KETTERING BOROUGH COUNCIL

ANNUAL REPORT TO TENANTS 2010/11

WELCOME

Councillor Derek Zanger – Portfolio holder for Housing and Chair of the Tenants Forum 

Colin Medlycott – Vice Chair of the Tenants Forum

John Conway – Head of Housing 

Welcome to the Annual Report to Tenants for 2010/11. 

This report will help you to see how well we managed your homes and neighbourhoods over the past twelve months. 
2010/11 was a busy year for us:

· We completed our Decent Homes improvement programme

· We introduced a new appointments system for repairs

· We extended the scope of our Keyways lettings system to include properties in Corby and Wellingborough as well as Kettering.

· We carried out a major consultation exercise to find out your priorities for the housing service.     
And this year promises to be just as busy.

Tenants have been very involved in preparing the annual report. Members of the Tenants Forum told us what they liked and disliked about last year’s report. They also gave us their views on the format of this year’s report and the topics they wanted to see included. Our Tenants Reading Panel went through the draft report to check that it was written in plain English and, finally, it was approved by the Tenants Forum.      

If you have any comments or suggestions about the annual report, or you want to help us to improve housing services in Kettering, please get in touch. Our contact details are on the back page.    

OUR SERVICE STANDARDS
The Tenant Services Authority, which is the Government’s regulator for social housing, has set five national service standards for social landlords such as Kettering Borough Council. The standards cover:

· Tenant Involvement and Empowerment including customer service, complaints and equality 

· Home including repairs and maintenance
· Tenancy including allocations and rent

· Neighbourhood and community including anti-social behaviour

· Value for money

We have also developed a series of local service standards in collaboration with our Tenants Forum. This follows ‘We’re Listening’ – a major consultation exercise during summer 2010 when we called on all our tenants. Our local service standards cover the following areas:

· Managing Your Homes and Neighbourhoods
· Looking After Your Neighbourhood  

· Dealing with Anti-Social Behaviour

· Keeping Your Home in Good Repair 
· Responsive Repairs

· Helping and Supporting You

· Silver Service

· Tenant Involvement and Empowerment
In this annual report, you can find more about our local service standards and see how well we are meeting them. 

MANAGING YOUR HOMES AND NEIGHBOURHOODS

Keeping in Touch
You can contact us in several ways:

· Visit our Customer Service Centres in Kettering, Desborough, Rothwell and Burton Latimer.

· Phone our Customer Response Centre on 01536 410333.

· Use our website at www.kettering.gov.uk which provides useful information on a variety of housing topics. You can also order repairs, report anti-social behaviour and make rent payments using the website.

· Email us at customerservices@kettering.gov.uk with service requests and enquiries. 

We publish a tenants’ newsletter, Connect, four times every year. A tenants’ editorial panel co-ordinates the production of Connect and ensures that it contains features which are of interest to tenants.   

Looking After Your Neighbourhood

Local Service Standards:

Looking After Your Neighbourhood 

For all tenants, we will:

· Carry out monthly estate inspections.

· Promptly remove all fly-tipping and graffiti. 

· Work with tenants and other partners to identify local priorities.

· Seek feedback from you six months after the completion of major projects, to find out how things have improved in your area as a result of the works.

If you live in flats with a communal area, we will:

· Carry out monthly inspections of the communal area. Where there are problems, inspections may be more frequent until we have resolved the issue. 

· Pilot the cleaning of communal areas in selected blocks of flats, including window cleaning, and, if successful, extend to other blocks.

· Work with tenants to develop proposals for enhancing communal areas. 

A team of four Neighbourhood Managers manage council tenancies across the Borough. 
During the last year, we re-organised our Neighbourhood Management team. An additional Housing Officer now provides administrative support for Neighbourhood Managers so that they can spend more time out on our estates meeting you and less time in the office doing paperwork.  

Neighbourhood Managers carry out estate inspections every month. After each estate inspection, an action plan is produced so that we can schedule and monitor any work that is needed and identify potential projects to be funded from our neighbourhood improvement budget. 
Members of the Tenants Forum have told us that they want to be more involved in estate inspections and they particularly want to monitor how quickly we take action to resolve matters which require attention. Accordingly, we are working with the Tenants Forum to ensure that tenant representatives are fully involved in all aspects of the estate inspection programme.    

In 2010/11, we implemented a number of improvements to our neighbourhood management service:

· We introduced new local service standards

· Block agreements were introduced in selected blocks in Highfield Road following the commissioning of new door entry systems.

· New refuse and recycling areas and semi-private gardens were constructed in Roughton Close and Highfield Road.

Dealing with Anti-Social Behaviour
Local Service Standards

Anti-Social Behaviour

We will:

· Speak to you within one working day when you report anti-social behaviour and give you the name of the person dealing with your complaint.

· Make a written report on everything you tell us, and use this information to support any action we may take.

· Agree an action plan with you and let you know the progress of your case at least once a month.

· Support you in any way that we can, either directly or by referring you to a specialist support agency.

· Notify you when a case is closed and why this is happening.

· Meet with you, if you ask us, as soon as reasonably practicable.

Many tenants are concerned about crime and anti-social behaviour in their neighbourhoods.  
Where there has been a serious breach of tenancy conditions, we will serve a Notice of Seeking Possession. Over the past year, we have worked closely with Northamptonshire Police and other partners to improve our response to anti-social behaviour. As a result, we have been more successful in resolving problems at an early stage.

In 20010/2011, 
· We received 123 complaints about anti-social behaviour. 
· Most complaints were about noise, verbal abuse and vandalism as well as alcohol-related incidents. 
· In 36 cases, the problem was serious enough for us to take formal action - down from 42 cases in 2009/10.

· We evicted three tenants for anti-social behaviour; of which two were introductory tenants. 

· Another tenant received a Suspended Possession Order on condition that there was no further anti-social behaviour.

As well as taking enforcement action where necessary, we recognise that much anti-social behaviour can be prevented through education and training and by supporting vulnerable people.  

· Families requiring extensive support can be referred to the Family Intervention Project which is run by Action for Children.

· We work closely with Northamptonshire Police’s Rose Project and Catch 22 to provide housing for ex-offenders. A total of 11 ex-offenders have been housed through these projects and have all successfully maintained their tenancies.

· We also run a range of life skills training programmes for young and vulnerable tenants. You can read more about these on page XX.
MANAGING YOUR HOMES AND NEIGHBOURHOODS 

Our plans for this year include:

· Working with the Tenants Forum to ensure that tenants are much more involved in estate inspections. 

· Improving the efficiency and cost-effectiveness of our out-of-hours service.
· Piloting the regular cleaning of communal areas in blocks of flats.
· Introducing Community Harm Statements where we take tenants to court for anti-social behaviour.   
YOUR TENANCY 

Keyways 
In November 2010, we launched Keyways, our new choice based lettings scheme covering Kettering, Corby and Wellingborough. People who are looking for a home now only need to make one application to be considered for social rented housing across all three local authority areas. 

During 2010/11:

· We let 286 council properties. 
· These included 57 lettings to existing tenants who wished to move home. 
· A further 31 tenants completed mutual exchanges.
· 29% of lettings were allocated to applicants with the highest priority in Band A, 62% to applicants in Band B; 7% to applicants in Band C, and 2% to applicants with the lowest priority in Band D. 

HomeMove

For tenants who want to move to a smaller home, our HomeMove service provides practical support and advice.  

To make moving much less stressful, the Council’s HomeMove Advisor helps tenants find their ideal home, organises removals and clearance services, liaises with utility suppliers, and is on hand on removal day to ensure everything runs smoothly.

A budget of £1,000 is offered to each tenant who is accepted onto the scheme.  The majority of tenants choose to spend their budget on home removal and clearance: with the remainder being paid to them as cash.

HomeMove is open to tenants of any age who wish to downsize, although the majority of households that we have helped have been over the age of 60 and have moved to sheltered accommodation or flats.  

In 2010/11: 

· 34 households registered with HomeMove.

· 18 households were helped to move. 
· As a result of HomeMove, 8 three bedroom houses, 6 two bedroom houses and 4 flats with gardens were re-let to households who needed a new home.

Case Study: HomeMove
Margaret, aged 84, was in poor health and was no longer able to cope with her two bedroom house and large garden. She desperately needed to move.  
Our HomeMove Advisor visited Margaret at home and after discussing her options, Margaret decided that she would like to move to sheltered accommodation.  We then helped Margaret to find a new home through Keyways.  

Sadly Margaret was taken into hospital. The move to sheltered housing now needed to happen quickly as Margaret could not return to her old home. 

Within a week, carpets had been fitted; clearance, packing and removals had been organised; and health professionals were consulted to ensure that Margaret’s medical needs were taken care of. Our HomeMove Advisor was also on hand during the moving day to ensure everything went smoothly and make sure that Margaret felt at ease.  

Margaret has now settled into her new home.  She has got her independence back and is enjoying taking part in the social activities at the sheltered scheme.  Margaret told us “I couldn’t have moved without you”.
Rent 
Our rent levels are set in line with the Government’s rent restructuring system. This seeks to ensure that rents for all social landlords within a particular area are broadly comparable by 2012. As a result, rents for council housing have been increasing above the rate for inflation for several years so that our rents catch up with the rents charged by housing associations.         

In 2010/11:

· Our average weekly rent was £67.65
· The average rent increase was 3.06%
· We collected £12.258 million in rent payments from tenants

· We collected another £254,000 in service charge payments from tenants and leaseholders. 

· We received £184,000 in Supporting People grants from the Government.    

We have continued to improve our performance in collecting rent. Where tenants are finding it difficult to pay their rent, we will provide help and advice but where tenants wilfully withhold rent, we take decisive action. Last year we evicted 21 tenants for rent arrears – up from 14 in 2009/10.  
In 2010/11:

· We collected 98.87% of the rent which was due – up from 98.61% in 2009/10. 

· Rent arrears were reduced from £171,935 at the end of March 2010 to £162,845 at the end of March 2011. 

	How are we doing? 

RENT COLLECTION
	(

	Rent collected as a percentage of rent owed 
	2009/10
	2010/11

	
	98.61%
	98.87%


	How are we doing? 

TENANTS WITH LARGE RENT ARREARS 
	(

	Percentage of tenants with more than seven weeks arrears 
	2009/10
	2010/11

	
	3.47%
	2.37%


YOUR TENANCY

Our plans for this year include:

· Updating the Keyways allocations policy 

· Preparing for the implementation of the Government’s plans for reforming social housing 

· Doing more to combat tenancy fraud

KEEPING YOUR HOME IN GOOD REPAIR 
Local Service Standards:

Responsive Repairs

We will:

· Provide an efficient repairs service by completing repairs to our properties within the published timescales.

· Offer you a number of ways to report repairs – by phone, website, in person or email.

· Provide a hotline for emergency repairs outside of normal working hours on 01536 416005.

· Publish a clear list of repair responsibilities both for us as your landlord and you as a tenant.

· Give you a job number, latest completion date and, in most cases, an appointment for your repair when you first report it. We will then confirm this information with a repair receipt.

· Have a “right first time” approach and aim to complete as many repairs as possible on our first visit. 

· Give every tenant the opportunity to give feedback about their repair experience and provide regular information about our performance.

We are committed to making sure that your home is a safe and comfortable place to live.  

We achieve this in several ways:

· Our major works programme through which we improve properties to provide a better living environment for our tenants and to reduce expenditure on day-to day repairs  

· Our responsive repairs service where we carry out repairs following requests by tenants.  

· Pre-tenancy repairs and checks to vacant properties so that new tenants can move in as quickly as possible 

· Adaptations to council housing so that residents who are disabled or who have a long term illness can continue to live independent lives.       

In 2010/11:
· All our homes continued to meet the Government’s decent homes standard.  

· We introduced appointments for responsive repairs. 

· We introduced new target times for the completion of responsive repairs.

· We reviewed the repair responsibilities of the Council and of tenants.

· We refurbished and improved 832 homes at a cost of £2.444 million. 
· Our performance in turning around properties between tenancies improved from an average of 35 days in 2009/10 to 32 days in 2010/11. 

· We carried out a gas safety inspection in all properties with gas-fired central heating to ensure that heating systems remain safe and efficient to use.   
	How are we doing? 

RELET TIMES
	(

	Average re-let time in calendar days 
	2009/10
	2010/11

	
	35 days
	32 days


Our Capital Programme in 2010/11....... 

· 33 homes with new kitchens and bathrooms

· New PVC-U windows in 38 homes

· External wall insulation installed in 5 homes
· 390 homes with better loft or cavity wall insulation

· New security doors installed in 83 homes

· 29 homes have been rewired

· 37 homes with new roofs

· Balcony panels replaced in 32 homes

· Improved fire precautions in 95 properties  

When we carried out the “We’re Listening” consultation project in 2010, many of you told us that a reliable and efficient repairs service was your top priority.
78% of council tenants in Kettering say that they are happy with the way we deal with repairs and maintenance but this is still some way below the satisfaction rate of 84.87% which is being achieved by top performing district councils. We want to do better.  

We have looked closely at your complaints during the past year and it is clear that responsive repairs is one area where we can improve. Specific issues that have been raised with us include missed appointments, repairs not being completed on a first visit, and tenants not being kept informed when parts have had to be ordered in order to complete repairs. 
We have also compared our performance and costs during 2009/10 with 42 other district council landlords across the country in a process called benchmarking. We found that:

· The total cost of our responsive repairs and pre-tenancy repairs service in 2009/10 was £729.04 per property compared to £515.68 for top-performing councils.

· 96.28% of emergency repairs were completed within 24 hours although top performers managed to complete 99.2% of emergency repairs within target. 
· The average number of days taken to complete repairs in Kettering was 11.53 days compared to 7.05 days for top performing councils.   

· The average time of 35 days to turn around properties between tenancies was considerably more than the 22.66 days which was achieved by top performers.    
	How are we doing? 

GAS SERVICING
	(

	Percentage of properties with gas fired central heating that have received a service.  
	2009/10
	2010/11

	
	100%
	100%


	How are we doing? 

EMERGENCY REPAIRS 
	(

	Percentage of Priority 1 repairs completed within 24 hours  
	2009/10
	2010/11

	
	96.88%
	96.28%


	How are we doing? 

URGENT REPAIRS 
	(

	Percentage of Priority 2 repairs completed within 7 days  
	2009/10
	2010/11

	
	99.15%
	86.73%


We want to improve our performance in managing responsive repairs and to drive down costs. 
During the past year, we introduced our local service standards for responsive repairs. We will now do our best to ensure that the service you receive meets these standards.  

KEEPING YOUR HOME IN GOOD REPAIR 

Our plans for this year include:

· Preparing an asset management strategy

· Working with the Tenants Forum Monitoring Group to improve our management of responsive repairs and to reduce the turnaround times for vacant properties.
· Improving fire precautions and increasing awareness of fire safety.

· Making sure that we keep tenants informed whenever there is a problem carrying out repairs to their property.

· Improving the information we give to tenants when their homes are being improved  
HELPING AND SUPPORTING YOU

We do more than just provide you with somewhere to live. We can also help you to make the most of your life by providing advice and practical help.  
Silver Service

Local Service Standards:

Silver Service 

We will:

· Have contact with tenants according to their individual support package.

· Ensure that tenants’ health and welfare is continually monitored.

· Aim to respond to any emergency within 30 minutes.

· Be compassionate and listen to our tenants. 

Silver Service aims to help residents in sheltered housing live full and independent lives in a comfortable living environment. Our team of scheme managers and support workers provide a range of support services which are tailored to residents’ individual needs.    

In 2010/11:    

· Silver Service was assessed by the County Council’s Supporting People team as providing an excellent service under the Quality Assessment Framework with a score of 19 A’s and 2 D’s.
· A profile has been published for each sheltered housing scheme to help applicants when they are deciding on the most suitable sheltered scheme for their needs

· We have completed a comprehensive review of Silver Service procedures and each scheme now has a “tenant copy” of procedures for tenants to view.
· We have run a computer course at Southfields School for Girls for residents

Tenancy support 

Our Tenant Support Advisor offers practical support and advice to any council tenant who may need help in managing their tenancy. 
In 2010/11:

· 67 tenants were supported by the Tenants Support Advisor. 
· 50 households received help with debt advice and budgeting.
· 43 tenants were given advice and support with Housing Benefit issues.
· 42 tenants were helped to contact other services such as care management, health services, mental health services, drug and alcohol services and Sure Start.
· 24 tenants received support in the early stages of their tenancies including help with setting up utility accounts
Case study: Tenancy Support

Angela moved into her first tenancy and soon started falling behind with the rent. She was referred to Gerry, our Tenant Support Advisor, by the Council’s Rents team.

Angela had never really had to think too much about managing her own finances before. She had no experience of managing a tenancy or paying household bills.
Gerry advised Angela and helped her to set up her utility accounts and to put together a personal budgeting plan. 

Four months later, Angela has managed to maintain her tenancy and has a clear rent account.

Life Skills Training
The Council runs several life skills training programmes for tenants so that they can develop the skills and experience they need to make the most of their lives.                                             

· ‘Move On, Move In’ aims to give our newer and younger tenants the basic skills they need to maintain a successful tenancy and build their self-confidence. As well as looking at the responsibilities of holding a tenancy, this popular programme covers topics such as budgeting, home maintenance, cooking and personal health.       
· ‘New Opportunities, New Skills’ is a similar programme for vulnerable people over the age of 25. 

· ‘LifePlan’, which was launched in 2009, helps Council tenants who are looking for a job or want to take advantage of training and education.   

In 2010/11:

· Four ‘Move On, Move In’ courses were successfully completed by 29 young people.

· A ‘New Opportunities New Skills’ course for people with learning disabilities and poor mental health was run in Autumn 2010.

· Another ‘New Opportunities, New Skills’ course, in Summer 2010, focussed on the needs of clients of Kettering MIND.     
HELPING AND SUPPORTING YOU

Our plans for this year include:

· Expanding the scope of our HomeMove service so that we can help tenants who are in hospital or who require an adaptation to their homes.  
WORKING WITH YOU TO IMPROVE SERVICES

Local Service Standards 

Tenant Empowerment and Involvement

We will:

· Inform all new tenants who their Neighbourhood Manager is.

· Visit all new tenants within two weeks of their tenancy start date to ensure they have settled into their new home.

· Continue to develop more ways for you to get involved at a level that suits you. 

· Publish ‘Connect’ four times a year in collaboration with our tenants.

· Offer training to all tenants who wish to be involved with the Tenants Forum.

Kettering Borough Council offers a variety of ways for tenants to get involved in the management and improvement of our services. These include:

· Tenants Forum

· Tenants Forum Monitoring Group

· Tenants Reading Panel

· Focus groups

· Local consultation on major works

· Door knocking 

· One-to-one interview

· Surveys and questionnaires 

We also provide support for tenants who attend national and regional tenant participation events and offer training opportunities to tenant representatives. 

In 2010/11:

· We visited every tenant as part of ‘We’re Listening’ - a major consultation exercise to find out the issues that matter most to tenants. 

· Following a review of the structure and function of the Tenants Forum, eight new tenant representatives joined the Forum. 
· Three Tenants’ Forum induction days were held, covering the structure of the Council, who does what, housing finance, meeting protocols  and the code of conduct  

· Our Local Service Standards were published in Connect in March 2011. 

· 10 local consultation events were held to give tenants a real input in decisions that directly affect them

· 100 Silver Service scheme meeting were held

· Four editions of ‘Connect’ were published.
· 20 publications were given the ‘Tenant Approved’ logo by the tenants reading panel 

· Three tenants attended the ARCH (Association of Retained Council Housing) conference in Milton Keynes in May 2010. 
· Martyn Lund, a member of the Tenants Forum, became a member of the ARCH Tenants Group.

We’re Listening – Your top three priorities

· Keeping your neighbourhoods clean and tidy 39.9%

· Crime and anti-social behaviour 22.8%

· Providing a reliable and efficient repairs service 11.2%

Complaints 

During 2010/11, the Council received 18 complaints from tenants about the service they received. We investigated these complaints and found that on nine occasions there was a failure in service and we apologised. With the remaining complaints we found that although the customer was unhappy with what we had done, we had acted appropriately and in accordance with our procedures.  
WORKING WITH YOU TO IMPROVE SERVICES

Our plans for this year include:

· Working with tenants to prepare a new tenants handbook.

· Working with the Silver Service Forum to prepare a handbook specially for residents in sheltered housing.

· Preparing a new tenancy agreement in collaboration with tenants.

· Ensuring that tenants are fully involved in reviewing our capital programme and asset management strategy

MONEY 

Our aim is to provide a range of high-quality services to our tenants and leaseholders which provide value for money. 
In 2010/11, we received £12.696 million in income. Most of our income comes from the rent you pay.

[INSERT PIE CHART]

This is where we spend our money:

[INSERT PIE CHART]

The weekly cost of managing your home is £10.03
The weekly cost of maintaining and repairing your home is £16.66 

A new funding system for council housing

The government have confirmed that the current housing finance system for council housing will be abolished in April 2012. The current system is very complex and involves paying the Government £1 in every £3 that we receive in rent. It will be replaced with a ‘self-financing’ system which will require the Council to take a share of the national housing debt. However, the new system offers the prospect of greater certainty about future funding levels and should allow better financial planning and more opportunity for tenants to be involved in decisions about the future of the housing service.  

Over the next few months, we will work closely with the Tenants Forum in preparing for the new funding system. You will see more about this in ‘Connect’ 

Achieving value for money  

There are several ways in which we monitor the cost and effectiveness of our services. These include: 

· Working closely with the Tenants Forum Monitoring Group throughout the year in reviewing the efficiency and value for money of our services. 

· Comparing our performance and costs with those of 42 similar councils across the country in a process called benchmarking.

· Seeking external accreditation for our services   

In 2010/11:
· We introduced a new decoration scheme for new tenants – replacing decoration vouchers with paint packs.

· We saved £17,200 following a review of computer software licences.

· We saved £38,000 through staffing changes in our neighbourhood Services and Housing Maintenance teams.   

· Our sheltered housing services were assessed by Northamptonshire County Council as providing excellent services under the Quality Assessment Framework.

· Our LifePlan service was selected by the Chartered Institute of Housing to be the winner of the East Midlands Regional Good Practice Award for 2010

· Our housing options service was the winner of the East Midlands Delivering Chances Award in the category of positive practice in the delivery of housing.       

MONEY

Our plans for this year include:

· Preparing for the introduction of the new financial system for Council housing in April 2012. 

· Working with the Tenants Forum Monitoring Group to scrutinise our cost base and identify savings which can be made whilst safeguarding services
· Reviewing arrangements for the collection of service charges from leaseholders so that we follow best practice.  
