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Meeting Notes of the Service Improvement & Performance Sub-Committee
6.00pm Monday 14th May 2018 

Board Room, Garrity House, Miners Way, Aylesham CT3 3BF

Present: Jenny Samper (JS) Chair
Alka Umaria (AU) Board Member
Neill Tickle (NT) Board Member
Martin Goard (MG) Board Member
Elaine Bostock (EB) Area Board Chair – Shepway 
Kevin Cox (KC) Area Board Chair – Thanet
June Bailey (JB) Area Board Chair – Dover 
Sheila King (SK) Area Board Chair – Canterbury
Mark Anderson (MA) Director of Property Services EKH
Matt Gough (MattG) Director of Customer Services EKH
Debbie Barth (DB) Note taker EKH 

James Queay (JQ) Board Member for Neill Tickle/Alma Umaria
Nigel Lawes (NL) Board Member for Martin Goard 

Matt Anderson Customer Services Manager, Town & 
Country Cleaners Limited for item 2

Michelle Thomas (MT) Resident Involvement Manager (EKH)
Gill Jenkins (GJ) Scrutiny Panel-Chair
Sue Willsher (SW) Scrutiny Panel

It was agreed by the committee to vary the order of the agenda and to bring item 4 ahead 
of 3

Action

1. APOLOGIES
Alka Umaria (AU)
Neill Tickle (NT)
Martin Goard (MG)

2. TOWN & COUNTRY – REPORT ON PERFORMANCE 
Matt Anderson gave an overview of the contracts across the 4 areas and 
handed round the December 17 to March 18 housing statistics:-

Area Running 
since 

Due for renewal

Folkestone & Hythe-running with 4 
operatives in 2 vans, once per week 
visits including 15 sheltered 
schemes 

1st July 2012 1st July 2019

Dover-running with 6 operatives in 2 
vans, 2 visits per week covering the 
tower blocks including 5 sheltered 

1st October 
2016

1st October 2018
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schemes.
Canterbury-running with 7 
operatives in 3 vans, once per week 
cleans covering 14 sheltered 
schemes and 3 hostels.

1st April 2010 31st March 2019

Thanet-running with 6 operatives in 
2 vans, once per week cleans-no 
sheltered schemes

6th July 2016 5th July 2019

Matt Anderson confirmed that there is regular auditing on the cleaning, which 
is reflected in the scores and detailed in the housing statistics, 1 being poor 
and 3 being the top score.  

Thanet is the most challenging by area mainly due to the nature of the tower 
blocks.  Another big issue are the bulky items left in the Thanet and 
Canterbury areas, which when left in communal areas or fly tipping is a drain 
on resources.  

Complaints are seen as being valued as it allows issues to be dealt with as 
proactively as possible which can lead to learning from additional training.  
Also Bank Holidays can be difficult due to the shortened working week. 

Rough sleepers, especially in Canterbury produce additional challenges, 
however, the operatives are trained to deal with inappropriate use of bin areas.  
The main area giving cause for concern is Union Street, Canterbury and 
insecure bin areas.  The issues being worse in the winter months.  

It was confirmed that the operatives complete a defect report and take 
photographic evidence for faults and quality control where required, this is 
then fed back to Rachel Hayes and Sharon Arter.  This system is proving 
advantageous with the simplified restructure – reporting to just one team 
rather than four, as previously.  Obstacles in communal areas are reported 
straight away, but there can be a delay in their removal – this is a matter that 
housing should pick up, but differs by area.  Thanet have a team that can deal 
with bulky items more quickly, however they cannot lift items from above stairs 
level due to health and safety and for insurance reasons.  The onus remains 
with the resident to ensure they keep their belongings in a good order to allow 
contractors to carry out their business.  The cleaning contractors and East 
Kent Housing cannot be seen as taking the responsibility for inconsiderate 
residents.  

The spell of recent bad weather was problematic inasmuch as balancing 
cleaning and safety.  It was determined that when the temperature fell below 
4degrees no full mopping, just spot mopping would take place to leave the 
area clean and lessen any slip hazard on ice.  

MattG confirmed that he is working with the 4 client councils to align the 
cleaning contracts. 

Page 2



East Kent Housing

3

The sub-committee noted:-
 That the number of complaints against the number of residents is 

very low.  The dip in performance in Dover was acknowledged which 
gave rise to an increase in complaints, all of which occurred in 
February and were weather related.  

 Complaints need to measured against the scope of work against the 
aspiration of the resident.

 Concerns and the actions required for the removal of needles and 
drug paraphanelia as this cannot be acceptable.  Actions for 
preventation need to be taken and bin areas need to be secure 
where possible.  

 Requested better policing of troublesome areas which could act as a 
deterrent.

 Feedback needs to highlight the problem areas, which could be dealt 
with by visiting or sending letters to residents detailing issues of 
concern.  

 There is a possible rat infestation around Cubbitt House, Folkestone, 
even in the lift.  This issue will be investigated.

 There has been feedback over the cleaning in the tower blocks in 
Thanet and the frequency of clean water and mop head changes.  
Matt Anderson advised that water would be changed between floors 
and mop heads were generally changed on every clean.  It was 
confirmed that deep cleans took place once a year.

 The need for cleaning to be inspected a couple of times a week and 
for the inspection sheets to be available on site and up to date.  

 And requested that communications be sent to residents highlighting 
the potential dangers and risks of obstacles in communal areas and 
bulky items being fly tipped. 

 The prospect of extending the Dover contract by one year as it is due 
for renewal in 2018 to align with the other 3 areas which are due for 
renewal in 2019.  

6.20pm Matt Anderson left the meeting

3. SCRUTINY OF SATISFACTION WITH THE REPAIRS SERVICE 
MattG confirmed that satisfaction information from Mears has been received 
and validation of information and accuracy has been conducted by residents.  
This process was a pilot and has allowed residents to get involved and to 
understand and interrogate what is involved with the contractors.  This was 
completed in February and JB was on the panel.  The results have given a 
true reflection of what is happening on the ground – the recommendations are 
detailed in the report on page 10 of the agenda pack.  

It was confirmed that customer information data is being retained and held in 
accordance with the General Data Protection Rules.  One of the issues that 
came from the scrutiny panel involvement was checking that Mears held the 
most up to date contact telephone numbers for residents.  
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The sub-committee enquired as to the amount of audit checks that were 
carried out and the process undertaken.  JB gave a recount of her prescence 
when the validation calls took place and the recipients were advised that the 
call was being monitored for scrutiny purposes.  Part 2 Methodology gives 
more detail as to the process and the Recommendations (numbered 5 of the 
report) details how effective the residents panel is.  

The sub committee:-

 Accepted the report on behalf of the Board as part of the Resident 
Involvement Restructure.

 Thanked the Scrutiny Panel for their hard work.

4. SCRUTINY PANEL REPORT ON NEIGHBOURHOOD INSPECTIONS 
Gill Jenkins and Sue Wilshire joined the meeting with Michelle Thomas 

MT gave an overview of the details of the report.  She confirmed that the panel 
had looked at a best practice procedure and if the sub-committee accepted the 
recommendations it would improve satisfaction with the residents and where 
they want to live.  

The inspections have been engaged to enable residents to monitor and 
improve neighbourhood and estate services.  Part of the process has been 
researching best practice and one of the recommendations is HouseMark’s 
web portal and photobook app.  MT gave an on-screen demonstration of the 
workings of the app.  The scrutiny panel identified that the work being carried 
out by residents and staff is not aligned – however usage of the app would 
enable a connected approach.

The sub-committee advised that this is a very similar system being used by 
Town & Country Cleaners in their own reporting practices.

MA confirmed to the meeting that the app has already been purchased.  

The sub-committee advised their concern and noted from the report the 
comment about another resident making someone feel uncomfortable.  The 
panel too were disappointed at this comment and gave reassurance that a 
more robust code of conduct is now in place to tackle this kind of behaviour.  

The sub-committee were advised that longstanding residents carrying out 
inspections were diminishing.  This is mainly due to the hindrance of 
paperwork or not receiving feedback and there is a mixed approach to getting 
tenants involved.  The issue of no waistcoats being available on inspection 
days was either down to them not being in the kit bag or the housing officer 
not being aware of resident attendance.  The need to turn up with the required 
materials was acknowledged and now that there is a designated Estate Team 

INFO

Page 4



East Kent Housing

5

this should not be a problem.  It was agreed that signing up to the photoshoot 
app will alleviate the problem with cumbersome paperwork.  It will also 
establish that information is collected and stored in one place, therefore, 
highlighting problem areas.  

The sub-committee:-
 Agreed to accept the Resident Scrutiny Panel report
 Accepted the recommendations in the report 

6.40pm Michelle, Gill and Sue left the meeting

5. ANNUAL QUARTER 4 PERFORMANCE REPORT 
It was noted that the covering report should read 1st January to 31st March 
2018.  

MattG advised that the quarter 4 performance will be reported to the Board, 
sub-committees and the client councils.  

Gas Inspections and LGSRs
MA updated on the performance of the new gas contractors P & R.  The 
contract has been running for just over year and their performance was noted 
as deteriorating leading up to Christmas and into the new year.  Call outs were 
not being responded to as they should have been.  MA advised that there 
have been a number of meetings since then and there have been short 
periods of improvement, but it has started to deteriorate again.  MA confirmed 
that there is an improvement plan in place and he has recently met with the 
executive director of the parent group to voice concerns.  Verbal assurances 
have been given and evidence is awaited.  There are some penalty clauses 
within the contract, but nothing meaningful.  The obvious and ultimate penalty 
would be to determine the contract on the grounds of breach, but this is not 
currently being considered.  A default notice has been issued to P & R just 
over a week ago, which is in relation to the provision within the contract to 
have 4 administrators and 4 RLOs – there is currently only 1 administrator. 

The issue over forced entries was discussed.  It was established that there is 
an element of repeated forced entries at some properties.  A piece of work is 
in its 2nd cycle being carried out with P & R to tackle the issue of forced entries 
as there is a process that must be followed.  There has been a case of a 
notice being issued for an intended forced entry even though a valid gas 
certificate was in place, this is being addressed.  Feedback in Thanet has 
been given to KC that engineers are still not always attending appointments.  
The  resident only becomes aware when they receive a letter advising a forced 
entry will be taking place having no prior knowledge or notification which they 
are finding very upsetting.  MA confirmed that he is aware of performance 
issues and that letters are being sent with engineers not keeping 
appointments.

INFO
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MA confirmed that the improvement plan for P & R does have a lifespan.  The 
matter of a back-up plan was discussed, but it was advised that the situation 
had not reached the stage where one was necessary, however the situation is 
being monitored.

The customer satisfaction is an area of challenge as P & R consistently report 
100% satisfaction.  Gas Contract Services have recently completed a one 
month audit on behalf of EKH – the report is awaited.

Voids
It was advised that the harder to let properties in Canterbury are not included 
in the figures.  Canterbury City Council are looking at options for these 
properties as there is the need to adapt them to meet with demands of the 
current time.  

Garages
It was confirmed that the local authorities have plans in progress options 
available for garage sites in general.

Complaints
It was confirmed that complaints can be received, by letter, email, text, 
telephone or verbally.  

The sub-committee:-
 Acknowledged the challenge in progressing the contract but stated 

that it needed to be developed moving forward during the spring and 
summer months in readiness for the cold weather.  

 Acknowledged the need to have sufficient people in place as this is 
impacting on the LGSRs as there is the need to co-ordinate activities 
on the ground over access issues.

 Requested intervention to start the process earlier where it is 
historically known of difficulties to gain access for gas safety 
inspections.  

 Noted the detrimental impact of the weekly bidding cycle for 
properties in Canterbury compared with daily bidding in the other 
areas.  JS will raise this with Canterbury City Council.

 Congratulated the complaints officer for improved performance.
JS

6. MINUTES FROM PREVIOUS MEETING 19th FEBRUARY 2018
These were agreed and the Chair signed the meeting notes as a true record.

7. ITEMS FOR NEXT MEETING
 Feedback on gas contract situation 
 Feedback on rubbish on hallways not being removed
 Position on the extension of the cleaning contract in Dover

DB
DB
DB
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8. FUTURE MEETING DATES
 10th September 2018
 12th November 2018

ANY OTHER BUSINESS
None 

There being no further business to discuss the meeting closed at 19.10pm

Approved by Chair : ...................................................

Date:-.............................................................................
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Title: Q3 2018-19 Key Performance Report 

Meeting: Service Improvement and Performance Sub-committee

Date: 18th February 2019

Author: Jonathan Hicks, Business Insight Manager
Jonathan.hicks@eastkenthousing.org.uk 

Summary : The following report provides key performance data for Q3.

Key points:

 Arrears have increased overall; Dover impacted by Single 
System switch-over (delay to payments), but performance has 
improved at Canterbury and Folkestone. 

 Garage arrears performance has improved (halved since Q2)

 Voids all out of target, but excluding MW it has improved from 
Q2 (EKH overall). Analysis shows Canterbury worst 
performing; lettings delays plus longer MW times.  NB: High 
number of nomination refusals at Canterbury and Folkestone.

 Day to day repairs (Mears) all in target

 Gas servicing & repairs (P&R) out of target; all 90-95%

 99.91% properties had valid LGSR at 31st Dec (12 Overdue)

 Capital spend is 24.63% (or 50.3% spend plus committed)

 Complaints performance has dropped, but average response 
times are still in target.

This report is for information and discussion
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EKH Key Performance Report –  Q3 2018/19
Key Performance Scorecard

Customer Services Directorate Property Services Directorate
KPIs RAG status KPIs RAG status

Current tenant arrears including court costs £2,237,915 Emergency repairs completed on time 99.24%

Current tenant arrears as % annual rental income 3.26% Routine repairs completed on time 98.99%

Former tenant arrears including court costs £1,024,570 Repair appointments kept 97.46%

Former tenant arrears as % annual rental income 1.44% Satisfaction with day to day repairs 99.49%

Garage arrears £24,144 Percentage of capital programme spent 24.63%

Garage arrears as % annual rental income 1.63% Percentage of properties with current valid LGSR 99.91%

Average re-let days ALL properties inc. major works 25.23

Average re-let days ALL properties exc. major works 18.32

KEY:
Chief Executive Directorate Targets have been met  this quarter

KPIs RAG status Figures are just out of target this quarter

Average days to respond to complaints 8.42 Targets have not been met this quarter

Percentage of complaints closed on time 89.93% There is no target for this PI (data only)

Average number of complaints per 1000 stock (YTD) 25.62 Performance has gone up this quarter

Performance is the same as last quarter

Performance has gone down since last quarter
     

P
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Customer Services Directorate

Director: Matt Gough                                     Summary Performance Scorecard

Performance and RAG status is shown against the year-to-date position at Q3 (end of December)

Income and Arrears EKH Q1 EKH Q2 EKH Q3 EKH
Target

RAG 
status

Direction of performance 
to previous quarter

KPI Current tenant arrears including court costs £1,700,532 £1,994,472 £2,237,915 -

KPI Current tenant arrears as % annual rental income 2.37% 2.83% 3.26% 2.23%

KPI Former tenant arrears including court costs £885,547 £1,005,310 £1,024,570 -

KPI Former tenant arrears as % annual rental income 1.23% 1.41% 1.44% 0.97%

KPI Garage arrears £48,271 £49,293 £24,144 -

KPI Garage arrears as % annual rental income 2.95% 2.81% 1.63% 0.39%

Performance and RAG status for Q3 (Oct-Dec) is shown against the average for Q1 (Apr-Jun) & Q2 (Jul-Sep) and the cumulative average Year-To-Date (Apr-Dec)

Voids and re-lets EKH Q1 EKH Q2 EKH Q3 YTD Target
(EKH)

RAG 
status

Direction of performance 
to previous quarter

KPI Average re-let days ALL properties inc. major works 24.53 25.09 25.23 24.63 22.75

KPI Average re-let days ALL properties exc. major works 16.85 20.33 18.32 18.43 16.5

New Average days MW void properties spent in major works 28.67 32.96 28.55 29.53 -

P
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Customer Services

KPI Current Tenant Arrears (including court costs) Q3 £2,237,915 Direction of performance to Q2
(aim to minimise)

Definition:  The gross current tenant arrears figure as at the end of the period.  This figure may be reported a few days after the end of the calendar period to coincide with 
the end of the rental period. However, no adjustments should be made to this figure for payments (including HB payments) received after the end of the rental period.

Canterbury Dover Folks & H Thanet EKH total
2017/18 £477,268 £466,344 £145,715 £323,261 £1,412,588

Q1 £528,028 £562,672 £201,263 £408,569 £1,700,532
Q2 £624,369 £599,821 £281,298 £488,984 £1,994,472
Q3 £534,213 £786,316 £334,594 £582,791 £2,237,915

YTD 2018/19 £534,213 £786,316 £334,594 £582,791 £2,237,915

Impact of UC on overall arrears levels at Q3
Canterbury Dover Folks & H Thanet EKH total

UC arrears £142,283 £344,625 £98,114 £381,762 £966,782
No. cases 312 700 225 662 1899

Current tenant arrears levels minus full UC arrears at Q3
Canterbury Dover Folks & H Thanet EKH total
£391,931 £441,691 £236,480 £201,030 £1,271,133
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Canterbury Dover Folks & H Thanet EKH total Target
YE 2017/18 1.94% 2.35% 0.94% 2.44% 1.92% 1.25%

Q1 Position 2.18% 2.89% 1.33% 3.10% 2.37% 2.23%
Q2 Position 2.58% 3.08% 1.92% 3.73% 2.83% 2.23%
Q3 Position 2.24% 4.11% 2.2% 4.48% 3.26% 2.23%

KPI Current Tenant Arrears as percentage of projected annual rent income Q3 3.26% Direction of performance to Q2
(aim to minimise)
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Customer Services

KPI Former tenant arrears (including court costs) Q3 £1,024,570 Direction of performance to Q2
(aim to minimise)

Definition: The gross former tenant arrears figure as at end of the period. This figure should be net of any former tenant arrears you have written off. This figure may be 
reported a few days after the end of the calendar period to coincide with the end of the rental period. However, no adjustments should be made to this figure for payments 
received after the end of the rental period.

Canterbury Dover Folks & H Thanet EKH total (- Canterbury)

YE 2017/18 £378,023 £144,542 £79,619 £201,501 £803,685 £425,662

Q1 £415,088 £163,813 £82,944 £223,702 £885,547 £470,459

Q2 £456,960 £192,599 £103,594 £252,157 £1,005,310 £548,350

Q3 £408,465 £213,812 £126,573 £275,720 £1,024,570 £616,105

YTD 2018/19 £408,465 £213,812 £126,573 £275,720 £1,024,570 £616,105
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Canterbury Dover Folks & H Thanet EKH total Target

YE 2017/18 1.53% 0.73% 0.51% 1.52% 1.10% 0.97%

Q1 Position 1.72% 0.84% 0.55% 1.70% 1.23% 0.97%

Q2  Position 1.89% 0.99% 0.71% 1.93% 1.41% 0.97%

Q3 Position 1.71% 1.12% 0.83% 2.12% 1.44% 0.97%

KPI  Former Tenant Arrears as percentage of projected annual rent income Q3 1.44% Direction of performance to Q2
(aim to minimise)

Customer Services

KPI Garage Arrears Q3 £24,144 Direction of performance to Q2
(aim to minimise)

Definition:  The gross garage arrears figure as at the end of the period.  This figure may be reported a few days after the end of the calendar period to coincide with the end of 
the rental period. However, no adjustments should be made to this figure for payments received after the end of the rental period.P
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Canterbury Dover Folks & H Thanet EKH total
YE 2017/18 £17,623 £2,091 £7,222 £393 £27,329

Q1 £31,899 £1,412 £14,091 £869 £48,271
Q2 £30,875 £3,414 £14,271 £732 £49,293
Q3 £4,887 £10,735 £6,717 £1,804 £24,144

YTD 2018/19 £4,887 £10,735 £6,717 £1,804 £24,144
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Canterbury Dover Folks & H Thanet EKH total Target

YE 2017/18 3.89% 0.39% 1.83% 0.13% 1.62% 0.39%

Q1 Position 7.03% 0.25% 3.62% 0.39% 2.95% 0.39%

Q2 Position 6.9% 0.6% 3.85% 0.2% 2.81% 0.39%

Q3 Position 1.13% 2.39% 1.77% 0.82% 1.63% 0.39%

KPI Garage Arrears as percentage of projected annual garage rent income Q3 1.63% Direction of performance to Q2
(aim to minimise)
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Customer Services

KPI Average days to re-let ALL properties including Major Works Q3 25.23 Direction of performance to Q2
(aim to minimise)

Definition: The average end-to-end time (in calendar days) to re-let all properties including those that underwent major works during the void period.  Calculated by 
dividing the total number of days properties were vacant, by the number of re-lets in the period. It includes both the time spent awaiting works, undergoing works, and the 
time spent in the lettings stage (awaiting re-let).

Canterbury Dover Folks & H Thanet EKH total Target
YE 2017/18 27.03 20.37 18.65 16.98 21.37 22.75

Q1 30.71 22.29 21.90 19.77 24.53 22.75
Q2 30.87 23.11 18.76 28.50 25.09 22.75
Q3 33.20 21.79 26.35 21.61 25.23 22.75

YTD 2018/19 31.30 21.52 22.38 22.41 24.63 22.75
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Customer Services

KPI Average days to re-let all properties excluding Major Work Q3 18.32 Direction of performance to Q2
(aim to minimise)

Definition: The average end to end time (in calendar days) to re-let standard vacant properties during the period.  Calculated by dividing the total number of days standard re-
let properties were vacant in the period, by the number of standard re-lets in the period.  Standard re-lets are voids that do not include a 'Major Repairs completion date'.

Canterbury Dover Folks & H Thanet EKH total Target
YE 2017/18 19.58 13.71 15.17 8.60 14.88 16.5

Q1 20.51 18.58 15.23 9.03 16.85 16.5
Q2 25.49 20.81 17.98 10.32 20.33 16.5
Q3 22.26 19.83 21.96 7.53 18.32 16.5

YTD 2018/19 22.71 19.66 18.66 8.74 18.43 16.5
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Customer Services

New PI Average days MW void properties spent in Major Works Q3 28.55 Direction of performance to Q2
(aim to minimise)

Definition: The average time (in calendar days) that all MW voids spent carrying out Major Works during the period. Major Work repairs are works which could not reasonably 
be carried out with a tenant in occupation, and which need to be carried out in a property while it is vacant. The definition of major works is aligned with the statutory CORE 
lettings log, available from the CORE website.

Canterbury Dover Folks & H Thanet EKH Total
Q1 37.58 40.17 18.57 23.28 28.67
Q2 36.44 40.67 20 30.77 32.96
Q3 29.46 28.50 37.33 25.48 28.55

YTD 34.76 36.69 23.82 26.04 29.53
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Property Services Directorate

Director: Mark Anderson                                     Summary Performance Scorecard

Performance and RAG status for Q3 (Oct-Dec) is shown against performance for Q1 (Apr-Jun) & Q2 (Jul-Sep) and cumulative performance Year-To-Date (Apr-Dec)

Day-to-day repairs EKH Q1 EKH Q2 EKH Q3 YTD EKH 
Target 

RAG 
status

Direction of performance 
to previous quarter

KPI Emergency repairs completed on time 99.63% 99.79% 99.24% 99.51% 98%

KPI Routine repairs completed on time 98.42% 98.27% 98.99% 98.55% 98%

KPI Repair appointments kept 97.04% 96.82% 97.46% 97.11% 96%

KPI Satisfaction with day to day repairs 98.15% 98.14% 99.49% 98.56% 98%

Gas servicing and repairs

KPI Percentage of properties with current valid LGSR 99.73% 99.97% 99.91% 99.91% 100%

Capital spend

KPI Percentage of capital programme spent 2.77% 10.72% 24.63% 24.63% 100%(YE) -
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Property Services
KPI Percentage of emergency repairs completed on time Q3 99.24% Direction of performance to Q2

(aim to maximise)
Definition: This is the number of emergency responsive repairs completed on time divided by the total number of emergency responsive repairs completed in the period, 
multiplied by one hundred. Emergency repairs are repairs that are necessary to prevent serious damage to the building, danger to health, risk to safety, or risk of serious loss 
or damage to the occupier's property. ‘On time’ means within locally agreed timescales and without the need to return because the repair was inaccurately diagnosed 
and/or the operative did not resolve the reported problem.

Canterbury Dover Folks & H Thanet EKH total Target
YE 2017/18 99.71% 99.05% 99.19% 99.51% 99.51% 98%

Q1 99.55% 99.59% 99.35% 100% 99.63% 98%
Q2 99.67% 99.55% 100% 100% 99.79% 98%
Q3 98.32% 99.44% 99.76% 99.21% 99.24% 98%

YTD 2018/19 99.33% 99.51% 99.73% 99.60% 99.51% 98%
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Property Services
KPI Percentage of routine repairs completed on time Q3 98.99% Direction of performance to Q2

(aim to maximise)
Definition: This is the number of non-emergency (or ‘routine’) responsive repairs completed on time divided by the total number of routine responsive repairs completed in 
the period, multiplied by one hundred. Follow on repairs resulting from emergency repairs which are treated as separate works orders should be included in this figure. ‘On 
time’ means within locally agreed timescales and without the need to return because the repair was inaccurately diagnosed and/or the operative did not resolve the 
reported problem.

Canterbury Dover Folks & H Thanet EKH total Target
YE 2017/18 97.63% 99.59% 99.63% 99.84% 99.04% 98%

Q1 97.48% 98.39% 98.54% 100% 98.42% 98%
Q2 99.43% 96.90% 96.09% 100% 98.27% 98%
Q3 99.91% 98.52% 96.60% 100% 98.99% 98%

YTD 2018/19 98.88% 97.97% 97.12% 100% 98.55% 98%
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Property Services

KPI Percentage of repair appointments kept Q3 97.46% Direction of performance to Q2
(aim to maximise)

Definition: This is the number of all repair appointments kept, divided by the number of all repair appointments made, multiplied by one hundred. An appointment should 
be considered to be kept if the contractor arrives within the specific time slot given to the tenant. An appointment should be considered to be kept by the landlord if it is 
broken by the tenant but kept by the landlord. Any appointments that led to an abortive call (no access) are to be included as 'made' and 'kept'.

Canterbury Dover Folks & H Thanet EKH total Target
YE 2017/18 96.57% 99.18% 98.15% 97.41% 97.81% 96%

Q1 96.21% 98.68% 96.51% 96.66% 97.04% 96%
Q2 96.11% 97.45% 97.22% 96.53% 96.82% 96%
Q3 96.90% 99.11% 97.20% 95.40% 97.46% 96%

YTD 2018/19 96.41% 98.43% 96.98% 96.30% 97.11% 96%
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Property Services

KPI Percentage of tenants satisfied with day to day to day repairs Q3 99.49% Direction of performance to Q2
(aim to maximise)

Definition: This measures tenants' satisfaction with their most recent repair, using the combined percentage of respondents who selected very or fairly satisfied in post 
repair surveys carried out by the contractor. Calculated by dividing the number of satisfied responses by the number of responses, multiplied by one hundred.

Canterbury Dover Folks & H Thanet EKH total Target
YE 2017/18 99.14% 99.73% 99.47% 99.83% 99.56% 98%

Q1 97.55% 98.87% 95.13% 99.73% 98.15% 98%
Q2 98.29% 96.95% 97.92% 99.82% 98.14% 98%
Q3 99.85% 99.13% 99.69% 99.46% 99.49% 98%

YTD 2018/19 98.51% 98.33% 97.32% 99.68% 98.56% 98%
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Property Services

KPI Percentage of properties with current valid LGSR Q3 99.91% Direction of performance to Q2
(aim to maximise)

Definition: This is the number of properties with a valid landlord gas safety record (LGSR) in place at the end of the period, divided by the number of properties that require a 
LGSR, multiplied by one hundred. It should be a snapshot of the number of rented dwellings in ownership that have a connected gas supply (not necessarily the total stock in 
ownership) as at the end of the period. Properties undergoing legal action for access do not count as having a valid LGSR.

Canterbury Dover Folks & H Thanet EKH total Target
YE 2017/18 99.84% 99.90% 99.83% 99.71% 99.83% 100%

Q1 99.95% 99.85% 99.55% 99.38% 99.73% 100%
Q2 99.98% 99.98% 99.93% 100% 99.97% 100%
Q3 99.98% 99.85% 99.82% 100% 99.91% 100%

YTD 2018/19 99.98% 99.85% 99.82% 100% 99.91% 100%

Canterbury Dover Folkestone & 
Hythe
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Requiring 4441 3966 2821 2566 13,794

Current 4440 3960 2816 2566 13,782
Overdue 1 6 5 0 12
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Property Services

KPI Percentage of capital programme spent Q3 24.63% (Annual target)

Definition: Expenditure against planned capital revenue budget; calculated by dividing actual spend by the latest agreed capital budget, then multiplying by one hundred.

Canterbury Dover Folks & H Thanet EKH total Target
YE 2017/18 61.21% 91.06% 57.93% 87.24% 71.45% 95%

Budget £5,351,000 £3,479,000 £3,717,000 £2,335,000 £1,4882,000
Spend £3,275,279 £3,168,038 £2,153,127 £2,037,113 £10,633,557

Q1 Position 4.40% 2.65% 0.28% 2.41% 2.77% 100%
Budget £6,881,384 £4,592,500 £3,539,000 £5,325,945 £20,338,829
Spend £302,536 £121,644 £9,988 £128,411 £562,579

Q2 Position 9.13% 18.88% 11.41% 6.58% 10.72% 100%
Budget £6,881,384 £3,692,500 £4,133,000 £5,325,945 £20,032,829
Spend £627,995 £697,227 £471,380 £350,284 £2,146,886

Q3 Position 20.32% 37.57% 21.77% 26.4% 24.63% 100%
Budget £7,669,384 £3,167,500 £4,133,000 £2,204,945 £17,174,829
Spend £1,558,730 £1,189,976 £899,593 £582,015 £4,230,314

Committed £1,304,352 £1,071,364 £1,098,464 £936,203 £4,410,383 Canterbury Dover Folks & H Thanet
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Chief Executive Directorate

Director: Deborah Upton                                     Summary Performance Scorecard

Performance and RAG status for Q3 (Oct-Dec) is shown against performance for Q1 (Apr-Jun), Q2 (Jul-Sep) and cumulative performance Year-To-Date (Apr-Dec)

EKH Q1 EKH Q2 EKH Q3 YTD EKH
Target

RAG 
status

Direction of performance 
to previous quarter

KPI Average days to respond to complaints 8.13 8.29 8.42 8.29 10

KPI Percentage of complaints closed on time 95.54% 97.96% 89.93% 94.47% 95%

Average number of complaints per 1000 properties 7.91 8.32 9.39 25.62 - -

New PI Average days to respond to Cllr enquiries 5.57 3.92 5.21 4.90 5.0
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Chief Executive

KPI Average days to respond to complaints Q3 8.42 Direction of performance to Q2
(aim to minimise)

Definition: This is the number of working days taken to respond to all complaints closed in the period, divided by the total number of complaints closed in the period. The 
average number of working days should be calculated from the date each complaint was initially received by the organisation, up to and including the date when the 
response was issued, irrespective of the length of time the responder actually spent working on the complaint.

Canterbury Dover Folks & H Thanet EKH total Target
YE 2017/18 9.36 8.97 8.95 13.21 10.08 10

Q1 8.49 7.31 8.93 8.04 8.13 10
Q2 8.05 8.67 8.65 8.02 8.29 10
Q3 6.57 11.23 6.80 8.73 8.42 10

YTD 2018/19 7.70 9.07 8.16 8.31 8.29 10
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Chief Executive

KPI Percentage of complaints closed on time Q3 89.93% Direction of performance to Q2
(aim to maximise)

Definition: This is number of formal complaint responses issued within our published target time, divided by the total number of all complaint responses issued in the 
period, multiplied by one hundred. A complaint is in target if a substantive response is issued any day up to and including the target date and should include responses sent 
for each stage of our internal complaints process.

Canterbury Dover Folks & H Thanet EKH total Target
YE 2017/18 82.95% 89.23% 92.86% 67.24% 82.61% 90%

Q1 97.56% 93.10% 100% 92.86% 95.54% 95%
Q2 100% 100% 100% 93.48% 97.96% 95%
Q3 95.24% 80.65% 93.33% 90.20% 89.93% 95%

YTD 2018/19 97.60% 91.92% 97.96% 92% 94.47% 95%
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Chief Executive

New PI Average days to respond to Councillor enquiries Q3 5.21 Direction of performance to Q2
(aim to minimise)

Definition: This is the number of working days taken to respond to all Councillor enquiries closed in the period, divided by the total number closed in the period. The average 
number of working days should be calculated from the date each enquiry was initially received by the organisation, up to and including the date when the response was 
issued, irrespective of the length of time the responder actually spent working on the complaint.

Canterbury Dover Folks & H Thanet EKH Total Target
Q1 5.56 5.13 4.78 6.50 5.57 5.0
Q2 4.75 3.06 5.50 2.82 3.92 5.0
Q3 4.85 4.68 6 6.55 5.21 5.0

YTD 2018/19 5.06 4.20 5.32 5.32 4.90 5.0
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Title: Resident Scrutiny Panel’s review of the Environmental 
Improvement Programme Process

Meeting: Service Improvement & Performance Sub-Committee

Date: 18 February 2019

Author: Michelle Thomas– Resident Involvement Manager

Summary :
The Resident Scrutiny Panel carried out a review of the 
Environmental Improvement Programme (EIP) process between 
15 November 2018 and 17 January 2019.  The review was 
carried out to ensure the process was working efficiently and 
effectively. 

The Panel considered the EIP Strategy, reviewed communication 
materials, consulted staff and residents/customer insight and 
researched best practice to help inform their findings and 
recommendations. 

The Panel’s report contains 15 recommendations which are set 
out in section 5 of their report.  If implemented, the Panel believe 
they will:

 Improve the timely delivery of projects. 
 Help improve resident satisfaction with their involvement 

in helping EKH prioritise projects and/or help develop 
projects to ensure they deliver the desired outcome. 

 Improve information and involvement opportunity for both 
residents and staff with improvements to the website.

Recommendation(s): The Sub-committee are asked to;
 consider the Panel’s report and 15 recommendations
 formally agree recommendations for implementation

Legal/regulatory 
considerations:

Tenant scrutiny is a key element of the Homes England co-
regulatory framework for social housing.
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This report is a review of the Environmental 
Improvement Programme process 
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1. Introduction

East Kent Housing (EKH) is a company controlled by Canterbury City Council, Dover District 
Council, Folkestone & Hythe District Council and Thanet District Council. EKH is an arm’s 
length management organisation (ALMO) that manages the four Council’s housing services. 

The Governments Homes England provides standards for housing providers to meet, one of 
which is the Neighbourhood and Community Standard1. This Standard says housing 
providers shall consult with tenants in developing a published policy for maintaining and 
improving the neighbourhoods associated with their homes.   

EKH have a 2020 vision which includes priorities and commitments.  The priorities include 
providing ‘places people want to live, good quality homes and estates’ and a commitment to 
‘improve the appearance of estates’2. The Environmental Improvement Programme (EIP) 
enables EKH to deliver resident led estate improvements.  Residents have the opportunity to 
suggest improvements for their estates.  Four resident Local Groups help decide which 
projects should be delivered from the EIP budgets which are provided annually by the four 
Council Housing Revenue Accounts.  

The Resident Scrutiny Panel carried out a review of the Environmental Improvement 
Programme process.  This review was carried out to ensure the approach was working 
efficiently and effectively. The review was carried out from 15 November 2018 to 17 January 
2019 and the findings reported to EKH’s Service Improvement and Performance Sub-
committee on 18 February 2019.

2. Methodology

The Panel carried out a desktop review, researching best practice from others and consulted 
EKH staff and resident members of the four Local Groups to help inform their review. 
  
2.1 The Panel’s desktop review included;

 Considered current EIP Strategy
 Reviewing communication materials produced/published
 Reviewing the project criteria
 Learning from what isn’t working to inform recommendations 
 Research of other organisations to gather best practices and insight as to 

how they promote estate/neighbourhood improvement programmes.

2.2 The Panel conducted the following consultations:

 Resident Local Group EIP survey.  The postal and online survey was sent to 
residents who have been engaged in helping EKH to prioritise suggested 
improvements to be delivered as part of EIP. 

 EKH Staff EIP survey.  The online survey was sent to staff that have or are 
involved in identifying, suggesting or delivering EIP projects. 

 The Planned Works Manager supported the Panel as their Critical Friend for 
this review and was consulted at key points throughout the review.

1 Neighbourhood and Community Standard 
2 EKH 2020 vision, priorities and commitments
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3. Findings from research

EKH has an EIP Strategy which sets out what an Environmental Improvement is and 
includes a process, project assessment criteria and communication and consultation 
appendices.  The EKH Property Services Team is responsible for delivering the 
Environmental Improvement Programme. The Team have seen a significant turnover of staff 
which has impacted the delivery of projects.

In 2018/19 the Councils prioritised enhanced fire safety works and utilised part or all of their 
EIP budgets to fund the work.  EIP budgets are set annually by the four Councils.  Financial 
and procurement procedures also impact delivery of projects depending on the project value.  
E.g. if a project will cost over £10,000 to deliver a more lengthy procurement procedure is 
required as opposed to a project costing less than £10,000 which only requires three quotes.  

EKH residents, staff, councillors, police and other agencies can submit suggestions for 
improvement projects for a short period of time via EKH’s website. 

EKH engage four resident Local Groups to prioritise and decide on which proposed projects 
should be delivered.  The Local Groups replaced the role of the Area Boards in 2018 ‘to 
support local community projects and to oversee estate improvements’3  For the purpose of 
this report the following groups are referred to as Local Groups:

 Canterbury Tenants Consultative Group
 Dover District Tenants Group
 Shepway Tenants and Leaseholders Board
 Thanet Tenants And Leaseholders Group

EKH Tenant Survey 2017 shows satisfaction with neighbourhoods as a place to live has 
decreased from 86% in 2012 to 78% in 2017. 

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

median

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

Comments collected from residents about their neighbourhood as a place to live included 
issues with rubbish/fly-tipping, parking and garden issues;

3 Local Groups Terms of Reference
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Rubbish/ fly 
tipping 
 19%

Parking 
 15%

Garden issues
 11%

Grass and weeds 
 11%

Bins/ Storage 
 10%

Other 
 34%

Top comments related to neighbourhood as a place 
to live

EKH No. 
1 Rubbish/ Fly tipping 42
2 Parking 32
3 Garden issues 24
4 Grass and weeds 23
5 Bins/ Storage 21
6 Unhappy with work carried out 20
7 Wall/ Fences 14
8 Trees 12
9 Unhappy with works to exterior of property 11
10 Pets/ Animals 9
11 Pavement/ Roads 5
12 Play arears 1

The Government published the consultation green paper ‘A new Deal for Social Housing’4 in 
August 2018.  The paper set out the Governments vision for the future of social housing and 
included a chapter ‘tackling stigma and celebrating thriving communities’. 

EKH consulted residents to inform their response to the Governments consultation.   
Residents told EKH, ensuring estates/areas are kept in good condition and tackling anti-
social behaviour would improve the perception of social housing estates and reduce stigma.  

4 A new Deal for Social Housing

All complaints relating to quality of neighbourhood broken 
down by district

For EKH as a whole, as well as 
Canterbury, Shepway and Thanet, the 
highest number of comments related 
to rubbish and fly tipping. For Dover, 
the highest number of comments 
related to grass and weeds
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3.1 Resident Local Group EIP Survey

The Panel commissioned a survey to capture the views directly from resident member of 
Local Groups who have been involved in the EIP process.  The survey received a 41% 
response.  
 
Residents were asked as a member of the Local Group, how satisfied that your views on EIP 
projects are listened to and acted on?

47% of residents are very dissatisfied or dissatisfied and 27% are very satisfied or very 
satisfied their views on EIP projects are listened to and acted on. 

Residents were asked what type of issues could EIP projects help address?
Below are some of the responses that were received;

1. Make sure that work is necessary 
2. Project that resolve an issue should be given priority Most areas the majority of 

residents are no longer tenants. Funding projects which are now in need of 
maintenance or repair

3 Help with parking and protecting green areas. Improve security, safety and reduce fly 
tipping 

4. Projects to tackle fly tipping on estates 
5. Privacy, ASB, estate improvements, parking issues and safety issues. 
6. Help tenants to connect, help tenants to respect the area/environment they live in. 

Help tenants to feel listened to, and to help them feel like something is being done to 
help those in need.

7. Environmental improvements to estates not covered by other budgets 
8. Health and Wellbeing and increase community development whilst reducing Anti-

Social Behaviour. 
9.  Anti-Social Behaviour Making areas look less neglected 

Parking, fly-tipping, security/safety and projects that help tackle anti-social behaviour are the 
types of issues resident would like to address.  There is a concern if ‘work is necessary’, 
funding future maintenance/repair and projects that should be delivered from other budgets. 
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Residents were asked if they had any suggestions as to how EIP could be improved. 
Below some of the responses that were received;

1. Letting us know what work is to be done 
2. Use examples of type of project. Publish the criteria better, communication to person 

who submitted idea, if it’s going ahead or not etc. 
3. Cost should be provided to enable group to consider EIP idea. Issues picked up from 

estate inspections should be considered for EIP
4. Ensure what is proposed will work in practice and tackle the issue. Communicating 

with residents who submit ideas, are they going ahead or not. Timely delivery of 
projects instead of year(s) after the ideas is submitted. More detailed information 
about proposed project for the group to properly consider the project including 
photos/map or return to visiting the sites of proposed projects.

5. Better consultation with residents who live in the area the improvement will be carried 
out in. 

6. More information should be given to the groups to be able to make a decision on the 
proposed projects. More accurate pricings, more updates on the progress of 
approved projects and no lies.

7. Yes go back to the old way we did estate inspections and take on board suggestions 
that are made by the inspectors.

8. More publicity to encourage tenants to enter their suggestions and more information 
for local groups so they can consider which projects to accept.

9. Allow the District groups to have a working group to visit proposed projects to 
evaluate democratically

Residents of the Local Groups want more information to help them make informed decisions 
about proposed projects and feedback on progress of projects.  They also suggest better 
consultation and communication with residents who will be affected by or have submitted the 
suggested project.

The full Resident Local Group EIP survey results are detailed in Appendix 1.

3.2 EKH Staff EIP Survey

The Panel commissioned a survey to capture the views directly from EKH staff that have or 
are involved in identifying, suggesting or delivering EIP projects. 

The survey results showed 73% of the 22 staff who took part would like to submit EIP 
suggestions using an on-line form over a longer period of time.

When asked what type of issues could EIP projects help address?  Staff suggested similar 
projects to those suggested by residents; projects to help tackle parking, rubbish, ASB 
issues, improve appearance of communal areas residents can take pride in and are happy to 
live in. The word cloud view below shows the most popular words used by staff. 
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EKH staff were asked if they had any suggestions as to how EIP could be improved? 
Below some of the responses that were received;

1. Use a date related waiting list as opposed to a panel choosing which projects to 
accept. 

2. Clear, concise, easy to use, online referral for staff and residents. 
3. If a request is placed, if it is accepted or not accepted it would be nice to know, 

especially if it’s requested by a tenant. Also a lot of tenants do not have access to the 
internet/computers. A form sent to residents or one that we could put on notice board 
for residents to pick up and then post back would be a brilliant.

4. Agreed and confirmed budget to address genuine issues raised and mentioned by 
Residents that will improve appearances or give a feel good factor back to our 
estates/property. Dedicated Manager to deliver these projects

5. Board with residents to include businesses and other key stakeholders in the area 
Taking advice from crime prevention officers 

6. They could be decided upon twice a year. 
7. Some of the quotes I have seen have appeared extremely expensive! 
8. Not allow only a handful of tenants to make the decision as to whether a project 

should proceed or not
9. Better communication. Knowledge of what the budget is, who is taking the lead on 

EIP's and regular updates on which projects are going forward for costing
10. Ask staff who are familiar within a district what could be achieved, whether we own 

the land, and the history of the area and if EIP has been applied for in the past. The 
board approve/refuse works without understanding the reason behind why works 
were suggested - they should have less of a role in making these decisions.

11. Speak to staff that patrol the areas 
12. EIP should not be used if the issue has clearly to do with Health and Safety, as EIP 

projects can take too long and people can be put at risk. E.g. Large potholes in 
carparks or on walkways.

13. I feel quite strongly that many projects that are put forward are not necessarily 
understood by the Area Boards that make the decision. 

14. Better promotion and liaison between the officers making the decisions on their 
inclusion and the officers that have submitted the suggestion

Staff want more liaison, information and updates.  There is some concern decisions about 
projects are being made by a small number of residents who may have limited knowledge or 
information about the project or area. 

The full EKH Staff EIP survey results are detailed in Appendix 2.

3.3 Review of current Environmental Improvement Programme publications

The Panel considered the following EKH EIP publications;

 EKH EIP Strategy (Appendix 3)
 EKH List of communication and consultation appendices (Appendix 4)
 EKH EIP website page 

3.3.1 EKH EIP Strategy project assessment criteria

The Strategy sets out the Environmental Improvement Process and Projects Assessment 
Criteria which projects ‘must’ or ‘should ideally’ meet.  

Page 42

https://www.eastkenthousing.org.uk/latest-news/submit-an-idea-for-our-environmental-improvement-programme-2018/


9

The Panel considered the process and criteria and highlighted language within the criteria 
that was not specific and could be open to interpretation. The Panel received the following 
answers (A) to questions (Q) asked of their Critical Friend;   

Q1 The process says applications for suggested projects can be made during a very 
short period of time ‘January/February each year. Can the application process be 
open all year?  This would enable people to submit their suggestions as and when 
they think of them instead of trying to remember to submit them within a short 
timeframe.

A1 We support the aim to have the application process open all year around.
Q2 Criteria 6 says a project must have not more than a minor impact on other services.  

It is likely that all improvements will impact services at some time; can a minor impact 
be defined?

A2 EKH have to take into account service charge impact and long term maintenance 
costs.

Q3 Criteria 7 says a project must not take an unjustified/large amount of available budget 
where there are competing demands. Can the wording unjustified/large be clarified 
and could/should there be a maximum budget for each project? 

A3 As a guidance figure proposed projects should be achievable under £5,000 although 
schemes are varied therefore there will be exceptions where additional sums will be 
required.

Q4 Criteria 11 says projects should have active involvement and support from significant 
numbers of local people. Residents may not be able to actively be involved in the 
project. ‘Significant numbers’ needs clarification.  Should support from local people 
be considered as a ‘must’ and not ‘ideally’ within the criteria?  

A4 It is important we try and involve local residents in consultation of proposed projects 
as much as possible. The consultation wording can be turned around i.e. if a 
residents wishes to object to the proposal please respond by a said date.

Q5 Criteria 12 says a project should be capable of being completed within a reasonable 
timescale.  What is deemed a reasonable timeframe?

A5 If projects are kept under £5,000 these can be delivered within a few months. More 
complicated projects run the risk of running from one financial year to another thus 
causing some budgetary issues

Q6 Is the environmental improvement project assessment criteria specific enough to 
shortlist appropriate projects which can be funded from the EIP budget? If not what 
changes are needed to the criteria?

A6 EKH would like to see a wide variety of projects delivered within the budget available. 
Keeping the criteria as wide as possible will hopefully encourage applications. 
Proposed projects should not be covered by existing maintenance or service 
contracts.

Q7 Do the Councils and EKH want to be more specific about the types of improvements 
or cost of project they want to fund from the EIP budgets?  If yes what types/cost of 
projects can be should be funded from the EIP budgets?

A7 Preferably projects that can be delivered under £5,000 and works that are not 
covered by existing servicing or maintenance budgets. Projects should benefit the 
community rather than a single individual.

Q8 Does the application form collect the right information to enable the project to be 
considered?

A8 Our Project Surveyor who technically assesses the applications is content with the 
information request provided to him.  
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Q9 Resident Local Groups are currently involved in considering the environment 
improvement projects based on information provided by EKH.  Who has the authority 
to make recommendations or final decision as to which projects proceed?

A9 Requests for EIP projects should go through residents local groups, the group then 
makes the recommendation to EKH. Following assessment EKH informs residents 
group on projects achievable and requests their decision to proceed. If proposed 
project has a wide impact there may be occasions where the Councils may wish to 
be consulted.

Q10 Following assessment EKH informs residents group on projects achievable and 
requests their decision to proceed’.  This is an additional stage in the process as set 
out in the Strategy/process. Has EKH the resources to facilitate this extra stage?

A10 When a number of projects have been proposed and budget is limited we may need 
to seek the resident group’s preference on which projects take president over others. 
If budget is greater than demand then project can progress without being referred 
back to panel. 

Q11 Does EKH want to collect/measure resident’s satisfaction with completed EIP 
projects?

A11 Like all works undertaken by EKH we see resident’s feedback an essential part of 
understanding quality of service provided.

3.3.2 EKH EIP Strategy - communication and consultation
The Strategy includes a set of 19 appendices (A – Q) to assist staff with advertising, 
communicating and consulting.   

The Panel considered all of the appendices and found duplication and areas were 
communication could be streamlined reducing the appendices to a more manageable 9.  
The Panels streamlined approach to the appendices can be seen in the List of Apprentices 
document (Appendix 4) 

The Panel looked at the EKH EIP website page. The page was not easily found.  The page 
contains a lot of useful information but also some duplication. Dates are not updated and the 
online ideas form is closed.  There is no option to print or download the ideas form. The 
website could be used to promote and feedback on previous EIP projects with before and 
after photos and to consult residents on proposed projects.

 
3.4 Best practice and insight from other organisations 
The Panel looked at four other social housing providers to find good practices;

 Red Kite Community Housing - Provides an opportunity to talk to somebody 
regarding suggestion, plan English informative and helpful information.  Feedback on 
what they have done previously.

 Dundee City Council - Link form main housing page. Content short. No application 
form, only an email for submitting ideas. Booklet provided to feedback on previous 
projects.

 Peabody - Funding amount per project quoted and what type of projects can or can’t 
be funded. Support from 20% of residents needed. No online form, apply via email 
only.

 Poole Housing Partnership Ltd - Funding amount per project quoted. Clear contact 
details and downloadable form, no online form available.  Process set out using 
pictures to encourage applications.
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4. Conclusion

The Environmental Improvement Programme enables EKH to deliver the priorities and 
commitments set out in their 2020 Vision and meet the expectations set out in the 
Governments Neighbourhood and Community Standard.  The future of the Programme is 
dependent on the Councils ability to financially provide EIP budgets from their Housing 
Revenue Accounts.

A turnover of EKH staff who deliver the Programme, financial procurement procedures and 
reduction in budgets has impacted the delivery of the Programme.  These factors may have 
contributed to the reduction in resident’s satisfaction with their ‘Neighbourhood as a place to 
live’. 47% of resident’s involved in the EIP process are dissatisfied with how EKH listen and 
act upon their views on EIP projects.  

The EIP Strategy sets out a process and project assessment criteria.  The current process 
provides an opportunity to submit project suggestions in a two month period which could be 
extended to encourage a broad range of suggestions throughout the year.   

A guidance cost of £5,000 may help overcome delays in delivering projects created by 
financial procurement procedures or the procurement of a single contract to deliver EIP 
projects.  However projects of higher value should not be excluded from the process. 

Rubbish/fly-tipping, parking and green areas are reported by residents as issues relating to 
their dissatisfaction with the Neighbourhood as a Place to live’.  These issues along with 
projects to reduce anti-social behaviour are also listed by residents on Local Groups and 
EKH staff as types of issues EIP projects could address.  

Support from the majority of residents affected by the proposed project should be collected 
through local consultation.  Residents should be involved (where appropriate) to develop the 
project and ensure it delivers the desired outcome.

Residents who are tasked with helping prioritise or decide on which projects could be 
delivered should be provided with financial cost and any impact on future services to enable 
them to make informed decisions.

Staff and residents highlighted communication as an area for improvement. A lead officer to 
oversee projects could help improve communication and timely delivery of projects. EKH’s 
website could be better utilised to facilitate consultations and information about projects. The 
Strategy contains a large number of appendices to support communication and consultation.  
Stream lining the appendices would create a manageable and more user friendly set of 
appendices.

The Panel recommend the Councils and EKH continue to support and deliver the 
Environmental Improvement Programme and involve residents in the process.  The Panel 
have set out their recommendations for improvement in section 5 of this report.
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5.  Recommendations

Priority 
(High/ 

Medium/ 
Low)

Main Control Risk Scrutiny Recommendation to mitigate risk Proposed Action or Action 
Taken

Proposed 
Completion Date & 

Responsibility

High

Finance
Changes to budgets and financial 
procurement procedures have 
contributed to delays in delivering 
projects.

Local Group residents are concerned 
future maintenance costs for approved 
projects are not filtered into maintenance 
budgets.

1) Councils where financially possible should 
continue to provide an EIP budget of some 
level and EKH should continue to support 
and deliver EIP.

2) Project criteria should be amended to 
include the guidance cost £5,000 for projects 
but other higher value projects may also be 
considered as exceptions.

3) Where possible negotiate one general 
contract/ contractor to deliver EIP projects or 
consider including in the future general repair 
contract

4) Future life cycle maintenance should be 
included in annual review budgets.
 
5) Where service charges are affected 
residents should be consulted before a 
project proceeds. 

Medium

Timeframe
Projects are not timely delivered and 
opportunity to submit ideas is limited to a 
couple of months within the year.

6) Project criteria should be amended to 
include a guidance timescale for projects e.g. 
within the financial year or longer for bigger 
projects. 
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Priority 
(High/ 

Medium/ 
Low)

Main Control Risk Scrutiny Recommendation to mitigate risk Proposed Action or Action 
Taken

Proposed 
Completion Date & 

Responsibility

7) The criterion encourages a broad range of 
ideas.  Higher priority should be given to 
projects which prevent ASB, fly tipping and 
improve parking issues where limited budget 
is available

8) Submission of project ideas should be 
open all year round via website.  Forms 
should be downloadable and available on 
request.

High

Communication and consultation
A turnover of staff has affected 
continuity, internal and external 
communication. 

Staff and residents need more 
information and/or consultation to 
improve satisfaction.

Residents affected by the project are not 
consistently consulted to ensure projects 
deliver the aim or address the issue 
raised.

Project criteria sets out that projects 
should ‘Ideally have support from 
significant number of local people’

9) EKH should have an identified post to 
oversee EIP projects, to ensure clear 
communication lines and delivery of timely 
projects within agreed timescales.

10) Use www.eastkenthousing.org.uk to 
improve project information and consultations 
for both staff and residents;

 Move EIP page to enable easy 
access to information/consultation.

 Remove duplicated information.
 Publish reviewed EIP Strategy.
 Application form acknowledgement of 

submission and what happens next.
 Include examples of previous years 

projects.

11) Criteria should be amended. Support 
from the majority of residents affected by the 
proposed project should be listed in criteria 
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Priority 
(High/ 

Medium/ 
Low)

Main Control Risk Scrutiny Recommendation to mitigate risk Proposed Action or Action 
Taken

Proposed 
Completion Date & 

Responsibility

Residents on Local Groups need quality 
information to enable them to make 
informed decisions to prioritise projects

Communication appendices to Strategy 
are not user friendly and not used.

as a ‘Must’ and not ‘ideally’. 

12) Locally affected residents should be 
further involved (where appropriate) to 
develop the project and ensure it delivers the 
desired outcome.  

13) Local Groups should be provided with 
quality information about the area; issue(s) 
project will address and cost to make 
informed decisions.  

14) Further updates from the outcome of 
local consultations and any update on project 
cost should be shared with the Local Groups 
to keep them informed.

15) EKH to review the streamlined approach 
to the  appendices A – Q as suggested  by 
the Panel
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Title: Resident Scrutiny of customer satisfaction with the repair service

Meeting: Service Improvement & Performance Sub-Committee

Date: 18/02/2019

Author: Michelle Thomas– Resident Involvement Manager

Summary : Residents carried out a pilot exercise in Jan/Mar 2018 to 
scrutinise the customer satisfaction with the repair service.  The 
results provided a strong degree of confidence in the level 
customer satisfaction reported by Mears.  

The residents involved recommended a further scrutiny exercise 
be carried out.  This report provides an overview of the findings 
from the second scrutiny exercise which was carried out in Jan 
2019. 

A resident representing each of the four areas was again involved 
in scrutinising 60 validation checks carrying out on completed 
satisfaction surveys.  

Of the 60 checks carried out 5 failed the validation check.  In the 
Canterbury area 2 failed, 1 failed in the Dover area and 2 failed in 
Folkestone & Hythe area.  All failures were due to the residents 
reporting they didn’t complete the survey on the PDA; however 
their satisfaction did not differ. 

Overall the residents felt the exercise provided a strong degree of 
confidence in the validation results, as results from their scrutiny 
and Mears’ validation checks were comparable.

Residents confirmed Mears have implemented their previous 7 
recommendations and have set out 4 further recommendations as 
detailed in section 6 of their appended report.  

 

Recommendation(s):
The Sub-committee are asked to;

 consider the residents report
 consider the residents four recommendations
 formally agree any recommendations for implementation

Legal/regulatory 
considerations:

Tenant scrutiny is a key element of the Homes England co-
regulatory framework for social housing 2017.

Finance/resources
considerations:

None
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Resident Scrutiny Report - January 2019

Resident scrutiny of customer satisfaction with the repair service
(Pilot project)

1. Background

Mears carry out surveys to establish customer satisfaction with the responsive repairs 
service mainly via electronic surveys on an operative’s personal digital assistant (PDA) 
device. On exception (ie at a customer request) surveys are completed via the post or over 
the telephone.

Satisfaction results are reported monthly to East Kent Housing (EKH) as part of Key 
Performance Indicators. Survey results generally report high levels of satisfaction rates with 
the overall service from Mears ranging from 96 to100%. 

With most surveys being completed by customers via a PDA there is the perception that 
someone other than the customer could have completed the survey.  Mears’ admin team 
carry out at least 10% validation check of the completed surveys on a weekly basis.  EKH 
Service Improvement and Performance Sub-committee asked for further scrutiny of the 
satisfaction results.  SIP agreed that resident involvement in the validation checks could 
provide the required impartiality and reassurance about the validity of satisfaction levels 
reported by Mears.

This resident scrutiny exercise was undertaken as a pilot in January 2018 to March 2018 to 
compare results from Mears validation and the resident’ validation checks and a report was 
submitted to EKH Service Improvement and Performance Sub-committee of their findings 
and recommendations.
 
The main conclusions from the 2018 scrutiny were that residents expressed a strong degree 
of confidence in the Mears’ validation results, and hence the satisfaction surveys, as results 
from their scrutiny and Mears’ validation checks were comparable.

The number of validation checks undertaken by Mears was acceptable and should promote 
confidence in the overall satisfaction levels reported to EKH. 

Seven recommendations were made (noted at the end of this report with a review/ update 
included), one of which was that a further scrutiny review was undertaken to ensure 
consistency, and therefore this exercise and report.

Note: For the purposes of this report those who have been surveyed are referred to as 
“customers” and those undertaking the validation scrutiny checks are referred to as 
“residents” or “scrutineers”.
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2. Methodology

This further scrutiny exercise was resident led and carried out in the same way as the earlier 
exercise. 

Four residents, one from each of the district areas, were involved in monitoring a number of 
validation calls to customers who had completed a customer satisfaction survey. The 
residents recorded results and reviewed recommendations from the earlier report and made 
further recommendations as set out in section 4 of this report.
 
2.1 Timescales

The 4 sessions were carried out in January 2019.

2.2 Residents

Each area was represented by the same resident as in the last exercise - a member of their 
Area Board who has experience in both the repairs service and in scrutiny of performance. 
The residents involved were:

 Roger Gisby Thanet
 June Bailey Dover
 Brian Law Canterbury
 Gus Blackman Folkestone and Hythe

2.3 Scrutiny sessions 

The scrutiny sessions were agreed with the residents involved and held on the following 
dates: 

 8 January
 17 January
 18 January
 23 January

2.4 Volume of calls/checks scrutinised

It was agreed that for this further exercise each session would last for 2 hours and Mears 
would attempt to make 4 calls per area in that time.

2.5 What happened in each session?

Each resident attended a session for two hours to observe and scrutinise Mears’ validation 
checks.

Mears provided residents with a printout of the surveys completed in the previous week for 
each of the 4 contracts, excluding personal details. 

The number of surveys was chosen on the basis of the original project brief, aiming to 
achieve 4 per area per session (to achieve at least 15 overall)

Residents selected the jobs to be surveyed at random, one per operative where possible to 
ensure objectivity.
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Mears’ Customer Care staff called customers, following the validation script, advising the 
customer that a resident was listening in and asked permission to continue the call.
Residents recorded which contract the check was on, the job number, whether the process 
was followed, the outcome of the call (i.e. was the survey valid i.e. did it “pass” or “fail”?) and 
any observations.

3. Results

For this second exercise a comparison of the Mears figures over the 6 months April to 
December 2018 to the Scrutiny results in Jan 2019 is shown. Also shown are the results 
from the Scrutiny and exercise in 2018 and the figures for Mears in 2018.

The objective of four checks per area could not always be met due to customer availability 
e.g. no answer (messages were left saying that Mears had called based on the 
recommendation from the previous exercise) and additional customers were selected at 
random to try to achieve the required numbers. This was not always possible during the 
timescale of the two hour sessions and is reflected in the results below: 

3.1 Below are the results of the validation checks and results for January 2019 
carried out with the resident scrutineers:

 
Validation checks 

carried out by 
scrutineers

Passed 
check

% pass 
in 2019

% pass 
in 2018

Canterbury 17      15 88% 100%

Dover 15 14 93% 79%

Folkestone & Hythe 15 13 87%     92%

Thanet 13 13 100% 100%

Total 60 55 92% 93%

3.2 Below is the summary of Mears’ validation checks for April to December 2018:

 Validation checks 
carried out by Mears

Passed 
check

% pass
2018

% pass 
in earlier 

report

Canterbury 218 215 98.62% 100%

Dover 212 203 95.75% 96%

Folkestone & Hythe 125 125 100.00% 96%

Thanet 207 201 97.10% 100%

Total 762 744 97.64% 98%
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Of the sixty validation checks scrutinised five failed as a result of the residents reporting the 
operative did not offer the option to complete a satisfaction survey on the PDA.  

Canterbury 
The two failures were for the same operative and both residents reported the same results 
as on the PDA.

Dover 
The results for the one failure were the same as the PDA.
 
Folkestone & Hythe

The two failures were for the same operative and the results were the same as the PDA – 
one customer reported that she felt that she was not kept up to date with the repair.

Thanet
There were no discrepancies.

3.3 Other observations 

Both the scrutiny results and the Mears’ results are very similar for each period (the Mears’ 
sample in both cases was higher and the failures in the scrutiny exercises have a bigger 
impact on the results.)

The number of invalid phone numbers has decreased and if the tenant has answered “no” to 
either question and cannot be contacted by phone Mears writes to the tenant asking them to 
call customer care if there are issues that they want to feedback.

Where a tenant reported that they had not completed the survey the answers that they gave 
when asked in the validation check completely matched the answers on the original survey. 

One caller queried if the validation call was genuine, asking for proof that the call was from 
Mears as they felt they might ask for personal information (no personal information is 
requested or given). Mears agreed that they would provide this information in future calls.

The calls gave the tenants the chance to raise additional queries and scrutineers noted that 
comments were very good and praised the operatives. One scrutineer also added that the 
Mears’ Customer Care team was very professional and polite during the calls.

4. Recommendations from 2018 report with a review/update

1. Mears admin staff to be reminded of the need to check telephone numbers when a 
repair is reported to keep records up to date - completed.
Review - continue to remind staff of the importance of complete records – it was 
noted that there were fewer redundant numbers in 2019.

2. Mears to always leave an answerphone message when completing a validation 
check, advising of the call and that the customer can call back if there is a problem.
 Review: completed, scrutineers noted that this was followed, no further action.

3. Mears to implement the Tenant Scrutiny Panel recommendation to ask an additional 
question during the validation check, although it was agreed that the wording should 
be “Were you kept up to date about the progress of your repair”. Replies will be 
recorded Yes/No and any comments noted –
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Review – completed, scrutineers noted that this was followed, and it was also noted 
that this question can be a bit awkward and needs to be explained more fully. No 
further action.

4. Mears to hold specific “Toolbox Talks” with operatives to inform them about the pilot 
exercise, its findings and discuss the correct process for recording customer 
feedback
Review – completed, ongoing training given to operatives.

5. Mears to deliver “refresher training” in all aspects of customer care to address any 
other possible misinterpretation of instructions for other aspects of customer service
Review – completed, all staff have undergone the Making a positive difference 
training and subcontractors are also undergoing refresher training.

6. Mears to report validation results to the Residents’ Panel on a quarterly basis to 
provide confidence in the reported satisfaction levels – 
Review -completed, residents at Area Boards to agree if this needs to continue.

7. Residents to undertake a further scrutiny session later in the year and report their 
findings to the Service Improvement and Performance Sub-committee –
Review - completed as per this report.

5. Conclusions 

Residents involved in the follow up exercise felt that overall it had worked well and was 
resident led and were satisfied that the exercise had been undertaken in accordance with 
the brief and that they had been able to select checks at random.

Residents confirmed that Mears had implemented the recommendations made by them in 
the pilot exercise.

The residents expressed a strong degree of confidence in the validation results, as results 
from their scrutiny and Mears’ validation checks were comparable. They felt that the process 
and results in the follow up exercise were consistent.

Residents were slightly concerned by the failures during their exercise but were confident 
about the way in which the Mears’ process worked ie investigating 100% of the operative’s 
surveys to identify any pattern and taking appropriate action with individual operatives. 
Residents noted that sometimes, although the resident said they did not complete the 
survey, the fact that the results, when asked the questions in the validation call, matched the 
survey could possibly indicate that they did not remember accurately.

Overall the residents were happy that the follow up exercise had achieved the aim of 
validating the pilot exercise and they felt that the same process should be applied to other 
contractors.

6. Recommendations

1. This report should serve as a conclusion to the scrutiny of Mears’ validation process 
as findings have proved satisfactory and consistent with the earlier exercise.

2. Mears should continue the satisfaction survey, validation process, including the 
recommendations made by the scrutiny group. 

Page 57



3. Mears to continue to hold specific “Toolbox Talks” with operatives to inform them of 
the scrutiny outcome and discuss reaffirm the correct process for recording customer 
feedback on PDA’s.

4. East Kent Housing should consider commissioning a similar exercise with other 
contractors.
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East Kent Housing 

Title: Welfare Reform Strategy Action Plan

Meeting: Service Improvement & Performance Sub Committee

Date: 18 February 2019

Author: Matt Gough – Director of Customer Service

Summary : This report provides an update on the work that has been 
undertaken to progress the actions as set out within the Welfare 
Reform Action Plan.  

Recommendation(s): That the report is noted and the progress that has been made is 
noted. 

1. Background

1.1 The Board commissioned an initial strategy to be developed on our approach to 
Welfare Reform changes through the delivery plan.  The strategy has been reviewed 
and was reported to the Sub-Committee in May 2017 to reflect the current situation. 

1.2 Primarily the focus of the strategy and particularly the action plan, was to set out our 
approach to Universal Credit, the timescales for the Action Plan were limited and this 
reflected the ongoing roll out of the reforms. 

2. Welfare Reform Strategy

2.1 This reports seeks to provide and update to the Sub Committee on the work that was 
set out within the Action Plan, and also to provide an update on the work that we 
have been undertaking with client Council’s on reviewing the impact of the on-going 
roll out of Universal Credit and the way in which services are to be resourced. 

3. Key Themes 

3.1 The Action plan, uses the three key themes of the strategy to provide a structure 
which are:-

- Maximising Resident Awareness
- Managing the financial impacts
- Sustaining tenancies & Communities

3.2 Maximising Resident Awareness
Over the period of the strategy the awareness of Universal Credit, has continued to 
increase, particularly for those new households claiming, there has been increasing 
communication from the DWP which has focused and targeted to those households 
likely to be impacted. Whist awareness overall has increased in part due to steps 
taken by EKH there has also been a wider response both in the media, from other 
agencies as well as from personal feedback and experiences. 
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There is a continued need to raise awareness on the fundamental changes to those 
who will be affected.  Ensuring those who are then affected understand how they will 
need to interact with agencies and also how we interact with them. 

3.3 Managing the Financial Impacts

The potential financial impact of welfare reform on both EKH and the Councils HRA 
business plans is significant, and so ensuring that we are well placed to manage the 
financial risk is a top priority. This work has included presentations to Client Officers 
and Councillors, and has resulted in EKH being able to develop the case for 
additional resources currently under consideration by client Councils in order to 
maximise income, reduce the impact on tenants and to provide suitable advice and 
assistance to tenants.

3.4 Sustaining Tenancies & Communities

Experience so far has shown that in many cases intensive work is required with 
some residents to ensure sustainable tenancies. In part response to this and other 
issues EKH has restricted its services and now has a dedicated Sustainment Team 
to provide additional support and this includes the Benefits and Money Advisor roles. 
This allows effective personal and sustained support if required for some tenants 
budgeting support and sign posting. 

4. Wider Resourcing Issues

As members of the Sub Committee will be aware we have been working with the 
Client Councils to review the impact of the roll out of Universal Credit. As reported 
the roll out means that the number of cases that we now have to actively manage 
has and continues to increase. Details of the additional resources that EKH have 
requested to deal with the impact of UC include funding for additional roles including 
Benefits and Money Advisors and Income Officers, details of this are currently being 
considered by Councils as part of their annual budget setting process.

Page 60



WELFARE REFORM STRATEGY – ACTION PLAN

Pa
ge

1

Key Themes

Maximising Resident Awareness

In terms of Universal Credit, awareness levels continue to be low in some areas, particularly for those new households claiming, there has 
been increasing communication from the DWP which have focused and targeted to areas as they go live for those likely to be affected.  Whist 
awareness overall has increased in part due to steps taken as part of our previous strategy, in some areas this continues to be at lower levels 
that would have been hoped. There is a continued need to raise awareness on the fundamental changes to those who will be affected.  
Ensuring those affected and likely to be affected in the future understand the changes, how they will affect them and importantly, how they can 
prepare continues to be key to our approach.

Managing the Financial Impacts

The potential financial impact of welfare reform on both EKH and the Councils HRA business plans is significant, so ensuring we are continuing 
to be well placed to manage the financial risks is a top priority. As well as collecting income efficiently, we will need to have effective early 
intervention on arrears and minimise void levels. 

Sustaining Tenancies & Communities

Experience so far has shown that in many cases intensive work is required with some residents to ensure sustainable tenancies, this support is 
most effective when it is constant, personal and sustained providing support for tenants with IT skills, budgeting support, interim emergency 
help through the waiting period and to develop a rent first focus when tenants are faced with competing demands for the payment once 
received.  
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Theme: Maximising resident awareness

Objective Task Area Lead 
Officer/s

Timescale Update

1. Increase resident awareness & 
understanding of the benefit 
changes

On-going promotion of changes 
including: 

a) Leaflets, letters and 
social media (timed as 
appropriate) 

b) Promotion and sign 
posting of residents 
through social media 
and our website.

All, timed to 
coincide with 
the launch of 
UC in their 
area, and also 
ongoing to 
raise 
awareness for 
new claimants.

Resident 
Involvement 
Team.

Benefits & 
Money Advisors

Timed with 
roll out and 
on-going

We have continued to 
work with the DWP and 
other partners to promote 
and signpost residents to 
relevant information. With 
information being 
available on our website 
through tenants, Councils 
and tenants effected.
COMPLETE

2. Identify tenancies with potential 
personal budgeting support 
needs

Through the sign up process 
identifying higher risk tenancies 
who may need signposting and 
additional budgeting support. 
Which may include referral to the 
specialist Benefits & Money 
Advisors.

All
Ongoing At sign up or as part of 

normal housing 
management functions 
households who require 
additional support are 
identified and if 
appropriate are referred to 
the Advisors or the 
Sustainment Team.
COMPLETE

3. Revise the Organisations 
Operating Model to place 
increased focus on supporting 
households to sustain their 
tenancies.

To roll out the revised Operating 
Model across EKH to reduce 
duplication and improve 
consistency?

All
Director of 
Customer 
Services

October 2017
New operating model was 
adopted by EKH with a 
focus on helping 
households to maintain 
their tenancies. 
COMPLETE
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4. To Implement a new structure to 
support the sustainment of 
tenancies.

New structure to be in placed 
with an increased emphasis on 
support, and sustainment where 
relevant. With a focused and 
proactive approach to customer 
contact.

All
Director of 
Customer 
Services

October 2017
Revised structure to 
reflect operating model 
was put in place in Oct 
2017. Service now has a 
dedicated Sustainment 
Team to support 
households to maintain 
their tenancies. In addition 
to which the dedicated 
Customer Contact Team 
is also in place.. 
COMPLETE

5. Use a variety of mediums to 
reach all relevant audiences 

External email and text 
marketing to eligible tenants
General emails and text 
messages will be sent to new 
and existing tenants with the key 
messages and useful links to 
online UC Information

All Operations 
Manager

Income Team 
Leader

Reviewed Use is made of emails, 
letters and text messaging 
with relevant information 
and advice.
COMPLETE

6. Continue to ensure relevant  
stakeholders are informed about 
the changes, particularly our 
own front line staff

External and internal stakeholder 
updates, including those to 
Client Council’s, Residents, 
Resident groups staff updates 
and training.

All Operations 
Managers/ 
Director of 
Customer 
Services

On-going Updates and information 
is provided to staff 
through team meetings, 
Corporate Team Talks  
and lunch and learn 
session. Updates are 
provided to Resident 
Groups, client Councils 
etc. Information also 
provided to client councils 
officers and Members.
COMPLETE 
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7. To work with organisations and 
support services to raise 
awareness of support, advice 
and assistance available for 
residents. 

To promote the availability of 
advice and assistance services

All Operations 
Managers

Ongoing The Tenancy and 
Sustainment Team is now 
established and take 
referrals from a variety of 
paths and from tenants 
that may have some 
difficulty in managing the 
terms of conditions of 
their tenancy. ONGOING

8. Continue to promote 
opportunities across 
communities for the 
development IT and social 
media development 
opportunities. 

To sign post, promote and 
advise both community wide and 
targeted advice on the 
availability of opportunities to 
improve skills and awareness.

All Resident 
Involvement 
manager

Operations
Managers

Ongoing We work with residents to 
provide targeted advice 
on the assistance that is 
available. Updated social 
media with UC 
information and link to 
internet. ONGOING
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Theme: Minimising the Financial impacts

Objective Task Area Lead Officer Timescale Update
12. Understanding the financial 

impacts Universal Credit is having 
on the organisation

Develop quarterly reporting 
cycle that identifies the impact 
of the individual impacts of the 
pending welfare reform changes

All Income Team 
Leader/Director 
of Customer 
Services

This is an on-
going action as 
part of formal 
reporting 
mechanism.

Regular and ongoing 
monitoring and reporting 
arrangements in place, 
which has led to client 
Councils reviewing the 
level of resources 
currently in place for 
2019/20. Weekly 
automated system 
report of UC cases now 
created for 3 areas with 
roll over to Thanet when 
goes live on Northgate. 
This information has 
been used by clients to 
inform the development 
of their Business Plans.
COMPLETE
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3. To review our procedures which 
the support the changing needs 
of the customer base and 
maximise the income recovery 
levels as part of the introduction 
of the new Structure

A review of our rent arrears 
procedures to ensure they 
remain fit for purpose.

All Operations 
Manager 

New processes have 
been created to allow for 
UC and payment of rent 
monthly in arrears. 
These include initial UC 
letter, contact of all new 
tenants within 2 weeks, 
delaying issuing of 
Notices, APA and DHP 
applications where 
applicable, referrals to 
sustainment for support 
and arranged for UC 
schedule to be sent 
electronically for Dover 
from Feb 19 and to then 
be rolled out to other 3 
areas. COMPLETE

14. Establishing a dedicated Tenancy 
Sustainment Team

To complete the restructure to 
establish the dedicated team to 
focus on providing advice and 
assistance to our most 
vulnerable residents 

All Operations 
Manager 

November 2017   Dedicated Team 
established.
COMPLETE

15. Support the Councils to inform 
their Business Plans with robust 
sector data

Review best practise within the 
sector and support the Councils 
in their need to refresh their 
HRA Business Plans

All Director of 
Customer 
Services

On going 
/Annually

Regular information, 
reports and monitoring 
information has been 
provided to client 
Councils to allow them 
to develop their 
Business Plans. 
COMPLETE
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16. Offer a wide range of suitable 
payment opportunities for 
tenants, with a focus on direct 
debt to assist households with the 
effective management of their 
budgets.

Have information available to 
assist households with 
establishing appropriate 
payment methods for both rent 
and other outstanding debts or 
charges.

All Income Team 
Leader 

April 18 A range of payment 
opportunities are made 
available by the 
Councils. Some are 
discouraging over the 
phone payments which 
may disadvantage their 
arrears figures.
COMPLETE

17. Work with partners to ensure 
messages to tenants are not 
conflicting

Meet with EKS to understand 
what their approach will be for 
UC claimants for Council Tax 
collection 

All Income 
Manager

On going Regular monitoring 
meetings are in place 
and take place with 
clients, DWP and EKS.
COMPLETE
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Theme: Sustaining Tenancies & Communities

Objective Task Area Lead Officer Timescale Update
18. To understand our customer base 

better to aid the targeting of 
resources

Improve our customer insight 
data to aid the identification of 
those tenants most at risk from 
the changes (UC & capping)

All Insight Manager May 18 Work has not 
progressed due to the 
method of roll out 
adopted by DWP.
ACTION CLOSED

19. To work with Council’s 
Housing Options Teams to 
agree a protocol to allow for 
early intervention and support 
from the Council’s in order to 
prevent homelessness.

All Director of 
Customer 
Services

Feb 2018 Referral Process agreed 
with Housing Options 
Teams which is now in 
place.
COMPLETE

20. Work to understand other 
agencies service provision to 
enable effective partnership 
working and signposting

Review liaison arrangements 
as Housing Benefit is wound 
down and UC introduced

All Income Team 
Leader

May 18 Regular monitoring 
meetings are in place 
and take place with 
clients, DWP and EKS.
COMPLETE

21. Develop a service in association 
with our Client Councils focused 
on tenancy sustainment.

To explore the increased 
provision of tenant 
accreditation and pre-tenancy 
training, prevention funding 
and behaviour agreements.

All Director of 
Customer 
Services

April 2018 Following discussions 
with client Council they 
have agreed to develop 
this and work is being 
progressed by client 
Councils.
ACTION CLOSED

22. Plan to review processes in light 
of the Homelessness Reduction 
Act 2017

To develop a consistent 
approach to ensure 
compliance with the revised 
duties on Local Authorities in 
respect of reducing 
homelessness.

All Director of 
Customer 
Services

April 2018 Process was reviewed in 
association with Client 
Councils Options Team, 
agreed referral process 
remains in place.
COMPLETE
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