interest on-line, as well as being able to access a library.   The system will also be 

able to support our resident involvement activity. 

 

3. Plan for GDPR 

3.1 Members may be aware that a new data protection regime comes into force 

on 25 May 2018, the General Data Protection Regulations. These are European 

regulations but the government has said it intends the UK to comply.  Attached at 

appendix one is a short briefing note and a copy of our GDPR plan, showing our 

timeline for compliance.  

3.2 The regulations strengthen data protection and consumer rights, and the 

sanctions for breach are up to 4% of annual turnover.  We are working towards 

ensuring that we are able to comply with the new regulations by end May 2018. 

 

4. Domestic Homicide Review 

As the Board will be aware, following a murder in 2015 in one of the properties that 

we manage on behalf of Thanet District Council, the Kent and Medway Safeguarding 

Board (KMSB) established a Domestic Homicide Review to explore the 

circumstances around the incident. This is a statutory process which is led by an 

Independent Chair and includes representation from those organisations which had 

involvement with the individual in the lead up to the incident, and for this review this 

included Health, social care, the police, TDC and EKH. 
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This review has now been completed and, as part of the process, it has to be 

submitted to the Home Office for consideration prior to publication. It was submitted 

in September 2017 and we understand that the report will be published at the end of 

March or early April 2018.  I am attending a meeting next week to agree the publicity 

with all other participants, but only a summary of the report will be published.  It is 

however likely to generate negative publicity for EKH, the Police and Social 

Services, due to a failure by EKH to identify opportunities to refer the resident to 

social services, and a failure by other agencies to advice of the risks presented by 

the perpetrators.   

The findings of the IMR were used to inform the review of our services and our new 

Operating Model including specialist teams to lead on sustainment and support for 

tenants, and also on the enforcement and regulation of tenancies, with clearly 

defined roles and responsibilities around safeguarding. We have also expanded the 

number of roles now subject to DBS checks, continued with our training programme 

and are improving links with social care and community safety teams. 

Along with all other agencies involved, as part of the process we developed an 

action plan based our findings. Good progress has been made on completing the 

actions, and a copy of the plan is attached as appendix two.   
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Appendix One - GDPR Briefing 

Introduction 

The GDPR applies to all EU organisations handling personal data.  It is virtually 
impossible to operate any business without handling personal data, and EKH 
handles a lot of data from residents and so is caught by the GDPR. Below are 
some of the main points:- 

Data protection officer 
 
It is not compulsory for all commercial organisations to appoint a Data Protection 
Officer (DPO). This is only required where the core activities of an organisation 
exceed certain thresholds. We have considered whether it is necessary or 
desirable for EKH to appoint a DPO. At present, the Chief Executive is the DPO but 
it is proposed that this responsibility transfer to the Governance Manager, or that 
they become deputy DPO, in order to provide additional resilience in this area. 

The DPO’s responsibilities include: 
1. informing and advising EKH and its employees of their 

obligations under the GDPR and other applicable EU or UK 
laws 

2. monitoring compliance with GDPR and other applicable EU 
or UK laws and EKH’s data protection policies 

3. providing advice on data protection impact assessments and 
monitoring their performance, and 

4. co-operating with the domestic supervisory authority, in our 
case, the Information Commissioner’s Office (ICO) 

 

Lawful grounds for processing personal data 

We cannot process personal data simply because we want to. All processing 
activities must be justified on the basis of one of six grounds set out in the GDPR—
these are often called the lawful grounds for processing. 

Not all the grounds are relevant to EKH—the most relevant grounds are explained 
in more detail below:- 

(a) Consent of the data subject—lawful ground for processing 

The GDPR significantly raises the bar on what consent means and how it should 
be obtained, managed and recorded.  Given the new requirements, getting and 
managing consent has become more onerous. We should therefore always 
consider alternative grounds, eg contractual performance or legitimate interests, 
first. 
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(b) Contractual performance—lawful ground for processing 

Personal data may be processed where necessary to perform or take preparatory 
steps before entering into a contract.  For EKH, this may apply to both the 
employment of our staff, and our contractors.  In addition, we hold data about our 
tenants as part of our contractual relationship with them, to help us provide 
services. 

 
Lawful grounds for processing special categories of personal data 

The GDPR brings in a new category of data processing.  Special category personal 
data means personal data that is particularly sensitive, eg relating to: 

● — racial or ethnic origin, political opinions, religious or philosophical  
 beliefs, trade union membership 

● —health, sex life or sexual orientation 

● —genetic or biometric data. 
 

We can only process special category (sensitive) personal data if we satisfy at 
least one of ten conditions in the GDPR. The most relevant and likely conditions 
are that the data subject has given explicit consent or the processing is necessary 
under employment/Social Security law.  A lot of the data we process has 
information regarding sensitive data, such as disabilities, and would fall into this 
category. 

Data subjects’ rights 

The GDPR has added and/or enhanced the rights available to data subjects, 
including: 

● The right to access personal data 

● The right to have mistakes rectified 

● The right to be forgotten 

● Data portability 

● Opting out of automated decision making 

● Objecting to direct marketing 
These new and enhanced rights come with short deadlines, ie one month from 
receipt of the request, instead of the previous 40 days. 

Summary of practical implications for EKH 

Getting our house in order for implementation of the GDPR is a major task. Below 
are some of the key areas we are focussing on, as part of our plan for readiness: 
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Data mapping 

Before we can take many of the steps required for compliance with the GDPR, we 
need a complete picture of our data processing activities. This involves establishing 
and recording what personal data we hold, why, what we do with it and what we tell 
data subjects. This will also help us to comply with the GDPR requirement to keep 
detailed written records of our data processing activities. This exercise has been 
completed by staff. 

Direct marketing 

Direct marketing is a particular area of concern for commercial organisations 
because the GDPR raises the bar for consent, meaning that an organisation can 
no longer rely on silence or opt-out consent as the lawful ground for our marketing 
activities, eg pre-ticked boxes on a website.  We do some direct marketing of our 
residents around getting involved in activities, for example, and we will need to 
consider whether to continue with this. 

Privacy notices 

The need to provide privacy information has been strengthened in the GDPR, 
particularly in light of stricter requirements around consent.  We are currently 
undertaking a full audit of our privacy notices and reviewing their contents for 
compliance with the GDPR. 

 
Data protection impact assessments 
 
Under the GDPR, if and when we process data in a way that is likely to present a 
high data privacy risk, we must now conduct a data protection impact assessment 
(DPIA).  A DPIA is used to identify, evaluate and mitigate the potential risks and 
impacts that processing activities might have on data subjects. Generally, a DPIA 
is conducted at the start of a project that could have data protection or privacy 
implications, such as: 

1. any new ICT system which will hold relevant data relating to 
people 

2. proposals to target groups of people for property works, such 
as adaptations 

Breach notification 

The GDPR brings in a compulsory breach notification requirement—we must 
inform the Information Commissioner.  when we suffer a data breach, unless the 
breach is unlikely to result in a risk to the rights and freedoms of natural persons. 

When notification is required, this must be done without undue delay and, where 
feasible, within 72 hours. A reasoned justification must be provided if this 
timeframe is not met. In some cases, we must also notify the affected data 
subjects.  We currently use the security alerts within the EK ICT partnership which 
allow for staff to report data breaches, and for senior managers to be alerted. 
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Next steps 

We have identified the actions we need to take to comply with the GDPR, and 
these are underway.   We have an event with our managers on 20 March, with 
external trainers, which will help ensure that our grounds for processing are 
identified and will ensure that managers gain a full awareness of the new GDPR 
regime, with remaining staff being trained in April. 
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East Kent Housing IMR - Action Plan 
 
 Planning Monitoring 

A
c
t
i
o
n 
n
u
m
b
e
r 

Specific action and 
timescale 

 
 

Accountability 
 

Success indicators 
 

*Include timescale* 

Risk, progress and additional 
actions 

 
*Date all entries* 

RAG 
rating 

Impact and evidence 

Overarching recommendation: 
 
Source of recommendation: East Kent Housing Independent Management Review  
1. Identified improvement area / desired outcome:  What do we intend to achieve?  

Review of safeguarding to be undertaken across EKH with a nominated senior officer lead, to ensure that the emphasis is on 
all tenants and not just those residents living in sheltered housing. 
 

1.1 Review of 
Safeguarding 
across EKH. To 
be completed by 
the end of May 
2017. 

EKH, Director 
of Customer 
Services 

Review completed with 
adopted action plan 
which is being delivered.  

COMPLETED 
Review completed, plan in 
place and completed. 

 
G 
 

Profile of 
safeguarding has 
been raised, with 
work used to inform 
the restructuring of 
the organisation. 
Additional clarity 
provided in all 
relevant Job 
Descriptions. 

1.2 Nominated senior 
officer lead for 
safe guarding for 
EKH. To be 

EKH, Director 
of Customer 
Services 

Officer lead identified by 
February 2017 
 

Completed – officer in post 
2 January 2017. 

 
G 

Safeguarding lead 
forms part of the 
Director of Customer 
Services role and is 
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completed by end 
of January 2017. 

contained within Job 
Description.  

2. Identified improvement area / desired outcome:  What do we intend to achieve?  
The role of the ASB co-ordinator to be clarified, all staff made aware of what work the role will carry out, and a programme of 
file audits to take place on a regular basis to ensure that staff are using the agreed procedures and risk assessments. 
 

2.1 The role of the 
post to be 
clarified, and 
details to be 
circulated across 
EKH, with 
programme of file 
audits in place. 
To be completed 
by end of May 
2017. 

EKH, 
Operations 
Manager 

Clarity of role and 
expectations across 
services, with active 
engagement of role to 
deliver improvements, 
with audit plan in place. 
To be in place for June 
2017. 
 

COMPLETED.  Role of post 
clarified through training 
and presentations to staff, 
with on-going monitoring of 
casework May 2017. 
Post has now been 
removed as part of changes 
to the Operating Model, and 
replaced with a team of 
staff with Manager, who 
specifically cover this area. 

 
G 

Contained in Job 
Descriptions and role 
profiles. 

       
3. Identified improvement area / desired outcome:  What do we intend to achieve?  

Safeguarding training to be carried out annually for neighbourhood managers, and for it to be relevant to their roles. 
 
 

3.1 Neighbourhood 
Managers to 
have been 
provided with 
relevant training 
in Safeguarding.  
To be completed 
by end of May 
2017.  

EKH, 
Operations 
Manager 

Training completed with 
officers having an 
increased awareness 
and knowledge of 
issues, process and 
procedures. To be 
achieved by June 2017. 

COMPLETED. 
Safeguarding training 
undertaken by all 
Neighbourhood Managers. 

 
G 

Training Completed 
in December 2016.  It 
is now undertaken 
annually, (last 
session August 2017, 
next session April 
2018) to increase 
aware and 
understanding of 
issues.  This training 
is mandatory.  The 
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Sustainment team 
have also had 
additional training 
from KCC. 

       
4. Identified improvement area / desired outcome:  What do we intend to achieve? Include any specific numeric targets.  

A documented monthly meeting to be held with the Community Safety Unit with follow up actions.  All staff to be clear about 
their roles. 
 

4.1 Monthly meetings 
to be in place 
with Community 
Safety Unit, with 
documented and 
agreed actions 
and objectives. 
To be in place by 
March 2017. 

EKH, 
Operations 
Manager 

To establish an effective 
framework for the 
identification and 
actioning of relevant 
cases, with defined 
actions, recording and 
monitoring to address 
safeguarding and ASB 
issues. Meetings to be 
taking place by March 
2017, with demonstrable 
improved outcomes. 

COMPLETED. 
Representation maintained 
at formal Community Safety 
meetings which is 
improving engagement and 
awareness of issues. 

 
G 

Minutes are now 
minuted and 
attendance recorded. 

       
4. Identified improvement area / desired outcome:  What do we intend to achieve? Include any specific numeric targets.  

A review of the ASB procedures to be carried out to ensure they comply with best practice and that the vulnerability of alleged 
perpetrators is taken into account. 
 

 Review of ASB 
procedures 
completed, with 
revised 
procedures in 
place to reflect 
best practice and 

EKH, 
Operations 
Manager 

Review completed, 
recommendations 
adopted and new 
procedure developed, 
along with appropriate 
training and awareness 

COMPLETED. 
ASB procedures have been 
reviewed and revised to 
reflect current good practice 
with revised an updated 
Risk Assessment to include 

 
G 

 
Revised ASB 
procedures 
completed and in use 
February 2017 along 
with appropriate 
training being 
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the vulnerability 
of perpetrators. 
To be completed 
by end of May 
2017.  

raising. To be completed 
by June 2017. 

both perpetrator and victim 
– February 2017. 

provided to all 
housing staff. 
Procedures available 
on the intranet. 
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Title: 
 

Director of Property Services Report 

Meeting: 
 

East Kent Housing Board 

Date: 
 

12 March 2018 

Author and contact 
details: 
 

Mark Anderson 
mark.anderson@eastkenthousing.org.uk 
07776  996  872 

Summary : This report provides updates on key areas of activity within 
the Property Services Directorate 

Recommendation(s): 
 

Board Members are asked to note the content of the report 

Risk considerations: Asset preservation/ Programme delivery/ Knowledge 
retention/ Reputation/ Compliant procurement/ Legislative 
compliance 

Legal/regulatory 
considerations: 

Delivery of statutory obligations 

Finance/resources 
considerations: 

Increased expenditure profile/ Adequate resources to 
deliver programmes 

Equalities 
considerations: 

Compliance with the Equality Duty under Section 149 of 
the Equality Act 2010 

Health and safety 
considerations: 

Meeting contractual and statutory obligations 

 
 
1. Introduction 

 
This report provides the Board with an overview of key issues and challenges 
facing Property Services, priorities over the next 3 months and major programme 
activity. 

 
2. 2017/18 Programme 

 
Two key contracts have now been mobilised; the contractors for the flat roof and 
PVCu window and door contracts are undertaking survey and design work in 
readiness for site work.  The major spend against these will not be achieved until 
after spring (2018).  Further contracts are being prepared or procured; Asbestos, 
Electrical, Fire Alarms, Fire Precautions, Lift Replacement and Structural Work. 
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Various major projects (Royal Crescent, lift renewal, balcony replacement, 
external structural projects and roof replacement) within the Capital programme 
have been reviewed with the Client Council’s and have been deferred to the 
2018/19 financial year. 
 
The 2017/18 out-turn position is expected to be: 
 

Council Programme Budget  
(£) 

Out-turn  
(£) 

Deferral  
(2018/19) 

Variance (£) 

      

Canterbury Capital 5.4m 3.6m 1.6m 200k 

 Revenue 6.1m 6.1m 0 0 

      

Dover Capital 3.7m 3.0m 520k 180k 

 Revenue 3.3m 3.0m 48k 252k * 

      

Shepway Capital 3.7m 2.2m 1.2m 300k 

 Revenue 3.3m 2.9m 300k 100k * 

      

Thanet Capital 2.7m 2.2m 416k 84k 

 Revenue 3.4m 3.1m 280k 20k * 

      

EKH Capital 15.5m 10.8m 3.9m 764k 

 Revenue 16.1m 15.1m 628k 372k * 

 
* These sums are savings against the Revenue budgets 
 
Adjustments to original budget allocations and the 2017/18 out-turn projections 
have been presented to the Client Councils and these are included within the 
HRA budget monitoring reports maintained by their Finance Teams. 
 
Detail for the 2017/18 programme appears at Appendix A to this report. 
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3. 2018/19 Programme 

 
The 2018/19 budget proposals have been considered by the Client Council’s and 
these are at the various stages of the respective Council’s governance process.   
 
Estimated budget demand for the subsequent four financial years through to 
2022/23 has also been subject to this process.  Client Councils are expected to 
advise EKH of the outcome of the process later in March. 
 
Detail of the 2018/19 budget proposals appears at Appendix B to this report. 
 

4. Environment Improvement Programme (EIP) 
 
The approved 2017/18 projects are at various stages; contract award, 
mobilisation, in progress or complete.  Those projects that remain to be 
completed are scheduled to do so within the first quarter of 2018/19 and updates 
have been provided to the Area Boards. 
 
Area Boards have also been made aware that the Councils have decided that 
there should be no or much reduced EIP budgets in 2018/19.  Discussions with 
the Area Boards have highlighted the need for an improvement in 
communication of the EIP budget arrangements and the process that supports 
projects being considered and this is contained within the Resident Scrutiny 
Panel work programme.   
 
A commitment has been given to Area Boards that this will be discussed further 
at the next local resident group meetings and once the Resident Governance 
arrangements have been finalised. 
 

5. Fire Safety and Fire Precautions 

 
The Board is aware of the approach recommended to the Client Councils 
following the fire at Grenfell Tower and the funding made available by each 
Client Council to support our:  communication activity, establishment of a Fire 
Safety Response Team, progression of new FRAs, External Wall Insulation 
investigations, delivery of immediate high priority works, implementation of 
Pyramid software, internal and Client Council fortnightly/ monthly review 
meetings, development of programmes of work and the appointment of specialist 
consultants for the delivery of feasibility studies and major projects. 
 
A summary of progress in each of these areas is as follows: 
 

5.1 Audit 

East Kent Audit Partnership (EKAP) undertook a follow-up audit of the fire risk 
assessment processes and records management in January 2018 and  
recognises that significant work and improvement has been made in all areas 
and has assessed the assurance level as Reasonable.  Our aim is to achieve 
Substantial by the summer.   

Page 123



 

East Kent Housing   

 

The draft report reflects the: establishment of a single centralised team with 
responsibility for fire safety, use of the Pyramid fire safety software, completion 
of new Type 3 Fire Risk Assessments to all blocks, increased reporting and 
monitoring and the publication of revised fire safety policies. 

The Board has been made aware of two social media posts and these have now 
given rise to a press statement by Labour party opposition councillors at Dover 
District Council.  A statement, agreed with the four Client Councils, has been 
issued highlighting the importance and priority placed upon resident safety and 
the improvement identified in the recent audit. 

5.2 Communications 

The level of communication has been reduced significantly compared to the daily 
and weekly updates that were implemented immediately following the Grenfell 
Tower fire as resident reassurance has been successful and the media enquiries 
have reduced to a very limited number.  We anticipate that this may increase 
once the Grenfell Tower Inquiry meets on 21 and 22 March. 

Where specific projects and work is planned, we intend to communicate with 
residents in  advance of and throughout these.  Much of this work is focused on 
converted blocks of flats, hostels, sheltered schemes and tower blocks. 

5.3 Fire Safety Response Team (FSRT) 

The FSRT was established soon after the Grenfell Tower fire to manage our 
immediate response and to ensure that the Fire Risk Assessments (FRAs) were 
completed and any work arising from these were completed or included in 
programme of work.  The Team is under the leadership of the Programmes & 
Home Ownership Manager with support from the Compliance & Servicing Team 
and externally sourced Consultants and Fire Risk Assessors. 

5.4 Fire Risk Assessments (FRAs) 

All new FRAs have been undertaken as Type 3 FRAs.  Completion of all 900 
FRAs was expected by the end of October 2017 and this was delayed to 
December 2017 due to the availability and procurement of suitable external 
staffing resources.  A total of 893 FRAs have been completed across the Client 
Council housing stock: 

Canterbury City Council - 397 
Dover District Council  - 215 
Shepway District Council - 166 
Thanet District Council  - 115 
 

● 3 Community Halls which are non-residential  
● 4 incomplete due to access issues. 

 
As works have been progressed further Type 3 FRAs have been carried out, to 
ensure that the FRAs reflect the changes to the blocks, and the information is 
being added to the Pyramid software. 
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Reporting of FRA compliance is undertaken regularly to: the Board, Corporate 
Management Team (CMT), Finance & Audit Sub-Committee (FASC), Joint Client 
Officers (JCO), Operational Management Team (OMT), Residents groups and 
monthly as part of the Compliance and Health & Safety reports to Client 
Councils. 
 

5.5 Pyramid (Fire Safety) Software 

The Pyramid software has been provided by DDS (International) Limited, one of 
the primary fire safety consultants that we have engaged, and we will continue 
with the software in order that we can continue to use it for the future.  The 
software is used by a broad number of clients and stores the; FRA in a compliant 
format, identifies and allows reporting of deficiencies, tracks and flags 
deficiencies against time, contributes to the development of detailed work 
programmes and supports and enables reporting and monitoring of work to 
address identified deficiencies. 

A summary of the data follows: 

Canterbury City Council 
 

● 371 properties loaded 
● High risk buildings that had a manual Type 3 FRA completed prior to 

the Pyramid software being brought in to use are to be added 
● New electronic FRAs will be produced once work has been completed 

to: 
○ 6 Hostels 
○ 17 Sheltered  
○ 3 Tower Blocks 

 
Dover District Council 
 

● 205 properties loaded 
● 10 blocks remain to be loaded: 

o 18-29 Maine Close, 9-11 Stockdale Gardens, 1-18 Lambert House, 
1-19 Eastry Court, 1-20 Reece Adams House and 1-22 Sunny 
Corner  

o Norman Tailyour House is being re-developed and will be added 
once completed 

o 3 blocks are awaiting approval of amendments  
 
Shepway District Council 
 

● All 166 properties loaded 
● Some surveys require further action and these are: 

o Abbot Court 
o Nailbourne Court is to be re-done once works are completed 
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Thanet District Council 
  

● 115 properties loaded 
● 7 properties are being reviewed 

 

5.6 Budgets proposals arising from FRA work (2018/19) 

Budget provision based upon the FRAs has been included within the proposals 
being considered by the Client Councils, these sums are: 
 
Canterbury City Council - £2,582,384 Capital 

- £352,505 revenue 

Dover District Council - £600,000 

Shepway District Council - £924,000 

Thanet District Council - £810,000 

 
5.7 Risk Categories (Pyramid) 

Fire Safety risks are identified within Pyramid as five categories (Trivial, 
Tolerable, Moderate, Substantial and Intolerable).  The number of instances 
against each category are shown below for each Council: 
 
Canterbury City Council  
 

● 6 Trivial 
● 371 Moderate 

 
Dover District Council 
 

● 2 Trivial 
● 178 Moderate 

 
Shepway District Council 
 

● 29 Trivial 
● 99 Tolerable 

● 19 Moderate 

● 5 Substantial  
● 4 Intolerable   

 
Thanet District Council 
 

● 4 Trivial 
● 81 Tolerable 

● 11 Moderate 
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● 6 Substantial 
● 4 Intolerable. 

 

The type of failure contained within the ‘Intolerable’ and ‘Substantial’ categories 
may vary from block to block and include storage of flammable items and 
products and the absence of; fire breaks within roof voids, adequate fire 
protection to escape routes, compliant fire alarm and detection systems. 

It is intended that in addition to current reporting, reports will be provided by 
Category to Board, Corporate Management Team (CMT), Finance & Audit Sub-
Committee (FASC), Joint Client Officers (JCO), Operational Management Team 
(OMT), Residents groups and monthly as part of the Compliance and Health & 
Safety reports to Client Council’s. 

5.8 Summary of works identified and in progress  

Canterbury City Council 
 

● Remedial works being carried out at Elizabeth Court, Margaret Court 
and Windsor House 

● Calford Seaden fire protection assessment report for above 

● Calford Seaden appointed as specialist consultant for Windsor House 
● Hostels – compartmentalisation, general condition and re-configuration 

● Flat entrance fire doors 

 
Dover District Council 
 

● Bin store re-modelling at Barnsend Court, Wilmott Place, and 
Hazelwood Avenue 

● Stay put signage in General Needs blocks 

 
Shepway District Council 
 

● Nailbourne Court loft compartmentalisation 

● Mackeson and Bradford Court compartmentalisation work 

● Romney Marsh House stairwell fire protection curtain walling 

● Bennett Court low level infill panel replacement 
● Mittel Court compartmentalisation 

● Win Pine House scooter store provision 

● Rubbish/ storage issues at blocks identified as substantial or intolerable 
risk level  

● Minor repairs to door closers and fire doors identified as substantial or 
intolerable risk level  

 
Thanet District Council 
 

● Harbour Towers decorative infill panel replacement 
● Harbour Towers remedial works (completed) 
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● Trove Court remedial works (completed) 
● Consultant fire protection assessment reports for the tower blocks 

● Rubbish/ storage issues at blocks identified as substantial or intolerable 
risk level 

● Minor repairs to door closers and fire doors identified as substantial or 
intolerable risk level 

 

5.9 Action Plan Methodology 

Properties with intolerable and substantial category risks (Major issues) have 
been prioritised and work required to address all actions other than 
compartmentalisation have been progressed. 

Properties with compartmentalisation issues have also been prioritised and work 
is being progressed in two stages.  Immediate temporary solutions have been 
progressed (eg extension of the fire alarm system to cover roof voids).  Work has 
also started with the development of long-term design solutions and the cost of 
these so that they may be planned and procured.   

Where specialist consultancy support is required this has been identified and 
approval sought from the Client Officer’s for their procurement and appointment.    

Where issues can be addressed through existing contract arrangements these 
will be used (eg brick missing from compartment wall/ service penetrations 
through compartment wall or floor). 

The tower blocks have already been identified as a priority and the remainder of 
the housing stock has been divided into the following priorities: 

● Converted buildings and Hostels 
● Sheltered Schemes 
● Other General Needs 
Whilst we develop or implement the above work programmes, properties with 
trivial, tolerable and moderate category issues will also be undertaken. 

Works and design solutions to the tower blocks (Canterbury City Council and 
Thanet District Council) are being progressed on a building by building basis with 
the agreement of the Client Council. 

6. Heating & Hot Water Contracts 

 
Unfortunately, residents have continued to experience service deficiencies and 
failings from P&R.  These became apparent in the immediate lead up to the 
Christmas and New Year break and have resulted in an escalation of our 
management of the contract and the development of a further Improvement Plan 
for the period January - April 2018. 
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This Improvement Plan is being monitored weekly and we have increased our 
contract management resource to assist both parties in the delivery of the 
contracted services.  A verbal update shall be provided to the Board at its 
meeting. 
 
We have also established that despite P&Rs commitment to increase; out of 
hours resource, temporary heater availability and van stock provision, that it was 
not able to fully meet the service demands placed upon it during the extreme 
weather (27 February to 2 March).  This resulted in the need for EKH and P&R 
management intervention and crisis management on the evening of 1 March. 
 
The recording of complaints by P&R is also a concern; January - 23 complaints 
and February - 21 complaints, as the number that are being recorded do not 
correlate to the number of follow up calls and expressions of dissatisfaction 
being brought to our attention through resident representatives, Area Boards or 
direct contact with EKH.  The number of reported complaints is being 
investigated and it forms part of the Improvement Plan. 
 
Landlords Gas Safety Record (LGSR) compliance remains at 100%. 
 

7. Mears Contracts 

 
Mears has implemented its restructure and is providing services by discipline 
(responsive repairs, capital investment and void refurbishment) across the 
geographical area under the management of one service manager for each 
discipline. 
 
These changes are intended to support the EKH Operating Model and are 
expected to deliver common and consistent service across all four Client Council 
areas whilst improving performance. 
 
Current responsive repairs performance continues to exceed 98%. 
 

8. 2020 Repairs & Maintenance Contract 
 

Confirmation of funding from Thanet District Council for the procurement of a 
specialist consultant was obtained in January and this mirrors that previously 
provided by the other three Client Councils. 
 
Procurement of the Consultant was concluded in February and Peter Kitson of 
Russell Cooke has been appointed.  Peter previously worked at Trowers & 
Hamlin and has been instrumental in a number of significant procurement 
projects of this nature. 
 
A project start-up meeting was held on 21 February followed by one on 8 March 
and fortnightly thereafter.  Peter is confident that subject to availability of 
information and project contacts that he will be able to deliver the required 
outputs in time for a decision to be made on the next stage in April. 
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9. Compliance and Statutory Obligations 

 
Due to these papers being prepared prior to the finalisation of performance data 
for the period to the end of February the summary of compliance and statutory 
obligations will be presented to Board at its meeting. 
  

10. Asset Management Strategy and Investment Planning 

 
The final draft of the Asset Management Strategy for Canterbury City Council 
(CCC) has been returned to Rand Associates for completion and is due to be 
presented to EKH and CCC in the week commencing 20 March. The remaining 
asset management strategies are to be delivered over the following 8-10 weeks. 
 
Investment Planning has been completed and has utilised data held within the 
Strategic Asset Management (SAM) module of the Single System Test 
environment to develop the detailed programmes for 2018/19.   
 

11. Cyclical Decorations & Repairs 

 
Finalisation of the audit of the M&R Refurbishment Limited (M&R) Cyclical 
Decorations and Repairs Contracts by East Kent Audit Partnership (EKAP) is 
anticipated in March. 
 
Once completed this will be reported to the Finance & Audit Sub-Committee. 
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APPENDIX A

Canterbury - Revenue

Scheme

Latest 

Approved 

Budget 16/17

YTD Actuals YTD Budget YTD Variance Commitments
Total Actuals and 

Commitments

Projected 

Outturn 16/17

Variance to 

Budget

Response Maintenance (PPP) 2,158,275 1,806,157 1,798,563 7,594 361,231 2,167,388 2,167,388 9,113

Response Maintenance (Other) 420,000 254,822 350,000 (95,178) 0 254,822 380,000 (40,000)

Voids (PPP) 880,151 618,629 733,459 (114,830) 0 618,629 790,000 (90,151)

Voids (Other) 295,000 293,448 245,833 47,615 0 293,448 364,000 69,000

Heating Servicing 751,993 620,303 563,995 56,309 0 620,303 745,000 (6,993)

Cyclical Refurbishment 773,470 528,456 651,783 (123,327) 0 528,456 750,000 (23,470)

Other (Revenue) 881,854 790,026 734,878 55,147 10,773 800,798 934,235 52,381

6,160,743 4,911,841 5,078,511 (166,670) 372,004 5,283,845 6,130,623 (30,120)

Canterbury - Capital

Scheme

Latest 

Approved 

Budget 16/17

YTD Actuals YTD Budget YTD Variance Commitments
Total Actuals and 

Commitments

Projected 

Outturn 16/17

Variance to 

Budget

Kitchen Installations 300,000 343,152 250,000 93,152 0 343,152 395,000 95,000

Bathroom Installations 200,000 172,651 166,667 5,984 0 172,651 220,000 20,000

Central Heating 750,000 637,575 625,000 12,575 0 637,575 845,000 95,000

Fire Prevention 700,000 602,584 583,333 19,251 0 602,584 770,000 70,000

Rewiring 250,000 64,484 208,333 (143,850) 0 64,484 70,000 (180,000)

Reroofing 450,000 12,330 375,000 (362,670) 0 12,330 15,000 (435,000)

Wall Repairs/Structural 530,000 15,081 441,667 (426,586) 0 15,081 67,000 (463,000)

Thermal Insulation 100,000 555 83,333 (82,779) 0 555 15,000 (85,000)

Adaptations 450,000 420,148 375,000 45,148 0 420,148 490,000 40,000

Door Replacement 50,000 21,754 41,667 (19,912) 0 21,754 25,000 (25,000)

Window Replacement 250,000 3,151 208,333 (205,182) 0 3,151 15,000 (235,000)

Other (Capital) 1,321,000 415,462 1,100,833 (685,372) 0 415,462 694,000 (627,000)

5,351,000 2,708,927 4,459,167 (1,750,240) 0 2,708,927 3,621,000 (1,730,000)

Outturn PositionApril-February

April-February Outturn Position
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Dover - Revenue

Scheme

Latest 

Approved 

Budget 16/17

YTD Actuals YTD Budget YTD Variance Commitments
Total Actuals and 

Commitments

Projected 

Outturn 16/17

Variance to 

Budget

Response Maintenance (PPP) 0 0 0 0 0 0 0 0

Response Maintenance (Other) 1,385,000 876,296 1,154,167 (277,870) 257,461 1,133,758 1,100,000 (285,000)

Voids (PPP) 0 0 0 0 0 0 0 0

Voids (Other) 750,000 551,062 625,000 (73,939) 75,774 626,836 750,000 0

Heating Servicing 609,000 337,548 456,750 (119,202) 38,650 376,198 609,000 0

Cyclical Refurbishment 50,000 (35,119) 0 (35,119) 0 (35,119) 25,000 (25,000)

Other (Revenue) 515,500 299,697 313,583 (13,887) 88,523 388,220 477,500 (38,000)

3,309,500 2,029,484 2,549,500 (520,016) 460,408 2,489,892 2,961,500 (348,000)

Dover - Capital

Scheme

Latest 

Approved 

Budget 16/17

YTD Actuals YTD Budget YTD Variance Commitments
Total Actuals and 

Commitments

Projected 

Outturn 16/17

Variance to 

Budget

Kitchen Installations 700,000 417,893 583,333 (165,440) 154,846 572,739 635,000 (65,000)

Bathroom Installations 300,000 306,346 250,000 56,346 35,330 341,676 365,000 65,000

Central Heating 690,000 299,421 575,000 (275,579) 0 299,421 545,000 (145,000)

Fire Prevention 125,000 7,127 104,167 (97,040) 0 7,127 20,000 (105,000)

Rewiring 150,000 8,430 125,000 (116,570) 2,057 10,487 25,000 (125,000)

Reroofing 420,000 114,408 350,000 (235,592) 101,813 216,222 230,000 (190,000)

Wall Repairs/Structural 155,000 99,968 129,167 (29,199) 13,656 113,624 130,000 (25,000)

Thermal Insulation 25,000 16,585 20,833 (4,249) 769 17,354 25,000 0

Adaptations 458,000 373,600 381,667 (8,066) 112,302 485,902 458,000 0

Door Replacement 0 0 0 0 0 0 0 0

Window Replacement 400,000 273,245 333,333 (60,089) 57,160 330,405 380,000 (20,000)

Other (Capital) 280,000 145,449 233,333 (87,884) 39,607 185,056 216,000 (64,000)

3,703,000 2,062,472 3,085,833 (1,023,361) 517,541 2,580,013 3,029,000 (674,000)

April-February

April-February Outturn Position

Outturn Position
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Shepway - Revenue

Scheme

Latest 

Approved 

Budget 16/17

YTD Actuals YTD Budget YTD Variance
Estimate 

Commitments

Total Actuals and 

Commitments

Projected 

Outturn 16/17

Variance to 

Budget

Response Maintenance (PPP) 0 0.00 0.00 0.00 0.00 0.00 0 0

Response Maintenance (Other) 1,375,030 981,786 1,145,858 (164,072) 713,760 1,695,546 1,366,200 (8,830)

Voids (PPP) 0 0 0 0 0 0 0 0

Voids (Other) 450,600 352,345 375,500 (23,155) 91,251 443,596 450,600 0

Heating Servicing 370,000 329,343 277,500 51,843 0 329,343 415,000 45,000

Cyclical Refurbishment 337,000 0 0 0 0 0 25,000 (312,000)

Other (Revenue) 776,820 505,258 647,350 (142,092) 267,195 772,452 716,820 (60,000)

3,309,450 2,168,732 2,446,208 (277,476) 1,072,205 3,240,937 2,973,620 (335,830)

Shepway - Capital

Scheme

Latest 

Approved 

Budget 16/17

YTD Actuals YTD Budget YTD Variance
Estimate 

Commitments

Total Actuals and 

Commitments

Projected 

Outturn 16/17

Variance to 

Budget

Kitchen Installations 300,000 280,101 250,000 30,101 84,145 364,246 300,000 0

Bathroom Installations 200,000 92,068 166,667 (74,599) 112,388 204,456 200,000 0

Central Heating 480,000 51,859 400,000 (348,141) 517,073 568,932 110,000 (370,000)

Fire Prevention 424,000 118,590 353,333 (234,743) 77,081 195,671 215,000 (209,000)

Rewiring 100,000 30,360 83,333 (52,973) 8,999 39,360 60,000 (40,000)

Reroofing 365,000 102,746 304,167 (201,420) 50,163 152,909 165,000 (200,000)

Wall Repairs/Structural 370,000 50,797 308,333 (257,536) 47,093 97,890 60,000 (310,000)

Thermal Insulation 50,000 7,955 41,667 (33,711) 6,757 14,713 15,000 (35,000)

Adaptations 350,000 177,237 291,667 (114,430) 137,779 315,015 350,000 0

Door Replacement 210,000 86,549 175,000 (88,451) 232,220 318,770 155,000 (55,000)

Window Replacement 0 0 0 0 2,080 2,080 0 0

Other (Capital) 868,000 273,042 723,333 (450,291) 274,200 547,242 533,500 (334,500)

3,717,000 1,271,306 3,097,500 (1,826,194) 1,549,978 2,821,284 2,163,500 (1,553,500)

Outturn PositionApril-February

April-February Outturn Position
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Thanet - Revenue

Scheme

Latest 

Approved 

Budget 16/17

YTD Actuals YTD Budget YTD Variance Commitments
Total Actuals and 

Commitments

Projected 

Outturn 16/17

Variance to 

Budget

Response Maintenance (PPP) 1,190,070 982,409 991,725 (9,317) 207,662 1,190,070 1,190,070 0

Response Maintenance (Other) 217,150 202,464 180,958 21,506 25,128 227,593 250,000 32,850

Voids (PPP) 500,000 393,358 416,667 (23,308) 15,067 408,426 500,000 0

Voids (Other) 0 0 0 0 0 0 0 0

Heating Servicing 369,000 270,339 307,500 (37,161) 1,191 271,529 380,000 11,000

Cyclical Refurbishment 320,000 13,862 266,667 (252,805) 49,834 63,696 40,000 (280,000)

Other (Revenue) 797,700 565,239 664,750 (99,511) 107,985 673,224 803,352 5,652

3,393,920 2,427,671 2,828,267 (400,595) 406,866 2,834,537 3,163,422 (230,498)

Thanet - Capital

Scheme

Latest 

Approved 

Budget 16/17

YTD Actuals YTD Budget YTD Variance Commitments
Total Actuals and 

Commitments

Projected 

Outturn 16/17

Variance to 

Budget

Kitchen Installations 600,000 307,783 500,000 (192,217) 0 307,783 600,000 0

Bathroom Installations 0 0 0 0 0 0 0 0

Central Heating 415,000 204,356 345,833 (141,477) 0 204,356 417,376 2,376

Fire Prevention 329,000 206,541 274,167 (67,626) 6,500 213,041 329,000 0

Rewiring 119,783 132,268 99,819 32,449 0 132,268 157,275 37,492

Reroofing 200,000 (1,136) 166,667 (167,802) 0 (1,136) 85,000 (115,000)

Wall Repairs/Structural 196,000 52,223 163,333 (111,110) 0 52,223 140,566 (55,434)

Thermal Insulation 22,428 21,001 18,690 2,311 0 21,001 22,428 0

Adaptations 312,987 177,859 260,823 (82,963) 0 177,859 312,987 0

Door Replacement 0 0 0 0 0 0 0 0

Window Replacement 145,217 133,620 121,014 12,606 0 133,620 145,217 0

Other (Capital) 335,585 28,176 279,654 (251,478) 0 28,176 82,597 (252,988)

2,676,000 1,262,690 2,230,000 (967,310) 6,500 1,269,190 2,292,446 (383,554)

April-February Outturn Position

April-February Outturn Position
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Title: 
 

Director of Customer Services Report 

Meeting: 
 

East Kent Housing Board 

Date: 
 

12 March 2018 

Author and contact 
details: 
 

Matt Gough, Email: Matt.gough@eastkenthousing.org.uk 
Phone: 07484544113 

Summary : This report provides updates on key areas of activity within 

the Customer Services Directorate, including:- 

• The Safeguarding Policy for approval 

• Update on the Customer Access Strategy for 

information 

• Sheltered Housing Update for information 

• Temporary Accommodation update for information 

Recommendation(s): 
 

• That the Board consider the recommendation to 

approve the Safeguarding Policy. 

• Note progress on the Customer Access Strategy,  

• Note the Sheltered Housing Update  

• Note the Temporary Accommodation Update 

Risk considerations: Safeguarding Policy 
National Guidance and legislation require that we have in 
place a policy in order to ensure compliance with our 
various safeguarding duties, the proposed policy has been 
developed to meet those requirements in line with the 
relevant guidance and legislation. 
 
The other updates are for information only. 
 

Financial: This report is for information only, and where there are 
specific issues they will be considered as part of the 
individual work streams. 

Legal:  Safeguarding Policy 
National Guidance and legislation require that we have in 
place a policy in order to ensure compliance with our 
various safeguarding duties, the proposed policy has been 
developed to meet those requirements in line with the 
relevant guidance and legislation. 
 
The other updates are for information only. 
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1. Introduction 

This report provides Board with an overview of key issues, opportunities and challenges 

facing the Customer Services Directorate, along with our main service priorities over the next 

3 months.  

The report will outline work either recently completed, or that will be being progressed over 

the next three months. 

2. Safeguarding 

EKH can play a crucial part in safeguarding both children and adults, both on the frontline 
and at a strategic level. 

 
The purpose of the proposed policy is to enable EKH to demonstrate its commitment to 
keeping safe vulnerable adults and children with whom it works or comes into contact with. It 
also aims to ensure that staff are aware of our roles and responsibilities as set out within the 
proposed Policy which formalises and builds on our corporate values and principles.  

 
In order to help achieve this, the proposed policy seeks to set out our approach which is to 
promote an approach where we Make Safeguarding Personal, this approach is set out within 
the Departments of Health’s Care and Support Statutory Guidance, as revised in 2017. It 
also reflects the Working together to safeguard children and means the approach:- 

o is person-led 
o is outcome focused 
o engages the person and enhances involvement, choice and control 
o improves quality of life, wellbeing and safety 
o recognises that safeguarding is everyone’s responsibility 
 

This policy sets out our approach to not just formal safeguarding, but across the whole range 
of our roles and responsibilities and how we will promote ownership of this agenda within 
EKH.  

 
Our approach is set out within the proposed policy and whilst in many areas it will cover work 
and approaches that are already integral to the organisation, for other areas they will be new 
additional principles and approaches which together will form our overall approach.  
 
The adoption of this approach is seen as a positive development for EKH, and will be 
combined with increased management oversight of the safeguarding responsibilities, along 
with the role of out specialist training for the first time for those with a greater involvement in 
cases, combined with awareness training of other related areas such as dementia and 
mental health. 
 
 

3. Customer Access Strategy 

A Customer Access Strategy was approved by the Board in March 2017, as part of the 

strategy we set out our principles for the strategy.  

Work has been progressing over the last year and whilst the strategy looked to achieve be 

achieved by 2020, considerable progress has already been achieved to date against the six 

principles:- 
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Consistent and Direct Access  

The restructure has seen the development of a single Customer Contact Team with 

dedicated Team Leader, we are currently working to standardised process and procedures 

to ensure a consistent and standardised service, whilst increasing the capability of those 

frontline staff to deal with as many issues and enquires as possible at the first contact. This 

approach will be further enhanced with the roll out of the second phase of the Single 

System. Initial proposals had included the aim of using a single 03000 phone number for 

customers, which was in line with god practice and guidance at the time and reflected local 

call cost issues. However, changes to the guidance along with higher than initially expected 

costs for this provision mean that a range of providers including the Client Council have 

maintained their current local numbers. In light of this and also following recent problems 

that we have been having with the 0300 number currently in place in Dover, we will be 

retaining the local numbers although they will be routed through to the single Contact Team. 

Improved Digital Access 

We are moving an increasing range of information online, with improved access to digital 

reporting systems. This work is continuing with greater capacity and functionality being rolled 

out with the Single System. 

Improved Customer Experience 

With a single customer contact team, we are continuing to reduce duplication and 

inconsistency, whilst increasing the range of ways in which customers can engage with EKH. 

Key again to this aim will be the availability of the online system. 

Assistance Service 

The introduction of a dedicated Sustainment Team is already heling us to identify tenants 

who require additional assistance to maintain their tenancies, with specialist money and 

benefits advice. This will further be enhanced with the improved capability of the new IT 

system which will help us identify and improve the focused support that we would like to 

provide to those who need additional assistance. 

Digital First 

The increased use of our website and the improved functionality that is being delivered is 

helping provide access to an increasing range of services as and when residents wish to 

access those services. 

Continuing to Improve Services 

The improved use of transactional surveys and other forms of feedback are used to help us 

inform the development of services in order to help us to continue to learn and improve how 

we deliver services. 
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4.  Sheltered Housing 

As the Board will be aware Kent County Council (KCC) has been reviewing the range and 

level of resources that it allocates to assist people to remain in their homes through its 

Supporting People regime. Following a review of its services in November 2017 KCC gave 

Canterbury City, Dover and Shepway Districts notice that their funding for sheltered housing 

would be withdrawn from 1 April 2018. 

In anticipation of the review and in association with the 3 councils we have been exploring 

alternative funding models. Following the development of a number of options the Councils 

have agreed on revised funding models which would mean that the support charges will be 

replaced with a service charge for an enhanced housing management service.  

The level and type of service that is provided to residents remains fundamentally unchanged 

with staffing levels unaffected. However, for the roll out of the revised model in time for the 

new financial year. We have been working with staff to review job descriptions to ensure that 

their roles are eligible for Housing Benefit where appropriate. As part of this work we have 

consulted on the proposed changes with staff and unions who have supported the proposed 

changes as a result all Independent Living Managers have now been provided with revised 

Job Descriptions and the updated service model is now being rolled out across schemes.  

The changes have allowed the Client Councils to maximise alternative income, minimise the 

impact on residents and allow for revisions to the model to allow for the updating of support 

and housing management processes, whilst maintaining uninterrupted services to residents. 

5. Temporary Accommodation 

East Kent Housing has been approached by all client Councils to explore the opportunities 

for EKH to manage temporary accommodation (TA) for those households that the Councils 

have a duty to provide accommodation for under homeless legislation. 

Each Council is considering a range of different opportunities and models and there are 

currently 16 different approaches being discussed. Whilst in principle EKH would be 

agreeable to providing a management service, it must ensure that the services that we 

provide are self-supporting, reasonable and appropriate.  

Options currently range from managing units identified within the existing HRA 

accommodation which are self-contained and would require the level of management  

currently provided to Councils, through to providing a comprehensive 24hr hostel or HMO 

management and support services for a range of households and families with high levels of 

vulnerability in accommodation that has shared facilities in property that is owned by a third 

party but leased to the Council.  

The provision of services will in all cases require EKH to increase resources to enable the 

effective management of temporary housing. However, for some options being considered 

particularly where the accommodation would see households sharing bathing and kitchen 

facilities and requiring 24 management are outside of the current EKH range of services, 

expertise and would require higher levels of management and specialist support, advice and 

assistance.  
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The management of this higher end supported service in particular could present an 

increased risk for EKH in terms of manging vulnerable households with a range of learning 

difficulties, mental health and other vulnerabilities in shared accommodation. In addition to 

which there could be a limited ability to manage risks in the accommodation. But also due to 

the possible negative impact on the provision of this type of accommodation on families and 

vulnerable people. 

It is proposed that EKH will continue to work with the Client Councils to refine the models for 

operation, but will bring back to the Board overall proposals for the resourcing of options for 

the future provision of these services as they are considered to be outside of the current 

operating model. In addition to which it is proposed that we will work with the client Councils 

to ensure that the proposals that are developed will have consideration to the relevant Code 

of Guidance for assisting and accommodating vulnerable homeless households and that any 

proposals will look to ensure that the accommodation to be managed for these households is 

considered appropriate and reasonable in order to manage risk to EKH, the residents, 

Communities and the Council’s. 

6. Recommendation 

Board are asked to:-  

• Approve the Safeguarding Policy. 

• Note progress on the Customer Access Strategy,  

• Note the Sheltered Housing Update  

• Note the Temporary Accommodation Update, but agree that further detail on 

proposed management options are brought back to the Board for 

consideration.  

Attachments 

 Safeguarding Policy 
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1. Introduction 

 
East Kent Housing (EKH) is committed to supporting and working in partnership with 

the four East Kent Councils of Canterbury, Dover, Shepway and Thanet and other 

partner agencies. EKH believes that it is always unacceptable for a child or 

vulnerable adult to experience abuse of any kind.  

EKH is committed to ensuring that, in so far as it is in our power to do so, children 

and adults (visiting or resident in the properties we manage) are safe and protected 

from all forms of abuse, and that any concerns about wellbeing and safety are 

referred to the relevant services. 

The policy covers a broad definition of safeguarding and applies to both adults and 

children and all areas of the business - as such the policy is supported by procedures 

to support the implementation of the policy. 

It is important to note that the organisation has statutory obligations to report 

safeguarding issues to relevant authorities relating to incidents or suspected 

incidents of abuse or neglect affecting either children or adults who are deemed as 

‘having care and support needs’ and may be ‘at risk’ of harm. 

The framework for reporting and investigating under these requirements is detailed in 

Multi-Agency Safeguarding Guidance which is issued by either the Kent and Medway 

Safeguarding Children Board or the Kent and Medway Adult Safeguarding Board. 

 

2. Legislation and Guidance 
 

The EKH Safeguarding Children and Adults Policy links to a wide  range of 
legislative requirements, guidance and good practice including: 
 

● The Children Acts (1989 and 2004) 
● Safeguarding Vulnerable Groups Act 2006 

● The Care Act 2014 

 
Full details of the relevant Statutory Framework for Safeguarding Children are set out 
within Section 1 of the Kent & Medway Safeguarding Children Procedures and can 
be accessed here. 

 
Kent and Medway Safeguarding Children Procedures 

 
Full details of the relevant Statutory Framework for Adult Safeguarding are set out 
within the Adult Safeguarding Policy of the Kent and Medway Safeguarding Adults 
Board. 

 
Kent & Medway Adult Safeguarding Policy 
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3. The Aims and Purpose of this Policy 
 

EKH can play a crucial part in safeguarding both children and adults, both on the 
frontline and at a strategic level. 
 
The purpose of this document is to enable EKH to demonstrate its commitment to 
keeping safe vulnerable adults and children with whom it works or comes into contact 
with. It also aims to ensure that staff are aware of our roles and responsibilities as set 
out within this Policy which formalises and builds on our corporate values and 
principles.  
 
It is important to have policies and procedures in place:  

 
● To provide protection for children and vulnerable adults who visit, are resident 

in or are receiving EKH services.  
● To provide clear guidance to Board Members, staff and contractors on the 

procedures that they should adopt in the event that they suspect a child or 
vulnerable adult may be experiencing, or be at risk of harm.  

● To ensure that recruitment processes require full checks of suitability to work 
with children and vulnerable adults where appropriate.  

● To ensure that any allegation or suspicion of abuse is dealt with swiftly and 
appropriately and that the person(s) experiencing abuse is supported.  

● To promote good practice and work in a way that can prevent harm, abuse 
and coercion occurring. 

 
In order to help achieve this, the policy seeks to set out our approach which is to 
promote an approach where we Make Safeguarding Personal, this approach is set 
out within the Departments of Health’s Care and Support Statutory Guidance, as 
revised in 2017.  
 
It also reflects the Working together to safeguard children and means the approach:- 

o is person-led 

o is outcome focused 

o engages the person and enhances involvement, choice and control 
o improves quality of life, wellbeing and safety 

o recognises that safeguarding is everyone’s responsibility 

 
This policy sets out our approach to not just formal safeguarding, but across the 
whole range of our roles and responsibilities and how we will promote ownership of 
this agenda within EKH.  

 
Our approach is set out within this policy and whilst in many areas it will cover work 
and approaches that are already integral to the organisation, for other areas they will 
be new additional principles and approaches which together will form our overall 
approach. 
 
In order to help structure our approach we have adopted the framework as set out 
within the Making Safeguarding Personal work developed by the Local Government 
Association and the Association of Directors of Adult Social Care1. 
 

                                                           
1
 Making Safeguarding Personal – What might ‘good’ look like for those working in the housing sector?, 2017, 

https://www.local.gov.uk/making-safeguarding-personal-what-might-good-look-those-working-housing-sector 
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This approach uses the following steps to help formulate the approach:- 
 

Leading Making Safeguarding Personal 
 

Step 1: Evidence strong housing leadership of Making Safeguarding 
Personal 
Establishing and developing Making Safeguarding Personal as a core 
objective within the commissioning and provision of housing services we 
provide, recognising it as core business. 
 
Step 2: Promote and model the culture shift required for Making 
Safeguarding Personal 
The culture and values of housing organisations are clear and transparent. 
They are reflected consistently in housing strategies and policies and support 
housing staff in delivering on expectations set out in guidance and training. 
 
Step 3: Define core principles for strategy and practice 

The six statutory safeguarding principles defined as core to Making 
Safeguarding Personal and there is an emphasis on wellbeing alongside safety. These 

principles are made clear to all housing staff as well as contractors (such as for 

repairs, buildings management and gas services). In addition to which we will work 

with our client Councils to develop an approach that ensures that their housing stock 

is maintained.  
 

Supporting and developing the workforce 

 
Step 4: Promote and support housing workplace and workforce 
development 
Deliver and seek assurance on baseline standards that can contribute to 
Making Safeguarding Personal (including in respect of staff: recruitment, 
supervision, induction and development). Ensure that workplace values 
support staff in this. Make sure that there is a range of support and 
information for staff. 
 
Step 5: Make sure that staff are aware of and respond to the 
requirements of the Mental Capacity Act (MCA) (2005) 
Recognise its significance as empowering legislation that supports Making 
Safeguarding Personal. 

 

Early intervention, prevention and engaging with people: 
 

Step 6: Ensure there is a clear focus on prevention and early 
intervention 
The Making Safeguarding Personal approach applies in prevention as well as 
to responses to abuse and neglect. Prevention and early intervention requires 
empowering both staff (housing staff and contactors) and people living in 
communities to recognise the potential for abuse or neglect and to raise 
concerns. 
 
Step 7: Engaging with and including people who use services 
So that housing services are influenced by the people who use them, both in 
the way in which they are delivered and at a strategic and policy level.4 
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Support responds to the issues that people have themselves identified. Engagement 

supports people’s resilience. 

 

Engaging across organisations in Making Safeguarding Personal 
 

Step 8: Engage with the range of partners to support gaining a full 
understanding of the individual and their context; working together to 
achieve the outcomes people want. 

 
This policy will consider each area in turn and will set out our approach to how we will 
look to develop services.  

 

4. Principles of Safeguarding 
 

To inform this we will apply the six core safeguarding principles that are set out within 
the Care Act which are:-2

 

 
● Empowerment - People being supported and encouraged to make their 

own decisions and informed consent.  
● Prevention - It is better to take action before harm occurs. 
● Proportionality - The least intrusive response appropriate to the risk 

presented. 
● Protection - Support and representation for those in greatest need. 
● Partnership - Local solutions through services working with their 

communities. Communities have a part to play in preventing, detecting 
and reporting neglect and abuse. 

● Accountability – Accountability and transparency in delivering 
safeguarding. 

 

5. Our Approach to Safeguarding 
 

This section sets out the steps and work that EKH will take in order to develop our 
approach to Making Safeguarding Personal. 
 
 

LEADING MAKING SAFEGUARDING PERSONAL 
 

Step 1: Evidence strong housing leadership of Making Safeguarding Personal 
 

● Be clear about statutory responsibilities in respect of safeguarding and 
through this policy and its promotion provide access to information on 
policies, procedures roles and responsibilities. 

● Engage as appropriate with local safeguarding boards and look to develop 
and strengthen partnerships in order to deliver the approach. 

● To review on an annual basis how we are meeting our legal responsibilities in 
respect of safeguarding. This is to be achieved through use of a self-
assessment tool that will consider both adult and children’s safeguarding. 

● Through monthly Team Talks, One to Ones, Team Meetings and other 
opportunities to actively champion and raise the profile of the roles and 
responsibilities of safeguarding as part of our core business. 

                                                           
2
 Care and Support Statutory Guidance (October 2014, updated 2016), Department of Health 
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● Establishing an internal safeguarding group to help promote good practice 
and review our progress in working to continue to develop our approach to 
safeguarding. 

 
Step 2: Promote and model the culture shift required for Making Safeguarding 
Personal 
 

● Continue to develop a culture of dignity and respect those values and listens 
and responds to people, which will be achieved through an extended 
approach to the training and development of staff to include not only 
safeguarding directly but also wider social and related issues including mental 
health. We will also improve the way in which we collect and maintain 
information on households to help us improve the service and responses we 
provide. 

● That basic safeguarding training will be a mandatory requirement on an 
annual basis whilst more specialist areas will be covered on a bi-annual 
basis. 

● To listen to the people affected when things go wrong and to learn from this. 
We will achieve this by continuing to develop our responses to complaints 
and we will improve the manner in which we review and learn. 

● To review and implement an agreed plan to ensure suitable and adequate 
training and learning opportunities that reflects our roles and responsibilities. 
 

 
Step 3: Define core principles for strategy and practice 

 
● Work with our client Councils to ensure that commissioning frameworks, 

policies and procedures are underpinned with the six statutory safeguarding 
principles. This will include integrating the core principles into commissioning 
of third parties such as contractors for repairs, gas servicing and building 
management. 

● To provide support and training to those commissioning and then managing 
these arrangements into practice. 

● To be clear that safeguarding must promote wellbeing alongside safety and 
that we support person-centred and positive approaches to working with risk. 

● To provide the opportunity for people to participate in shaping safeguarding 
support and that they are asked about what they want to happen when there 
is a safeguarding concern. 

● We will promote and provide information and advice including rights of people 
to advocacy support. 

● We will work with the client Councils to ensure that their housing stock meets 
the Decent Homes Standard, and that the housing stock is maintained in 
accordance with the agreed standards and that we work with them to 
implement health and safety compliance for areas including gas and fire 
safety. 

 

SUPPORTING AND DEVELOPING THE WORKFORCE 

 
Step 4: Promote and support housing workplace and workforce development 
 

● We will maintain a common and robust approach to the recruitment and 

retention of our staff with reference to the need to ensure this approach set 

out within our policies and advice on the recruitment, supervision, induction 

and staff development. 
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● We will consider safeguarding within our competency framework and will 

ensure that the induction framework reflects the need for safeguarding 

training and awareness. 

● Ensure that suitable recruitment and retention policies and procedures are 

considered as part of contract monitoring. 

● Establishing Making Safeguarding Personal as integral to all safeguarding 

training. 

● Maintain a training matrix that allows us to ensure that staff training needs are 

monitored and reviewed to ensure we keep up to date and current. 

● Provide guidance to staff who work with vulnerable people, families and 

children to avoid placing themselves in positions that may cause children or 

parents to feel uncomfortable and which could lead to questions and/or false 

accusations of abuse. This would include not meeting with customers outside 

of work, unnecessary physical contact with children. 

● We will work to ensure that the contractors and sub-contractors that we work 

with have an effective safeguarding policy in place or, where not that they are 

willing to work in accordance with our policy. This would include working with 

our client Councils to ensure that their contracts have clear and specific 

requirements in relation to safeguarding.  

● We will provide training and information to staff ‘Mate Crime’ and Domestic 

Abuse including guidance on referring to the relevant agencies where there 

may be concerns. 

● Ensuring that our frontline staff have a clear framework within which to 

achieve the balance between wellbeing and safety, and to support this with 

outcome focused working and linking training to strategic outcomes. 

● Where we are dealing with allegations of ASB we will use a structured risk 

assessment to help us determine who the victim may be and then to make 

the relevant referrals. 

● We will clearly signpost to all staff through policies, training and through our 

intranet site to either the Kent Safeguarding Children Board or the Kent & 

Medway Safeguarding Adults Board, where they can access detailed 

information on the safeguarding. 

Step 5: Make sure that staff are aware of and respond to the requirements of 
the Mental Capacity Act (MCA) (2005) 
 

● Where people who lack capacity are identified we will provide staff with the 
training and information to help them understand the need for supported 
decision making and sign post individuals to the right people to do this. 

● To ensure we focus on an outcome based approach by talking to people 
about the outcomes they want to achieve. 
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EARLY INTERVENTION, PREVENTION AND ENGAGING WITH 
PEOPLE: 
 
Step 6: Ensure there is a clear focus on prevention and early intervention 

● Through training, advice and support we will develop staff to recognise 

situations where there is potential for abuse/neglect and will empower them to 

report and act on concerns. 

● We will include and ask people what they want to happen as appropriate 

when there is a safeguarding concern, and where we can we will ask about 

the outcomes the outcomes they want when safeguarding issues arise. 

Step 7: Engaging with and including people who use services 
● We will involve and engage people and communities so that they are 

informed, empowered and connected to social networks in the wider 

community. We will do this by the promotion and signposting to groups, 

initiatives and other support, which will help them to resolve and prevent 

abuse and neglect in their own lives, and build their resilience. 

● We will work with our client Councils and others to engage and include 

residents so that services and strategies are influenced by the people who 

use them. 

● Make easily available information on our complaints process and guidance to 

residents and their carer and families to help them to raise concerns. 

● We will provide information to residents their carers and staff on SCAMS and 

prevention, which include tips on how to spot the signs of someone who may 

me responding to mass marketing or doorstep scams. 

● We will work with our Client Councils who allocate housing to ensure that 

people who are risk should not be allocated tenancies in areas, or properties, 

where it could reasonably be predicted that they may be subject to antisocial 

behaviour or abuse. 

● We will undertake structured Risk Assessments to help us review situations 

where households and individuals may be at risk and this will include when 

we have reports of anti-social behaviour, prior to granting permission for an 

individual to be given permission to reside with a vulnerable or potentially 

vulnerable tenant and we will make the relevant referrals to statutory 

agencies. 

● We will as appropriate make unannounced visits where we may have 

concerns for households and individuals and make the relevant referrals 

where we identified concerns. 
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ENGAGING ACROSS ORGANISATIONS IN MAKING 
SAFEGUARDING PERSONAL 

 
Step 8: Engage with the range of partners to support gaining a full 
understanding of the individual and their context; working together to achieve 
the outcomes people want. 

● We will provide training and information to staff to provide them with the 

knowledge and skills to allow them to engage with partners. We will achieve 

this through the training and development work already outlined along with 

the attendance and engagement with formal partners. 

● To have in place staff trained and supported to develop specialist knowledge 

and understanding to work effectively with partners through our Sustainment 

Team to lead on the identification and support for vulnerable households.  

● We will work with local Community Safety Units by sharing information, 

attending meetings and assisting with their work. 

● Work collaboratively with lead agencies to understand the often complex 

factors that contribute to these issues. 

EKH acknowledges that it has a critical part in safeguarding children and adults, both 

on the frontline and at a strategic level. Our is intend to help embed, promote and 

develop our approach to safeguarding both directly well as through a range of wider  

objectives which would include the promoting of health and wellbeing, to protecting 

children and adults from neglect and abuse.  

5. Types and Patterns of Abuse 

Abuse and neglect can take many forms and every case should always be 
considered on its own merit with due consideration given to individual circumstances. 
The following categories of abuse are not mutually exclusive and person may be 
subject to more than one type of abuse at the same time, whatever the setting.  
 
It is important to recognise that some people may reveal abuse themselves by talking 
about or drawing attention to physical signs or displaying certain actions/gestures.  
This may be their only means of communication. It is important to be alert to these 
signs and to consider what they might mean. 

 
Abuse or neglect may be deliberate, or the result of negligence or ignorance. 
Unintentional abuse or neglect may occur owing to life pressures or as a result of 
challenging behaviour which is not being properly addressed. It is the intent of the 
abuse or neglect which is therefore likely to inform the type of response.  
 
Abuse can happen anywhere: for example, in someone’s home, in a public place, in 
hospital, in a care home or in a college. It can happen when someone lives alone or 
with others. It is important to understand the circumstances of abuse, including the 
wider context such as whether others may be at risk of abuse, whether others have 
witnessed abuse, the role of family members and paid staff or professionals.  
 
Further information about indicators of abuse under each of these main headings can 
be found in the online guidance provided by the Kent & Medway Safeguarding 
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Children’s Board and the Kent and Medway Adult Safeguarding Board Guidance 
Section. 

 
Physical abuse 

 a) hitting, slapping, scratching  

 b) pushing or rough handling 

 c) assault and battery 

 d) restraining without justifiable reasons 

 e) inappropriate and unauthorised use of medication 

 f) using medication as a chemical form of restraint 

 g) inappropriate sanctions including deprivation of food, clothing, 
     warmth and health care needs 
 h) female genital mutilation 
 

Sexual abuse 
 

 a) sexual activity which an adult client cannot or has not consented to or has been  

     pressured into  

 b) sexual activity which takes place when the adult client is unaware of the  

     consequences or risks involved  

 c) rape or attempted rape  

 d) sexual assault or harassment  

 e) Non-contact abuse e.g. voyeurism, pornography  
  

 
Psychological abuse  

 a) Emotional abuse. 

 b) Verbal abuse. 

 c) Humiliation and ridicule. 

 d) Threats of punishment, abandonment, intimidation or exclusion from services. 

 e) Isolation or withdrawal from services or supportive networks. 

 f) Deliberate denial of religious or cultural needs 

 g) Forced marriage  

 h) Failure to provide access to appropriate social skills and educational development  

     training 

 i) Faith abuse 
 

Financial abuse 
 a) having money misused or stolen 

 b) having property stolen 

c) being defrauded 
 d) being put under pressure in relation to money or property 

 e) having money or property misused 

 f) finance or property mismanagement by a Registered Enduring Power of Attorney  
    or Lasting Power of Attorney for Property & Affairs or a Deputy appointed by the  
    Court of Protection. 
  

Neglect and acts of omission 
 a) Ignoring medical or physical care needs 

 b) Failure to access care or equipment for functional independence 

 c) Failure to give prescribed medication 

 d) Failure to provide access to appropriate health, social care or educational services 
 e) Neglect of accommodation, heating, lighting etc. 
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 f) Failure to give privacy and dignity 

 g) Professional neglect 

 h) Failure by a Registered Lasting Power of Attorney for Health and Welfare  or a  
     Deputy appointed by The Court of Protection to act in the Best Interests of  the  
     Donor of that attorneyship or deputyship, when the Donor has lost capacity to  
     make the relevant decision(s) for themselves. 
 

Self-Neglect 
This should necessitate assessment by social and/or health care professionals which 
should be carried out within the guidance contained within the Mental Capacity Act 
2005. For more information please see Social Care Institute for Excellence Self 
Neglect Report  
 

 

Additional information on patterns of abuse and the circumstances in which 
they might take place can be found in appendix I, whilst full details are 
available at:- 

Kent and Medway Safeguarding Adults website  
 
or at the  
 
Kent Safeguarding Children’s Board.  
 

 
  

6 Recording and Reporting Procedure 

 
If an allegation or suspicion of abuse is discovered by a member of staff or East Kent 

Housing representative or contractor, they should inform their designated 

safeguarding officer or their safeguarding lead as soon as possible.  

They should then:-  

During the day and in office hours 

Concerned about an adult?  

Call 03000 41 61 61 (text relay 18001 03000 41 61 61) or email 
social.services@kent.gov.uk. 

Concerned about a child?  

Call 03000 41 11 11 (text relay 18001 03000 41 11 11) or email 
social.services@kent.gov.uk. 

Out of hours and in an emergency 

If you need to contact us outside of normal office hours, for example during the night, 
call 03000 41 91 91. 

Tell them as much as you can - The more information that can be given about 
what’s happening and where it’s happening, the better. They will take every report of 
abuse seriously and investigate all of them. 
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Abuse is a breach of someone’s rights, and may be a single act or happen 
repeatedly over a period of time. Abuse may be deliberate, but may also be caused 
by neglect or ignorance. It can happen anywhere, including their home, a child’s 
school, a residential or nursing home, at hospital, or in a public place. In many cases, 
abuse is a criminal offence. 

If the suspected victim of the abuse is an adult their views are important in 
determining the course of the safeguarding response and the person raising the 
concern should discuss this with the adult, unless it is considered not safe to do so or 
the person is assessed not to have the mental capacity to understand. Where the 
person is assessed not to have capacity this must be made clear when the referral is 
made. 

Don't assume that someone else will take responsibility. You could help to save 
someone’s life. If you are worried, report it. 

You may also be asked to complete the Kent Inter-Agency Referral Form and details 

should also be recorded on the relevant file the form and information about 

completing it can be found at Inter-Agency Referral Form. .  

Full details on how to report abuse can be found here on the Kent County Council 

website. 

If you think someone is in immediate danger, the best thing to do is call 
999 for the emergency services.  

7 Managing Responsibilities 
 

All East Kent Housing staff, volunteers and contractors are responsible for 

understanding, reporting and sharing information with regards to the safeguarding of 

children and vulnerable adults. 

All Managers have a particular responsibility to ensure staff understand 

safeguarding, receive appropriate training and are encouraged and supported 

through the safeguarding process. EKH’s named Safeguarding lead is the Director of 

Customer Services. 

Under the supervision of the Director of Customer Services, all EKH managers are 

responsible for ensuring that safeguarding standards are adhered to in the delivery of 

the services they are responsible for. Specific actions for managers will be 

highlighted in the EKH delivery plan, service plans and appraisals. 

All employees, contractors and volunteers are in a position of trust, however; 

particularly those who support, guide or interact directly with children, young people 

or vulnerable adults. It is therefore the responsibility of everyone to document and 

report any concerns about abuse.  

6. Confidentially and Information Sharing 

Working in partnership with statutory and other relevant agencies is a key element in 
the identification and investigation of abuse. The wishes of the child, adult or family in 
relation to what information should be shared, and with whom should be respected 
where possible. 
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However, the guidance is clear that organisations and this would include EKH should 
share information, where there is a concern that a person may be suffering or is at 
risk of abuse or neglect, their safety must be the over-riding priority. Information must 
be shared with statutory agencies where there is any indication of abuse.  

The Seven Golden Rules for Information Sharing 

i. Remember that the data protection legislation and human rights laws 
are  not  barriers to justified information sharing but provide a framework to 
ensure that personal information about living individuals  is shared 
appropriately; 

ii. Be open and honest with the individual (and/or their family where appropriate) 
from the outset about why, what, how and with whom information will, or 
could be shared, and seek their agreement, unless it is unsafe or 
inappropriate to do so; 

iii. Seek advice from other practitioners if you are in any doubt about sharing the 
information concerned, without disclosing the identity of the individual where 
possible; 

iv. Share with informed consent where appropriate and, where possible, respect 
the wishes of those who do not consent to share confidential information. You 
may still share information without consent if, in your judgement, there is good 
reason to do so, such as where safety may be at risk. You will need to base 
your judgment on the facts of the case. When you are sharing or requesting 
personal information from someone, be certain of the basis upon which you 
are doing so. Where you have consent, be mindful that an individual might not 
expect information to be shared; 

v. Consider safety and well-being: Base your information sharing decisions on 
considerations of the safety and wellbeing of the individual  and others who 
may be affected by their actions; 

vi. Necessary, proportionate, relevant, accurate, timely and secure: Ensure that 
the information you share is necessary for the purpose for which you are 
sharing it, is shared only with those people who need to have it, is accurate 
and up-to-date, is shared in a timely fashion, and is shared securely 
(Practitioners must always follow their organisation’s policy on security for 
handling personal information); 

vii. Keep a record of your decision and the reasons for it - whether it is to share 
information or not. If you decide to share, then record what you have shared, 
with whom and for what purpose. 
 
Source:- Information sharing: advice for practitioners providing safeguarding 
services (March 2015). 

In order to assist with the effective sharing of information with partners EKH are 
signatories to the Kent and Medway Information Agreement, this agreement is 
reviewed as appropriate and we will continue to work as part of these arrangements. 
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7. Monitoring and Review 
 

We will carry out an annual review of out compliance with this policy, national and 
local guidance and any changes within legislation.  
 
We will monitor and report on the following to the EKH Safeguarding Group, whilst 
additional reports and information as appropriate will be provided to the Operational 
Management Team, Corporate Management Team or other Boards or Sub-
Committees at agreed frequency, including the production of an Annual Safeguarding 
Report:   

● The number and type of Safeguarding referrals made to Kent County Council 
and the number and type accepted as Safeguarding by them. 

● The number of Safeguarding & Wellbeing alerts by types of abuse and 
outcomes from interventions and actions taken.  

● The number and job role of staff who have been the subject of a 
Safeguarding alert, investigation and / or action.  

● Training on Safeguarding & Wellbeing scheduled and delivered to staff.   
● The effectiveness of our partnership working and strategic links to 

Safeguarding Boards. 
● Any Serious Case Reviews or Domestic Homicide Reviews we've been 

involved in and the learning and improvements we've made as a result.  
● Case studies that demonstrate the impact of our actions and interventions on 

customers.   
 

 
7. Equality and diversity 
 

We are committed to respecting diversity in all aspects of our work and we will not 
tolerate any form of discrimination. We recognise our responsibility to work with other 
agencies to promote the safety of children and vulnerable adults and to have clear 
guidelines and procedures with regard to safeguarding. 
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APPENDIX I 
 

Patterns of Abuse and the Circumstances in which they might take 
place: 
 
Full details are available at Kent and Medway Safeguarding Adults website or at the  
Kent Safeguarding Children’s Board, but examples would include:- 
 
 
Exploitation  
 
 a) opportunistically or premeditated  

 b) unfairly manipulating someone (grooming) for profit or personal gain  

 c) modern slavery  

 d) human trafficking  

 e) radicalisation  

 f) cuckooing  

 g) mate crime  
 
Discrimination 
 
 a) Discrimination demonstrated on any grounds including sex, race, colour, 

     language, culture, religion, politics or sexual orientation 

 b) Discrimination that is based on a person’s disability or age 

 c) Harassment and slurs which are degrading 
 d) Hate crime 
  
Organisational abuse 
 
Organisational abuse refers to abusive and poor care and or clinical practices that may 
develop when an adult is living or staying in a care home, or receiving respite or attending a 
day care establishment, or are receiving treatment or assessment in a Hospital or other NHS 
service or in relation to care provided in their own home-and they are potentially vulnerable 
to abuse and exploitation. 
 
Multiple forms of abuse  
 
An individual or a group of individuals can carry out abuse or neglect. Patterns of harm may 
emerge and may include multiple forms of abuse, which can occur in an ongoing 
relationship, or in a service setting, or to several people at any one time. Patterns should be 
recorded and professionally shared, as repeated instances of poor care may for example, be 
an indication of organisational abuse. It is very important to look beyond single incidents or 
breaches in standards, to underlying dynamics and patterns of harm.  
 
Any or all of these types of abuse may be perpetrated as the result of deliberate intent and 
targeting of adults at risk, negligence or ignorance.  
 
Inappropriate Restraint  
 
Department of Health Guidance: Positive and Proactive Care Reducing the Need for 
Restrictive Interventions, provides a framework to assist health and social care services to 
develop a culture where restrictive interventions are only ever used as a last resort and for 
the shortest possible time.  
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Domestic Abuse 
 
The definition of domestic abuse applies to males and females and is referred to as:  
‘a pattern of incidents of controlling, coercive or threatening behaviour violence or abuse 
between those aged 16 or over who are or have been intimate partners or family members 
regardless of gender or sexuality. 
 
Hate Crime 
 
Hate crimes and incidents can be against the person or property. Hate Crime hurts and it 
can be motivated by the offender’s hatred of people who are seen as being different. An 
adult or child may be a victim because of race, religion, disability, age, sexuality or gender. 
 
Mate Crime 
 
Mate Crime occurs when someone ‘makes friends’ with a person and goes on to abuse or 
exploit that relationship. The founding intention of the relationship, from the point of view of 
the perpetrator, is likely to be criminal. The relationship is likely to be of some duration and, if 
unchecked, may lead to a repeat and worsening abuse. Mate crime can happen to anyone 
but children and adults with learning difficulties are especially vulnerable. 
 
Modern Slavery or Human Trafficking  
 
This is described by the UK National Crime Agency as:  

movement of a person from one place to another into conditions of exploitation, using 
deception, coercion, the abuse of power or the abuse of someone’s vulnerability. It is 
possible to be a victim of trafficking even if your consent has been given to being 
moved. Although human trafficking often involves an international cross-border 
element, it is also possible to be a victim of human trafficking within your own country 

 
Forced Marriage  
 
You have the right to choose who you marry, when you marry or if you marry at all. Forced 
marriage is when physical (e.g. threats, violence or sexual violence), emotional and or 
psychological pressure (e.g. person is made to feel like they are bringing shame on the 
family) is brought to bear to make one person marry another. 
 
Female Genital Mutilation (FGM) 
 
FGM is also known as female circumcision, cutting or Sunna. Sometimes, religious, social or 
cultural reasons are put forward for this happening but it is abuse and a criminal offence, to a 
woman or child. The term covers all harmful procedures to the female genitalia for non-
medical purposes.  
 
Child Sexual Exploitation (CSE) 
 
This is a form of child abuse which involves receiving something in exchange for sexual 
activity. 
 
Online Safeguarding: 
 
Online Safeguarding is not just an IT issue; it is about safeguarding young people and adults 
in the digital world as part of our safeguarding responsibilities. The focus should be on 
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building resilience to online risk in order for people to feel safe and confident using online 
services.  
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EAST KENT HOUSING BOARD  
 

Meeting to be held on Monday 4 June 2018 
6.30 pm in the Board Room, Garrity House, Miners Way, Aylesham CT3 3BF 

 
Membership 
James Queay (Chair) David Owen 
Sue Chandler  Ray Page 
Petros Christen  Stuart Piper 
Martin Goard   Jenny Samper 
Hanna Herbert  Neill Tickle 
Nigel Lawes   Alka Umaria 
 

 
  

Item Presenter Page(s) 

1 Apologies for absence   

2 Declarations of Interest   

3 Minutes of previous meeting and actions arising   

4 ITEMS FOR DECISION   

4.1 ICT Strategy and Plan   

4.2 Accommodation Strategy and Plan   

5 ITEMS FOR MONITORING   

5.1 2017/18 Annual Performance report sign-off   

5.2 Performance Indicators target setting for 2018/19   

5.3 Customer Satisfaction action plan    

5.4 2017/18 year end performance indicators outturn   

5.5 2017/18 Delivery Plan outturn   

5.6 2017/18 Operating Budget outturn   

5.7 Year end 2017/18 budget monitoring of managed 
budgets 

  

6 ITEMS FOR INFORMATION   

6.1 Chief Executive’s report   

6.2 Director of Property Services report    

6.3 Finance Directorate update    

6.4 Director of Customer Services report    

6.5 Feedback from Residents’ Panel (standing item)   

6.6 Reports from Sub-Committees   

6.7 Board Forward Plan   
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