TAUNTION
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You are requested to attend a meeting of the Tenant Services
Management Board to be held in The John Meikle Room, The
Deane House, Belvedere Road, Taunton on 17 February 2014 at
18:00.

Agenda
1 Housekeeping
2 Apologies.

3 Minutes of the meeting of the Tenant Services Management Board held on 20
January 2014 (attached).

4 Public Question Time.

5 Declaration of Interests
To receive declarations of personal or prejudicial interests, in accordance with
the Code of Conduct.

6 Creechbarrow Road Development Project. Report of the Housing Development
Project Lead (verbal).
Reporting Officer: Rachel Searle

7 Financial Update Quarter Three 2013/2014. Report of the Housing Accountant
(attached).
Reporting Officer: Lucy Clothier

8 Performance Indicators Quarter Three 2013/2014. Report of the Housing
Managers (attached).

Bruce Lang
Assistant Chief Executive

11 March 2014



Members of the public are welcome to attend the meeting and listen to the discussions.

There is time set aside at the beginning of most meetings to allow the public to ask
guestions.

Speaking under “Public Question Time” is limited to 4 minutes per person in an overall
period of 15 minutes. The Committee Administrator will keep a close watch on the time
and the Chairman will be responsible for ensuring the time permitted does not overrun.
The speaker will be allowed to address the Committee once only and will not be allowed
to participate further in any debate.

Except at meetings of Full Council, where public participation will be restricted to Public
Question Time only, if a member of the public wishes to address the Committee on any
matter appearing on the agenda, the Chairman will normally permit this to occur when
that item is reached and before the Councillors or Tenant Services Management Board
Members begin to debate the item.

This is more usual at meetings of the Council’'s Planning Committee and details of the
“rules” which apply at these meetings can be found in the leaflet “Having Your Say on
Planning Applications”. A copy can be obtained free of charge from the Planning
Reception Desk at The Deane House or by contacting the telephone number or e-mail
address below.

If an item on the agenda is contentious, with a large number of people attending the
meeting, a representative should be nominated to present the views of a group.

These arrangements do not apply to exempt (confidential) items on the agenda where
any members of the press or public present will be asked to leave the Committee Room.

Full Council, Executive, Committees and Task and Finish Review agendas, reports and
minutes are available on our website: www.tauntondeane.gov.uk

B Lift access to the John Meikle Room and the other Committee Rooms on the first
floor of The Deane House, is available from the main ground floor entrance. Toilet
facilities, with wheelchair access, are also available off the landing directly outside the
Committee Rooms.

An induction loop operates to enhance sound for anyone wearing a hearing aid or
using a transmitter.

For further information about the meeting, please contact the Corporate Support
Unit on 01823 356414 or email r.bryant@tauntondeane.gov.uk

If you would like an agenda, a report or the minutes of a meeting translated into another
language or into Braille, large print, audio tape or CD, please telephone us on 01823
356356 or e-mail us at: enquiries@tauntondeane.gov.uk



http://www.tauntondeane.gov.uk/
mailto:r.bryant@tauntondeane.gov.uk
mailto:enquiries@tauntondeane.gov.uk

Tenant Services Management Board Members:-

Mr D Etherington (Chairman)
Mrs J Hegarty (Vice-Chairman)
Councillor R Bowrah, BEM

Mrs J Bunn

Mrs E Drage

Mr M Edwards

Mr D Galpin

Mr | Gould

Mr K Hellier

Mr R Middleton

Councillor Miss F Smith



AGENDA ITEM NO. 3

Minutes of the meeting of the Tenant Services Management Board held on Monday
20 January 2014 at 6pm in The John Meikle Room, Belvedere Road, Taunton.

Present: Mr Dustyn Etherington (Chair)
Mrs J Hegarty (Vice-Chair),
Mrs J Bunn, Mrs E Drage, Mr M Edwards, Mr D Gaplin, Mr | Gould, Mr K
Hellier, Councillor Bowrah and Councillor Miss Smith.

Officers: Steve Esau (Property Manager; Maintenance), Christine Thompson
(Supported Housing Manager), Phil Webb (Housing Manager; Property
Services), James Barrah (Director for Housing and Communities), Simon
Lewis (Assistant Director; Housing and Community Development), Martin
Price (Tenant Empowerment Manager) and Emma Hill (Corporate Support
Officer).

Others: Councillors Jean Adkins and Cllr Mrs F Smith

(The meeting commenced at 6.05pm)
1. Apologies

Mr R Middleton
2. Public Question Time

No questions received for Public Question Time.
3. Declarations of Interests

Councillor Bowrah and Councillor Miss Smith declared personal interests as several
members of their families were Taunton Deane Borough Council Housing Tenants.
Mr Etherington, Mrs Hegarty, Mrs Bunn, Mrs Drage, Mr Edwards, Mr Galpin, Mr
Gould and Mr Hellier declared personal interests as Taunton Deane Borough Council
Housing Tenants.

4. Kilkenny Court Update

The Supported Housing Manager and Property Manager for Maintenance gave a
verbal update on the planned works for Kilkenny Court Extra Care Facility.

Communal Bathrooms — Below was a summary of the planned modernisation of the
two communal bathroom facilities.

e These planned modernisations would bring the bathrooms up to standard and
compliant with the regulations.

e All current fittings would be removed.

e The new style of facility would be walk in/wet room.

e There had been ongoing issues around water pressure, so this would be
addressed when the facilities were modernised to allow for good pressure
when using the new facilities.
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e The contractor for this planned works was ‘Mi Space’.

Refurbishment of the Four Lifts - Below was a summary of the planned
refurbishment of the four lifts.

e The tenders would be back at the end of this month.

e The contract would start early May this year.

e The work would be phased with only one lift in each block out of action at
anyone time.

Installation of Mobility Scooter Storage - Below was a summary of the planned
installation of Mobility Scooter Storage facilities.

There would be two new facilities available.

The idea behind was to clear the communal areas of mobility scooters.

These would be access through key fob system opening individual shutters.
Inside there would a charging point access.

These would be wide enough to allow for transfer to frame walkers or manual
wheelchairs.

Also part of the planned of works for the both blocks communal water testing,
emergency lighting testing and electrical testing.

During the discussion of this item, board members made the following comments and
asked questions. Responses shown in italics:

¢ Didn’t the residents also mention issues with the door entry and the key fobs?
Had this issue been sorted?

e This issue wasn't in the current planned works but the officer said they would
investigate the issue and look making the system more user friendly for the
Residents

¢ Mentioned issues with the guttering and windows at Kilkenny Court?

The guttering issue was being investigated and more work would be planned
for the future.

The Property Manager would look into the issues concerning the windows and
go back look at the repairs history for the properties.

e Repairs works would be and can be done but it would take time for these to be
completed.

e Some of residents/people didn’'t understand the restrictions and difficulties
relating to budgets and think works and development should happen instantly.

Resolved that the Board noted the Officer’s report.

Review of HRA Business Plan 2012 - 2042

Considered report previously circulated, which detailed the latest review of the
Housing Revenue Account (HRA) Business Plan 2012-2042.

Since the last review process, a number of significant changes and issues had arisen

that impacted on the Business Plan, which had resulted in a further review being
undertaken.
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(1) Business Plan - Income

Stock Figures and Average Rent - Due to increased discounts, the number of Right
to Buy sales had significantly increased since the last review of the Business Plan.

There had also been a small number of disposals to housing associations for
redevelopment such as Parmin Close and Victoria Gate, Taunton and the planned
demolitions involved in the Council's own Creechbarrow Road, Taunton
development, which had also been reflected in the updated assumptions. In addition
some acquisitions had been made using Right to Buy receipts.

This meant that the number of dwellings at 2014/2015 had been reduced to 5941
(from 5980), and consequently the rent income forecasted in the Business Plan had
been reduced in line with this.

As the average rent was slightly higher than forecast in the last reviewed, this had
reversed the reduction of rent in the early years.

Changes to the Rent Formula - Since 2001, rents for social housing had been set
based on a formula set by Government. This “formula” rent was worked out based on
a combination of the relative value of the property, relative local earnings levels and
the size of the property.

Landlords had been expected to move the actual rent of a property to this formula
rent, over time, by annually increasing the weekly rents by Retail Price Index (RPI) +
0.5% plus a convergence factor of up to an additional £2 per week where the rent
was below the formula rent for the property.

At the Spending Round 2013 the Government had directed that from 2015-2016,
rents in the social sector would increase by the Consumer Price Index (CPI) + 1%
and that this rent policy would apply for 10 years.

The change from using RPI to the generally lower CPI measure of inflation was not
expected to adversely affect the Business Plan in the short term. The actual impact
would depend on the difference between RPI and CPI in future years.

The change in the formula to remove the convergence factor of up to £2 would
however have an effect on future rents and income. Rents had previously been set
with the intention of reaching formula rent (also known as target rent) where possible
in 2015/2016, but this would not now happen with the majority of current rents.

The result of the changes would mean that for one year (2014/2015), rents would be
higher than previously thought for the reasons explained. However after this, rent
would only be uplifted by CPI + 1% meaning rents would increase by less than
expected in the Business Plan.

Since the proposal to change rent policy would last for 10 years, after that time an
increase of only CPI had been assumed. This adversely impacted upon the income
further since the previous rent policy had had no end date.

Re-lets at ‘Formula Rent’ - Formula rent figures had already been calculated and
set for all Council properties and in order to help mitigate the loss of income in the
Business Plan, all dwellings being re-let with effect from December 2013 would be let
at formula rent level.

Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 3



(2) Business Plan - Expenditure

Voids - The number of void properties had shown a steady increase for a number of
years and a more recent significant increase in the first part of this year. Historically
void costs had generally exceeded budget.

Although a new Lettable Standard had been introduced to provide a specification for
re-lets, the average cost of voids remained high. The reasons for this were currently
being investigated. It was anticipated that improvements to Deane DLO software and
the introduction of schedule of rates would provide better control on voids
expenditure in future.

Planned Maintenance - Following the “No” vote to stock transfer in 2006, a
significant cut was made in HRA expenditure in order to fund the work that was
known to be required to achieve Decent Homes. One of the changes that was made
at this time was to reduce the frequency of planned maintenance (external repair and
decoration) from a cycle of five years to eight years.

A five year contract was now planned for the new financial year which would combine
external repairs and redecoration with the replacement of fascias and soffits with
UPVC. An appropriate budget had been proposed for the completion of this work.

Following this period these costs were expected to reduce due to the volumes of
lower maintenance components installed and the extensive door replacement
programme which was continuing. Although this was a higher cost in the short term,
over the longer term this would deliver savings.

Compliance - There were a number of important areas of safety checking and
specialist maintenance within the housing maintenance theme. There were some
weaknesses in our approach to compliance issues and this had resulted in action
plans being put in place to move these forward.

The Council was currently seeking to employ specialist services in a number of
additional areas which included periodic electrical testing and Legionella monitoring.
The costs for these included the servicing and testing procedures and any remedial
work that might become necessary.

Disabled Facilities Grant (DFG) and Aids and Adaptations (A and As) Budget -
The HRA currently budgeted £525,000 capital per year to provide disabled aids and
adaptations for tenants in our stock.

The annual spend on A and As was in the order of only £120,000. Therefore it was
proposed to reduce the budget to this level whilst not impacting on service delivery.

It was anticipated that the need was likely to increase in future years as the
population aged. For business planning purposes it was thought prudent to increase
this provision by 5% per year for the next 10 years and then for it to remain fixed for
the remainder of the plan. However, as there was currently no evidence to support a
5% increase a freeze to this budget was proposed.

Staffing - In line with the recently agreed Joint Management Structure between
Taunton Deane and West Somerset Councils, the management costs had been
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increased by £77,600 per annum. This was to build leadership capacity in order to
maximise the opportunities and manage the financial risk of the self financed HRA.

Provision had also been made within the Halcon One Team for one third of the cost
of a co-ordinator post to assist in the continuation of the project.

(3) Other Financial Adjustments

The cost of support services provided by the General Fund (GF) was recalculated
annually to ensure the cost was apportioned fairly. The HRA share had increased
due to the proportionate increase in the size of the HRA against the GF.

Inflation had been amended from RPI to CPI within the financial model to bring this in
line with the change in rent policy.

(4) Voluntary Code for a self-financed Housing Revenue Account

The introduction of HRA self financing had given local authorities the freedom to
develop and deliver a more positive, less constrained, vision for Council housing. In
order to support local authorities, a voluntary Code of Practice had been developed
by the Chartered Institute of Public Finance and Accountancy and the Chartered
Institute of Housing. The principles and provisions of the code would:-

e Assist housing authorities in ensuring effective governance, finance and
business planning;

e Provide transparency to tenants, Members and officers as to how the Housing
business was being managed. The Code would provide tenants and Members
with a framework against which to hold the authority to account;

¢ Allow housing authorities to assess where they might need further support and
assistance.

A copy of the Code of Practice had been appended to the report for the information of
Members.

During the discussion of this item, board members made the following comments and
asked questions. Responses shown in italics:

e Page three, section 4.1 Voids investigations into high void property costs and
assistance from the DLO. Could you explain this in more detail?
Currently, waiting for the new back office software, this would allow for greater
transparency on costing for work as well as with the introduction of a schedule
of rates. This was part of bigger review and restructure with the way work was
monitored and planned.
There was a planned review of all high expenditure areas relating to Voids and
they would be investigated to help understand why then try and reduce them.

e Would that help with the costing of labour?
This would make savings with the new working policies for the DLO.

e Page eight, relating to the outcome bullet points. Would the officers be coming
back to the Board to update us on the outcome?
The answer to that was none of the bullet point options. There had now been
put into place treasury management measures.

e There were no references within the review about increasing our housing
stock. Was this still part of the Council’s plan?
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There would be £1million per year from year four invested in increasing the
Council’'s housing stock. This included buying back ex-council properties with
RtB receipts. So far, there had been four completed purchases.
Ideally the Council would like to keep the housing stock levels above 6000
units/properties. Current, the Council total stock sits at 5940. This was due to
RtB’s. The government was still pushing RtB.

¢ When the Council start the self-assessment audit?
This discussion still needed to be hand. There hadn't been any specific
decisions made regarding timescales for this process.

e Board members stated they were happy with the use of CIPFA code.

Resolved that:-
1. The Board noted the Officer’s report.

2. The proposed changes to the Housing Revenue Account Business Plan be
approved;

3. To adopt the use of the voluntary code for a self-financed Housing Revenue
Account;

Taunton Deane Borough Council Organisational Structure Update.

The Director for Housing and Communities gave a verbal update concerning changes
to organisational structure after the joining of management team and shared services
between Taunton Deane Borough Council and West Somerset Council.

The structure showed for tiers 1 — 3. This included the following positions:

Chief Executive Penny James

Assistant Chief Executive Bruce Lang

Directors; Shirlene Adam, Brendan Cleere and James Barrah

Assistant Directors; Richard Sealy, Simon Lewis, Tim Burton, Paul Fitzgerald,
lan Timms, Chris Hall and a vacant post.

During the presenting of this verbal update, the officer gave a brief run down the
responsibilities for each of the positions of tiers 1 — 3.

During the discussion of this item, board members made the following comments and
asked questions. Responses shown in italics:

¢ How long for the next tier?
The next tier was middle management. The process had a broad outline for
this including populating the new structure by June to mid summer.
Then the restructure would be looking at individual teams.

Resolved that the Board noted the Officer’s report.

Legionella and Electrical Installations Testing Policies.
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Considering the report previously circulated, concerning the new Legionella and
Electrical Installation testing policies for Taunton Deane Borough Council Housing
Services.

It outlined the strategic overview that the tenants could expect from Housing Property
Services in relation to Legionella and Electrical Installation testing of our properties.

The Legionella policy gave the organisations arrangements for managing the risk of
exposure to Legionellosis within the Council’s Housing Revenue Account properties.
The Electrical Installation Testing Policy sets out the aims and objectives of the
organisation and outlined responsibilities for managing the Electrical Condition
Inspection Report programme.

The policies were living document and would be reviewed on a regular basis.

The policy covers all activities under the control of the Taunton Deane Borough
Council Housing Property Services and included all properties that it owned,
occupied or where it acts as landlord.

Legionellosis was the collective name given to pneumonia illnesses caused by
Legionella bacteria; the most serious was Legionella’s disease. Similar but less
serious illnesses include Pontiac fever and Lochgoilhead fever. To date over 50
species of Legionella bacteria had been identified

Housing Property Services had obligations under the Health & Safety at Work Act
1974, The Electricity at Work Regulations 1989, that electrical installations were
inspected and tested.

Aim

Housing Property Services recognised and accepted its responsibility for providing a
safe and healthy environment for its employees and the public who could be affected
by its facilities and services. The policies were an expression of Housing Property
Services commitment to managing Legionella and Electrical Installations risks arising
from any activities under its control. Housing Property Services would, so far as was
reasonably practicable take all reasonable steps to protect the health and
environment of:

Employees

Contractors (employed directly or indirectly)
Clients and tenants

Other persons

The cost of implementing this policy would be met within existing budgets.

During the discussion of this item, board members made the following comments and
asked questions. Responses shown in italics:

e Electrical Testing in bathrooms, was this a separate action or part of this
regular testing programme?
Bathroom installation had to have a circuit test completed as part of this the
installation process. This was separate to the planned regular and full testing
of the properties electrics as part of the testing policy.
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¢ Would you be notifying tenants via letter prior to appointments, similar to the
servicing programme?

The Council would issue to all tenants an initial letter explaining the planned
programme relating to properties electrical testing.

e Could the Council consider using local contractors for electrical testing?

The Council could put questions in tender process to encourage the use of
local contractors. But Ojeu notice had gone out countrywide; this was due to
European Regulations for the electrical testing contract.

e What would be tested on the electrical side?

All circuits would be tested and the results and any recommendations would
be feedback to the Council and any required actions would be arranged to be
completed.

¢ If you had to re-wire a property, what system to would the Council be using to
hide the wiring?

The Council would most likely be considering discrete surface mounting for the
re-wiring of properties.

e Connected to the re-wiring of properties, when the Council was completing a
re-wiring, could they consider bring the height of the electrical sockets further
off the floor? Some of the tenants struggle with those sockets that are at floor
level.

This would be considered on a case by case basis. The majority of properties
would just have the re-wiring completed.
The electrical testing was a 10 year programme.

Resolved that:-
1. The Board noted the Officer’s report.
2. Recommended to Executive Councillor Adkins, the approval of the Legionella
and Electrical Installation testing policies for affirmation.
Update on Tenants’ and Leaseholders’ Open Day 2014.

Considering the report previously circulated, concerning the planning and organising
of the Tenants’ and Leaseholders’ Open Day 2014.

This was an event which typically ran all day and gave tenants and leaseholders an
opportunity to gain information on and ask questions about topics that were of
interest to them. The day was informal in terms of tenants and leaseholders could
pop in at any time during the day; appointments did not have to be made.

The first such event was held in April 2011 and received a very positive feedback with
over 100 tenants attending. The second and third events in 2012 and 2013 proved
even more successful in terms of numbers attending and feedback.

The Tenant Services Management Board (TSMB) had previously taken the decision
to hold its Annual General Meeting (AGM) at the end of the open day.

Representatives of the Tenant Services Management Board, Tenants’ Forum and

Supported Housing Service Development Group met to shape the event for 2014.
This report details the conclusions of this group.
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The three Tenants’ and Leaseholders’ Open days had been held in April since their
introduction in 2011. The venue had been the Somerset County Cricket Ground and
over 100 tenants and leaseholders had attended each event, with over 20 stalls
available including various departments of Taunton Deane Borough Council (TDBC)
and representatives from external organisations who were able to answer questions
on a wide variety of housing related issues and other matters.

Representatives of the Tenant Services Management Board, Tenants’ Forum and
Supported Housing Service Development Group met on the 6th January 2014 to
shape the event for 2014. Issues discussed by the group included timings and venue
for the event, guest speakers, publicity and who should be invited to have stalls.

The group had agreed that there would be further meetings to review progress and
ensure everything was on track. There would also be further meetings after the event
to see what lessons could be learnt and plan for future year’s events.

Tenants’ and Leaseholders’ Open Day 2014 — Venue and Date

The group came to the conclusion that the open day should be held at the Somerset
County Cricket Ground on the 28th April 2014. The Tenant Empowerment Team had
booked a function room at the Somerset County Cricket Ground for the whole day on
this date. It should be noted that wifi access was available at the cricket ground and
stall holders should be encouraged to use this to enable them to answer questions at
the event where they were dependant on referring to their computer system.

It was agreed that members of tenant and leaseholder groups would be on the front
desk of the venue to meet and greet attendees and give feedback forms. It should be
noted that by completing the feedback forms tenants and leaseholders would be
entered into a prize draw.

Tenants’ and Leaseholders’ Open Day 2014 - Timing

The group agreed that the event should be open from 10am to 5pm. However, it was
important that all stalls were set up and ready before the 10am start time. The group
felt that Councillor Adkins should be invited to open the event. It was also stated that
tea and coffee should be available throughout the day.

Tenants’ and Leaseholders’ Open Day 2014 — Invitations to stallholders

By looking at the organisations that have attended previously and the type of subjects
that should be covered a suggested list of organisations and TDBC departments had
been drawn up:

Tenant and Leaseholder Organisations — ONE STALL

Tenant Services Management Board
Tenants’ Forum
Tenant and Resident Associations
Leaseholders’ Forum

e Supported Housing Service Development Group
TDBC Housing Services

o [Estates Management
e Leaseholder Section
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Property Services
Repairs Section
Supported Housing
Housing Options

Digital Inclusion
Development Section
Welfare Reform
Anti-social behaviour
Right to buy

Community Development

Other TDBC Sections

Revenue and Benefits

DLO

Deane Helpline

Environmental Health

Somerset West Private Sector Housing Partnership
Tone Leisure

Parks

Non TDBC Organisations

The group felt that the Repairs section stall should had plenty of room to allow
tenants and leaseholders to access staff and have their queries answered. Owing to
the number of queries dealt with at this stall in previous years the Repairs section
should also ensure that there was sufficient staff available throughout the day.

Citizens Advice Bureau

Energy saving organisation

Avon and Somerset Police

Age UK

Credit Union

Devon and Somerset Fire Service

ALHCO

Somerset County Council Children’s Services
Community Centres

Tenants’ and Leaseholders’ Open Day 2014 - Publicity

Each tenant and leaseholder would be sent an invitation to the event, detailing time,
venue, stall holders and guest speakers. Other methods of advertising the event

identified were:

Tenant and Leaseholder newsletters

Taunton Deane Borough Council website

Notice boards across the borough

Somerset County Gazette and local newspapers
Posters

Banner

TV Screens in reception of Deane House
Family centres/Children Centres

Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 10



Shops/supermarkets

Post offices

Local radio stations

Tenants’ Forum notice board in reception of Deane House
Satellite offices

Front line staff

Councillors

Citizens Advice Bureau

Large sign on the front of the cricket ground

There were other methods of publicity that would be investigated:

On buses

At schools

Quarterly rent statement that is sent to tenants
Annual rent level letter that is sent to tenants
At village halls

In libraries

At GP surgeries

In hospitals

On DLO vans

On ALHCO vans

In church halls and in church magazines

Media and Public Relations Officer at Taunton Deane Borough Council would offer
advice and useful contacts to ensure the publicity was as effective as possible.

Tenants’ and Leaseholders’ Open Day 2014 — Guest Speakers

The group agreed that having guest speakers would be a welcome addition to the
event. It was decided that there should be two guest speakers, one in the morning
and one in the afternoon. The topics and times would be widely advertised and the
talks would be held in another part of the cricket ground. There would also be an
opportunity to had a question and answer session at the end of the talk. The group
decided that the two guest speakers to be invited were:

e James Barrah, Director — Housing and Communities. To discuss future plans
for Housing Services.
¢ Phil Webb, Housing Manager — Property Services. To discuss future plans for
improving the housing stock.
Tenant Services Management Board AGM — Timing and Venue

The Terms of Reference of the TSMB state that:

“An Annual General Meeting will be held in April each year or within 15 months of the
previous AGM”

Last year the AGM of the TSMB formed part of the Tenants’ and Leaseholders’ Open
Day, with the formal meeting held at 3.30pm.
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It had already been agreed that the AGM would be held on the 28th April 2014. This
date had been publicised in the Annual Report to Tenants and Leaseholders calendar
that was sent out in December 2013.

As well as the date detailed in the Annual Report to Tenants and Leaseholders
calendar if the TSMB agreed to hold the AGM on the same date as the Tenants’ and
Leaseholders’ Open Day information could form part of the invitation letter sent out to
all tenants and leaseholders.

There was no set format to the AGM. However, it was customary to include agenda
items such as:

e Reports from the outgoing Chairperson on the board’s activities during the
year

e Reports on issues that face the TSMB and Housing Services in the coming
year

e Consider and vote on any resolutions put forward by tenants

e Elect the TSMB’s Chairperson and Vice Chairperson. This was not applicable
this year as the TSMB election would be held in May 2014.

Finance Comments

The cost of hiring a function room at the Somerset County Cricket Ground was free
up to 5pm, with an additional charge to keep the venue open until 7pm. There would
also be a cost to provide lunch for stall holders and teas/coffees/water throughout the
day.

There would also be a cost of sending invitation letters to each tenant and
leaseholder and other forms of publicity.

The main costs of the AGM would be the hire of the venue and publicity. However, if
the TSMB agreed that the AGM would be held at the same venue of the Tenants’ and
Leaseholders’ Open Day the expenditure would be included in the cost of this event.

The event could contribute positively to the aims of the council as whole and in
particular housing services’ aims of:

e Securing a long term future for our housing service
e Tackling deprivation and sustainable community development
¢ Investing in our housing stock, regeneration and affordable housing.

During the discussion of this item, board members made the following comments and
asked questions. Responses shown in italics:

e Could the Council consider adding advert for the Open Day on Twitter and
Facebook pages?
The Council’'s PR officer was happy to advertise the event on the Council’s
Tweeter account but the Council didn’t have a Facebook account.

e The Council could try contacting the owners of multiple “Taunton, Somerset’
Facebook pages and ask them if they would advertise the event.

e Were there anymore charities, which covered more of the demographic range
of the people of Taunton Deane?
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e Could you include Community Halls as well for advertising as some of the rural
areas don’t have Parish or Church Halls?

¢ Would an advert be going into Tenants and Leaseholders newsletter?
The vast majority had requested individually addressed letters rather than
adverts or receiving the newsletter.

e There was also free forthcoming events section in the Wellington Weekily.

e Could we include adverts in local doctor surgeries?

Resolved that the Board noted the Officer’s report.

Creechbarrow Road Development Project

The Director for Housing and Communities gave a brief verbal update on the
Creechbarrow Road Development project, below was a summary of the recent
project developments:

e Galliford Try was selected as the contractor and took possession of the site on
20" December 2013.

e KHA portion of land was transferred to their ownership on the 19" December
2013.

e On site at the moment were employees of Galliford Try, undertaking asbestos
surveys in preparation of demolition. Utility companies were also removing the
gas and electricity meters.

e Following 24" January, the sites appearance would change to more of a ‘building
site’ as works begin on the demolition.

¢ Residents were been updated regularly by TDBC via letter, one sent in Dec and
one in Jan. They would also receive additional letters from the contractor at keys
stages where additional information was required e.g. start of demolition phase.

e A letter was sent to local businesses today, to provide an update on progress i.e.
Asda, Lavender Court etc.

e The project team had the first site meeting on the 27" January — this meeting
would be used to clarify issues such as use of apprenticeships, local labour,
community liaison and the build programme.

e An event in the Halcon Community was planned to introduce residents to
employees of Galliford Try, KHA and TDBC. Dates for this would be established
at the project meeting on the 27" January and then advertised.

e Development Team were attending Halcon MAG and Halcon One Team to
provide updates on the project.

e Naming of Creechbarrow, this would be finalised in early February when the
Street Naming and Numbering Officer finishes his phased return to work. The
Officer had indicated that he was happy with the TSMB suggestions of Kershaw
and Seabrook for road names.

Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 13



Concerning the other phase one sites, the developments were underway for
bungalows as well as ongoing projects at Normandy Drive, Bacon Drive and West
Bagborough. The tenders for these schemes had already gone out and possible start
date onsite would be looking at April 2014.

Resolved that the Board noted the Officer’'s update report.

(The meeting ended at 7.35pm)
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AGENDA ITEM NO. 5

Declaration of Interests

Tenant Services Management Board

o Taunton Deane Borough Council Housing Tenants;
- Mrs J Bunn
- Mrs E Drage
- Mr M Edwards
- Mr D Etherington
- Mr D Galpin
- Mr | Gould
- Mrs J Hegarty
- Mr K Hellier
- Mr R Middleton

. Family Member(s) are Taunton Deane Borough Council Housing Tenant;
- Councillor Bowrah
- Councillor Miss Smith
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Housing Revenue Account Business Plan Monitoring Scorecard

Month: December - Q3

Target Actuals to 0 Variance
Income Budget (£) Date (£) % Spend | Forecast (£) () Comments
General Dwelling Rents 119.592,000| -15,474.982 79.0%| -20.010,837 418,837 fi403k rlelatln.g to additional bgd debt provision mclgded for Welfare Reform which is unlikely to fully hit the HRA
in this financial year, along with some savings against budget for voids (set at 2%)
Non Dwelling Rents -587,900 -451,698 76.8% -576,340 11,560|Slight pressure on garages.
Supported, Sheltered & Extra Care -4,423,700] -3,290,476 74.4%| -4,391,407 32,293|Small pressure in Extra Care Housing.
Other Income
(Rechargeable Repairs, Leaseholder Charges and General -352,100 -158,779 45.1% -346,833 5,267|Largely on target.
Fund Contribution)
Total Income -24,955,700] -19,375,934 77.6%| -25,325,417 -369,717
: Target Actuals to 0 Variance
Expenditure Budget (£) Date (£) % Spend | Forecast (£) () Comments
Supervision & Management 4,826,290, 1,905,640 39.5%| 4,863,278 36,988|Additional cover required in Property Services, partially offset by vacancies in the Development Team.
Repairs & Maintenance - Planned 1,239.100 591,992 47.8% 1,282.704 43,604 Additional works now planned from Specialist Works such as consultant work on cornish units, compliance
works and carbon monoxide detectors.
Repairs & Maintenance - Responsive 3,131,700, 2,878,936 91.9%| 2,852,992 -278,708| Capitalisation of a large number of heating installations has reduced the spend expected in Responsive Heating.
Voids 1,755,300 1,648,265 93.9%| 2,000,000 244,700|Void costs much higher than in previous years. Spend is reducing and further work is underway.
Supported, Sheltered & Extra Care 823,400 668,288 81.2% 826,879 3,479|0n target.
Other Expenditure Self insurance fund forecasting an underspend of £82k against budget (an increase of £20k), however Grounds
(Communal and Rechargeable Costs, Insurance Excess, 869,600 668,372 76.9% 962,604 93,004|Maintenance works have been much higher than budgeted and is currently forecasting an overspend of £150k.
Tenants Forum and Debt Management Costs) This increase in spend is being investigated.
Total Expenditure 12,645,390, 8,361,493 66.1%)| 12,788,458 143,068
Target Actuals to 0 Variance
Other Budget (£) Date (£) % Spend | Forecast (£) ) Comments
Social Housing Development Fund 800,000 N/A N/A 800,000 0 Will be u§ed towards spend on development with any underspends being transferred to the SHDF Reserve to
be used in future years.
Funding of Capital Programme
(Depreciation and Revenue Contribution to Capital Outlay) 6,841,800 N/A N/A 6,841,800 0
Contribution to TDBC for Repayment of '_I'ransformat|on Project 419,400 N/A N/A 419,400 0
Loan (Funded through Procurement Savings)
Net Interest
(Interest payable on loans less interest received on HRA 2,902,000 N/A N/A 2,888,625 -13,375|Investment income is currently expected to be higher than budgeted.
balance)
Contribution to Repayment of Loans 1,850,430 N/A N/A 1,850,430 0
Other Movement in Reserves -47,520 N/A N/A -47,520 0|£36k towards Customer Access Project and £11k towards CEO costs of Joint Management.
Total Other Expenditure 12,766,110 N/A N/A 12,752,735 -13,375
Target Actuals to 0 Variance
mm
HRA Budget (£) Date (£) % Spend | Forecast (£) () Comments
Total HRA (excl 53rd week rent income) 455,800| -11,014,441 215,776 -240,024
53rd Week Rent -455,800 0 -455,800 0|Additional rent income due to 53 rent debits in 2013/14.
Total HRA 0] -11,014,441 -240,024 -240,024
Spend
Riaht to Bu Sales Total Retainable | Cumulative Needed
9 y Receipts Receipts Total Within 3
Years
Total 2012/13 37 2,330,345 1,233,655 1,233,655 4,112,184
Q1 2013/14 16 898,908 428,903[ 1,662,558 5,541,861
Q2 2013/14 10 573,910 265,365 1,927,923| 6,426,410
Q3 2013/14 13 797,365 431,836 2,359,759 7,865,863
Total to date 76 4,600,528 2,359,759] 2,359,759 7,865,863

L 'ON W31l YAN3IOV
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Capital Programmes ;3;%2 Acg;l: 0 % Spend Forecast Slippage Variance Comments
Major Works
HRA Kitchens 442,000 193,488 43.8% 500,793 0 58,793|Late start on new 5 yr Bathroom and Kitchen contract plus removal of incumbent contractor
HRA Bathrooms 1,092,600 202,352 18.5%| 1,072,000 0 -20,600]leading to a period of no new installations for the first part of the year. Works now programmed.
HRA Roofing 1,400,000 723,627 51.7%| 1,392,000 0 -8,000]|On target.
HRA Windows 295,700 147,962 50.0% 295,700 0 0]On target but dependant on winter weather
HRA Heating Improvements 1,050,000 231,843 22 1% 1,102,254 0 52,254 Late _sFart on new_5yr Heatin_g Improvement contract with new installs being performed by Gas
Servicing and Maintenance incumbent contractor.
HRA Doors 413,600 122,669 29.7% 412,000 0 -1,600|Assurances received that works will be done on time
HRA Fire Safety Works in Communal Areas 250,000 21,909 8.8% 253,173 0 3,173|Small overspend expected so will need to vire budget from elsewhere.
HRA Cladding 0 0 0 0 0
HRA Fascias and Soffits 812,500 405,552 49.9% 812,500 0 0
. First year of a 4 year contract. Plan to complete 100 installations this year as part of a rolling
HRA Air Source Heat Pumps 640,000 370,987 58.0% 640,000 0 programme.
HRA Door Entry Systems 212,100 145,845 68.8% 218,660 0 6,560|Could increase spend if funding is available from elsewhere.
HRA Soundproofing 0 2,900 2,900 0 2,900
HRA Meeting Halls 50,000 15,8509 31.7% 35.000 0 115,000 DDA works complete along with a number of heating installations. Could instruct additional
heating works if needed.
HRA Tenants Improvements 5,000 5,620 112.4% 5,620 0 620
Other External Insulations 5,100 0 0.0% 0 0 -5,100
Garages 0 0 0 0 O|Funding to be returned to revenue.
Sewerage Treatment Plants 0 0 0 0 5:;\:ey and assessment of plants to be undertaken by consultant with works like to happen next
Revise Bathroom Location 36,200 0 0.0% 13,000 0 -23,200
HRA Asbestos Works 258,800 114,646 44.3% 208,000 0 -50,800{Underspend to be utilised in other areas.
Total Major Works 6,963,600 2,705,259 38.8%| 6,963,600 0 0
Development Team
Sustainable Energy Fund 227,700 0 0.0% 0 227,700 0| Contribution towards ECO Funding of retrofitting non trads. Now likely to slip into 2014/15
Environmental Improvements 155,300 376 0.2% 155,300 0 0|Planned works such as mobility scooter stores under investigation
Extensions 0 0 0 0 0|Programme to start 2014/15 with funding moving to other areas in 2013/14
Total Development Team 383,000 376 0.1% 155,300 227,700 0
IT Development
HRA IT Development 100,000 41,538 41.5% 100,000 0 0
Total IT Development 100,000 41,538 41.5% 100,000 0 0
Somerset West Private Sector Housing Partnership
HRA Aids and Adaptations 135,000 69,099 51.2% 113,600 0 -21,400
HRA DFGs 339,100 99,402 29.3% 317,180 0 -21,920
Total SWPSHP 474,100 168,501 35.5% 430,780 0 -43,320
Deane Helpline
HRA Community Alarms 100,000 17,372 17.4% 100,000 0 0
Total Deane Helpline 100,000 17,372 0.0% 100,000 0 0
Management Action Needed | | | | | 0|
Total 2013/14 Capital Programme 8,020,700  2,933,046] 36.6%|  7,749,680| 227,700 -43,320|
Development - New Build
HRA Creechbarrow Road 8,143,000 719,184 8.8% 1,500,000 6,643,000 0| Start on site expected in spring.
Phase 1 Sites 3,904,000 358,371 9.2% 425,000 3,479,000 O|Starts on sites expected early in new year.
Buy Backs 296,000 99,977 33.8% 296,000 0 0
Total New Build 12,343,000 1,177,531 9.5%| 2,221,000 10,122,000 0
Total Capital Programmes 20,363,700 4,110,577 20.2%| 9,970,680 10,349,700| -43,320|




Summary for TSMB 17" February 2014

AGENDA ITEM NO. 8

Health and Housing Quarter 3/ Outturn performance

Overview & summary

Section No. of N/A Trend
measures @ @ (from last
Green | Amber quarter)
1) Managing Finances 9 56% 33% 0% 11% &
Housing (5) (3) (0) (1)
2) Service Delivery — 11 55% 45% 0% &
Satisfaction (6) (5) (0)
3) Service Delivery — 2 0% 0% 100% &
Decent Homes (0) (0) (2)
4) Service Delivery — 18 50% 0% 33% 17% @
Manage Housing Stock (9) (0) (6) (3)
TOTALS 40 50% 20% - 10%
(20) (8) (4)
Movement since Q4 +0 -0% -2.5% +2.5% -0%
Measures

Planned actions are off course.

e 2 Measures for Decent Homes are off course. Average SAP
(energy efficiency) rating is below target. Eco funding bid for external
wall insulation to around 400 homes being considered. Also Gas
Safety Certificates 99.9% of dwellings have a valid gas safety
certificate against 100% target, this represents 3 properties which did
not have certificates at the end of the quarter (now rectified).

e Lettings Measure — 0.9% of dwellings were vacant but unavailable to
let, the target is 0.5%. A high percentage (69%) of major voids and
Christmas close down period has adversely affected the figures.

e Housing Services Diversity Information. We hold 57% of diversity
information this is an increase since last quarter (we have increased

our target this year from 58% to 90%).

e 2 Repairs and Maintenance measures 93% of Emergency repairs
were completed on time against a target of 98% also 86% of urgent
repairs were completed on time against a target of 94%. We will meet
with contractors to ascertain why performance is not making
improvement. Changes to our ICT systems next year will assist us in
identifying reductions in performance earlier.

e Local Authority Major Aids and Adaptations, number of
applications 43 applications were completed against a target of 84.
This is expected to be 65 completions in Q4 which is below target.

e Local Authority Major Aids and Adaptations, end to end
completion time. The 34 week figure that was reported is not
expected to be on target (22 weeks) by the end of the quarter. Several

complex cases have extended the timescales.

Page 1 of 2
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9 AMBER ALERTS @
Some uncertainty in meeting planned actions

Housing Services - Estate Management. Our arrears figures are
higher than target (£360,000) at the end of the quarter £437,105.92 but
on 14™ Jan the figure was £385,303.13 which is above target. Arrears
always increase over the Christmas period. We will continue to take
effective steps to manage the rent accounts within the service.

Local Authority Major Aids and Adaptations, spend against
budget — £169,689 committed spend at end of Q3 against a £339,100
budget, underspend predicted.

Local Authority Minor Aids and Adaptations, spend against
budget — £77,048 spend at end of Q3 against a £135,000 budget
underspend predicted.

Housing Services — 4 Satisfaction measures. The 2013 Star survey
(conducted every two years) reported satisfaction figures for general
needs tenants and sheltered housing tenants which were below target.
Council national rankings show that we are in quartile 2 for housing
measures and lower quartiles for supported housing. These measures
will not change until 2015 when the Star Survey is conducted again.
Repairs and Maintenance. 97% of tenants are satisfied with the
repairs and maintenance service, our target is 98%

20 ON TRACK @
Planned actions are on course

Housing Services, expenditure against budget. The current
forecast is for the revenue account to be £240k underspent against a
budget of £24 million which is 0.9% underspend.

Housing Managing Finances — 4 measures are better than target.
Lettings Team Measures — 7 measures are better than target.

Gas Servicing satisfaction measure better than target.

Supported Housing Satisfaction Measure — is better than target
(100% versus an 86% target).

Local Authority Major Aids and Adaptations — 100% satisfaction.
Three Community Development measures are on track.

Repairs and maintenance — 92% of non urgent repairs are complete
within priority time of 28 days. Target is 85%.

Local Authority Minor Aids and Adaptations — 249 end of Q3,
therefore 365 predicted by year end against a target of 350

4 MEASURES UNDER DEVELOPMENT, NOT REPORTED OR WITHOUT
ALERTS

Rent written off as a % of rent roll is now an annual, not a quarterly
measure so will be reported in quarter 4.
Three Repairs and Maintenance Measures are under development.

Page 2 of 2
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Health & Housing Services Scorecard Q3 2013/14
PLEASE NOTE THAT THE FORMAT OF THIS REPORT HAS BEEN CHANGED TO ALSO
SHOW PERFORMANCE OVER THE PREVIOUS QUARTERS OF THE YEAR

mﬁwmm
A

Ref OBJECTIVES MEASURES ' ALERT ISSUES (current and future)
Q1 Q2 Q3 Q4 and IMPACTS

MANAGING FINANCES

MF1 Budgets — 1. Housing Revenue Account Q1: Forecast £99,580 overspend

Expenditure

- To achieve a balanced
budget by the financial
year end in HRA

- Compliance with TSA
financial viability
standards

Overall expenditure against budget

2. Local Authority Major Aids and
Adaptations

Amount spent to date, target
£339,100.

3. Minor Aids and Adaptations
Amount spent to date, target
£135,000

-0.4%

Q2: Forecast £129,166
underspend — (0.5%)
Q3: Forecast £240,024
underspend - (0.9%)

Budget £339,100; Q3: £169,689
spent to date.Q4; With £32,626
commitment + Officers cases
£84,353 = an estimated spend by
the 31%' March 2014 of £286,668.
This leaves £52,432 of which
£21,000 is to be allocated to a
through floor lift which may
complete in this financial year
plus £7,332 for contingencies.
Remainder of budget to be set
aside for stock modelling project
subject to approval from James
Barrah.

Budget £135,000; Q3 £77,048
spent to date with £3,678
commitment = £80,726 spend.
With predicted spend in the final
quarter of £30,000 plus the
Handsfree apartment phones for
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MF2

Budgets — Income

To maximise income
opportunities and
collection

1. Income Team

Former tenant arrears as a % of
annual rent debit

Target = 5%

the Door Entry Systems from Tim
Haynes of £2880 (email dated the
10/01/14) the total spend for the
year will be £113,606. Decision to
be made as to whether remaining
funding to be used for stock
modelling.

2. Income Team

Rent written off as a % of annual
rent roll

Target = 0.70%

Annual Measure — to report Q4

3. Income Team

% of rent lost through dwellings
being vacant

Target = 2%

4. Estate Management Team
Rent arrears owed by current
tenants as at end of quarter.
Target = £360,000

Corporate Indicator

Annual Measure

Arrears figures are reported at the
guarter end which means the
figures are overstated as they do
not take account of the direct
debit payments that are due. On
the 14™ Jan the figure was
£385,303.13. Whilst this figure is
above target, the Christmas
period always sees increased
arrears figures and we will
continue to take effective steps to
manage the rent accounts within
the service.

Q1: £416,216.93 arrears

Q2: £411,360.11 arrears

Q3: £437,105.92 arrears
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5. Estate Management Team
Rent collected as a % of rent owed
excluding arrears b/f

Target = 98.3%

Satisfaction

To deliver customer-
focussed services,
achieving high levels
of customer
satisfaction

General needs tenants’ satisfaction
with landlord services overall
Target = Top quartile performance
status survey

Annual Measure

Result from 2013 STAR Survey

1b. Housing Services

Sheltered housing tenants’
satisfaction with landlord services
overall

Target = Top quartile performance
status survey

Result from 2013 STAR Survey

2a. Housing Services

% of general needs tenants
satisfied that their views are taken
into account

Target = Top quartile performance
status survey

Result from 2013 STAR Survey

2b. Housing Services

% of sheltered housing tenants
satisfied that their views are taken
into account and acted upon
Target = Top quartile performance
status survey

Result from 2013 STAR Survey

MF3 HRA Debt Housing Debt Q1 debt: £894,727
Total amount of housing debt Q2 debt: £820,853.64
across all categories, houses, Q3 debt: £900,557.12
shops, land, etc. Lower than same period in
previous year
| Service Delivery Excellent services — Customer driven — A dynamic organisation — Local focus
SD1 General — Customer | la. Housing Services Data will be the same until 2015

Target = 88%

Data will be the same until 2015
Target = 95%

Data will be the same until 2015
Target = 73%

Data will be the same until 2015
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3. Lettings Team
% of tenants who have reported

anti-social behaviour in the past 12
months, rating the help and advice
given as excellent or good

Target = 66%

4. Lettings Team

% of new tenants satisfied with the
allocations and letting process
Target = 86%

5. Lettings Team

% of new tenants satisfied with the
lettable standard of property
Target = 86%

6. Repairs & Maintenance

% of tenants satisfied with the most
recent repair

Target = 98%

7. Supported Housing

% of tenants satisfied with the Extra
Care Housing service

Target = 86%

8. Satisfaction of Gas Servicing

% of tenants satisfied with the Gas
Service procedure

Target = 90%

Annual Housemark Measure

9. Local Authority Major Aids and
Adaptations

% satisfaction, target 95%.

| SD2

' Decent Homes

' 1. Asset Management

We have analysed the unsatisfied
responses and don’t believe that
all can be upheld. We don't feel
that the survey sample size is
large enough, but increasing this
would be costly to the service. We
are looking at changing the way
we collect and report repairs
satisfaction next year with the use
of tablets/handheld devices.

Annual measure reported in

September each year.

We are considering an eco funding
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| - To comply with

Government
Standards

- To improve energy
efficiency of housing
stock

' Average SAP (energy efficiency)

rating of housing stock
Target =70
Annual Housemark Indicator

2. Asset Management

% of dwellings with a valid gas
safety certificate

Target = 100%

SD3

Housing Stock

To manage the
housing stock and
maintenance service
to meet the needs of
the tenants

1. Lettings Team

% of closed ASB cases that were
resolved

Target = 66%

2. Lettings Team
Average re-let time (calendar days)
Target = 21 days

3. Lettings Team

% of dwellings that are vacant but
unavailable to let (this includes
dwellings undergoing or awaiting
major works, held for decant,
illegally occupied or awaiting
demolition)

Target = 0.5%

4. Lettings Team

% of dwellings that are vacant and
available to let

Target = 0.5%

bid for external wall insulation to
around 400 homes, embarking on a
pilot scheme of 40 Cornish properties.
Focus has been on the DLO COSY
replacement so no further progress
on the SAP software upgrade

Q2: 3 properties were without a
valid gas certificate

Q3: 3 properties were without a
valid certificate, all properties are
now serviced (reason for delays,
one tenant passed away, one in
hospital, changes in access date).

69% of voids during Q3 were
major works, in addition to this the
Christmas closing period meant no
works could take place at the end
of the quarter.

5. Repairs & Maintenance

% of properties re-let that meet
lettable standard (20% sample)
Target = 100%

6. Lettings Team
% of properties accepted on first

Under development
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offer
Target = 75%

7. Housing Services

% of tenants on whom the landlord
holds diversity information

Target = 90%

8. Repairs & Maintenance
Proportion of expenditure on
emergency and urgent repairs to
HRA dwellings compared to non-
urgent repairs expenditure to HRA
dwellings. Performance criteria =
lowest

Target = 15%

9. Repairs & Maintenance
% of repairs completed on first visit
Target = TBC

10. Repairs & Maintenance
Completion of repairs within priority
target times:

Emergency (within 24 hours)
Target =98%

11. Repairs & Maintenance
Completion of repairs within priority
target times:

We continue to incrementally
collecting this data.

Under development

Under development

We have analysed the completion
times and the below target
performance cannot be attributed
to one particular contractor. With
regards to improving our
performance we are planning to
meet with our contractors to
ascertain why the performance is
not making significant
improvement. Changes to our
systems in the next financial year
will assist us in identifying
reductions in performance earlier
in order for us to challenge
contractors.

As above
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Urgent (within 3 working days)
Target =94%

12. Repairs & Maintenance
Completion of repairs within priority
target times:

Non Urgent (up to 28 days)

Target =85%

13. Community Clean ups
Number of events held, broken
down by area

Community Clean Up days are not
held in Winter, nothing to report

Q3.

14. Tonnage removed
From clean ups, broken down by
event

Community Clean Up days are not
held in Winter, nothing to report

Q3.

15. Events supported

Number of events/activities put on
or supported by the team, broken
down by area

Halcon:

Happy Halcon Halloween
Fire display and Sparklers
Evening

Christmas lights switch on
Neroche Woodlanders
Christmas Decoration
making

Parkour equipment at
Viridor Green

Happy Halcon Children’s
Christmas party
Supported Sports

Brunch Club

VV VY

VV V VY

Other:
» Wyndhams community
garden
» Priorswood Christmas
market

Borough Wide:
» Advice/publicity on “trick or
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16. Local Authority Major Aids
and Adaptations

Number of applications completed,
target 84.

17. Local Authority Major Aids
and Adaptations

End to end completion time, target
22 weeks.

18. Minor Aids and Adaptations
Number of applications completed.
Target 350

treating” at Halloween
» Domestic Abuse Awareness
Week
Anti dog fouling — publicity/dog
bins

Q3; 43 cases completed. By Q4 it
is estimated that the total
completions will be 65.A number of
potential applications have been
referred to the Minor Works budget
through the reablement
programme.

Q3; 34 weeks. Estimated to be 31
weeks in Q4. Several complex
cases extend the timescales. With
the exceptions removed, the time
would be down to 27 weeks.

This year has seen a significant
rise in the number of Minor Works
applications as the team working
in conjunction with the Housing
Options Occupational Therapist
have looked at alternatives to the
major disabled adaptation for
tenants. Minor Works reduces
disruption to the tenant, reduces
the cost to the HRA and reduces
any significant changes to the
stock. Q4 is estimated to be 365.
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Housing Benchmarking Comparison Q3 2013/14

P 1 Quartle | 2 | 2" Quartile (787 3“Quartie [l 4" Quartile

mﬁwmm
A

1. MANAGING FINANCES

REF

MEASURES

ACTUAL

COMPARISON WITH ALL
COUNCILS NATIONALLY

COMPARISON WITH ALL
HOUSING PROVIDERS

NATIONALLY

MF2

1. Income Team

Former tenant arrears as a % of
annual rent debit

Target = 5%

0.5%

QUARTILE

NO. IN
SAMPLE

TDBC
RANK

26

QUARTILE

NO. IN

SAMPLE

TDBC
RANK

130

20

2.Income Team

Rent written off as a % of annual rent
roll

Target = 0.70%

Annual Measure — to report Q4

3. Income Team

% of rent lost through dwellings being
vacant

Target = 2%

0.7%

5. Estate Management Team
Rent collected as a % of rent owed
excluding arrears b/f

Target = 98.3%

99.2%

28

26

16

128

38

121

65
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2. SERVICE DELIVERY

REF

MEASURES

ACTUAL

COMPARISON WITH ALL
COUNCILS NATIONALLY

COMPARISON WITH ALL
HOUSING PROVIDERS
NATIONALLY

QUARTILE

NO. IN
SAMPLE

TDBC
RANK

SD1

la. Housing Services

General needs tenants’ satisfaction
with landlord services overall
Target = Top quartile performance
status survey

Annual Measure

Result from 2013 STAR Survey

86%

1b. Housing Services

Sheltered housing tenants’ satisfaction
with landlord services overall

Target = Top quartile performance
status survey

Result from 2013 STAR Survey

88%

23

10

17

14

2a. Housing Services

% of general needs tenants satisfied
that their views are taken into account
Target = Top quartile performance
status survey

Result from 2013 STAR Survey

65%

2b. Housing Services

% of sheltered housing tenants
satisfied that their views are taken into
account and acted upon

Target = Top quartile performance
status survey

Result from 2013 STAR Survey

71%

4. Lettings Team

% of new tenants satisfied with the
allocations and letting process
Target = 86%

97%

22

11

15

10

QUARTILE

NO. IN

SAMPLE

TDBC
RANK

190

97

131

106

185

132

124

97

11

46

17
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6. Repairs & Maintenance

% of tenants satisfied with the most
recent repair

Target = 98%

97%

8. Satisfaction of Gas Servicing
% of tenants satisfied with the Gas
Service procedure

Target = 90%

Annual Housemark Measure

98%

SD2

1. Asset Management

Average SAP (energy efficiency) rating
of housing stock

Target =70

Annual Housemark Indicator

66.08

2. Asset Management

% of dwellings with a valid gas safety
certificate

Target = 100%

99.9%

17

140

56

177

117

SD3

1. Lettings Team

% of closed ASB cases that were
resolved

Target = 66%

96.4%

2. Lettings Team
Average re-let time (calendar days)
Target = 21 days

20.85 days

3. Lettings Team

% of dwellings that are vacant but
unavailable to let (this includes
dwellings undergoing or awaiting major
works, held for decant, illegally
occupied or awaiting demolition)
Target = 0.5%

0.9%

4. Lettings Team

% of dwellings that are vacant and
available to let

Target = 0.5%

0.02%

132

49

28

26

18

125

39

26

115

85

117
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6. Lettings Team
% of properties accepted on first offer
Target = 75%

79%

10. Repairs & Maintenance
Completion of repairs within priority
target times:

Emergency (within 24 hours)
Target =98%

93%

11. Repairs & Maintenance
Completion of repairs within priority
target times:

Urgent (within 3 working days)
Target =94%

86%

12. Repairs & Maintenance
Completion of repairs within priority
target times:

Non Urgent (up to 28 days)

Target =85%

92%

71 15
180 155
158 145
172 142




Minutes of the meeting of the Tenant Services Management Board held on
Monday
17 February 2014 at 6pm in The John Meikle Room, Belvedere Road, Taunton.

Present: Mrs J Hegarty (Vice-Chairman),
Mrs J Bunn, Mr D Gaplin, Mr K Hellier, Mr R Middleton, Councillor Bowrah
and Councillor A Wedderkopp.

Officers: Rachel Searle (Housing Development Project Lead), Simon Lewis
(Assistant Director Housing & Communities), Lucy Clothier (Housing
Accountant), Phil Webb (Housing Manager; Property Services), Martin
Price (Tenant Empowerment Manager) and Emma Hill (Corporate Support
Officer).

Others: Councillor Jane Warmington.
Tony Lane from Galliford Try Construction Group

(The meeting commenced at 6.25pm)
1. Apologies/Substitutions

Apology: Mr Dustyn Etherington (Chairman), Mrs E Drage
Substitutions: Councillor A Wedderkopp for Councillor Miss F Smith

2. Public Question Time
No questions received for Public Question Time.
3. Declarations of Interests

Councillor Bowrah declared personal interests as several members of his family
were Taunton Deane Borough Council Housing Tenants. Mrs Hegarty, Mrs Bunn,
Mr Galpin, Mr Hellier and Mr Middleton declared personal interests as Taunton
Deane Borough Council Housing Tenants.

4. Verbal Update on Creechbarrow Road Development Project

The Housing Development Project Lead introduced Galliford Try Construction
group representative who gave a verbal update on the Creechbarrow Road
Development Project.

Below was a summary of the key points of the verbal update on the
Creechbarrow Road Development Project:

e The contract was signed in December 2013.

e Low key works had already started onsite at the moment.

e Asbestos surveys had been completed onsite and now notices had been
served to allow for removal of the asbestos.

e The demolition of the site would be carried at the same time, by following
the progress of the asbestos removal.



e The estimated time scale for this was 15 weeks, and then construction
would be starting.

e The completion of construction of the Knightstone section of the
development would be in March 2015 and the Taunton Deane section
would be completed in October 2015.

During the discussion of this item, board members made the following comments
and asked questions. Responses shown in italics:

e The demolition contractor was a certified asbestos remover as well. They
would complete removal, cleaning and demolition simultaneously.

e Board Members requested that the Galliford Try representative return
later in the year with an update report on the onsite progress of the
development project.

This wouldn’'t be an issue and representative would liaise with officers to
arrange this for the Board Members.

e What would you do with the new UPV doors that were installed in the
properties that were now being demolished?

We were going to liaise with the Council about recycling the doors that
could be recycled. We could look into the reusing or re-selling the doors to
current tenants who show interest.

e Six people had enquired about what would happen to the doors once they
were removed and had expressed an interest in purchasing them for their
current properties.

e What type of consultation with tenants and residents would you be

arranging to keep them up to date?
Officers were booking a room in Halcon to run several community events
to involve and update tenants and residents of Halcon. The Project Team
would be attending these community events. There would also be a
number of other avenues for up to date information regarding project
progress including Web Links, Newsletters and Letter drops. This would
be available to both Tenants and Residents.

e Would there be any opportunities for work for local labour (meaning
Halcon area) onsite as well as work experience, voluntary work and
placements. There were plenty of ready and able people.

This would definitely happen. This was part of the pre-contract
requirements before putting in a bid for the contract.

Resolved that the Board noted the Officer’s report.

Financial Update Quarter Three 2013/2014.

Considering the financial figures table previously circulated, concerning the
Housing Revenue Account Financial Monitoring for Quarter Three accompanied
by a verbal update given by Housing Accountant. The spreadsheets detailed the
breakdown of overall performance outturn of Quarter Three 2013/14 split
between capital and revenue.

The Revenue Account Performance included such headings as Right to Buy,
Income, Expenditure and HRA Revenue.



The following points were covered during the update on Housing Revenue
Account Income, Expenditure and Revenue;

Income was showing an overall under spend of £369,717. This was
additional income.

Voids had a pressure of £244,700. These costs were still much higher
than in previous years but this has reduced in comparison with the
previous quarter.

Expenditure was showing an overall pressure of £143,068.

Other Expenditure was showing an overall under spend of £13,375.

HRA was showing an overall under spend of £240,024.

Looking at Right to Buy’'s (RtB), there had been 39 sales in Quarters 1 — 3 in
2013/2014. Add this to 2012/2013 total and this means 76 sales to date. This
was higher than the Council had anticipated.

The following points were covered during the update on Housing Revenue
Account Capital Programmes;

Overall HRA Capital Programmes had an under spend of £43,320.

There had been late starts in a couple of the Council Capital Programmes,
this included HRA Kitchens, Bathrooms and Heating Improvements.

The Council was now in the first year of four year contract for Air Source
Heat Pumps. The plan was to complete 100 installations as part of rolling
programme.

SWPSHP HRA Aids and Adaptations budget had an under spend of
£21,400 as well as HRA Disabled Facilities Grants (DFG’s) also showing
an under spend of £21,920.

This under spend in SWPSHP budget would be used against the re-
modelling of Council properties to fit Aids and Adaptations to some of the
Council stock.

The Council was looking at £2.2 million budget for development within Taunton
Deane. This included Buybacks of ex-Council properties to return to the Council’s
housing stock.

During the discussion of this item, board members made the following comments
and asked questions. Responses shown in italics:

With regards to Kitchen’s programme, six contractors have been selected
from those who put in a bid for the contract. The programme schedule was
well underway for implementation of the programme.

Remodelling some of the Council’s stock with Aids and Adaptations, then
matching the tenant to the property was a good move forward for the
Council and more emphasis should be placed on this rather than adapting
properties after the tenant has moved in.

The SWPSHP were also setting a traffic light coding system for tenants as
part of this new approach, which included the remodelling of certain stock.
This was part of matching tenants to properties and not adapting unless
necessary.

Board Members requested an update report on the SWPSHP traffic light
coding system for tenants to come to a future Board meeting.



Resolved that the Board noted the Officer’s report.

Performance Indicators Scorecard Quarter Three 2013/2014

Considering the scorecard and summary report previously circulated, concerning
the Health and Housing KPI Performance Scorecard for the period covering
Quarter Three of 2013-14.

Looking at each section of the performance scorecard for Quarter Three, the
figures and percentages as follows:

e Managing Finances (Housing) - There was 9 measures of which 56%
were Green, 33% were Red and 11% were N/A. There was no change
since last Quarter.

e Service Delivery (Satisfaction) - There was 11 measures of which 55%
were Green and 45% were Amber. There was no change from last
Quarter.

e Service Delivery (Decent Homes) — There was 2 measures of which 100%
were Red. There was no change from last Quatrter.

e Service Delivery (Manage Housing Stock) - There was 18 measures of
which 50% were Green, 28% were Red and 17% were N/A.

Below was a summary of the planned actions that were off course:

e 2 Measures for Decent Homes —Gas Safety Certificates 99.9% of
dwelling have a valid gas safety certificate; this represents 3 properties
which had not got certificates at the end of the quarter (now rectified).
Lettings Measure — 0.9% of dwellings were vacant but unavailable to let,
the target was 0.5%. A high percentage of major voids at 69%.

Housing Services Diversity Information - the Council holds 56.2% of
diversity information, there was no change on last Quarter.

2 Repairs and Maintenance measures — 93% of Emergency repairs
were completed on time against a target of 98%, also 86% of urgent
against target of 94%.

Local Authority Major Aids and Adaptions, number of applications —
43 applications were completed against a target of 84. This is expected to
be 65 completions in Quarter Four, which was below target.

Below was a summary of the planned actions that had uncertainty in meeting
them:

e Housing Services - Estate Management — The arrears figures were
higher than target (£360,000) at the end of the Quarter £437,105.92, this
figure had reduced by 14 January 2014 to £385,303.13

e Local Authority Major Aids and Adaptions, spend against budget -
£169,689 committed spend at end of Quarter three against a £339,100
budget, under spend predicted.

e Local Authority Minor Aids and Adaptions, spend against budget

e Housing Services - £77,048 spend at the end of Quarter three against a
£135,000 budget, under spend predicted.



Repairs and Maintenance - 97% of tenants were satisfied with the
repairs and maintenance service, the target was 98%.

Below was a summary of the planned actions that were on course:

Housing Services, expenditure against budget - current forecast was
for the revenue account to be £240,000 under spend against a budget of
£24 million, which was 0.9% under spend.

Housing Managing Finances — 4 measures were better than target.
Lettings Team Measures — 7 measures were better than target.

Gas Servicing - satisfaction measure better than target.

Supported Housing Satisfaction Measure — was better than target
(100% versus an 86% target).

Local Authority Major Aids and Adaptions — 100% satisfaction.
Community Development — measures were on track.

Repairs and maintenance - 92% of non urgent repairs were complete
within priority time of 28 days. Target was 85%.

Local Authority Minor Aids and Adaptions — 249 end of Quarter three,
therefore 365 predicted by year end against a target of 350.

Officers also worked through with the Board Members the adapted Heath and
Housing Scorecard for Quarters one to three and Housing Benchmarking
Comparison Quarter three.

During the discussion of this item, board members made the following comments
and asked questions. Responses shown in italics:

Looking at page eight, the repairs and maintenance section of the
scorecard, this was an issue that needed to be looked into. It's clearly not
an issue with the finances but issues were with employing contractors and
firms to complete the work.

When the new contractors were in place for these programmes, this area
would improve.

Referring to the capital programme for Carbon Monoxide detectors, a
number of solid fuel properties still haven't had any yet. What was the
progress on this programme of works?

This was an ongoing programme of works. The programme was installing
detectors in the high risk properties first.

Looking at Maintenance Performance, currently the figures were not on
target but these figures were affected by the process of completing of
jobs. This process was currently taking a considerable length of time but a
change to the IT software would hopefully speed the process up. This
would in turn improve the performance figures.

Board Members mentioned that the last two jobs completed by the DLO at
their property, they had not yet received a customer satisfaction survey
following the completion of the work.

The officers made note of the lack of receipt of customer satisfaction
survey after completion of the work and said they would look into it.

Resolved that the Board noted the Officer’s report.

(The meeting ended at 7.15pm)



	Agenda
	Members of the public are welcome to attend the meeting and listen to the discussions. 
	  Lift access to the John Meikle Room and the other Committee Rooms on the first floor of The Deane House, is available from the main ground floor entrance.  Toilet facilities, with wheelchair access, are also available off the landing directly outside the Committee Rooms.  
	 
	Tenant Services Management Board Members:-

	Header3: AGENDA ITEM NO. 3
	Footer3!1: Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 1
	Footer3!2: Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 2
	Footer3!3: Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 3
	Footer3!4: Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 4
	Footer3!5: Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 5
	Footer3!6: Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 6
	Footer3!7: Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 7
	Footer3!8: Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 8
	Footer3!9: Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 9
	Footer3!10: Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 10
	Footer3!11: Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 11
	Footer3!12: Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 12
	Footer3!13: Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 13
	Footer3!14: Tenant Services Management Board,17 Feb 2014, Item no. 3, Pg 14
	Header5: AGENDA ITEM NO. 5
	Footer5!1: Tenant Services Management Board,17 Feb 2014, Item no. 5, Pg 1
	Header7: AGENDA ITEM NO. 7
	Footer7!1: Tenant Services Management Board,17 Feb 2014, Item no. 7, Pg 1
	Footer7!2: Tenant Services Management Board,17 Feb 2014, Item no. 7, Pg 2
	Header8: AGENDA ITEM NO. 8
	Footer8!1: Tenant Services Management Board,17 Feb 2014, Item no. 8, Pg 1
	Footer8!2: Tenant Services Management Board,17 Feb 2014, Item no. 8, Pg 2
	Footer8!3: Tenant Services Management Board,17 Feb 2014, Item no. 8, Pg 3
	Footer8!4: Tenant Services Management Board,17 Feb 2014, Item no. 8, Pg 4
	Footer8!5: Tenant Services Management Board,17 Feb 2014, Item no. 8, Pg 5
	Footer8!6: Tenant Services Management Board,17 Feb 2014, Item no. 8, Pg 6
	Footer8!7: Tenant Services Management Board,17 Feb 2014, Item no. 8, Pg 7
	Footer8!8: Tenant Services Management Board,17 Feb 2014, Item no. 8, Pg 8
	Footer8!9: Tenant Services Management Board,17 Feb 2014, Item no. 8, Pg 9
	Footer8!10: Tenant Services Management Board,17 Feb 2014, Item no. 8, Pg 10
	Footer8!11: Tenant Services Management Board,17 Feb 2014, Item no. 8, Pg 11
	Footer8!12: Tenant Services Management Board,17 Feb 2014, Item no. 8, Pg 12
	Footer8!13: Tenant Services Management Board,17 Feb 2014, Item no. 8, Pg 13
	Footer8!14: Tenant Services Management Board,17 Feb 2014, Item no. 8, Pg 14


