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East Kent Housing 

Annual Performance Report 2016/17 

 

 

1. OUR PERFORMANCE 
 
 
INCOME AND ARREARS 
 
Current tenant arrears as a % annual debit (HouseMark 2015-16) 

Benchmarking Quartiles Upper 1.20%; Median 1.55%; Lower 2.58% 

Former tenant arrears as a % annual debit (HouseMark 2015-16) 

Benchmarking Quartiles Upper 0.65%; Median 0.87%; Lower 1.38% 

 

• Current tenant arrears (£741,275) is lower than at the same period last year (£765,691) 

despite the impact of benefit capping and Universal Credit. 

• Former tenant arrears £287,167 (excluding Canterbury) is lower than at the same period 

last year (£371,045). 

• Garage arrears (£1,132) has improved from same period last year (£2,625).  

• Current tenant arrears as a percentage of projected annual rental income is 1.03%, 
which remains the same as last year and well within target.  

 

• There have been 46 evictions this year due to rent arrears, a decrease of 8 on the 
previous year. 

 

What this tells us 
 

We have collected £74,194,181 in rental income from residential properties and £1,578,504 
from garage rentals in 2016-17. 
 
This performance places EKH in the top quartile in our peer group based on the HouseMark 
2015-16 data. 
 
Current performance has improved compared to last year, despite the impact of benefit 

capping and Universal Credit. The lowest residential arrears are at Shepway, with the 

arrears representing 0.75% of the debit. The garage arrears have also decreased and 

although this does not represent much actual money it shows the financial benefits of the 

garage income and the effective way that these are managed. The garage arrears represent 

just 0.07% of the debit. 
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Overall former tenant arrears collection has also improved, particularly at Shepway and 

Thanet, even though £15,000 less was written off this financial year compared to last year. 

 

VOIDS AND RE-LETS 
 

Average days to re-let all properties excluding major works (HouseMark 2015-16) 

Benchmarking Quartiles Upper 27.53; Median 31.58; Lower 38.00 

Average days to re-let all properties including major works (HouseMark 2015-16) 

Benchmarking Quartiles Upper 40.01; Median 46.86; Lower 52.93 

 
 

• EKH has met its target for re-let times this year excluding major works for general 
needs at 11.94 days (target 15) and for all stock at 13.5 days (target 17).  
 

• EKH is just outside target for re-lets including major works at 23.68 days (target 23.5). 
 

• Overall we have had 933 voids this year compared to 1043 last year. This was a 
decrease in all areas except Thanet, where the void number increased from 200 to 233. 

 
 
What this tells us 
 
This performance places EKH in the top quartile in our peer group based on the HouseMark 
2015-16 data. 
 
We are continuing to ‘turn around’ properties within target for two of our key performance 
indicators excluding major works.  Three areas came in well below the target of 15 days but 
Shepway just missed the target, at 16.47 days. 
 
All re-lets, including major works, just missed the target of 23.5 days and came in at 23.68 

days. Two areas did achieve the target and improved from last year. However Dover missed 

its target at 26.18 days. There are always some unavoidable issues (e.g. discovery of 

asbestos) as well as some known problems regarding certain types of properties that are 

traditionally harder let. 

 
REPAIRS AND MAINTENANCE 
 

Percentage of responsive repairs completed on time (HouseMark 2015-16) 

HouseMark Benchmarking Quartiles Upper 95.64%; Median 92.07%; Lower 84.90% 

Percentage of day to day repair appointments kept (HouseMark 2015-16) 

HouseMark Benchmarking Quartiles Upper 98.48%; Median 97.06%; Lower 95.84% 

Percentage of tenants satisfied with day to day repairs (HouseMark 2015-16) 
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HouseMark Benchmarking Quartiles Upper 82.43%; Median 78.95%; Lower 73.95% 

Percentage of properties with a valid LGSR (HouseMark 2015-16) 

HouseMark Benchmarking Quartiles Upper 100%; Median 100%; Lower 99.95% 

 

• EKH has met its target for completing emergency responsive repairs (99.42%); routine 
responsive repairs (99.16%) and responsive repair appointments kept (97.3%).  

 

• EKH is just outside its overall target for emergency heating and hot water repairs with 
96.65% being completed on time (target 98%). 

 

• EKH is also just outside its target for routine heating and hot water repairs with 96.16% 
completed in time (target 98%), Dover being the only area in target.  

 

• 98.23% of heating and hot water repairs appointments were kept overall (target 95%). 
 

• Satisfaction with repairs remains very high, with 99.9% satisfied with day to day 
responsive repairs and 98.68% satisfied with their most recent heating and hot water 
repair. 

 

• 3 properties were without a valid LGSR at the end of the period which was due to being 
unable to access these properties.  

 
 
What this tells us 
 
We have carried out 42,227 day to day repairs to our properties in 2016-17 and 14,305 
heating repairs.   
 
Mears continues to perform strongly and Swale, whose contract ended in March 2017, 
worked hard in the last year to improve their performance. P & R are the new heating 
contractor and their performance will be monitored and reported from Quarter 1. 
 
Canterbury came in on target with no properties without a LGSR. Each of the other areas 
had one property with a certificate that expired on 31 March 2017. We followed a legally 
compliant process to gain access to these properties, and all have now been successfully 
completed. During the year, the longest outstanding certificate was 29 days at Mittell Court 
Lydd, which was due to the death of the resident and our being unable to gain access to the 
property during the notice period.  The current heating contract ended on 31st March and this 
contributed to the failure at year end as performance had improved with no outstanding 
LGSRs at the end of Q2 and Q3. In addition this is still a slight improvement on last year’s 
performance. 
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CAPITAL SPEND 
 
Capital spend (actual spend) at year end is lower than target, but is in line with our predicted 
underspend as communicated to the Partner Council’s throughout the year: 
 
 Q4 2016/17 

Canterbury  70.86% 
Dover  77.76% 

Shepway 100.29% 
Thanet  86.53% 

EKH  80.33% 

 
What this tells us  
 
The projected underspend (reported to Board, Client Councils and SIP) has been 

realised.  This continues to be the most challenging area of performance for EKH.  The stock 

data, inclusion of work dependent upon the stock condition survey outcomes, late 

progression of the programme development and late procurement of key projects within the 

programme has impacted upon programme delivery and our pre-planning and programme 

delivery requires improvement. However, the year-end figures are an improvement upon 

those predicted at Q3.   

In addition, programme delivery has been reduced due to; 

• Bathroom, boiler, electrical and kitchen works not being required (previous 

replacement work not being evident within the data 

• Environmental Improvement Programme being developed late in the financial year 

and delays to the start of contracts on site 

• Re-profiling of the bin store, lift refurbishment and scooter store projects 

• Door entry and CCTV installations pending surveys as part of the stock condition 

survey 

• Deferral of Canadian Estate to 2017/18 due to protracted contract negotiations 

We have a number of actions we need to complete from our HQN Improvement Plan, and 

we hope that these will help us improve performance in this area.  In addition, we have a 

high number of temporary staff in both the compliance and asset management service, and 

we are currently recruiting to fill all posts on a permanent basis. 

For information:- 

Each authority takes a different approach to revising their budget position in year and this 

does affect the positions reported here, for instance, Shepway District Council re-based the 

Capital Budget during Q4 to align it with EKH projections resulting in spend at target. 

 
 

STOCK TRENDS  

 

The stock has been affected by the buyback programmes in Shepway and Canterbury and 

the development and open market purchases at Thanet and the new RTB sales. 
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This year there have been 97 sales compared to 113 in 2015-16.  This is out of 204 

applications made. With the above adjustments the residential stock managed by EKH has 

increased by 42 properties to 15,896.  

 

The number of leasehold properties now stands at 1447 and includes shared ownership 

properties, commercial properties and full repairing leases. 

 

 

 

ANTI SOCIAL BEHAVIOUR YEAR- END SUMMARY 

 

The total number of reported ASB cases in 2016/17 was 653, compared to 420 in 2015/16. 

Over the past year, we have worked to improve the way we capture and report incidents of 

ASB, resulting in more cases being logged.   

 

Noise nuisance is the predominant type of reported ASB, accounting for 34% of all cases. 

Verbal abuse and drugs also feature highly in all areas. 
 

Types of Anti-Social Behaviour 

Incidents 2015/16 2016/17 

Noise Incidents  137 219 

Verbal Abuse 33 49 

Drugs  28 40 

Hate related  2 4 

Vandalism 3 10 

Pets/animals 25 21 

Nuisance from Vehicles 8 9 

Alcohol related  4 5 

Domestic Violence  2 9 

Other violence  7 9 

Litter/Fly Tipping  9 23 

Garden Nuisance 9 26 

Communal areas 10 26 

Prostitution/ Sex incidents 0 1 

Crime  9 15 

Total  420 653 

 

 

COMPLAINTS  

 

The total number of complaints received in 2016/17 was 232, an increase of 27% from the 

figure reported for 2015/16 (170).  In addition to complaints, we receive MP enquiries, 

councillor enquiries, FOI and data protection requests and Ombudsman queries. 
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Complaints reach us by a variety of means, including by post or email, direct to the housing 

officer, surveyor etc., and across all five offices.  They are responded to direct by each office 

and this can lead to a lack of shared learning and oversight.  The performance figure show 

that a number of complaints at Thanet were not dealt with in time, due to a temporary 

member of staff in the planned maintenance team leaving and there not being a robust 

system in place to follow up on complaints.  Subsequent to identifying the performance issue 

at Thanet, we have put in place an interim process whereby complaints are also logged 

centrally to ensure that they are not overlooked.  We have recognised for some time that our 

complaints management needs improvement, and asked our tenant scrutiny panel to 

support us with looking at complaints from a tenant’s viewpoint, to inform our decision 

making. 

Detailed performance data for the year end is included within the tables in section 7.5. 

 

3. Service Improvement (Delivery Plan) 

The summary of the Delivery Plan is appended to this report.  Appendix 1 shows the 

Delivery Plan outturn for 2016/17.  Some areas were outstanding as a result of the delays to 

the single system project, and have been carried over to the 2017/18 Plan.  Those areas not 

completed or carried over are as follows: 

3.1 Single System.  The actions relating to the single system (including SAM) will be 
carried over into the 2017/18 plan. 
 
3.2 Welfare Reform.  The action on developing partnerships and working with agencies 
is only partially completed, and we therefore recommend that an amended action is carried 
forward to the 2017/18 Delivery Plan that seeks to “Identify further opportunities to work with 
other agencies to provide support to those affected by Welfare reform changes”.   
 
3.3 Repairs contract & improvements to asset management.  These areas spanned more 
than the 2016/17 timeframe and actions will be transferred to the 2017/18 plan. 
 
3.4 Estates Strategy.  This piece of work will follow on from the Asset Management 
Strategies to be produced for each council by Rand Associates. 
 

4. Service Improvement (Service Reviews) 

During the year we instructed Housing Quality Network (HQN) to carry out a review of our 

Property Services.  HQN came up with 31 actions and these have been developed into a 

plan which is monitored by a task & finish group of board members, together with a council 

representative. 

Our Tenant Scrutiny Panel carried out the following reviews in 2016/17: 

• Formal Resident Involvement Structure 

• Resident Involvement Structure and Incentives 
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• How EKH use Feedback to Improve Services. 

The findings of those reviews were accepted by our Board, and we are grateful for the input 

of residents to help us improve our services.  The Tenant Scrutiny Panel reviews can be 

found at http://www.eastkenthousing.org.uk/get-involved/tenant-scrutiny-panel/. 

We have also carried out a review of customer satisfaction with our repairs contractor, 

Mears, and piloted different ways of collecting this information to make it more meaningful.  

At the moment we have a large number of satisfied customers but this doesn’t always 

correlate to the number of complaints received, and so we need to make it easier for our 

customers to tell us when they are dissatisfied with the service they have received.  

Following on from the work undertaken in the review we have developed a range of surveys 

which will consider:- 

• Access to services and the customer experience 

• Repairs 

• Planned Maintenance and  

• New Homes 

These surveys are to be rolled out fully through the Single System although interim 

arrangements have been made to ensure we are able to collect data on areas such as 

repairs until the system is fully implemented.  

   

 

5. Service Improvement for 2017/18  

The main elements and themes in the Delivery Plan for 2017/18 include: 

• Implementing the single system and ensuring that we maximise the benefits it 

can bring 

• Changing our Operating Model to make us fit for the future, including 

changing our structures and the way we work 

• Managing changes to the benefits system, including universal credit and the 

benefit cap 

• Improving the repairs service, including preparing for the new repairs 

contract. 

We are also supporting our Area Boards to look at their governance and consider how we 

can widen tenant participation. 

 

6. Other achievements during the year 
 

During the course of the year we have undertaken a number of projects which benefited 

residents, or helped improve our services, and these are summarised below: 

Page 16



 

 

 

We restructured our senior management team to ensure we have senior level dedicated 

resources focused on Property and Customer, resulting in a £100k p.a. saving. 

 

We completed a restructure of the Enhanced Sheltered Housing service in Canterbury, on 

behalf of the City Council.  This involved consulting all residents receiving the service, and 

then reshaping the service to meet the needs and the available budget, and covered 14 

staff.   

We have completed a programme of estate inspections and monitoring across all areas, 
undertaken in partnership with our residents, these reviews are currently being used to 
inform the development of the Estates Improvement Plans along with the day to day 
programming work whilst also being used to assist us in the development of the proposed 
Estate Management Strategy. 

 
The Tenant Scrutiny Panel (TSP) has been commended for their work by the EKH Board 
and were short listed for a national CSI award for ‘Most Inspiring Newcomers’.  

 
Our Tenant Scrutiny Officer, Beth Eddolls was awarded by the Kent Housing Group  their 
Excellent Young Achiever in Housing for 2016. 

 
Supported the 2016 annual garden competition which attracted 86 entries. Supporting 
residents to lead on 2017 annual garden competition. 

 
Audit services found that substantial assurance could be taken in the manner in which the 
Housing Management Service was delivered. 

 
We have assisted 933 households to meet their housing needs by moving into properties 
management by EKH. 

 
Successfully helped residents of the Norman Tailyour Sheltered housing scheme to move 
out to allow for the redevelopment of the scheme. 

 
Introduced the new Enhanced Sheltered Housing scheme in Canterbury to provide 
additional support and assistance to residents of the schemes. 

 
We improved our debt recovery performance in the Homeownership unit by £100k in Dover 
and £50k in Thanet. 

 
We developed and deployed generic RTB paperwork and notices for all areas improving 
efficiency and resilience 

 
We have assisted over 200 tenants with applying for Discretionary Housing payments to 
support their tenancies during periods of financial difficulty or welfare reform change. 

 
 
 

7. Proposed performance targets for 2017/18 

 

7.1  Internal and external factors that may affect performance in 2017/18 

• 1% decrease in rents (general needs properties). 
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• Benefit capping reduced to £20,000 in Autumn 2016. 

• More tenancies being affected by Universal Credit with couples and families 

being affected during 2017/18. 

• New heating contract starting in all four areas April 2017. 

• Completing the Property Services team restructure. 

• Significant internal resource being utilised in single system implementation. 

• The way that satisfaction data is being collected is being reviewed and this may 

adversely affect the reported performance figures. 

 

7.2 KPI changes  

 The following indicators are proposed to be added during 2017/18: 

• KPI added to measure the financial impact of operational void performance. 

• KPI added for EKH complaints per 1000 stock so that we are able to benchmark 

against other housing organisations. 

• Management cost per property (annual) in order that we can benchmark our 

costs and ensure we deliver value for money. 

• EKH staff sickness as average days per employee to move towards a more 

balanced suit of performance indicators through which we are measured.  . 

 

7.3 The following indicators are proposed to be removed for 2017/18: 

• Void KPI removed that measured general needs properties separately to 

sheltered units.  This information will still be collected as a PI but no longer show 

as a separate KPI in the quarterly information but the information will be used in 

the commentary where necessary. 

• Average number of days to respond to a complaint (we will still collect the % of 

complaints responded to on time). 

 

7.4 Methodology applied where appropriate 

• All targets are upper quartile performance. 

• The proposed objective is to bring targets for the four areas more in line where 

possible. 

• Some targets are contractual with third parties e.g. repairs targets, and cannot be 

altered without the consent of the third party. 

• Where performance is already in top quartile, the target has been set to maintain 

that target rather than keep trying to improve in that area, to allow us to focus the 

business on those areas that are below target. 

• Targets set are for the year end and are not always indicative of the quarterly 

performance. 

• For financial indicators, the target is to hold arrears steady for the forthcoming 

year but does not seek to model the future impact of Welfare Reform Changes. 

• Performance targets that relate to contractor performance, for example the 

repairs and the heating contracts, are set in accordance with the contract 

requirements. 

• Acknowledgement that some areas of performance will take time to reach our 

ultimate goal, and that our targets should be stretching but achievable, e.g. the 

percentage of capital spend has been proposed at 95% to reflect the actions 

Page 18



 

 

identified within the HQN plan and the proposed budget having been developed 

ahead of the stock condition surveys.  

• There is currently a review of the complaints process and any further 

recommendations will be incorporated as necessary once they have been 

agreed. 

• KPIs for People are not included as part of this report as they do not currently 

have targets against them. 

 

7.5 Proposed Targets 2017/18 

 

Finance 

Current arrears as a percentage of annual debit 

 Canterbury Dover Shepway Thanet    
2016-17 Target 1.04% 1.40% 1.04% 1.50% 
2016-17 Perf Q4  0.91% 1.02%  0.75%  1.42%  
2017-18 Target 1.04% 1.40% 1.04% 1.50% 

EKH Target 1.25%  

HouseMark quartile thresholds 2015/16 Upper: 1.93 Med: 2.79 Low: 3.93 

 
Former tenant  arrears as a percentage of annual debit 

 Canterbury Dover Shepway Thanet 
2016-17 Target N/A 0.50% 0.50% 1.90% 
2016-17 Perf Q4 1.49% 0.46% 0.3% 1.11% 
2017-18 Target N/A 0.50% 0.50% 1.90% 

EKH Target 0.97% 

HouseMark quartile thresholds 2015/16 Upper: 0.74 Med: 1.18 Low: 1.78 

 
Garage  arrears as a percentage of annual debit 

 Canterbury Dover Shepway Thanet 
2016-17 Target 0.39% 0.59% 0.39% 0.39% 
2016-17 Perf Q4 0.14% 0.04% 0.03% 0.09% 
2017-18 Target 0.39% 0.39% 0.39% 0.39% 

EKH Target 0.39% 

 

Percentage of capital programme spent 

 Canterbury Dover Shepway Thanet 
2016-17 Target 100% 100% 100% 100% 
2016-17 Perf Q4 70.86% 77.76% 100.29% 86.53% 
2017-18 Target 95% 95% 95% 95% 

EKH Target 95% 
 

EKH staff sickness as average days per employee 

 EKH 
2016-17 Target N/A 
2016-17 Perf Q4 N/A 
2017-18 Target 8.7 

* Target based on CIPD Public Sector average 
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Customer  
 
Overall customer satisfaction with repairs 

 Canterbury Dover Shepway Thanet 
2016-17 Target 98% 98% 98% 98% 
2016-17 Perf Q4 99.94% 99.76% 99.97% 99.15% 
2017-18 Target 98%  96%  95% 98% 

EKH Target 96.75% 

HouseMark quartile thresholds 2015/16 Upper: 96.84 Med: 94.30 Low: 89.12 

 
Overall customer satisfaction with heating repairs 

 Canterbury Dover Shepway Thanet 
2016-17 Target 98% 98% 98% 98% 
2016-17 Perf Q4 98.64% 92.59% 99.65% 96.66% 
2017-18 Target 98% 98% 98% 98% 

EKH Target 98% 
 

Percentage of complaints responded to on time 

 Canterbury Dover Shepway Thanet 
2016-17 Target 90% 90% 90% 90% 
2016-17 Perf Q4 89.29% 88.06% 86.49% 77.5% 
2017-18 Target 90% 90% 90% 90% 

EKH Target 90% 
 

Percentage of complaints per 1000 stock 

 Canterbury Dover Shepway Thanet 
2016-17 Target N/A N/A N/A N/A 
2016-17 Perf Q3 1.4 1.7 1.3 1.6 
2017-18 Target 1.7 1.7 1.7 1.7 

EKH Target 1.7 per 1000 

 

Property 

Average re-let time all stock excluding major works 

 Canterbury Dover Shepway Thanet 
2016-17 Target 19 15 19 15 
2016-17 Perf Q4 14.49 10.77 18.56 11.59 
2017-18 Target 15* 15 19 15 

EKH Target 17 days 

HouseMark quartile thresholds 2015/16 Upper: 19.17 Med: 25.17 Low: 33.75 
* Pending agreement with CCC regarding policy voids 

 
Average re-let time all stock including major works 

 Canterbury Dover Shepway Thanet 
2016-17 Target 23.5 23.5 23.5 23.5 
2016-17 Perf Q4 21.72 26.18 22.51 23.85 
2017-18 Target 23.5 23.5 23.5 23.5 
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EKH Target 23.5 days 
 

 

Percentage of emergency repairs completed on time 

 Canterbury Dover Shepway Thanet 
2016-17 Target 98% 99% 98% 98% 
2016-17 Perf Q4 100% 100% 99.52% 99.42% 
2017-18 Target 98% 99% 98% 98% 

EKH Target 98% 
 

Percentage of emergency heating repairs completed on time 

 Canterbury Dover Shepway Thanet 
2016-17 Target 98% 98% 98% 98% 
2016-17 Perf Q4 96.83% 97.31% 96.23% 95.72% 
2017-18 Target 98% 98% 98% 98% 

EKH Target 98% 
 

Percentage of routine repairs completed on time 

 Canterbury Dover Shepway Thanet 
2016-17 Target 98% 95% 90% 98% 
2016-17 Perf Q4 98.47% 98.89% 99.46% 100% 
2017-18 Target 98% 95% 90% 98% 

EKH Target 95.25% 
 

Percentage of routine heating repairs completed on time 

 Canterbury Dover Shepway Thanet 
2016-17 Target 98% 98% 98% 98% 
2016-17 Perf Q4 95.19% 97.14% 95.31% 97.13% 
2017-18 Target 98% 98% 98% 98% 

EKH Target 98% 
 

Percentage of repair appointments kept 

 Canterbury Dover Shepway Thanet 
2016-17 Target 96% 90% 95% 96% 
2016-17 Perf Q4 96.65% 98.11% 98.12% 96.22% 
2017-18 Target 96% 90% 95% 96% 

EKH Target 95.25% 

HouseMark quartile thresholds 2015/16 Upper: 99.17 Med: 97.06 Low: 94.27 

 
Percentage of heating repair appointments kept 

 Canterbury Dover Shepway Thanet 
2016-17 Target 95% 95% 95% 95% 
2016-17 Perf Q4 97.96% 98.38% 98.08% 98.61% 
2017-18 Target 95% 95% 95% 95% 

EKH Target 95% 

 
Number of properties without a valid LGSR (Landlord Gas Safety Record) 

 Canterbury Dover Shepway Thanet 
2016-17 Target 0 0 0 0 
2016-17 Perf Q4 0 1 1 1 
2017-18 Target 0 0 0 0 

EKH Target 0 days 
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In addition, once the data is available it is intended to monitor operational void income loss 

as a percentage of rental income and Management cost per property (on an annual basis). 

 

 

 

 

 

 

 

 

 

 

Appendices  

 

1. 2016/17 Delivery Plan – year-end update 
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East Kent Housing: Delivery Plan 2016/17 outturn  
 
 

1.   Single System  
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Commentary  

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

H
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h
 

Single System 

Implementation 

Priority - Create 

consistent & 

targeted customer 

contact 

1.1 Implement a fully functional, 

tested live system in Shepway 

Sept 16 Aug 

17 

CEx CARRIED OVER.   
Due to programme difficulties, this is now scheduled for 
June  - August 17. 

H
ig

h
 

 

Priority - Create 

consistent & 

targeted customer 

contact 

1.2 Implement a fully functional, 

tested live system in all four 

areas 

Dec 16 Aug 

17 

CEx CARRIED OVER.  
The final rollout is in Dover in August 2017.  The system is 
currently being tested in all four areas. 
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East Kent Housing: Delivery Plan 2016/17 outturn  
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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 Nov 

17 

CEx CARRIED OVER. 
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.  The Board agreed 
a revised target operating model at its March meeting and 
work is in progress to determine the revised structures. 
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2. Welfare Reform 
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Commentary 

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

H
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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 COMPLETED 
Case numbers have been lower than anticipated with 63 
cases currently (in comparison to projected numbers of 
140.  All capping cases were contacted by EKH ahead of 
the November go live dates, but little engagement from 
tenants was made.   
 
Cases are being managed by assigned Income Officers 
with Benefits & Money Advisor referrals offered.  As 
caseload is lower than originally anticipated it is being 
managed within the existing resource base.  Arrears for 
the 63 cases currently stand at £17,201.   
  
Close monitoring will continue to be undertaken over the 
coming weeks to manage the 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 COMPLETED.   

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 
May SI&P SC and June 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 CARRIED OVER. 
Some relationship development has been undertaken, 
however this action will remain a strand of the work of the 
revised Welfare Reform Strategy.  Ties with the Job 
Centre Partnership managers have been successfully 
established over the last year.   
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. 
 
Propose an amended action is carried forward to the 
2017/18 Delivery Plan that seeks to “Identify further 
opportunities to work with other agencies to provide 
support to those affected by Welfare reform changes”.   
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3. Improving the Repairs Service 

P
ri
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T
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R
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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 Oct 

17 

DPS CARRIED OVER. 
Delivery impacted by delay to Single System 
implementation and go-live. 
 
Rand Associates has completed the stock condition survey 
work.  Rand has met with all four Client Councils to 
discuss initial outcomes and future work.  Work is 
progressing to programme and will produce Asset 
Management Strategies, Disposal Strategies and 5 year 
investment programmes for the Client Councils 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  A&IM 

/ 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
iu

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 Completed 
 
May 2017 – Present initial Client Council views/ Recruit 
project resource (x2) 

 

 3.4 Agree with the Councils a 

high-level project plan for the 

re-tendering process with key 

milestones 

Dec 16  May 

17 

DPS High level plan completed. 
CARRIED OVER. 
A more detailed plan will be completed by end May 2017 
for agreement with the Councils. 

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  DPS/

DCS/ 

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. 
 

L
o
w

 -
 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 

3.10  Complete the actions from 

the HQN review and as 

included in the Property 

Services Improvement Plan 

Oct 16 – 

Sep 17 

 DPS Stock data being collected and will complete April 2017 
 
Draft Improvement Plan containing specific actions, 
considered and agreed by Task & Finish Group. 
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L
o
w

 -
 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   

3.11  Complete the actions 

arising from the HQN review 

and as included in the Property 

Services Improvement Plan 

Jun 17 – 

Jan 18 

 DPS CARRIED OVER. 
Property Services Improvement Plan containing specific 
actions, considered and challenged by Task & Finish 
Group bi-monthly. 
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L
o
w

 -
 H

ig
h
 

Communication and 

Liaison 

3.12   Complete the actions 

arising from the HQN review 

and as included in the Property 

Services Improvement Plan 

Apr 17 – 

Jun 17 

 DPS Property Services Improvement Plan containing specific 
actions, considered and challenged by Task & Finish 
Group bi-monthly. 

m
e
d
iu

m
 

Contract 

Management 

3.13   Complete the actions 

arising from the HQN review 

and as included in the Property 

Services Improvement Plan 

Jun 17  DPS CARRIED OVER. 
Property Services Improvement Plan containing specific 
actions, considered and challenged by Task & Finish 
Group bi-monthly.  Actions due for completion in 2017/18. 

L
o
w

 -
 M

e
d
iu

m
 

Procurement 3.14  Complete the actions 

arising from the HQN review 

and as included in the Property 

Services Improvement Plan 

Jan 17 – 

Sep 17 

 DPS CARRIED OVER 
Joint Commissioning & Delivery Working Group 
established with the aim of streamlining the process and 
supporting transfer of procurement function to EKH 
 
Property Services Improvement Plan containing specific 
actions, considered and challenged by Task & Finish 
Group bi-monthly. 

L
o
w

 -
 M

e
d
iu

m
 Staffing Resources 3.15   Complete the actions 

arising from the HQN review 

and as included in the Property 

Services Improvement Plan 

Feb 17 – 

Apr 18 

 DPS Phase 2 consultation due to start 24 February and 
complete by the end of March 
 
Property Services Improvement Plan containing specific 
actions, considered and challenged by Task & Finish 
Group bi-monthly. 
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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 

DCS CARRIED OVER. 
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 

DCS 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 

DCS 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 

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 
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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 

DPS Rand Associates is capturing this data as part of the Stock 
Condition Survey 
 
The data will be used to inform the 5 year investment 
programmes and to support the Estate Strategy 
 

lo
w

 

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

Dec 16  Mar 
17 

DCS Resident consultation is planned between January 17 and 
March 17.  Resident consultation is underway with surveys 
being rolled out through a variety of media to sample 
tenant opinion across the four districts in more depth.  This 
information will be used to inform the estate strategy. 
 

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 

DCS 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 
(IL) 

COMPLETED 
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  

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 

DCS To be contained in the Estates strategy referred to above 
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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 Rand Associates capturing energy data as part of the 
stock condition survey and this will be used to inform the 
Asset Management Strategies and 5 year investment 
plans 
 
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 

  P
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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 Jun 
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.   
 
Action affected by implementation of single system and 
therefore to be deferred to 2017/18 Delivery plan.   
 

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) 

DCS Director of Customer 
Services 

A&IM Assets & Investment Manager   
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Title: 
 

Chief Executive’s Report 

Meeting: 
 

East Kent Housing Board 

Date: 
 

5 June 2017 

Author and contact 
details: 
 

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

Summary : This report covers a number of areas across EKH 

Recommendation(s): 
 

That the Board note the contents of the report, and the 
proposal for a board awayday in July.  

Risk considerations: 
 

None 
 

Legal/regulatory 
considerations: 
 

None 

Finance/resources 
considerations: 
 

None other than set out in the report 

Equalities 
considerations: 
 

None 

Health and safety 
considerations: 
 

N/a 

 
 

1. Introduction  

This report covers a number of different areas, including:- 

2. Single system update 

3. Property Services Improvement Plan update  

4. Delivery Plan 2017/18 

5. Board Governance 

 

2. Single system Update 

2.1 The single system project is on target to deliver to the revised timeframe, and 

Canterbury is the first to go live on 20 June.  Their existing system will be 

turned into “read only” mode on 6 June, to allow the data to be migrated into 

the live system.   
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A substantial amount of work has been done to get us to this point, and 

bringing an expert project manager to lead the programme has helped us to 

accelerate the work and learn from previous errors. She has highlighted that 

the skill level (project and product) of the team is minimal for a project of this 

size, and that the team are in a position of learning as they go along instead of 

learning at the very beginning of the project and putting the skills into practice 

as the project moves forward, which would be usual. The team now have better 

understanding but will still require some level of project support.  

2.2 Extensive testing has been completed by EKH on the system, and we are now 

awaiting the results of the testing from the Council’s finance teams, and the 

bank in respect of direct debits.  All staff have either been trained, or have their 

training booked.  We have a pool of staff champions who have put themselves 

forward, and they will help existing staff who have difficulties with things such 

as log-ons or basic queries.   

2.3 We currently have a small amount of capital left in the budget, totalling 

£25,000, but as members will remember, we have in previous years used 

revenue funding towards this project.  This capital is likely to be used up 

completely by the end of phase 1, as we are likely to need further NPS project 

support. 

2.4 We have not yet considered the project plan for phase 2, as we have asked the 

Project Manager to ensure that the full focus of the team is on phase 1 in order 

not to slip any dates.  However we hope that we can start the phase 2 work in 

August, but this will mean we need to recast and agree a new project plan with 

NPS. 

 

3. Property Services Improvement Plan 

 

3.1 The Task & Finish group met on 18 May to consider the outstanding areas 

from the improvement plan.  Good progress has been made by Rand on the 

stock condition surveys, and two out of the four areas have had their data 

loaded into the system.  The stock condition in all areas is broadly in line with 

the Councils’ modelling, but there will be a spike in costs in 6-10 years time 

and the work programmes will need to be considered to smooth this as much 

as possible. 

 

3.2 The Task & Finish group also heard from the Director of Property Services in 

respect of staffing in the Asset & Compliance teams.   
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There are currently only 3 permanent members of staff in Asset (excluding 

managers) out of an establishment of 8 posts, and this appears to have been 

the position for a number of years.   

 

Members will recall that the management restructure was completed in 2016, 

and we are now out to advert for the remaining posts.  We intend to fill the 

posts in the repairs team in line with the wider Operating Model proposals 

elsewhere on this agenda. 

3.3 In respect of contract procurement, I have formally asked the client councils 

whether they are able to second or sell a senior procurement resource to us, 

to enable us to improve our own procurement skills and demonstrate to the 

councils that we have the ability to move to a position of EKH procuring the 

services itself.     

 

4. Delivery Plan 2017/18 

 

4.1 The delivery plan for the current year is set out at appendix one.  All items are 

currently on target, although some are dependent on the single system and 

the restructure of services for completion. 

 

5. Board Governance 

 

5.1 As members are aware, there has been a substantial change in board 

members in the last year, with five out of twelve board members being new 

appointments.  Therefore to some extent the Campbell Tickell findings may 

not be the same if the review were to be undertaken at the present time.   

 

5.2 Members have completed the skills matrix recommended by Campbell Tickell, 

and this has shown that we do not have significant gaps in skills areas.  A 

copy of this is attached as appendix 2. 

 

5.3 Campbell Tickell recommended that the Board consider its own effectiveness 

on an annual basis.  Members may also wish to consider the committee 

structure at that time, as the Area Boards’ are currently reviewing their own 

structure and purpose and this would allow the Board to ensure there is no 

duplication or lack of scrutiny of items. 

 

5.4 A review of governance against the NHF Code of Corporate Governance will 

be completed and presented to the Board with the financial statements in 

July.  An updated Board Improvement Plan is included as appendix 3. 
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5.5 I recommend that the Board consider having an awayday in July, prior to the 

AGM, and propose a half day session.  This would allow the board to consider 

the strategic priorities, set in 2015, and any revisions that they might consider 

appropriate.  

 

Appendices: 

Appendix 1: Delivery Plan 2017-18 

Appendix 2: Board skills matrix 

Appendix 3: Board Improvement Plan 
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Transforming our Operating Model 
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Commentary  

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

H
ig

h
 

Single System 

Implementation 

Priority - Create 

consistent & 

targeted customer 

contact 

Implement a fully functional, 

tested live system in Shepway 

Sept 16 Aug 

17 

CEx CARRIED OVER.   
Due to programme difficulties, this is now scheduled for 
June  - August 17. 

H
ig

h
 

Priority - Create 

consistent & 

targeted customer 

contact 

Implement a fully functional, 

tested live system in all four 

areas 

Dec 16 Aug 

17 

CEx CARRIED OVER.  
The final rollout is in Dover in August 2017.  The system is 
currently being tested in all four areas. 

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 Oct 

17 

DCS The Board is due to consider a report on our proposed new 
Operating Model at its meeting on 5 June 2017. 

 

 

P
age 41



East Kent Housing: Delivery Plan 2017/18   
 
 

P
ri

o
ri

ty
 

O
b

je
c

ti
v

e
 

T
a

s
k
 

T
a

rg
e

t 

d
a

te
 

R
e

v
is

e
d

  

T
a

rg
e

t 
 

L
e

a
d

 

Commentary  

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

H
ig

h
 

 

L
o
w

 

Maximise 

opportunities from 

single system & 

ensure we deliver 

VfM 

Agree the Accommodation 

Strategy & associated plan 

Nov 17 Oct 

17 

CEx We now propose to wrap the accommodation strategy and 
ICT strategy into one document, which will define our new 
ways of working and how we intend to move forward into 
the future.   

H
ig

h
 

Maximise 

opportunities from 

single system & 

ensure we deliver 

VfM 

Agree the ICT Strategy & 

associated plan 

Nov 17 Oct 

17 

CEx  
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Commentary  

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

M
e
d
iu

m
 

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 

 

Evaluate options for new ways 

of working (including mobile & 

remote working, customer 

contact points and self-serve 

etc) 

 

July 16 Nov 

17 

CEx The customer access strategy was agreed by the Board and 
set out how we will take forward self service for customers.  
We are trialling an agile office at Dover once we finalise our 
office moves in July 16.   
 

 

 

H
ig

h
 

Maximise 

opportunities from 

single system & 

ensure we deliver 

VfM 

Roll out of agile working across 

all areas 

Mar 18  CEx As above.  Dover to be rolled out in July 2017.  We will take 
the learning from Dover, and look at apply this in other 
areas.  We have discussed office moves with Canterbury 
and if we are able to agree the reduction of space, then it 
would be logical for Canterbury to be next for the agile 
office. 
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Commentary  

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

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 Our proposed structure shows the creation of a business 
insight team, together with complaints.  The single system 
will allow a limited amount of interrogation and will need to 
be developed over time to maximise its functionality. 

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 Delivery of the Customer Access Strategy is partly 

dependant on phase 2 of the single system, for self service.  

However our structure proposals show a move to one 

phone number, with calls being answered by a team who 

are able to access customer details and respond to queries. 

 

 

 Agree the People Strategy [and 

deliver any associated actions] 

Nov 17  CEx  
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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  We continue to monitor the capping cases and work with 

those individuals requiring assistance.  At this stage the 

cases are being managed effectively within the core 

resource base so no additional resource requests will be 

made at this time in respect of these cases but we will 

continue to monitor the impact and build the requirements 

into the new operating model.  

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 The revised Welfare Reform Strategy was presented to SIP 

in May and an action plan will now be developed.  We now 

have provisional dates for the further roll out of UC for 

Thanet, Shepway and Canterbury.  Dover went live in early 

May, we are monitoring cases, utilising our knowledge from 

the first tranche and working with other agencies where 

appropriate.  Case numbers, resource requirements and 

arrears levels will be monitored so we can evaluate an 

appropriate request to make to the Councils.   
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Commentary 

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

H
ig

h
 

Mitigate the impact 

of Universal Credit 

Priority – Develop a 

more strategically 

focused relationship 

with the Councils 

Identify further opportunities to 

work with other agencies to 

provide support to those 

affected by Welfare reform 

changes 

Dec 

16 

Sept 

17 

HF CARRIED OVER. 
The updated Welfare reform strategy was considered by 
SIP in May and the action noted here will be built into the 
action plan now to be developed.  
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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 Work has started on shaping the service to be procured for 
2020 and has reached a stage where procurement support 
is necessary to take this to the next stage.   

H
ig

h
 

 Deliver a detailed project plan 

for the repairs and maintenance 

service 

Mar 18  DPS The project plan has been communicated to Client 

Officers, Procurement Officers and CEx’s.  This will be 

developed in greater detail as the project progresses. 
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Improving Asset Management 
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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 

Utilise new Strategic Asset 

Management (SAM) system to 

produce 5 year asset 

investment plan 

Sept 17 Oct 

17 

DPS Delivery impacted by delay to Single System 
implementation and go-live. 
 
Rand Associates has completed the stock condition survey 
work and data has been loaded for the four councils. 
 
Rand Associates has started the development of the Asset 
Management Strategies for each Partner Council and the 
5 year Investment Plans. 

 

 Agree with the Councils a high-

level project plan for the re-

tendering process with key 

milestones 

Dec 16  May 

17 

DPS High level plan completed. 
CARRIED OVER. 
A more detailed plan has been circulated to the Partner 
Councils and forms the basis of on-going discussion as to 
approach and resourcing. 
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Status/progress/outcome/forecast/slippage/revisions/risks 

L
o
w

 -
 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   

Complete the actions arising 

from the HQN review and as 

included in the Property 

Services Improvement Plan 

Jun 17 – 

Jan 18 

 DPS CARRIED OVER. 
Property Services Improvement Plan containing specific 
actions, considered and challenged by Task & Finish 
Group (T&FG) bi-monthly. 
 
Good progress has been made over the past 6 months 
and priorities for the next 3 months have been identified 
and reviewed by the T&FG. 

m
e
d
iu

m
 

Contract 

Management 

Complete the actions arising 

from the HQN review and as 

included in the Property 

Services Improvement Plan 

Jun 17  DPS As above. 

 

Procurement Complete the actions arising 

from the HQN review and as 

included in the Property 

Services Improvement Plan 

Jan 17 – 

Sep 17 

 DPS The client councils have been requested to transfer senior 
procurement resource to EKH to enable us to upskill our 
staff and to support us with ensuring our procurement 
documentation is correct and at an appropriate level. 
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Status/progress/outcome/forecast/slippage/revisions/risks 

H
ig

h
 

Investing in 

residents homes 

Carry out all outstanding actions 

in the Property Services 

Improvement Plan 

Sept 18  DPS  As above.   
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4. Improving estate conditions  
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Status/progress/outcome/forecast/slippage/revisions/risks 

M
e
d
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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 

DCS 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.  This will 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 

DCS 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 

DCS As above 
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BOARD SKILLS AUDIT 2017 

 

1 – Basic 2 = Good 3 = Excellent 

BOARD MEMBER FINANCE GOVERNANCE LEGAL HOUSING CUSTOMER COUNCIL/ 

PARTNERSHIP  

WORKING 

RISK 

Board member 1 2 2 1 2 1 3 1 

Board member 2 3 2 2 2 2 2 2 

Board member 3 2 2 1 2 2 3 2 

Board member 4 2 2 1 2 1 2 2 

Board member 5 1 - - - 1 - 1 

Board member 6 2 2 1 1 2 2 3 

Board member 7 2 2 2 2 3 2 3 

Board member 8 2 2 2 2 2 2 2 

Board member 9 2 1 1 2 3 2 2 

Board member 10 2 2 2 2 3 3 2 

Board member 11 1 2 - 2 3 2 2 

Board member 12 1 - - - 2 1 - 
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BOARD IMPROVEMENT PLAN 
 

Recommendation Action Officer/Board 
Member responsible 

Sign 
off/Proposed 
date for 
completion 

    

1.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 

Appraisals to be 

arranged and 

conducted between 

May-June 2017. 

    

2. Following 
appraisals, consider 
whether collective 
board skills can be 
achieved in a 
reasonable timeframe 
 

Training plans to 
be considered 
following 
appraisals 

Chair/CEx/Board July 2017 

    

3. 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 Chair/Vice Chair 
meeting with 
Leaders postponed 
by Councils and new 
date to be sought. 

    

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

Facilitated session 
could be held with 
the Board.   

Management Team/Board Members to 
consider 
relevance when 
board review of 
effectiveness 
undertaken 
  

    

5. Succession plan 
to be put in place 

Succession plan to 
be worked up. 

CEx Board skills 

map 

completed. 
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Recommendation Action Officer/Board 
Member responsible 

Sign 
off/Proposed 
date for 
completion 

    

6. 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. 

    

7. 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.  

Review of area 

boards 

completed by 

scrutiny panel 

    

8. Area Board papers 
should begin with 
clear and simple 
summaries, with 
any jargon or 
abbreviations 
clearly explained 

Consider the 
format of area 
board papers 

Director of Customer 

Services 

Area boards will 

be asked for 

feedback on 

board papers as 

part of their 

governance 

review. 

    

9. 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 

COMPLETED.   

Board papers 

are now viewed 

by Management 

Team prior to 

sending.  We will 

ask area board 

members for 

views on 

whether we have 

been successful 

as part of their 

feedback on 

board papers. 

 

June 2017 
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Recommendation Action Officer/Board 
Member responsible 

Sign 
off/Proposed 
date for 
completion 

    

10. 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 July 2017 

    

11. 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 

    

12. 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 Boards 

Reserves Policy 

currently. 

HoF 

 

 

 

 

COMPLETED.  

FASC reports 

Nov 2016 
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Recommendation Action Officer/Board 
Member responsible 

Sign 
off/Proposed 
date for 
completion 

    

13. 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 Financial 

Regulations 

were agreed by 

Board in 

December 2016. 

 

Officer scheme 

of delegation to 

come to Board 

once new 

structures are in 

place. 

    

14. Ensure process in 
place for Chairs 
appraisal 

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

CEx/Chair/T&F Members to 
consider as part of 
board 
effectiveness 

    

15. 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 

    

16. 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 

    

17. 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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Title: 
 

Director of Property Services Report 

Meeting: 
 

East Kent Housing Board 

Date: 
 

5 June 2017 

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/ Legislative compliance 

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 

 
Consultation for Phase 2 has been concluded and three members of staff started 
in the new roles of Contract Surveyor on 1 June.  Recruitment to the vacant posts 
within the structure as defined during the consultation process has started and it 
is intended that this be concluded in June (interviews and job offers).  Subject to 
candidate notification periods it is hoped to have a full compliment of staff by 
September. 
 
The Property Services Management Team has been focusing on: 
 

• 2016/17 Year End 
• Action Plans/ Service improvement 
• Procurement delivery 
• Stock condition survey data load 
• Single System testing and ‘Go-Live’ support 
• Phase 2 restructure 
• 2017/18 planning, procurement and re-profiling 
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3. 2016/17 Programme 

 
Active management of the 2016/17 Programme continued throughout the year 
and revisions to the programme were regularly discussed with Partner Councils.  
An increased level of budget monitoring is to be applied throughout 2017/18 to 
identify adjustments at an earlier stage and to allow for advanced discussion with 
Partner Councils. 
 
A summary of the year end situation is included in at Appendix 1 to this report. 
 
Revenue Programme expenditure has been controlled and minor underspend 
delivered compared to the adjusted budgets presented to the Partner Councils in 
February 2017. 
 
Capital Programme underspend is higher compared to the adjusted budgets 
presented to the Partner Councils in February 2017.  The underspend being; 3% 
for Canterbury City Council,  7% for Dover District Council, 3% for Shepway 
District Council and 9% for Thanet District Council. 
 
The requirement for in-year budget adjustment is due to; 
  

• a lack of clear understanding as to asset investment requirements (this is 
to be addressed through the stock condition survey data, 5 year 
investment plans and will be reflected in the 2017/18 HRA Business 
Plans),  

• the inclusion of work that was subsequently identified as not being 
required (bathroom, kitchen and structural),   

• a historic lack of programme planning, management and timely 
procurement (this has and continues to be addressed through service 
reorganisation, pro-active programme management, evidence based 
budget development, active budget and programme monitoring and 
reporting and cross cutting procurement activity)  

• delays to the procurement of major cross cutting programmes (door, 
electrical, roof, thermal insulation and window) which is being address 
through the work of the joint commissioning and delivery working group. 

 
The underspend against the February 2017 adjusted budget is primarily due to; 
 

• double counting of electrical installations (bathroom and kitchens and 
electrical re-wiring) 

• delays in the delivery of Environmental Improvement Programme (EIP) 
projects  

• the deferral of work to the 2017/18 financial year. 
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4. 2017/18 Programme 

 
The 2017/18 budget provision has been confirmed by each Partner Council and 
procurement of the key elements is continuing. 
 
Adjustments to the programme as a consequence of the stock condition survey 
findings are in progress and this is expected to be completed by the end of June. 
 
The Capital and Revenue budgets are outlined below: 
 
 

 
 
 

5. Heating & Hot Water Contracts 
 
The contract started on 1 April 2017 and P&R performed well at the outset.  
Unfortunately, this performance has deteriorated particularly in relation to; 
appointments, customer care, servicing programme and provision of timely 
information. 
 
 

2017/18 Budget

Partner 

Council

Bid

£

Budget

£

Variance

£

Capital 5,175,000 5,165,000 -10,000 

Revenue 6,160,000 6,160,743 743

Capital 4,165,000 4,203,000 38,000

Revenue 3,286,000 3,488,500 202,500

Capital 3,030,000 3,045,000 15,000

Revenue 3,215,000 3,274,450 59,450

Capital 3,255,000 3,495,000 240,000

Revenue 3,860,000 3,874,561 14,561

Capital 15,625,000 15,908,000 283,000

Revenue 16,521,000 16,798,254 277,254

Canterbury

Dover

Shepway

Thanet

Overall
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A series of contract meetings have been held with P&R and an improvement plan 
has been implemented.  Early indications of improvement are being evidenced 
and the Compliance & Servicing Manager is meeting with P&R senior 
management fortnightly. 
 
An update is to be provided to Board at its meeting. 
 
 

6. Compliance and Statutory Obligations 
 
A summary of compliance and statutory obligations appears at Appendix 2 to the 
report. 
 
This summary is being developed to provide the Board, Partner Council’s and 
Management Team with an overview of performance in this area. 
 
 

7. Environment Improvement Programme 

 
Delays to the procurement of 2016/17 projects (finalisation of contract terms with 
Contractors) have been experienced and this has resulted in these either 
spanning the financial years or being carried over to 2017/18.  This has 
particularly affected projects at Dover District Council. 
 
Changes have been implemented for the 2017/18 EIP and these take account of 
the on-going downward pressure on budget provision and clarity over the scope 
of projects that will be supported. 
 
The finalised 2017/18 projects are to be considered by Area Boards prior to 
procurement and progression within year.  A number of projects have been 
rejected as being outside the scope of EIP and sponsoring parties have been 
notified. 
 
Further work is to be carried out with the Partner Council’s to establish future 
funding availability and prioritisation of works within the HRA Budget Plan. 
  

8. Stock Condition Survey 

 
Rand Associates has completed the stock condition survey programme and the 
initial findings have been shared with the Partner Councils.  This information has 
been loaded in to the Test environment of the Single IT System Strategic Asset 
Management (SAM) module and is to be used as the data source for all future 
(2018/19 onward) investment decisions. 
 
The findings have established that the stock is in better condition than anticipated 
and has provided guidance as to areas of investment.  These will be developed 
further, in conjunction with the Partner Councils, through the 5 Year Investment 
Plans, Asset Management strategies and HRA Business Plans. 
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9. Cyclical Decorations & Repairs 

 
Issues have been identified at Thanet District Council in relation to the cyclical 
decorations programme delivered by M&R Refurbishment Limited (M&R).  These 
relate to; inadequate contract management, variance to the contract process in 
the way in which works were progressed, deficiencies with the quality of work, 
inadequate challenge to the valuation of work, inadequate evidence of scaffolding 
quantity and timescale and the deterioration of the working relationship between 
EKH and M&R. 
 
Valuations had been placed in dispute whilst a complete re-measure of all work 
was concluded.  This identified areas of over valuation and these have been 
accepted by M&R and scaffold timescales (the main item of dispute) have also 
been agreed.  Adjusted valuations have been processed and passed to Thanet 
District Council for payment. 
 
The interim Project Surveyor previously managing this project is no longer 
employed by EKH and responsibility has been transferred to a permanent 
member of the Property Services team.  The contract process has been revisited, 
reinforced and embedded and the required controls have now been implemented. 
 
A re-measure of work at Dover and Shepway are to be carried out over the next 3 
months and M&R has agreed to adjust future valuations to take account of any 
findings arising from this. 
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Managed Budgets - Budget Monitoring 2016/17 (Summary)

2016/ 17 Capital and Revenue Programmes

Canterbury - Revenue

Programme Original 

Budget 16/17

Adjusted 

Budget

(February 

2017)

YTD Actuals/ 

Commitments

Variance to 

Original 

Budget

Variance to 

Adjusted 

Budget

Response Maintenance (PPP) 2,116,883 2,126,379 2,126,379 9,496 -0 

Response Maintenance (Other) 315,000 340,000 351,084 36,084 11,084

Voids (PPP) 867,144 740,000 758,638 -108,506 18,638

Voids (Other) 283,920 300,000 292,518 8,598 -7,482 

Heating Servicing 740,880 800,000 805,919 65,039 5,919

Cyclical Refurbishment 762,039 756,000 721,401 -40,638 -34,599 

Other (Revenue) 931,110 863,776 833,315 -97,795 -30,461 

6,016,976 5,926,155 5,889,254 -127,722 -36,901 

Variance to Original Budget:  -2.12%

Variance to Recommended Adjusted Budget:  -0.62%

April 2016 -

March 2017

P:\Book1 26/05/17
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Managed Budgets - Budget Monitoring 2016/17 (Summary)

Canterbury - Capital

Programme Original 

Budget 16/17

Adjusted 

Budget

(February 

2017)

YTD Actuals/ 

Commitments

Variance to 

Original 

Budget

Variance to 

Adjusted 

Budget

Kitchen Installations 800,000 400,000 380,101 -419,899 -19,899 

Bathroom Installations 200,000 453,000 405,533 205,533 -47,467 

Central Heating 970,000 1,010,000 989,042 19,042 -20,958 

Fire Prevention 736,038 1,015,000 928,700 192,662 -86,300 

Rewiring 270,000 140,000 144,368 -125,632 4,368

Reroofing 467,164 75,000 71,335 -395,829 -3,665 

Wall Repairs/Structural 470,000 220,000 234,523 -235,477 14,523

Thermal Insulation 75,000 25,000 20,763 -54,237 -4,237 

Adaptations 580,000 510,000 511,348 -68,652 1,348

Door Replacement 100,000 10,000 8,169 -91,831 -1,831 

Window Replacement 350,000 126,000 108,893 -241,107 -17,107 

Other (Capital) 1,055,000 460,560 500,997 -554,003 40,437

6,073,202 4,444,560 4,303,772 -1,769,430 -140,788 

Variance to Original Budget:  -29.14%

Variance to Recommended Adjusted Budget:  -3.17%

April 2016 -

March 2017

P:\Book1 26/05/17
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Managed Budgets - Budget Monitoring 2016/17 (Summary)

Dover - Revenue

Programme Original 

Budget 16/17

Adjusted 

Budget

(February 

2017)

YTD Actuals/ 

Commitments

Variance to 

Original 

Budget

Variance to 

Adjusted 

Budget

Response Maintenance (PPP) 0 0 0 0 0

Response Maintenance (Other) 1,300,000 1,350,000 1,405,111 105,111 55,111

Voids (PPP) 0 0 0 0 0

Voids (Other) 753,000 650,000 658,722 -94,278 8,722

Heating Servicing 600,000 610,000 583,156 -16,844 -26,844 

Cyclical Refurbishment 200,000 120,000 102,378 -97,622 -17,622 

Other (Revenue) 352,500 182,000 151,715 -200,785 -30,285 

3,205,500 2,912,000 2,901,083 -304,417 -10,917 

Variance to Original Budget:  -9.50%

Variance to Recommended Adjusted Budget:  -0.37%

April 2016 -

March 2017
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Managed Budgets - Budget Monitoring 2016/17 (Summary)

Dover - Capital

Programme Original 

Budget 16/17

Adjusted 

Budget

(February 

2017)

YTD Actuals/ 

Commitments

Variance to 

Original 

Budget

Variance to 

Adjusted 

Budget

Kitchen Installations 1,100,000 895,000 829,557 -270,443 -65,443 

Bathroom Installations 400,000 520,000 537,616 137,616 17,616

Central Heating 690,000 540,000 512,506 -177,494 -27,494 

Fire Prevention 185,000 78,500 28,466 -156,534 -50,034 

Rewiring 150,000 65,000 68,999 -81,001 3,999

Reroofing 500,000 500,000 504,748 4,748 4,748

Wall Repairs/Structural 500,000 345,000 291,136 -208,864 -53,864 

Thermal Insulation 70,000 15,000 11,902 -58,098 -3,098 

Adaptations 458,000 460,000 425,956 -32,044 -34,044 

Door Replacement 0 0 0 0 0

Window Replacement 400,000 24,500 24,245 -375,755 -255 

Other (Capital) 376,660 289,655 236,503 -140,158 -53,153 

4,829,660 3,732,655 3,471,632 -1,358,028 -261,023 

Variance to Original Budget:  -28.12%

Variance to Recommended Adjusted Budget:  -6.99%

April 2016 -

March 2017
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Managed Budgets - Budget Monitoring 2016/17 (Summary)

Shepway - Revenue

Programme Original 

Budget 16/17

Adjusted 

Budget

(February 

2017)

YTD Actuals/ 

Commitments

Variance to 

Original 

Budget

Variance to 

Adjusted 

Budget

Response Maintenance (PPP) 0 0 0 0 0

Response Maintenance (Other) 1,343,220 1,335,500 1,313,364 -29,856 -22,136 

Voids (PPP) 0 0 0 0 0

Voids (Other) 387,600 490,600 459,665 72,065 -30,935 

Heating Servicing 422,800 370,000 370,960 -51,840 960

Cyclical Refurbishment 247,000 247,000 246,469 -531 -531 

Other (Revenue) 765,470 593,270 546,084 -219,386 -47,186 

3,166,090 3,036,370 2,936,542 -229,548 -99,828 

Variance to Original Budget:  -7.25%

Variance to Recommended Adjusted Budget:  -3.29%

April 2016 -

March 2017
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Managed Budgets - Budget Monitoring 2016/17 (Summary)

Shepway - Capital

Programme Original 

Budget 16/17

Adjusted 

Budget

(February 

2017)

YTD Actuals/ 

Commitments

Variance to 

Original 

Budget

Variance to 

Adjusted 

Budget

Kitchen Installations 500,000 500,000 534,103 34,103 34,103

Bathroom Installations 200,000 200,000 171,200 -28,800 -28,800 

Central Heating 575,000 525,000 489,797 -85,203 -35,203 

Fire Prevention 250,260 125,000 137,815 -112,445 12,815

Rewiring 90,000 95,000 97,930 7,930 2,930

Reroofing 200,000 35,000 37,692 -162,308 2,692

Wall Repairs/Structural 389,000 190,000 190,694 -198,306 694

Thermal Insulation 50,000 10,000 9,544 -40,456 -456 

Adaptations 350,000 365,000 375,889 25,889 10,889

Door Replacement 185,000 185,000 183,817 -1,183 -1,183 

Window Replacement 0 0 0 0 0

Other (Capital) 900,000 437,870 369,297 -530,703 -68,573 

3,689,260 2,667,870 2,597,780 -1,091,480 -70,090 

Variance to Original Budget:  -29.59%

Variance to Recommended Adjusted Budget:  -2.63%

April 2016 -

March 2017

P:\Book1 26/05/17

P
age 72



Managed Budgets - Budget Monitoring 2016/17 (Summary)

Thanet - Revenue

Programme Original 

Budget 16/17

Adjusted 

Budget

(February 

2017)

YTD Actuals/ 

Commitments

Variance to 

Original 

Budget

Variance to 

Adjusted 

Budget

Response Maintenance (PPP) 1,323,420 1,182,576 1,172,475 -150,945 -10,101 

Response Maintenance (Other) 172,720 260,000 265,882 93,162 5,882

Voids (PPP) 710,400 750,000 783,755 73,355 33,755

Voids (Other) 0 0 0 0 0

Heating Servicing 429,820 364,000 363,862 -65,958 -138 

Cyclical Refurbishment 412,500 300,000 333,209 -79,291 33,209

Other (Revenue) 735,960 872,649 783,382 47,422 -89,266 

3,784,820 3,729,224 3,702,566 -82,254 -26,658 

Variance to Original Budget:  -2.17%

Variance to Recommended Adjusted Budget:  -0.71%

April 2016 -

March 2017
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Managed Budgets - Budget Monitoring 2016/17 (Summary)

Thanet - Capital

Programme Original 

Budget 16/17

Adjusted 

Budget

(February 

2017)

YTD Actuals/ 

Commitments

Variance to 

Original 

Budget

Variance to 

Adjusted 

Budget

Kitchen Installations 1,335,000 1,172,921 1,064,446 -270,554 -108,475 

Bathroom Installations 0 0 0 0 0

Central Heating 415,000 411,252 403,290 -11,710 -7,962 

Fire Prevention 190,000 36,794 27,019 -162,981 -9,775 

Rewiring 150,000 201,197 194,627 44,627 -6,570 

Re-roofing 400,585 0 0 -400,585 0

Wall Repairs/Structural 424,002 182,902 169,343 -254,659 -13,559 

Thermal Insulation 60,000 38,464 36,691 -23,309 -1,773 

Adaptations 425,669 406,334 363,473 -62,196 -42,861 

Door Replacement 0 0 0 0 0

Window Replacement 110,000 77,482 74,682 -35,318 -2,800 

Other (Capital) 694,552 87,679 55,108 -639,444 -32,571 

4,204,808 2,615,025 2,388,678 -1,816,130 -226,347 

Variance to Original Budget:  -43.19%

Variance to Recommended Adjusted Budget:  -8.66%

April 2016 -

March 2017
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Health and Safety Compliance Report

31 March 2017

Asbestos, Electrical, Fire, (Electric, Gas, Oil, Renewable, Solid) Lifts, Water

Gas Compliancy 

Authority Required Current Overdue Overall Compliancy %

Canterbury 4601 4601 0 100.00%

Dover 4089 4088 1 99.98%

Shepway 2956 2955 1 99.97%

Thanet 2774 2773 1 99.96%

*Delay due to access all completed in April 2017

Oil Heating 

Authority Required Current Overdue Overall Compliancy %

Canterbury 2 1 1 50.00%

Dover 73 54 19 73.97%

Shepway 105 87 18 82.86%

*Delay due to access

Solid Fuel 

Authority Required Current Overdue Overall Compliancy %

Canterbury 40 26 14 65.00%

Dover 11 5 6 45.45%

Shepway 18 12 6 66.67%

*Delay due to access

Electric Heating

Authority Required Current Overdue Overall Compliancy %

Canterbury 482 109 362 22.61%

Dover 190 73 117 38.42%

Shepway 308 20 288 6.49%

Thanet 243 242 1 99.59%

*Service contracts to be procured and interim measures in place

Renewable Heating

Authority Required Current Overdue Overall Compliancy %

Canterbury 4 4 0 100.00%

Dover 3 2 1 66.67%

Thanet 3 3 0 100.00%

*Delay due to access

Asbestos Compliancy - Communal Areas Only

Authority Required Current Overdue Overall Compliancy %

Canterbury 398 398 0 100.00%

Dover 216 216 0 100.00%
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Shepway 164 164 0 100.00%

Thanet 122 122 0 100.00%

Legionella  Compliancy 

Authority Required Current Overdue Overall Compliancy %

Canterbury 17 16 1 94.12%

Dover 8 7 1 87.50%

Shepway 17 17 0 100.00%

Thanet 7 7 0 100.00%

*Delays due to access

Legionella Audits

Authority No of Block to 

Audit

Number of blocks with at least 1st visit completed Number of blocks 

with no visit carried 

out

No of Audits Completed

Canterbury 380 375 5 176

Dover 197 197 0 162

Shepway 127 126 1 101

Thanet 114 114 0 72

*Delays due to access

Passenger Lift Compliancy 

Authority Required Current Overdue Overall Compliancy %

Canterbury 17 14 3 82.35%

Dover 5 5 0 100.00%

Shepway 14 14 0 100.00%

Thanet 14 14 0 100.00%

*Lifts out of service pending parts delivery

Periodic Electrical Reports - Communal Areas Only

Authority Required Current Overdue Overall Compliancy %

Canterbury 402 312 92 77.61%

Dover 216 105 111 48.61%

Shepway 170 4 166 2.35%

Thanet 122 120 1 98.36%

*Service contracts to be procured and interim measures in place

Portable Appliance Testing 

Authority Required Current Overdue Overall Compliancy %

Canterbury 15 15 0 100.00%

Dover 7 0 7 0.00%

Shepway 15 14 1 93.33%

*Delays due to access

Fire Risk Assessments

Authority Required Current Overdue Overall Compliancy %

Canterbury 402 268 134 66.67%

Dover 216 61 155 28.24%

Shepway 167 161 6 96.41%

Thanet 122 98 24 80.33%

*Re-assessment dates triggered by original FRA inspection
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Fire Extinguishers

Authority Required Current Overdue Overall Compliancy %

Canterbury 15 15 0 100.00%

Dover 9 9 0 100.00%

Shepway 17 17 0 100.00%

Thanet 11 11 0 100.00%

Dry Risers

Authority Required Current Overdue Overall Compliancy %

Canterbury 3 3 0 100.00%

Thanet 6 6 0 100.00%

Sprinkler Systems

Authority Required Current Overdue Overall Compliancy %

Thanet 3 3 0 100.00%
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Title: 
 

Finance Directorate Update 

Meeting: 
 

Board  
 

Date: 
 

5 June 2017 

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: 

- EKH Operational Budget Outturn Position 
- Risk Register Update 
- Universal Credit update 
- Insurance 

 
Recommendation(s): 
 

The Board note the reported position. 
 

 
 

1. EKH Operational Budget Outturn Position 
 
1.1 The January budget monitoring position was previously reported to the Finance & 

Audit Sub-Committee and Board at their March meetings.  At that time a projected 
overspend of £3k was anticipated.  As previously reported in addition to that position 
were the severance costs (redundancy & actuarial strain where applicable) for the 
restructuring of Property Services (to date) and Management Team, which had 
previously been agreed by the Board to be taken from reserves.  They were 
projected to be £248k, taking the overall projected outturn position at the end of 
January to be £251k overspent. 

 
1.2 All year end entries have now been made, however we await the final audit outcome 

and the required amendments, which may influence this position.  At this time the 
outturn position is anticipated to be £245k, £6k less than projected.   

 
1.3  The key reasons for the movement since January are: 
  

 £k 
Additional overtime costs not projected 19 
Movement to year end entry for compensated absences 60 
Additional recruitment costs to support the new Extra Care 
Independent Living structure  

 
12 

Further reduction in printing & tenant newsletter costs  (12) 
Lower than projected Legal & Professional Fees (23) 
Deferment of NFA Subscriptions  (12) 
Office accommodation costs previously incorrectly projected (40) 
Other net changes (10) 
Overall Net Movement (6) 
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1.3  A full summary of the position and reasons for the variances are appended to this 

report.  
 
1.4 The position will vary to the financial statements position for the Consolidated Income 

Statement, as our financial statements are heavily dominated by the required 
accounting entries for pensions.  In addition the External Auditors have requested 
that we include the redundancy costs of the Enhanced Sheltered Housing 
restructuring.  These costs were incurred in April 2017 and amount to £194k.  They 
are being funded directly by CCC through the 2017/18 Management Fee.   

 
1.5 Management Team and Leadership Group worked collectively to address the 

anticipated overspend.  All non-essential spend from discretionary budgets was 
suspended as was recruitment to vacant posts.  However the outturn position will 
result in the retained earnings reserve reducing substantially as at 31 March 2017, 
and the Management Team and Board will need to focus their attention on 
replenishing the reserves to an appropriate level over the coming financial periods.      

 
 
2. Universal Credit update 

 
2.1 The year end position for Universal Credit cases can be summarised as: 

Authority UNIVERSAL 
CREDIT CASE 
NO’S 

RENT ARREARS 
(week 43) 

CURRENT UC 
CASES WITH APA 

Canterbury             29        £5,809 11 
 

Dover             28        £ 11,208 10 
 

Shepway 
 

13        £ 10,176 9 

Thanet 
 

            47        £ 11,182 20 

TOTAL 
 

117                   £38,375 50 

 
2.2 As previously reported the next stage of roll out has commenced which covers new 

claims for couples, families and a digital service including those within this group 
experiencing a change of circumstances.  This service will go live in Thanet from July 
2017, Shepway in February 2018 and the Canterbury district in April 2018.  This roll 
out will not cover the migration of existing claimants.   

 
2.3 The further roll out went live in the Dover District on 2 May and so far (as at 24 May) 

we have been notified of 36 cases, with arrears to date of £9,466 (an increase in 
arrears over the three week of £2,167 i.e. pre Uc arrears for these cases was 
£7,299).  We are seeing on average 12 cases new a week so far.  We intend to 
closely monitor the impact of these cases in terms of arrears level and resource 
requirement.    
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3.0 Risk Register Update 
 
3.1 The Risk Register continues to be updated regularly and the development of 

departmental risk registers for the business is underway.  Since the register was last 
reported to the Board and Finance & Audit sub-Committee the following amendments 
have been made: 

 
° A new Operational Risk 14 has been included to reflect the concerns raised 

by two Client Councils regarding the contract with M&R (external & cyclical 
decorations contractor) and control issues present in the management of it 

° A further new risk has been added (Operational Risk 15) to reflect contract 
deployment and operational issues including customer satisfaction and gas 
safety forced entries with the new heating contractor (P&R).  

° Strategic Risk 3 – Failure to deliver the Single System Project Phase one has 
been uprated to a high level risk following the need to agree a revised 
timeline with all stakeholders.  

° Operational Risk 4 – Loss of ICT has been revisited to reflect the potential 
impact of the implementation of soft phones across the EK Services sites 
utilised by EKH 

 
4.0 Insurance 
 
4.1 Since the inception of EKH, our insurance premiums for public liability have risen 

significantly, although the number of claims has reduced in current years.  The 

amount transferred to EKH for insurance is £165k pa, and our current costs are 

£255k pa.  Our brokers advise that the increased cost is because the market is not 

used to a multi-authority ALMO, and that we are unable to provide a big enough 

spread of risk for them.  This clearly doesn’t represent value for money for the 

Councils, and the management agreement contains a provision that the Councils are 

able to undertake this role.  We have therefore asked that the Councils (through their 

insurance officers) work with us to see whether we can obtain a more cost effective 

solution from their insurers.  

 

 

Page 83



This page is intentionally left blank



EKH Budget Outturn Position 2016/17

Summary

Category Name Annual Budget

January 17 

Projected 

Outturn

Variance to 

Budget

 Outturn 

Position

Variance to 

Budget
Comments

Management Fee (8,512,275) (8,512,324) (49) (8,512,324) (49)

Other Income (7,000) (126,446) (119,446) (147,455) (140,455)
Additional Income for seconded officers to Councils and 

sponsorship income higher than anticipated

Direct Employee Expenses 6,131,775 6,162,486 30,711 6,438,959 307,184

Salary savings £727k, offset by £175k vacancy saving 

target and £549k temporary staff costs and £49k PILON 

and £142k redundancy costs £106k pension strain, plus 

£20k overspend on overtime

Indirect Employee Expenses 112,940 84,199 (28,741) 155,052 42,112

Agreed reduction by Leadership of learning and 

development budget £24k plus £10k saving from 

Professional L&D, offset by £16k staff advertising and 

£60k accumulated absences

Premises Expenses 78,454 96,486 18,032 96,594 18,140 Additional office rent Dover not provided for in budget.

Insurances 193,000 220,895 27,895 220,295 27,295
New Insurance contract commening 1 October 2016, 

higher premiums, 6 month impact £30k.

Transport Expenses 11,830 9,836 (1,994) 6,941 (4,889)

Travelling Expenses 222,716 201,411 (21,305) 201,888 (20,828) Saving from car allowance scheme (£20k) 

Conference/Meeting Expenses 30,400 12,318 (18,082) 12,121 (18,279)

Reduction in meeting expenses due to better utilisation of 

space at Garrity House, plus saving from conferences & 

Seminars £5k.  No staff conference planned for 

remainder of 16/17 (£3k saving)

Printing & Stationery 102,830 73,527 (29,303) 68,717 (34,113)

£14k saving from printing, £16k for postage costs, £3k 

stationery following spending freeze agreed by Leadership 

group

Communications 65,125 61,906 (3,219) 67,321 2,196

ICT 19,350 81,002 61,652 84,609 65,259
Anticipated ICT costs of single system in 16/17 that will not 

be capitalised £41k and £23k asset depreciation charges

Marketing 8,400 8,406 6 9,113 713

Resident Involvement 63,200 37,839 (25,361) 31,335 (31,865)

Savings identified across the service including £10k 

reduction in tenant events, £10k saving tenant survey, 

£17k saving on newsletters offset by use of tenant grant 

£7k (net)

Professional Fees 218,560 260,945 42,385 240,292 21,732

Additional costs for reviews undertaken during the year 

including the Property services review and Savills 

Procurement work, less leadership group agreed saving 

against legal service professional fees (£15k)

Equipment Purchase & Maintenance 30,880 29,240 (1,640) 24,079 (6,801)

Bank Charges & Interest 1,480 26,780 25,300 25,841 24,361
Notional Interest Charge of Loan from Councils for Single 

System Loan.  

General Expenses 38,015 49,982 11,967 38,585 570

Support Services 1,188,820 1,223,015 34,195 1,182,041 (6,779)

Error in budget setting  for accomodation costs £20k 

saving offset by additional HR Business Partner days 

£12k

Suspense & Mispostings 0 0 0 0 0

Taxation 1,500 1,500 0 1,314 (186)

0 3,003 3,003 245,318 245,317
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Title: 
 

Director of Customer Services Report 

Meeting: 
 

East Kent Housing Board 

Date: 
 

24 May 2017 

Author and contact 
details: 
 

Matt Gough, Email: Matt.gough@eastkenthousing.org.uk 
Phone: 07484544113 

Summary : This report provides updates on key areas of activity within 

the Customer Services Directorate 

Recommendation(s): 
 

That the Board note the report 

Risk considerations:  

Financial: This report is for information only, and specific issues will be 
considered as part of the individual work streams 

Legal:  This report is for information only, specific issues will be 
considered as part of the individual work streams 

Equalities 
considerations: 

 

 

 

1. Introduction 

This report provides Board with an overview of key issues, opportunities and 

challenges facing Customer Services, along with our main service priorities over 

the next 3 months. 

The report will outline work either recently completed, or that will be being 

progressed over the next three months. 

2. Sheltered Housing & Supporting People  

As part of the wider review of their older persons’ strategy, Kent County Council 

have been considering how they will support sheltered housing in the future, as 

they need to save additional money in this area. Initially proposals were to be 

introduced within the existing financial year. This would have created a 

challenging situation for both the Councils who own the stock as well as for EKH 

as managers of the schemes. However, following discussions with KCC they 

have revised their timescales for this work, and have now agreed funding will be 

maintained for the current year. We are currently working with the Councils and 

contributing to KCC’s review. This is looking at what alternative models exist to 

support elderly people with a housing and support need.  As this work progresses 

we will come back to the Board with more information on proposals following 

further discussions.  
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3. Canterbury Enhanced Sheltered Housing  

Following work with Canterbury City Council, work has progressed and the new 

enhanced service model went live at the beginning of April 2017. In order to help 

promote this new service model we have created a sample flat and held open 

days and other promotional activities to help raise awareness of the schemes and 

what is offered as part of the service. As this is a new service model we are 

working closely with Canterbury to monitor the scheme’s impact. 

4. Resident Scrutiny  

The most recent review has now been considered and completed on how EHK 

used feedback and complaints to inform and develop services. This work has 

been reported to the Service Improvement Performance Committee (SIP) who 

were supportive of the work and recognised the constructive and effective way 

that the work was undertaken. The finding of this is already being actioned where 

appropriate and is also contributing to the ongoing review of roles and functions 

within EKH.  

5. Resident Involvement Structure   

Following the Resident Scrutiny review of Resident involvement and the 

endorsement of this work by the Board we are working with our Area Boards to 

develop this structure and approach. Over the summer we are working with 

residents to develop the structure, this work is being facilitated with the 

assistance of an Independent Resident Advisor with the intention to refine and 

clarify the structure. Details of this work will be reported back to the Board as it 

progresses. Full details of the review are available at: 

 http://www.eastkenthousing.org.uk/get-involved/tenant-scrutiny-panel/ 

6. Complaints Review  

The work that the Resident Scrutiny has undertaken is now being progressed as 

part of a wider piece of work that is looking at our complaints management 

process and how we use the information to improve customer services and to 

help us offer improved value for money. Initial revisions have already been 

introduced which include central logging and tracking of cases. Whilst longer term 

developments and remodelling will be progressed to provide a more structured, 

holistic approach to how we deal with and learn from feedback. 

7. Anti-social Behaviour Policy  

Work is currently underway on revising the policy, this policy will build on national 

and regional good practice whilst providing clarity on the issues and concerns 

that EKH are able to deal with whilst clearly advising and signposting for other 

areas that may be a concern for residents.  
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The proposed strategy will then form the basis for the development of our 

services and systems and the way in which we work with partners and other 

agencies.  

8. Safe Guarding  

We have now completed the initial assessment of our current safeguarding 

policies, practices and procedures. This assessment has measured our 

compliance and performance against responsibilities and duties set out within 

children and vulnerable adults’ legislation, policy and guidance. Specifically it has 

considered revisions and variations to our responsibilities around child sexual 

exploitation, human trafficking, mate crime, radicalisation and our wider 

safeguarding responsibilities. We are currently working on an updated policy to 

reflect the outcome of our review along with revised procedures and processes to 

ensure we are meeting our duties and safeguarding some of the most vulnerable 

people within our communities. 

9. Recommendation 

Board Members are asked to note the content of the report  
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Draft Minutes of a meeting of the East Kent Housing Board 
held on Monday 13 March 2017 at 5.30 pm in the  

Board Room, Garrity House, Miners Way, Aylesham CT3 3BF 
 
 
Present:   James Queay (JQ)  Board Member (Chair) 
   Sue Chandler (SC)  Board Member    
   Petros Christen (PC) Board Member   
   Lin Fairbrass (LF)  Board Member 
   Martin Goard (MG)  Board Member 
   Nigel Lawes  (NL)  Board Member 
   Jenny Samper (JS)  Board Member 
   Neill Tickle (NT)  Board Member  
   Alka Umaria (AU)  Board Member 
   Lucia Xavier (LX)  Board Member 
  
Apologies:  David Owen    Board Member 
   Andrew Styles   Board Member 
 
In attendance: Mark Anderson (MA) Director of Property Services 
  Matt Gough (MG)  Director of Customer Services 
  Charlotte Spendley (CS) Head of Finance 
   Lucy Tuson (LTu)  Head of Communications 
  Deborah Upton (DU) Chief Executive 
  Kate Marsh   Minutes 
   
 

 
 Action 

1. BOARD FINANCE TRAINING (RSM UK)  
 
1.1 
 
 
 
 
 
 
1.2 

 
To address a need previously identified by the outgoing Chair and the 
Governance Review, a Board training session was delivered by Keith 
Ward from RSM UK, the external auditors.  The training covered 
compliance issues Board Members should be aware of, including 
insurance, risk, internal and external audit and the responsibilities of 
being a Board Member.  
 
The presentation slides would be circulated to the Board following the 
training. 
 

 
 
 
 
 
 
 
 
 

CS 

2 APOLOGIES FOR ABSENCE  
 
2.1 

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

 

3 DECLARATION OF INTERESTS  
 
3.1 
 
 

 
No interests were declared at the meeting. 
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 Action 

4 MINUTES OF PREVIOUS MEETING HELD ON 12 DECEMBER 2016  
 

4.1 
 
The minutes of the meeting held on 12 December 2016 were agreed 
as a true record and signed by the Chair. 
 

 
 

5 ACTIONS ARISING  
 
5.1 
 
 
5.1.1 
 
 
 
 
 
 
 
5.1.2 
 
 
 
5.1.3 
 
 
 
5.1.4 
 
 
 
 
 
5.2 

 
The actions arising from the last Board meeting were considered and, 
noted in particular, was the following progress: 
 
Action 5.1 – Average debt figure 
This information had been circulated to the Board in advance of the 
meeting.  Responding to a further question, the Head of Finance 
explained the reasons for why the average debt level for Universal 
Credit cases might be slightly higher compared with average cases and 
what actions can be taken by EKH where Universal Credit applicants 
are unable to maintain rent accounts. 
 
Action 7.1.2:  HouseMark benchmarking data 
The Head of Finance confirmed that this information would be included 
in the year-end Performance Report at the end of June. 
 
Action 8.1.5:  Skills questionnaire 
The Board was reminded to complete and return their surveys as soon 
as possible. 
 
Action 8.2.4:  Asset Investment, Maintenance and Property Related 
Services 2020 and Beyond 
A progress update was contained in the Chief Executive’s report.  It 
was noted that the “action by” dates for 8.2.4 and 8.3.1 should read 13 
March 2017. 
 
The Chair sought an update on older actions contained in the “actions 
arising” list and it was noted that monitoring of the Governance action 
plan (2.1.2) would remain until the plan was completed; that the review 
of the complaints process (3.1.2) would be finalised shortly and 
reported on at the next meeting; and that the vulnerable adult 
independent review (4.2.4) was underway but currently embargoed.  
The Chief Executive hoped to provide an update at the next meeting. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Board 
 
 
 
 
 
 
 
 
 
 
 
 
 

DU 
   

6 ITEMS FOR DECISION  

 
6.1 

 
Appointment of New Vice-Chair 
The Board noted one expression of interest for the role of Vice-Chair 
had been received from Neill Tickle, who left the room during the voting 
process that ensued.  Neill’s appointment to Vice-Chair of the Board 
was formally proposed by the Chair and the appointment was carried 
unanimously by the Board.  

 

Page 92



East Kent Housing  

 

  
 

 

 

 
 Action 

   

  
The Board: 
 

• Confirmed the appointment of Neill Tickle as Vice-Chair of the 
Board. 

 

 

   

6.2 Proposed Operating Model  

   

6.2.1 
 
 
 
 
6.2.2 

A presentation about the proposed new Operating Model was delivered 
by the Chief Executive, who explained the importance for Board 
Members to understand the rationale behind the proposals for change 
and how savings would be made. 
 
The proposals were discussed at length by the Board and the key 
points captured included that: 
 

• The only feedback from the Unions related to a guarantee of no 
compulsory redundancies.  The Chief Executive advised that no 
such guarantee could be provided, but that the process to establish 
the correct staffing structure would include looking to minimise 
redundancies.  Confirmation was given that successful applicants 
would receive appropriate training for their positions. 

• Whilst the principles of the proposals were understood, a Board 
Member raised concerns about their effectiveness, particularly in 
relation to the role of Neighbourhood Manager going forward.  The 
Chief Executive explained that staff would still be dealing with most 
areas of their role at a basic level but that some issues, such as 
antisocial behaviour, required the intervention of specialists.  A 
further concern regarding the potential for the proposals to result in 
staff feeling isolated was noted by the Chief Executive.  

• A query about how staff would be involved in driving forward the 
proposals and how these might be embedded in the culture of the 
organisation was responded to by the Chief Executive, who hoped 
this would be achieved through a number of workshops to be held 
with staff to consider what the new structure should look like and 
the Board noted that all managers had been involved in designing 
the principles.  

• The current quality of customer contact provided to residents was 
acknowledged as inconsistent as a result of the different 
arrangements in place across the areas.  Confirmation was given 
that staff providing this service would receive appropriate training to 
enable them to carry out their roles effectively. 

 
 
 

 

Page 93



East Kent Housing  

 

  
 

 

 

 
 Action 

• The two main drivers for the proposals were to deliver savings and 
to provide better customer service and the Chief Executive noted a 
request from the Chair for the Board to be involved in monitoring 
improvements as the model progressed.  She suggested that this 
could be done through the single system project board, or an 
alternative governance structure. 

• Concerns relating to increased customer needs resulting from the 
changing demographic of residents and the potential for some 
residents to lose face to face contact and continuity were noted as 
potential future challenges.  Although not always failsafe, the 
importance of a good CRM system to assist with continuity was 
advocated. 

   

  
The Board: 
 

• Noted the proposed Operating Model and timeline. 
 

 

   

6.3 2017/18 Proposed Operational Budget – CONFIDENTIAL  

 
6.3.1 
 
 
 
 
 
 
 
6.3.2 
 
 
 
 
6.3.3 
 
 
 
 
 
 
6.3.4 
 
 
 
 
 
 

 
A confidential report setting out the proposed operational budget for 
2017/18 was presented by the Head of Finance, who highlighted that 
the proposals incorporated everything known at this point in time, that a 
proposed pay award, salary savings and further in-year savings targets 
had been built into the budget.  Further highlighted were the budgetary 
pressures faced by the apprenticeship levy and increased pension 
contributions. 
 
The Head of Finance advised that the proposals had been 
recommended for Board adoption by the Finance & Audit Sub-
Committee at their meeting on 6 March 2017, and additional feedback 
from that meeting was provided by the Chair of the Sub-Committee. 
 
The Board expressed their support for the pay award proposal and the 
Head of Finance agreed to explore suggestions of alternative methods 
of driving savings, through, for example, non-consolidated financial 
awards.  The Head of Finance highlighted that a big drive had been 
undertaken this year to reduce unavoidable costs and that, as a result, 
a broadly balanced year-end position was projected. 
 
Responding to questions, the Head of Finance: 
 

• outlined how the anticipated reserves position aligned with the 
reserves policy.  As the actual position would not be known until 
year-end, it was the intention of the Head of Finance to report to a 
future Board meeting with a plan on how the reserves could be 
reinstated to an acceptable level; 
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6.3.5 

• set out the background to the higher than average travelling costs 
and confirmed the commitment for a review of the existing mileage 
policy to be undertaken in order to further reduce these; 

• noted an observation from a Board Member in relation to the impact 
of car allowances on the apprenticeship levy and agreed to explore 
ways in which this could be mitigated, although it was noted that 
any new arrangements would need to be negotiated; 

• confirmed that a car sharing allowance was included in the existing 
mileage scheme. 

 
An observation about the disproportionate insurance costs was 
responded to by the Chair of the Finance & Audit Sub-Committee, who 
advised that it was anticipated to achieve lower costs going forward. 

   

  
The Board: 
 

• Agreed the proposed operational budget for 2017/18. 
 

• Approved the proposed pay award for staff in 2017/18 and the 
in-year savings targets to be met. 

 

 

   

6.4 Proposed Key Performance Indicators for 2017/18 and Q3 2016/17 
for monitoring 

 

 
6.4.1 
 
 
 
 
 
 
 
 
 
 
6.4.2 

 
A report setting out the Quarter 3 performance position for monitoring 
and proposed 2017/18 performance target was presented by the Head 
of Finance.  The Board’s attention was drawn to the methodology used 
to determine the targets and the principle to maintain current top 
quartile performance in order to direct focus on areas where 
performance was less good.  The Board also noted that the report had 
been considered by the Service Improvement & Performance 
Committee and that a final report would be presented to that 
Committee to approve following feedback from the Board, Client 
Officers and Area Boards. 
 
There followed a question and answer session, during which: 
 

• The Head of Finance agreed to provide AU with the timescale for 
when the missing data would be available; 

• It was explained that the target of 8.7 days had been applied to the 
new performance indicator - EKH staff sickness as average days 
per employee – as this was the industry standard for councils.   
There followed discussion regarding the degree of challenge this 
target presented and it was agreed for the housing association 
standard to be explored and reviewed against EKH’s current 
baseline data. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

CS 
 
 
 
 
 
 

CS 
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 Action 

   

  
The Board: 
 

• Commented on the proposed approach and targets. 
 

 

   
 
6.5 

 
Resident Involvement – Tenant Scrutiny Panel review of the 
formal resident involvement structure 

 

 
6.6 
 
 
 
 
 
 
 
6.7 
 
 
 
 
 
 
 
6.8 
 
 

 
A report setting out the summary findings and recommendations of the 
Tenant Scrutiny Panel’s review of the formal resident involvement 
structure was considered by the Board.  It was noted that so far the 
recommendations had been welcomed by the Service Improvement & 
Performance Sub-Committee (SIP) and by three out of the four Area 
Boards.  The detail behind the structure would be brought back to the 
Board to approve before the implementation date of April 2018. 
 
During discussion that followed, feedback on the further information 
requested by the Dover Area Board was provided by the Head of 
Communications; the recommendation from SIP to develop positive 
actions to encourage wider involvement, particularly amongst younger 
people, was noted; and the merits of the task and finish group 
approach, and how this can encourage more people to expand their 
involvement and commitment, were highlighted. 
 
There was general consensus of support for the recommendations 
from the Board and particularly highlighted was the quality of work 
undertaken by the Tenant Scrutiny Panel and the full report that had 
been considered by the SIP Sub-Committee.  NT reported that the 
Committee was keen to see the outcome of the review’s 
recommendations and suggested there might be some actions that 
could be implemented in advance of April 2018. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

LTu 
   
  

The Board: 
 

• Considered and fed back on the report of the Tenant Scrutiny 
Panel. 
 

• Approved the next steps as set out in section 5.1 of the report. 
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6.6 Resident Involvement – Expenses and Incentive Policy  
 
6.6.1 
 
 
 

 
A report setting out the new Expenses and Incentives policy in respect 
of Resident Involvement was considered by the Board, who noted its 
full endorsement by the Area Boards.  No changes to the policy were 
suggested. 
 

 

  
The Board: 
 

• Approved the policy for implementation in April 2017. 
 

 

   
6.7 Our Customer Access Strategy  
 
6.7.1 
 
 
 
 
 
 
 
6.7.2 

 
The Board considered the Customer Access Strategy which had been 
developed from the results of the Customer Access Review, both of 
which were contained in a report presented by the Head of 
Communications, and noted the aspiration to encourage as many 
residents as possible to access online services, freeing up more staff to 
offer an assistance service to those residents requiring more flexible 
methods of customer service. 
 
Responding to a concern raised by a Board Member, the Head of 
Communications highlighted that risk assessments would be carried 
out to ensure that, where required, residents received the assistance 
service. 

 

   
  

The Board: 
 

• Considered the Customer Access Strategy and agreed its 
implementation. 
 

 

   
7 ITEMS FOR INFORMATION  
 
7.1 
 
 
 
 
 
7.1.2 
 
 
 
 

 
Chief Executive’s report 
 
The meeting considered an update presented by the Chief Executive 
on the key matters affecting East Kent Housing.  Further points on 
several of the updates were provided: 
 
Single System update 

• Weekly discussions with the provider were ongoing and a pragmatic 
approach to issues surrounding responsibility for the project overrun 
was being taken to ensure project completion. 
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 Action 

 
 
 
 
 
 
 
7.1.3 

7.1.3.1 

 

 

 

 

7.1.3.2 

 
 

 
7.1.4 
 
 
 
 
 
 
 
7.1.5 
 
 
 
 

• Following project completion, system support would be given by the 
provider but, in the meantime, EKH staff were being trained on how 
to manage future problems. 

• Data migration was complete in all areas apart from Dover. 

• That the service to be provided post project completion had already 
been agreed as part of the original contract. 

 
Strategic Framework 
The Chief Executive highlighted that as there were no outcomes to 
measure against the existing Vision and Priorities, currently it was 
difficult for the Management Team to be held to account or to set their 
service plans against these.  Responding to a suggestion from the 
Chief Executive, the Board agreed for proposed actions to be tabled at 
the next Board meeting for their agreement.   
 
In addition, the Chair suggested that the Board might like to hold an 
Away Day to review their vision and strategic priorities for the 
organisation, and to discuss governance issues such as committee 
structures and the potential merger of the councils. 
 
Proposals for one Council for the four districts 
The Board noted the current position with regard to the potential 
merger and that, if agreement to progress was reached, then a 
decision would be known in July.  Responding to a question from the 
Board, it was noted that any impact of the proposals on East Kent 
Housing would not be known for a long time; it was suggested that the 
Board might like to keep a watching eye on progress.  
 
Governance Improvement Plan 
Volunteers were sought to form a governance task and finish group to 
consider issues such as Board appraisals and committee structures.  
An offer from AU was welcomed; the Chief Executive would write to the 
group seeking further expressions of interest. 

 
 
 
 
 
 
 
 
 
 
 
 
 

DU 
 
 
 
 
 
 
 
 
 
 
 
 

Board 
 
 
 
 
 

DU 

   
  

The Board: 
 

• Noted the report. 
 

• Agreed to reconsider their vision and strategic priorities, as 
set out in section 5 of the report, at a Board awayday.  
 

 

   
7.2 Director of Property Services report  
   
7.2.1 
 
 

The Director of Property Services presented an update on key areas of 
activity within his Directorate and, during the Board’s discussion, the 
following points were noted: 
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• That the 2016/17 Programme current position was broadly as 
projected; work was being undertaken to minimise some minor 
revenue fluctuations. 

• Responding to an observation, the Head of Finance explained that 
the data outlined in the table related to commitments and spend at 
31 January, rather than the Quarter 3 information reflected in the 
Performance Scorecard considered earlier by the Board. 

• Feedback on the 2017/18 Programme had been received from two 
councils to date, with responses from the remaining councils 
expected shortly. 

• Further to consideration of the summary of compliance and 
statutory obligations, the Director of Property responded to queries 
about Decent Homes.  This included that: 
 

� some stock data was 12 years old and, because of this, non-
decency levels were anticipated to rise once all the stock 
condition survey had been collected;  

� for this financial year levels of non-decency would be based 
on the original data;   

� the level of non-decent homes currently stood at around 21-
22%;  

� the classification of non-decency was based on four criteria, 
including heating insulation, heating systems and damp.  
 

• The Environmental Improvement Programme and Stock Condition 
Survey were both progressing well. 

• At the time of writing the report, all lifts were compliant. 
   
  

The Board: 
 

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

 

   
7.3 Finance Directorate update  
 
7.3.1 
 
 
 
 
 
7.3.2 
 
 
 
 

 
An update on financial issues was presented by the Head of Finance, 
who highlighted in particular the good news that the projected year-end 
overspend was projected to have reduced to £3,000.  The key reasons 
for the variances from the position reported in November 2016 were 
outlined in section 1.3 of the report. 
 
Also noted was an omission from the report of the dates for the further 
rollout of Universal Credit for new claims for couples and families in 
Thanet and Shepway.  These dates were outlined as July 2017 in 
Thanet and February 2018 in Shepway. 
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7.3.3 
 
 
 
 
 
 
 
 
 
 
 
 
7.3.4 
 
 
 
 
 
 
 
 
 
 
 
 
 
7.3.5 
 
 

Responding to questions raised by the Board, the following points were 
noted: 
 

• That the Benefit & Money Advisors’ tenancy sign up trials had 
worked with varying degrees of success across the two districts, 
with the greatest challenge being a logistical one.  The Head of 
Finance explained that the process was being reviewed and the 
commitment to provide this support was still in place. 

• The essential nature of some long-term vacant posts was queried 
and the Head of Finance explained that a cautious approach was 
being taken to the filling of these posts in advance of wider 
organisational changes being made. 

 
The Board requested an update on the support being provided to 
residents affected by welfare reform and our performance indicators.  
The Head of Finance explained that data to base case numbers on for 
the further rollout of Universal Credit was not available and that 
similarly it had not been available for the key performance indicator 
setting last year.  It was also explained that capping cases were more 
resource intensive than standard arrears cases, and although current 
performance was being maintained, the Head of Finance believed that 
with the further rollout to couples and families, a point would be 
reached when this position could no longer be sustained.  In response 
to a question, the Head of Finance advised that the revised Welfare 
Strategy would be presented to the Service Improvement & 
Performance Sub-Committee in May. 
 
The Head of Finance confirmed that staff were very active in seeking 
alternative payment arrangements, although it was sometimes a 
struggle to identify Universal Credit cases. 

   
  

The Board: 
 

• Noted the reported position. 
 

 

   
7.4 Director of Customer Services Report  
 
7.4.1 
 
 
 
 
 
 
 
 

 
An update provided by the Director of Customer Services highlighting  
the key areas of activity within his Directorate was considered by the 
Board, who noted additionally that: 
 

• KCC were looking at their whole offer to the older population, 
including the provision of sheltered accommodation.  The impact of 
this was not yet understood and East Kent Housing was working 
with local authorities and KCC to ascertain greater clarity going 
forward.   
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7.4.2 
 

The Director would provide further information to meetings as it 
became available. 

• The outcomes and recommendations from the review of the 
complaints management process, currently being undertaken by the 
Tenant Scrutiny Panel, would be reported to a future Board 
meeting. 

• New safeguarding guidance was being published nationally and a 
safeguarding update would be presented to the Board in July for 
consideration. 

 
Responding to questions from the Board, the reason for why a fee can 
be charged to use some mutual exchange sites was explained.  It was 
highlighted that East Kent Housing promote the use of Exchange 
Locata, which is a free service; and background information to the 
renovation and redesign of Norman Tailyour House was provided. 

   
  

The Board: 
 

• Noted the report. 
 

 

   
7.5 Matters arising from our February Area meetings  
 
7.5.1 
 
 
 
7.5.2 

 
A summary of matters discussed at the Area Board meetings held in 
February were considered by the Board, who noted that there were no 
formal matters to raise with them. 
 
Responding to an invitation from an Area Board, the Chair agreed that 
he would attend a meeting if possible, and to a suggestion from the 
Head of Communications to meet with the Area Boards at a future 
residents’ conference or to consider facetime. 
 

 
 
 
 
 
 
 
 

LTu 

  
The Board: 
 

• Noted the report. 
 

 

   

7.6 Board Forward Plan  

 
7.6.1 

 
The Forward Plan was reviewed and the Chair asked for the following 
items to be progressed: 
 

• Formation of a Governance task and finish group. 

• Arrangements for the Board Away Day (suggested to be held in the 
Summer). 
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• Board appraisals to commence following the conclusion of the 
current skills audit.  It was suggested these could be carried out 
through a mixture of meetings and phone calls, to suit individual 
Board Members. 

 
7.7 Reports from Sub-Committees  

 
7.7.1 
 
 
 
 
7.7.2 

 
Updates from the Service Improvement & Performance (SIP) Sub-
Committee meeting held on 13 February 2017 and the Finance & Audit 
Sub-Committee meetings of 23 January and 6 March 2017 were noted 
by the Board. 
 
Responding to a query regarding the future of the Employment and 
Corporate Services Sub-Committee, the Chief Executive explained that 
the Governance task and finish group was being convened to review 
issues that were considered by this committee. 
 

 

8 ANY OTHER BUSINESS  

 
8.1 
 
 
 
 
 
8.2 

 
Changes to driving laws 
With the proposals to increase mobile working across the organisation 
in mind, the Head of Finance undertook to review the mileage policy to 
ensure concerns raised by a Board Member concerning changes to 
driving laws were captured. 
 
Responding to a request, a copy of the Thanet cleaning contractor’s 
improvement plan would be provided to LF.  It was also agreed for an 
update on the cleaning contract to be provided at the next Thanet 
meeting. 

 
 
 
 

CS 
 
 
 

MA 
 

LTu 
 
8 

 
DATES OF FUTURE MEETINGS 

 

 
8.1 
 
 
 
 
 

 
The dates of forthcoming Board meetings are as follows: 
      

• Monday  5 June 2017 - 6.30 pm at Garrity House 

• Monday 17 July 2017 - 6.30 pm at Garrity House 

• Monday 24 July 2017 - AGM and Board meeting (time to be 
     advised) 

 
There being no further business to discuss, the Chair thanked 
everyone for attending and the meeting ended at 20.56 pm. 
 
 

 

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

BY 

DATE 

PROGRESS OUTCOME 

1.2 13.3.17 Presentation slides to be circulated to Board CS 15/3/17 Completed 

5.1.3 13.3.17 Board to complete and return skills questionnaires as soon as 
possible to KM 

ALL ASAP Completed 

6.4.2 13.3.17 • Provide AU with timescale for when missing KPI data will be 
available 

• Staff sickness as average day per employee:  Housing 
Association standard to be explored and reviewed against 
EKH’s current baseline data 

CS 
 
 

CS 

ASAP 
 
 

5/6/17 

 

6.8 13.3.17 Tenant Scrutiny Panel review of the formal resident involvement 
structure: explore the possibility of implementing some actions in 
advance of April 2018. 

LTu   

7.1.3.1 13.3.17 Strategic Framework:  Proposed Vision and Priorities outcomes / 
actions to be tabled at next Board meeting for agreement 

MT 5/6/17  

7.1.5 13.3.17 Governance task and finish group:  Write to Board seeking further 
expressions of interest to join AU on group 

DU   

7.5.2 13.3.17 Chair of Board to meet with Area Boards at a future residents’ 
conference or to consider Facetime 

LTu   

 
 

7.6.1 

 
 

13.3.17 

• Governance task and finish group arrangements 
 

• Agreement of Board Away Day arrangements 
 

• Board Appraisals to commence, following conclusion of skills 
audit 

DU/Ex Supp 

 

MT/Ex Supp 
 

Chair/Ex 
Supp 

  

8.1 13.3.17 Review mileage policy to ensure capture of driving law changes CS   

8.2 13.3.17 • Share copy of Thanet cleaning contractor’s improvement plan 
with LF 

• Provide update on cleaning contract at next Thanet AB meeting 

MA 
 

LTu 

ASAP  

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

DU Ongoing  

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

LTa  Will be included in annual performance 
report for complaints and tenant scrutiny  

4.2.4 18.7.16 Outcomes of vulnerable adult independent review to be presented 
to Board on 5 June 2017 

DU 5/6/17  
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East Kent Housing   

 
AGENDA 

 
EAST KENT HOUSING  BOARD 

 
Meeting to be held on Monday, 17th July, 2017 

 
6.30 pm in the Board Room Garrity House, Miners Way, Aylesham CT3 3BF 

 
Committee Membership     
 
James Queay (Chair)      
Sue Chandler      
Petros Christen 
Lin Fairbrass 
Martin Goard 
Nigel Lawes 
David Owen 
Jenny Samper 
Andrew Styles 
Neill Tickle 
Alka Umaria 
Lucia Xavier 
 

 

  Presenter Page(s) 

1.  Apologies for Absence   

2.  Declarations of Interest All  

3.  Items for Decision   

3.1.  Annual Financial Statements & Directors 
Report 

  

4.  Items for Monitoring   

4.1.  Governance review action plan Deborah Upton  

5.  Items for Information   

5.1.  Chief Executive's report Deborah Upton  

5.2.  Director of Property Services report Mark Anderson  

6.  Finance Directorate update Charlotte Spendley  

7.  Director of Customer Services report Matt Gough  

7.1.  Reports from Sub-Committees   

8.  Minutes of previous meeting   

9.  Actions arising   

9.1.  Board Forward Plan   
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