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VECTIS HOUSING ASSOCIATION
Housing Management and Maintenance
Report of the Deputy Chief Executive
May 2015

1. Introduction
This report covers operational activities throughout Vectis for the period January – May 2015.  The customary detailed analysis of performance relating to repairs and maintenance is contained in an accompanying report elsewhere on this agenda.
2. Neighbourhood Walkabouts
2.1	Our neighbourhood walkabout programme has now been in operation since March 2014.  The full annual programme is set out in Appendix 1 together with the level of activity and outcomes to date. 
2.2	During the course of the year we have conducted 24 walkabouts, visited 73 individual tenants, involved Board Members, Tenant Forum members and local Councillors and identified a range of issues, which have been addressed.  The anecdotal response from staff, residents and stakeholders is that the practice of holding walkabouts has been positive.  
2.3	There are a number of learning points that have emerged from our initial programme:
· We need to give focused notice to tenants of the walkabout close to the event.  Just publicising the programme in the newsletters and website is not enough
· Staff on walkabouts need to be more identifiable – we have now procured high viz jackets with the VHA logo and staff can use the small VHA van.
· We need to look to digitise the walkabout form so that it can be completed in real time using the iPads 
· We will look to routinely co-ordinate future walkabouts with Tenant Forum members in their capacity as area representatives. 
2.4	It is also clear from an analysis of the 2014/5 programme that there are some neighbourhoods that prompt a lot of tenant contact and neighbourhood issues, while others do not.  We will compare the relative activity levels for the 2015/6 programme in the light of the learning points outlined and consider the potential for introducing a `light touch’ walkabout for appropriate neighbourhoods.
3. Tenant Profiling
Since taking on the work-experience trainees we have used them to cold-call tenants and see whether they are prepared to complete the forms with some assistance over the phone. Through this and other encouragements, we have increased the number of returned forms to 193 or 51% of tenants.  A full analysis is contained in Appendix 2.
However, some headline indicators include:
· 29% tenants are disabled
· 31% are in some form of employment
· Benefits are the main source of income for almost 1/3rd of households
· 68% of tenants who provided data received incomes of less than £15,000p.a, with 36% below £10,000 p.a.
· 70% of those indicating had access to the internet
· 50% of those indicating did not have home contents insurance.

4. Starter  and Fixed-Term Tenancies
Since the introduction of starter- and 5 year fixed-term tenancies we have signed up 2 tenants on starter tenancies with 1 tenant moving from starter to fixed term tenancies.  New tenants are usually required a week’s rent in advance on signing a new agreement.  
5. Value for Money
5.1	Board members will recall that they approved a Value for Money Policy and action plan to ensure that VHA achieved optimum returns on the resources invested in our stock and services.  The VfM Policy is located in the members’ area of the website.  
5.2	To support the continued management and review of our vfm targets, we have also introduced a VfM Log, which is designed to capture either cost savings or improved quality or service outcomes within existing costs.
5.3	Both the VfM Action Plan and Log are contained in Appendix 3, together with details of progress.
5.4	Indications are that we will have driven over £100,000 savings in the financial year 2014/5 with almost £30,000 savings recurring year on year.  These savings have enabled us to absorb unforeseen costs that have arisen during the year, notably additional boiler replacements and electrical works and at the same time, invest in required improvements to organisational infrastructure.
6. Training and Employment
6.1	Since the last Board meeting we have formally appointed to the two Customer Service Apprenticeship roles.  These have been designated Customer Service Assistants.  Both of those appointed had proved their abilities and potential during their work experience placement with us.  
6.2	Our approach to this process has been considered by the College to be exemplary and VHA are one of the very few employers that has developed a structured employment pipeline from work experience through to apprentice.
6.3	Both apprentices have opted to undertake a Customer Service route, although they may be able to move into a more business process focus as the programme progresses.  We will ensure that they properly complete all of the required learning outcomes to achieve their award and also make the experience as rewarding as possible.
6.4	We will continue to maintain regular contact with the College to ensure that the apprentices are supported and we conduct regular monthly progress reviews with them.  Our intention is that when they complete their apprenticeship they will have developed a significant body of knowledge and experience that they are able to use to further their careers.
6.5	In terms of other staff development, the Housing Officer continues to progress well in the Housing Diploma having successfully completed several assignments.  In addition, the Income Management Officer has passed 3 levels of certificated courses provided by the National Skills Academy for Financial Services, relating to money mentoring.  
7. Payment Methods
7.1	Since January, we have received 295 electronic transactions, 49 (17%) of which have been through our website.  This represented a saving of £31 (£124 full year) since taking on the new eCommerce package.  However, there has been an industry shift in recent months and from the 1/4/15 debit card transactions will be charged on a % transaction cost, similar to credit cards, rather than a flat rate charge.  This will result in higher costs for collection, which we will monitor and review our options.
7.2	5 rent payment transactions have been by credit card.
7.3	We have been working to phase out our acceptance of Giro payments, which are significantly more expensive than other payment methods.  Out of 30 tenants previously paying by this method, only 2 currently refuse to move to an alternative method.  The remainder have been prepared to shift, mainly to bank standing orders.  Projecting forward, this should save a notional £641p.a
7.4	We are currently investigating the engagement of a credit collection agency to deal with former tenants who have left our property with arrears and who have not provided a forwarding address nor any agreement to pay their outstanding debt.  The arrangement will be on a no collection-no fee basis.  The company we are considering has a good reputation in the sector and operated in a manner that reflects VHA values and ethics.
8.  Health and Safety
8.1	The Health and Safety Panel met on the 14th May in line with its six-month remit.  Papers can be viewed in the Members area of the website.

8.2	The meeting considered three main reports:
8.2.1	Review of the Health and Safety Action Plan
8.2.2	Construction (Design and Management) Regulations 2015
8.2.3	Smoke and Carbon Monoxide Alarm (England)Regulations 2015

8.3	Review of the Action Plan indicted that all projected items had been completed within the annual programme.  Of the 184 properties identified in need of urgent electrical checks 180 had been completed and subsequent works undertaken at a cost of £32k.  The remaining 4 properties are the subject of on-going attempts at access.  A further 42 properties are due for inspection during 2015/6.

8.4	The introduction of additional requirements under the C(D&M) Regulations has imposed significant additional administrative requirements in undertaking all aspects of our repairs and maintenance work.  A rough estimate is that an additional 10% cost could be added to our work programmes as a result.  It is our intention at this stage to absorb such costs within existing budgets through efficiency and value for money savings.  Although the new regulations were introduced in April, organisations have a six-month transition period in which to respond to the new requirements.  As such, a further report outlining more detailed proposals will go to the next Health and Safety Panel in October.

8.5	The final report considered the Smoke and Carbon Monoxide Alarm Regulations to be introduced from October 2015.  These set out requirements on landlords of private property to provide smoke and carbon monoxide detectors in their properties when they let properties.  Although these regulations do not apply directly to housing associations, we believe that this does represent good practice.  Board members have already approved the budget for the provision of smoke detectors and including carbon monoxide detectors can be achieved at an additional cost of £20 per property.  We therefore recommend that sealed battery carbon monoxide detectors be installed in all VHA properties over the next 2 years at a cost of £7600.  Although there is no specific budgetary provision for this, we believe it can be funded from existing resources.


9. Policy Review
9.1 	The Policy Review programme for 2015 is contained in Appendix 4.  Dates for all of these reviews have now been agreed as indicated.
9.2 Board Members are asked to approve the following policies (previously circulated):
· Tenant Engagement and Involvement Policy
· Complaints Policy
· Tenant Recharge Policy
· Compensation for Tenant Improvement Policy
· Unacceptable Behaviour Policy
· Vexatious Complaints Policy

9.3 All of these have been posted on the members are of the website were endorsed by 
the Policy Review Group comprising Board Members, tenants and staff.

10.	Tenancy Management and HAL
[bookmark: _GoBack]10.1	During the course of 2015 we have increased our stock in management by 1.
10.2	The year has already seen a high level of HAL activity with 10 properties having had their lease renewed and a further 5 leases due for renewal.  In addition, we have handed back 2 HAL properties and set up leases for 3 new ones.  We will continue to make decisions in good time as to whether we wish to renew or hand back the dwellings.
10.3	We are now taking a more focused view of those properties we wish retain and those we will seek to hand back.  Those not retained will be determined on the basis of poor standards or being expensive in terms of net costs.
10.4	The marketing exercise we have been conducting since March to promote the HAL scheme has proved productive.  Over 20 prospective landlords attended the events we held to generate interest.  While the number of leases signed as a direct result of the campaign is small at present, currently standing at 3 with a further 5 in the pipeline, a number of landlords have indicated interest relating to properties that will become vacant in the future. 
10.5	A further area of enquiry that we had not anticipated has also emerged from the marketing activity, that of key worker housing.  A number of the public service providers on the Island have indicated the difficulty their staff have in finding suitable homes.  These include the NHS, Police, Fire Service and Schools.  We will continue to investigate this further to fully assess the viability of a programme.
10.6	The third area of potential leasing growth is a possible extension to our arrangement with the Council.  We have received a direct indication from senior elected members that they wish to agree a strategic partnership relating to the provision of additional leased properties.  This is currently in the process of being developed.
 10.7	Currently we have spent £18,500 of the budget approved by the Board in February.  This has funded the consultancy activities of Inside Housing Solutions and the direct marketing costs of a whole page article/advert in the County Press and repeated radio adverts on Isle of Wight Radio.  The indications are that both media have been effective in raising awareness and generating interest.  Of the two, the County Press appears to have represented slightly better value for money and we may look to repeat it in the future.
11 Resident Engagement and the Tenant Forum
11.1	The Tenant Forum has met on 2 occasions during the course of 2015 to date.  There are currently seven active members of the Forum.  
11.2	During the latter part of 2014 and the early part of 2015 members of the Forum have been engaged in reviewing the Tenant Engagement and Involvement Policy and the role of the Forum within it.  This process has been supported through wider consultation with VHA tenants through consultations, newsletters, etc.
11.3	We have included information on the proposed new Tenant Engagement and Involvement Policy and updated details of the Tenant Forum in the Spring newsletter, which was distributed at the end of April.  
11.4	The new revised policy was circulated via the Members’ Area of the website prior to the meeting and is recommended for approval.
11.8	The Consultation Log from January to April indicates three consultation exercises.  Collectively these involved over 50 tenants and covered issues such as cleaning, waste disposal and complaints.
12.	Performance Data (see Appendix 3)
The updated Key Performance Data report is attached in Appendix 5.  This is used to regularly review our activities at a bi-weekly operations meeting and is presented to the Tenant Forum for information and comment.
13	Operations
13.1 	Income Collection 
13.1.1	Income collection  Current net rent arrears for the most recent cycle including HB payments stands at 3.15% of the rent roll as at week 52.  This compares to 2.39% at a similar point in time in 2014.  The net current arrears includes credits and pre-payments, which are likely to be paid to Vectis, but in should something occur to end the tenancy prematurely might not.  Current arrears excluding these ‘payments’ stands at 3.96% compared to 3.35% in 2014.  The indication from this is that more VHA tenants are paying rent in advance, which is a positive trend.  
13.1.2	Benchmarking data is normally based on rent figures taken at 1st April, so the existing benchmarking data is rather out of date.  We will be looking to produce the 2014/5 data within the next few weeks.       
13.1.3	We currently have 24 (14) tenants with personal arrears over £1,000, who remain our key focus of attention.  This is a rise over the number reported in December.  However, most have payment plans in place that are currently being kept to (13) or are subject to HB assessments (5). However, notices have been served on 13 of these cases.  In addition, 26 (29) tenants have personal arrears between £500-£999.  The bracketed figures are the equivalent for the last report in December.  
13.1.4	Arrears continue to fluctuate largely within percentage points between 3.00-4.00%.  This reflects an environment in which more of our tenants are finding it hard to manage within their circumstances.   Indications are that the impact of the bedroom tax is starting to bite, even amongst those households who had managed in the first instance.  This has been compounded with a significant reduction in the Government grant to the Council to fund Discretionary Housing Benefit. This situation is unlikely to improve in the short-term and dependent on the outcome of the General Election in May, there may be further welfare benefit cuts in the pipeline.   
13.1.5	The one saving grace is that Universal Credit will not be introduced on the IoW before early 2016 and is unlikely have any major impact until much later that year. However 2015 will prove highly challenging in respect of income management, which is why we have put much greater emphasis on developing our resource for financial inclusion activities.
13.2 Inclusion
13.2.1	We continue to improve our understanding of our tenants’ financial capacity through profiling.  We have also continued to issue a series of financial inclusion newsletters, the most recent of which has just been distributed. The partnerships we have developed with the Law Centre and Southern/Spectrum HGs continue to function well and we have also further bolstered our own expertise with the Income Management Officer successfully completing a series of money support and mentoring courses.
13.2.2.	We remain clear that the most effective means of controlling and preventing arrears is by regular face-to-face contact with tenants, particularly those who are vulnerable to debt as a result of their circumstances.  We are therefore focusing contact through neighbourhood walkabouts and have also introduced our programme of Tenancy Health Checks, aimed at ensuring we have quality contact with as many of our tenants as we can during the course of a year.  These will enable us to identify issues with tenant or property and to get a more accurate understanding of levels of customer satisfaction.    
13.2.3	In the report to the Board in May 2013 concerns were also voiced over additional extended welfare reform changes that have currently failed to materialise.  In particular, major potential problems in relation to the logistics of claiming Universal Credit and the very real worry over the uncertainties of direct payments, both of which have been delayed on the IoW.  However, the Government have indicated their intention to implement these measures in the future.
13.2.4	Examples of exceptional individual hardship are becoming more common and the Board has approved the establishment of a small hardship fund.  This will be used to provide small short-term loans to help tenants overcome specific difficulties.  In exceptional circumstances a small grant might be considered where no viable alternative exists.  We believe that this approach will be beneficial to both tenants and VHA.
13.3 Voids and Allocations –
13.3.1	Since the last report to Board in Dec 2014 there have been 12 voids within our stock.  In total, these have generated a loss of £7239.35.
13.3.2	However, of these properties, 5 were vacant as a result of being handed back to the owners at the end of the HAL lease agreements. One further property was vacant but unavailable for letting as a result of refurbishment works.  Those available to let contributes void periods totalling 48 weeks, or an average of 8 weeks per property.  As a result, our void loss including service charges, was £4,420.
13.3.3	The gross average number of days vacant on those properties available to let is 46.  However, of those properties, 4 represented unusually high void periods due to the need for extensive works to be undertaken.  The two `normal’ voids were both relet with a two week turnaround, which is within the new target set out within the revised void policy.  
13.3.4	It is unusual and unfortunate that 4 such high cost dwellings have become vacant within a relatively short time frame.  However, we are working to ensure that such situations are the exception in the future by the introduction of Tenancy Health Checks.  Through these, we will identify any property which appears to be in need of significant works, either through fair wear and tear or through misuse.  We will then look to address these issues early on rather than waiting until the property becomes vacant.
13.3 Repairs 
13.3.1	Responsive Repairs
During 2014/15 some 1511 responsive repairs orders were completed. Of these, 238 were gas boiler related and 421 were completed by our Maintenance Operative.  This represents circa 4 repairs per property, that is slightly higher than the average for other HA’s.  Since the introduction of performance monitoring of this particular service an average of 85% were completed within the timeframe allocated with the average job taking just 9.52 days to complete.  The average cost per responsive order worked out at £92.82p that represents good value for money when comparing with other organisations, and importantly, tenant satisfaction with works completed ran at an impressive 96%.
Overall, performance is considered good with the exception of completing works within allocated timeframes that should be nearer 97%.  We aim to achieve 95% during 2015/16.
During the coming year we will also aim to reduce the total expenditure on responsive repairs by 5%. We will do this through pursuing rechargeable repairs more rigorously and seeking better rates for commonly occurring repairs.  It is also hoped that the increased budget for planned maintenance will reduce the expenditure on responsive repairs, although this may take time to filter through.  In addition, towards the end of the year we hope to have a sole responsive and void contractor in place that should improve the quality of the service we provide and reduce costs over the term of the contract.
13.3.2	Planned Maintenance
During the past 12 months we have invested approximately £200,000 on planned maintenance works including replacement boilers, upgraded kitchens, structural works, garage repairs and electrical upgrades.
In total, during 2014/15 we installed or upgraded:
· 14 no Magnet kitchens – Queens Court, East Cowes.
· 42 no condensing gas fired boilers – various properties.
· 180 no electrical installation upgrades – to ensure properties have been tested within last 10 years.
· 10 no structural repairs – including repointing of brickwork to complete properties.
· 6 no garages upgrade – Kent estate.

During the coming year we have planned the following works:

· 22 no Magnet kitchens – Kent estate.
· 42 no condensing gas fired boilers – various properties. 
· 34 no properties new windows – Badgers Close, Berrymead, Wroxall and Broadsmith Ave.
· 22 no composite front doors – Badgers Close and Berrymead, Wroxall.
· 9 no Twyford bathrooms – Kelsey Court, East Cowes.
· 15 no structural repairs - including damp, Finlock getter lining and brickwork repointing.
· 135 no mains powered smoke detectors – various where none or currently battery powered.
· 42 no electrical upgrades – including extractor fans – various where not tested in last 7 year.

The total cost of these works is estimated at £330,000 and as in the last financial year, we aim to reduce costs through better procurement practice specifically with regards windows, doors and electrical works.  It is hoped that further savings of 5% overall will be achieved over previous year’s costings.

13.3.3	Cyclical Maintenance

As a part of our ongoing maintenance programmes, we undertake the external painting and repairs of all properties every 6 years. This has been split over a 6 year cycle to help deliver works efficiently and has also reduced the annual expenditure by 17%.  The timings of the external painting works are based on when a property is first built and subsequent inspections to ensure that we maintain properties externally as well as internally.

During 2014/15 we undertook external painting to 40 properties and have planned to complete 55 properties during this financial year at a cost of £34,000.

At the same time that these works are undertaken, we also carry our other external repairs to ensure that we do not have to complete any responsive repairs within the next few years. We also programme planned works to occur at the same time if required to reduce costs of both the works and management.

Properties included in the 2015/16 programme are:

· Kelsey Court, East Cowes – 11 properties - to include new fascias and gutters.
· Greenfields, Sandown – 11 properties - to include render repairs and roof repairs
· Berrymead and Badgers Close, Wroxall – 22 properties - to include new UPVC windows and doors
· Captains Parade, East Cowes – 6 properties - to include internal decoration to hallways.
· Garden Way, Newport – 3 properties

13.3.4	Key Objectives for 2015/16
Our key objectives for 2015/16 include:
1. Complete stock condition survey to a level of 80% minimum.
2. Introduce a sole contractor to undertake responsive and void repairs via a tendered schedule of rates basis.
3. Review potential of Spectrum Property Care as a contractor.
4. Complete Policy Review Action Plans
5. Develop an Asset Management Strategy

13.4 Anti-Social Behaviour 
13.4.1	Between January 2015 and now we have identified 9 cases in the ASB log.  Seven of these were disputes between neighbours, one related to dog fouling and a further issue was concern about the behaviour of a non-VHA tenant.  Each of these has been addressed with the intention of either resolving the issues raised or keeping them under control.
13.4.2	The law relating to ASB has changed.  The implementation of the Anti-social Behaviour, Crime and Policing Act 2014 has introduced additional tools to deal with disruptive behaviour.  Housing management staff will be attending specialist training to further understand these developments.
13.5 Complaints
13.5.1	We conducted a Complaints service review (see section 9 above) on 27/4/15. As a result the new policy is included on this agenda for approval and was circulated prior to the meeting.   It looks to build on and consolidate the existing policy with the addition of a new category of `Quick Fix’. This indicates a situation where a complaint or indication of dissatisfaction has been made and where it has been resolved within 24 hours.   This would be our preferred resolution and meet most tenant expectations.
13.5.2	The Complaints and Compliments Log in the period January – April 2015 contains 5 complaints and 1 compliment.  Two of the complaints were dealt with as quick fixes, one is very recent.
13.5.3	VHA has traditionally received a relatively low level of complaints.  Some of this is as a result of a certain laxness in identifying tenant dissatisfaction as a complaint, in which we need to improve.  However, a random telephone survey of 40 VHA tenants indicated that none had either had complaints or felt that they had submitted a complaint that had not been properly dealt with.  Virtually all were aware of VHA’s Complaints Policy and felt they knew how to complain if needed.  This would suggest that we are not routinely ignoring large numbers of dissatisfied tenants.  The new policy is therefore designed to offer clearer guidance on what constitutes a complaint and brings our approach up to current levels of good practice across the sector.
15.	Recommendations
Board are recommended to:
15.1 Note the report
15.2 Approve the proposed Tenant Engagement and Involvement Policy
15.3 Approve the proposed Complaints Policy
15.4 Approve the proposed Compensation for Tenants’ Improvement Policy
15.5 Approve the Damage to Property by Tenants Policy
15.6 Approve the Unacceptable Behaviour Policy
15.7 Approve the Vexatious Complaints Policy
15.8 Approve the provision of carbon monoxide detectors over a 2 year programme.

Martyn Pearl
Deputy Chief Executive
May 2015


Appendix 1 Neighbourhood Walkabout Programme and Outcomes
	Area
	Address
	Date
	Attendees
	Issues Identified
	Tenants Visited

	Apse Heath
	Parkway
The Paddock
The Chase
Winford Court
	Wednesday 2nd April2014

	MP/IC/CC/JS/SB
Don Vincent (Tenant Forum)

	Signage/ fencing/litter/ stair rail/ parking/ grass + rent issues with specific tenants
	4

	
	
	Tuesday 9th September 2014

	JS/CC/IC
	Signage/ parking/rubbish/ additional lighting + rent related visits
	7

	Cowes
	Bellevue Road
Arctic Road
	Thursday 10th April 2014
Wednesday 24th September 2014
	JS/IC/ST
	Rubbish/ fencing/ hardstanding needed/ decoration of flats/ treads requiring painting/ gutters blocked/ poor cleaning
	9

	
	
	
	IS/SB
	Rubbish/ path cracking/ wall defects
	1

	East Cowes

	Acorn Gardens
Black Knight Close
	Tuesday 22nd April 2014




	JS/SB
Councillor Peacey –Wilcox
Bob Clements [Brighstone Landscape]

	Overgrown garden/ abandoned streetlight/blocked guttering


	6





	
	
	Thursday 2nd October 2014
	JS/SB
	Lighting/ paving/ rubbish/ gates needing repair  
	1

	East Cowes
	Broadsmith Avenue
Princess Close
Grenville Close
Captains Parade
Gustar Grove
	Thursday 8th May 2014

	IC/JS/SB
	Rubbish/paths cracking/ cleaning issues/light not working/ door entry problems
	2

	
	
	Tuesday 14th October 2014

	IC/SB
	Parking/ paving problems/ monitoring cleaning
	0

	East Cowes
	Kelsey Court
Kent Avenue
Queens Court
	Wednesday 28th May 2014

	IC/SB
	Signage/cleaning /rubbish
	5

	
	
	Wednesday 29th October 2014

	IC/JS/SB
Ian Hopkins (Tenant Forum)
	Guttering problems, damp in toilet
	8

	Freshwater
	School Green Road
	Wednesday 4th June 2014

	GL/IS
	Rubbish, signage, landscaping issues, dog fouling
	0

	
	
	Tuesday 11th November 2014
	SB
	Rubbish/ dog fouling/ water puddles to front of building + some tenant issues
	3

	Newport
	Alvington Manor View
	Tuesday 17th June 2014

	IS/ST
	Rubbish/ Fencing/ Grass overgrown/ TV aerial
	0

	
	
	Thursday 20th November 2014
	JS/CC
	Fencing issues
	2

	Lake & Shanklin
	Greenfields
Kenella Court
	Thursday 26th June 2014

	IC/SB
	Rubbish/ gravel issue/vandalised seat/ cleaning poor at Kenella.
	4

	
	
	Tuesday 9th December 2014
	JS/CC/ST
DV
	Landscape/ lighting/ individual property maintenance
	1

	Newport
	Hunnyhill
Wayside Drive
Oakwood Court
	Tuesday 8th July 2014
	IS/GL
George Hibberd
	Manhole cover in car park raised/ some landscaping issues
	0

	
	
	
Tuesday 13th January 2015
	ST, JS, CC
	Landscape and environment, property defects
	9

	Nettlstone
	Kerryfields
	Wednesday 23rd July 2014

	SB
	Landscaping issues
	0

	
	
	Thursday 29th January 2015
	JS/CC
	None
	1

	Ryde
	Jubilee Place
Holm Oak
Westview Terrace
	Thursday 7th August 2014

	IS/GL
	Car parking and landscape issues
	0

	
	
	Tuesday 10th February 2015

	GL/IC
	Car parking issues, landscaping
	0

	Ventnor & Wroxall
	Ash Court
Badgers Close
Berrymead
	Tuesday 19th August 2014

	JS/SB
	Rubbish/signage/parking
	4

	
	
	Thursday 26th February 2015
	JS/CC
	Fencing/ASB
	6





Appendix 2 Tenant Profiling Analysis

See separate excel file

Appendix 3 Value for Money Action Plan 2014/5

	
	
	Vectis HA - Value for Money Action Plan 2014/5

	item
	Details
	Lead Officer
	Service Improvement
	Notional Savings £
	Progress to Date
	Actual Savings/ Outcomes £

	1
	Purchase of materials through Procurement for Housing – average 25% saving on material costs.

	GL
	
	C£20,000
	Boilers/Kitchens producing £18400 in 2014/15
	18,400

	2
	Introduction of contractor performance monitoring to improve service provision
	GL
	Improved control over quality of service delivery
	
	In Place and reporting monthly
	

	3
	Streamline property inspections and visits to reduce duplication
	GL
	
	£3000
	Alarm checks and estate inspections combined and undertaken by junior member of team. Alarm testing incorporated into gas contract. Circa £8600 saving
	8,600

	4
	Introduce probity measures to increase number of quotations received and reduce value/trigger thresholds
	GL
	
	£7000
	Better value now being achieved. Actual saving difficult to assess but in order of £8500
	8,500

	5
	Tender larger works packages to drive down costs and increase satisfaction
	GL
	
	£6000
	UPVC window tender has reduced costs by £12000.
	12,000

	6
	Undertake more works “in-house”
	GL
	
	£10000
	Kitchen programme delivered in house with circa £5200 saving. 
	5,200

	7
	Review balance between planned and responsive works
	GL
	
	£4000
	Greater planned spend will reduce responsive by 5% = £4800.
	4,800

	8
	Introduce primary contractor to undertake responsive and void works
	GL
	Increase control of timing and quality of works for residents
	
	On hold due to further investigations.
	

	9
	Improve service to residents of HAL properties and reduce costs
	GL
	Ensure better quality of HAL properties and more control over standard and timing of works undertaken
	
	Vectis Standard issued reducing level of poor quality HAL properties.
	

	10
	Produce financial inclusion bulletins
	IC
	Provide increase advice and support to tenants to avoid possible increases in rent arrears
	
	3 Bulletins produced during 2014/5
	3/15

	11
	Introduce traineeships/apprenticeships
	MP
	Improve skills and employability for tenant households – reduce long term benefit dependency
	
	4 traineeships created during 2014/5 – included 1 from VHA tenancy.  2 Apprenticeships from April 2015
	3/15

	12
	Increased resident consultations via Deeplake
	ST
	Further improve communication with residents and improve service take-up
	
	Extended use of Deeplake for consultations on rent payment methods, parking, etc.  Enhanced response rates - 30% +
	3/15

	13
	Introduce new website
	MP
	Further improve communication with tenants, increase efficiency through online transactional facilities, raise Vectis profile
	
	New website introduced from June 2014 – increased transactional capacity
	7/14

	14
	Extend rent payment methods
	MP
	Extend payment facilities through online payments, payment by credit card, access to rent account information though MyTenancy.
Reduce collection costs through new e-merchant facility
	
	New Worldpay eCommerce package from June 2014 – reduced annual card collection costs by £300 in year 1 (£600 pa thereafter) and extended payment methods
	7/14


7/14

	15
	Drive further efficiencies through IT
	MP
	Reduce operational costs and improve mobile and flexible working through IT
	
	Provision of iPads to enable staff to access tenant records remotely, log repairs remotely and extend ability to take rent to any staff terminal.  
	10/14

	Total Cost Savings 
	£57,500







VfM Log Entries – Additional Savings
	Date
	Activity
	Details of Saving/ Enhancement
	Frequency
	Total Saving/Enhancement

	29/05/2014
	Purchase of boilers and revised install costs
	£800 per boiler
	Ongoing
	£24,800

	29/05/2014
	Purchase of kitchens and revised install costs
	£1000 per kitchen
	Ongoing
	£14,000

	29/05/2014
	Electronic version of LGSR issued
	£760 per annum
	Ongoing
	£760

	29/05/2014
	B and Q decoration vouchers through PfH
	£280 per annum
	Ongoing
	£652

	29/05/2014
	Reduced cost of electrical Inspections
	£37.50p per inspection
	One off	
	£6,750

	29/05/2014
	LGSR issued as a part of new build works
	£66 per property
	One off
	£594

	22/10/2014
	Free gas supply to 50A,B,C Garden Way
	£1800 per property
	One off
	£5,400

	03/12/2014
	EWI to 117 York Ave - grant funded
	£12200 per unit	
	One off	
	£12,200

	17/06/2014
	Worldpay Ecommerce Package
	£365 over first 2 years (including start-up costs
	Ongoing
	£310 p.a

	20/11/2014
	Franking Machine
	£96.68 per quarter
£250.00 free postage
	Ongoing
	£500.00 per year			

	Total
	£65,966

	Recurring
	£28,422


Appendix 4 Vectis Policy Review Programme 2015
Policy Review Programme 2015
	

	
	Vectis Policy Review Schedule

	Policy
	Key Officer
	Other Staff
	Target Date 2015
	Agreed Dates

	Assignment of Tenancy
	MP
	JS
	Oct
	16/9/15

	Complaints
	MP
	ST
	April
	27/4/15

	Data Protection
	MP
	
	May
	26/5/15

	Disability Discrimination Act Policy
	MP
	
	Sept
	16/9/15

	Domestic Violence
	MP
	JS
	June
	24/6/15

	Housing Policy
	MP
	
	Sept
	16/9/15

	Lone Working
	MP
	ST
	Sept
	16/9/15

	Property damaged by tenants
	MP
	JS
	April
	27/4/15

	RTR/Repairs Compensation
	GL
	SB
	April
	27/4/15

	Special Needs for Tenants
	MP
	CC
	June
	24/6/15

	Support for Vulnerable Tenants
	MP
	CC
	June
	24/6/15
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	Housing
	April
	May
	June
	July
	Aug
	Sept
	Oct
	Nov
	Dec
	Jan
	Feb
	Mar
	April
	

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	Voids
	1
	2
	17
	12
	9
	4
	3
	3
	3
	3
	4
	4
	2
	

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	Ave Void Period
	 
	 
	 
	 
	 
	15
	25
	7
	49
	14
	22
	7
	7
	

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	Void Rent Loss
	392.44
	618.13
	2866.9
	4654.57
	3682.55
	4360.86
	1716.44
	2233.23
	2203.4
	1679.77
	1512.27
	2014.61
	2032.2
	

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	Rent Loss covered by Council
	743.96
	898.65
	443.69
	3538.55
	787.13
	2839.28
	867.42
	1296.62
	0
	1454.38
	0
	0
	0
	

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	Tenants registered for transfer
	 
	 
	 
	 
	 
	 
	44
	45
	46
	46
	47
	47
	46
	

	Mutual Exchanges
	 
	 
	 
	 
	 
	 
	8
	1
	0
	0
	0
	1
	0
	

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	Arrears cases over £500
	39
	32
	35
	32
	43
	41
	42
	43
	43
	52
	54
	52
	50
	

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	Arrears cases over £1000
	16
	14
	14
	12
	13
	13
	14
	14
	13
	19
	20
	22
	24
	

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	Total arrears at week
	61895.92
	60526.81
	58199.93
	62640.88
	69576.55
	67350.44
	62388
	63632.88
	65772.69
	82627.88
	63545.4
	65174.04
	61077.42
	

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	% Rent roll
	3.06
	2.99
	2.87
	3.02
	3.34
	3.23
	2.99
	3.06
	3.18
	4.03
	3.87
	3.96
	3.74
	

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	No of tenants on full HB
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	125
	175
	

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	No of tenants on partial HB
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	102
	82
	

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	Responsive
	April
	May
	June
	July
	Aug
	Sept
	Oct
	Nov
	Dec
	Jan
	Feb
	Mar
	April
	Ave

	Number of orders raised
	 
	 
	 
	 
	 
	100
	111
	80
	98
	136
	136
	132
	 
	113.3

	Value of orders £
	 
	 
	 
	 
	 
	10,814
	£9,981
	£8,246
	£7,619
	#######
	£12,367
	£11,951
	 
	10,448

	Ave cost per order £
	 
	 
	 
	 
	 
	£108.14
	£89.93
	£103.08
	£77.75
	£89.41
	£90.93
	£90.53
	 
	£92.82

	Priority E1 - 1
	 
	 
	 
	 
	 
	2
	3
	3
	10
	10
	17
	14
	 
	8.4

	Completed in priority
	 
	 
	 
	 
	 
	100%
	100%
	100%
	90%
	90.00%
	76%
	92.86%
	 
	93%

	Priority R1 - 3
	 
	 
	 
	 
	 
	42
	43
	41
	35
	40
	52
	65
	 
	£45.4

	Completed in priority
	 
	 
	 
	 
	 
	76%
	77%
	92.70%
	91.42%
	85.00%
	80.77%
	89.23%
	 
	85%

	Priority R2 - 7
	 
	 
	 
	 
	 
	27
	24
	15
	32
	35
	30
	39
	 
	28.9

	Completed in priority
	 
	 
	 
	 
	 
	81%
	96%
	93.30%
	100.00%
	82.90%
	66.70%
	87.17%
	 
	87%

	Priority R3 - 10
	 
	 
	 
	 
	 
	12
	27
	15
	8
	12
	22
	9
	 
	15

	Completed in priority
	 
	 
	 
	 
	 
	75%
	85%
	86.70%
	87.50%
	75%
	68.20%
	77.78%
	 
	79%

	Pririty R4 - 20
	 
	 
	 
	 
	 
	16
	13
	6
	7
	7
	15
	5
	 
	9.9

	Completed in priority
	 
	 
	 
	 
	 
	88%
	92%
	66.70%
	100%
	85%
	73.30%
	40%
	 
	78%

	Ave days to complete
	 
	 
	 
	 
	 
	10.76
	9.85
	8.9
	5.56
	12.01
	10.3
	9.27
	 
	9.52

	Satisfaction
	 
	 
	 
	 
	 
	97%
	93%
	96.90%
	100%
	100%
	92.60%
	94.00%
	 
	96%

	Appointments made
	 
	 
	 
	 
	 
	n/a
	n/a
	n/a
	n/a
	n/a
	n/a
	n/a
	 
	

	Appointments kept
	 
	 
	 
	 
	 
	n/a
	n/a
	n/a
	n/a
	n/a
	n/a
	n/a
	 
	

	DLO orders
	 
	 
	 
	 
	 
	34
	42
	34
	30
	28
	43
	34
	 
	35

	DLO value £
	 
	 
	 
	 
	 
	4,025
	£3,689.2
	£3,402.9
	£2,249.2
	£2,664.3
	£3,254.00
	£3,005
	 
	3,184

	DLO ave value £
	 
	 
	 
	 
	 
	£118.38
	£87.84
	£100.90
	£74.97
	£95.16
	£75.67
	£88.38
	 
	£91.61

	DLO satisfaction
	 
	 
	 
	 
	 
	100%
	80%
	100%
	100%
	91.70%
	92.90%
	100.00%
	 
	95%

	DLO in priority
	 
	 
	 
	 
	 
	74%
	86%
	94.10%
	100%
	78%
	60.47%
	85.30%
	 
	83%

	Void
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	

	No of voids
	 
	 
	 
	 
	 
	5
	3
	1
	3
	1
	6
	2
	 
	

	Value of orders £
	 
	 
	 
	 
	 
	4,310
	£4,178
	£303.89
	£12,397
	£450.00
	£19,220
	£2,750
	 
	

	Ave value £
	 
	 
	 
	 
	 
	£862.00
	£1,393
	£303.89
	£4,132
	£450.00
	£3,203.0
	£1,375
	 
	

	HAL ave value £
	 
	 
	 
	 
	 
	£1,057
	£450.0
	£303.89
	£384.95
	£450.00
	£1,499
	£350
	 
	

	Days to complete
	 
	 
	 
	 
	 
	31
	35
	3
	22
	26
	25
	13
	 
	

	Satisfaction
	 
	 
	 
	 
	 
	n/a
	n/a
	n/a
	n/a
	100%
	100%
	100%
	 
	

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	



