HOUSING MANAGEMENT FORUM









Meeting: 14th June, 2012

at 2.00 p.m.

PRESENT:- Councillors Barlow, Hamilton, Irwin, Johnston, Murray, Pointer, Richardson and Williams.
Tenant Representatives:- Mr W. McEwan, Mrs C. McFadyen, Mr A. McIntosh and Mr W. Ward.
1 – Appointment of Chairman for 2012/13

The Chief Executive reported that the Council on 15th May, 2012 had appointed Councillor Hamilton as the Chairman of the Housing Management Forum.  However at the Executive Committee on 28th May, 2003 (Minute No. 216 refers) it had been agreed “that a Member Chairman for the purpose of Housing Management Forum be appointed by Council for the purpose of recognising responsibility but retaining the Forum’s freedom to appoint an alternative Chairman for meeting management if it so wished”.  Nominations were requested for the appointment of Chairman for meeting management.

The nomination of Mrs P. Charnley was moved by Councillor Williams and seconded by Councillor Richardson.

The nomination of Councillor Hamilton was moved by Councillor Pointer and seconded by Councillor Johnston.

There being no further nominations, the vote was recorded as follows:-

Mrs P. Charnley, 5 for and 6 against.

Councillor Hamilton, 6 for and 4 against.

RESOLVED:- That Councillor Hamilton be appointed Chairman of the Housing Management Forum for 2012/13.

COUNCILLOR HAMILTON IN THE CHAIR

2 – Minutes

The Minutes of the meeting held on 1st March, 2012 were taken as read and confirmed.
3 – Apologies for Absence/Changes in Membership
Apologies for absence were submitted from Mrs P. Charnley and Mrs K. Warne.
4 – Appointment to Representatives to Working Groups etc.
The Chief Executive reported that at the Annual Council meeting on 15th May, 2012 the allocation of seats in respect of Forums, Panels, Working Groups etc. had been agreed.

The Housing Management Forum were requested to nominate Members and Tenant Representatives to the Tenant Compact Working Group and the Homelessness Funding Working Group for 2012/13. Three Member representatives by proportionality indicated in the report and three Tenant representatives were required for the Tenant Compact Working Group and two Member representatives by proportionality indicated in the report and two Tenant representatives were required for the Homeless Funding Working Group.

RECOMMENDED:- That the memberships for 2012/13 be as follows:-

Tenant Compact Working Group

Council Representatives (2:1) Councillors Barlow, Hamilton and Williams.
Tenant Representatives – Mrs P. Charnley, Mr W. McEwan and Mr A. McIntosh.

Homelessness Funding Working Group
Council Representatives (2:0) Councillors Hamilton and Pointer.

Tenant Representatives – Mrs P. Charnley and Mr A. McIntosh.

5 – Housing Services Delivery Plan 2012/13

The Housing Manager submitted a report requesting Members to note the progress of the 2011/12 Key Tasks and to agree the Key Tasks for the Housing Service for 2012/13, full details of which had been provided as an appendix to the report.
The Key Tasks would form the focus of the service’s work during the year and help to achieve the Housing Service’s vision to “provide well-maintained houses and estates where people choose to live”.

It was noted that there had been a number of significant changes to the framework in which Social Housing was funded and managed and the regulation of the service, as included in the Localism Act and that these changes had been used to direct the proposed Key Tasks for 2012/13 which included:-
· Prudential financial management to ensure financial resources were used effectively and with regard to value for money;

· Providing excellent customer-focused and accessible services; and

· Involving and Empowering Residents.

RECOMMENDED:- That Members note the progress on the 2011/12 Key Tasks and agree the Key Tasks for 2012/13.

6 – Welfare Reform Action Plan

The Business Support Manager had submitted a report advising the Forum of the changes to Welfare Benefits, including Housing Benefit which were to be introduced from April 2013 and would have an impact on the management of the Housing Service.  

She reported that in considering the Council's approach it was important to balance the responsibilities of the Council as a landlord and the wellbeing of tenants.  

It was noted that as at 31st March 2012, the Housing Service had collected 75% of its income from Housing Benefits.  At 2012 rents this would equate to £7.1 million.  Of the current 2700 tenancies, 2039 currently received some form of Housing Benefit.

The removal of direct payment to the Council would be a challenge to the Housing Service and consideration needed to be given on how the Council could assist its tenants to budget their Universal Credit and to understand the various payment options available to them to pay their rent, many of whom may not have had to do so in the past because of the previous arrangements with Housing Benefit. 

The Department of Work and Pensions had confirmed that all payments to customers in receipt of Universal Credit would be made electronically.  With reference to research by the Chartered Institute of Housing they suggested that around 70% of social housing tenants did not have a basic bank account.  If applied to the Council’s tenant base it would suggest that around 1,890 households did not have a bank account. 

In view of the above, the Business Support Manager had suggested that as a Local Authority Social Landlord, the Council had a responsibility to adopt an approach to helping its tenants in terms of financial awareness and budgeting skills as contained in the recently agreed Income Policy.

A detailed Action Plan proposing the actions to be taken with regards to the introduction of Universal Credit had been appended to the report.
RECOMMENDED:- (i) To note the information contained in the report and in particular the potential risk to the Housing Service’s Income; and

(ii) To agree the proposed Action Plan.

7 – Tenant Incentive Scheme

The Business Support Manager submitted a report requesting the Forum to consider introducing a Tenant Incentive Scheme (TIS).  The objective of developing a TIS was to promote, encourage and reward tenants in their role in contributing to positive tenancy management and the contribution they make to their communities.

She reported that following a recent enquiry to the Leader of the Council, he had requested her to prepare a report to consider introducing a TIS.  It was noted that it would be appropriate to give consideration to the introduction of a TIS which would be in keeping with the aims of the Social Housing Reforms introduced under the Localism Act.

Under the Localism Act there was increased scope for tenants to have considerably more influence in relation to repairs and maintenance through the development of a tenant cash back scheme in which tenants would be rewarded for undertaking minor repairs.  

Whilst the Council had not previously adopted a TIS, such schemes would now more widely used by Social Landlords as a means of improving housing management services.
It was noted that the Council had, on an ad-hoc basis, introduced a small number of initiatives to encourage positive tenancy behaviour.  Examples of which included a scheme to encourage tenants to provide feedback following completion of a repair and in 2011 the Council had run a six month trial incentive scheme to increase Direct Debit payments.  In this instance the offer had been a monthly draw of 3 x £50 retail vouchers.  The Council had started with 295 Direct Debit payers which rose to 467 and now at averaged at 422.  In the same period arrears as a percentage of rent owed had reduced marginally.

Members had been requested to note the following:-

· Every void incurred around £2,500 in cleaning, repair, rent loss and management costs;
· Welfare Reforms imposed penalties on tenants who under occupied dwellings.  At present the Council had 526 tenants who could potentially be affected by this change;
· Current Tenant Arrears were £204,000 (756 accounts).  80% of the Council’s tenants received Housing Benefit.  This equated to 70% of the Council’s income.  The introduction of Direct Payments (Universal Credit) would substantially increase the Council’s exposure to debt.

The following reward schemes had been recommended:- 
1. Good Tenant

Clear rent account for 6 weeks* or
Maintaining arrears payment plan for 12 weeks or

Access for gas inspections or

Direct Debit payments

Return of survey (drawn after survey)

Quarterly prize draw 1 x £100, 2 x £50 (High Street vouchers)

Enhanced maintenance programme; e.g. choice/additional units if all of the above are maintained.

Cost: £1,000 per annum

* Further consideration needed for tenants on full Housing Benefit or owed Housing Benefit until Direct Payments are introduced.
2. Good Neighbour

Nominations by residents, validated by Housing Officer

Quarterly £25 to spend on flowers, wine or chocolates

Cost: £100 per annum

3. Goodbye

’Thank you’ payment to tenants who meet our conditions when ending their tenancy with us

£300 (High Street vouchers)

Assumptions

10% off all voids 
-21

Void Cost

£52,500

Payments

£6,300

Potential Benefit
£46,200 per annum

4. Downsizing

For tenants downsizing by one bedroom or more and from 3 & 4 bedroom properties.
· Higher priority for re-housing/direct offer of suitable properties (consistent with Cumbria Choice policy)

· Removals *

· Decoration and Flooring Vouchers *

· Supply of white goods such as cookers, washing machines and fridges * 

· Disconnection/reconnection of white goods i.e. electric cooker and washing machine*

· To a maximum value of £1,000.
Assumptions

Under occupiers
526

5% wishing to move
  26

Cost: £26,000 per annum

Costs/Benefits
It was expected that the schemes 1-3 would be at least self financing and that at best the ‘goodbye’ incentive would make a sufficient saving to fully support scheme 4.

Implementation Strategy

In agreeing the proposals outlined in this Report, Officers in conjunction with the Tenant Compact Working Party, would:

· Develop a simple process to identify ‘good tenants & neighbours’;
· Develop process to recognise tenants who qualify for a ‘goodbye’ payment;
· Advertise and publicise the scheme;
· Develop clear terms and conditions and rules relating to conditions of entry and the draw;
· Regular reviews of progress and reports to committee;
· ‘STAR’ survey of tenants to assess their awareness of the schemes and their preferences for rewards; and
· Consider the development of a cash-back scheme for tenants undertaking minor repairs. 

RECOMMENDED:- (i) To note the information contained in the report;

(ii) To approve in principle a Tenant Incentive Scheme on the scale and in the areas outlined in the report which were appropriate to this Council and its tenants and delegate responsibility to develop the necessary procedure and practices to process the matter with the Tenant Compact Working Party; and
(ii) To agree the implementation strategy.

8 – Request to Purchase Ad-hoc Land: Griffin Estate and Tummerhill Estate
The Housing Manager submitted a report in respect of two separate requests he had received to purchase Council-owned land adjoining property owned by the applicants.
He advised the Forum that he had delegated authority (by virtue of Executive Committee 1st October, 2003) to consider and agree where appropriate the sale of ad-hoc land adjoining gardens of owner-occupiers living on Council estates.  However, should a potential purchaser wish to appeal his decision they had the right of appeal through this Forum.  

In the case of the two applications received, the Housing Manager had suggested to the Forum that it would be inappropriate to sell the land as in both cases the areas of land in question formed part of a larger green area on the estates concerned and to sell them would be to the detriment of the original design of the estate and the benefit of the green areas provided.  

Attached as appendices to the report were plans showing the areas of land in question at number 43 Westminster Avenue and 65 Pennine Gardens.

RECOMMENDED:- To agree to decline the requests to purchase ad-hoc land at both sites (43 Westminster Avenue and 65 Pennine Gardens) as both areas of land in question formed part of the larger green area provided for the benefit of the community on both estates.

9 – Changes to Housing Regulation
The Community Involvement Manager had submitted a report informing the Forum of the changes to the Housing Regulation which came into force on 1st April, 2012.  

In April 2012, the responsibility for housing regulation had been passed from the Tenants Services Authority (TSA) to the Homes and Communities Agency (HCA). 

The new regulatory framework had been developed from the Housing and Regeneration Act 2008 as amended by the Localism Act 2011 and remained set around the principle of co-regulation, encouraging providers to undertake robust self-regulation which incorporated effective tenant involvement. 

The key changes to the Consumer Standards were as follows:-

· There was a greater focus on local resolution of complaints and disputes, including a role for tenant panels in resolving complaints;
· There was an increased scope for tenants to have considerably more influence in relation to repairs and maintenance through the development of a tenant cash back scheme in which tenants would be rewarded for undertaking minor repairs;
· There was a greater focus on promoting mutual exchange to assist tenants in moving to properties appropriate to their housing needs; and
· Local authorities would have flexible tenure options (shorter fixed term tenancies of not less than 5 years or by exception tenancies of not less than 2 years, in addition to any probationary period) if they chose to use them and must have clear and accessible lettings policies detailing the types of tenancies granted.
It would be appropriate with the changing regulations that the Council considered its current tenant involvement policy and procedures.  However, it had recently been agreed that the Council’s Overview and Scrutiny Committee included tenant involvement as a topic of work for the current financial year.  It was therefore suggested that any action to amend the current tenant participation processes be delayed until after the work of the Overview and Scrutiny Committee was completed.

RECOMMENDED:- (i) To note the information regarding the changes in regulations; and

(ii) To agree that consideration as to what changes needed to be made to the tenant involvement practices be delayed until after the work of the Overview and Scrutiny Committee was completed.

10 – United Utilities Reward Offer

The Business Support Manager submitted a report advising the Forum that the Council had been approached by United Utilities with a proposal under which the Council would collect their water charges in return for a fee.  She requested Members’ views on whether they considered it would be prudent for the Housing Service to take advantage of an incentive scheme which could provide additional income to the Housing Revenue Account for the benefit of its customers.  

The potential benefits to Housing and its customers were:-
· £10 incentive discount per customer;
· £26 per property collection fee (£92k) per annum;
· Opportunity to increase the number of tenants who paid by direct debit as United Utilities offered a £5.00 discount incentive and achieved a take up of 30% compared to the Council’s 10%; and
· Opportunity for Housing Officers to offer customers advice on the benefits of changing to waters meters as one and two bedroom flats would probably reduce their water charges.

It was noted that the water charges would be added to the rent account as a separate rent element and collected alongside rents and other service charges.  United Utilities would invoice the Council once per annum.  The fee had agreed provision for void properties and bad debt.

The Business Support Manager advised the Forum that she had carried out an initial mapping exercise which provided the profile of benefits.  However there would several actions required before the proposal could move forward including:-
· Consultation with Tenants (including Leasehold Tenants);
· Amend (if required) Tenancy Agreement;
· Assessment of the impact of Universal Credit/direct payments;
· Provide Members with a detailed cost/risk of the proposal for approval; and
· Ensure that the legal agreement was properly reviewed.

RECOMMENDED:- To agree to the Business Support Manager investigating further the benefits of the United Utilities Reward Offer and presenting a further report as to whether to participate or not.
11 – Housing Management Performance Report
The Business Support Manager submitted a report indicating the end of year performance information as follows:-
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Background
The indicators had been agreed on 20th January, 2011 and reflected the Housing Management’s overall efficiency, customer satisfaction and compliance.  The targets shown were the Housemark 2010/2011 ‘median’ or average cross sector performance scores which had been used to provide a useful benchmark.

The Value for Money section could not be completed until final accounts were available.  Both the targets for 2012/13 and the Value for Money section would be updated in the first quarter Housing Management Performance Report (30th August, 2012). 

The Customer Satisfaction section would be updated following the ‘STAR’ survey in the autumn.
It was noted that three significant factors may have adversely impacted upon the performances this year, namely:-
· The introduction of Choice Based Lettings;
· The changeover in main repair contractor; and
· The downturn in the economy.
Strengths

It was noted that overall Arrears performance had improved though Current Tenant Arrears had increased by £26k, it still fell within target and needed to be considered as part of the total debt of current, former and gross write offs which collectively had fallen by £24k.
Gas Safety, Decent Homes and SAP rating measures had all improved this year and were better than target.
Homelessness advice cases had seen a 56% increase and a reduction in the numbers going on to make a homeless application.

Weaknesses 

It was noted that the Responsive and Void repair performances were down significantly on the previous year which could be attributed to a fall off in performance of the outgoing Contractor and teething problems with management and IT systems with the new Contractor.  Measures which had been proposed and agreed in January were now in effect and there appeared to be an improvement.
Other performance measures suggested that the Council had a much higher than average ratio of emergency/urgent repairs (61% v 47%) to all Tenant Demand repairs and a higher ratio of repairs per property compared to the norm (4.2 v 3).  Both of those factors increased pressure on Contractor’s delivery times and on cost. 

Rent loss due to dwelling, garage and shop voids had risen.  Relet time for dwellings increased from 28 to 37 days. 

RECOMMENDED:- (i) To agree to see through the current sanctions with the repair Contractor VINCI and closely monitor their performance;
(ii) To agree to apply additional resource and support to reduce the number of Responsive and Void, Tenancy Turnover and prevent arrears in line with the Income Management Policy;

(iii) To agree to include additional measures to monitor volume and priority of Responsive (Tenant Demand) repairs; and

(iv) To agree to the removal of the vulnerable people measure as the Council no longer provided that service.

12 – Planned Maintenance Programme 2012/13

The Housing Manager reported information relating the Planned Maintenance Programme for 2012/13.  The information is attached at Appendix A to these Minutes.

RESOLVED:- To note the information.

The meeting closed at 2.43 p.m.
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Actual 





Performance Indicator





Actual 





2009/10





Actual 





2010/11





Actual 





2011/12





Target 





(Median)





Satisfaction





Percentage of tenants satisfied with the 





landlord's services overall 





87%





87%





87%





83%





Percentage of tenants satisfied with repairs 





and maintenance 





88%





88%





88%





79%





Percentage of tenants satisfied that their 





views are taken into account 





76%





76%





76%





64%





Percentage of new tenants satisfied with 





the allocation and letting process





NA





NA





NA





Percentage of residents satisfied with 





estate services 





81%





81%





81%





82%





Value for Money - 





Direct Costs per property 





Actual 





2008/9





Actual 





2009/10





Actual 





2010/11





Actual 





2011/12





Major & Cyclical works 





1,231.3





£    





 





£1,406





£1,294





£1,241





Responsive Repairs 





606.8





£       





 





£400





£455





£424





Void Repairs





93.1





£         





 





£132





£144





£176





Rent Arrears & Collection





68.1





£         





 





£68





£53





£71





Community Involvement





26.7





£         





 





£31





£27





£46





Anti Social Behaviour





25.9





£         





 





£37





£29





£38





Neighbourhood Mgt (Estates/Tenancy 





mgt.)





101.3





£       





 





£95





£34





£66





Housing Options





53.8





£         





 





£45





£43





£37





Leasehold





7.4





£           





 





£31





£50





£136





Total staff turnover 





5.1%





8%





10.3%





7.0%





8%





Ave. working days lost / sickness absence 





11.3





14.0





22.3





14.0





10.5





Housing Property





2010-11





Dispersed





2011-12





Dispersed





HSE





1293





0





1290





0





FLATS





1251





10





1258





10





BUNGALOWS





156





0





157





0





TL DWELLINGS





2700





10





2705





10





LEASEHOLDS





202





202





GARAGES





484





0





484





SHOPS





21





0





20





SOLD PROPERTIES 





2010-11





No





2011-12





No





HSE











4











3





FLAT











2











1





LAND

















1





TL











6











HOMELESSNESS





Actual 





2008/9





Actual 





2009/10





Actual 





2010/11





Actual 





2011/12





Homeless aver. days in temporary dispersed 





accommodation





56





47





46





59





Homeless aver. days in temporary B&B 





accommodation





18





22





31





20





Homeless Total Cases Closed





616





752





Homeless Advice





216





339





Homeless Prevention 





NA





NA





174





114





Homeless Applications





226





185





Homeless Successful Preventions





NA





NA





146





85





Eligible Homeless (Owed a full duty)





NA





NA





27





29





HOUSING REGISTER





Actual 





2008/9





Actual 





2009/10





Actual 





2010/11





Actual 





2011/12





Applicants on housing register





56





1700





Cumbria Choice Register





1745
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Actual 

2008/9

Actual 

2009/10

Actual 

2010/11

Actual 

2011/12

Target 

(Median)

£ Rents Collection 

£ Rent collected 

£8,278,622

8,546,587

£  

 

£8,738,448

£9,134,875

9,141,931

£  

 

Rent collected as % of rent due

97.57%

98.46%

103.47%

97.62%

99%

£ Current Arrears (dwellings)

£219,901

£165,452

£155,726

£181,230

£175,679

£ Former Arrears (dwellings)

£150,501

£123,432

£103,418

£92,499

£128,081

Write Offs (Gross)

£146,643

£129,709

£114,706

£75,538

£42,803

Tenants evicted for rent arrears

24

18

13

6

6

Current tenants arrears % of rent owed

2.59%

1.91%

1.79%

1.96%

3.16%

Former tenants arrears % of rent owed

1.77%

1.42%

1.18%

1.02%

1.29%

£ Rent arrears Garages

£4,500

£4,094

£3,289

£1,824

3,750

£         

 

£ Rent Arrears Shops

£29,714

£28,131

£27,524

£16,602

25,000

£       

 

Void management

Tenancy Turnover %

10.3%

8.05%

Total number of re-lets during the period 

benchmarked 

268

278

217

No. of Voids 

378

281

264

227

218

Average relet time for dwellings (days)

30

31

28

37

28

£ rent loss through vacant dwellings

116,363

£   

 

101,530

£     

 

£85,909

100,227

£   

 

109,685

£     

 

£ rent loss due to vacant garages

£4,873

£4,907

£5,098

4,500

£         

 

£ rent loss due to vacant shops

£4,253

£4,844

£16,546

4,000

£         

 

%  properties accepted on first offer

NA

NA

73.9%

86.4%

70%

Loss per Void (Rents, Repairs, Mgt & 

Arrears)

NA

NA

2,556

£      

 

2,846

£       

 

£2,000

Maintenance

No. Repair Orders issued (Tenant 

Demand)

10644

13,068

10,890

11,587

9,197

Responsive & Void repairs per property

4.2

4.3

3.4

P1 & P2 as a % of total repairs

NA

NA

50.5%

61.7%

47.5%

% all responsive repairs completed on time

NA

81%

92.5%

87.3%

96.3

P1 % emergency repairs completed on time

89%

97%

98.9%

94.6%

96.7

P2 % urgent repairs completed on time

78%

88%

89.6%

78.9%

94.6

% routine repairs completed on time

79%

93%

90.6%

85.0%

94.1

Average end-to-end time for all reactive 

repairs (days)

7.2

12.6

12.6

12.25

8.2

Percentage of repairs completed 'Right First 

Time' 

NA

NA

NA

78.5

88.8

Appointments kept as a percentage of 

appointments made 

NA

97%

97.13

77%

96.8

Appointments made as a percentage of 

repair orders (exc gas & voids)

NA

100%

100%

NA

94.1

Percentage of dwellings with a valid gas 

safety certificate 

97.9%

99.5%

99.2%

99.89%

99.8%

Percentage of homes that fail to meet the 

Decent Homes Standard 

0.2%

0%

0.0%

0.0%

0.2%

*Average energy efficiency rating of 

dwellings (based on SAP 2005) 

75.4%

76.20%

68.3

69.2

68.90%

Equality & Diversity

ASB cases reported

126

213

85

82

143

Percentage of closed ASB cases that were 

successfully resolved 

NA

13.1%

72%

91%

88%

% Vulnerable people achieving independent 

living

61.7%

87%

97%

100%

77.2

% Diversity Information : Age

100%

99.90%

99.88%

100%

100%

Gender

100%

100%

100%

100%

98%

Ethnicity

24.8%

66.90%

94.70%

95%

75%

Disability

24.8%

42.40%

44.59%

100%

75%

Sexuality

24.8%

43%

41.70%

56%

55%

Religion or belief

24.8%

43%

43.05%

57%

55%

Percentage of Stage 1 complaints upheld 

0

NA

25%

22%

NA







