[image: image1.jpg]Barough Council




[image: image2.png]Kettering
Borough Council






CONTACT INFORMATION
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Head of Housing

johnconway@kettering.gov.uk


01536 534288

1. SERVICE SUMMARY & OBJECTIVES 

1.1 Service Summary

Our aim is to ensure that every household in the Borough of Kettering has a decent and affordable home, located within a sustainable community.

Our services include:

· developing and implementing the Council’s Housing Strategy;

· providing a housing options service for homeless households and other people in housing need;

· managing and maintaining the Council’s housing stock of 3,800 homes including nine sheltered housing schemes;

· forming partnerships with housing associations, house builders and private landlords to develop affordable homes in sustainable communities;

· working with owner occupiers, landlords and their tenants to improve housing conditions in the private sector;

· enhancing the life skills of our customers through training, advice and practical support.         

1.2 Key Service Aims

The key aims of the service unit are:
	                            Key Comment

Service Objective

	Links to priorities
	Sustainable Communities
	Customer

Services
	Environment
	Community

& Rural Issues

	1.   Increasing the supply of affordable housing
	1C

1D

3A

4B
	(
	
	(
	(

	2.  Preventing homelessness by providing high 
     quality advice and assistance
	1D

2A

2B
	(
	(
	
	       (

	3. Improving the physical condition of the 
      housing stock across all tenures
	1C

1D

2B

3A

3B

4A
	(
	(
	(
	(

	4. Promoting independence for people with 
     special needs
	1B

1C

2A

4B


	(
	(
	
	(

	5.  Sustaining neighbourhoods
	1C

1D

3A

3B

4A

4B
	(
	
	(
	(

	6. Maximising the influence our customers 
      have over the level and quality of service 
      they receive from the Council
	2A

2B

3B

4D
	
	(
	(
	(

	7.  Ensuring best value and efficiency in the 
      delivery of all housing services
	2A

2B
	
	(
	
	


1.3 Key Service Objectives

Projects we are focussing on over the next 18 months are:
	
	Objectives
	Term

	1
	Review and update the Housing Strategy 
	Short

	2
	Prepare an Asset Management Plan for the Council’s housing stock
	Short

	3
	Review and update the Council’s strategic approach to private sector housing 
	Medium

	4
	Review and update the Council’s strategic approach to disabled adaptations across all tenures 
	Short

	5
	Review and update the housing repairs service to ensure that it is customer focused, effective and provides excellent value for money 
	Medium

	6
	Respond to the new regulatory framework for social housing by involving customers more in the management, monitoring and development of the housing service 
	Short

	7
	Implement a fairer and more transparent structure for the calculation of service charges
	Short

	8
	Launch a sub-regional choice based lettings scheme covering Kettering, Wellingborough and Corby
	Short

	9
	Extend the scope of the LifePlan programme to offer council tenants opportunities for education, training and personal development
	Short

	10
	Develop a New Opportunities New Skills course specifically for users of mental health services
	Short

	11
	Enhance housing options for socially excluded adults and promote life skills training to partner organisations 
	Medium

	12
	Expand HomeMove to include properties in the local housing association sector
	Short

	13
	Launch a local lettings agency
	Short

	14
	As part of the ‘Cheaper and Better’ project, review key service areas  to ensure  that they are customer focused, effective and provide excellent value for money 
	Medium

	15
	Review the out-of-hours service
	Medium

	16
	Prepare enhanced local lettings plans for larger housing association developments
	Short


1.4 Links to cross-cutting generic themes:

Sustainable Community Strategy 
Kettering Borough Council has been working with its strategic partners to develop the third Sustainable Community Strategy for our Borough.   This is a high level document which reflects the ambitions and aspirations of the borough’s residents and businesses and includes resourced actions plans where a partnership approach to delivery adds value. The Local Strategic Partnership (LSP) Executive Board drives this joint working and is accountable for ensuring the strategy is implemented.  It aims to address local priorities while also reflecting the requirements of other strategic documents such as the Northamptonshire Local Area Agreement (LAA) and the Sustainable Communities Strategy for Northamptonshire.
Kettering Borough Council Improvement Plan

The Kettering Borough Council Improvement Plan is a three year plan and acts as a driver for prioritised improvement across the Council.  The Plan contains specific aims, objectives, targets and actions that relate to service units, both individually and collectively.

Local Area Agreement
Kettering Borough Council as part of a Northamptonshire wide partnership will be delivering the LAA2.  This partnership brings together a large number of partners from the public, business and third sector to deliver the aims and aspirations of the people of Northamptonshire.

Medium-term financial strategy

All service units play an important role in ensuring that the Council maintains a stable medium term budget position. Many of the initiatives outlined within this Service Plan, and in the more detailed action plans that underpin them, ensure that the service unit operates within the budget that has been set.

Next Steps Improvement Programme

The Next Steps Improvement Programme is driving improvement across all services and is at various stages of implementation depending on the service area. More information is contained within an update on progress with the Next Steps programme.

Asset Management Plan and Capital Strategy

The Council possesses an Asset Management Plan and Capital Strategy that provides a strategic overview for the investment, maintenance, development and disposal of all Council’s property and non-property related assets. Due to the strategic importance of the Council’s asset portfolio and its role in the delivery of the corporate priorities, all decisions that impact on the future use of the Council’s land and buildings are given strategic consideration including close scrutiny by Strategic Management Team.

Transformational Government

All service units play an important role in the delivery of the Council’s E-government programme. For more details, please contact a Head of Service.
Social Inclusion

All service units are actively working to address issues of equality and social inclusion. All services have to comply with corporate policies and procedures regarding equality of opportunity as well as the legislative requirements.

Equality Strategy

Kettering Borough Council’s Equalities Monitoring Action Plan provides us with an action plan to deliver to ensure our services; policies and procedures are maintained at the highest standards.  Key actions that will be delivered this year will be highlighted in the project plan. For more information and a full copy of the scheme can be found on the website.

Data Quality  

The Housing Service Unit will work towards achieving the highest possible standards of data quality with performance, financial and other information. Priority will be given to information that is required to effectively manage the service unit, and allows the delivery of corporate priorities to be effectively assessed.  The Performance and Data Quality Champions will be utilized to inform corporate learning and assist in the development of corporate systems.
Suite 16 Programme
The Suite 16 Programme is a group of projects aimed at regenerating Kettering town and the surrounding area.  There are a number of projects (originally 16) aimed at improving the retail, employment, educational and the living offer across the borough.  Some projects have been completed, for example Chesham House and Phase One of the Market Place Development. Other projects are in the design and development phase. Work is due to start in 2010 on the new restaurants in at the Market Place along with public realm improvements to Sheep Street and Market Street.

In order to help deliver value for money and add value to project delivery, the projects have been assigned projects managers from across the Council’s service areas. This will allow the Council to provide more capacity to the project than could otherwise be achieved, speeding up project delivery and the benefits of regeneration. The resource requirements for specific projects are therefore reflected in the respective service plan action plans. It is important to note that the Council has made a conscious and purposeful effort to drive forward the redevelopment project in the recent difficult economic climate with a view to helping support the economic recovery in the area.  This is part of the Council’s ‘modelling for recover’ approach.

1.5 Links to cross-cutting specific themes 
Housing Strategy

The Housing Strategy takes an in-depth look at housing need within the Borough of Kettering and sets out a framework for meeting this need over a three to five year period across all tenures. Our Strategy was approved as ‘fit for purpose’ by the Government Office for the East Midlands in 2006. A new Housing Strategy, taking account of the current financial situation, is being drafted and will be published in summer 2010 after a consultation exercise in the spring. 

Homelessness Strategy

The Council’s Homelessness Strategy, which was revised in 2008, contains our plans for increasing the range of options for people who are at risk of losing their homes. It also describes how the Council will meet the Government’s target to reduce substantially the use of temporary accommodation by the end of 2010.

Empty Property Strategy

The Empty Property Strategy aims to reduce the numbers of long-term empty homes in the Borough by encouraging owners to bring their properties back into use.   

Housing Revenue Account (HRA) Business Plan

The HRA Business Plan evaluates the management and investment needs of the Council’s housing stock and outlines our capital expenditure plans over a thirty year period. The plan also describes how the Council will improve its services to tenants and meet the Decent Homes Standard by 2010. We will update the HRA Business Plan when the outcomes from the Government’s review of council housing finance are known.       

1.6 KEY ACHIEVEMENTS

The unit’s key achievements in 2009/10 have been:

	Achievement
	Activity
	Outcome 

	Increasing the supply of affordable homes 
	We work in partnership with housing associations and the Homes and Communities Agency to provide more new homes 
	We have provided increasing numbers of affordable homes:

2003/4 18 completions

2004/5 91 completions

2005/6 112 completions

2006/7 212 completions

2007/8 116 completions

2008/09 243 completions 

	Increasing the supply of affordable homes
	Kettering Keyways, our choice based lettings service, was launched in January 2009  
	948 properties have been advertised on the Keyways website since launch.
Kettering Borough Council 424

Housing associations 403

Low cost home ownership 63

Private rented 58

We have received over 33,200 bids of which 96.5% were placed via the website. 

	Increasing the supply of affordable homes
	HomeMove was launched in June 2009 to help tenants who are under-occupying their homes to move into smaller properties  
	Since HomeMove was launched, 15 households have been assisted to downsize into a smaller property thus increasing the amount of family accommodation available for letting through Keyways. 

	Improving sheltered housing services 
	We introduced a new Silver Service for our sheltered housing service in 2008 with the objective of providing a more professional and responsive service to residents in our sheltered housing schemes
	Our Silver Service has now achieved level B of the Supporting People Quality Assessment Framework 

	Achieving better performance 
	We have worked hard to drive up  performance in all parts of the housing service
	Based on the latest available quartile data for all England, at the end of 2008/09 all our national performance indicators were in either top or upper median quartile
Our performance in five out of six local performance indicators also improved

	Achieving better performance
	We have focussed on improving performance in turning round void properties
	Void times have been reduced from 66 days in 2007/08 to 41 days in 2008/09 and down to 35 days in January 2010

	Achieving better performance  
	We continue to focus on improving rent collection and rent arrears management 
	Rent arrears have been reduced from £291,600 in March 2007 to £236,836 in March 2008 and £207,405 in March 2009.
The number of tenants owing rent arrears of more than seven weeks has been reduced from 174 in December 2008 to 136 in  December 2009

	Achieving better performance
	We carried out a tenant profiling exercise in late 2009 in order to know our customers better and design future service improvements around their needs and aspirations. 
	48% of tenants have responded to our tenant profile questionnaire 

	Reducing homelessness
	Our Housing Options team has developed a preventative approach to homelessness
	Homelessness applications have been reduced from 206 in the first 10 months of 2008/9 to 112 in the first 10 months of 2009/10

Homelessness  acceptances have been reduced from 115 in the first 10 months of 2008/9 to 69 in the first 10 months of 2009/10

Use of temporary accommodation has been reduced from a peak of 52 units in February 2007 to 15 units in February 2009  

	Reducing homelessness
	We are procuring private sector lets as an alternative to bed and breakfast accommodation  
	Since the introduction of the private sector leasing scheme in May 2007, 17 properties have been utilised providing better accommodation at a lower cost than bed and breakfast.  

	Expanding our housing options service
	We have helped owner occupiers who are at risk of repossession   to stay in their homes
	The first mortgage rescue in Kettering under the  Government’s  Mortgage Rescue Scheme has been completed with another two households currently in the pipeline  

	Expanding our housing options service
	We have developed new housing options for groups at high risk of homelessness  
	A project to improve housing options for ex-offenders was completed in March 2009   

Following this project several service improvements have been made: a Housing Options Advisor now holds weekly surgeries at Probation, several training sessions on housing options and law have been arranged for partner agencies and housing officers now deliver training sessions at HMP Woodhill. 

Since May 2009 three training sessions have been delivered at Woodhill Prison on the 'How to be a good tenant' course which has reached 27 prisoners.  

13 Prisoners attended the session on 1 October 2009: nine prisoners completed an evaluation form all of whom said the course was either ‘excellent’ or ‘good’. 

7 prisoners attended the session on 21 January 2010: all the prisoners said the course was either ‘excellent’ or ‘good’.  

A second project to improve the housing options service for people with poor mental health was completed in May 2009. 

Following this project, a Housing Options Advisor now holds a surgery every two weeks at the Welland Centre to offer housing advice to patients. 

Between April 2009 and December 2009 the Housing Options team undertook over 130 outreach housing options interviews in the community at locations which include Probation, Woodhill Prison and hospitals.  

	Improving the life chances of local people
	‘Move On, Move In’ is a joint venture between Kettering Borough Council and partner agencies, which aims to provide life skills training for young people looking for their first home. 
	Since Move On, Move In began in May 2006 we have held 10 courses which 81 young people have successfully completed. 
In September 2009 we undertook a client tracking exercise and found that only two of these young people had either lost or given notice on their tenancies.  

	Improving the life chances of local people
	‘New Opportunities, New Skills’ is our life skills training course for vulnerable adults. 
	Since New Opportunities, New Skills began in January 2009 we have held two courses which 15 vulnerable adults have successfully completed.

	Improving the life chances of local people
	LifePlan, our new service to help homeless people and vulnerable tenants get access to employment, training and educational opportunities, was launched in June 2009 
	Since June, 62 customers have received advice and support from our LifePlan Advisor.  



	Improving the life chances of local people
	A new Tenancy Support Advisor, funded by Supporting People, started work during 2009. 
	23 tenants are now being supported in maintaining their tenancies by the Tenancy Support Advisor 

	Ensuring council homes are safe and decent
	We are working hard to meet the Government’s target that by 2010, all local authority housing has to meet the Decent Homes standard. 
	99.85% of Kettering’s council housing stock now meets the Decent Homes standard. 


	Ensuring council homes are safe and decent
	We ensure that our stock investment plans are based on reliable and up-to-date information. 
	More than 1,280 properties (33% of the Council’s housing stock) were surveyed as part of a new stock condition survey during summer 2009.

	Ensuring council homes are safe and decent
	Our programme of gas safety checks aims to every single Council property with gas-fired central heating.
	For the sixth successive year, landlord safety checks were carried out to 100% of homes with gas-fired central heating  

	Maximising resources and ensuring value for money
	Our ‘Cheaper and Better’ project has identified a range of savings and efficiencies that can be made whilst improving services to tenants  
	Gas and electricity services for void properties are now routed through a single supplier, resulting in lower costs, savings in officer time and an improved service.

Recycled door locks are now used for void properties rather than new locks. 

A substantial reduction in the cost of bed and breakfast accommodation has been negotiated with hotels.

	Maximising resources and ensuring value for money 
	We have made successful bids to CLG and Supporting People for additional resources to reduce housing need in Kettering. 
	Supporting People funding for a Tenancy Support Advisor post - £29,995 per year for two years.

CLG funding  for sub-regional choice based lettings  - £105,000 

CLG Trailblazer funding - £125,000 in 2009/10

Homelessness Prevention Fund for 2009/10 - £40,000 

Homelessness Repossession Grant - £28.500 

County Homelessness Grant - £5,000 

Supporting People funding for a Housing Options Advisor (Transitions) post - £34,000 

Decent Homes Grant 2009/10 - £454,316 from GOEM  

	Maximising resources and ensuring value for money
	We have reduced our use of bed and breakfast accommodation for homeless households by implementing a preventative approach to homelessness 
	Expenditure on bed and breakfast accommodation in 2009/10 has been driven down to £44,906 at the end of January. This compares to £178,112 at the same time last year.

	Developing talented and professional staff
	We have sponsored staff to gain housing professional qualifications 
	Anne Coulson awarded CIH high achievement award at De Montfort University. 
Leanne James awarded the CIH outstanding achievement award at Birmingham City University. 

	Sharing good practice
	We have developed a national reputation in areas such as housing options and we readily share our experience and expertise with others 
	Provided advice and practical support on choice based lettings to South Kesteven District Council and Peterborough City Council  
Provided speakers on change management to CIPD and Volkswagen.

Provided speakers on housing options to Lemos and Crane, Ministry of Justice, Northern Housing Consortium, HouseMark, National Housing Federation, Yorkshire and Humberside MAPPA, CLG and CIH.   

	Sharing good practice
	In Summer 2009 we launched Housing Options and Homelessness training events for partner organisations 
	We have held three sessions and 52 people from partner agencies have been trained.  

On 10th July 16 people were trained. 

On 13th November 16 people were trained. Of these: 12 said their overall impression of the course was ‘excellent’ and 4 said it was ‘very good’.

On 27th November 20 people were trained.  Of these: 10 said their overall impression of the course was ‘excellent’ and 10 said it was ‘very good’. 


2. STANDARDS OF SERVICE

2.1 Corporate Service Standards

We will aim to:

· Answer all phone calls within 10 seconds
· Reply to written enquiries within 10 working days of their receipt

· We will aim to see customers who visit us within 10 minutes. If there is an occasion where we are unable to honour this commitment then we will offer to make an appointment

In addition, we will aim to:

· Acknowledge receipt of e-mails on the same working day as they are received, and we will provide an answer to e-mail queries within three working days

· Make an appointment when requested

· We will deal with 90% of enquiries without transferring customer calls to other areas of the Council

· We will provide a polite, friendly and effective response

· We will wear name badges and will treat customers with respect

2.2 Service Specific Standards

Housing Maintenance 
During 2010, we will introduce appointments for repairs. So when customers contact us with a repair request, we will be able to offer a morning or afternoon appointment for the majority of repairs.

Appointments for repairs will be offered in accordance with the following priorities:

Priority One – Urgent work that will be carried out within 24 hours. 

Priority Two – Less urgent repairs that can be undertaken within 7 calendar days
Priority Three – Non-urgent work that can be undertaken within 90 calendar days  
Priority Four – Work that can be carried out within 12 months as part of a planned maintenance programme. 
As part of the housing repairs project, new customer service standards for responsive repairs, new lettings, gas servicing and capital projects will be devised in collaboration with tenants.   These will be introduced during 2010.
Neighbourhood Management

Comprehensive estate inspections are undertaken by Neighbourhood Managers every month.  
In response to the TSA’s regulatory framework for social housing, new customer service standards for neighbourhood management will be devised in collaboration with tenants.   These will be introduced during 2010.
Staff 

For our staff, we:

· conduct an annual personal review for each member of staff;

· Provide training and development opportunities;

· Arrange a Housing Briefing meeting for all staff every month;

· Send a weekly email bulletin to all staff;

· Hold team meetings every week;

· Carry out Criminal Records Bureau checks (where applicable) for officers working with vulnerable people.   

WHAT CUSTOMERS SAY 

Our customers are at the heart of the organisation and it is important that we shape our services to effectively meet their needs.  We work hard to find out the views of our customers and what they think about the services that we are providing.

3.1 Place Survey
The Place Survey was undertaken for the first time in September 2008 and the national indicator results from the survey can be found in the table below.  The survey was introduced to help capture resident’s views, experiences and perceptions of the local area.
Many topics are covered in the survey including community safety, information provision and local decision making.  The results provide the council with valuable feedback on how satisfied residents are with living in their local area, how good the services are and what most needs improving. 
In September 2009 the Place Survey will be undertaken again to help identify whether satisfaction levels remain static or have improved and if priorities have changed.  The indicators highlighted in green are LAA designated targets.
	NI Ref
	National Indicator Description
	Result 08/09
	Result 09/10

	NI1
	Percentage of people who believe people from different backgrounds get on well together in their local area
	77.1%
	

	NI2
	Percentage of people who feel that they belong to their neighbourhood
	56.0%
	

	NI3
	Civic participation in the local area
	12.4%
	

	NI4
	Percentage of people who feel they can influence decisions in their locality
	23.4%
	

	NI5
	Overall/general satisfaction with local area
	75.6%
	

	NI6
	Participation in regular volunteering
	23.6%
	

	NI17
	Perceptions of anti-social behaviour
	16.3%
	

	NI21
	Dealing with local concerns about anti-social behaviour and crime issues by the local council and police
	19.7%
	

	NI22
	Perceptions of parents taking responsibility for the behaviour of their children in the area
	27.9%
	

	NI23
	Perceptions that people in the area treat one another with respect and consideration
	28.4%
	

	NI27
	Understanding of local concerns about anti-social behaviour and crime issues by the local council and police
	20.1%
	

	NI37
	Awareness of civil protection arrangements in the local area
	11.8%
	

	NI41
	Perceptions of drunk or rowdy behaviour as a problem
	25.5%
	

	NI42
	Perceptions of drug use or drug dealing as a problem
	21.3%
	

	NI119
	Self-reported measure of people’s overall health and wellbeing
	71.7%
	

	NI138
	Satisfaction of people over 65 with both home and neighbourhood
	80.6%
	

	NI139
	The extent to which older people receive the support they need to live independently
	24.1%
	

	NI140
	Fair treatment by local services
	69.4%
	


3.2 Community Consultations

The Council regularly consults tenants about the management and future direction of the     housing service:

Tenants Forum – Council tenants are consulted formally by Kettering Borough Council through the Tenants Forum. The Forum, which meets every month, comprises councillors and representatives from tenants associations across the Borough. During the past year, the Tenants Forum has been consulted on a variety of housing-related topics including the housing repairs project, service charges and the Government’s review of council housing finance.  
Tenants Monitoring Group – This group meets on a monthly basis to review the Council’s performance as a landlord. Topics that are examined include our performance on voids, rent arrears and repairs.  
Silver Service Forum – Tenant representatives from our sheltered housing schemes meet regularly to review the service and to discuss their needs and aspirations. 

We have also carried out a number of major consultation exercises during the past twelve months:

Housing Repairs Project – We have consulted residents extensively to gauge their views about the effectiveness of the existing repairs service and to ascertain their needs and wishes about developing the service further.  During autumn 2009, we sent a questionnaire survey to tenants and held a road show and a number of ‘speed-dating’ events. A total of 1025 tenants gave us their views.   
The key findings were: 

· 86% of tenants are happy with the current service overall.

· 60% of tenants prefer to phone Customer Services with their repair requests, with personal visits next at 21%.  

· 71% of tenants said reporting a repair was easy.

· 88% of tenants were satisfied with our Out of Hours service.

A number of areas for improvement were highlighted by tenants:

· 69% of tenants did not know what our repair timescales were, or where to find that information.

· 55% of tenants said they were not given an appointment when reporting a repair.

· 55% of tenants did not receive a receipt or tenant survey after reporting a repair.

This information is being used to help design a new appointments service for repairs. 

Tenant Profiling – During 2009, we undertook a tenant profiling exercise in order to understand our tenants better and to ensure that future service improvements were built around their needs and requirements. A detailed questionnaire was sent to all 3,821 tenants and a response rate of 48% was achieved by the end of January 2010.     
3.3 Customer comments, complaints and compliments

	 
	Lack of Facilities / Services
	Process Failures / Service Failures
	Community Safety / Environment Issues
	Service Requests / Suggestions
	Information Requests
	Partner Issues

	Housing Services
	
	
	
	
	
	


3.4 Future Activities
From 1 April, the Tenant Services Authority will regulate and monitor social housing landlords including Kettering Borough Council. We will have to meet new national performance standards and develop a set of local performance standards with our tenants. 

The advent of the new regulatory framework for social housing provides a valuable opportunity for us to consult tenants on a wide range of customer service issues.  
A working group, including staff from Housing, Environmental Care, Corporate Development and Customer Services has already been set up to co-ordinate our approach to the new regulatory system and to ensure that our tenants are actively involved in the process.  

3. HOW WE PERFORM & HOW OUR PERFORMANCE COMPARES

3.1 Performance Indicators
The table below provides an overview of performance as measured by relevant national, local and management performance indicators.  Please note the indicators highlighted in green are LAA designated targets.  
	Ref No.
	Description
	Year end 2008/09
	2009/10 Target
	2009/10 Data
	Direction of Travel
	Quartile Position
	Top Qtle 2007/08
	2010/11 Target
	2011/12 Target
	2012/13 Target
	Report to LAA

	Indicator
	Performance Data
	Target Information
	

	NI 155
	Number of affordable homes delivered (gross)
	243
	150
	160
	
	
	N/A
	150
	150
	150
	(

	NI 156
	Number of households living in Temporary Accommodation
	26
	25
	12
	
	
	N/A
	15
	12
	10
	(

	NI 158
	% non decent council homes
	0.70%
	0%
	Annual
	
	
	N/A
	0%
	0%
	0%
	(

	NI 160
	Local Authority tenants’ satisfaction with landlord services
	80%
	80%
	Bi-annual
	
	
	N/A
	81%
	81%
	82%
	(

	NI 187i
	% people receiving income based benefits living in homes with low energy efficiency 
	3%
	3%
	6%
	
	
	N/A
	5%
	4%
	3%
	(

	NI 187ii
	% people receiving income based benefits living in homes with high energy efficiency
	41%
	41%
	42%
	
	
	N/A
	43%
	44%
	45%
	(

	LPI 212
	Average time to re-let local authority housing
	41 days
	30 days
	34 days
	
	
	25 days
	25 days
	 25 days
	25 days
	

	LPI 66a
	Rent collection
	98.03%
	98.4%
	97.78%
	
	
	98.63%
	98.5%
	98.6%
	98.7%
	

	MPI 64
	Private Dwellings returned to occupation
	151
	150
	51
	
	
	113
	100
	120
	140
	

	MPI 183a
	Length of stay in bed & breakfast
	3.97 wks
	1 wk
	1.44 wks
	
	
	N/A
	0 wks
	0 wks
	0 wks
	


	Ref No.
	Description
	Year end 2008/09
	2009/10 Target
	2009/10 Data
	Direction of Travel
	Quartile Position
	Top Qtle 2007/08
	2010/11 Target
	2011/12 Target
	2012/13 Target
	Report to LAA

	Indicator
	Performance Data
	Target Information
	

	MPI 57
	The average determination time to decide if someone is homeless
	32 days
	30 days
	23 days
	
	
	N/A
	25 days
	23 days
	21 days
	

	MPI 58
	Number of homelessness prevention cases
	237
	250
	90
	
	
	N/A
	150
	175
	200
	

	MPI 46
	Percentage of urgent repairs completed within KBC time limits
	87.78%
	98.00%
	97.09%
	
	
	N/A
	98.00%
	98.00%
	98.00%
	

	MPI 63
	Average SAP rating of local authority owned dwellings
	81
	81.5
	81
	
	
	73
	
	
	
	

	MPI 48
	Local authority rent collection and arrears; rent arrears of current tenants as a proportion of the authority’s rent roll
	1.83%
	1.82%
	1.90%
	
	
	N/A
	1.81%
	1.80%
	1.79%
	

	MPI 66b
	Number of tenants with more than 7 weeks rent arrears as percentage of total tenants
	4.30%
	4.00%
	3.57%
	
	
	3.54%
	3.9%
	3.8%
	3.7%
	

	MPI 66c
	Percentage of tenants who have had Notices Seeking Possession served
	46.64%
	28%
	29.73%
	
	
	14.83%
	26%
	24%
	22%
	

	MPI 66d
	Percentage of tenants evicted as a result of rent arrears
	0.61%
	0.26%
	0.34%
	
	
	0.20%
	0.5%
	0.4%
	0.3%
	

	MPI 75
	Gas servicing of local authority properties
	100%
	100%
	100%
	
	
	N/A
	100%
	100%
	100%
	

	MPI 6
	Number of notices of seeking possession served on the grounds of anti-social behaviour
	9
	20
	32
	
	
	N/A
	35
	35
	35
	

	MPI 86
	Notices requiring possession (introductory tenancies) served on the grounds of anti-social behaviour
	1
	2
	4
	
	
	N/A
	4
	4
	4
	

	MPI 202
	Number of people sleeping rough on a single night within the area of the authority
	3
	3
	3
	
	
	0
	3
	3
	3
	


	Ref No.
	Description
	Year end 2008/09
	2009/10 Target
	2009/10 Data
	Direction of Travel
	Quartile Position
	Top Qtle 2007/08
	2010/11 Target
	2011/12 Target
	2012/13 Target
	Report to LAA

	Indicator
	Performance Data
	Target Information
	

	MPI 101
	Amended 2010/11: Percentage of priority 2 repairs completed within 7 calendar days
	
	
	
	
	
	
	
	
	
	

	MPI 102
	Amended 2010/11: Percentage of priority 3 repairs completed within 90 calendar days
	
	
	
	
	
	
	
	
	
	

	NEW MPI
	Percentage of priority 4 repairs completed within 12 months
	
	
	
	
	
	
	
	
	
	

	NEW MPI
	Average number of days to complete routine, non-urgent repairs
	
	
	
	
	
	
	
	
	
	


4.2 Sickness / Absence management

	 
	No. full time equivalents
	Days lost per FTE 2008/09
	Days lost per FTE 2009/10 Apr-Sept
	Days lost per 2009/10 Annualised
	KBC target 09/10 (Days lost per FTE)

	Housing Services  
	
	
	
	
	


Full-Time Equivalents - Part time jobs are logged as fractions of full time jobs.  This column shows the sum of full time and part time roles in a department

Days lost per FTE 2008/09 - Total days lost per person employed in a service area in 2008/09
Days lost per FTE 2009/10: Apr - Sept - Total days lost per person employed in a service unit for the 6 month period April 09 to September 09
Days lost per FTE 2009/10: Annualised - Extrapolated year-end figure for the number of days lost per person employed in a service unit.  (Based on the number of days lost from April 09 to September 09)

KBC Target 09/10 - KBC's target for 2009/10 is that, on average, individual members of staff would have 8 days or less off sick in the financial year
The Council set a target of achieving no more than 8 days lost per employee in 2009/10.  For the financial year 2008/09 Housing had a sickness absence level of xxx days per member of staff.  The statistics for 2009/10 so far show sickness absence is currently xxx days per member of staff, up to September 2009, giving an annualised performance of xxx days.

4.3 EQUALITIES COMMITMENT

Kettering Borough Council is committed to equalities and to providing services that meet the needs of all the different individuals and communities that we serve.

Councils have a duty to monitor services to ensure that they are being delivered fairly and they are equally accessible to all.  There are six strands to the equalities standard:

· Race Equality

· Disability Equality

· Gender Equality

· Age Equality

· Sexual Orientation Equality

· Religion & Beliefs Equality

Kettering Borough Council’s Equalities Monitoring Action Plan provides us with an action plan to deliver to ensure our services; policies and procedures are maintained at the highest standards.  Key actions that will be delivered this year will be highlighted in the project plan. For more information and a full copy of the scheme can be found on the website.

4.4 GREEN COMMITMENT   

As an organisation, we are committed to being greener. We are working on a number of green projects that will help us work towards the delivery of our ‘environmental’ priority. 

The Council now has a team of ‘Green Champions’ which comprises representatives from each service area who work together to:   
♦ Raise awareness of how individuals can be greener 
♦ Help the Council reduce its carbon footprint  
The environment and our use of resources are key considerations when planning any projects.  
4.4 HUMAN RESOURCES PLANNING

Ensuring that the organisation has the right people in place to deliver the organisational objectives is vital to any organisation. The ’Next Steps for Housing’ service improvement programme has helped us to put in place a staffing structure which is customer-focussed, robust and flexible. The Housing service unit comprises three teams:


HOUSING MAINTENANCE AND INVESTMENT TEAM


TENANCY SERVICES TEAM
4. OUR PLAN FOR PROGRESSING PERFORMANCE IMPROVEMENT (WITH RISK ASSESSMENT)

	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H1
	Statutory requirement

Recession in the housing market requires a re-appraisal of our strategic approach.
	Ensuring housing policies and initiatives are based on sound and rigorous analysis. 
	Review and update the Housing Strategy
	July 2010
	Housing Strategy and Options Manager
	1C, 1D, 2A, 2B, 2C, 2D, 3A, 4A, 4B

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	High
	Increase in the number of affordable homes.
Housing services that are more customer-focused.
	
	
	
	Adopt a project management approach.
Prepare and monitor a project plan. 

Housing Management Team to monitor progress.

	
	
	
	Medium
	Medium
	

	
	
	Low
	
	
	


	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H2
	CLG/Treasury Review of Council Housing Finance
Decent Homes standard

Stock condition survey
	Ensuring that stock investment plans are based on robust data and analysis 
	Prepare an Asset Management Plan for the Council’s housing stock
	June 2010
	Head of Housing
	1C, 1D, 2A, 2B, 2C, 2D, 3A, 3B, 4A, 4B 

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	High
	Housing stock meets the decent homes standard
Higher tenant satisfaction

Safer home environment
	
	
	
	Adopt a project management approach.

Prepare and monitor a project plan. 

Housing Management Team and Tenants Monitoring Group to monitor progress.

	
	
	
	Medium
	Medium
	

	
	
	Low
	
	
	

	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H3
	Rugg Review

Recession in the housing market
	Ensuring strategic housing services are efficient, effective and customer focused
	Review and update the Council’s strategic approach to private sector housing


	December 2010
	Housing Strategy and Options Manager
	1C, 1D, 2A, 2B, 2C, 2D, 3A, 4A, 4B

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	Medium
	Better housing conditions in the private sector

More partnership working with private landlords and managing agents
	
	
	
	Adopt a project management approach

Prepare and monitor a project plan 

Housing Management Team to monitor progress

	
	
	Medium
	Medium
	Medium
	

	
	
	
	
	
	


	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H4
	Independent living agenda

Customer feedback

Best practice
	Ensuring strategic housing services are efficient, effective and customer focused
	Review and update our strategic approach to disabled adaptations across all tenures
	September 2010
	Supported Housing Manger
	2A, 2B, 2C, 4B

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	High
	Improved performance

Reduced costs

Higher customer satisfaction
	
	
	
	Adopt a project management approach

Prepare and monitor a project plan 

Housing Management Team to monitor progress

	
	
	Medium
	Medium
	Medium
	

	
	
	
	
	
	


	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H5
	Benchmarking of costs and performance
Customer feedback

Best practice
	Ensuring landlord services are efficient, effective and customer focused
	Review and update the housing repairs service to ensure that it is customer focused, effective and provides excellent value for money 
· Introduce appointments for responsive repairs – Apr 10
· Introduce new priority timescales for repairs– Apr10

· Revise the policy for rechargeable repairs – Apr10

· Introduce new lettable standard – Apr 10

· Clarify repairing responsibilities – Apr10

· Review and update timelines for gas servicing – May 10
· Streamline voids management – May 10
· Introduce new suite of performance indicators – Apr 10
· Introduce benchmarking of repair costs – May 2010 
· Restructure the repairs service – Sep 10  
	September 2010
           
	Head of Housing
	1C, 1D, 2A, 2B, 2C, 2D, 3A, 3B, 4A, 4B

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	High
	Improved performance

Reduced costs

Higher customer satisfaction 
	
	High
	High
	Adopt a project management approach.

Prepare and monitor a project plan. 

Housing Management Team and Tenants Forum to monitor progress.

	
	
	Medium
	
	
	

	
	
	
	
	
	


	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H6 
	TSA regulatory framework for social housing

Customer feedback

Best practice

 
	Maximising the influence our customers have over the level and quality of service 
they receive from the Council
	Respond to the new regulatory framework for social housing by involving customers more in the management, monitoring and development of the housing service

· Introduce a new  suite of customer feedback surveys  to inform service development – May 10 
· Review the communications strategy - Jun 10
· Identify and implement a range of service improvements using tenant profile data – May 10 
· Review and update the tenancy agreement and tenants’ handbook - Mar 11 

· Review customer service standards - Jun 10 

· Involve tenants more in the development and management of the capital programme -Sep 10 
	September 2010
	Tenancy Services Manager 
	2A, 2B, 2C, 2D, 4B

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	High
	Higher customer satisfaction 
Higher performance
	
	
	
	Adopt a project management approach.

Prepare and monitor a project plan. 

Housing Management Team and Tenants Forum to monitor progress

	
	
	
	Medium
	Medium
	

	
	
	Low
	
	
	


	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H7
	Customer feedback

Best practice

	Ensuring best value and efficiency in the       delivery of all housing services
	Implement a fairer and more transparent structure for the calculation of service charges
	May 2010
	Rent and Business Support Manager
	2B, 2C, 2D, 4B

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	High
	Increased customer scrutiny of service charges

Customer satisfaction
	
	High
	High
	Housing Management Team and Tenants Forum to monitor progress.

	
	
	Medium
	
	
	

	
	
	
	
	
	


	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H8
	CLG guidance

Best practice
	Increasing the supply of affordable housing
	Launch a sub-regional choice based lettings scheme covering Kettering, Wellingborough and Corby
	September 2010
	Housing Options Development Officer
	1D, 2A, 2B, 2C, 2D, 4A, 4B

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	High
	Greater customer choice

Higher customer satisfaction
	
	High 
	High
	Adopt a project management approach.

Prepare and monitor a project plan. 

Steering group to monitor progress.

	
	
	Medium
	
	
	

	
	
	
	
	
	


	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H9
	Sustainable neighbourhoods agenda 
Supporting People
	Promoting independence for people with      special needs
	Extend the scope of the LifePlan programme to offer council tenants opportunities for education, training and personal development 
	June 2010
	Housing Strategy Officer (Policy and Performance)
	1B, 2A, 2B, 2C, 4B

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	Medium
	Higher customer satisfaction

Lower rate of tenancy breakdown
More sustainable communities
	
	
	
	Monitoring by Housing Options Trailblazer Steering Group

	
	
	
	
	
	

	
	
	Low
	Low
	Low
	


	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H10
	Sustainable neighbourhoods agenda 

Supporting People
	Promoting independence for people with      special needs
	Develop a New Opportunities New Skills course specifically for users of mental health services
	April 2010
	Housing Strategy Officer (Policy and Performance)
	1B, 2A, 2B, 2C, 4B

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	Medium
	Higher customer satisfaction

Lower rate of tenancy breakdown

More sustainable communities
	
	
	
	Monitoring by Housing Options Trailblazer Steering Group

	
	
	
	
	
	

	
	
	Low
	Low
	Low
	


	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H11
	Sustainable neighbourhoods agenda 

Supporting People
	Promoting independence for people with      special needs
	Enhance housing options for socially excluded adults and promote life skills training to partner organisations
	February 2011
	Housing Options Manager 
	1C, 1D, 2A, 2B, 2C, 2D, 3A, 4A, 4B

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	High
	Higher customer satisfaction

Lower rate of tenancy breakdown

More sustainable communities
	
	
	
	Monitoring by Housing Options Trailblazer Steering Group.

	
	
	
	
	
	

	
	
	Low
	Low 
	Low
	


	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H12
	Underoccupation in social housing

Sustainable neighbourhoods agenda 

Supporting People
	Increasing the supply of affordable housing
	Expand HomeMove to include properties in the local housing association sector
	April 2010
	Housing Strategy Officer (Policy and Performance)
	1D, 2A, 2B, 2C, 4A, 4B

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	Medium
	Increase in the number of affordable homes.

Housing services that are more customer focused.
	
	
	
	Monitoring by Housing Options Trailblazer Steering Group.

	
	
	
	
	
	

	
	
	Low
	Low
	Low
	


	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H13
	Recession in the housing market requires a re-appraisal of our strategic approach.
	Increasing the supply of affordable housing
	Launch a social lettings agency
	September 2010
	Housing Strategy and Options Manager
	1D, 2A, 2B, 2C, 2D, 4A, 4B

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	High
	Increase in the number of affordable homes.

Housing services that are more customer focused.
	
	High
	High
	Adopt a project management approach.

Prepare and monitor a project plan. 

Housing Management Team to monitor progress.

	
	
	Medium
	
	
	

	
	
	
	
	
	


	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H14
	‘Cheaper and Better’ project

Benchmarking of costs and performance

Customer feedback

Best practice
	Ensuring best value and efficiency in the       delivery of all housing services
	As part of the ‘Cheaper and Better’ project, review key service areas  to ensure  that they are customer focused, effective and provide excellent value for money 
· Paint pack scheme for new lettings 

· Storage and removals loan scheme for temporary accommodation

· Estate cleansing service, which includes void cleaning, fly tipping removal and cleaning of communal areas. 
	July 2010
	Tenancy Services Manager 
	2A, 2B, 2C, 2D 

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	High
	Improved performance 
Higher customer satisfaction 

Lower costs  
	
	
	
	Adopt a project management approach.

Prepare and monitor a project plan. 

Housing Management Team and Tenants Monitoring Group to monitor progress.

	
	
	
	Medium
	Medium
	

	
	
	Low
	
	
	


	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H15
	Cheaper and Better project

Silver Service

Customer feedback 
	Ensuring best value and efficiency in the       delivery of all housing services
	Review the out-of-hours service
	March 2011
	Tenancy Services Manager
	2A, 2B, 2C, 2D, 4A

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	High
	Speedy and safe response to customers in an emergency 
	
	High
	High
	Adopt a project management approach.

Prepare and monitor a project plan. 

Housing Management Team and Tenants Monitoring Group to monitor progress.

	
	
	
	
	
	

	
	
	Low
	
	
	


	REF:
	SOURCE OF ISSUE
	PERFORMANCE ISSUE
	ACTION
	WHEN
	WHO
	CORPORATE PRIORITY

	H16
	Customer feedback 
Best practice 
	Sustaining neighbourhoods
	Prepare enhanced local lettings plans for larger housing association developments
	December 2010
	Housing Strategy and Options Manager
	1A, 1D, 2B, 2C, 2D, 4A, 4B

	CUSTOMER FOCUS
	RISK ASSESSMENT

	Impact
	Measurable customer outcomes
	Risk of failure
	Consequence of failure
	Risk Priority
	Recommended action

	High
	More sustainable communities
Higher resident satisfaction

More affordable housing
	
	
	
	Housing Management Team to monitor progress.

	
	
	
	Medium
	Medium
	

	
	
	Low
	
	
	


6. RESOURCE ASSESSMENT

6.1 A financial summary for 2010/11 for the service unit has been provided below

	 
	General Fund

Budget 10/11
	HRA 

Budget 10/11

	
	£
	£

	    EXPENDITURE
	
	

	Employees
	
	

	Premises
	
	

	Transport
	
	

	Supplies & Services
	
	

	Third Party Payments
	
	

	Central Support Services
	
	

	Capital Charges
	
	

	GROSS EXPENDITURE
	
	

	 
	
	

	INCOME
	
	

	Fees and charges
	
	

	Grants and Contributions
	
	

	Deferred Charges 
	
	

	   Rents
	
	

	GROSS INCOME
	
	

	
	
	

	NET EXPENDITURE
	
	


6.2 Delivering economic, efficient and effective services

Kettering Borough Council is committed to increasing the economy; efficiency and effectiveness of the services it provides in order to continually improve value for money in service provision.

It is the Council’s aim to exceed the 3% annual efficiency target set by the Government. The Housing Unit will continue to identify and deliver efficiency savings within its own operations. 

A number of actions set out in this Service Plan aim to deliver more economic, efficient and effective service delivery.

Trainee Housing Manager





Tenancy Support Worker





Service Development Manager





House Move Advisor





Cleaner x 2





Caretaker





Housing Officer (Neighbourhoods)














Housing Communications Officer





Neighbourhood Manager 


x 4





Housing Manager


(Anti Social Behaviour)





Modern Apprentice





Home Ownership Officer





Business Support Officer x 1.5





Housing Officer 


(Rent) x 3





Cleaner x 12





Support Worker x 3





Senior Support Worker





Scheme Manager X 6





Neighbourhood Services Manager





Rent and Business Support Manager





Supported Housing Manager








Tenancy Services Manager








Head of Housing





Project Surveyor





Project Surveyor





Neighbourhood Surveyor





Neighbourhood Surveyor





Void Property Surveyor





Building Services Surveyor





Senior Project Surveyor





Senior Neighbourhood Surveyor





Housing Maintenance and Investment Manager





Head of Housing





HOUSING STRATEGY AND OPTIONS TEAM 





Lettings Officer x 2





Life Plan Advisor





Housing Renewal Officer





Housing Options Advisor - Transitions





Trainee Housing Manager





Housing Options Advisor x 3
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Housing Renewal Manager





Housing Options Development Officer





Housing Options Manager





Trainee Housing Manager





Housing Strategy Officer (Enabling)





Housing Strategy Officer (Policy and Performance)
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Head of Housing
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