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D R A F T 
 

Minutes of a meeting of the East Kent Housing Board 
held on Monday 26 September 2016 in the  

Board Room, Garrity House, Miners Way, Aylesham CT3 3BF 
 
 
Present:   Helen Buller  (HB)  Board Member 
   Sue Chandler (SC)  Board Member    
   Lin Fairbrass (LF)  Board Member 
   Martin Goard (MG)  Board Member 
   Chris Hanagan (CH) Board Member 
   Nigel Lawes  (NL)  Board Member 
   David Owen (DO)  Board Member 
   Jenny Samper (JS)  Board Member 
   Alka Umaria (AU)  Board Member 
   Lucia Xavier (LX)  Board Member 
  
Apologies:  Neill Tickle    Board Member  
  
In attendance: Mark Anderson (MA) Interim Director of Property  
   Charlotte Spendley (CS) Head of Finance 
   Louise Taylor (LT)  Operations Manager, Dover 
  Lucy Tuson (LTu)  Head of Communications 
  Deborah Upton (DU) Chief Executive 
  Kate Marsh   Minutes 
 
Observer:  Andrew Styles (AS)   
 
                   

    
 Action 

1. 6-6.30 PM:  PRIVATE BOARD MEMBER DISCUSSION  
 
1.1 
 
 
1.2 
 
 
 
1.3 

 
The Board held a half hour meeting to collectively discuss any issues, 
concerns or challenges arising from the agenda pack. 
 
This was a new arrangement which had arisen from actions arising 
from the recent Governance Review task and finish group meeting, and 
would form a standing item on all future agendas. 
 
The Board’s discussion had highlighted the high number of confidential 
papers contained in the agenda pack and a request was made to 
include the reasons for confidentiality as part of the summary of future 
reports.  The CEx undertook to review the confidential nature of papers 
in future agendas. 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 

 
DU 
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 Action 

2 HQN PRESENTATION ON FINDINGS FROM REVIEW OF ASSET 
MANAGEMENT 

 

 
2.1 
 
2.2 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

2.3 

 

 

 
 

 
Kevin Bentley, HQN, attended the meeting to present the findings of 
the review of Asset Management. 
KB advised that he was the lead asset management and repairs 
specialist for HQN and had completed over 100 reviews.  In this 
review, he had predominantly reviewed planned and cyclical 
maintenance and his presentation focused on the headline issues.  
Although some negative concerns were highlighted, there were also 
some positive messages.  During the presentation, KB clarified the 
following points raised by the Board: 
 

 An explanation of the definition of “lifecycle” and that the four local 
authorities have different lifecycles, making planning and 
programming difficult. 

 That some local authorities already engaged contractors to assist in 
collecting data but that this exercise could be made smarter and 
more cost effective by involving staff in information gathering and 
investing in technology. 

 That it would not be known if a sample survey rate of 25%-30% 
would be sufficient until an analysis of the different types of 
properties had been undertaken – there was a wide spread of 
property types across the four landlords.  

 An in depth review of the new single system had not been part of 
the scope of the review.  KB further advised that the sector was 
becoming more sophisticated in the way property and return on 
investment was evaluated. 

 In the region of 25 key recommendations would follow from the 
review.  An improvement plan would be developed and monitored 
by a Board Task and Finish Group. 

 A discussion took place around the benefits of EKH taking over the 
control of contracts from the local authorities.  KB did not feel that 
ultimately the authorities would be resistant to change, and this 
view was endorsed by a Board Member who stressed the need for 
EKH to provide comprehensive rationale for any changes they 
wished to make.  

 With regard to developing five year programmes, the difficulties in 
developing three or five year local government HRA Business Plans 
in ever changing financial climates was also highlighted by the 
Board. 
 

The Chair thanked KB for his helpful and eye-opening presentation and 
KB confirmed he would supply a copy of the slides for the Board and 
that the draft recommendations from the review would be sent to DU 
during the course of the next week, with the report following in two to 
three weeks’ time.   
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

KM 
 

Page 4



East Kent Housing  
 

  
 

 

                   

    
 Action 

2.4 

 

 

 
 
 
2.5 

 

 

The Chief Executive advised that an improvement plan would be 
agreed and monitored by the Task and Finish Group, a meeting of 
which was suggested to be held in three weeks’ time.  The Board had 
discussed the composition of this group at their pre-meeting and 
agreed it would be appropriate to invite NT and NL to be a part of the 
group.  Additionally, offers from MG/JS and SC were received. 
 
The Chief Executive advised that a report would be brought back to the 
December Board meeting and a suggestion to provide the Board with 
an update at each subsequent meeting was welcomed by the Chair. 

 
 

DU 
 
 
 
 
 
 

DU 

3 APOLOGIES FOR ABSENCE  
 
3.1 
 
3.2 

 
Apologies noted above. 
 
The Chair welcomed everyone and, as the meeting was joined by three 
new Board Members, introductions were made. 

 
 

 

   
4 DECLARATION OF INTERESTS  
 
4.1 

 
No interests were declared at the meeting. 

 
 

   
5 MINUTES OF MEETINGS HELD ON 11 AND 18 JULY 2016  
 
5.1 

 
The minutes of the meetings held on 11 July and 18 July 2016 were 
agreed as true records and signed by the Chair. 
 

 

6 MATTERS ARISING FROM PREVIOUS MEETINGS  

 
6.1 
 
 
 
 
 
 
6.2 
 
 
 
 
6.3 

 
11 July 2016 
Minute 5.1.2:  Responding to a Board Member query, CS advised that 
it was intended to wait until the wider training plan outcomes were 
known before approaching RSM about financial training for the Board.  
The Chair considered that financial training was the most important and 
urgent. 
 
18 July 2016 
Minute 3.1.2:  LTu was thanked for addressing the tenancy fraud 
website issue and members noted that we had already received 
notifications.   
 
It was highlighted that any items not completed would be carried 
forward to the next meeting. 
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 Action 

 

7 ITEMS FOR DECISION  

 
7.1 
 
 
7.1.1 

 
Delivery Plan update 2016/17 and Delivery Plan proposals for 
2017/18  
 
A report providing a review of the current year’s Delivery Plan and 
proposals for the next financial year were presented by the Chief 
Executive, who highlighted that some items overlapped and some were 
dependent upon having an agreed Customer Access Strategy in place.  
New timelines had been agreed. Responding to questions about the 
new timeline for the Estates Strategy, the Operations Manager 
explained how work currently progressed on the different estates 
themes, such as parking, security, grounds maintenance and waste 
collection.  She advised that the Strategy would bring together all the 
themes and residents would have the opportunity to choose those that 
were right for their estates locally.  Responding to questions from the 
Chair, the Operations Manager confirmed that the Strategy would feed 
into the estate improvement budgets and possibly some of the other 
local authority budgets and would go out to the Area Boards for 
consultation by the end of the financial year. 
 

 

7.1.2 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Turning to the update on the current year’s plan, questions were then 
sought from the Board. 
 

 It was noted that the revised target date for action 1.2 should read 
January 17.  

 Discussion then turned to the action to increase access to mobility 
scooters in sheltered schemes and the Operations Manager 
highlighted that many residents in general needs housing also 
owned scooters.  The Chief Executive advised that pilots were 
currently being undertaken on scooter storage in sheltered 
schemes and that a paper on the leasing and storage of scooters 
would be brought to the December Board meeting. 

 Clarification was sought on why only 10% of households affected by 
the benefits cap had responded to contact made by the income 
team and whether this percentage could be increased?  The Head 
of Finance explained that capping response rates tended to be low, 
that a targeted approach using all communication means available 
had been made but that residents affected by capping were hard to 
engage with and tended to make contact once the capping 
impacted on them financially.    

 Responding to a further question, the Head of Finance explained 
the issues that affected partnership working with the Department for 
Work & Pensions were in relation to the implementation of an IT 
platform for dealing with Alternative Payment Arrangements. 

 The target date and commentary against Task 5.3, relating to rent 
statements, was queried, as neither appeared accurate.   

 
 
 
 

KM 
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 Action 

 
 
 
 
 
 
 
 
 
 
7.1.3 
 
 
 
 
 
 
 
 
 
7.14 
 
 
 
 
 
 
7.15 

Responding to a question about progress being made to help 
residents access these, the Head of Communications explained 
that we were aiming to set up resident accounts online in April 
2017, once the single system was implemented.  An overview of a 
residents’ survey due to be run in October, which included a 
question about paperless billing, would be presented to the next 
Service Improvement & Performance Sub-Committee in November.  
It was agreed to amend the commentary and revise the target date 
to July 2017. 

 
The Delivery Plan 2017/18 proposals were then presented by the Chief 
Executive who gave an explanation for why the plan was shorter than 
in previous years.  Noting that no actions had yet been worked up for 
the objectives, some of which were acknowledged by the Board as 
very high level, the Board commented they would feel more confident 
once they had seen more detail.  Further observations about the 
brevity and lack of detail contained in the document were received from 
the Board, who thought it would be helpful if there were differing levels 
of delivery plan to meet the requirements of the different audiences. 
 
Responding to a question from the Chair, the Chief Executive 
confirmed that the proposed Delivery Plan had been submitted to the 
councils and that feedback from a regular client officer meeting being 
held on 3 October would be fed into the proposals.  It was the Chief 
Executive’s belief that all the client councils understood the scale of the 
work necessary to move the organisation forward. 
 
The Board noted that the final Delivery Plan would be submitted to the 
councils for approval in December, following stakeholder consultation.  
The Chief Executive confirmed that a report would be written for the 
Area Boards and this would make it clear for residents what outcomes 
they can expect to see from the actions in the Delivery Plan.  The Head 
of Communications further advised that residents would be involved in 
the development of Delivery Plan actions at the engaged residents’ 
event in November. 

 
 
 
 
 
 
 

LTu 
CS 

   

  
The Board: 
 

 Discussed and noted the current position with regard to the 
Delivery Plan and agreed the revised dates. 

 Agreed that the proposals for the Delivery Plan 2017/18 be sent 
to the Councils for discussion. 
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 Action 

 
8 ITEMS FOR MONITORING  
 
8.1 
 
8.1.1 
 
 
 
 
8.1.2 
 
 
 
 
 
 
 
 
 
 
8.1.3 
 
 
 
 
 
 
 
 
 
8.1.4 

 
East Kent Housing Quarterly Performance Report 2016-17 
 
A report setting out first quarter performance to 30 June 2016 was 
considered by the Board, who noted the overall good performance for 
the period and welcomed the changes that had been made to the 
report’s format in response to their request at the last meeting.   
 
The Head of Finance guided the Board through the executive summary 
set out on page 44 of the agenda and provided updates on current year 
to date performance. Of particular note was that outstanding Landlord 
Gas Safety Records stood at zero; good improvement in heating 
repairs performance was also being been achieved.   
With regard to the heating contract, the Director of Property Services 
updated the meeting on issues that had been raised at the last Service 
Improvement Sub-Committee and the actions that had been put in 
place, or were planned, to address these to bring service delivery up to 
the required standard. 
 
Responding to an enquiry from a Board Member about the possibility of 
being provided with data evidencing that improvements were being 
maintained, it was confirmed that this information, independently 
verified, could be circulated.  It was further suggested by the Chair that 
figures be provided on a monthly basis until the contract renewal date, 
and that the Director compile a succinct report to send to the Board 
outside of meetings setting out all actions being taken and proposing 
the next stages to take if it became necessary to address 
underperformance.  This would be discussed at the next meeting.  
 
The Board considered the remainder of the report and the following 
points were clarified: 
 

 That the Board would welcome the additional information offered by 
the Head of Finance on the impact re-let times has on loss of rental 
income, linked to average rents.  

 That the issues affecting Dover and Thanet re-let times for all stock 
had been resolved. 

 With regard to the indicators the Board would like to see, the Chair 
felt that rent loss was a relevant financial indicator and should be 
added as it would be useful to see what quartile this was in.  

 The Head of Finance explained that year on year improvements 
had been made to reduce the current tenant arrears position and 
agreed to obtain the average debt figure to feed back to the Board;  

 A request from the Chair to be provided with the number of sick 
days per employee in future reports was noted, although there were 
currently limitations in the payroll system to extract this data.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

MA 
 
 
 
 
 
 
 

CS 
 
 
 
 

CS 
 
 

CS 
 
 

CS 
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 Action 

   

  
The Board: 

 

 Discussed and noted the contents of the report and requested 
the additional information and reporting requirements set out 
in 8.13 and 8.1.4 above. 
 

 

   
8.2. Director of Property Services Report  
 
8.2.1 
 
 
 
 
 
 
8.2.2 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

8.2.3 
 
 
 
 
 
 
 
 
 
 

 
A report providing updates on the key issues and challenges facing the 
Property Services directorate over the next three months, together with 
major programme activity, was presented by the Director, who 
explained that the confidential nature of the report was due to sensitive 
financial data contained in the report which was not in the public 
domain. 
 
The key points of the report noted by the Board included: 
 

 That, over the course of six weeks, the Director had held very 
productive and collaborative meetings with the councils’ client 
officers, finance and procurement managers to discuss 
performance and the way forward.  

 The main reason for underspends related to difficulties that had 
arisen in relation to four projects within the 2016/17 Programme.  
With the agreement of the councils, the project timelines had been 
extended into the following year’s programme. 

 All the detailed information relating to the 2017/18 Programme 
would have been forwarded to the councils by the end of the month 
– the Board was asked to note the realistic nature of what could be 
delivered by the programme in the coming year.   

 The significant work undertaken by EKH’s Asset and Investment 
Manager, Procurement Manager and client officers to get to the 
current position was highlighted.  Future challenges had been 
raised in the earlier HQN presentation. 

 
The Board then raised several questions and the following points were 
noted: 
 

 Decent Homes:  It was explained that decency was measured 
against the data currently held and, although decency across all 
local authorities was very high, some of the data was over 10 years 
old.  A fall in decency was anticipated once new data had been 
collected.  

 Lift Safety:  The inspection of installations was due to start in the 
current financial year. 
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 Action 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
8.2.4 

 Stock condition survey:  It was queried why a sample rate of 20-
25% was being used by Rand Associates when HQN 
recommended 30%.  It was advised that the potential to increase 
the percentage figure had been discussed with Rand, who were 
coming back to the Director with a report.  It was further clarified 
that the survey work was due to start the following week. 

 Environmental Improvement Programme:  The delay in progressing 
with the programme had affected all authority areas and Area Board 
meetings had been given an update on spend and projects that 
could be taken forward.  The tenant scrutiny panel had been asked 
to review the process and identify ways in which it could be 
improved.   

 Capital and Revenue Programmes:  Responding to a question from 
the Chair, the Director advised that his meetings with the four 
authorities had been well-received and EKH’s approach fully 
supported.   

 
MA then provided a verbal update on the procurement of the gas 
servicing and maintenance contracts and, in response to questions 
confirmed that EKH and its residents were involved in contractor 
selection and that the new contracts were due to commence in April 
2017. 

   

  
The Board: 
 

 Noted the content of the report and discussed items requiring 
clarification. 

 

 

   
8.3 Finance Directorate update  
 
 
 
 
8.3.1 
 
 
 
 
 
 
8.3.2 
 
 
 
 
 

 
An update presented by the Head of Finance contained an overview of 
the following: 
 
Current EKH Budget Monitoring Position 
An overspend of £80,000 for 2016/17 was anticipated; the position took 
into account the impact of staffing restructures, single system project 
and other organisational savings and would continue to be monitored 
and an updated position presented to the next Finance & Audit Sub-
Committee in November. 
 
Update to the Risk Register 
An extract of the Risk Register outlining updates that had been made 
since it was last considered by the Board in July was appended to the 
report.  Responding to a query, CS offered to provide a full copy of the 
updated register to NL and any other Board Member who requested it. 
 

 
 
 
 
 
 
 
 

CS 
 
 
 
 
 
 

CS 
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8.3.3 Insurance Procurement position 
The Board were advised on the issues and challenges to procure a 
new three-year insurance contract (with annual renewal), due to 
commence 1 October 2016.  The Board considered a table setting out 
the cover and proposed premiums for 2016/17 compared with 2015/16 
costs and noted that the increased prices for the coming year would 
result in an overspend of £32,418. 
 

 
 
 
 
 
 
 
 
 
 
8.4 
 
 
 
 
 
 
 
 
 
8.5 
 
 
 
 
8.6 

The Board queried the increase in Combined Liability (Employers and 
Public Liability) premiums and it was explained that the reasons for this 
related not to current claims, which had been fairly low in the last year, 
but to our previous claims history and the organisation’s uniqueness in 
the insurance market. 
 
An offer to assist throughout the contract period was received from 
David Owen, whose background was in insurance, and this was 
appreciated.  
 
Management Fee negotiation timetable 
The Head of Finance advised that proposals were being worked up 
and that she would shortly be meeting with the clients to discuss these. 
 
Responding to a query from a Board Member about approval 
processes for withdrawal of reserves, an explanation of the different 
authorisations was provided, and that these were dependent upon 
values and reasons for withdrawals.  Confirmation was given that 
reserve withdrawals for projects would be a Board decision.   
 
Payroll System Development 
The Board noted that further negotiations with the EKH preferred 
partner to undertake BACS runs had taken place and implementation 
of the new payroll system was progressing towards November. 
 
Welfare Reform update 
The current position was considered by the Board who raised a 
concern about the increasing rate of cases and how the impact on rent 
arrears would be managed over time.  Members were informed that 
new cases were currently trickling in at around two per week; that there 
were only 80 cases currently and these were being effectively 
managed by the team who were embedding the “rent first” message.   
 
 
The impact on resources would increase, however, once the next 
phase of capping affecting couples and families was implemented – the 
dates for this were not yet known - and it was stressed that at that point 
two Benefits and Money Advisor posts would not be sufficient to cover 
four districts. 
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 Action 

We are currently looking at the whole picture in readiness for next 
year’s Management Fee discussions and the Welfare Reform Strategy 
would need to be revisited to encapsulate additional Welfare Reform 
changes, such as Pay to Stay. A review of the Strategy and action plan 
would be brought to the Service Improvement & Performance Sub-
Committee in November.  
 
Responding to a further query, it was confirmed that Pay to Stay would 
affect entire household income and that all residents would need to be 
contacted individually. 

 
 
 
 
 

CS 

   

  
The Board: 
 

 Noted the reported position. 

 Endorsed the officer recommendation to enter into a 12 month 
contract for Insurance with Arthur J Gallagher Housing Ltd. 
 

 

   
9 ITEMS FOR INFORMATION  
 
9.1 
 
 
 
 
 
 
 
9.1.1 
 
 
 
 
 
 
 
 
 

 
Chief Executive’s report 
 
The meeting considered key priorities and matters contained in the 
update by the Chief Executive, which covered progress with the ICT 
Single System, the Enhanced Service in Canterbury, staffing issues, 
Board Recruitment, governance improvements and an update on other 
matters. 
 
Further updates were given on several items: 
 
Single System update 
All required information had been received, the system was now built 
and testing was underway. 
 
A demonstration event, attended by c100 staff, had been held earlier in 
the month and further demonstrations were scheduled for Wednesday 
28 September at either 11.30 or 3.30 pm.  It was advised that lots of 
local events were being planned and that the demonstrators were very 
happy to visit people to tell them about the single system. 
 
Staffing issues – Investors in People 
The Chief Executive set out the rationale for why she felt Investors in 
People accreditation should not be pursued in 2016/17.  The Board 
agreed to defer this action. 
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Board Recruitment 
The Independent Board Member shortlisting process was taking place 
that coming week.  Responding to a query, it was confirmed that the 
role of Chair was still an unpaid one. 
 
Governance Improvements 
The Chief Executive advised that at her regular meeting with the local 
authority Chief Executives, she would invite them along to future Board 
meetings with their Leaders to give them the opportunity to talk about 
their priorities. 
 
Other matters 
The Board was advised that an internal review was currently underway 
but that the outcome of whether there was to be a serious case 
review/domestic homicide review may not be known for several 
months. 
 
An incident at a Sandwich playing field was brought to the Board’s 
attention. 

   

  
The Board: 
 

 Discussed and noted the contents of the report. 

 Agreed to defer pursuance of IiP until after implementation of 
the Single System. 
 

 

   
9.2 Summary of the Service Improvement & Performance (SIP) Sub-

Committee – 5 September 2016 
 

 
9.2.1 
 
 

 
A summary of the SIP meeting held on 5 September was presented by 
JS, who thanked LTu for compiling the report.  

 

  
The Board: 
 

 Noted the summary. 
 

 

   
9.3 Matters arising at our September Area Board Meetings  
 
9.3.1 
 
 
 
9.3.2 
 

 
A summary of matters highlighted in the Area Board meetings held in 
September were considered by the Board who confirmed approval of 
the new report layout. 
 
A further compliment was received from a board member on the clarity 
and format of the whole agenda and HB thanked him for his feedback. 
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The Board: 
 

 Accepted the report and approved the follow up actions 
required to address matters highlighted at each local Area 
Board meeting. 

 

 

   
9.4 Board Forward Plan  
 
9.4.1 
 
 
 

 
The Forward Plan was reviewed and it was agreed for the following 
items to be added to the meeting of 12 December: 
 

 Asset improvement plan task and finish group update. 

 Board Christmas Dinner. 

 
 
 
 
 

KM 

 
10 

 
DATES OF FUTURE MEETINGS 

 

 
10.1 
 
 
 
 
 

 
The dates of forthcoming Board meetings are as follows: 
      

 Monday 12 December 2016 - 6.00 pm at Garrity House 

 Monday 13 March 2017 - 6.00 pm at Garrity House 
 
There being no further business to discuss, the Chair thanked 
everyone for attending and the meeting ended at 21.14 pm. 
 
 

 

 
Approved by Chair :  ……………………………………. 
 
Date:  
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ACTION DATE DETAIL LEAD ACTION 

BY DATE 

PROGRESS OUTCOME 

2.4 26.9.16 Asset improvement plan Task & Finish Group meeting to be 
arranged 

DU Oct 16 First meeting held on 23 November 2016 – 
monthly meetings to be held commencing 
January 2017  

2.5 26.9.16 Report on review of Asset Management to be taken to next 
Board meeting 

DU 12.12.16 On agenda 

2.5 26.9.16 Improvement plan task and finish update to be taken to each 
Board meeting 

DU Ongoing Ongoing 

7.1.2 26.9.16 Task 5.3 of 16/17 Delivery Plan: 

• amend target date to July 2017 

• revise commentary 

 
CS 
CS 

 
7.10.16 

Completed, revised commentary provided 
in 12.12.16 Board report 

 

7.1.2 26.9.16 Review of residents’ survey, including question on paperless 
billing, to be presented to SIP in November 

LTu 14.11.16 This is planned to go to the SIP meeting in 
February 2017 

8.1.3 26.9.16 Circulate Swale data to Board on a monthly basis. MA Ongoing Ongoing 

8.1.3 26.9.16 Compile a report to send to Board outside of meetings, setting 
out actions being taken to address underperformance and any 
next stages to be taken, if  necessary 

MA Oct 16 Complete, overview included within DPS 
report to Board 

8.1.4 26.9.16 Impact re-let times has on loss of rental income – additional 
information to be provided to the Board in future reports 

CS 12.12.16  Completed 

8.1.4 26.9.16 Rent loss to be added as a financial performance indicator CS 12.12.16  Completed, added to balance scorecard 

8.1.4 26.9.16 Average debt figure to be fed back to the Board CS 12.12.16  

8.1.4 26.9.16 Number of sick days per employee to be included in future 
reports 

CS 12.12.16  Completed 

8.3.1 26.9.16 Budget monitoring update to be provided to F&A sub-
committee on 21 November 

CS 21.11.16 Completed 

8.3.2 26.9.16 Provide copy of the full updated risk register to NL CS Oct 16 Completed, revised risk register circulated 
in FASC pack 

8.6 26.9.16 Welfare Reform Strategy update to be taken to next SIP 
meeting on 14 November 

CS 21.11.16 Completed 

2.1.2 18.7.16 Governance action plan monitoring – part of each Board CEO 
update 

DU Ongoing Contained in CEx report 

2.2.3 18.7.16 All future Delivery Plans to encompass budget information CS 12.12.16 Position contained in 2017/17 Delivery 
Plan update 

P
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ACTION DATE DETAIL LEAD ACTION 

BY DATE 

PROGRESS OUTCOME 

3.1.2 18.7.16 Include councillor/MP complaints in overall review of 
complaints process 

LTa 13.03.17  

4.4.3 18.7.16 Risk Strategy and Process – risk review patterns to be more 
specific 

CS 30.9.16 Completed, review pattern included within 
revised register presented to FASC in 
November 

4.2.4 18.7.16 Outcomes of vulnerable adult independent review to be 
presented to future Board 

DU TBA  

5.1.2 11.7.16 Explore possibility for RSM to provide financial training to the 
Board as part of added value 

CS 31.10.16 Contact has been made with RSM (UK) 
who will provide the training during 
February/March. 
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Title: Delivery Plan update 2016/17 and Delivery Plan proposals for 
2017/18 

Meeting: Board 

Date: 12 December 2016 

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

Summary : This report provides a review of the current delivery plan and 
suggestions for the plan for the next financial year. These were 
provided to the Councils by 31 September 2016 in accordance 
with the Management Agreement. 
 
 

Recommendations 1. That members discuss and note the current position with 
regard to the delivery plan and agree the revised dates; 

2. That members agree that the proposals for the delivery 
plan 2017/18 be sent to the Councils for discussion. 

Risk Failure to have in place a delivery plan would be a breach of the 
management agreement, and would lead to a lack of a clear 
sense of direction for the organisation. 

Legal & Regulatory Contained in the report. 

Finance & Resources The delivery plan can be achieved within the management fee 
budget which we have requested from the Councils. 

Equalities None related to the report content.  However each delivery plan 
action will have an equalities impact report if deemed necessary 
through an Health and Safety N/A 
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1. Introduction 

As part of our management agreement with the Councils, there is a need to provide them 
with an annual delivery plan setting out what we expect to achieve, together with key 
performance requirements and our overall strategy, together with the finances and resources 
required to deliver this. 

2. Delivery Plan update 2016/17 
 

Particular items to note are as follows:- 
 
Delays to the single system project, as detailed in the Chief Executives report elsewhere on 
this agenda, will have an implication on when we can deliver self-service to residents, 
although we intend to keep to the original timeline in terms of having an understanding of 
what and how our services could change.  The single system project timelines have revised 
dates in them, for agreement by the Board. 
 
There are no other changes proposed to the delivery plan and an update on progress on the 
actions is contained in the commentary. 

 
 

3. Delivery Plan proposals 2017/18 
 

As members are aware, we have slimmed down the proposed delivery plan actions for the 
next year to four key areas, as follows:- 

 

 Review our target operating model 

 Welfare reform 

 Continuing to improve our Property Services 

 Working towards our new repairs contract 
 

The Board did ask that we consider what benefit residents would get from these areas, and 
we are suggesting that “Delivering on our 2020 Commitments” becomes a fifth area for the 
delivery plan.  These commitments were worked up by the residents, councils, board and 
staff jointly and adding them into the delivery plan is a good way of ensuring that we 
continue our focus on them. 
 
Working towards a new operating model for the business will be a substantial piece of work, 
which will mean looking at a new ICT strategy, how we use our accommodation and 
changing how we work, as well as implementing the customer access strategy and looking 
at organisational structures.  All of these are large pieces of work in themselves. 

 

Whilst welfare reform is currently has a low profile, we know we are expecting the financial 
changes to hit our residents next year, and this means we need to ensure that we keep our 
focus on this piece of work. 

 
We will be starting our improvements to Property Services this year and taking forward the 
actions, but this will carry on into the next financial year.  Our Asset Improvement plan 
already has 32 actions, which lead into the one action in the delivery plan. 

 
We are due to start an options appraisal this year for our next repairs contract (item 
elsewhere on the agenda), and there will be a large amount of work that will need to be 
delivered in 2017/18 to help us get ready for the procurement. 
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4. Consultation Responses 

 

The draft delivery plan has been shared with all area boards, as well as the rationale for the 
slimmed down version.  We have not received any negative responses from the boards. 

 

In addition, we submitted the draft delivery plan to the Councils on 29 September 2016 in 
accordance with 6.1 of our Management Agreement.  The Councils (via their 
representatives) have fifteen working days to submit their responses to us if they wish to 
make changes to the delivery plan, and we have not received any representations from the 
Councils. 

 
5. Conclusion 

For the new financial year, there is a need to consolidate our position and to get 
improvements finished and embedded in the Property Services directorate, and to make the 
transformational changes to our service that will affect and improve services to our 
customers and staff and deliver improved value for money. 

The addition of the Residents Commitments to the delivery plan brings a level of resident 
focus, and ensures that these actions are still monitored and delivered.  We would therefore 
recommend that the Board agree the revised draft delivery plan. 

 
Appendices: 

 
Appendix 1  Delivery Plan 2016/17 
Appendix 2  Proposed Delivery Plan 2017/18 
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Appendix 1 

1.   Single System  
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Commentary  

-Status/Progress/outcome forecast/slippage/revisions/risks/ 

H
ig

h
 

Single System 

Implementation 

Priority - Create 

consistent & 

targeted customer 

contact 

1.1 Implement a fully functional, 

tested live system in Shepway 

Sept 16 May 

17 

CEx Due to programme difficulties, this is now scheduled for May 
17. 

H
ig

h
 

 

L
o
w

 

Priority - Create 

consistent & 

targeted customer 

contact 

1.2 Implement a fully functional, 

tested live system in all four 

areas 

Dec 16 June 

17 

CEx The final rollout is in Dover in June 2017. 
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M
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Maximise 

opportunities from 

the single system to 

improve our ways of 

working and 

delivering services 

Priority – Be a 

place where people 

want to work / Invest 

in our staff to ensure 

they have the skills 

& resources to do 

their jobs  

Priority - Create 

consistent & 

targeted customer 

contact 

 

 

 

1.3 Evaluate options for new 

ways of working (including 

mobile & remote working, 

customer contact points and 

self-serve etc) 

 

July 16 Mar 

17 

CEx This has an overlap with the customer access strategy.  A 
programme board of senior leaders has been set up to help 
take this work forward, and work on customer contact will 
fall out of the customer access strategy.  However due to 
the single system delays, we are not likely to be in a 
position to roll out self service until late 2017/2018. 
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2. Welfare Reform 
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Commentary 

Status/progress/outcome/forecast/slippage/revisions/risks 

H
ig

h
 

Manage the impact 

of changes to the 

Benefits Cap 

Priority – Build & 

maintain the 

confidence of the 

Councils  

Priority – Develop a 

better insight into the 

characteristics and 

needs of our 

residents 

2.1 Evaluate the impacts of 

capping, identifying caseload 

and agree a plan for the 

management of these cases 

with the Councils (including any 

resource requirements) 

Mar 17   HF 140 capping cases have been identified, all of whom have 
been contacted by EKH ahead of the November go live 
dates.  Very few tenants have engaged.  However all 
capping cases have an assigned Income Officer who 
monitors the account and contacts the tenant weekly 
where required including offering support from the Benefits 
& Money advisors.   
Close monitoring will be undertaken over the coming 
weeks to identify the potential impact on arrears. 

H
ig

h
 

Mitigate the impact 

of Universal Credit 

Priority – Develop a 

more strategically 

focused relationship 

with the Councils 

2.2 Implement the actions 

contained within the WR 

Strategy 

Mar 17  HF A full review of the WR Strategy and Action Plan was 
undertaken for the November SI&P SC.  Some good work 
had been undertaken, however cases numbers and the 
heavy UC focus of the Strategy lead to a recommendation 
to refresh the strategy & action plan (due to be taken to the 
February SI&P SC and March Board) which was endorsed 
by the Sub-Committee. 
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H
ig

h
 

 2.3 Develop partnerships with 

other agencies and identify the 

gaps in the delivery of the DPA 

that need to be addressed on 

behalf of the landlord 

Dec 16   HF There remain issues with the DWP and particularly the 
Alternative Payment Arrangements, which are significantly 
delayed in being processed.  The issues have been 
escalated through the Job Centre Partnership Managers, 
the lead UC officer, and the Director General.  DWP are 
fully aware of the issues being encountered by landlords 
and are working to address them.  Further details are 
provided in the Head of Finance report. 
Further work is required to identify further opportunities to 
work with other agencies to provide support to those 
affected by WR changes, this will be picked up in the 
revised WR Strategy. 
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3. Improving the Repairs Service 
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Commentary 

Status/progress/outcome/forecast/slippage/revisions/risks 

H
ig

h
 

Investing in 

residents homes 

Priority –Develop 

and deliver 

investment plans to 

ensure our homes 

have modern 

facilities and are 

cost effective to run, 

based on a good 

understanding of 

stock condition 

3.1 Utilise new Strategic Asset 

Management (SAM) system to 

produce 5 year asset 

management plan 

Sept 17  DPS Rand Associates is undertaking stock condition survey 
work and this is progressing to programme.  Rand will 
produce Asset Management Strategies and 5 year 
investment programmes by Autumn 2017. 

H
ig

h
 

Publish annual 

investment plans 

3.2 Provide access for residents 

to view investments plans 

affecting their home on- line  

 

Dec 16  DO / 

HC 

Completed – 2016/17 programme published, future 

programmes are to be published early in 2017 and are 

subject to adjustment following completion of the stock 

condition survey.  
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M
e

d
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m
 

Prepare for the 2020 

responsive repairs 

contract 

Priority – Ensure a 

reliable repairs 

service Priority –

Build and maintain 

the confidence of the 

Councils 

3.3 Prepare outline approach to 

options appraisal for the 

Councils on procuring options 

including underlying principles 

that might be included in new 

contract arrangements  

Dec 16  DPS For consideration by Board in December 2016.  

 

 3.4 Agree with the Councils a 

high-level project plan for the 

re-tendering process with key 

milestones 

Dec 16   DPS As above 

M
e

d
iu

m
 

Work with contractors 

to improve the repairs 

 

Priority - Provide 

consistent & effective 

customer contact 

Priority- Develop a 

better insight into the 

characteristics and 

needs of our residents 

3.5 We will make it clear about 

what residents can expect from 

their repair  

Dec 16  HC COMPLETED.  We have published service standards to 

our residents on our website 

M
e

d
iu

m
 

 3.6 Create service standards 

and publish for residents so 

expectations are managed 

Dec 16  DO/ 

HC 

Completed.  As above. 
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H
ig

h
 

 3.7 We will review and improve 

the way we measure and 

monitor customer satisfaction 

with the repairs service  

May 16 Nov 

16 

REM Completed – a review has been completed and a new 

process for measuring and monitoring satisfaction in 

repairs and planned maintenance has been approved by 

the Service Improvement & Performance (SIP) Sub-

Committee in November 2016. The new process will be 

implemented from April 2017 to tie in with the new 

performance reporting year. 

M
e

d
iu

m
 

Finalise the Asset 

Lean Review 

Priority – Implement 

robust, consistent and 

clear processes to 

manage & support 

staff 

 

3.8 Review outcomes of the 

lean review process and 

determine if we will continue 

with the lean programme to the 

next phase 

Jun 16  CEx Completed.  We have used lean methodology when we 
built our processes on the single system and will continue 
to do so if we make changes or have additional processes. 
 
 
 

H
ig

h
  

 3.9 Complete the lean review  

action plan and implement any 

interim changes to the staff 

structure   

Apr 16 Mar 

17 

DPS Completed.  Residual actions which are relevant will be 
encompassed in the Property Services Improvement Plan. 
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H
ig

h
 

Property Services 

Improvement Plan 

Priority –  

Develop an 

improvement plan 

containing each action 

with identified 

deliverables and 

target dates to against 

which progress may 

be monitored and 

managed 

 

3.10  Implement the 

recommendations of the HQN 

report 

Oct 16 – 

Apr 18 

 DPS  Establish a Task & Finish Group (TFG) to oversee the 
implementation of the improvement Plan.  High risk actions 
included within Delivery Plan. 

 H
ig

h
 

Stock Data 

Priority –  

Capture accurate and 

credible stock data, 

utilise the data to 

develop Asset 

Management 

strategies, Business 

Plans and 5 year 

Investment Plans 

3.11  Develop an agreed 

common format and business 

model/template with partner 

LAs to assist forward planning 

and investment for future HRA 

business plans including 

investment and expenditure 

headings, elements and 

components 

Sept 17  DPS Rand Associates appointed to undertake a 30% stock 
condition survey based upon accommodation use, age 
archetype, geography etc.  Shepway DC stock condition 
data gathering completed.  Remaining LA stock data to be 
gathered over the next 4 months. 

 H
ig

h
 

 3.12  Agree a range of common 

approaches, costs and values 

with the partner authorities for 

components and stock 

investment elements such as 

life cycles, costings, etc 

 

Apr 17 –  DPS Completed – Proposals developed by Rand Associates 
and communicated to Client Officers.  Now being utilised 
for the development of asset, business and investment 
planning. 
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H
ig

h
 

 3.13  Following the completion 

of the stock condition survey, 

develop a detailed five year 

investment plan that can be 

agreed with the four local 

authorities and shared with 

tenants, publicised on website, 

etc 

Sept 17  DPS Strategies and Plans to be developed following completion 
of the stock condition survey and made available in 
September 2017. 

H
ig

h
 

Project 

Management and 

Delivery 

Priority –  

Develop a Property 

Services function, 

strategies, Business 

and investment plans 

that support in taking 

devolved 

responsibility for the 

strategic management 

and investment in the 

housing assets   

3.14  Complete the actions 

arising from the HQN review 

and as included in the Property 

Services Improvement Plan 

Jan 18  DPS Relationship building and management continues and 
delivery against realistic programmes is being achieved.  
Actions will arise from the Asset Management Strategies 
and Business Plans flowing from the current stock 
condition survey work. 
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4. Improving estate conditions  
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Commentary 
 
Status/progress/outcome/forecast/slippage/revisions/risks 

M
e

d
iu

m
 

Improve the 
management of 
storage of refuse and 
fly tipping on our 
estates  
 
Priority – Maintain 
clean, well looked 
after estates 

4.1 Explore ways to reduce 
the costs of the current ad 
hoc waste removal services 

Sept 16  
Sept 
17 

HoH It was agreed by the Board that the estates actions would 
be incorporated into a single Estates Strategy to provide 
direction and a joined up approach.  It is recommended 
that the completion target of this be revised to Sept 17 in 
order that this document can be developed in conjunction 
with the Asset Management and Stock Investment 
Strategies 

M
e

d
iu

m
 

 4.2 Assess recycling facilities 
within blocks and recommend 
to the Councils possible 
solutions to key issues 

Sept 16  
Sept 
17 

HoH As above 

M
e

d
iu

m
 

 4.3 Assess the potential for 
extending “caretaking” 
services to other estates and 
areas  

Mar 17  Sept 
17 

HoH As above 

M
e

d
iu

m
 

Improve the grounds 
maintenance 
standards  
Priority – Maintain 
clean, well looked 
after estates 

4.4 identify & publish all the 
grounds maintenance 
standards  

Jul 16  HC Completed. These are now on our website 
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H
ig

h
 

 4.5 We will publish the results 
of estate monitoring and 
inspection, with comparisons 
of score between areas  

Jul 16  HC Completed.  .As above 

M
e

d
iu

m
  4.6 To undertake a quality 

review of the grounds 
maintenance service 
 

Mar 17 Sept 
17 

HoH As above.  This should be contained in our Estates 
strategy. 
 

L
o
w

 

Improve the security 
of estates 
Priority – Maintain 
clean, well looked 
after estates 

4.7 Undertake an audit of the 
existing provision for door 
entry systems 

Apr 17  
 
Sept 
17 

HoH  
The door entry system audit is underway .  Consultants, 
Rand, have been tasked with completing a survey for each 
communal entrance for all blocks of flats across the district 
by the end of this financial year.  Property Services have 
confirmed that the consultants will be recording the 
estimated age, condition and working order of the existing 
system and the state of the door and frame   This 
information will be used to develop a programme of 
replacement. 
 
The information collected from this audit will be used in the 
development of an estate strategy . It is recommended that 
the completion target of this action be revised to Sept 17 in 
line with completion of the strategy. 

lo
w

 

 4.8 Undertake survey of 
residents living in flats to 
assess views on security and 
ASB 

Dec 16  Mar 
17 

HoH  
Resident consultation is planned between January 17 and 
March 17. 
 

lo
w

 

 4.9 Make recommendations/ 
options to the Councils on 
how security in flats can be 
improved and investment 
requirements to achieve 
improvements  

Apr 17  
Sept 
17 

HoH  
These recommendations will form part of a wider estate 
strategy.   

L
o
w

 

Increase the access 
to mobility scooters 
in sheltered schemes 

4.10  Explore the feasibility of 
leased mobility scooters for 
sheltered schemes 

Dec 16  OM(I
L) 

Report to Board recommending deferral.  The hire of 
mobility scooters presents several challenges that are 
difficult to implement in advance of resolving the current 
scooter storage problems and full policy implementation  
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L
o
w

 

Improve car parking 
on housing estates  

4.11 Develop a toolkit and 
methodology to assess 
parking options on estates- 
pilot on one estate  

Mar 17 Sept 
17 

HoH To be contained in the Estates strategy referred to above 
 

H
ig

h
 

Improve our 
approach to Energy 
Efficiency 
 
Priority – Develop 
and deliver 
investment plans to 
ensure our homes 
have modern 
facilities, are cost 
effective to run, 
based on a good 
understanding of 
stock condition 

4.12 Explore how we improve 
our approach to achieving 
optimum energy efficiency for 
residents and present options 
to the Councils 

Sept 17  DPS 1. We are exploring short term options with current utility 
providers and potential delivery approaches that may 
be adopted (Dec 16) 

2. The long-term aspirations will be developed following 
completion of the stock condition survey and 
incorporated in to the asset management strategies 
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5. Improving Customer Satisfaction 
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Commentary 
 
Status/progress/outcome/forecast/slippage/revisions/risks 
 

 

H
ig

h
 

Deliver new Tenant 
Promises  
Priority – Create 
consistent and 
targeted customer 
contact  
Priority- Develop a 
better insight into the 
characteristics and 
needs of our tenants 

5.1 Establish a baseline for 
current performance against 
new tenant promises 

Jun 16 
 

 HC Completed The new commitment targets will be included 
in the 2017/18 Delivery Plan.  
 
 

H
ig

h
 

Have a clear strategy 
to modernise the 
way in which 
residents contact us 
and access our 
services 
 
Priority - Create 
consistent & targeted 
customer contact 
Priority – Offer a 
range of access 
methods through 
improved use of 
technology 

5.2 Develop a Customer 
Access Strategy to set a 
clear vision for the ways in 
which we will interact with 
customers in the future, 
including single point of 
contact, self-serve  

Jul 16 Mar 
17 

HC On track - we have been consulting with residents in our 
plans to improve customer access, which has included a 
resident’s survey in October and at the Residents 
conference in November.  This feedback will be used to 
shape our new Customer Access Strategy. 
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M
e

d
iu

m
 

Ensure that residents 
have easy access to 
their rent position 
Priority - Create 
consistent & targeted 
customer contact 

5.3 Review & rationalise the 
ways in which residents 
access rent statements  

July 17 Mar 
18 

HF/
HC 

Rent Statements will be available through the self service 
portal, however this will not be available in until 2018.  The 
Income Team and HC are exploring interim options that 
represent good value for money and maintain service 
standards.   
 

M
e

d
iu

m
 

Develop a better 
understanding of 
tenants’ experiences 
with our repairs 
service 
Priority – Develop a 
better insight into the 
characters and 
needs of our 
residents 
Priority - Ensure a 
reliable repairs 
service 

5.4 Undertake customer 
journey mapping for repairs 
 
 
 
 

Oct 16  DPS Completed across all four areas. 

 

 

CEx Chief Executive 
 

DPS Director of Property Services HC  Head of Communications 

HF Head of Finance 
 

IM Income Manager MT Management Team 

OM(IL) Operations Manager 
(Independent Living) 

REM Resident Engagement Manager HoH Operations Manager (Housing) 
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Transforming our Operating Model 
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Commentary  

-Status/Progress/outcome forecast/slippage/revisions/risks/ 

H
ig

h
 

Maximise 

opportunities from 

single system & 

ensure we deliver 

VfM 

Review the housing 

management service to ensure 

that it meets needs 

Sept 17  DCS/

HoH 

. 

H
ig

h
 

 

Maximise 

opportunities from 

single system & 

ensure we deliver 

VfM 

Agree the Accommodation 

Strategy & associated plan 

Nov 17  CEx  

H
ig

h
 

Maximise 

opportunities from 

single system & 

ensure we deliver 

VfM 

Agree the ICT Strategy & 

associated plan 

Nov 17  CEx  
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H
ig

h
 

Maximise 

opportunities from 

single system & 

ensure we deliver 

VfM 

Roll out of agile working across 

all areas 

Mar 18  CEx  

H
ig

h
 

Ensure we are 

making best use of 

our data & that we 

have confidence in it 

Ensure we are able to use 

business insight to aid our 

decision making 

Sept 17  CEx  

H
ig

h
 

Ensure our 

customers are able 

to access our 

services in a suitable 

way, and maximise 

opportunities from 

the single system 

Implement the Customer Access 

Strategy 

 

Mar 18  

 

DCS [As we don’t have an agreed customer access strategy at 

this point, we are unable to be clear about what actions will 

arise out of it or the timescales] 

 

 

 

 Agree the People Strategy [and 

deliver any associated actions] 

Nov 17  CEx [As we don’t have an agreed people strategy at this point, 

we are unable to be clear about what actions will arise out 

of it or the timescales] 
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Welfare Benefit Reform 
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Commentary 

Status/progress/outcome/forecast/slippage/revisions/risks 

H
ig

h
 

Manage the impact 

of changes to the 

Benefits Cap 

Continue to work with 

households affected by the 

changes to the benefit cap, to 

minimise the arrears, 

presenting to the Councils cost 

effective solutions to the 

resource requirements and 

management of the cases 

September 

2017 

 HF   

H
ig

h
 

Mitigate the impact 

of Universal Credit 

Prepare for the roll out of 

Universal credit for couples 

and families, learning from the 

first tranche, scaling up the 

required resources to manage 

the cases and arrears 

 

September 

2017 

 HF  
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H
ig

h
 

Manage and monitor 

the implementation 

of the Pay to Stay 

scheme 

Work with the authorities to 

prepare for the implementation 

and early stages of 

management of the Pay to 

Stay scheme  

May 2017  HF  
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Preparing for our new repairs contract 
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Commentary 

Status/progress/outcome/forecast/slippage/revisions/risks 

H
ig

h
 

Investing in 

residents homes 

Complete the options appraisal 

for the repairs and maintenance 

service for the Councils to agree 

Sept 17  DPS   

H
ig

h
 

 Deliver a detailed project plan 

for the repairs and maintenance 

service 

Mar 18  DPS [An action in the 2016/17 delivery plan is to get the high-

level project plan agreed, therefore it is not possible to set 

out the milestones in more detail as this is not due until 

December 2016] 
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Improving Asset Management 
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Commentary 

Status/progress/outcome/forecast/slippage/revisions/risks 

H
ig

h
 

Investing in 

residents homes 

Carry out all outstanding actions 

in the Asset Improvement Plan 

Sept 18  DPS  The Asset Improvement Plan which is due to be agreed 
by the Task & Finish Group contains 32 actions, all due for 
delivery at various times.   P
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Title: 
 

Delivery Plan Action: Increase the access to mobility 
scooters in sheltered schemes 
 

Meeting: 
 

Board 

Date: 
 

12 December 2016 

Author and contact 
details: 
 

Ellenor Poole 
Ellenor.poole@eastkenthousing.org.uk 
07590 359 36 
 

Summary : The following report explains the challenge of safe mobility 
scooter storage with the current and increasing volume of 
scooters, taking into account fire safety risks and some of 
the sensitivity around change. 
 

Recommendation(s): 
 

To defer the hiring option due to the challenges presented 
within the report. Focus on full mobility policy rollout. 
Support tenants to access mobility products and increase 
independence on an individual basis through current 
support planning processes. 

 

 

1. Introduction  

Mobility scooters are increasing in popularity offering greater independence and an 

affordable alternative to a car. There is an expectation by current tenants that 

mobility scooters can be stored internally much like a wheelchair. It is important to 

note that scooters are outside vehicles and should not be confused with indoor 

wheelchairs or other mobility aids. There are 3 categories associated to these 

products as follows: 

Class 1 covers manual wheelchairs  
 
Class 2 applies to machines designed for use on the pavement, travelling at speeds 
of up to 4 mph. They may also be used on the road to cross from one pavement to 
another or where no pavement is available  
 
Class 3 Applies to machines that can be used both on the pavement where, like 
class 2 vehicles, they are limited to 4 mph, and on the road where they can travel up 
to 8 mph. Class 3 vehicles are required by law to be registered with DVLA for road 
use. These vehicles will be licensed in the disabled taxation class and display a nil 
duty tax disc.  
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At this time we are struggling to meet the increasing demand to store scooters 

appropriately and in accordance with the recommendations of Kent Fire & Rescue 

Service (KFRS). We have approximately 100 scooter owners across 46 sheltered 

housing locations across three districts, Dover Shepway and Canterbury. At this time 

14 of those locations have storage, 7 have capacity, 7 are full and some of those that 

are full have a waiting list. Many sheltered housing schemes that don’t have storage 

capacity have scooters parked and charged inappropriately in corridors and under 

stairwells etc. 

There are several schemes that have attracted the attention of KFRS, we have been 

advised on several occasions not to allow tenants to drive these outside vehicles 

indoors, park and charge them in corridors as this contributes to fire loading as the 

charging components are considered combustible. 

We have been working with tenants to reduce the risk but the situation proves very 

sensitive as these vehicles have been used as indoor mobility aids by many for 

some years. 

2. The mobility scooter policy and current position 

 

The scooter policy was approved by the Joint Clients in March 2016 (Appendix 1).  

We are currently undertaking a trial of the policy to challenge the practical aspects of 

policy enforcement. Once we have a more comprehensive view of how the policy will 

perform the policy can be adopted in all areas of sheltered housing.  This does mean 

that due to a lack of suitable internal and external storage space some sheltered 

housing schemes will not be suitable for scooter ownership. Those properties that 

cannot accommodate storage are currently advertised as not suitable for mobility 

scooters. 

To accommodate the increased ownership of mobility scooters, planning permission 

for storage has been granted in two locations. The Asset team have previously 

surveyed all sites to establish the feasibility of storage at each scheme and are 

currently tendering for a purpose built external scooter storage facility. These trials 

for storage are planned for Whitgift Court and Win Pine House, there is no current 

provision at these sheltered housing schemes, the demand here is high. 

The new storage will replace the current unsatisfactory arrangements to reduce the 

risk of fire in communal areas in line with the Regulatory Reform (Fire Safety) Order 

2005. Tenants from Win Pine House and Whitgift Court were invited to attend 

consultation events held at their scheme to share their views on the structure, the 

look & feel and security options for the new storage. These events were well 

attended and supported by staff from Resident Engagement and the Independent 

Living team. (Appendix 2). 
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3. Increase the access to mobility Scooters 

The Independent Living Team (ILT) set up a workshop in September 2016 that meet 
monthly to plan and implement the role out of the policy, procedures, safe storage, 
consider and review potential service charge and possible licence agreements. The 
aims of the group are set out below: 

1. Identify and carry out further trials on schemes that have no scooter storage 
provision. 

2. To write procedure for a waiting list  
3. To write procedure for dealing with tenants who challenge / disregard the 

policy 
4. Investigate leasing/ rental scheme for mobility scooters 

We are continuing to explore other mobility services that tenants can access.  These 
will include exploring services that are already established and well known: 

• Short term / long term rental 

• Shopmobilty services 

The group has started explore the possibility of an onsite hire provision for mobility 
scooters. This has raised some challenges that will require further investigation in 
the future as planning permission for storage will be required as well as additional 
electrical works that will involve the expertise and support of the asset team based 
on former site surveys. 

When contacting scooter providers there has been a mixed response between 
buying scooters and hiring them out and then sub-hiring. Purchasing scooters and 
hiring them out would require EKH to have the appropriate road Tax, insurance/ 
liability cover for accidents and a maintenance, repair and replacement contract. 

When hiring scooters and to comply with insurance terms we would be responsible 
for suitable hiring arrangements, e.g. we would need to ensure that we have trained 
the user and deemed them capable and safe to drive. This could result in having to 
decline some potential users, training opportunities would be limited due to staff core 
hours 09.00 -15.00 and having multiple sites to manage. 

In addition to the above the group has provided a list of additional challenges to be 
considered. 

• Hire charges would need to cover the cost of supply, insurance and 
maintenance.  

• A booking system would be required, visible to tenants and staff. 

• Response times for breaks down / flat battery ( Inc. out of hours / night use) 

• Management and administration of hire charges and Invoicing. 

• Administration of refunds, adverse weather, illness, late returns or 
breakdown. 

• Training staff and deciding who is and isn’t suitable. 

• Managing the service during weekend and bank holidays 

Page 43



East Kent Housing   

 

• Tenants would need to book in advance to ensure availability minimising 
spontaneous rental, e.g. in good weather. 

 
4. Recommendations 

To defer hiring options due to the volume of further investigation that is required and 

to prioritise policy and storage trials. Subject to sufficient funding resolve the storage 

issues currently faced. Avoid encouraging additional scooters onsite other than 

where a suitable storage and charging areas can be identified.  

EKH has a responsibility to comply with the Regulatory Reform (Fire Safety) Order 
2005 and the EKH Fire Safety Policy, which states that: “Mobility scooters must not 
be stored in access or escape routes. Under no circumstances should mobility 
scooters be charged in any communal area other than specially equipped 
designated charging/storage rooms.” 
 
The Independent Living team takes a person centred approach to all housing related 
support. All tenants are offered support through a needs and risk assessment and 
subsequent Independent Living Plan (ILP). Greater social inclusion and 
independence are addressed during this process, access to mobility scooters can be 
pursued at this time. 
 

Appendix 1 – Scooter Policy 

Appendix 2 – Tenant consultation (storage) 
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1.  Introduction 
 
1.1 East Kent Housing (EKH) acknowledges that tenants should, under the 

Equality Act 2010, have a quality of life which allows for the provision of full 
mobility; including the right to own and use a mobility scooter. Mobility 
scooters were introduced to provide local outdoor mobility for people with 
disabilities who might otherwise be confined to their home. 
 

1.2 Even though our customers meet this cost privately, EKH has a duty of care 
to ensure that these vehicles are being used appropriately with full 
responsibility being taken by the owner of any mobility scooter. This policy, 
therefore, only applies to sheltered schemes and general needs properties 
with communal areas such as flats, hostels and HMOs. It does not apply to 
individual dwellings. 

 
 
2. Background – legal issues 
 
2.1 Powered mobility scooters are defined as ‘invalid carriages’ under the Use of 

Invalid Carriages on Highways Regulations 1988. The regulations divide 
these machines into three classes: 

 

• Class 1 covers manual wheelchairs 
 

• Class 2 applies to machines designed for use on the pavement, travelling 
at speeds of up to 4 mph. They may also be used on the road to cross 
from one pavement to another or where no pavement is available 

 

• Class 3 applies to machines that can be used both on the pavement 
where, like class 2 vehicles, they are limited to 4 mph, and on the road 
where they can travel up to 8 mph. Class 3 vehicles are required by law to 
be registered with DVLA for road use. These vehicles will be licensed in 
the disabled taxation class and display a nil duty tax disc.  
 
Insurance is not a legal requirement on Class 3 machines, but it is 
essential if the vehicle is to be used and stored at a sheltered housing 
scheme. 
 

2.2 EKH has a responsibility to comply with the Regulatory Reform (Fire Safety) 
Order 2005 and the EKH Fire Safety Policy, which states that: 
 
“Mobility scooters … must not be stored in access or escape routes.  Under 
no circumstances should mobility scooters be charged in any communal area 
other than specially equipped designated charging/storage rooms.” 
 

2.3 EKH conforms to the Equality Act 2010 in ensuring tenants and leaseholders 
can maximise independent living using the most appropriate equipment 
available to allow them to do so. 
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3. Policy statement 
 

3.1 No motorised mobility scooter is to be used within the communal areas of any 
sheltered scheme or general needs block of flats (including lifts), except for 
direct access to designated internal mobility scooter storage, where provided 
and approved through Fire Risk Assessment (FRA). 

 
3.2 In line with the EKH Fire Safety Policy and advice from Kent Fire and Rescue, 

EKH has a duty to ensure: 
 

• there are no items blocking access into and out of buildings 

• communal areas, stairwells and lifts are free from obstacles 

• combustible materials are not stored in communal areas, stairwells or lifts 
 

3.3 This is done to reduce the risk of fire and ensure that there are clear escape 
routes in the interest of the safety of all residents in the scheme or block. 

 
 

4. Permissions 
 

4.1 As locations for storage and charging facilities for mobility scooters are 
limited, residents must seek permission to use any mobility scooter storage 
provided by the landlord. This is to ensure that there is adequate storage 
space available.  

 
4.2 Tenants and Leaseholders will need to gain permission for any alteration that 

may be required to accommodate a mobility scooter. For example, the 
provision of a ramp, access path or hard standing, garage, shed etc.  

 
4.3 Where permission for storing or making alterations for a mobility scooter is 

granted, EKH will provide official notice of this in writing. 
 
4.4 Any provision for charging mobility scooters outside the central storage facility 

provided by the landlord must be done so at the tenant’s own cost. 
 
4.5 If a charging point is required, any electrical installation must be carried out by 

a qualified electrician to ensure it meets current safety standards. Tenants 
should not use extension leads. 

 
 
5. Storage of mobility scooters in sheltered schemes 
 

5.1 Based on the current construction and facilities available, only certain sites 
are suitable for internal mobility scooter storage. As a consequence of this 
policy, each site has been deemed to be either: 

 

a) suitable for internal mobility scooter storage 
 

b) unsuitable for internal mobility scooter storage 
 

 A list has been included as an appendix (TBC)  
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5.2 No mobility scooter can be stored or charged in the internal communal area of 
any scheme unless an area has already been specifically designated for this 
purpose, and has been approved through Fire Risk Assessment. We may 
take further action to enforce removal of a scooter if this is not complied with. 

 
5.3 Where designated internal areas have been provided, these areas should be 

used responsibly and users should consider other residents and visitors when 
they access them. 

 
5.4 If a tenant is unable to walk from the designated area to their home, they may 

need to be referred to an Occupational Therapist (via their G.P.) to assess 
their support needs. 

 
5.5 The facilities provided at each site will be reviewed periodically to ensure that 

the provision of recharging spaces is fit for purpose for the scheme.  EKH will 
undertake the reviews and provide findings and proposals to the relevant local 
authority as required for their consideration. 

 
 
6. Storage of mobility scooters in general needs housing 
 
6.1 Suitable space for the storage and charging of mobility scooters is very limited 

in most communal areas in general needs blocks and permission will only be 
granted where a mobility scooter can be stored and charged without hindering 
safe escape from the property in the case of fire.  Mobility scooters cannot be 
stored or charged in communal corridors or stairwells. 

 
6.2 Dedicated storage facilities will not be provided for mobility scooters in 

general needs housing, except where already in situ 
 
6.3 Where a tenant requests changes to access to their home this will be 

addressed through our Aids and Adaptations Policy.  Where such requests 
are being considered an occupational health assessment will be required to 
support the application. 

 
6.4 Where a tenant requests an external charging point it will be undertaken at 

their expense. Permission will not be unreasonably withheld, however it must 
be undertaken by a competent electrician and be appropriately certificated.  
Where permission is not granted or appropriately certified EKH will arrange for 
it to be removed and the tenant recharged.  All such points will be removed 
should the property become empty.  

 
 
7. Allocating space for a mobility scooter 
 
7.1 Allocation of a space for a mobility scooter on a sheltered housing scheme will 

take place on the basis of need. In consideration of this need, EKH will take 
into account: 

 

• The tenant’s mobility  
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• The length of time they have been on the waiting list 
 
7.2 EKH will allow a maximum of one mobility scooter per person. If there are 

already mobility scooters parked on a scheme, the Independent Living 
Manager will record the details and ensure that there is adequate space for all 
mobility scooters to remain. If there is not, they will work with the residents to 
find an alternative solution. 

 
7.3 Where designated mobility scooter storage has been provided in general 

needs blocks, applications received from tenants/leaseholders will be 
managed by the local housing team  at each area and considered on a case-
by-case basis. 

 
7.4 Procedures for allocating, storing and charging mobility scooters will be 

determined by the relevant service managers within the Independent Living 
and Area Housing Teams in conjunction with the Councils. Fees and charges 
will be determined by the Councils. 

 
8. Maintaining and insuring mobility scooters 
 
8.1 Any tenant/leaseholder that owns a mobility scooter that is kept on a property 

managed by EKH has a responsibility to ensure that it is maintained and has 
appropriate insurance in place. For example: liability insurance in case of 
damage to the building or injury involving other people who may be living at or 
visiting the scheme. 

 
8.2 Any damage to property caused by a mobility scooter will be recovered from 

the owner. If the owner does not have a current insurance certificate, they will 
be personally liable for all costs, and may be asked to remove the mobility 
scooter from the premises. 

 
8.3 A copy of the current insurance certificate should be kept by the tenant and be 

provided to the Independent Living Manager or Neighbourhood Manager upon 
request. 

 
8.4 Failure to comply will result in a breach of tenancy and residents may be 

asked to remove the mobility scooter permanently. 
 
8.5 If there is a persistent breach of this policy, EKH may seek an injunction to 

remove the mobility scooter from the scheme. 
 
9. Interim arrangements 
 
9.1 On sites where mobility scooters are permitted EKH will meet existing users 

and agree specific storage and recharging arrangements.  Where there are 
currently more users than the capacity of the site then temporary storage 
arrangements will be considered. 

 
9.2 On sites where mobility scooters are not permitted EKH will work with affected 

users to remove these mobility scooters from communal areas. 
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10. Equality and Diversity 
 
10.1 It is in the interest of EKH to promote independent living and improve the 

quality of life for people with mobility difficulties. Where provision for mobility 
scooter storage is provided, we will ensure that the allocation of space is done 
in a fair and consistent way. 

 
10.2 An Equality Impact Assessment (EIA) has been completed to ensure any 

adverse impact of this policy has been identified and that all opportunities for 
advancing equality of opportunity have been considered. 

 
10.3 The EIA highlighted a potential negative impact on mobility scooter users in 

blocks or schemes that do not currently have suitable storage or charging 
facilities. To address this, detailed procedures will include: 

 

• assessing the needs and requirements of mobility scooter users against 
the  demand for space in blocks and schemes 

 

• clearly advising new tenants which blocks or schemes are/are not suitable 
for storing mobility scooters 

 

• working with mobility scooter users already living in unsuitable blocks or 
schemes to discuss what alternative solutions are available 

 

 
11. Monitoring and Review 
 
11.1 This policy will be reviewed by EKH every five years, or in light of any future 

legislative changes that may occur, or if the policy no longer reflects the 
needs of EKH, the Councils or our tenants.  Overall monitoring and review of 
this policy will be undertaken in consultation with staff, appropriate tenant 
forums and relevant partners. 
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1. Introduction  

East Kent Housing is installing purpose built scooter storage at Win Pine House, 

Hythe and Whitgift Court, Canterbury. The new storage will replace any existing 

arrangements to reduce the risk of fire in communal areas in line with the Regulatory 

Reform (Fire Safety) Order 2005.  

 

Residents from Win Pine House and Whitgift Court were invited to attend 

consultation events held at their scheme to share their views on the structure, the 

look & feel and security options for the new storage. 

 

This report captures the results of a survey completed by residents at the 

consultation events. The survey was also available to complete online via the East 

Kent Housing website and in person with the Enhanced Scheme/Independent Living 

Manager.  
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2. Win Pine House  
The event at Win Pine House was held on Thursday 26 May and was attended by 

eleven residents, of these eleven residents 62.5% are scooter users.  

 

Structure 

Q4. Would you prefer a communal unit (with shared access) or individual scooter 

pods?  

100% of residents said they would prefer individual scooter pods.  

 

Finish 

Q5. What type of finish would you prefer? 

 

The majority of residents would prefer a fire resistant paint finish.  

 

 

Security  

Q6. How would you prefer to gain access to your scooter? 

9 of the 11 residents would prefer a handle latch with key. 

 

Q7. What type of lighting system would you prefer? 

100% of residents would prefer motion activated lighting over a timed light switch.  

  

 

 

 

 

 

9.09%

54.55%

36.36% Plain wood finish

Fire resistant paint

Wood stain
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3. Whitgift Court  
The event at Whitgift Court was held on Tuesday 24 May and was attended by 

seven residents, of these seven residents 71% are scooter users. 

 

Structure 

Q4. Would you prefer a communal unit (with shared access) or individual scooter 

pods? 

100% of residents said they would prefer individual scooter pods.  

 

Finish 

Q5. What type of finish would you prefer? 

 
50% of residents would prefer fire resistant paint and 50% would prefer a wood stain 

finish.  

 

 

Security  

Q6. How would you prefer to gain access to your scooter? 

4 of the 6 residents who answered this question would prefer a handle latch with key. 

 

Q7. What type of lighting system would you prefer? 

83% of residents would prefer motion activated lighting over a timed light switch. 

 

Other comments 

The following additional comments and questions were raised at Whitgift Court and 

are captured below for consideration:  

• Scooter pods would need to be wide enough to put a wheelchair next to the 

mobility scooter 

• Will EKH cover insurance for mobility scooters stored outside? 

• Will there be a lifeline in the pods 

• Can’t the old kitchen area be converted into scooter storage? 

0%

10%

20%

30%

40%

50%

60%

Plain wood finish Fire reistant paint wood stain
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• I suggest that the fire brigade come and do a talk on fire risks/assessment 

• Will the pods be insulated?  

• Can a ramp be fitted at the downstairs balcony of number 12 so the scooter 

can be stored outside the flat without a pod? 

 

 

4. Summary of results  

  S C H E M E 
  Win Pine House Whitgift Court 

C 
H 
O 
I 
C 
E 
S 

Structure Individual pods Individual pods 

Finish Fire resistant paint 
50/50 split between fire resistant 
paint and wood stain finish 

Access Handle latch with key 
 
Handle latch with key 
 

Lighting Motion activated Motion activated 
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Title: 
 

East Kent Housing Quarterly Performance Report 2016-17 
Quarter 2 (1st Jul – 30 Sept) 
 

Meeting: 
 

Board 

Date: 
 

12 December 2016 

Author: 
 

Foronda Smith, Operations Manager 
Foronda.smith@eastkenthousing.org.uk 
01304 872 297 
 

Summary : 
 
 
 
 
 
 
 
 

The following report sets out EKH performance for the second 
quarter of the year 2016-17. The following report contains an 
executive summary to accompany a detailed report by 
performance indicator.  The report includes additional financial and 
people indicators and the Boards view on these additions are 
sought.   
 
The report finds that on the whole the performance this quarter 
has improved since quarter 1 on 10 indicators across the districts 
and performance has dropped on 8 indicators. 
 
This report is for information and discussion 

Recommendation(s): 
 

To note the report. 
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Executive summary 

 
 

Income and Arrears 
 

• Current tenant arrears (£984,012), although higher than quarter 1, is significantly lower 
than at the same period last year (£1,088,722) which is a more comparable indicator. 

 

• Former tenant arrears (£645,112) are also lower than at the same period last year 
(£744,132) 

 

• Total garage arrears (£9,042)are higher than at the same period last year (£7,587)  
 

• Current tenant arrears as a percentage of projected annual rental income is 1.33%. This 
is just outside our year end target of 1.25%.  

 
 
What this tells us 
 

Current performance is better than at the same point last year. The target we have set is a 

year-end position which the team work towards throughout the year.  This target will not 

normally be achieved until year end due to the rent cycle and frequency of payments.  The 

team are currently working towards this target but there are some concerns about the 

Thanet and Canterbury arrears position.   

Current residential arrears also include the impact of Universal Credit cases with arrears; 
targets have been set excluding the impact of this Welfare Reform change.  These cases are 
having both a financial impact (arrears) and a resourcing impact as the management of 
these cases is more time consuming than a traditional housing benefit case.   
 
Due to the nature of the type of debt (added to weekly) and the target being year-end, 
management compare the current position to the comparable week last year to identify if we 
are on target to meet the year end position.  Whilst the Canterbury, Thanet and Shepway 
position have all worsened since quarter 1, when compared to the same week last year, 
Canterbury (2016/17 arrears 1.37% compared to 2015/16 1.42%), Thanet (2016/17 arrears 
1.62% compared to 2015/16 1.68%) and Shepway (2016/17 arrears 1.00% compared to 
2015/16 1.35%), they are currently performing better than last year.  

Garage arrears appear high this quarter; however, the last week of quarter 2 fell ahead of 
the main Direct Debit and Standing Order payments run at Shepway, causing the reported 
figure to be high in this area. The position therefore reduced the following week.  Targets are 
still anticipated to be met by year-end. 

 
Voids and re-lets 
 

• EKH has met its target for re-let times year-to-date (YTD) excluding major works for 
general needs (12.16 days) and for all stock (13.88 days); EKH is marginally outside 
target for re-lets that include major works at 23.74 days (target 23.5 days). 
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What this tells us 
 

We are continuing to ‘turn around’ properties within target for one of our key performance 
indicators - average days to re-let properties (excluding major works). However we have 
incurred some longer void periods at Dover and Shepway in Quarter 2 due to major works. 
In Dover it has been identified as an issue in the way that Mears have been programming 
the voids and this has been addressed. A new supervisor has taken over the role and is 
working to address the issues. In Shepway the issue is the general time it is taking to 
turnaround all properties excluding major works which is also not meeting target rather than 
a particular issue with major works.  In this quarter there were 9 hard to let sheltered 
properties which took an average of 7.6 weeks to re let. 
 
 
 Management Team have agreed that the following actions will be taken to improve 
performance:-   
 
1. A single manager in each area (including the independent living service) will be 

responsible for the turnaround time to ensure there can be a robust challenge on voids 
that exceed the turnaround time. 
 

2. Housing Services will review the process of former tenants left belongings in the property 
needing storage, to ensure this is done quickly and efficiently 
 

3. Housing Services review the process of pre-void inspections with a view to identifying 
sub-standard DIY work carried out by the tenant. 

 
 
Repairs 
 

•  EKH has met its target this quarter for completing emergency repairs (99.16%); routine 
repairs (99.24%) and repair appointments kept (97.1%).  

 

• EKH has met its overall target this quarter for emergency heating repairs with 98.08% 
being completed on time; however, the target at Shepway (96.03%) was missed again 
this quarter. 

 

• EKH has not met its target for routine heating repairs with only 96.14% completed in time 
(target 98%), although all areas apart from Dover have shown an improvement on 
quarter 1.  

 

•  98.17% of heating repairs appointments were kept and no properties were without a valid 
LGSR at the end of the period.   

 

 
What this tells us 
 

Performance for (non-heating) repairs remains consistently high across all areas. We have 
also seen some improvement in heating repairs with all areas very close to target and 
trending in the right direction. Apart from a drop in performance for emergency heating 
repairs at Shepway in August (down to 88.24% from 96.55% in July) all areas have seen a 
steady month-on-month improvement since quarter 1.  
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Maintaining this level will be essential to ensure we meet our year end targets and Swale 
Heating has provided an improvement plan to achieve this and a commitment to deliver the 
required performance standards. 
 
 
Capital spend 
 

Capital spend is lower than at the same point last year at all areas. A comparison is shown 
below: 
 
 Q2 2015/16 Q2 2016/17 

Canterbury 34.08% 29.05% 
Dover 29.75% 28.07% 

Shepway 30.54% 23.59% 
Thanet 23.94% 17.64% 

EKH 30.52% 25.14% 

 
What this tells us  
 
Delivery of the Capital Programme has been impacted due to a number of challenges that 
will result in a projected underspend. These include: 
 

• Delays to programme planning (an inherent issue with the timing of Budget approval and 
then procuring the delivery of workstreams on an annual basis) 

• Changes to the procurement approach and scope (Doors/Electrical/Lifts/Roofing/ 
Windows) (now being addressed through the jointly agreed 4 LA and EKH strategic 
approach) 

• Data errors and inaccuracies (particularly Bathrooms and Kitchens at Canterbury and 
Thanet) (now being addressed through the jointly procured stock condition survey – this 
will take time to translate in to improvement) 

• Work that is included in the programme not being required (Bathrooms and Kitchens at 
Canterbury) 

• Deferment of work to the next financial year (Scooter Stores/ Sheltered Schemes/ Royal 
Crescent/ Tower blocks) (extensive resident consultation/ planning permission/ 
identification of additional works and the need to secure approval to revised budget 
requirements) 

 
Agreement has been reached with each Local Authority partner over the issues impacting 
spend, how these are to be addressed and the anticipated out-turn was reported to EKH 
Board, Area Boards and Local Authority partners in September 2016.  The revised budget 
monitoring projections are expected to be delivered within the 2016/17 financial year and 
further details are contained in the Director of Property Services report. 
 
Customer Care 
 

• Satisfaction with repairs remains very high for the quarter, with 99.88% satisfied with day 
to day repairs and 98.11% satisfied with their most recent heating repair 

 

• The average days taken to close complaints this quarter is 7.22, remaining within our 
target (and corporate standard) of 10 days 
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• We have missed the target for percentage of all complaints closed in time (86.67).  
 
 
What this tells us 
 
We are working on alternative ways of collecting customer satisfaction with repairs, in order 
that we can be assured that customers feel confident to provide feedback.  We have moved 
back to a card system, whereby residents can contact us after the visit to give us their views.  
Mears also use text messaging as a way of collecting customer satisfaction, and residents 
are able to give views about the operatives as well as providing their satisfaction with the 
repair. 
 
The drop in performance on complaints is largely due to complaints that were late in the 
Asset Team. These were primarily concerning disabled adaptations and door entry systems.     
 
Complaints is an area which is fragmented, with each area dealing with complaints locally 
(as well as some which come in centrally).  The Management Team have considered the 
issues which have arisen with complaints both currently and historically, and we are putting 
in place a centralised system to collect and monitor complaints, with a review of resources in 
this area to take place in the New Year. 
 
 
Action points 
 
This Quarter EKH complaints and repairs complaints have been measured separately. The 
next tenant scrutiny that is programmed covers complaints and will commence in January 
2017. It is envisaged that the scrutiny will incorporate a review of how complaints are best 
measured as well as how to best incorporate the data of complaints to contractors. 
 

We are looking to improve our complaints systems over the next six months, and to ensure 
that we take into account all complaints including those which are received by our 
contractors.  We will also be looking at benchmarking the overall number of complaints, 
through Housemark. 
 

We are looking at our resources to see how we can ensure that we have a single point of 

contact that is responsible for assessing and improving our complaints handling at stage 

one, and also be an independent reviewer at stage two. 
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East Kent Housing Quarterly Performance Report 2016-17 

Quarter 2 (1st July – 30th September) 
 

 

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 

 

Contents: 

 

1. Key performance scorecard 

2. Detailed performance by indicator 
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Property 
 

  Q2 Target 

G 
Average re-let time 
(general needs, excl. MW) 

11.7 15 

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

13.78 17 

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

23.7 23.5 

G 
Percentage of  emergency 
repairs completed in time 

99.16% 98% 

G 
Percentage emergency 
heating repairs in time 

98.08% 98% 

 

• 250 re-lets in the period 

• 59 mutual exchanges completed in the period 

• 0 Properties without LGSR at end of the period 

 

Finance 
 

  Q2 Target 

Y 
Current tenant arrears as % 
annual rent income 

1.33% 1.25% 

G 
Former tenant arrears as % 
annual rent income 

0.87% 0.97% 

Y 
Garage arrears as % annual 
garage income 

0.54% 0.44% 

 

• 25.14% of capital programme spent  

• 9 evictions due to rent arrears 

• £277.76 approx. average rental loss per property for 
void work (YTD) 

• £148,324 approx. total rental loss for void work 
(YTD) 

 

Customer 
 

  Q2 Target 

G 
Satisfaction with day-to-day 
repairs 

99.88% 98% 

G Satisfaction with heating repairs 98.11% 98% 

G 
Average No. days to respond to 
a complaint 

7.22 10 

R 
Percentage of complaints 
answered in time 

86.67% 90% 

 

 

People 
 

Sickness absence   

Short-term days lost YTD (per FTE) 1.21 

Long-term days lost YTD (per FTE) 4.52 

Average total days lost YTD (per FTE) 5.73 

Predicted outturn (per FTE) 11.47 

  

Staff turnover (YTD)  

Average headcount 195.5 

Leavers 23 

% Turnover 6.65% 

• £154.61 average loss per day of staff sickness 
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Income & Arrears 

 
 

Scope Performance Indicator 
2015/16 Q1 2016/17 Q2 2016/17 2016/17 YTD Annual Target 

2016/17 Value Value Value Value 

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

0.97% 1.04% 1.37% 1.37% 1.04% 

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

1.15% 1.33% 1.33% 1.33% 1.4% 

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

0.62% 0.82% 1% 1% 1.04% 

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

1.39% 1.47% 1.62% 1.62% 1.5% 

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

1.03% 1.16% 1.33% 1.33% 1.25% 

Canterbury * FTAs as a percentage of the projected annual rental income 1.22% 1.22% 1.35% 1.35% - 

Dover  FTAs as a percentage of the projected annual rental income 0.45% 0.46% 0.39% 0.39% 0.5% 

Shepway  FTAs as a percentage of the projected annual rental income 0.46% 0.34% 0.36% 0.36% 0.5% 

Thanet  FTAs as a percentage of the projected annual rental income 1.54% 1.19% 1.3% 1.3% 1.9% 

EKH FTAs as a percentage of the projected annual rental income 0.91% 0.83% 0.87% 0.87% 0.97% 

 

*Collected by CCC. 
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Income & Arrears  
 
 

Scope Performance Indicator 
2015/16 Q1 2016/17 Q2 2016/17 2016/17 YTD 

Value Value Value Value 

Canterbury  Total current tenant arrears including court costs £246,472 £282,263 £345,591 £345,591 

Dover  Total current tenant arrears including court costs £234,031 £267,677 £267,366 £267,366 

Shepway  Total current tenant arrears including court costs £97,815 £128,104 £157,688 £157,688 

Thanet  Total current tenant arrears including court costs £187,373 £194,994 £213,367 £213,367 

EKH Total current tenant arrears including court costs £765,691 £873,038 £984,012 £984,012 

Canterbury  Total former tenant arrears including court costs £308,486 £329,360 £339,595 £339,595 

Dover  Total former tenant arrears including court costs £91,595 £92,372 £78,875 £78,875 

Shepway  Total former tenant arrears including court costs £72,472 £53,006 £55,903 £55,903 

Thanet  Total former tenant arrears including court costs £206,978 £157,528 £170,740 £170,740 

EKH Total former tenant arrears including court costs £679,531 £632,266 £645,112 £645,112 

 
 

Scope Performance Indicator 
2015/16 Q1 2016/17 Q2 2016/17 2016/17 YTD Annual Target 

2016/17 Value Value Value Value 

Canterbury  
Garage arrears as a percentage of the projected annual 
rental income 

0.32% 0.38% 0.28% 0.28% 0.39% 

Dover  
Garage arrears as a percentage of the projected annual 
rental income 

0.04% 0.13% 0.1% 0.1% 0.59% 

Shepway  
Garage arrears as a percentage of the projected annual 
rental income 

0.3% 0.81% 1.74% 1.74% 0.39% 

Thanet  
Garage arrears as a percentage of the projected annual 
rental income 

0.08% 0.2% 0.14% 0.14% 0.39% 

EKH 
Garage arrears as a percentage of the projected annual 
rental income 

0.18% 0.37% 0.54% 0.54% 0.44% 
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Income & Arrears 

 
 

Scope Performance Indicator 
2015/16 Q1 2016/17 Q2 2016/17 2016/17 YTD 

Value Value Value Value 

Canterbury  Garage arrears £1,358 £1,772 £1,206 £1,206 

Dover  Garage arrears £186 £706 £519 £519 

Shepway  Garage arrears £890 £3,211 £6,902 £6,902 

Thanet  Garage arrears £191 £608 £414 £414 

EKH Garage arrears £2,625 £6,296 £9,042 £9,042 

 

 

Income & Arrears (Legal) 
 
 

Scope Performance Indicator 
2015/16 Q1 2016/17 Q2 2016/17 2016/17 YTD 

Value Value Value Value 

Canterbury  No. evictions due to rent arrears 6 4 1 5 

Dover  No. evictions due to rent arrears 12 3 4 7 

Shepway  No. evictions due to rent arrears 14 0 1 1 

Thanet  No. evictions due to rent arrears 22 8 3 11 

EKH No. evictions due to rent arrears 54 15 9 24 
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Voids & Re-lets 

 
 

Scope Performance Indicator 
2015/16 Q1 2016/17 Q2 2016/17 2016/17 YTD Annual Target 

2016/17 Value Value Value Value 

Canterbury  
Average days to re-let general needs properties excluding 
major works 

13.69 11.64 9.94 11.02 15 

Dover  
Average days to re-let general needs properties excluding 
major works 

12.79 13.77 12.56 13.21 15 

Shepway  
Average days to re-let general needs properties excluding 
major works 

15.71 12.23 15.24 13.69 15 

Thanet  
Average days to re-let general needs properties excluding 
major works 

12.18 12.79 10.67 11.6 15 

EKH 
Average days to re-let general needs properties excluding 
major works 

13.44 12.55 11.7 12.16 15 

Canterbury  
Average days to re-let all  properties excluding major 
works 

17.47 13.68 13.31 13.53 19 

Dover  
Average days to re-let all  properties excluding major 
works 

13.08 14.37 12.28 13.39 15 

Shepway  
Average days to re-let all  properties excluding major 
works 

20.02 15.2 20.88 17.85 19 

Thanet  
Average days to re-let all  properties excluding major 
works 

12.18 12.79 10.67 11.6 15 

EKH 
Average days to re-let all  properties excluding major 
works 

15.83 13.96 13.78 13.88 17 

Canterbury  
Average days to re-let all  properties including major 
works 

23.04 20.39 22.34 21.16 23.5 

Dover  
Average days to re-let all  properties including major 
works 

24.39 25.96 24.5 25.27 23.5 

Shepway  
Average days to re-let all  properties including major 
works 

23.76 19.13 26 22.33 23.5 
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Scope Performance Indicator 
2015/16 Q1 2016/17 Q2 2016/17 2016/17 YTD Annual Target 

2016/17 Value Value Value Value 

Thanet  
Average days to re-let all  properties including major 
works 

19.95 31.96 22.75 26.79 23.5 

EKH 
Average days to re-let all  properties including major 
works 

22.96 23.78 23.7 23.74 23.5 

  

Scope Performance Indicator 
2015/16 Q1 2016/17 Q2 2016/17 2016/17 YTD 

Value Value Value Value 

Canterbury  Number of general needs re-lets in the month 267 88 50 138 

Dover  Number of general needs re-lets in the month 251 64 54 118 

Shepway  Number of general needs re-lets in the month 153 35 33 68 

Thanet  Number of general needs re-lets in the month 200 57 73 130 

EKH Number of general needs re-lets in the month 871 244 210 454 

Canterbury  No sheltered housing re-lets made in the period 79 16 18 34 

Dover  No sheltered housing re-lets made in the period 26 3 6 9 

Shepway  No sheltered housing re-lets made in the period 67 21 16 37 

EKH No sheltered housing re-lets made in the period 172 40 40 80 

Canterbury  Total number of all re-lets made in the period 346 104 68 172 

Dover  Total number of all re-lets made in the period 277 67 60 127 

Shepway  Total number of all re-lets made in the period 220 56 49 105 

Thanet  Total number of all re-lets made in the period 200 57 73 130 

EKH Total number of all re-lets made in the period 1043 284 250 534 

Canterbury  Number of mutual exchanges completed during the period 155 21 25 46 

Dover  Number of mutual exchanges completed during the period 105 29 10 39 

Shepway  Number of mutual exchanges completed during the period 38 11 13 24 

Thanet  Number of mutual exchanges completed during the period 54 17 11 28 

EKH Number of mutual exchanges completed during the period 352 78 59 137 
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Repairs & Maintenance 

 

Scope Performance Indicator 
2015/16 Q1 2016/17 Q2 2016/17 2016/17 YTD Annual Target 

2016/17 Value Value Value Value 

Canterbury  Percentage of emergency repairs completed on time 99.91% 100% 100% 100% 98% 

Dover  Percentage of emergency repairs completed on time 99.91% 100% 100% 100% 99% 

Shepway  Percentage of emergency repairs completed on time 98.57% 98.75% 99.38% 99.07% 98% 

Thanet  Percentage of emergency repairs completed on time 99.71% 99.47% 99.16% 99.32% 98% 

EKH Percentage of emergency repairs completed on time 99.71% 99.47% 99.16% 99.32% 98% 

Canterbury  Percentage of routine repairs completed on time 98.4% 99.57% 98.51% 99.08% 98% 

Dover  Percentage of routine repairs completed on time 94.16% 98.72% 98.8% 98.76% 95% 

Shepway  Percentage of routine repairs completed on time 98.36% 98.55% 99.72% 99.12% 90% 

Thanet  Percentage of routine repairs completed on time 98.47% 100% 100% 100% 98% 

EKH Percentage of routine repairs completed on time 97.49% 99.3% 99.24% 99.27% 95% 

Canterbury  Percentage of repair appointments kept 96.48% 96.49% 96.81% 96.65% 96% 

Dover  Percentage of repair appointments kept 98.12% 97.37% 97.6% 97.49% 90% 

Shepway  Percentage of repair appointments kept 97.51% 98.1% 97.62% 97.92% 95% 

Thanet  Percentage of repair appointments kept 95.82% 95.9% 96.49% 96.24% 96% 

EKH Percentage of repair appointments kept 97.05% 97.04% 97.1% 97.07% 94% 
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Repairs & Maintenance 

 
 

Scope Performance Indicator 
2015/16 Q1 2016/17 Q2 2016/17 2016/17 YTD Annual Target 

2016/17 Value Value Value Value 

Canterbury  Percentage of emergency heating repairs completed on time 81.61% 89.88% 99.36% 93.48% 98% 

Dover  Percentage of emergency heating repairs completed on time 78.63% 94.37% 98.03% 95.82% 98% 

Shepway  Percentage of emergency heating repairs completed on time 84.33% 92.26% 96.03% 93.88% 98% 

Thanet  Percentage of emergency heating repairs completed on time 84.49% 88.43% 98.82% 92.72% 98% 

EKH Percentage of emergency heating repairs completed on time 81.58% 91.51% 98.08% 94.14% 98% 

Canterbury  Percentage of routine heating repairs completed on time 89.44% 92.01% 96.84% 93.44% 98% 

Dover  Percentage of routine heating repairs completed on time 91.67% 95.15% 95.2% 95.17% 98% 

Shepway  Percentage of routine heating repairs completed on time 91.96% 90.8% 96.46% 92.69% 98% 

Thanet  Percentage of routine heating repairs completed on time 90.38% 95.61% 96.4% 95.87% 98% 

EKH Percentage of routine heating repairs completed on time 90.82% 93.4% 96.14% 94.26% 98% 

Canterbury  Percentage of heating repair appointments kept 98.72% 99.59% 99.47% 99.56% 95% 

Dover  Percentage of heating repair appointments kept 99.74% 99.41% 99.38% 99.4% 95% 

Shepway  Percentage of heating repair appointments kept 98.27% 99.76% 96.15% 98.47% 95% 

Thanet  Percentage of heating repair appointments kept 99.33% 99.68% 96.42% 98.54% 95% 

EKH Percentage of heating repair appointments kept 99.07% 99.58% 98.17% 99.11% 95% 
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Repairs & Maintenance 

 

Scope Performance Indicator 
2015/16 Q1 2016/17 Q2 2016/17 2016/17 YTD Annual Target 

2016/17 Value Value Value Value 

Canterbury  Number of properties without a valid LGSR 3 6 0 0 0 

Dover  Number of properties without a valid LGSR 1 5 0 0 0 

Shepway  Number of properties without a valid LGSR 0 3 0 0 0 

Thanet  Number of properties without a valid LGSR 0 0 0 0 0 

EKH Number of properties without a valid LGSR 4 14 0 0 0 

 

 
 

Repairs & Maintenance 

Scope Performance Indicator 
2015/16 Q1 2016/17 Q2 2016/17 2016/17 YTD 

Value Value Value Value 

Canterbury  Percentage of capital programme spent 102.82% 5.16% 29.05% 29.05% 

Dover  Percentage of capital programme spent 96.07% 10.57% 28.07% 28.07% 

Shepway  Percentage of capital programme spent 96.75% 8.8% 23.59% 23.59% 

Thanet  Percentage of capital programme spent 96.54% 9.51% 17.64% 17.64% 

EKH Percentage of capital programme spent 98.83% 8.24% 25.14% 25.14% 
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Customer Care 

 
  

Scope Performance Indicator 
2015/16 Q1 2016/17 Q2 2016/17 2016/17 YTD Annual Target 

2016/17 Value Value Value Value 

Canterbury  Percentage of tenants satisfied with day to day repairs 99.72% 100% 100% 100% 98% 

Dover  Percentage of tenants satisfied with day to day repairs 99.97% 100% 99.88% 99.94% 98% 

Shepway  Percentage of tenants satisfied with day to day repairs 99.81% 100% 100% 100% 98% 

Thanet  Percentage of tenants satisfied with day to day repairs 100% 99.69% 99.61% 99.64% 98% 

EKH Percentage of tenants satisfied with day to day repairs 99.87% 99.93% 99.88% 99.9% 98% 

Canterbury  
Percentage of tenants satisfied with the most recent 
heating repair 

98.85% 98.94% 98.04% 98.65% 98% 

Dover  
Percentage of tenants satisfied with the most recent 
heating repair 

98.1% 86.96% 98.22% 89.26% 98% 

Shepway  
Percentage of tenants satisfied with the most recent 
heating repair 

99.11% 99.83% 99.69% 99.78% 98% 

Thanet  
Percentage of tenants satisfied with the most recent 
heating repair 

98.6% 96.49% 96.77% 96.61% 98% 

EKH 
Percentage of tenants satisfied with the most recent 
heating repair 

98.62% 94.54% 98.11% 95.66% 98% 
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Customer Care 

 
  

Scope Performance Indicator 
2015/16 Q1 2016/17 Q2 2016/17 2016/17 YTD Annual Target 

2016/17 Value Value Value Value 

Canterbury  Average days taken to close complaints 7.7 6.47 6.27 6.4 10 

Dover  Average days taken to close complaints 5.66 7.91 8.68 8.42 10 

Shepway  Average days taken to close complaints 8.5 6.6 8 6.95 10 

Thanet  Average days taken to close complaints 14.32 6.47 3.57 5.55 10 

EKH  Average days taken to close complaints 8.52 6.77 7.22 6.96 10 

Canterbury  Percentage of all complaints closed on time 87.04% 100% 100% 100% 90% 

Dover  Percentage of all complaints closed on time 91.43% 100% 81.82% 87.88% 90% 

Shepway  Percentage of all complaints closed on time 90% 93.33% 80% 90% 90% 

Thanet  Percentage of all complaints closed on time 96% 100% 85.71% 95.45% 90% 

EKH  Percentage of all complaints closed on time 90.28% 98.33% 86.67% 93.33% 90% 
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East Kent Housing   
 
 

Title: 
 

Chief Executive’s Report 

Meeting: 
 

East Kent Housing Board 

Date: 
 

12 December 2016 

Author and contact 
details: 
 

Deborah Upton 
Deborah.upton@eastkenthousing.org.uk 
Tel: 07879 890145 

Summary : This report sets out for members, updates on key priorities and 

matters which have arisen since the last board meeting. 

Recommendation(s): 
 

That members discuss and note the contents of this report, and 
consider the recommendation in respect of the Dover 
accommodation. 

 
 
1. Single System Update  

The ICT project, which was due to go live in December & January, has now been delayed.  
This is due to data migration issues in Shepway, which have had a consequent effect on the 
whole programme.  A new project plan has been worked up and is due to be agreed by the 
Project Board, which will see the implementation delayed until April-June 2017.   

This increased timeline allows for additional testing by the councils in January-March, and 
for EKH to do their testing after year end.  This should reduce risk for the councils 
(Canterbury & Thanet) who will be doing year end work on their existing systems, and allow 
upgrades of financial systems at the councils.  We have met with all council finance 
colleagues as well as the client representatives to agree the principles of the timeline. 

Governance arrangements have been changed and Northgate now have a daily telephone 
call with our project manager, as well as an internal review every two days, and a weekly 
telephone call with the EKH Chief Executive & Director of Property.  Northgate (NPS) have 
elevated the status of this project and changed their personnel, with their Director of Housing 
now being the executive sponsor.  We also intend to set up a Finance work stream to ensure 
that this important part of the project has representation. 

It is anticipated that the revised Project Plan is likely to result in increased costs to EKH and 
its partner Local Authorities. It is proposed once the potential costs have been identified, 
EKH will discuss the position with NPS as to the mitigation of these. 
 
The project board (comprising EKH board members & EKS IT/Shepway IT) met and 
considered the reviewed project plan on 23 November and all client representatives were 
invited. 
 

2. Asset Management 

Members have received a copy of the HQN report and it has been shared with the council 
representatives and S151 officers.  It contains 32 recommendations and the implementation 
of these will be monitored by our Task & Finish Group (which includes one client 
representative).   
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East Kent Housing   
 
The T&F met on 23 November to agree the contents of the Improvement Plan, a copy of 
which is attached as appendix 1.    The improvement plan is taken from the HQN 
recommendations, and the T&F agreed the dates for delivery of the actions, considered the 
risks around each, and the Director of Property Services gave an explanation of how he 
proposed to deliver each action and to what timescale.  The Group agreed to meet monthly 
to monitor progress against the Plan, and updates will be contained in my future reports. 
 

A key part of improving our service is delivering improved procurements.  We had a 
productive meeting with the S151 officers on 23 November, where we agreed a number of 
areas to be implemented, including: 

 We will agree one procurement plan with all four councils.  This plan will work to 
smooth procurements over the next 6-9 months, whilst ensuring that the councils 
remain in contract for all necessary services, in support of the 2017/18 programmes.  

 We will agree one process for procurement for all four councils.  We have suggested 
that we have this session facilitated to help move this along and to include best 
practice. 

 We will agree one lead for each procurement, whilst meeting any necessary 
requirements to ensure that the lead council is not exposed to risk whilst carrying out 
this role.  

 We will hold monthly procurement meetings, chaired by the EKH Chief Executive, 
with all 4 council client, procurement and legal officers to attend.  This will ensure 
appropriate contract governance and that all five organisations have a shared 
understanding of progress against the procurement plan, and provide a forum for 
issues to be raised. 

 Contract terms for the current procurements will be 5+ years for all statutory and 
compliance contracts.  For other areas, they will be 1-2 years.  This will allow for: 

a) stock condition to be understood, and an asset management plan to 

be produced 

b) the councils to revise their investment plans as needed 

c) asset management and procurement strategies to be produced, which 

include social value considerations 

The 1-2 year contracts will then be re-procured for a 5+ term.  This will lead to more 
informed procurements driving better value for money and improving the financial position of 
all Housing Revenue Accounts.  EKH should be in a position to be the lead authority for the 
new procurements. 

3. Enhanced Service in Canterbury  

We have now started our restructure for the Enhanced Service, and approximately 44 staff 
have gone into consultation.  This ended on 30th November.  The service will be moving from 
44 posts to 18 posts, and we anticipate that the majority of staff may choose to take 
redundancy.  The costs of the restructure are being underwritten by Canterbury City Council. 

4. Dover Accommodation 
 
Members may be aware that in 2015 we took some additional space at Dover, which has a 
cost to us of approximately £20,000 p.a.  As this was additional space, this money has to be 
found from our management fee.  This accommodation can be terminated on 6 months 
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notice, (or in the alternative will expire on 31 March in each year) and we have already made 
Dover District Council aware that the Board will be asked to consider this option. 
 
We have had space consultants look at our existing space, and we are able to fit all existing 
staff (+ 4 spare desks) into our original accommodation on a 1-1 desking basis.  This is 
without hot desking and agile (mobile) working, which we want to move to once we have the 
capability through our new ICT system.  However no budget was made for mobile working, 
and we will not be able to make savings through mobile working unless we invest in this 
area. 
 
Reducing our footprint at Dover would allow us to invest in year 1 in new desking, document 
imaging, infrastructure and mobile equipment for staff, on a "spend to save" basis.  From 
year 2 there would be the saving of £20k and the ability to release savings mobile working.  
Dover would also be a pilot for the rest of the organisation in respect of the mobile working 
and we will be able to learn from rolling it out in one area first. 
 
Recommendation 
 
That East Kent Housing give notice to Dover District Council in respect of the additional 
accommodation provided by the Council, with such notice to expire on 31 June 2017 or such 
earlier termination date as we are able to negotiate. 

 

5. Governance Items  

As members are aware, we have appointed Petros Christen to the Board as Chair of our 
Finance & Audit Committee.  He will also take on the role of Chair of the Single System 
Project Board.  Petros has extensive experience of managing ICT projects and will be able 
to provide us with expertise on Chris Hanagan’s departure.  The Chair elect, James Queay, 
will also be a member of the Single System Project Board on the current Chair’s departure.  
This reflects the importance of the project to the organisation. 
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Action 

no

PI Link to 

Source

Actions Outputs / Outcomes Resources Target Date Revised 

Dates

Progress / comments Lead Officer Evidence for 'sign 

off'

Risk - 

ability to 

deliver 

action

Risk - 

ability to 

deliver 

outcomes 

of actions

1 N/A HQN Rec x Review the 20% stock condition 

survey ensuring that the new 

survey adequately reflects the 

range of stock, archetypes, 

ages, geography, etc.

The stock condition survey 

will be more accurate and 

provide a better foundation to 

planned maintenance

Rand Oct-16 EKH/ Rand review completed 

to ensure survey cohort is 

representative of overall stock 

profile

Survey percentage increased 

to 30% following Client Officer 

approval

Director of Property 

Services

Contract with Rand.  

Client agreement in 

writing.

Low Low

2 HQN Rec x Start the process to procure a 

stock condition database and 

asset management software 

system to replace SAM

The functionality of the new 

software (SAM) will be 

evaluated and a report will be 

taken to the Board/Client 

Councils on the suitability of 

the product we have 

purchased

Apr-17 Assets & 

Investment 

Manager/ SS 

Project Manager

Fully costed and 

analysed report to 

Board/Clients

Low Medium

3 HQN Rec x Carry out/complete the revised 

stock condition survey, including 

uploading data to the current 

stock condition database 

(Northgate SAM)

Stock condition survey will 

enable procurement to be 

targeted and contracts 

specifications to be more 

accurate

Rand Jun-17 Assets & 

Investment 

Manager

Stock Condition 

Survey loaded onto 

system

Low Low

4 HQN Rec x Develop an agreed common 

format and business 

model/template with partner LAs 

to assist forward planning and 

investment for future HRA 

business plans including 

investment and expenditure 

headings, elements and 

components

Aligned business plans will 

enable smarter and targeted 

procurement leading to 

financial savings for the local 

authorities

Directors of 

Finance/ Client 

Officers/ S151 

Officers/ 

Director of 

Property 

Services

Sep-17 Chief Executive/ 

Director of Property 

Services

Approved 30 year 

HRA Business Plan 

and 5 year 

investment 

programme

HIGH HIGH

5 HQN Rec x Agree a range of common 

approaches, costs and values 

with the partner authorities for 

components and stock 

investment elements such as life 

cycles, costings, etc

This will deliver greater value 

for money on procurements 

and reduce complexity for 

staff

Client Officers/ 

Finance 

Managers

Apr-17 Rand proposals submitted to 

Client Officers and adopted in 

October 2016

Assets & 

Investment 

Manager

Incorporation in to 

Single System set-

up (Northgate 

SAM)

HIGH Medium

6 HQN Rec x Ensure data from the stock 

condition survey is uploaded and 

located in a single EKH stock 

condition database as opposed 

to the four variants currently in 

place

Asset data loaded in 

Northgate (SAM) and being 

used as single source

Northgate/ SS 

Team

May-17 Assets & 

Investment 

Manager

Northgate (SAM) 

validation

Low Low

7 HQN Rec x Following the completion of the 

stock condition survey, develop 

a detailed three/ five year 

investment plan that can be 

agreed with the four local 

authorities and shared with 

tenants, publicised on website, 

etc

A fully costed and approved 5 

year investment programme 

for all 4 partner Local 

Authorities

Rand/ Property 

Services 

Team/ Client 

Officers/ 

Finance 

Directors

Jun-17 Director of Property 

Services

Approved 5 year 

investment 

programme

Medium HIGH

EAST KENT HOUSING

PROPERTY SERVICES IMPROVEMENT PLAN OCTOBER 2016-DEC 2017
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8 HQN Rec x Use the updated stock condition 

data to develop a detailed 

forward investment plan

Rand/ Property 

Services Team

Jun-17 Assets & 

Investment 

Manager/ Director 

of Property 

Services

Investment Plan 

agreed by Councils 

and Board

Low Medium

9 Develop and finalise an asset 

management strategy using the 

revised and updated stock 

condition data

Documented Asset 

Management strategies for 

each Local Authority

Rand/ Property 

Services 

Team/ Client 

Officers/ 

Finance 

Directors

Sep-17 Director of Property 

Services

Approved Asset 

Management 

strategies

Medium Medium

10 HQN Rec x Develop a comprehensive range 

of performance management 

information for the delivery of the 

investment programme at 

operational and strategic level

Performance measures 

embedded in Single System

Assets & 

Investment 

Manager/ SS 

Project 

Manager

Jun-17 Director of Property 

Services

Contract 

Management 

Framework agreed 

by Management 

Team

Low Medium

11 HQN Rec x Develop a range of clear 

investment and maintenance 

delivery targets and monitor 

against those targets

This will also assist in 

Contract management and in 

providing feedback to Board, 

MT and local authorities

Assets & 

Investment 

Manager

Jun-17 Assets & 

Investment 

Manager/ Director 

of Property 

Services

Delivery 

programme 

monitored by 

Management Team

Low Low

12 HQN Rec x Ensure a wide range of 

performance and project delivery 

information is reported to board 

on a regular basis

This will also assist in 

providing feedback to Board, 

MT and local authorities

Assets & 

Investment 

Manager/ 

Business 

Insight/ SS 

Project 

Manager

Sep-17 Director of Property 

Services

Performance 

reports in place

Medium Medium

13 N/A HQN Rec x Develop robust performance 

management systems at 

individual project and wider 

strategic level enabling effective 

monitoring of the programme at 

various levels

Appropriate management 

information will be used to 

inform decision making, and 

there will be an accurate 

understanding of contractor 

performance

Business 

Insight 

capability to 

develop 

reports - 

Northgate?

Jun-17 HQN suggest Jan 2017 but 

due to implementation of 

single system we will not have 

capacity for this unless it is 

collected manually

Assets & 

Investment 

Manager/ SS 

Manager/ 

Performance 

Manager 

New report in place 

for Board, MT, 

Operational Team 

meetings

Low Low

14 Review and reduce the existing 

range of contracts ensuring 

these are reassembled and 

packaged into logical and 

manageable workstreams

Documented Contract 

Register/ forward investment 

plan/ asset management 

strategies and procurement 

strategies

Property 

Services 

Team/ 

Procurement 

Officers/ Client 

Officers

Sep-17 Director of Property 

Services

Approved Asset 

Management and 

Procurement 

strategies

Medium Medium

15 Review the reliance on the 

reactive repairs contractor for 

planned and cyclical works

Reduction in the use of 

responsive repairs service 

provider for capital, cyclical 

and planned investment 

works

Property 

Services 

Team/ 

Procurement 

Officers/ Client 

Officers

Jun-17

onward

Director of Property 

Services

Approved Asset 

Management and 

Procurement 

strategies

Low Medium

16 Agree the approach to and 

devolve the strategic and 

operational asset management 

duties and responsibilities to 

EKH to enable future strategic 

control of investment

Transfer of operational 

functions, accountability and 

responsibility for delivery to 

EKH

Councils/ EKH Jan-18 Chief Executive/ 

Director of Property 

Services

Addendum to/ 

revised 

Management 

Agreement

HIGH Medium

PROJECT MANAGEMENT and DELIVERY

COMMUNICATION and LIAISON
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17 Develop a liaison and 

communication strategy jointly 

with the local authorities 

ensuring that liaison and 

feedback is carried out on a 

structured and regular basis

Regular and routine joint 

partner Local Authority 

meetings

Councils/ EKH Apr-17 Director of Property 

Services/ Head of 

Communications

Approved 

communications 

strategy, diarised 

meetings and 

common agenda

Low Low

18 Develop a system of 

performance feedback to the 

local authorities that is 

consistent and structured and 

not ad hoc as at present

Matrix of performance 

indicators and reporting 

regime

Councils/ EKH Jun-17 Director of Property 

Services/ Client 

Officers

Monthly 

performance 

reporting

Low Low

19 Develop a system to formally 

ensure local authorities sign up 

to future investment 

programmes from a 

commissioning perspective

Rolling 5 year investment 

programme and funding 

commitment

Councils/ EKH Apr-17 Chief Executive/ 

Director of Property 

Services/ Directors 

of Finance/ S151 

Officers

Approved rolling 5 

year investment 

budgets

HIGH HIGH

20 Develop a range of KPIs and 

performance information for 

individual contracts which will 

feed into the suite of 

performance information 

proposed for the performance 

management arrangements

Matrix of performance 

indicators and reporting 

regime

Property 

Services 

Team/ Savills/ 

Rands

Jun-17 Assets & 

Investment 

Manager/ Property 

Services Director

Medium Medium

21 Develop a structured and 

hierarchical contract 

management framework for the 

day-to-day management of all 

contracts in place

Documented processes and 

procedures and operational 

manual

Property 

Services Team

Jun-17 Assets & 

Investment 

Manager/ Property 

Services Director

Medium Medium

22 Linked to the above, develop a 

contract management 

performance system that will 

feed into departmental, 

organisational and board 

performance systems and 

reporting mechanisms. This will 

also assist in providing feedback 

to local authorities

Performance reporting 

dashboard

Property 

Services 

Team/ 

Business 

Insight

Jun-17 Assets & 

Investment 

Manager/ Property 

Services Director

Medium Medium

23 Develop a contract/supplier 

register to help inform the 

procurement strategy

Documented contract/ 

supplier register

Procurement 

Officer

Jan-17 Procurement 

Officer

Comprehensive 

and accurate 

contracts/ supplier 

register

Low Low

24 Develop a procurement strategy 

to include taking control of 

procurement activity at a 

strategic and operational level

Single and Common 

Procurement Strategy

Procurement 

Officers/ CIPS 

consultancy

Apr-17 Procurement 

Officer/ Director of 

Property Services

Approved 

Procurement 

Strategy

Low Low

25 Following on from the 

development of a procurement 

strategy develop a range of key 

added value objectives and 

outcomes to be obtained from 

current and future contracts

Social Value appendix to 

Procurement Strategy

Client Officers/ 

Procurement 

Officers

Jun-17 Procurement 

Officer/ Director of 

Property Services

Approved 

Procurement 

Strategy

Low Medium

26 Develop a range of added value 

objectives as part of 

procurement arrangements. 

Ensure added value forms part 

of contract management

Social Value requirements 

embedded in tender 

requirements and Contracts/ 

Performance metrics 

included for Social Value

Client Officers/ 

Procurement 

Officers/ 

Business 

Insight

Sep-17 Low Medium

CONTRACT MANAGEMENT

PROCUREMENT
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27 Ensure that EKH has its own 

access arrangements to a range 

of procurement web portals to 

enable it to undertake 

procurement of works on an 

autonomous and independent 

basis

Access to a range of 

procurement portals

Procurement 

Officer

Sep-17 Procurement 

Officer

Mandated access 

to procurement 

portal(s)

Low Medium

28 HQN Rec x Carry out a skills audit of existing 

EKH staff and develop a training 

programme to address 

weaknesses and shortfalls in the 

staff skill base for those whose 

roles are not changing

Staff whose roles are not 

changing will be approriately 

trained to carry out their roles

EKHR/ 

Property 

Services 

Management 

Team

Feb-17 Director of Property 

Services

Training plan and 

log sheet following 

training

Low Medium

29 HQN Rec x Review staff resource 

requirements, and develop a 

staff structure necessary to 

support the agreed investment 

programme

Staffing structure will be in 

place which is appropriate for 

the work of the team and 

meets need

EKHR Apr-17 Director of Property 

Services

Completion of 

Phase 2 of the 

Property Services 

structure

Low Medium

30 HQN Rec x Develop a range of training 

initiatives and training 

programmes for Property 

Services to enable it to;

programmes based upon stock 

data, procure three to five year 

investment works

clear performance criteria,

adjustment to programmes to 

accommodate changes, delays, 

financial issues, etc

Staff will be properly trained 

for the new roles and skills 

gaps in existing roles will be 

filled

Feb-17 Director of Property 

Services

All staff have 

appropriate training 

plans in place

Low Medium

31 Ensure appropriate staff 

resources are in place to 

manage and interrogate the 

stock condition database

Dedicated resource EKHR/ Assets 

& Investment 

Manager

Apr-17 Director of Property 

Services

Staff in post Low Medium

32 Review staff resource 

requirements, and develop a 

staff structure necessary to 

support the agreed investment 

programme (and future stock 

condition surveys – see later 

recommendation)

Phase 2 re-structure finalised Management 

Team

Apr-17 Director of Property 

Services

Staff in post Low Medium

33 Ensure adequate staffing 

resources are in place to carry 

out a rolling 20% stock condition 

survey annually

Phase 2 re-structure finalised Apr-18 Director of Property 

Services

Staff in post Medium

STAFFING RESOURCES
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DRAFT BOARD IMPROVEMENT PLAN 
 

Recommendation Action Officer/Board Member 
responsible 

Sign 
off/Proposed 
date for 
completion 

    

Work on individual 
appraisals proceeds 

Chair to ensure that 
board members 
receive an 
appraisal, and any 
areas identified are 
dealt with by a 
training plan 

Chair (Exec Support to 
arrange) & CEx to source 
relevant training plan if 
required 

Propose delaying 

until April 2017 to 

allow new chair time 

to meet board 

members 

    

Following appraisals, 
consider whether 
collective board skills 
can be achieved in a 
reasonable time 
frame 

Training plans to 
be considered 
following 
appraisals 

Chair/CEx/Board Suggest revised 
date of July 
2017 to allow 
appraisals to 
take place 

    

Develop a 
programme of 
external speakers 
and external 
briefings to bring a 
wider range of 
perspectives to 
bear. 

Suggested draft 
programme to be 
produced 

Management Team Invitations have 
been sent out to 
Leaders/CEx for 
2017/18. 

    

Consider how to 
secure an increase 
in effective 
challenge of the 
executive by the 
Board. 

Facilitated session 
to be held with the 
Board? 

Management Team/Board Board to consider 
how well their 
pre-meet has 
worked, in 
conjunction with 
new Chair 

    

Succession plan to 
be put in place 

Succession plan to 
be worked up. 

CEx Attached 

    

Evidence how the 
work of Area 
Boards is fed into 
the work of the 
main Board. 

Summary 

reporting to be 

produced for 

Area/Main Board 

Head of 

Communications/Resident 

Involvement Manager 

Completed 

Report from the 

Area Boards 

trialed, which 

will be used at 

future Board 

meetings. 
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Recommendation Action Officer/Board Member 
responsible 

Sign 
off/Proposed 
date for 
completion 

    

Area Boards 
perceive 
differences in the 
length of meetings 
and the level of 
input 

Agendas to be 
agreed with Chair 
of the Area Board 

Head of 

Communications/Resident 

Involvement Manager 

Completed.  

EKH and Chairs 

have met to 

discuss further 

improvements 

with paper 

going to MT in 

December with  

proposals. 

    

Area Board papers 
should begin with 
clear and simple 
summaries, with 
any jargon or 
abbreviations 

clearly explained 

Consider the 
format of area 
board papers 

Head of 

Communications/Resident 

Involvement Manager 

This will be 

included in 

proposal going 

to MT outlined 

above 

    

A jargon handbook 
could perhaps be 
created and 
distributed to help 
members 

Consider creating 

a list of 

abbreviations, or 

circulating on back 

of papers 

Head of 
Communications/Resident 
Involvement Manager 

We have 

banned ‘jargon’ 

from our Area 

Boards – 

outlined in MT 

proposal. 

    

A statement of 
compliance with the 
NHF Code to be 
included in future 
Financial 
Statements, 
together with any 
areas of non- 
compliance and the 
reasons why. 

Annual 
compliance check 
to be carried out 

HoF/CEx April 2017 & 
ongoing 

    

Agenda item on 
declaration of 
interests, and 
register to be 
maintained 

A register to be 
created, and item 
added to agenda 

CEx to produce, Board to 

declare 

Completed 
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Recommendation Action Officer/Board Member 
responsible 

Sign 
off/Proposed 
date for 
completion 

    

Finance reporting to 
include cash and 
liquidity, perhaps 
including a 
requirement within 
Financial Regulations 
for retention of some 
months’ worth of 
expenditure as cash. 

Liquidity and cash 

reporting not felt to 

be particularly 
relevant to the 
organisation, 
however research 
will be undertaken 
to identify if other 
ALMOs do report to 
the Board, and 

also if they have an 

agreed sum of cash 

held. A proposed 

sum of reserves to 

be held is agreed 

through the Board’s 

Reserves Policy 

currently. 

HoF 

 

 

 

 

Completed.  

FASC reports 

Nov 2016 

 

 
 

    

Schedule of 
Delegations and/or 
Financial Regulations 
to set out delegated 
powers more clearly 

Existing delegations 

will be reviewed, 

and revisions 

presented to the 

Board 

HoF / CEx With Board 

papers 

December 2016 

    

Ensure process in 
place for Chair’s 
appraisal 

Board T&F to 
consider who should 
be involved in 
appraisal 

CEx/Chair/T&F To be considered 
once new Chair 
in post 

    

Board to consider its 
effectiveness on an 
annual basis 

Put this in place as 
part of the awayday.  
Collect & analyse 
board member 
feedback to start the 
debate, and then 
produce governance 
plan 

CEx/Chair Awayday 2017 

    

Consideration of 
compliance with the 
Code and legal 
duties every three 
years. 

See above   
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Recommendation Action Officer/Board Member 
responsible 

Sign 
off/Proposed 
date for 
completion 

    

Board review of 
Chief Executive’s 
contract every three 
years and evidence 
of committee process 
to cover appraisal 
and pay of CEO 

Add to terms of 
reference of the 
Employment 
Committee 

CEx Completed 

    

The Chair of the 
Board must not chair 
or be a voting 
member of Finance 
and Audit committee 

Add to terms of 

reference of the 

F&A Committee 

CEx Completed 
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D R A F T   BOARD SUCCESSION PLAN 

 

NAME DATE 

APPOINTED 

YEARS 

SERVED 

6 YEARS 9 YEARS FINANCE GOVERNANCE LEGAL HOUSING CUSTOMER OTHER 

Helen  

Buller 
1/4/2011 5 12/12/2016 n/a 

 

 

     

Sue 

Chandler 
8/6/2015 1 7/6/2021 7/6/2024 

 

 

     

Petros 

Christen 
3/11/2016 - 2/11/2022 2/11/2025 

 

 

     

Lin 

Fairbrass 
16/6/2015 1 15/6/2021 15/6/2024 

 

 

     

Martin 

Goard 
2/2/2012 4 1/2/2018 1/2/2021 

 

 

     

Chris 

Hanagan 
16/8/2011 5 12/12/2016 n/a 

 

 

     

Nigel 

Lawes 
3/4/2013 3 2/4/2019 2/4/2022 

 

 

     

David 

Owen 
17/10/2016 - 16/10/2022 16/10/2025 

 

 

     

James 

Queay 
12/12/2016 - 11/12/2022 11/12/2025 

 

 

     

Jenny 

Samper 
1/4/2011 5 31/3/2017 31/3/2020 

 

 

     

Andrew 

Styles 
12/12/2016 - 11/12/2022 11/12/2025 

 

 

     

Neill 

Tickle 
28/11/2014 2 27/11/2020 27/11/2023 

 

 

     

Alka 

Umaria 
1/4/2011 5 31/3/2017 31/3/2020 

 

 

     

Lucia 

Xavier 
17/10/2016 - 16/10/2022 16/10/2025 
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East Kent Housing   
 

 

Title: 
 

Director of Property Services Report 

Meeting: 
 

East Kent Housing Board 

Date: 
 

12 December 2016 

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 
and to discuss any items requiring clarification 

Risk considerations: Programme delivery/ Knowledge retention/ Reputation/ 
Compliant procurement 

Legal/regulatory 
considerations: 

Delivery of statutory obligations 

Finance/resources 
considerations: 

Increased expenditure profile/ Adequate resources to deliver 
programmes 

Equalities 
considerations: 

Staff subject to future phases of reorganisation 

Health and safety 
considerations: 

None 

 
 
1. Introduction 

 

This report provides Board with an overview of key issues and challenges facing 

Property Services, priorities over the next 3 months and major programme 

activity. 

 

2. Property Services reorganisation 

 

Phase 1 of the approved reorganisation has been concluded with the new 

management team taking post on 1 August 2016. 

 

Phase 2 of the approved reorganisation has been considered by Management 

Team and consultation with staff is expected to start later this month and 

continue in to 2017.  The reorganisation is intended to address the requirements 

of the 2017/18 and future investment programmes and the functions that are to 

be delivered by Property Services.  Completion is expected by April 2017. 
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The Property Services management team have been focusing on: 

• 2016/17 Capital and Revenue Programme delivery 
• Development of the 2017/18 Programmes 
• Action Plans/ Service improvement 
• Procurement Plan and Budget Planning 
• Stock condition survey (September 2016 – May 2017) 
• Single System implementation and support 
• Planning Phase 2 of the reorganisation (October 2016 – April 2017) 

 

3. 2016/17 Programme 

 

The earlier review of the 2016/17 Programme has been completed and revisions 

have been approved by the partner Local Authority Client Officers and Finance 

Departments.  Expenditure and progression is being monitored closely with a 

large portion of expenditure expected in Q4 of the financial year. 

 

A summary of the current spend and anticipated out-turn is included in the table 

below: 

 

 
 

 

2016/17 Programme

Partner LA Budget £
Spend at 

October £

Projected 

Out-turn £
Difference £ Variance

Capital 6,073,202 2,202,229 4,990,000 -1,083,202 -17.84%

Revenue 6,016,976 3,342,585 5,999,117 -17,859 -0.30%

Capital 4,602,660 2,522,539 4,459,655 -143,005 -3.11%

Revenue 3,209,500 1,967,678 3,201,750 -7,750 -0.24%

Capital 3,709,260 2,864,796 3,547,000 -162,260 -4.37%

Revenue 3,166,090 2,980,893 3,230,930 64,840 2.05%

Capital 4,204,808 1,347,144 3,088,776 -1,116,032 -26.54%

Revenue 3,678,520 2,714,106 3,761,909 83,389 2.27%

Capital 18,589,930 8,936,708 16,085,431 -2,504,499 -13.47%

Revenue 16,071,086 11,005,262 16,193,706 122,620 0.76%

Canterbury

Dover

Shepway

Thanet

Overall
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4. 2017/18 Programme 

 

The 2017/18 Programme has been submitted to each of the Local Authority 

Partners.  The principal proposals have been agreed and these are being 

progressed through each Local Authority’s governance process. 

 

The capital programmes are reduced in comparison to the HRA Business Plans 

and reflect; partner Local Authority direction, a focus on essential and on-going 

work streams, a pause to consider the outcomes of the stock condition survey. 

 

The indicative Capital and Revenue Programmes are outlined below: 

 

 
 

 

5. Procurement 

 

Work continues with the partner Local Authorities to deliver the proposed longer 

term joint contract approach.  As this is a departure from previous approaches it 

requires each party to fully consider the impact and benefit that this brings. 

 

2017/18 Programme

Partner LA
2016/17

Budget £

2017/18

Budget £
Difference £

Capital 6,073,202 5,175,000 -898,202

Revenue 6,016,976 6,160,000 143,024

Capital 4,602,660 4,165,000 -437,660

Revenue 3,209,500 3,286,000 76,500

Capital 3,579,260 3,030,000 -549,260

Revenue 3,166,090 3,215,000 48,910

Capital 4,204,808 3,255,000 -949,808

Revenue 3,678,520 3,860,000 181,480

Capital 18,459,930 15,625,000 -2,834,930

Revenue 16,071,086 16,521,000 449,914

Canterbury

Dover

Shepway

Thanet

Overall
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Separate joint discussions have been held with the Local Authority S151 Officers 

to establish common ground on strategic objectives, process, roles and desired 

outcomes.  This requirement has been identified in the HQN report as a priority 

action item. 

 

An updated detailed procurement plan has been produced and is to be discussed 

with the Partner Local Authority Client Officers and Procurement Managers. 

  

Whilst there continue to be challenges and obstacles to overcome, I expect the 

on-going work to contribute to a smoother and advanced lead in to the 2017/18 

financial year. 

 

6. Heating & Hot Water Contracts 

 

Current Contract (Swale Heating) 

 

Swale Heating provided commitments to EKH during its attendance at the 

Service Improvement & Performance sub-committee meeting.  These included: 

 

Development and implementation of an Improvement Plan 

Implementation of new dynamic work scheduling software 

Amalgamation of the call handling and supervisor functions 

Delivery of performance improvements (at/ exceeding target by February 2017) 

Additional resources to service the Contract 

Work with EKH to clarify performance definitions  

Overcome lack of access to essential parts during OOH operations 

 

The Compliance, Inspection & Servicing Manager (CISM), receives daily reports 

on tasks requiring escalation, weekly summary compliance and performance 

reports and monthly compliance and performance reports.  The CISM formally 

meets with Swale Heating, fortnightly, to review the service improvement plan 

and overall performance and to provide direction as to alterations to the plan and 

expected outcomes. 

 

A review of the Contract with Swale Heating has been concluded and this has 

highlighted performance requirement inadequacies within the documentation.  In 

summary, the Contract contains very limited performance criteria beyond that of 

statutory obligations.  The performance requirements as developed between EKH 

and Swale Heating are by mutual consent and if utilised under the Contract as a 

means of default may not give rise to the desired result. 
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The focus has therefore been one of continuing the good working relationship 

and pushing Swale Heating to deliver the mutually agreed performance outputs in 

a constructive environment. 

 

Gas Consultancy Services (GCS) has also been included in the service 

improvement plan discussions to ensure that an independent view is provided 

and to ensure that industry best practice is also considered. 

 

Discussions have also been held with the new service provider to assist EKH and 

Swale Heating in emergency situations or those where Swale Heating is not able 

to meet service demand or performance standards.  The new service provider 

has confirmed its willingness to assist in such instances and discussions are 

continuing with Swale Heating. 

 

Swale Heatings performance is continually kept under review and it has been 

agreed that where issues remain unresolved for more than 7 days I and the 

Managing Director will discuss these to ensure that they are escalated and 

progressed.  To date I have not had to make any such calls. 

 

Swale Heating is to attend the next SIP on 13 February 2017 and Swale Heating 

continues to provide assurance and improvement supporting the outcomes 

expected of the service improvement plan. 

 

I welcome Boards observations and further guidance as to action it requires in 

the management of the Swale Heating Contract and its performance. 

 

New Contract (P&R Installations Co Ltd) – 1 April 2017 

 

A compliant procurement process has been concluded and the recommendations 

from this have now been ratified by our partner Local Authorities. 

 

Subject to the outcome of statutory Leaseholder consultation it is intended that 

P&R Installations Co Limited be awarded all 4 contracts with a start date of 1 

April 2017. 

 

An initial meeting with P&R has been held to start the mobilisation and transition 

process.  This is being overseen by Andrew Nicholls, Compliance, Inspection & 

Servicing Manager with monthly progress reports to EKH Management Team and 

Client Officers. 

 

Swale Heating has provided assurance that it shall; deliver its contracted 

services, achieve its improvement plan commitment of meeting performance 

targets by the end of December 2017 and assist in a smooth transition to P&R. 
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7. Compliance and Statutory Obligations 

 

Asbestos Management – Management of asbestos is robust and the annual 

programme of inspections is progressing.  At the time of writing this report, 4 

inspections are overdue and the service provider has been instructed to 

undertake these as a priority.  There have been no reported instances of 

uncontrolled Asbestos Containing Material (ACM) disturbance. 

 

Decent Homes – Low levels of non-decency are being reported from the existing 

datasets.  It is anticipated that the incidence will increase once the new data has 

been gathered by Rand Associates.  Discussions will be required with each 

partner Local Authority as to which dataset is to be used for the 2016/17 report. 

 

Electrical Safety – The 5/10 yearly inspection programme is delayed (85% at 

Canterbury City Council and Shepway District Council and 63% at Dover District 

Council).  A revised programme intended to overcome the delay has been agreed 

with service providers and progress will be monitored monthly by Management 

Team. 

 

A total of 67 electrical heating and hot water installation inspections are also 

outstanding and these will be addressed through the revised programme.   

 

Fire Safety – Fire Risk assessments remain up to date and the regular 

inspection programme is progressing.  Orders have been raised to Mears for 

remedial works and repairs covered by the responsive repair contracts. 

 

Gas Safety – Compliance is 100% across all 4 partner Local Authorities.  

Performance and attendance to breakdowns and repairs has improved and 

Swale Heating continues to focus on delivering the outcomes contained in the 

improvement plan. 

 

Lift Safety – Monthly and annual lift inspections are progressing and all 

installations are compliant.  At the time of writing this report 1 lift installation at 

Canterbury City Council remains to be inspected. 

 

Oil, Solid Fuel and Renewable Energy heating and hot water systems – 

Maintenance and servicing performance is good.  30 installation servicing 

regimes remained outstanding at the end of October.  The Compliance, 

Inspection & Servicing Manager is working with Neighbourhood Management and 

partner local Authorities to establish if we may adopt the same access 

enforcement process as used for gas appliances.  
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Water Hygiene – The routine daily/ weekly/ monthly inspections and testing 

programme is progressing.  Approximately; 50% of inspections have been 

completed to Canterbury City Council stock, 80% to Dover District Council and 

Shepway District Council stock and 60% to Thanet District Council stock. 

 

The inspection programme is on target to be completed by 1 April 2017. 

 

8. Environment Improvement Programme 

 

The previously reported delays have impacted the delivery of the programme and 

the majority of works are to be completed in Q4 of the financial year.  Where 

works fall within the scope of the repairs and maintenance contracts these are to 

be utilised.  Works falling outside these will be procured through competitive 

quote or tender in accordance with standing orders. 

 

The EIP scope and timetable is to be reviewed for 2017/18 so that sufficient time 

is provided to consider the proposed projects prior to the start of the financial 

year and to allow for adequate project planning and delivery.  Update reports 

have been provided to each of the Area Boards and the Tenant Consultative 

Groups. 

 

9. Stock Condition Survey 

 

Rand Associates is progressing well with the stock condition survey.  At the time 

of writing this report 1000 surveys had been completed to Shepway District 

Council stock and work has started on Thanet District Council stock.  

 

The survey will now provide detail on 30% of the housing assets by age, 

architype and geographic location and is on target to be completed by the Spring 

of 2017.  This information will be loaded in to the Single System and used as the 

data source for all future (2018/19 onward) investment decisions. 

 

A second phase of work will then begin and this will result in the delivery of Asset 

Management Strategies for each Partner Local Authority and a refreshed 30 year 

financial investment business plan.  These are expected in the Summer 2017. 

 

10. Housing Quality Network (HQN) 

 

HQN has provided its final report on the Assets & Investment functions and the 

end to end process of identifying investment need through to delivery of works to 

residents.  This report and the draft Improvement Plan is to be overseen by the 

Task & Finish Group established to monitor progress and the delivery of the 

identified outcomes. 
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Appendix A – page 1 of 5 
 

Canterbury City Council 
Environmental Improvement Programme 2016/17 
 
Collins Road Greenhill New security doors to the 3 blocks 

of flats 
9000 Q<£10K 

Pomfret 
House 

Chartham Fit door entry system  3000 Q<£10K 

Victoria Park 
flats 

Herne Bay Remove 6ft wooden gates which 
lead to doors for upper flats 

500 EIP 
Package 9 

39 Castle 
Street 

Canterbury Replace decking 7000 EIP 
Package 9 

Hollowmede Canterbury Replace chain link fencing to side of 
37-42 with bow top to match rest of 
estate; Install door entry systems ;                                              
Install path across communal grass 
to 37-42 Hollowmede 

17000 EIP 
Package 9 

Brymore 
Road 

Canterbury Upgrade existing drying area 20000 EIP 
Package 1 

Elham Road 
garages 

Canterbury replace garage forecourt as eneven 
and in a poor state 

7500 EIP 
Package 1 

31-56 Jesuit 
Close, Hales 
Place 

Canterbury replace garage forecourt as eneven 
and in a poor state 

11500 EIP 
Package 1 

New 
Ruttington 
Lane 

Canterbury Upgrade existing drying area to 49-
67 

10000 EIP 
Package 1 

Orchard Road Herne Bay put in drop kerbs or ramps for 
residents in Orchard Rd to get 
wheelie bins in and out 

9000 EIP 
Package 1 

Querns Road 
104 

Canterbury upgrade existing parking areas - 
tarmac repairs, mark out parking 
bays, paint bollards and install new 
signage 

2000 EIP 
Package 1 

Highland 
Road carpark 

Chartham solar powered lighting to parking 
area 

5000 Q<£10K 

Crookenden 
Place 

Barham Pergola with flower boxes and 
benches in green space for 
residents social gatherings  

5000 Q<£10K 

Signage   Initial signs fitted to Elizabeth Court 
* 3. Works in hand for Windsor 
Court, further works as confirmed to 
Board 

9500 Q<£10K 

 
Budget – 120k 
Estimated costs – 116k 
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Dover District Council 
Environmental Improvement Programme 2016/17 
 
Harold Street  Dover Fit handrails 1000 Mears 

Peverell Road  Dover Extend black bow top fencing to 
play area behind 38-48  

7000 EIP Package 
2 

Lowther Road 
flats 

Dover Provide bow top fencing to top of 
retaining wall. Renew concrete 
slab paving with macadam 

8500 EIP Package 
2 

Douglas Road 
flats 

Dover Provide Bin Stores and paths to 
two number blocks. 

12000 EIP Package 
2 

Peverell Road 
block incl 56 

Dover Bin stores by car park with new 
path 

12000 EIP Package 
2 

Harold Street (1)  Dover Install Brick Built Bin Stores and 
paths to blocks 25-47, 49-71 and 
73-95  

30000 EIP Package 
3 

Wellington 
Gardens 

Dover Improve pathways and restrict 
access to Wellington Gdns for 
bikes  

10000 EIP Package 
3 

Windsor House, 
Grace Walk 

Deal Improve road verges to improve 
parking 

5000 EIP Package 
4 

St Monicas, 155 
Folkestone 
Road 

Dover Re-surface of car park and mark 
out parking bays,  

5000 EIP Package 
4 

Harold Street   Mark out parking bays in the 
residents parking area 

750 EIP Package 
4 

Lambert House, 
Telegraph Road 

Deal Marking out parking bays in car 
park 

1000 EIP Package 
4 

Shooters Hill Dover Install black bow top fencing  5000 Q<10K 

Magnuss Road 
23-57 

Deal Provide bow top fencing to 
communal garden to numbers 23-
57 and gates 

3000 Q<10K 

Colton Crescent Dover Surface can be renewed. 1500 Mears 

St Martins Road 
flats, Sholden 

Deal Provide bow top fencing and 
gates to communal garden. 

2000 Q<10K 

St Marys  Woodnesborough Parking scheme - will not proceed 
during 2016/17 

N/A N/A 

Jubilee/Honfleur Deal Bin stores 30000 EIP Package 
2 

The Downs Preston Parking scheme - will not proceed 
during 2016/17 

N/A N/A 

Sheridan Road Dover garage forecourt 50000 EIP package 
8 

Palmerstone 
Ave 

Dover garage forecourt 40000 EIP package 
8 

 
Budget – 105k 
Estimates Cost – 103k 
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Shepway District Council 
Environmental Improvement Programme 2016/17 
 
Cavalry Court Folkestone Move all the bins away from the 

blocks of flats and install a bin store 
4000 Mears 

Derville 
House 

New Romney Create bin area with hard standing 
to rear of property by No 3 

500 Mears 

St Michaels 
Court 

Folkestone Enclosed existing bin store to stop 
fly tipping 

1000 Mears 

Herne Court Cheriton Widen entrance to residents car 
park 

1000 Mears 

Warren Close  Folkestone Remove dangerous slanted pcc 
slabs at the rear of 106 and install a 
proper ramp to the communal 
garden 

3500 Mears 

Stockham 
Court 

Folkestone Replace the external lighting: 
Bollard replacement lighting. 

3000 Mears 

Warren Close Folkestone Turn old small washing areas to bin 
areas: Enclose existing 5/6 brick 
wall areas for bins 

7000 Mears 

Holly Close Folkestone Tarmac existing path and parking 
area, extend into grass, install bin 
area on other grass space, line 
marking 

500 Mears 

Bradfoord 
Court 

Folkestone Originally - enclosed bin store in the 
car park area and in the arches, not 
possible because land on licence. 
To raise order for adapting 
redundant drying area for bin 
storage area, and advise SDC to 
move bins for collections. 

1500 Mears 

Churchill 
Court 

Hythe A shed to put all the bins in. After 
survey amended to "Use one 
parking space to store bins in 
fenced area. " 

2000 Mears 

Prescott 
House 

  Following local discussion - 
Dropped kerbs not installed last 
year under EIP which need to be 
carried out.  

3000 Mears 

Nailbourne 
Court 

Lyminge Extend patio area in rear garden for 
pots and benches. 

5000 Mears 

Warren Close Folkestone Estate fencing 5000 Mears 

    Bollards 2000 Mears 
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Churchill 
Court 

Hythe To increase signage of "no parking" 
or Churchill Tenants Only" and/or to 
paint yellow hashing around the 
main entrance which should be "no 
parking" for anyone. 

inc in 
Tarmac 

quote 
below 

inc in quote 
undertaken 
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Shepway District Council 
Environmental Improvement Programme 2016/17 
 
Craufurd 
Green, 
Cheriton 

Cheriton Mark out worn and faded parking 
bays 

inc in 
Tarmac 

quote 
below 

inc in quote 
undertaken 

Everist Court, 
Station Road 

Lyminge Mark out parking bays in car park inc in 
Tarmac 

quote 
below 

inc in quote 
undertaken 

The Green Burmarsh more parking please - Mark out 
existing parking bays 

inc in 
Tarmac 

quote 
below 

inc in quote 
undertaken 

St Michaels 
Court 

Folkestone Tarmac and mark out entrance 
road.  Enclose existing brick bin 
store: Re-line existing hatching on 
drive. Cage to go over existing bin 
store to avoid gulls getting into bins. 
Inspect. 

inc in 
Tarmac 

quote 
below 

inc in quote 
undertaken 

Sir John 
Moore Ave 

  line markings in car parks, some 
people park over 2 spaces                                                 
More parking areas 

inc in 
Tarmac 

quote 
below 

inc in quote 
undertaken 

Tolputt Court Folkestone Review canopy following last 
meeting 

no current 
budget 

pending 
review 

see above see above Tarmac Cost from quotation 
received 

28000 n/a 

Page Place   Demolish garages 7500 Mears 

Rowan Court Folkestone Upgrade rear yard 95000 Rowan 
Court 

Win Pine 
House 

  Scooter Stores 60000 Win pine 
Scooter 

Store 

Princes 
Terrace 

  Rear road included 
in Tarmac 

quote 
below 

inc in quote 
undertaken 
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various 
locations 

Folkestone Tarmac paths included 
in Tarmac 

quote 
below 

inc in quote 
undertaken 

Sir John 
Moore Ave 

Hythe Demolish garage and tarmac 7000 Q<10K 

 
Budget – 250k 
Estimated Costs – 249k  
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Thanet District Council 
Environmental Improvement Programme 2016/17 
 
Grosvenor Pl Margate Bin store for 66-68  10000 EIP 

package 5 

Staner Court Ramsgate Install communal bin areas away 
from flats to stop litter, fly tipping, 
smell and rats 

30000 EIP 
package 5 

High Street Margate Sort out the garden area with 
planting by the retaining wall and 
washing lines                                              
Install lighting in this area as its 
dangerous at night 

20000 EIP 
package 6 

High Street Margate Get rid of shrub bed and crazy 
paved area behind 149 and tarmac 

included 
in High 
Street 
above 

EIP 
package 6 

Kennedy 
House 

Ramsgate Turn triangle of land with street light 
into parking area 

45000 EIP 
package 7 

Leona Court Margate Create drying area for flats to 
eliminate condensations problems 
through drying washing indoors                 
More parking spaces needed 

10000 EIP 
package 7 

Kennedy and 
Trove 

Ramsgate Stop contractors parking on 
pavement 

incl within 
Kennedy 

above 

EIP 
package 7 

Kennedy and 
Trove 

Ramsgate Remark parking bays; Resurface 
pathways astop layer wearing; 
Resurface entrance road as it has 
potholes; Lockable bollards to 
access roads                                                             

incl within 
Kennedy 

above 

EIP 
package 7 

Somerset 
Court 

Ramsgate Install gate at front of block                                     
Improve bin storage 

2500 Q<10K 

Highfield 
Court 

Ramsgate Install solid slanted roof to existing 
bin store to stop dumping over the 
wall and help stifle the smell 

6000 Q<10K 
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Brunswick 
Court 

Ramsgate Minor works to bin store - improve 
security through gate 

2500 Q<10K 

 
Budget – 125k 
Estimated Costs – 115k 
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Title: 
 

Finance Directorate Update 

Meeting: 
 

Board  
 

Date: 
 

12 December 2016 

Author: 
 

Charlotte Spendley – Head of Finance 
Charlotte.spendley@eastkenthousing.org.uk 
01304 751038 / 07714 139248 
 

Summary : 
 

This report seeks to bring together and summarise the main 
messages for the Board from all aspects of the Finance 
Directorate at this time.   
 
The report summarises the position on: 

- Current EKH Budget Monitoring 
- Update to the Risk Register 
- Payroll System Development 
- Welfare Reform update 

 
Recommendation(s): 
 

The Board note the reported position. 
 

 
 

1. Current EKH Budget Monitoring Position 
 
1.1 The quarter 2 budget monitoring position was reported to the Finance & Audit Sub-

Committee at its November meeting.  At that time a projected overspend of £73k was 
anticipated (a slight improvement on the August position of £80k).   

 
1.2 The salary monitoring data for October is now available, and this amends the position 

to an anticipated overspend of £68k.  The key changes relate to the removal of 
external support for the Safeguarding review.   

 
1.3  The key reasons for the variance are: 
  

 £k £k 
Staff Vacancies & Savings (634)  
Offset by  Vacancy Saving target 175   
  Payment In Lieu of Notice 49  
  Temporary Staff costs 500 90 
Additional income from Councils to cover 
additional posts requested 

  
(108) 

Reduction in learning & development budget  (15) 
Office accommodation not budgeted for  20 
New Insurance contract additional premiums  32 
Other savings proposed by the Leadership 
Group (including printing, meeting expenses, 
legal professional advice & staff conference) 

  
(33) 

Professional Support: HQN review & Savills 
Procurement support 

 37 

Revenue costs of Single System Project costs  37  
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Single System Loan Interest 25  
Transfer of Council system budgets  (25) 37 
Other movements  8 
Overall Projected Outturn  68 

 
 
1.3 The position does not include the severance costs (redundancy & actuarial strain 

where applicable, totalling £248k) of the two staffing restructures as these were 
agreed by the Board to be taken from reserves.  In addition, whilst the position seeks 
to account for the revenue implications of the single system known at this time work 
is ongoing in modelling the impact of changes to the timetable.    

 
1.4 Management Team have been working to address the anticipated overspend.  All 

non-essential spend from discretionary budgets will be ceased until the end of the 
financial year, in addition the group have committed to not fill any further vacant 
posts and to review all temporary staff contracts.  Proposals to share resource to 
release temporarily engaged staff are being explored.  We are exploring smarter 
procurement for some items (such as white goods).  Close monitoring of the position 
will continue and will be reported to the Finance & Audit Sub-Committee in January. 

 
 
 
2. Update to the Risk Register  
 
2.1 Since the Risk Register was last reported to the Board in September a significant 

revision to the register has been undertaken.  The register now includes 11 
Operational and 8 Strategic risks.  The intention of the revision is to ensure the risks 
on the corporate risk register have a significant corporate significance.   

 
2.2 New departmental risk registers will be developed during December and January, 

using a consistent basis, compliant with the main risk strategy and process.    
 
2.3 The updated Risk Register was reported to the Finance & Audit Sub-Committee in 

November.  The risk matrix has subsequently updated to reflect: 
-  Change to the score of risk S4 (Failure to transform the Business to 

meet future service demands) to an overall score of 4 (likelihood – 
unlikely and impact – significant) 

- the addition of the risk S8 Failure to balance the budget position, to 
reflect the current financial challenges.   

The risk profile of EKH is shown in Appendix 1.   
 
 
 
3. Payroll System Development 

 
3.1 EKHRP (East Kent Human Resources Partnership)have been developing a new 

integrated HR & payroll system for EKH staff and managers to use.  The system 
called EK People is proposed to have additional self-service functionality for staff, as 
well as enhanced reporting for managers.   
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3.2 EKHRP have undertaken a number of training & drop in events for staff & managers 
during October.  The first pay run from the new system was successfully undertaken 
on 18 November.   

 
 

 
4. Welfare Reform update 

 
4.1 The current position with Universal Credit cases can be summarised as (based on 

week 32 of 2016/17): 

Authority UNIVERSAL 
CREDIT CASE 
NO’S 

RENT ARREARS 
WEEK 32 

CURRENT UC 
CASES WITH APA 

Canterbury             20        £8,102 11 
 

Dover             21        £ 7,417 6 
 

Shepway 
 

14        £ 13,869 6 

Thanet 
 

            37        £ 11,201 18 

TOTAL 
 

            92        £40,589 41 

 
Caseload is currently increasing but slowly, by on average just over one case per 

week, over the last ten weeks.  Cases are being managed within the core resource 

base however a decision has now been taken to recruit to the vacant post which has 

been held since May as there are some concerns regarding achieving year-end 

targets.   

There remain some difficulties with APAs (Alternative Payment Arrangements) with 

the DWP.  An APA is applied for if a tenant is 8 weeks plus (the 8 weeks is the 

DWP’s required trigger unless there is vulnerability) in arrears and not 

paying/engaging. The APA requests basic rent and a percentage of their personal 

allowance towards arrears. 

Our rent management process for any tenant claiming UC is to support them through 

the first 6 week period whilst they are awaiting their first payment from DWP. We 

ensure they are given budgeting advice and sign posted for debt advice where 

applicable. We ensure they have a clear rent message and are aware of the 

requirement when they receive their payment that it is their responsibility to pay their 

rent from their UC money.  If the tenant adheres to this there is no need for an APA 

to be made. 

Once the APA has been processed by the DWP (potentially 4 -6 weeks after request) 

EKH receive a letter from the DWP confirming the APA however this will not confirm 

the value of the APA awarded.   
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Payment will then be made approximately 4 weeks  for the basic rent element and 8 

weeks after the first APA payment we will receive the first payment towards arrears – 

both payments are paid separately.   

The primary issue with APAs is the length of time between application, award and 

payment.  The DWP have recently confirmed their SLA is to review APA cases is 5 

days however this is not the experience of EKH or other local landlords.  The issues 

have been escalated to the Job Centre Partnership Managers, the Universal credit 

Account Development Team Leader who deals with complaints and Neil Couling the 

Director General.  

It is felt that the team have performed well to date considering the additional 

pressures of the UC cases.  Dates have just been announced for the further roll out 

of Universal Credit with Districts transferring to the full service, which covers couples, 

families and a digital service, as well as those experiencing a change of 

circumstances, but not the migration of existing claimants.  Proposed go live dates 

are: 

Dover    May 2017 

Thanet   July 2017 

Shepway   Feb 2018 

Canterbury   April 2018 

4.2 The changes to the Capping limits came into effect during November, with existing 

capping cases transferring to the new regime from 7 November, Canterbury tenants 

on 14 November, Dover & Shepway tenants on 21 November and finally Thanet 

tenants affected on 28 November.  The change will see the cap change to £13,400 

per year for single people and £20,000 for couples and families.   

Ahead of the changes EKH had 17 tenancies affected by the existing capping 

regime, 11 of whom were in arrears.  We anticipate having around 140 households 

affected by the new capping regime.  Engagement work has already commenced 

with affected residents, however there are currently low levels of engagement from 

tenants, and arrears levels are anticipated to be affected by these changes.   

4.3 The DCLG have announced that the High Income Social Tenants Rent (or Pay to 

Stay) will now not be implemented.    
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  Appendix 1 - Current Score Risk Register Matrix December 16 
 

L
ik

e
li

h
o

o
d

 
Very Likely (4) 
 
>75% chance of occurrence 
Regular occurrence 

Medium – Low (4) 
 

Medium – High (8)  
 

 

High (12)  
S3 – Failure to deliver the Single 
System Project 
  
 

High (16) 
 
  
  
 
  

Likely (3) 
 
41-75% chance of occurrence 
Occasionally encountered 

Medium – Low (3) 
 
S6 – Pensions Liability 
 
 
   S4 

Medium – Low (6) 
 
 

Medium – High (9)  
 
O9 – Higher debt levels due to Welfare 
Reform changes 

High (12) 
   
 

Unlikely (2) 
 
10-40% chance of occurrence 
Rarely encountered 

Low (2) 
 

Medium – Low (4) 
 
S5 – Employee Relations 
S4 – Failure to transform the Business 
to meet future service demands 
S8 – Failure to balance the budget 
position   

    

Medium- Low (6)  
 
O2 – Lone Working Safety of Staff 
O4 – Loss of ICT 
O5 - Data Protection Breach 
S2- Funding 
   

Medium – High (8) 
 
O11 – Failure to improve the 
service delivered by the Property 
Services Directorate 
S1 - Failure of Partnership and 
Political Arrangements 
   

Remote (1) 
 
<10% chance of occurrence 
Circumstances never encountered 
before 

Low (1) 
 

Low (2) 
 

Medium – Low (3) 
 
O1 – Failure to Provide Adequate 
services to customers and Councils 
03- Safeguarding vulnerable adults 
and children 
O6 – Contractor failure 
O10 – Fraud 
S7 – Governance failure 
 

Medium- Low (4) 
 
O7-Non compliance with 
Legislation & Regulation 
O8 –Health & Safety Non 
compliance 

 Minor (1) 
Minor service disruption / injury, 
financial loss<£50k, isolated complaints 

Significant (2) 
Service interruption, high level 
complaints, financial loss £50k-£100k 

Serious (3) 
Significant service interruption, major 
injury, financial loss £100k-£250k 

Major (4) 
Total service loss , financial loss 
>£250k, fatality, intervention 

Impact 
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Title: 
  

Matters arising at our November 2016 Area Board Meetings 

Meeting: 
  

Board 

Date: 
  

Monday 5 December 2016 

Author: 
  

Michelle Thomas, Resident Involvement Manager 

Michelle.thomas@eastkenthousing.org.uk 

01304 872410 

Summary : 
  
  

This report summarises the agenda and matters arising from the 
November round of Area Board meetings. Although no formal 
matters have been brought to the Board’s attention, there are a 
number of matters discussed that the Board may be interested in.  

Recommendation(s): 
  

The Board are requested to accept the report  

Risk considerations: 
  

None 

Legal/regulatory 
considerations: 

One of the key roles of the Area Boards is to scrutinise the 
organisations performance which is part of the required outcomes 
of the HCA’s Tenant Involvement and Empowerment standard. 
 
As part of the Governance Review, the Board are required to 
evidence how the work of Area Boards is fed into the work of the 
main Board. 

Finance/resources 
considerations: 

None 

Equalities 
considerations: 

None 

Health and safety 
considerations: 

None  

 
1. Background 

This paper provides the Board with a summary of matters discussed at the November 2016  
Area Board Meetings and outlines any follow up actions that may be required for the  
February round of Area Board meetings. 
 
 2. Summary of the Area Boards meetings 
 
Attendance 

 Meetings were in the main well attended by Resident Area Board members and East Kent 
Housing staff.  Resident Board Members attended the Dover and Shepway Area Board. 
 
Councillors attended meetings in Dover and Thanet with apologies expressed from 
Councillors in the Canterbury and Shepway districts.  The newly appointed Canterbury Client 
Officer Gary Peskett attended, and Sandra Sainsbury (Housing Strategy Officer) attended 
the Shepway meeting.  At the Thanet meeting, Client Officer Bob Porter, Finance Manager 
Nicola Walker and Strategic Housing Accountant Sarah Hills attended.   
 
Area Board Meeting Agenda 
Each Area Board meeting agenda is discussed and agreed with the Area Board Chair and is  
consistent across the four areas, it included: 

 Quarter 2 performance report 

 Operations Manager update (update of local news and corporate information) 
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 Property Services update and managed budgets (responsive and capital 
programme) including an update on EIP 

 Tenant Scrutiny Panel update – (Resident involvement expenses/incentive review 
and Formal resident involvement structure review) 

 EKH Delivery Plan 2016/17 update and draft Delivery Plan proposed for 2017/18 

 EKH Main Board forward plan and summary of recent decisions 

 Matters to be referred to the EKH Main Board  

 Matters for information and consultation by respective Councils: 
 Canterbury – Pay to stay and Acquisition Programme 
 Thanet – HRA Budget Strategy 

  
Summary of the corporate and local matters discussed included: 

 An update on local staffing arrangements with the ending of temporary acting up 
arrangements across the Housing Management service at the end of November 

 Void performance and plans for one manager to take responsibility for the key to key 
void process 

 Update on the progress of the Single System and recent challenges that will lead to a 
revised system roll out in all areas 

 New Independent Board members 
 
Canterbury 

 Update - Cold Harbour residents have now all been re-located 

 Scaffolding – AB member felt scaffolding companies should check that residents TV’s 
are not affected by the scaffold before leaving site, this would help reduce complaints 
 

Dover 

 Anti-social behaviour (ASB) and court cases  

 Welcomed the new Dover Resident Board Member: Andrew Styles. 

 Compliments received for window company Mila for good customer service 

 Compliment received for the Resident Involvement team for the recent conference 
 

Thanet: 

 TDC new builds and acquisition plans 

 Update on possession order for ASB  and complement received  for multiagency 
approach to tackle ASB case(s) in a Thanet village 

 External decorations programme 

 Agreed cap on service charge increases 
 

Shepway: 

 SDC plans for 45 new homes 
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3. Matters for the Board to be aware of 
There were no formal requests to bring any matters to the Board’s attention. However the  
following matters were discussed at the Area Boards which the Board may be interested in: 
  

Canterbury Area Board: 

Discussion topic Further details Follow up action 

Letting of Maintenance 
Contracts  

The group were informed that 
Mears are delivering some of the 
compliance/maintenance work 
required until the contracts were 
procured.   

Members were informed 
that CCC and EKH are 
working together to 
ensure the new contracts 
required are procured in 
order of priority. The 
group will be updated on 
this at the next meeting. 

Single System 
 

Members heard about the issues 
facing the roll out of the single 
system in Shepway going live and 
wanted to know more about how 
this will impact Canterbury 

EKH are working on a 
new project timeframe 
and arrangements have 
been made for Paul 
Bartlett, to update 
residents at the Tenants 
Consultative Group 
meeting in December 
about this. 

Tabling of papers at 
meeting 
 

Client Officer wanted to table the 
draft Housing Revenue and 
Capital Budget paper at the 
meeting, however AB members 
felt as they hadn’t had time to 
read the papers they couldn’t give 
it due consideration. 

Draft Housing Revenue 
and Capital Budget paper 
to be added to the 
December TCG agenda. 

Consultation by CCC to 
the Area Board  
 

CCC is currently carrying out an 
exercise to assist them to value 
their stock.  This is required by 
Government every 5 years and 
will not be used to inform the HRA 
or identify high value properties 
for disposal  

The newly appointed 
CCC Client Officer will 
use future meetings to 
keep AB members 
informed.  EKH will 
provide all meeting dates 
and deadlines for papers 
to CCC to enable that. 

Dover Area Board: 

Discussion topic Further details Follow up action 

ASB cases 
 

AB members wanted more 
information about how EKH 
tackle ASB using partnership 
working with other agencies i.e. 
Police 

Louise Taylor will attend 
the next DDTG to provide 
more information. 

EIP budget  It was confirmed the EIP budget 
is still provisional at this stage 
and is subject to the final costs of 
works being confirmed. 

AB will receive an update 
on the EIP budget at the 
next meeting. 

Thanet Area Board:  

Discussion topic Further details Follow up action 

EIP Project update 
 
 
 

Members requested to see actual 
cost for 2016/17 projects in the 
budget information 

An update on EIP 
projects including actual 
costs for 2016/17 will be 
taken to the next meeting. 
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Estate Improvement 
budget 

AB members discussed how the 
reduction in the EIP budget could 
impact the condition of estates 

At the meeting TDC 
explained the financial 
challenges faced by the 
HRA at the meeting.  
No further action 
required. 

Shepway Area Board:  

Discussion topic Further details Follow up action 

Mila Customer Service 
 

AB member raised staffing issue 
at Mila and calls not being 
answered 

Sharon Arter to look into 
this further and update 
the group at the next 
meeting 

Door entry systems 
 

AB members raised issues about 
door entry systems, their repair 
and suggested the use of trade 
button needs to be review e.g. 
postal service not always in the 
morning/British summertime 
change  

Louise Taylor and Mark 
Anderson to be informed 
of feedback.  Request 
that this matter be 
included in the work 
being done to write a new 
Estate Strategy. 
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BOARD FORWARD PLAN:  MARCH – JUNE 2017 

 

13 March 2017 

2017/18 Operational Budget Adoption (CS) 

Finance Directorate Update (CS) 

Director of Property Services report (MA) 

Chief Executive's Report (DU) 

Customer Access Strategy (LTu) 

Estates Strategy (MA) 

Asset Improvement Plan Task and Finish Group update (DU) 

Outcomes from review of  Resident Involvement Structure (MT) 

Quarter 3 Performance (CS) 

5 June 2017 
 

 
 
 

Asset Improvement Plan Task and Finish Group update (DU) 

Finance Directorate Update (CS) 

Director of Property Services report (MA) 

Chief Executive’s report (DU) 

Proposed new governance documents to support formal RI structure (MT) 

Quarter 4 performance 

Scrutiny Report 
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Title: 
 

Summary of the Service Improvement & Performance 
(SIP) Sub-Committee meeting held on Monday 14th 
November 2016 

Meeting:  
Board  

Date: 
 

 
Monday 12 December 2016 

 
Author and contact 
details: 
 

 
Lucy Tuson 
lucy.tuson@eastkenthousing.org.uk 
07720 946 403 

Summary : This report provides a summary of the presentations and 

discussions from the last SIP Sub-Committee 

Recommendation(s): This summary is noted by the Board 
 

 

 

1. Quarter 2 Performance – Charlotte Spendley 

On overview of the current performance was provided with key points including: 

• Satisfaction with general repairs continues to remain high. 

• Heating repairs is trending in the right direction but is not expected to be on 

target until December.   

• Gas safety continues to be an area of strong performance but getting access 

to some properties remains an ongoing issue.  

• Complaints were being responded to within the targets but three out of four 

areas were failing to meet the complaint closure targets. 

• Performance for income is good in areas but Canterbury is an area of 

concern. This situation is likely to be helped with the recruitment of new 

members of the team. 

• Arrears for garages were on track subject to the direct debit payment dates. 

• The current spend on capital programme is lower than had been expected but 

revised projections have been agreed with the client authorities.   

The Committee discussed the main areas of performance and some of the key 

points discussed included: 

• SIP Committee were aware that a review is underway to improve the process 

to access properties for gas safety checks.  In particular, access to properties 

where residents were in arrears was harder for EKH, was noted by the 

committee. 

• SIP asked if garage sites could be looked at to find alternative uses and it was 

confirmed that this is happening by local authorities especially in Thanet.  
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• All four authorities have retendered a new heating and hot water contract with 

P&R installation, which would start from April 2017. The new contract for 

Shepway will be slightly different to the other three authorities but it is 

intended to operate the different contracts as one to make the most of 

efficiencies.  P&R have been contractors for Peabody, Hyde and Guinness. 

• The performance of Swale is still a priority for EKH and Mark Anderson will 

continue to  have a bi-weekly meeting throughout the rest of the contract to 

keep a check on their performance 

2. Garden Standard – an action from the 2015/16 Delivery Plan 

An outline of a new garden standard, making it clear the responsibilities and 

standard of maintaining gardens expected by EKH, was presented.  The issue of 

enforcing and communicating the standard was discussed by the Committee and it 

was felt that an effective process for implementing the new standard was needed to 

make it work.  The Committee approved the standard but asked that a process be 

discussed and agreed with EKH Housing Management to include specific guidance 

for how current and new residents would be informed of the standard and how it will 

enforced if a complaint was to occur.  

3. Measuring Customer Satisfaction in the Future 

A process for implementing four new transactional surveys and a timetable for 

running a bi-annual residents’ satisfaction survey was presented and approved by 

the committee.  Further work with internal managers and residents will occur to 

agree the detail of the survey questions, to implement the most effective surveying 

methods and agree new satisfaction targets before the new transactional surveys 

start in April 2017.  The reporting of the survey findings and satisfaction results will 

be through a regular customer insight report.   The committee asked about plans for 

a staff survey which was confirmed to happen in 2017. 

4. Welfare Reform Strategy Update 

The updated Welfare Reform Strategy action plan was presented and it was 
confirmed that EKH needed to re-write the strategy to focus on the most relevant 
changes, such as the benefit cap.  So far there had been 92 Universal Credit (UC) 
cases and 42 have a live direct payment in place.  To date, around £40k arrears are 
from those on UC.   No confirmation of a further roll out of UC has yet been received 
(since the committee met an announcement on UC has been made that confirmed 
UC roll out to families in Dover in May 2017, Thanet in July 2017, Shepway in 
February 2018 and Canterbury in May 2018) 
 
The new Benefit Cap, which started in November, is anticipated to affect around 140 
households and this is very likely to affect rent arrears management for those 
homes.  To date, little engagement with those affected residents had been 
forthcoming and it is expected that more targeted communications will be needed to 
reach these audiences. 
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The committee asked what the impact of the benefit Cap will be and it is expected 
that a significant number are likely to go in arrears but as yet EKH can't anticipate 
the exact figures.  EKH expect to have a clearer understanding later in the year and 
while capping cases tend to not engage until they are affected by the change, EKH 
Benefit and Money Advisors are ready to offer support once residents get in touch. 
Discretionary payments from the local councils are available to help those affected 
by the cap but they are limited. 
 
The Pay to Stay change was discussed and it was confirmed it only affects those 

residents not receiving Housing Benefit.  As the government guidance or start date 

hasn’t been published yet for Pay to Stay, the impact or actions haven’t yet been 

confirmed by EKH.  As it will be up to the resident to prove what they earn to avoid 

the increased rent payments for Pay to Stay, EKH expect to have to assess the 

incomes of around 5,000 households.  EKH confirmed that an updated 

strategy/action plan, that includes the latest on the Benefit Cap and Pay to Stay, is 

presented to the Committee in February.  The committee also asked for an update at 

this meeting on the headline figures of those affected by the changes and the impact 

on arrears. 
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