HOUSING MANAGEMENT FORUM








Meeting: 17th January, 2013
at 2.00 p.m.

PRESENT:- Councillors Hamilton (Chairman), Irwin, Murray, Pointer and Richardson.
Tenant Representatives:- Mrs P. Charnley, Mr W. McEwan, Mr A. McIntosh and Mr W. Ward.
22 – Minute Silence

The Chairman requested Members to stand and observe a minute silence as a mark of respect for former Councillors’ Mr and Mrs Waiting’s Son, Sean Waiting who had sadly passed away recently.
23 – Minutes

The Minutes of the meeting held on 29th November, 2012 were taken as read and confirmed.
24 – Apologies for Absence/Changes in Membership
Apologies for absence were submitted from Councillors Barlow, Johnston and Williams and Tenants Representatives Mr M. Burton, Mrs C. McFadyen and Ms K. Warne.
25 – Housing Maintenance Investment Programme 2013/14
The Housing Manager submitted a report to agree the spend profile for 2013/14.  The proposed profile and priorities had been based on the agreed Five-year Asset Management Strategy 2010.  The report provided details of progress during the current year and had regard to operational issues that had emerged during the delivery of the on-going programme.

It was noted that the 2013/14 Investment Programme had been funded from the Housing Revenue Account.  The principles adopted in drafting the programme continued with the previously agreed targets set out in the 2010 Asset Management Plan (AMP) and sought to ensure:-
· That the Council maintained the Decent Homes Standards;

· That the aspirations of Tenants were considered and incorporated within the Programme; and

· To work collaboratively with other housing providers and Contractors to improve delivery of planned and responsive repair services.

The plan also established the following targets:-

(i) Increase % of Sedbuk A rated boilers from 44% to 75% by 2015


Actual boiler percentage increase forecast by 31/3/2013 = 81%;

(ii) Increase % of bathrooms less than 15 years old from 40% to 60% by 2015


Actual bathroom percentage increase forecast by 31/3/2013 = 68%; and

(iii) Increase % of kitchens less than 15 years old from 40% to 60% by 2015


Actual kitchen percentage increase forecast by 31/3/2013 = 91%.

The programme reflected the need to satisfy Decent Homes requirements and was based on the results from the independent Stock Condition Survey completed in March 2010.  

Delivery of the investment in key components had progressed quicker than originally suggested in the AMP agreed in 2010.  It would now be possible to complete the five-year plan in 2013/14 a year ahead of what was originally proposed.

Officers were currently reviewing the remaining properties to be completed in 2013/14 and would publish the areas to benefit from investment shortly. 

1. Progress during the Current Year 2012/13

All planned investment works had generally progressed satisfactorily during the year.  The re-pointing work on Walney was scheduled for completion by the end of March 2013.  Due to the need to liaise with leaseholders, the planned roof replacement programme on the Griffin estate had fallen behind schedule however, a suitable Contractor had been appointed via the Cumbria Housing Partner (CHP) framework and work would commence this financial year.  

Similarly the appointment of a Contractor to complete balcony repairs had also fallen behind schedule and works would not be completed by this year end. 

Investment via CHP has continued to be an effective delivery method in terms of value for money, compared with historical costs.  Additional efficiencies had been made through improved delivery by providing a streamlined approach to the management, administration and monitoring of the contracts.

Progress on delivery would continue to be reported to this Forum on a regular basis through the Information Report.

The table below provides an indication of the number of properties that have benefited from the more significant Investment Plans and would be updated where appropriate at year end.

	Type of Work
	No of Properties due for improvement in 2012/13
	No of Properties estimated to be completed by 31/3/13

	Kitchens
	200
	273

	Bathrooms
	100
	158

	Central Heating
	160
	240

	Rewires
	90
	90 

	Painting
	350
	348

	Minor Adaptations
	100
	101

	Major Adaptations
	100
	69


It was normal practice when presenting this report to provide an update on the number of properties failing the decent homes standard.  The assessment was based on information provided by the independent Stock Condition Surveys carried out in 2006 and 2010.  The updated property records of the investment work completed since the survey indicated that the current position was:

	
	Number of properties failing the  decent homes standard
	Percentage of Stock

	Baseline survey 20.6.2006
	509
	18%

	as at 1.4.2009
	6
	Less than 1%

	as at 7.6.2010
	32
	1%

	as at 31.12.2012
	0
	0%


2.
Suggested Investment Profiles for 2013/14
The Housing Manager submitted a proposed investment profile for 2013/14 which is attached at Appendix A to these Minutes
The profile followed the “sustainable” investment model identified in the 2010 AMP and built on existing priorities to upgrade kitchens, bathrooms, heating and electrical circuits.

The HRA baseline model allocation for 2013/14 was:-
Maintenance Allowance
(per property £1099.43)
£2,967,370

Other Planned works 




£   360,996


Major Repairs

(per property £705.79)
£1,904,924



Total                                  



£5,233,290

With reference to the HRA report (Minute No. 28) a sum of £360,996 had also been included and was identified in the profile as Other Contractors Planned Works.  These monies were as a result of the new self-financing arrangements.  Whilst they have been shown in the profile, a further report would be brought to the Forum to consider options for the investment of those funds during the year and, in particular, following review of the STAR survey results.

Members had been requested to note that, within ‘Other Planned Maintenance’:

· Additional resources had been identified for ‘Void Major Improvement Works’.  This had been identified to respond to the operational experiences of managing void property and to have the flexibility to consider completing additional investment whilst a property was vacant.  A review of void standards would be progressed and a further report would be provided for consideration on this matter; and

· Resources had been identified to improve security at Raglan Court.

Members had also been requested to note that £300K and £50K had been identified in 2012/13 respectively to commence roof replacements and balcony repairs as referred to above.  Due to the delays in progressing these contracts, the first phase would not be completed in the current year.

The resources identified which were not spent in this financial year would move into reserves.  Members had therefore been requested to agree that monies from reserves be used in 2013/14 to ensure both contracts were completed in the year. 

3.
Progressing the Planned Investment Works
The majority of the planned works had been delivered through the Housing Service’s arrangement with CHP.  

A four-year framework had been established and in 2011 a series of ‘mini-competitions’ had been completed to appoint suitable CHP Contractors to undertake investment programmes.  Officers recommended continuing with these arrangements. However, Members had been requested to note that as a ‘customer’ of CHP, it may be the case that the Council has to limit the value of work completed through the CHP framework in order not to compromise the ‘mutual status’ of CHP.  Should that become an issue then the Housing Manager would report further at a later date with alternative delivery arrangements. 

RECOMMENDED:- To agree the following:-

1.
Note the progress on achieving and maintaining the Decent Homes Standard shown at point (1) of the report;

2.
Agree the annual Investment Profile shown at Appendix C of the report; 

3.
Agree monies from reserves be made available to complete the Griffin roofing replacement and Hindpool balcony repairs in 2013/14; and

4.
Agree continued delivery through Cumbria Housing Partners (CHP) but note consideration to delivery by other means should the value exceed the permitted level.

26 – STAR Survey Key Findings
The Housing Manager reported on the key findings following a recent Tenant Satisfaction Survey.
In early 2011, the Department for Communities and Local Government (DCLG) had signalled the end of the regulatory requirement to carry out the STATUS satisfaction survey on a prescribed basis.  Under STATUS, housing providers had been required to compulsory survey their Tenants at least every three years. 

Housemark, a leading provider of performance improvement services, had quickly identified that many housing providers wanted to continue to survey Tenants and Residents but on a voluntary basis and sought to provide a flexible survey based upon the main features of STATUS.  Following a consultation involving 261 housing providers (including Barrow Borough Council), a new survey called STAR (Survey of Tenants and Residents) had been developed.  

Despite there being no compulsory requirement to survey Tenants, it was seen as good practice to do so and the STAR survey had been adopted by many housing providers including, Local Authorities, Housing Associations and Arms-Length Management Organisations (ALMO’s). 

The last major Tenants’ satisfaction survey that the Housing Service had undertaken was the compulsory STATUS Survey which had been commissioned in 2008.  The National Housing Federation had undertaken the survey and the results had been pleasing.

As four years had passed, in June 2012, the Housing Service commissioned BMG Research to carry out the new STAR Tenant satisfaction survey, opting for a sample postal survey which had taken place between August and October 2012.  

In total, 1,500 questionnaires and letters had been mailed out to Tenants across all Council housing estates with two full reminder mailings going out to those customers who did not or could not respond to the initial mailing.  
In December 2012, BMG Research had given a presentation of their findings to senior Housing Service Officers, Councillors and Tenant Representatives.  The full report had been uploaded onto the Council’s website and the key findings and plans going forward would feature in the Tenants Housing Matters newsletter in March 2013.
Key Findings

The response rate from the survey had been 35% (527 responses) which produced a 95% accuracy rate and meant that the Council could be very confident that the results were representative of the wider Tenant population.

Below were some of the key findings obtained through the survey which had been compared to findings recorded in 2008.  In addition, where applicable, satisfaction levels had been filed with Housemark which had enabled benchmarking against between 39 - 42 (depending on the survey question) other social housing providers who had also used the Housemark service to record their satisfaction levels across key service areas:-
· 87% of Tenants had been satisfied with the overall services provided.  Satisfaction levels had remained static since 2008.  Housemark benchmarking indicated that the Council’s performance was in the second quartile and therefore ranked 16th out of 43 landlords;

· 88% of Tenants had been satisfied with the repairs and maintenance service.  Satisfaction levels had remained static since 2008.  Housemark benchmarking indicated that the Council’s performance was in the top quartile and therefore ranked 9th out of 40 landlords;

· 90% of Tenants had been satisfied with the quality of their home.  Satisfaction levels had increased by 2% since 2008.  Housemark benchmarking indicated that the Council’s performance was in the top quartile and therefore ranked 5th out of 41 landlords;

· 85% of Tenants had found staff helpful.  Satisfaction levels had reduced by 5% since 2008.  This finding could not be benchmarked with Housemark;

· 89% of Tenants had been satisfied with the general condition of their homes.  Satisfaction levels had increased by 3% since 2008.  This finding could not be benchmarked with Housemark;

· 89% of Tenants felt they had obtained good value for money from their rent.  Satisfaction levels had increased by 5% since 2008.  Housemark benchmarking indicated that the Council’s performance was in the top quartile and therefore ranked 4th out of 40 landlords;

· 84% of Tenants had been satisfied with their neighbourhood as a place to live.  Satisfaction levels had increased by 3% since 2008. Housemark benchmarking indicated that the Council’s performance was in the 3rd quartile and therefore ranked 24th out of 42 landlords;

· 80% of Tenants felt that Barrow Borough Council Housing Service had kept them informed.  Satisfaction levels had increased by 1% since 2008.  This finding could not be benchmarked with Housemark; and

· 79% of Tenants thought that their landlord had taken account of their views.  Satisfaction levels had increased by 3% since 2008.  Housemark benchmarking indicated that the Council’s performance was in the top quartile and therefore ranked 7th out of 40 landlords.

Since the last survey in 2008, the Council had increased satisfaction levels with many of its services.  However the Council also recognised that there were areas which required improvement.  For example, there had been quite high dissatisfaction levels with the complaints service:

· Approximately, 12% of Tenants had made a complaint last year and of those, 45% had been dissatisfied with how their complaint had been handled and 47% had been dissatisfied with the final outcome of the complaint.

· In addition to this, there had been some higher than expected dissatisfaction scores on local services.  14% of Tenants had been dissatisfied with the appearance of their neighbourhood, 17% had been dissatisfied with grounds maintenance, 14% had been dissatisfied with internal cleaning and 21% had been dissatisfied with external cleaning.    

In view of these dissatisfaction levels, the Council would be working with Tenant Representatives and Councillors to develop a plan of action, targeted at service improvement areas which had been identified through the STAR survey.  This would be reported to Housing Management Forum in due course.    

Members had been informed that the full copy of the survey was available to view on the Council’s website.

It was noted that the Tenant Compact Working Party Group and Housing Services Management Group would examine the results of the survey with a view to planning service improvement and delivery where applicable.

RECOMMENDED:- To note the key findings of the STAR Survey as follows:-
· 87% of Tenants had been satisfied with the overall services provided;
· 88% of Tenants had been satisfied with the repairs and maintenance service;
· 90% of Tenants had been satisfied with the quality of their home;
· 85% of Tenants had found staff helpful;
· 89% of Tenants had been satisfied with the general condition of their homes;
· 89% of Tenants felt they had obtained good value for money from their rent;
· 84% of Tenants had been satisfied with their neighbourhood as a place to live;
· 80% of Tenants felt that Barrow Borough Council Housing Service had kept them informed;
· 79% of Tenants thought that their landlord had taken account of their views;
· Approximately 12% of Tenants had made a complaint last year and of those, 45% had been dissatisfied with how their complaint had been handled; and
· In respect of local services, 14% of Tenants had been dissatisfied with the appearance of their neighbourhood, 17% had been dissatisfied with grounds maintenance, 14% had been dissatisfied with internal cleaning and 21% had been dissatisfied with external cleaning.
27 – Performance Information Report
The Housing Manager submitted information relating to a selection of Local and National Performance Indicators and Best Value Performance Indicators.  The information is attached at Appendix B to these Minutes.

RESOLVED:- To note the Performance Information report.

28 – Housing Revenue Account 2013/2014
The Business Support Manager submitted a report to agree a Housing Revenue Account (HRA) Budget for the financial year 2013/14.  The report also provided an Expected Outturn Budget for the current year 2012/13 and information regarding balances.  Full details of the expected outturn for 2012/13 as well as the proposed HRA Budget for 2013/14 had been appended to her report.

It was noted that under self-financing introduced last year, the Council had taken on additional borrowing of £17.089M.  The Council were expected to service the cost of that debt and manage and maintain the Housing Stock to the Decent Homes Standard from the rents collected from Tenants.
It was noted that the Revised Business Plan (to take account of the actual loan profile and the comprehensive spending review) would indicate significant HRA surpluses in future, assuming that the management and maintenance costs remained stable.  The Council would therefore need to review and agree prioritising the possible applications of any surpluses: (1) accelerated debt repayment, (2) increased investment in stock, (3) investment projects where the need or the return was clearly identifiable, (4) increased levels of management services to assist with the challenges imposed by the Welfare Reform, (5) a blend of all 4.
1.
Expected Outturn Budget 2012/13
The outturn for the year forecasted net surplus of £49,640.  Key factors were:-
· HRA Income would be higher than expected;

· Dwelling rents, other services and charge income were in line with budget;

· Right to Buy sales could be higher than budgeted due to this year’s raise in the discount available which had an effect on stock levels.  A stock level of 2,696 was expected by 31st March, 2013;

· Tenancy terminations had increased by 13% in the last quarter which was mainly attributed to increases in deaths and transfers to the private sector;

· Management costs were marginally higher than budget; and

· Maintenance expenditure was in line with budget.

2.
Balances on the Expected Outturn for 2012/13


The above was likely to result in the following movement in balances.

2.1
Balance on the Major Repair Reserve (MRR) as at 

31st March, 2012 

:     £  1,601

The above funds were expected to be spent in the year and therefore the balance on MRR at year end would be zero.
2.2
Balance on the Housing Revenue Account as at

31st March, 2012        
:     £  1,521,771

2.3
Breakdown of Balance on Account

Balance on the Housing Revenue Account as at 
31st March, 2012       
:     £  1,521,771

Forecast Surplus 2012/13
:     £       49,640
Estimated Balance at year end    


:     £  1,571,411





         ---------------
3. Proposed HRA Budget 2013/14


In proposing the budget for 2013/14 the following factors had been taken into account:
3.1 The Settlements Payments Determination provided a budgetary and business planning framework for rental income and management, major repair and maintenance expenditure. Rents should increase by RPI + 0.5% however, rents were still expected to converge with those of a similar size, type and location by 2015/16, as they did under the Subsidy Determinations, by adding or subtracting a maximum of £2.00 per week to move the property to its ‘target rent’. As a result dwelling rents increased by £354,540.

3.2 The Council faced many challenges with the introduction of the various Welfare Reforms, Universal Credit and loss of Direct Payments.  The greatest risk was to our income collection which could reduce by as much as 2% unless sufficient resource could be provided to pursue non payers and provide assistance for those with difficulties.  A risk based approach would be taken to debt cases which meant that debts which were escalating would be caught at the first opportunity and directed towards an experienced Case Officer.  This meant that Officers would carry a smaller but more complex, challenging and time consuming caseload.  In view of this the Business Support Manager recommended that an additional full time Income and Debt Recovery Officer be employed.  Provision for this post may be sought from the proposed budget as well as increasing the bad debt provision by £114,300.
3.3 The Business Support Manager suggested that the Council carried out a General Needs Survey to establish future Housing Needs within the borough at an estimated cost of £30K.
3.4 The budget had allowed for an additional £200K Voluntary Repayment Provision and £390K for investment projects to be considered which would either address a need highlighted in the recent Tenants’ STAR Survey to improve the appearance and safety of certain neighbourhoods or which would bring about a sustainable improvement in cost to Tenants/HRA.

4 Dwelling Rents
4.1
The effect for this Authority was as follows:

Calculation for 2013/14

RPI in September 2012= 2.6% 
+ 0.5% = 3.1% increase to Barrow Borough Council rents


Plus or minus a maximum of £2.00 to move the property towards its individual target rent.

	
	52 Weeks
	48 Weeks
	
	Average Rent increase over 48 weeks

	2012/13
	£68.65
	£74.37
	
	

	2013/14
	£71.29
	£77.23
	
	£2.86

	+/-
	£2.64
	£2.86
	
	

	Increase
	3.85%
	3.85%
	
	


Included in an Appendix to the report were further details of the resultant rents for different property types. Rents on an individual property basis would differ.

4.2 The housing Major Repairs and maintenance budget had been adjusted in line with guidelines and allowed a total of £1,807 per dwelling based on a stock level of 2,696.

5 Other Charges

5.1 Garage Charges

As it was normal practice to recommend that garage rents be increased in line with residential properties, the proposed budget included a 3.85% increase on garage charges which would generate £7,448.  The effect on individual garage charges would be as follows:

	
	2012/13
	+3.85%
	+5%

	Garage rate 1 (27)
	£6.19
	£6.43
	£6.50

	Garage rate 2 (459)
	£8.55
	£8.88
	£8.98

	Increase
	
	£7,448
	£9,672


There was a 160 strong waiting list for garages with few vacancies and the proposed new rent still appeared less than in the private sector.

The Business Support Manager therefore suggested that Members gave consideration to increasing current rents by 3.85%.

6 Business Improvement Initiatives

Initiatives for 2013/14 would include:

· Process improvements which streamlined and reduced costs on responsive repairs and voids and the effort of administrating and managing the contract;

· Looking at the staffing and management structure for Housing Officers which enabled more face to face contact with Tenants and their neighbourhoods by eliminating unnecessary admin tasks;

· Develop the Information Systems and Technology strategy to support the improvements and reduce IT costs; and
· Review rents and charges for supported and furnished tenancies and dispersed accommodation.

7 Summary

The proposed HRA budget for 2013/14 was in line with the Settlements Payments Determination and the budgetary and business planning framework it provided for rental income and management, major repair and maintenance expenditure.

RECOMMENDED:- That the Executive Committee agree the following:-
1.
To note information at point (1) of the report;

2.
To note the information regarding balances at point (2) of the report;

3.
To note the information in point (3) of the report and agree the 2013/14 budget as shown at Appendix A of the report;

4.
To agree an average increase of 3.85% in line with Rent Restructuring guidelines and note the effect on individual rents shown at Appendix B of the report;

5.
To agree the increase of Garage charges of 3.85% as show at point (4.1) of the report; and

6.
To note the information at point (4.2) of the report.

The meeting closed at 2.20 p.m.
