There will be a pre-Board briefing by the
Scrutiny Panel on their two reports:
• Void standard review
• Role of housing officers review
The pre-Board briefing will start at 5.30pm
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YOU ARE INVITED TO ATTEND A MEETING OF
THE BOARD OF PHOENIX COMMUNITY HOUSING
VENUE: THE GREEN MAN
355 Bromley Road, London SE6 2RP
TIME: 6.30PM – 9.00PM
DATE: 30 JANUARY 2020

“To work together to build a better future for our Phoenix community”
“To work together to build a better future for our Phoenix community”
To build a better future for our Phoenix Community and embrace our gateway model of
resident leadership and membership we need to build new homes and ensure our
community is supported through physical and community regeneration activities.
To achieve this we will deliver excellent services being innovative and efficient, so Phoenix
remains sustainable and we achieve our vision.
The Board has set four strategic priorities to support our vision:
1.
2.
3.
4.

Resident leadership and membership.
Excellent services, efficiently delivered with empathy and fun.
Growth in new homes and opportunities.
Sustainability-for our business and our community.

The four strategic objectives feed into one another. This is illustrated below:

Strategic Priorities in corporate Plan
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OUR VISION

___________________________________________________________________
___
To guide the setting of annual corporate priorities our Board has set long term success
factors to support the vision and our four strategic objectives.

1.

Resident leadership and membership

•
•

Residents, tenants, staff, other customers and stakeholders want to join Phoenix.
We inspire others though the way we work and our model of resident leadership and
involvement.
Our organisation is innovative, responding and adapting to change and our
governance structures are robust.
We enable or run events that bring the whole community together and we use these
events to help set our plans and improve our services.
Most of our tenants are gold members.
We have a clear Phoenix brand identifiable by residents, customers and
stakeholders.

•
•
•
•

2.

Excellent services, efficiently delivered with empathy and fun

•

We maximise our contact with residents and customers to improve our services and
find out more about their aspirations.
Tenant satisfaction has been maintained at over 80% and we aim to achieve top
quartile when compared to our peers. Leasehold satisfaction has improved.
Our relationship with leaseholders has improved and they have influenced the
services they receive.
We work in collaboration and partnership with a range of organisations to meet the
needs of our residents so that everyone in our community has a home that’s right for
them and has someone they can turn to.
We have adapted our services to meet the needs of the different groups of residents
and customers we serve.
We have reprocured or changed the way we deliver our grounds maintenance
service.
We have programmed works and improvements to maintain our decent homes
standard and our estates. All residents (leaseholders and tenants) know when to
expect future works and have been able to influence the scope and programming of
them.
Most of our routine transactions are available to complete electronically and we
produce less paper.

•
•
•
•
•
•

•

3.

Growth in new homes and opportunities

•

We have grown by the development of new homes and services. The new homes we
have built are a range of tenures (including outright sale) to increase the homes we
can build for low cost rent.
The Fellowship has opened and is a flagship arts and music hub in our area.

•
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WHAT WILL WE AIM TO ACHIEVE BY 2020

•
•
•
•

Hazelhurst Court is open and we have explored other areas of potential growth in
providing services to older people, (homes and services, including equity release for
older leaseholders).
We provide services to other organisations and share services with others whose
aims we support
We have piloted and reviewed a private lettings management scheme.
The Phoenix Repairs Service has added value to Phoenix and reached its growth
aspirations by providing services to others (for example to private owners).
We have maximised the opportunity to regenerate areas where we build new homes
and have obtained income for community investment activities.

4.

Sustainability-for our business and our community

•
•
•

We have met our regulatory and legal obligations.
We are confidently solvent (financially secure and viable in the long term).
We have reduced our operating costs and maximised the efficiency of all our services
to a level which is above the median when compared to our peers.
The revenue streams for all our core landlord services have been protected.
We have the finance in place to deliver our development plans.
We have delivered a range of projects directly and through partners to regenerate
our area and support our communities.
We have maximised the social value from our services and through our contractors
and partners.
Our carbon footprint has reduced and we are working to achieve a minimum SAP*
(Standard Assessment Procedure) for all our homes.
We have a stable confident workforce that has grown to support a more diverse
business and is one others want to join.
We have maintained Investors in People gold and aim to achieve platinum in the
future reflecting our investment in our staff and their contribution in delivering the
performance, culture and values of our organisation.

•
•
•
•
•
•
•

*SAP is the methodology used by the Government to assess and compare the energy and
environmental performance of homes.
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•

Every year we review the corporate priorities we need to deliver our vision:

1.

Resident leadership and membership

•

Strengthen our business by making governance, service improvements and efficiencies
based on resident insight and scrutiny, good practice and changes to our operating
and regulatory framework.

•

Respond to our resident satisfaction surveys and insight to improve services and
increase resident satisfaction. (Added March 2019).

•

Steered by residents start to deliver our refreshed Community Engagement Strategy
for 2019-2022.

•

Continue to promote and increase membership for residents and staff and maximise
the ways our Gold Membership scheme adds value to members and our business.

•

Deliver and refine our Communication Strategy to set out how we communicate with
our residents as well as how we celebrate our successes and raise our internal and
external profile so people want to join us or adopt our ways of working.

2.

Excellent services, efficiently delivered with empathy and fun

•

Maintain and improve customer experience for all our customers.

•

In response to leaseholder feedback enhance the opportunities for leaseholders to
influence our promises, expectations and plans for improvement and make sure they
are delivered across Phoenix.

•

Continue to deliver our project to implement customer relationship and electronic
document management systems to maximise efficiency, deliver “Digital by Choice”
options and improve customer experience.

•

Deliver priorities for Equality, Diversity and Community Integration (cohesion) and set
targets so we know who our residents and staff are and can adapt our services to
meet their changing needs help build sustainable communities in our area.

•

Plan and deliver our major works programmes so our homes continue to meet our
decent homes standard and our community shapes our plans.
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Corporate Priorities 2019-20

Growth in new homes and opportunities

•

Deliver our approved development plans to build new homes tackling homelessness
and housing need in our area as set out in our Development Strategy, including buying
back homes to repair and rent at London affordable rent levels.

•

Consulting and involving our residents and other stakeholders improve our community
as a place to live through environmental works and levering in funding and support to
strengthen our community.

•

Monitor the delivery of our repairs service through Phoenix Repairs Services to ensure
it increases resident satisfaction and adds value to Phoenix, through social value and
efficiencies. Support it to deliver its aspirations to be the preferred maintenance
provider for Phoenix.

•

Review our community resources to assess how they can be used to maximise their
benefits to the local community.

•

Explore new business opportunities to increase our services to benefit our community
and the number of homes we manage, through stock transfer opportunities.

4.

Sustainability-for our business and our community

•

Deliver our Value for Money and efficiency plans, so we confidently maintain our
financial viability in the long term.

•

Provide energy advice and start to deliver works to our homes that are the most
energy inefficient.

•

Deliver the "Aiming Higher Programme" continuing to learn to improve how we work
together to meet our values so we enhance customer experience, promote equality
and diversity and deliver innovation and efficiencies across Phoenix to meet our
vision.

•

Continue to maintain and improve our approach to health and safety and meet all
relevant legislation and regulations.
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3.

Milestones, projects, KPIs (Key performance Indicators) and new policies have been set to
support the Corporate Priorities. The 7 key projects to support the priorities which may
extend into our next corporate plan are:
•
•
•

•
•
•
•

Start to review our Phoenix standards and set our Corporate Plan for 2020 onwards;
using our Satisfaction Survey of residents and other insight from our community.
Deliver the actions from our external Governance review and review our Group
Governance Structure to deliver transparency and excellence in governance.
Continue to deliver our project to implement a customer relationship and electronic
document management systems to maximise efficiency, compliance with Data
Protection requirements, deliver “Digital by Choice” options and improve customer
experience.
Complete the regeneration plans for the Fellowship Inn.
Deliver our approved development programme completing 37 new homes in 20192020 and buying back 15 more that were previously sold through the Right to Buy.
Deliver our new operational plan for People Services.
Complete our restructuring proposals to support our future plans.

As set out in our corporate priorities we will seek to embed VFM, innovation,
communications and equality and diversity into these projects.
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Key projects to support the priorities

Item

Page

Report

1

10

Apologies for Absence and Quorum

Chair

2

11

Introductions and Declarations of Interest

Chair

3

12

Minutes of last meeting

Chair
Decision

4

16

Matters arising of minutes of last meeting

Chair

Board Decisions
5

17

6

30

7

40

Resident Scrutiny Panel Review Report – The Role
of Housing Officers & Phoenix’s Approach to ‘At
Risk’ Residents
Resident Scrutiny Panel Review Report – Void
Standard

SL

Decision

SL

Decision

Equality and Diversity Charter

JL

Decision

Board Discussion
8

43

Home Ownership Performance Report

EMcS

Discussion

9

54

Income and Welfare Reforms Performance Report

EMcS

Discussion

10

64

Anti-Social Behaviour (ASB) Performance 2018-19

LY

Discussion

Board Information
11

75

Management Accounts to December 2019

CS

Information

12

91

Chief Executive’s Update Report

JR

Information

13

98

AOB

Information

Please inform Anne McGurk, if you would like the Board to
spend more time discussing a Board Report.
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PHOENIX COMMUNITY HOUSING
BOARD MEETING

ITEM NO.
1

Open or
Confidential

OPEN

Report Title

Apologies for Absence & Quorum

Lead Officer
Lead Board
Members
This item is for

Kevin Kelly, Governance Manager, 07515605102
Anne McGurk
INFORMATION

If you are unable to attend, please ensure you provide your
questions, comments and views on the Board Papers to Kevin
Kelly by Lunchtime Thursday 30 January 2020.
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DATE:
30/01/2020

PHOENIX COMMUNITY HOUSING
BOARD MEETING

ITEM NO.
2

Open or
Confidential

OPEN

Report Title

Introductions and Declarations of Interest

Lead Officer
Lead Board
Members
This item is for

Kevin Kelly, Governance Manager, 07515605102
Anne McGurk
INFORMATION
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2 Introductions Declarations
of Interest

DATE:
30/01/2020

PHOENIX COMMUNITY HOUSING

ITEM NO.

30/01/2020

BOARD MEETING

3

Open or
Confidential

OPEN

Report Title

Minutes of the meeting 28 November 2019

Lead Officer

Kevin Kelly, Governance Manager, 07515605102

Lead Board

Chair

Members
This item is for

DECISION

Present
Anne McGurk (AMcG)
Carmen Simpson (CS)
Cllr Sue Hordijenko (SH)
Simon Barlow (SB)
Peace Ayiku-Nartey (PAN)
Lucy Ferman (LF)
Mark Gayfer (MG)
Jamie Carswell (JC)
Simone George (SG)
Kerry Heath (KH)
Michael Tisdell (MT)

Chair
Vice Chair
Board Member
Board Member
Board Member
Board Member
Board Member
Board Member (arrived 6.37 – Item 6)
Board Member
Board Member (arrived 7.10 – Item 12)
Board Member (arrived 7.20 – Item 15)

Officers and Advisors
Jim Ripley (JR)
Chris Starke (CS)
David Westworth (DW)
Lesley Johnson (LJ)
Nick Edwards (NE)
Jonathan Lawn (JL)
Say Leddington (SL)
Emma McSweeney (EMcS)
Leon Yohai (LY)
Keren Miller (KM)
Kevin Kelly (KK)

Chief Executive
Director of Finance
Director of Customer Services
Director of Property and New Business
Assistant Director of ICT & Facilities
Head of People Services & Communications
Head of Performance & Quality
Head of Specialist Housing Services
Head of Housing Management
Head of Community Engagement
Governance Manager – Minutes

Apologies:
Cllr Olurotimi Ogunbadewa (OO) Board Member
Observer:
Ben Montieth (BM)

Communications Officer
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DATE:

Apologies for Absence & Quorum

1.1
2
2.1
2.2

Apologies as noted above and late arrival for Kerry Heath.
Introductions and Declarations of Interest
Anne McGurk, Chair, welcomed everyone.
Anne McGurk reminded all in attendance to use the
microphones when speaking.
Chris Starke and Lesley Johnson declared an interest as
PAS Board Members. Carmen Simpson declared an interest
as PAS Board Chair. Simon Barlow declared an interest in
item 18 that included recommendations following a review by
the Scrutiny Panel. Jamie Carswell declared that his wife
worked for L&Q as a director. Cllr Hordijenko declared that
she is a member of the LBL Council select committee for
housing.
Minutes of last meeting
Proposed: Peace Ayiku-Nartey
KK
Seconded: Lucy Ferman
The Board agreed the minutes.

2.3

3
3.1

4

Matters Arising

4.1
5

None.
Policies

5.1

Say Leddington presented the report. She noted that legal
and expert advice had been taken on the new and changed
policies.
Anne McGurk asked about membership of the Policies
Working Group. Say Leddington replied that we were looking
at the numbers on the group as well as the equality profile of
the group. She added that we were looking at the possibility
of digital membership and wider consultation on policies.
The Board approved the policies listed:
SL

5.2

5.3

•
•
•
•
•
•
•
•
6

Rent Setting & Service Charge.
Mobility Scooter.
CCTV.
Tenant Improvement & Alterations.
Hazlehurst Court Extra Care – Rent Setting &
Service Charge.
Hazlehurst Court Extra Care – Allocation &
Lettings.
Hazlehurst Court Extra Care – Mobility Scooter.
Hazlehurst Court Extra Care – Pet Policy.

Meadows Community Centre

Page 13 of 98

3 Minutes Nov 2019

1

7.1

Keren Miller presented the report.
Anne McGurk asked if PCH followed up on those securing
jobs after 18 months. Keren Miller replied that Barnados
follow up those securing jobs.
Lucy Ferman asked if the lease was included in the
Commercial Properties report. Emma McSweeney replied
that it was. Lucy Ferman noted that it was a good example of
a Community Centre working well.
Simon Barlow asked for an explanation of a reversionary
lease. Keren Miller explained it was an extension of an
existing lease and on this occasion for 2 more years.
Lucy Ferman noted that the scheme was working well and
stated she was pleased it was being extended.
The Board noted and approved the request for a 2-year KM
extension of the Meadows Community Centre Lease
agreement with Barking & Dagenham College.
Corporate Plan progress on milestones and targets for
Q1-2 2019-20
Say Leddington presented the report.

7.2

The Board noted:

6.3

6.4

6.5
6.6

7

8
8.1
8.2

SL

• Progress on the milestones, key projects and key
performance indicators achieved during Quarters
1 and 2 2019-2020 to support the Corporate Plan.
• That assurance on how we are delivering the
priorities is available on request.
Implementation of the Community Empowerment and
Engagement Strategy (7-month interim report)
Keren Miller presented the report.

8.3

Anne McGurk thanked Keren for the report and welcomed
the progress being made to meet the actions from the
strategy.
The Board noted the contents of the report.
KM

9

Management Accounts to October 2019

9.1

Chris Starke presented the report.

9.2

Anne McGurk asked about the adverse variance on staff
costs of £227,000. Chris Starke replied that PCH had used
agency staff pending recruitment, the Health & Safety post,
which had been difficult to recruit too and maternity cover.
Jonathan Lawn added that the number of agency staff was
now reducing.
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6.1
6.2

The Board noted the report.

10

Chief Executive’s Update Report

10.1

Jim Ripley presented the report.

10.2

10.4

Carmen Simpson asked for an update regarding Government
proposals on Right to Shared Ownership. Jim Ripley replied
that we were waiting for the NHF response and the outcome
of the General Election.
Mark Gayfer referred to the Bolton Fire and High-Pressure
Laminate Panels. He noted there was no indication of costs
or actions and asked when will PCH know about this and
what was PCH doing in the meantime to safeguard tenants’
safety, which was paramount. Jim Ripley replied that PCH
was low risk as we have mainly steel and concrete balconies
not wooden ones. Lesley Johnson noted that for the panels
on Millcroft and Nayland, PCH would come back early in the
new year on costs and actions and we were consulting our
fire safety consultant, who had informed us currently that no
further fire safety action was required.
The Board noted the:
JR

11

A. Board Updates.
B. Action Tracker.
Any Other Business

11.1

None.

10.3

Approval
Approved by (Chair)
Date
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9.3

PHOENIX COMMUNITY HOUSING
BOARD MEETING

ITEM NO.
4

Open or
Confidential

OPEN

Report Title

Matters Arising of Minutes of last meeting

Lead Officer
Lead Board
Members
This item is for

Kevin Kelly, Governance Manager, 07515605102
Anne McGurk
INFORMATION
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4 Matters Arising of last
meeting

DATE:
30/01/2020

PHOENIX COMMUNITY HOUSING
BOARD MEETING

Open or
Confidential
Report Title
Lead Officer

OPEN
Resident Scrutiny Panel Review Report – The Role of Housing
Officers & Phoenix’s Approach to ‘At Risk’ Residents
Chantel Lynch, Service Improvement & Scrutiny Manager,
020 3121 0211

Lead Board
Members
This item is for
1

ITEM NO.
5

Anne McGurk
DECISION

Recommendations
A. The Board notes the full review report on the findings and agrees the
recommendations made by the Resident Scrutiny Panel on the Role of
Housing Officers & Phoenix’s Approach to ‘At Risk’ Residents review.
(Appendix 1)
Executive Summary
For their tenth review, the Resident Scrutiny Panel investigated the Role of Housing
Officers and Phoenix’s Approach to ‘At Risk’ Residents.
The key success factors for the review were to:
•
•
•

Understand the role of the Housing Officer, its links with tenants and how this is
carried out.
Identify the types of support offered to ‘at risk’ tenants and how this is
communicated and accessed.
Identify how Housing Officers are supported to deal with ‘at risk’ residents and
complex cases.

The Panel made nine recommendations to improve the service all residents receive from
Housing Officers:
1) Increase the number of Housing Officers and have an additional Tenancy

Sustainment Advisor. As Phoenix develops new properties, the number of Housing
Officers should be increased to manage workloads. This would also help improve the
service to all residents.
2) Housing Officers should hold local drop-in surgeries.
3) Develop a communications campaign so that residents know who their Housing
Officer is which should include:
Page 17 of 98

5 Scrutiny - Role of Housing
Officers Reviewy 2020

DATE:
30/01/2020

4) Provide Housing Officers with Stress Management, Conflict Resolution and Mental
Health Resilience training to support them in their role and help them manage resident
expectation.
5) Develop a ‘Resident Involvement Groups’ booklet that could be given to new residents
as part of the New Tenant Induction workshop and part of the sign-up pack. The
booklet could also be made available to existing residents and publicise to promote
resident involvement opportunities.
6) Provide a dedicated information pack at the end of the workshop for all residents
attending.
7) Consider having an involved resident presenting the resident involvement section for
the New Tenant Induction workshop.
8) Make the invitation letter to the workshop clearer. Outline what can be expected from
the induction and that refreshments will be provided on arrival and mid-morning.
9) Provide colouring pencils and colouring books for small children that attend the
workshop.
The Executive Team and key service managers have considered the recommendations
and in response to increasing resources, members of the Housing Team will be carrying
out an analysis of their time over the coming months so that there is better understanding
of the collective challenges they face. The team will also review alternatives to patchbased working and monitor the types of issues that are escalated to Housing
Management. The recommendation to provide specialist training for Housing Officers is
in progress, the recommendations relating to Housing Surgeries and Communications
Campaign will be reviewed once the time analysis has been completed.
Outcomes from the analysis, escalation monitoring and alternatives to patch-based
working will be reported back to the Resident Scrutiny Panel for further discussion at the
end of Q1 2020-21.
2

Corporate Plan Implications / Strategic Objectives

Strategic Objective: 1. Resident leadership and membership.
2019-20 Corporate Objective: • Strengthen our business by making governance,
service improvements and efficiencies based on resident insight and scrutiny,
good practice and changes to our operating and regulatory framework.
3
Background including appendices
The Resident Scrutiny Panel has been established to provide a specific resident forum
to scrutinise Phoenix’s service performance and improve services for all residents in
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o Requests for repairs should be made directly to the Contact Centre.
o Introduction to the Housing Officer and their roles and responsibilities.

Appendix 1 – Resident Scrutiny Panel – Role of Housing Officers and Phoenix’s
Approach to ‘At Risk’ Residents Review Full Report.
4
Communications & Consultation Implications
The Resident Scrutiny Panel consulted with the Housing and Executive Teams on
their report. Members of the Panel have also used blogs and social media to share
their review with residents.
5

Other Implications

Legal and Regulatory
At the core of every scrutiny review, the panel look to improve services for all residents
in line with the Phoenix Standards and regulatory code set out by the Regulator of
Social Housing.
The Housing Team keeps the promises made under Phoenix standard 1 (Tenant
Involvement & Empowerment) and standard 3 (Tenancy).
Phoenix also supports ‘at risk’ residents by adapting and adjusting services to enable
the resident to access or receive a specific services.
Some of these services are not core landlord services which means Phoenix does not
have a statutory duty to provide the services but chooses to, this includes support to
people who hoard. Although this support, in turn, prevents legal action having to be
taken.
Equality & Diversity
Increasing the number of Housing Officers and Tenancy Support Advisors will enable
the Housing Team to provide an improved service to all residents on their patch and
also help them to understand local issues.
Value for Money
Providing information to residents about who their Housing Officers is, their roles and
responsibilities and directing repair requests directly to the Contact Centre will support
the Housing Team to provide a dedicated service and reduce repeat calls.
6
Risk Implications
The policy changes fit in with the risk appetite agreed by the Board:
•
•
•

7

Risk adverse for resident leadership and compliance.
Cautious approach for achieving budget and legal.
Balanced approach for resident satisfaction, people capability and controls,
technological and reputation.
Sustainability Implications - none
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line with arrangements set out by the Social Housing Regulator in the Regulatory
Code.
The full report provides details on the methodology, findings and
recommendations of the review.

Resource Implications
Finance – A budget would need to be sourced for increasing the number of
Housing Officers and Tenancy Support Advisors.
Staff - The Housing Team require Stress Management, Conflict Resolution and
Mental Health Resilience training to support them in their role and help them to
manage resident expectation effectively.
Property – A venue would need to be sourced to enable Housing Officers to
hold drop-in surgeries.
IT – IT may be required for Housing Officers to hold drop-in surgeries.

9

Confidentiality – open

Approval
Approved by (Chair)
Date

Click here to select date
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8

1)

Executive Summary

The Resident Scrutiny Panel reviewed the role of Housing Officers and Phoenix’s
approach to residents ‘at risk’.
The key success factors for the review were to identify the types of support offered to
‘at risk’ residents and:
•

Understand the role of the Housing Officer, its links with tenants and how this
is carried out.

•

Identify the types of support offered to ‘at risk’ tenants and how this is
communicated and accessed.

•

Identify how Housing Officers are supported to deal with ‘at risk’ residents and
complex cases.

Definition of ‘at risk’
An individual or household that needs enhanced services or additional support to
enable them to live independently, sustain their tenancy or lease and/or to prevent
social exclusion.

2)

Introduction & Background

The Panel selected this topic because Housing Officers are a critical frontline service
for Phoenix and are the main contact for many residents. The Panel wanted to
understand how much Housing Officers have to deal with on a daily basis.

3)

Methodology

The Panel began the review by requesting key documents and carrying out an initial
desktop review. The following documents were requested:
•

Job description for Housing Officer role

•

Job description for Housing Officer role in other housing associations.

•

Safeguarding Policy

•

Supporting Vulnerable Residents Policy

•

Feedback/ Survey Data on relevant areas

•

Examples of adjustments made to enable ‘at risk’ residents to access services

FN Report RSP Role of Housing Officers & ‘At Risk’ Residents Review Report DRAFT V2 Nov 2019 Page 1 of 9
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Resident Scrutiny Panel
Role of Housing Officers & Phoenix’s Approach to ‘At Risk’ Residents
Review Report

•

Observation at ‘New Tenant Induction’ Workshop

•

Hoarding Clutter Image Ratings

•

Phoenix Standards (transfer promises)

To support their understanding of the role of Housing Officers and ‘at risk’ residents,
the Panel also interviewed:
•

Designated Safeguarding Officer (Director of Customer Services) – David
Westworth

•

Housing Manager – Martin Stanislaus

•

Housing Officer – Jeffrey Williams

•

Tenancy Support Advisor – Christine Dearden

As part of the review, the panel also observed a ‘New Tenant’ Induction Session.

4)

Findings & Conclusions

Overview
When Phoenix first went live in December 2007, the Housing Officer role covered
tenancy and anti-social behaviour (ASB) with separate teams covering voids &
lettings and income. The team then moved to specialist roles: income, tenancy,
voids and lettings and ASB.
The Housing Team consists of the Head of Housing supported by two Housing
Managers, nine Housing Officers and a Tenancy Support Advisor.

The Housing Team

FN Report RSP Role of Housing Officers & ‘At Risk’ Residents Review Report DRAFT V2 Nov 2019 Page 2 of 9
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Resident Scrutiny Panel
Role of Housing Officers & Phoenix’s Approach to ‘At Risk’ Residents
Review Report

The Housing Officer role is now a combination of the traditional tenancy, anti-social
behaviour and voids and lettings caseworker roles.
Housing Officer job descriptions are immense and very detailed. Each Housing
Officer manages a patch of around 600 properties and is the contact person at
Phoenix for issues such as:
•
•
•
•
•
•
•
•

Tenancy
Anti-social behavior (ASB)
Parking/abandoned cars
Noise nuisance
Neighbour disputes
Harassment
Domestic abuse
Hate crime and racially motivated
incidents

•
•
•
•

Estate inspections
Graffiti
Gateway Membership
Supporting small Community
Projects
• Rehousing (transfer & mutual
exchanges)
• Identifying Residents ‘at risk’

‘At risk’ is identified:
•

When a tenant moves into a Phoenix home, a vulnerability assessment is
completed when a new tenancy agreement is signed.

•

When Housing Officers carry out home visits, for example: probationary visit
during the first year of a tenancy or when an occupancy check is carried out.

•

By other members of Phoenix staff who may have concerns about a resident.

•

When access is not given for Phoenix to complete annual gas safety checks
and they need to force entry to the property.

•

Through a ‘cause for concern’ report which highlights to staff - residents who
are aged 65 years and over, have not made any contact with the organisation
and are in arrears under £400.

•

Reports from concerned neighbours.

Findings
•

There are approximately 5,300 general needs homes (this does not include
Hazelhurst Extra Care Scheme), that nine Housing Officer must provide
services to and support.

•

Patch sizes are generally split into small geographical areas, Housing Officers
on average manage around 600 properties each.

FN Report RSP Role of Housing Officers & ‘At Risk’ Residents Review Report DRAFT V2 Nov 2019 Page 3 of 9
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Resident Scrutiny Panel
Role of Housing Officers & Phoenix’s Approach to ‘At Risk’ Residents
Review Report

•

The role of the Housing Officer is varied. The Panel interviewed Housing
Officer Jeffrey Williams, a typical day for him involves:
o checking emails, messages and confirming booked appointments.
o attending appointments and visits (safeguarding visits, occupancy
checks and probationary visits)
o making referrals and signposting to other organisations and agencies.
Any cases and tasks allocated to him needs to be categorised into priorities:
high, medium and low. Those prioritised as high could be ASB or domestic
abuse related, require legal action such as serving notices, referring cases to
the London Borough of Lewisham emergency rehousing panel or responding
to complaints and correspondence in target timescales.

•

All cases and tasks allocated to Housing Officers have deadlines which must
be met, for example: viewings for new properties, new tenancy sign ups,
updating ASB actions and referrals to external agencies.

•

Christine Dearden is the Tenancy Support Advisor; her role is to deal
sensitively with resident hoarding and take action on hoarding issues. There
are currently 36 hoarding cases, the highest number of cases that Christine
has managed has been 44 cases. Christine assesses when people have
hoarding difficulties and provides support to help them access services
including repairs and clear their property.

•

Hoarding is categorised into clutter image ratings. A rating of 1 would indicate
no clutter whilst a rating of 9 would be highly cluttered and a person would not
be able to use the room very easily.

•

Housing Officers are supported in their role by Housing Managers. Housing
Managers have line management responsibility for Housing Officers and
provide advice, support and guidance through 1:1 case reviews including
complex cases, performance appraisals, team meetings and training.
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•

The Housing Team receive ongoing training as part of their personal
development as well as mandatory training that all staff must complete.

•

Mandatory training is normally completed by e-learning and includes:
safeguarding, equality and diversity, health and safety, anti-bribery and antimoney laundering training.

•

Training as part of personal development usually involves attendance at
workshops and includes: updates or changes to legislation, domestic abuse
awareness training and lone working.

•

All new staff at Phoenix must complete the Corporate Induction programme.

•

All staff have access to an Employee Assistance Scheme which assists
employees with personal and/or work-related problems which may impact
their job performance, health, mental and emotional well-being. The scheme
is free for staff to use.

•

Housing Officers use People Safe devices – a personal alarm device.
However, officers advised that they are not user friendly and other devices are
currently being reviewed.

•

Housing Officers are also responsible for organising small functions for
residents to promote a sense of belonging to a community. For example,
organising coffee mornings and tea parties for resident groups.
This can create an extra workload for Housing Officers on top of the other
tasks that they have to complete.

•

To support ‘at risk’ residents and raise safeguarding awareness, Phoenix has
a Safeguarding Panel.
The Phoenix Safeguarding Panel promotes and supports Phoenix’s
responsibilities towards Safeguarding to ensure that everyone they work with
is kept safe and protected from harm, neglect, abuse and injury.

•

The Panel is chaired by the Director of Customer Services who is also the
Designated Safeguarding Officer and ultimately responsible for ensuring that
Phoenix maintains compliance with its Safeguarding Policy, relevant law and
good practice.
The Panel meets at least once quarterly, has an approved Terms of
Reference and look at trends and patterns in concerns/cases. They also
ensure training is in place for the panel and the organisation.
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•

The Safeguarding Panel is made up of a cross section of key members of
staff across the organisation:
o Director of Customer Services & Designated Safeguarding Officer
(Chair of the panel) – David Westworth
o Head of Housing – Leon Yohai
o Housing Managers – Martin Stanislaus & Annabel Bird
o Head of People Services & Communications – Jonathan Lawn
o Head of Performance & Quality – Say Leddington
o Customer Services Manager – Natasha Briscoe
o Service Improvement & Scrutiny Manager (panel co-ordinator) – Chantel
Lynch

•

There are a variety of ways in which Phoenix have provided adjusted services
to ‘at risk’ residents.
Some of these services are not core landlord services which means Phoenix
does not have a statutory duty to provide the services but chooses to:
o
o
o
o
o
o
o

•

Internal decorations
Financial inclusion advice
Energy advice
Aids and adaptations
Garden Service
Support to people who hoard
Clearing properties where there are risks (ad-hoc)

Phoenix also adapt and adjust services to support residents to access the
service, for example:
o Producing documents in different print sizes
o Making publications available in different formats
o Using contact advice fields on their database – knock loudly, contact via
next of kin, give time to answer door
o Using key safes with residents in a controlled way.

Resident Satisfaction
•

•

97% of tenants said that were very or fairly satisfied with the lettings process
in 2018-19.
54% of tenants in 2018-19 were very or fairly satisfied with the way their ASB
complaint was handled compared with 51% in 2017-18.
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•

Residents have high and sometimes unrealistic expectations that can put
extra pressure on housing officers. For example, a property not having more
than one bathroom or not having a utility room.

Observation of the New Tenant Induction Workshop
•

The workshop is open to all new tenants and covers the following areas:
Energy Advice, Income & Rent Collection, Community Engagement, Home
Improvements, Condensation and Housing Management.
Each area is delivered by a Head of Service.

•

Whilst the workshop is beneficial for new tenants, attendance was suprisingly
low, further work could be done to try to increase attendance and publicise the
event.

Conclusion
The key success factors for the review were to identify the types of support offered to
‘at risk’ residents and:
•

Understand the role of the Housing Officer and its links with tenants and how
this is carried out.

•

Identify the types of support offered to ‘at risk’ tenants and how this is
communicated and accessed.

•

Identify how Housing Officers are supported to deal with ‘at risk’ residents and
complex cases.

The role of the Housing Officer is very detailed and demanding. Given the large
patch sizes, it is difficult for Housing Officers to meet and get to know residents on
their patch and really understand local issues.
Phoenix supports ‘at risk’ residents by:
• Providing a specialist role in the Tenancy Sustainment Advisor, an invaluable
post to support residents who may benefit from additional help or have
complex needs.
• Providing non-core landlord services and making service adjustments.
• Having a Safeguarding Panel to promote, raises awareness and ensure that
residents and staff are kept safe, protected from harm, neglect, abuse and
injury.
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The offer of support is communicated to ‘at risk’ residents at tenancy sign up, visits
during the first year of tenancy, ad-hoc visits, winter warmer campaigns and the
cause for concern report.
There is a large number of ‘service’ adaptations to support vulnerable residents and
to intervene prior to them becoming ‘at risk’.
The role of the Housing Officer is confused amongst Phoenix residents, more should
be done to outline their role and to promote residents’ contacting other services
directly in communications.
There is a large number of ‘service’ adaptations to support vulnerable residents and
to intervene prior to them becoming ‘at risk’.
The role of the Housing Officer is confused amongst Phoenix residents, more should
be done to outline their role and to promote residents’ contacting other services
directly in communications.

5) Recommendations
•

Increase the number of Housing Officers and have an additional Tenancy
Sustainment Advisor. As Phoenix develops new properties, the number of
Housing Officers should be increased to manage workloads. This would help
improve the service provided to all residents.

•

Housing Officers should hold local drop-in surgeries.

•

Develop a communications campaign so that residents know who their
Housing Officer is which should include:
o Requests for repairs should be made directly to the Contact Centre.
o Introduction to the Housing Officer and their roles and responsibilities.

•

Provide Housing Officers with Stress Management, Conflict Resolution and
Mental Health Resilience training to support them in their role and help them
to manage resident expectation effectively.

6) Constraints
The majority of our understanding was developed through interviews, rather
than direct observations of the Housing Officers / Tenancy Support Officer
‘live.’
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The panel membership changing during investigation.

7) Next Steps
•

A panel member attended a TPAS roundtable steering group on the
Consumer Standards in July 2019.

•

Two representatives from the panel attended a HQN workshop on Resident
Engagement in July 2019.

•

The panel attended a TPAS workshop on Scrutiny: Journey to Excellence in
August 2019.

•

The panel attended Designated Tenant Panel training delivered by TPAS in
September 2019.

•

The next review topic will be on the Void Standard and will be completed
‘bootcamp’ style. This means that the Panel will complete the review over a
shorter period of time - 2-3 full days.

•

The panel will be attending the TPAS National Scrutiny conference in
December 2019 and have been asked to be a guest speaker for the event.

•

The panel are planning to visit other scrutiny panels as part of good practice
and networking. Discussions are taking place with Lewisham Homes and
Gateway Housing Association.

8) Lessons Learnt
•
•

The broad remit of the officers, but this can lead to confusion if more
emphasis is placed on specific aspects by different officers.
The Tenancy Support Officer role has an amazing impact on the residents
being supported.
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PHOENIX COMMUNITY HOUSING
BOARD MEETING

ITEM NO.
6

Open or
Confidential

OPEN

Report Title

Resident Scrutiny Panel Review Report – Void Standard

Lead Officer

Chantel Lynch, Service Improvement & Scrutiny Manager,
020 3121 0211

Lead Board
Members
This item is for
1

Anne McGurk
DECISION

Recommendations
A. The Board notes the full review report on the findings and agrees the
recommendations made by the Resident Scrutiny Panel on the Void
Standard review. (Appendix 1).
Executive Summary
For their eleventh review, the Resident Scrutiny Panel investigated the Void Standard.
The key success factors for the review were to:
•
•
•
•
•
•

Identify the different types of void.
Identify the types of repairs carried out in void (empty) properties and specification to
which they are carried out.
Understand the reasons for different turnaround times.
Identify how to achieve the quickest possible turnaround time and understand the
types of issues that can cause delays.
Evidence of a standard prior to letting.
VFM is identified with the voids process and the repairs carried out prior to letting.

Definition: a void is an empty property that is usually waiting for some work to be done or for
a resident to move in.
The Panel made 8 recommendations to improve the service received by new tenants:
•
•
•
•
•

The handover sheet needs to be redesigned.
The Moving-In Lettings Standards should be updated to a checklist
Communicate to tenants at sign up that it is their responsibility to decorate and furnish
their home and gardens to be kept in good and clear condition.
Review the Void Management policy.
Include the Condensation leaflet within the sign-up pack.
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•
•

The Offer Letter needs to be updated to explain that the property is unfurnished and
without floor coverings.
Consider the feasibility of having resident void champions to inspect voids before they
are let to tenants.
Develop a Client issued technical void standard for Phoenix to provide to their
contractors.

The Executive Team and key service managers have considered the recommendations
and in response are reviewing the feasibility of carrying out full decorations and carpet
installation to all void properties and assessing the impact this will have on cost and
performance. The other recommendations have been agreed.

2

Corporate Plan Implications / Strategic Objectives

Strategic Objective: 1. Resident leadership and membership.
2019-20 Corporate Objective: • Strengthen our business by making governance,
service improvements and efficiencies based on resident insight and scrutiny,
good practice and changes to our operating and regulatory framework.
3
Background including appendices
The Resident Scrutiny Panel has been established to provide a specific resident forum
to scrutinise Phoenix’s service performance and improve services for all residents in
line with arrangements set out by the Social Housing Regulator in the Regulatory
Code.
The full report provides details on the methodology, findings and
recommendations of the review.
Appendix 1 – Resident Scrutiny Panel – Void Standard Review Full Report.
4
Communications & Consultation Implications
The Resident Scrutiny Panel consulted with key managers and staff, the Phoenix
Repairs Service (PRS) and Executive Team on their report. Members of the Panel
have also used blogs and social media to share their review with residents.
Residents will need to be consulted on any new void standard.
5

Other Implications

Legal and Regulatory
At the core of every scrutiny review, the panel look to improve services for all residents
in line with the Phoenix Standards and regulatory code set out by the Regulator of
Social Housing.
Voids and Lettings keeps the promises made under Phoenix standard 3 (Tenancy)
and standard 6 (Value for money).
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•

Value for Money
The recommendation to develop a Client issued technical standard will support
Phoenix to achieve value for money with void properties.
A review on the feasibility of carrying out full decorations and carpet installation to all
void properties will help to achieve value for money by ensuring that a balance
between quality and cost is achieved.
6
Risk Implications
The policy changes fit in with the risk appetite agreed by the Board:
•
•
•

Risk adverse for resident leadership and compliance.
Cautious approach for achieving budget and legal.
Balanced approach for resident satisfaction, people capability and controls,
technological and reputation.

7

Sustainability Implications - none

8

Resource Implications
Finance –
Staff Property –
IT –

9

Confidentiality – open

Approval
Approved by (Chair)
Date

Click here to select date
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Equality & Diversity
The Phoenix Moving-In Standard supports Phoenix to meet the diverse needs of
residents.
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Executive Summary

1)

The Resident Scrutiny Panel reviewed the voids process and investigated the reasons
for different turnaround times and the types of repairs carried out prior to letting.

2)

Introduction & Background

The Panel selected this topic because they wanted to find out more information on
how voids are processed, and the types of repairs carried out in void properties to
ensure that they are of an acceptable standard for new tenants.
The success factors for the review were to:
•
•
•
•
•
•

Identify the different types of void.
Identify the types of repairs carried out in void (empty) properties and
specification to which they are carried out.
Understand the reasons for different turnaround times.
Identify how to achieve the quickest possible turnaround time and understand
the types of issues that can cause delays.
Evidence of a standard prior to letting.
VFM is identified with the voids process and the repairs carried out prior to
letting.

Definition: a void is an empty property that is usually waiting for some work to be done
or for a resident to move in.

3)

Methodology

The Panel began the review by requesting key documents and carrying out an initial
desktop review. The following documents were requested:
•

Void performance for last three years (nos. of voids, turnaround times,
categories)

•

Average cost of void properties

•

Types of repairs carried out in void properties

•

Benchmarking with similar sized organisations (performance and cost)

•

Void process, standard and specifications.

•

Void Policy

•

Phoenix Standards
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To support their understanding of the review on the void standard, the Panel also
interviewed:
•

Stewart Prisley – Technical Inspector, Phoenix Repairs Service

•

Sophie Tookey – Strategic Asset Manager (Client Function for PRS), Phoenix

•

Annabel Bird – Housing Manager

•

Martin Stanislaus - Housing Manager

4)

Findings & Conclusions

Overview
Phoenix have a duty to provide safe accommodation. When a tenant moves out of a
property and it becomes empty, it is known as a ‘void’. Before a new tenant moves in,
Phoenix must ensure that the property is up to its ‘letting standard.’
Bringing the property up to a lettable standard involves: an inspection of the property
to assess the level of work and essential repairs (this does not include kitchen and
bathroom renewals if these are scheduled to be carried out in the next couple of years
as part of a major works programme).
There are several teams involved in the voids process.
Strategic Asset Management act as a client function for the Phoenix Repairs Service
(PRS), carry out stock condition surveys and complete options appraisals.
Housing Management are responsible for ending tenancies, advertising voids on
Homesearch and signing up new tenants.
Finance are responsible for taking long term voids out of debit and paying Council Tax
on properties that have been void for over six months.
Phoenix Repairs Service (PRS) carry out repairs in void properties. PRS subcontract
this service to Ashwoods (at the time of writing this report, the contract was due to be
re-tendered and is now complete).
Findings
•

Phoenix operates a 100% nomination agreement with Lewisham Council. This
means that all void properties are handed to Lewisham Council for nomination.
However, an agreement has been reached for internal moves in exceptional
circumstances.
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•
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There are three types of void categories:
o Long term void (Category A) – will take more than 20 working days to
bring up to a habitable standard. They usually require a significant
amount of work, often complex and may include structural issues.
o Short term void (including Category B) – are habitable and can be turned
around very quickly from when the outgoing resident leaves to when the
new tenant moves in.
o Purchase & Repair – as part of Phoenix’s Development Strategy,
Phoenix are able to purchase leasehold properties that are for sale in it’s
blocks, repair them and relet them at the London Affordable rent.
•

There is currently no client issued technical specification issued for voids and
therefore a specification document is not in place. There is no standard for a
void property – each is judged on its own merit and therefore there may not be
a consistent relet look and feel to Phoenix homes.

•

There is a Moving In - Letting Standard which gives a comprehensive list of
what Phoenix responsibilities are and those of the tenants. The document is
very long and not user friendly which may explain why new tenants may be
dissatisfied with the condition of the property at the time of letting.

•

The average void costs (per void):
o Short term voids (quick voids under 5 days) - £1,000
o Short term voids (standard under 8 days) - £5,000
o Short term voids (category B under 17 days) - £11,000

•

Void budget is worked out based on an average of previous years spend and
expected number of voids.

•

Usually, 3 – 5 operatives work on a void property.

•

Phoenix operatives (PRS) carry out gas/electric works in voids, this work is
not undertaken by the sub-contractor.

•

PRS try to decorate kitchens and bathrooms before the void is let.

•

Phoenix do not change baths to showers nor showers to baths in bathrooms,
unless the tenant pays for the cost or if there are exceptional circumstances,
for example as part of Aids and Adaptions.
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•

Where possible old fence panels will be used to repair boundary lines – if
none are available, concrete posts will be fitted with 2 x 6ft waney panels and
then the rest in 4ft panels.

•

A Welcome box is given to new tenants ( the cost is £12 per box).

•

The Phoenix standard is above the government’s decent homes standard.

•

All tenants visit the property before they sign the tenancy agreement.

•

All tenants get a copy of the handover sheet.

•

If a tenant refuses a property, there is a 12 month suspension from bidding (this
applies to everyone).

•

The Golden Goodbye – offered in exceptional circumstances to the value of
£200. To receive the Golden Goodbye, the tenant must give 4 weeks notice of
their intention to leave, have a clear rent account and the property must be left
clear and tidy. (If the tenant is moving through Homesearch, they are allowed
to give 2 weeks notice).

•

Housing Officers take an average of 1.5 – 2 hours to go through the sign up
meeting with new tenants.

•

There are 12 – 15 voids on average per month.

•

Housing Officers use a void tracker (Excel spreadsheet) to monitor voids (dates
keys given etc).

•

Housing Officers have weekly meetings with PRS to monitor voids. Housing
Officers find these meetings useful to help them keep track of void properties.

•

The main reasons for voids are: death, people finding their own accommodation
either though a private landlord or friend/family member, downsizing - move via
Home search.

•

The majority of voids go to tenants that are statutory homeless (80% of
Phoenix’s 2 bedroom properties and 70% of it’s 3 bedroom properties).

•

The Void Policy is out of date, it was last reviewed pre-transfer.

Resident Satisfaction
•

Overall satisfaction with the lettings process was 97%.
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•

76% were satisfied with the overall condition of the property at the time of
letting.

•

The main issues affecting satisfaction with the overall condition of the property
were outstanding repairs, expectations were not realised, for example: tenants
wanted carpets and bigger kitchens. Others wanted gardens that were
landscaped. Some tenants wanted larger rooms within their property and
wanted them fully decorated.

•

Below are examples of voids that Phoenix feel are ready for a new tenant. A
£50 decorating voucher per room would be given to support the tenant to
decorate the property.
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•

All decoration, including floor coverings, are the responsibility of the tenant.

Conclusion
We found that there are three different types of void; and depending on the type of
void would depend on the cost of bringing the property up to a habitable standard.
The cost of bringing the void up to a habitable standard varies from £1,000 (5 days) to
£11,000 (17 days). Essential repairs are carried out as necessary and minor repairs
may be completed once the tenant has moved in. There is no explanation of what is
classed as a minor repair. As there is no technical standard for a void, the amount of
work is dependent on the assessment of the Technical Inspector.
There are several reasons which can cause different turnaround times with voids:
•

•
•

The property requires major works e.g. structural, new kitchen or bathroom,
specialised clearance/cleaning. Phoenix may use outside contractors for some
of the work.
The condition the property was left in by the outgoing tenant.
How quickly the Housing Officer advertised the property with Homesearch.

To achieve the quickest possible turnaround time, there is a need to:
•

Increase the number of pre-void inspections carried out at initial notification and
at the end of the notice period to ensure that the property is clear.

Value for Money is achieved by:
•
•
•

Streamlining sevices to ensure voids are turned around quickly and placed back
on the market.
Tenant satisfaction with their new home.
Having a standardised specification for void properties.

5) Recommendations
•
•
•
•
•
•

The handover sheet needs to be redesigned.
The Moving-In Lettings Standards should be updated to a checklist
Communicate to tenants at sign up that it is their responsibility to decorate and
furnish their home and gardens to be kept in good and clear condition.
Review the Void Management policy.
Include the Condensation leaflet within the sign up pack.
The Offer Letter needs to be updated to explain that the property is unfurnished
and without floor coverings.
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•
•

Consider the feasibility of having resident void champions to inspect voids
before they are let to tenants.
Develop a Client issued technical void standard for Phoenix to provide to their
contractors.

6) Constraints
•

The Panel were unable to visit a void property due to Health & Safety issues.

•

The Void Management policy was drafted in June 2007, pre-transfer and has
not been updated.

•

There are no guidelines for a void standard.

7) Next Steps
For their next scrutiny review, the Panel will look at how Phoenix assesses its
activities for social value.

8) Lessons Learnt
Bootcamp style over two weeks works better for the panel to carry out reviews.
We found out about the different types of voids and the amount of money
Phoenix spends on them to bring them up to a habitable standard.
Phoenix should keep policies updated on a regular basis.
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Recommendations
A. That the Board approves proposals for Phoenix to readopt the Chartered
Institute of Housing’s Equality and Diversity Charter as a Group
commitment.
Executive Summary
The Board agreed in March 2015 to adopt the Chartered Institute of Housing’s Equality
and Diversity Charter. This sets out 8 commitments and details how these progress
against these commitments should be evidenced by landlord signatories.
The commitments at 3.1 remain relevant for Phoenix and there is ongoing delivery of
an equality and diversity action plan to help Phoenix ensure it meets them.
Re-adoption of the Charter as a Group agreement would present an opportunity for
the action plan to be reviewed and refreshed in consultation with residents and staff
from across Phoenix and subsidiary organisations.

2

Corporate Plan Implications / Strategic Objectives

Strategic Objective: 4. Sustainability-for our business and our community.
2019-20 Corporate Objective: • Deliver priorities for Equality, Diversity and
Community Integration (cohesion) and set targets so we know who our
residents and staff are and can adapt our services to meet their changing needs
and help build sustainable communities in our area.
3

Background including appendices

3.1

The Chartered Institute of Housing’s Equality and Diversity Charter currently
sets out 8 commitments and the criteria for meeting them. The commitments
are split between ‘who we are’ and ‘who we serve’ themes:
o Equality and diversity is driven from the top
o Equality and diversity informs our business planning
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3.2

Since the Board signed up to the Charter in March 2015 there has been ongoing
delivery of an action plan against each of the commitments. The action plan
has previously been reviewed by an Equality and Diversity Work Circle and
updates reported to the Board. More recently diversity workshops open to all
staff have explored different elements of Phoenix’s diversity agenda and offered
opportunities for ideas and feedback.

3.3

It is recommended that the Charter be adopted as a Group commitment and
that the overall action plan is then reviewed in consultation with residents,
managers and staff across the organisation, with a working group then
reformed to review progress on the agreed action plan on a quarterly basis,
with an annual update to Board.

3.4

The full Chartered Institute of Housing Equality and Diversity Charter is
available to Board Members on request.

4

Communications & Consultation Implications
Residents will be consulted on the action plan through the Phoenix Gateway
Committee. Managers will be consulted through the monthly managers’
network meetings, following which we will arrange a diversity workshop open
to all staff.

5

Other Implications

Legal
Re-adoption of the Charter would help Phoenix to meet its legal obligations in relation
to equality and diversity including the Equality Act 2010.
Equality & Diversity
Readoption of the Charter would signal an ongoing commitment to make equality and
diversity considerations central to Phoenix’s way of working and future business
planning.
Value for Money
No specific implications.
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o Equality and diversity shapes our organisational culture
o Equality and diversity is supported through staff training, development
and engagement
o We know who our customers are
o We involve our customers in shaping and scrutinising services
o We represent the communities which we serve
o We support the communities which we serve

Risk Implications

The recommendation sits well with the Board’s balanced risk appetite for People,
Capability and Controls.
7

Sustainability Implications

No specific implications.
8

Resource Implications
Finance
It is expected that the action plan arising from the Charter can be delivered
through existing resources.
Staff
There is a minor staff resourcing consideration arising from the proposed
creation of a staff working group to review progress on an action plan.
Property
None
IT
None

9

Confidentiality

Open.
Approval
Approved by (Chair)
Date

Click here to select date
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DISCUSSION

Recommendations
A. The Board note the current performance of Home Ownership Services.

Executive Summary
As part of the Board’s performance framework specific and more detailed performance
reports on service areas are provided at least once annually. This report focuses on the
home ownership activities within Specialist Housing Services.
It provides information on performance in year 2018-19 and at the end of Quarter 2 of
2019-20, compared to previous years.
High performance continues to be maintained over 2018-19 and into 2019-20 and
£1.7million in service charges collected between April 2018 and September 2019.
All home ownership and income related activity, including financial inclusion, Home Makers,
and commercial leases, is delivered from within Specialist Housing Services.
2

Corporate Plan Implications / Strategic Objectives

Strategic Objective: 2. Excellent services, efficiently delivered with empathy and
fun.
2019-20 Corporate Objective: • In response to leaseholder feedback enhance the
opportunities for leaseholders to influence our promises, expectations and
plans for improvement and make sure they are delivered across Phoenix
3

Background including appendices

3.1

Delivery of Home Ownership Services

Specialist Housing Services is responsible for all aspects of home ownership
including: setting service charges for leaseholders; billing and income recovery;
processing preserved right to buy and right to acquire applications and assessing and
implementing leasehold engagement opportunities.
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DATE:
30/01/2020

Performance

Appendix 1 summarises performance in income collection, focusing on arrears for both
day to day service charges and major works service charges and also includes:
•
•
•

Preserved Right to Buy and Right to Acquire
Customer Experience, including correspondence handling and complaints
Satisfaction

The key areas to highlight to Board are:
•

Good performance in collecting service charges and reducing the arrears.
£1.7million was collected between April 2018 and September 2019. It is
important to note that the service charges debit has reduced due to the
reduction in major works and therefore the cash income has also reduced.
There are also a number of court ordered agreements in place that significantly
limit the recovery value in each financial year. Targets for 2020/21 will take such
agreements into consideration.

•

The combined income target collection for April to September 2019 was
£547,504 and actual income for the same period was £556,414 representing
performance against the target collection for the period of 101.6%.

•

The number of leasehold service charge accounts in arrears of more than
£1,500 fell from 9 in April 2018 to 3 in Q2 2019. The number of leasehold major
works service charge accounts in arrears of more than £5,000 fell from 68 in
Q2 2018 to 65 in Q2 2019.

•

S146 Forfeiture – Between April 2018 and September 2019, Executive Team
approved requests to serve S146 Forfeiture notices to 15 leaseholders for a
combined value of £46,793. Of the 15 cases, 12 were residential leaseholders
and 3 were buy-to-let leaseholders. None of the notices have been enforced to
forfeiture at this time.

•

Right to Buy completions have significantly reduced since it was reinvigorated,
with only 35 applications received between April 2018 and September 2019
and only 14 completions taking place in the same period.

•

Right to Acquire applications continue to increase, with 15 received between
April 2018 and September 2019 and 1 completion taking place in the same
period.

•

Purchase & Repair buy back scheme - Since April 2016 Preserved Right to
Buy receipts are retained by Phoenix to further enable us to deliver new housing
supply. RTB income April 2018-September 2019 is £2,917,360. The receipts
are lower than expected as a number of RTB applications were withdrawn at a
late stage. Between April 2018 and December 2019 we have completed on 22
purchases.
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3.2

3.3

The team continues to receive higher levels of correspondence than the rest of
the business due to leaseholders’ preference for written communications. In
2018-19 4111 letters and emails were received, of which 3368 required a reply
and 94.21% of those were replied to within target timescales.

•

Leasehold satisfaction is 55%. The leasehold experience action plan sets out
the previously approved plan to improve this over four years and progress
against the action plan is shown on page 6 of Appendix 1.
Status of improvement plans

Improvement
Improvements to Leasehold
engagement opportunities.

Current status
All working groups have been launched and
membership is growing.

In 2017 leaseholders said:
• Give us the option to not
participate in everything.
• Give more electronic
options, we don’t always
have time to come and
see you.

Digital Together is working on creating more
‘online’ options for leaseholders and we will
consult with leaseholders further in 2020 to
understand what they would like to see.

Develop and implement a
leasehold communications
strategy

Welcome new leaseholders

Leasehold Officers will deliver additional
leasehold engagement opportunities in
2020/21.
The leasehold specific 3 year communications
plan was implemented in 2017/18 and will be
reviewed in Q4 2019 to ensure that it is still
meeting our leaseholders needs.
Leasehold specific newsletter was issued in
December 2019 raising awareness of the
impact of proposed leasehold reforms.
Welcome meetings continue to be successful.
The events are intended to introduce Phoenix to
home owners and build good relationships at an
early stage.

Appendix 1 – Home Ownership Performance Report
4

Communications & Consultation Implications
Improvements to the Home Ownership Service will continue to include
consultation with leaseholders. Team targets for 2020/21 include a focus on
increasing the opportunities for leasehold engagement and to meet more of our
leaseholders.

5

Other Implications
Legal – We will continue to take legal advice where appropriate to ensure we
comply with all relevant law.
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•

Value for Money – The service aims to provide a high quality value for money
service and carry out regular checks on costs compared to other leasehold
management services.
6

Risk Implications

The risk appetite value drivers relevant to this report are:
•
•
•
•

Reputation (balanced) and Compliance (risk adverse)
People capability and controls (balanced)
Achieving budget (balanced)
Resident satisfaction (cautious)

The performance reported on in this paper shows the Board’s risk appetite is being
met for achieving budget, reputation and compliance and People capability and
controls, but is not being met for resident satisfaction because it is low compared to
some other providers who are measuring it. We will continue with the leasehold
improvement action plan to address this.
7

Sustainability Implications
None

8

Resource Implications
Finance – Preserved Right to buy receipts are retained since April 2016.
Staff – None
Property - None
IT - None

9

Confidentiality
Open

Approval
Approved by (Chair)
Date

Click here to select date
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Equality & Diversity - The customer satisfaction results are analysed to check
if they are representative of all groups we serve in the area or if there are groups
of homeowners that are not providing feedback or whose needs we are not
meeting.

HOME OWNERSHIP PERFORMANCE REPORT 2018-19 & QUARTERS 1
and 2 2019-20
Introduction
The purpose of this report is to provide a detailed analysis of Home Ownership performance
in 2018-19 and Q1-Q2 in 2019-20. The report provides comparisons between the year-end
performances in 2018-19 and the end of Quarter 2 for 2019, alongside performance at the
same period for the last three financial years.
Debit
The table below shows the debit at year end and the end of Quarter 2. The combined debit
decreased in 2018-19 compared to 2017-18.

Debits
Day to day service
charge
Major Work service
charge
Combined
% General service
charge
% Major works
service charge

Year end
2016-17

Year
end
2017-18

Year
end
2018-19

£667,020

£735,733 £639,179 £703,831 £647,224

£708,361

£452,453

£129,191 £222,627

£312,019

Q2
2017

£31,009

Q2
2018

Q2
2019

£220,714

£1,119,473 £864,924 £861,806 £734,841 £867,938 £1,014,014

59.6%

85%

74%

95.8%

75%

69%

40.4%

15%

26%

4.2%

25%

31%

Income
Over the last 3 years the team has collected £5.3 Million. At year-end 2018-19 total income
collection was 136.09% of the debit in period and at the end of Q2 2019 the YTD income
collection was 54.53% of the debit in period.

Total Income
Collected

Total Debit in
period

Total Income in
period as a % of
Total Debt (incl,
Arrears brought
forward)

£2,533,315

£1,119,473

60%

226.30%

£1,648,826

£864,924

56%

190.63%

£1,172,871

£861,858

53%

136.09%

Q2 2017

£854,051

£734,841

116.22%

Q2 2018

£670,291

£867,938

77.23%

Q2 2019

£556,413

£1,014,014

54.53%

Income

Year end
2016-17
Year end
2017-18
Year end
2018-19
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Total Income in
period as a % of
Total Debit in
period
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As of September 2019, total arrears were £1,159,813. A reduction of £105,619 from the
equivalent period in 2017-18.
Arrears
Service
Charges
Major
Works
Overall

Year end
2016-17

Year end
2017-18

Year end
2018-19

Sep
2017

Sep
2018

Sep
2019

£66,463

£21,282

£18,453

£330,095

£260,199

£294,368

£2,032,280 £1,079,479

£756,185 £1,522,038

£1,005,313

£865,445

£2,098,743 £1,100,761

£774,638 £1,852,133

£1,265,432

£1,159,813

Actual Arrears and Repayment Agreements
The table below shows total and actual arrears and repayment agreements at year-end
2018-19 and at the end of September 2019.

Day to day
service
charge
Major works
service
charge

Year end
2018-19
Q2 2019
Year end
2018-19
Q2 2019

Total
Arrears

Repayment
agreements

Actual
arrears

£18,453

£7,639

£10,814

Repayment
agreements
as % of
actual
arrears
41.40%

£294,368

£242,563

£51,806

82.40%

£756,185

£589,889

£166,296

78.01%

£865,445

£595,719

£269,726

68.83%

At the end of September 2019, 718 leaseholders were in day to day service charge arrears.
Of these, 530 (74%) had a repayment agreement in place. The number of leaseholders with
arrears over £1,500 fell from 9 in April 2018 to 3 in Q2 2019.
At the end of September 2019, 127 leaseholders were in major works service charge
arrears. Of these, 90 (71%) had a repayment agreement in place. The number of
leaseholders with arrears over £5,000 increased from 63 in April 2018 to 65 in Q2 2019.
Arrears by age of Debt for Service Charge and Major Works
The table below provides a breakdown of all leasehold service charge accounts by the age
of the arrears on their service charge and major works accounts.
We currently have 14 accounts with debts older than 6 years. Of these, seven accounts are
on a court order for repayment, 6 accounts are on an agreed 10-year loan and one account
has a charge order to be enforced.
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Arrears
Each year, arrears peak in April, following annual debits and again in September, following
issue of the final account adjustments and steadily fall throughout the year.

% of Service Charge
Accounts

% of Major works
accounts

No Arrears
<1 Year
1 - 2 Years

74.32%

71.36%

16.81%

4.39%

1.77%

16.28%

2 - 3 Years

5.74%

1.85%

3 - 4 Years
4 – 5 Years
➢ 5 Years

0.21%

4.62%

0.63%

0.12%

0.94%

11.55%
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Arrears Age

Right to Buy (RTB)
Since April 2014 there have been 116 RTB completions, resulting in the capital allocation of
£12,817,254. The table below shows the number of RTB applications, acceptances,
completions and denials at year end and the end of quarter 2 each year.

Period

Applications Acceptances Completions Denials

Year End
2014-15
Year End
2015-16
Year End
2016-17
Year End
2017-18
Year End
2018-19
As of Q2
2019

Allocated
capital

Average
capital per
completion

29

26

38

3

£3,312,485

£87,171

27

27

16

4

£2,142,259

£133,891

22

23

12

6

£1,589,650

£122,281

21

25

25

4

£3,838,500

£153,540

19

19

10

4

£1,934,360

£193,436

16

14

4

0

£983,000

£245,750

The length of time to complete a RTB application varies from months to years. Not all
applications made in a period are responded to in the same period, so the number of
responses will not always tally with the number of applications.
The graph below shows RTB sales in the Lewisham Borough against our RTB sales. It
shows we reached a peak in sales at the same time as the rest of Lewisham.
*Lewisham numbers contain Phoenix sales
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RTB Sales in Lewisham compared to RTB Sales in Phoenix
over time
140
120
100
80
60
40
20
0
2008-09 2009-10 2010-11 2011-12 2012-13 2013-14 2014-15 2015-16 2016-17 2017-18
Lewisham

2018-19

Phoenix

Purchase and Repair scheme
In 2018-19 phoenix completed on the purchase of 12 Properties following the agreement
from London Borough of Lewisham’s agreement for Phoenix to retain the RTB receipts.
By Q2 2019-20 Phoenix had completed the purchase of 6 properties and have an additional
4 properties in the legal process to complete before year-end.
Right to Acquire
In 2018-19 there were no RTA completions, although 11 applications were received.
By Q2 2019-20 there was 1 RTA completion and 4 applications were received.
Correspondence
In 2018-19 the Home Ownership team received 4,111 items of written correspondence.
3,368 of these required a reply in period and 94.21% of those were replied to within target
time. 81% of all written correspondence was received digitally.
Complaints
In 2018-19, the Home Ownership team received 10 formal complaints, a decrease from the
11 received in 2017-18. These complaints covered a range of service areas including
repairs, major works, estates and leasehold management.
At the end of September 2019, four stage 1 complaints had been logged and an additional
2 member/councillor enquiries had been received.
Shared Ownership
In Q1-Q2 2019-20, the Home Ownership team had received 1,426 enquiries about
Springbank Court, our first shared ownership development, with 300 assessments of
eligibility criteria being completed.
This shared ownership scheme is due to be completed and handed over in early 2020 and
all homes have been reserved off-plan.
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Leasehold Satisfaction
In September 2018 a STAR Satisfaction survey was carried out for Tenants and
Leaseholders. The results of this survey as well as previous surveys can be seen below.
Overall
Period
Satisfaction

Quality of
Home

Community
as place to
live

Value for
money with
service
charges

Repairs and
Maintenance

Phoenix
Listens to your
views and acts
upon them

2009

44%

73%

64%

22%

25%

36%

2011

46%

67%

64%

37%

32%

37%

2012

50%

68%

61%

32%

41%

38%

2015

42%

57%

59%

32%

36%

32%

2018

55%

69%

60%

36%

50%

42%

80%
2009

70%

2011

2012

2015

2018

60%
50%
40%
30%
20%
10%
0%
Overall Satisfaction

Quality of Home

Community as
place to live

Value for money
with service
charges

Repairs and
Maintenance

Phoenix Listens to
your views and acts
upon them

As a result of the STAR feedback a three-year leasehold experience action plan was
developed to improve leasehold satisfaction. The RAG ratings against the plan show
progress of our improvements to date.
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Home Ownership Involvement
In 2018-19 the Home Ownership team arranged 9 home ownership resident events,
consulting with residents. 64 home-owners who attended these events throughout the year
completed an event evaluation survey. 60 out of the 64 said they were very/fairly satisfied
with the events (93.75%).

•

Provide detailed maintenance schedule
for the future.

•

Include a leasehold/home ownership
section on the Phoenix Academy.

•

Re-settlement period visit after
completion of purchase.

•

Ask a leaseholder to blog: my first year
with Phoenix.

•
•

Pre-assignments: improve information
for leaseholders to pass on to incoming
leaseholders.
Home visits

•

Fill the LSH seat on the board

•
•

Champion from each directorate to keep
leasehold experience alive and relevant.
Annual leasehold event

•

Staff included in involvement groups.

•

•

Promote home ownership to our tenants.
Pros/cons and options outside of RTB.
Programme of activity targeting key
stakeholders.
Accreditation for leasehold management.

•

Apply for awards for leasehold activity.

NS

•

Training for all staff to create an
understanding of leasehold essentials.
In peak demand periods, place someone
in contact centre

NS

First year for leaseholders

Leasehold engagement

•
How we view home
ownership or voice our
views (top down)

•
•

Communications

Red
3

•

Amber
7

Review service provided which are
leasehold specialist and which could be
centralised
Point by point action plan to address
STAR feedback and keep monitoring
and reporting back on it.
Green
5
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Not started
3

NS
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Leasehold Experience Action Plan – following the STAR survey 2018.

Direct CPP of Leasehold

Total CPP of Leasehold

2018-19 Phoenix

£563.31

£1,085.41

2018-19 Lower Quartile

£356.79

£525.51

2018-19 Median

£426.22

£681.52

£566.1

£911.52

2018-19 Upper Quartile

Set against the comparator organisations, Phoenix is ranked 5th highest of 16 for Leasehold
Direct CPP and 3rd of 16 organisations for Total Leasehold CPP.
£1,200.00
2018-19

£1,000.00
£800.00

2018-19 Lower
Quartile

£600.00
£400.00

2018-19 Median
£200.00
£0.00
Direct CPP of
Leasehold

Total CPP of
Leasehold

2018-19 Upper
Quartile
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Cost Benchmarking
The table and graph below show performance in 2018-19 relating to cost per property
managed (CCP) for leaseholds benchmarked against London Housing Associations with 0–
15000 units. This is taken from the 2018-19 Housemark Core Benchmarking return. (peer
group total is 84)

PHOENIX COMMUNITY HOUSING
BOARD MEETING

ITEM NO.
9

Open or
Confidential

OPEN

Report Title

Income and Welfare Reforms Performance Report

Lead Officer

Emma McSweeney, Head of Specialist Housing Services
020 3121 0144 / 07515 605062
emma.mcsweeney@phoenixch.org.uk

Lead Board
Members
This item is for
1

Jamie Carswell
DISCUSSION

Recommendations
A. The Board note the current Income and Welfare Reforms performance.

Executive Summary
As part of the Board’s performance framework specific and more detailed performance
reports on service areas are provided at least once annually. This report focuses on the
tenancy income collection.
It provides information on performance in year 2018-19 and at the end of Quarter 2 of 201920, compared to previous years.
All home ownership and income related activity, including financial inclusion, Home Makers,
and commercial leases, is delivered from within Specialist Housing Services.
Rent collection in 2018-19 was 100.89% and was 99.31% at Week 24 19-20 (this has
improved to 100.31% at Dec 2019).
2

Corporate Plan Implications / Strategic Objectives

Strategic Objective: 2. Excellent services, efficiently delivered with empathy and
fun.
2018-19 Corporate Objective: • Strengthen our business by making governance,
service improvements and efficiencies based on resident insight and scrutiny, good
practice and changes to our operating and regulatory framework.
3

Background including appendices

3.1

Delivery of Income Services

The Income and Financial Inclusion functions of Specialist Housing Services are
responsible for delivering financial inclusion activities for residents, responding to
welfare reforms and undertaking all income recovery action for rents, service charges,
garages, rechargeable repairs, leasehold service charges, major works service
charges and former tenant arrears to protect the income of the Business.
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DATE:
30/01/2020

Performance

Appendix 1 summarises performance in rent collection, focusing on both current
tenant and former tenant arrears and also includes:
•
•
•

Enforcement
Financial inclusion
Welfare Reform

The key areas to highlight to Board are:
•

The lower evictions levels, 21 in 2017-18 and 11 at Q2 2018, and the continued
success of tenancy sustainment.

•

Slower performance in reducing current tenant arrears - 4.67% at Week 24
2019-20, compared to 4.38% at Week 24 2018-19.

•

Financial Inclusion team are strengthening the financial inclusion offer to our
residents and are seeking a board member to join the welfare reform group.

•

Improving the financial capability of our residents with confirmed income from
financial inclusion activity of £1,000,797 between April 2018 and week 24 201920.

•

We continue to participate in financial inclusion activities such as Newcastle
Furniture Service (NFS) and The Rental Exchange.

•

At Week 24 2019, 560 of our residents were affected by Universal Credit
compared to 150 in Week 24 2018. 78% of these residents were in arrears. At
Week 24 2019 36% of all arrears relate to tenancies on Universal Credit, an
increase from 9.03% at the end of 2017-18.

•

We have increased the frequency of the financial inclusion service we deliver
from Bromley Job centre from fortnightly to weekly due to its success.

•

The full migration from Housing Benefit claimants to Universal Credit was did
not take place in July 2019 and due to the problems with the DWP’s pilot in
Harrogate is unlikely to take place before 2020-21.

•

Arrears collection documents will be reviewed in 2020-21 in consultation with
residents and we are investigating the ability to take income collection out to
the estates.

•

Third party independent debt advice sessions are currently provided by Citizens
Advice Bureau (Lewisham) and the contract runs to end March 2021.
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3.2

Future plans for improvement

Future plans for improvement include:
• HQN accreditation for Income Management.
• Ongoing Direct Debit promotional campaign for tenants (ongoing).
• Arrears communication review
• Financial Inclusion and Income services review.
Appendix 1 – Income and Welfare Reforms Performance Report
4

Communications & Consultation Implications

Any changes to the services delivered as a result of reviews and improvements to our
approach to income collection and tenancy sustainment will be consulted on with
residents and staff and communicated to all affected.
5

Other Implications
Legal - None
Equality & Diversity –We continue to carry out Equality Impact Assessments
on our tenants in arrears to check whether any groups are more or less likely
to be in arrears to assess if our financial inclusion services are accessible to all
the groups in our community.
Value for Money – The service aims to provide a high quality value for money
service and we carry out regular checks on our costs compared to other
Registered Providers. VFM has also been reported on in Appendix 1.

6

Risk Implications

The risk appetite value drivers relevant to this report are:
•
•
•

Reputation (balance) and Compliance (risk adverse)
People capability and controls (balanced)
Achieving to budget (cautious)

The performance reported on shows the Board’s risk appetite is being met.
7

Sustainability Implications
None

8

Resource Implications
Finance – None
Staff – None
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3.3

9 Income welfare reforms
Performance

Property - None
IT - None
9

Confidentiality
Open

Approval
Approved by (Chair)
Date

Click here to select date
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APPENDIX 1
INCOME AND WELFARE REFORM PERFORMANCE REPORT
2018-19 AND Q1-2, 2019-20
Introduction
The purpose of this report is to provide a detailed analysis of tenancy income performance for 201819 and Q1-2 2019-20. Performance has been compared over time and also been benchmarked
against a peer group of London and South East Housing Associations and Local Authorities with
less than 15000 units. Quartiles are recorded such that Upper Quartile is good performance and
lower less good.

Rent Collection
In 2018-19, the collection rate was 100.89%, a significant improvement from 2017-18. However, at
Quarter 2 2019-20, the collection rate is lower (1.36% or £239K less than the same time last year).
Although it has since increased to 100.31% (as at 31-12-2019).
Period
Indicator

2016-17

2017-18

% of rent
collected at the
end of period
(excl. arrears
brought forward,
incl. void loss)

99.86%

100.45%

2018-19

Week 24
2017-18

Week 24
2018-19

Week 24
2019-20

100.89%

100.78%

100.67%

99.31%

Week
24
Trend



On Housemark, the difference between Current (CTA) and Former (FTA) tenant arrears at the start
and end of a period is used to calculate a combined rent collection figure. Due to this there is a
variation in the collection rates that Phoenix and Housemark’s methodologies produce. Under the
HouseMark methodology, the collection rate excluding arrears for 2018-19 was 101.04% which was
upper quartile performance.
Indicator
Rent collected from
current and former
tenants as % of rent
due -excluding arrears
brought forward
Rent collected from
current and former
tenants as % of rent
due -including arrears
brought forward

Period
2016-17

2017-18

2018-19

98.69%

99.9%

101.04%

94.15%

95.23%

96.68%

Year
Trend

2018-19 benchmarking
Median

Quartile



100%

Upper



96.38%

Upper
Median

Arrears
As of week 24 2019-20, current tenant arrears accounted for 4.67% of projected annual debit, an
increase from 4.30% at the end of 2018-19. When benchmarked, Phoenix’s current tenant arrears
levels remained in the lower quartile in 2018-19. Phoenix was the 8th highest from the sample of 17
for current and former tenant arrears. In 2018-19 £128k of arrears were written off which was the
www.phoenixch.org.uk
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Arrears in cash
Period
Indicator

Current tenant rent
arrears at the end
of period
Former tenant
arrears at the end
of period
Total Arrears at
the end of period

Week
24
Trend

2016-17

2017-18

2018-19

Week 24
2017-18

Week 24
2018-19

Week 24
2019-20

£1,525,237

£1,399,770

£1337,815

£1,408,066

£1,363,569

£1,448,394



£273,124

£271,720

£297,393

£327,147

£363,673

£348,807



£1,798,361

£1,671,490

£1,635,208

£1,735,213

£1,727,242

£1,797,201



Benchmarking
Period
Indicator
(*)Excluding
voids
Rent Arrears
of Current
Tenants as
% of rent
due *
Rent Arrears
of Former
Tenants as
% of rent
due*
Rent Arrears
of Current
and Former
Tenants as
% of rent
due*
Rent Arrears
of Current
and Former
Tenants
written-off
as % rent
due

2018-19 Benchmarking

2016-17

2017-18

2018-19

Week
24
201718

Week
24
201819

Week
24
201920

Year
Trend

Median

4.83%

4.48%

4.30%

4.49%

4.38%

4.67%



3.71%

0.86%

0.87%

0.96%

1.04%

1.17%

1.13%



1.2%

5.65%

5.33%

5.26%

5.53%

5.55%

5.8%



4.96%

0.68%

0.62%

0.41%

N/A

N/A

N/A



0.28%

www.phoenixch.org.uk
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equivalent of 0.41%, the amount of write offs is reducing over time. The benchmarking group median
for write offs was 0.28%, placing Phoenix in the lower quartile.

% FTA of Total Arrears

% CTA of Total Arrears

Week 24 2019-20

12.77%

87.23%

Week 24 2018-19

13.19%

86.81%

Week 24 2017-18

18.85%

81.15%

Week 24 2016-17

21.53%

78.47%

Week 24 2015-16

23.06%

76.94%

0.00%

20.00%

40.00%

60.00%

80.00%

100.00%

Enforcement
In 2018-19, 18 tenants were evicted for rent arrears, a decrease of 3 from 2017-18. This compares
to 83 that were applied for in 2018-19; the difference between these numbers reflects our ongoing
commitment to tenancy sustainment as well as the time it can take to gain possession through the
courts.
860 notices of seeking possession were served in 2018-19 a decrease from 922 in 2017-18. The
average arrears when notice was served was £818, compared to £764 in 2017-18, and has
decreased again in 2019-20 (Q1 -2) to £709. This reflects the impact of Universal Credit (UC) which
is paid in arrears.
At the end of 2018-19, 726 current tenants had arrears of more than £500, 17 less than at the end
of 2017-18, however in 2019-20 (Q1-2) 776 current tenants had arrears of more than £500, this
increase could be due to the migration of Universal Credit (see below).
Period
Indicator

2016-17

2017-18

2018-19

2017-18

2018-19

2019-20

Year
Trend

2018-19
Benchmarking
Median

Quartile

0.19%

Lower

Week 24
% of
tenants
evicted for
arrears

0.30%

0.39%

0.34%

0.21%

0.21%

0.19%



Number of
evictions

16

21

18

11

11

10



Average
arrears
when
notice
served

£849

£773

£818

£784

£815

£817
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The chart below shows the % of arrears accounted for by former tenant arrears (FTAs) and current tenant
arrears (CTAs). CTAs have continued to grow as a percentage of arrears.

The number of tenants affected by under occupation HB reduction as of April 2018 was 303, of
which 124 were in arrears. The average arrears per under occupier were £642. Overall arrears
have continued to reduce for this group of tenants. Due to the introduction of Universal Credit on
arrears this measure on under occupation has far less impact on arrears and future focus and
measures will be on arrears from Universal Credit.
Period
Indicator

2016-17
ⁱ

2017-18

374

Total value of
arrears for
underoccupiers

Year
Trend

ⁱⁱⁱⁱ

2017-18
Week 24

2018-19
Week 24

2019-20
Week 24

346

303

361

342 ⁱⁱⁱ

289



197

154

124

182

149 ⁱⁱⁱ

160



£142,288.07

£95,133

£79,697

£133,108.10

£100K



No. of
tenants
affected by
underoccupation
HB reduction
No. of
tenants also
in arrears

ⁱMay 2017

2018-19

£103K

ⁱⁱNovember 2016 ⁱⁱⁱ June 2018 ⁱⁱⁱⁱ April 2018

Financial Inclusion
Phoenix provides a range of financial inclusion support and options through sign posting. In 201819 additional income achieved for tenant and leaseholders increased compared to 2017-18 to
£600K and is likely, considering year to date performance to exceed this at year end 2019-20, but
reduce in 2020-21 as Universal Credit (UC) are not annual awards of benefit.
Indicator
Confirmed income
from financial
inclusion activity in
period

2016-17

2017-18

2018-19

£644,235

£551,161 £600,591

Period
2017-18
Week 24

2018-19
Week 24

£342,621

£372,510 £400,206

2019-20
Week 24

Trend



Welfare Reform
The implementation of Universal Credit and welfare reforms continues to impact on our residents.
The timing of the roll out of Universal Credit has been slower in our area than expected but has still
impacted on collection levels and requests for financial inclusion support.
We continue to deliver our Welfare Reform and Universal Credit action plan. Below is a summary of
the Red, Amber and Green Status of our Service Improvement plan.
RED

AMBER

GREEN

1

11

8
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Under occupation

Key areas to highlight that have been completed or ongoing over the year include:
• Supporting tenants and homeowners who have been identified as being at risk or
vulnerable
• Promoting and completing access to work and back to work initiatives for residents and
homeowners
• Carrying out resident and homeowner consultation to gain insight and improve satisfaction
with services
• Promoting applications to the Department of Work and Pensions (DWP) for Universal Credit
cases in arrears over 8-week.
• The approval of the Tenant Support Services Fund (TSSF) policy
• Providing outreach advice appointments for residents
• Continued collaboration with housing and customer service teams to assist in identifying
residents who may require financial assistance
• Information sharing set up with DWP
• Putting in place Resident Profile updates, (NI numbers).
• Promoting Direct Debits and Standing Orders.

Universal Credit
As of week, 24, 2019-20, 560 tenants were known to be on universal credit and 78% of these tenants
were in arrears. 36% of all arrears relate to tenancies on Universal Credit. This number, as
expected, has grown since 2018-19. At the end of 2018-19 392 tenants were known to be on
universal Credit, with 22% of all arrears relating to tenancies on Universal Credit.
Changes to Universal Credit claims after rent increase- 2020-21:
We can predict that, following the rent increase due in 2020-21, the number and amount of those in
arrears will increase. It is for the claimant to notify the DWP of any circumstance changes including
rent increases or decreases and with an increase their payments may be at a short fall. The income
and finance team are working together to notify those residents who are identified as being on
Universal Credit to make them aware of their responsibility to notify the DWP to prevent any arrears
or fines being incurred. As there is not yet the facility for landlords to report rent changes directly to
the DWP this responsibility sits with the residents in recipt of Universal Payments.

Indicator

No. of tenants on
Universal Credit at
end of period
No. of tenants on
Universal Credit in
Arrears
% of Universal
Credit tenants in
arrears
% of arrears relating
to those on
Universal Credit

Period
Week
201824
19
201718

Week
24
201819

Week
24
201920

40

150

560



286

34

107

436



60%

73%

85%

71%

78%



3.82%

22%

2.81%

9.03%

36%



201617

201718

34

50

392

28

30

82.35%

3.00%
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The majority of amber actions are ongoing, the one red action is to provide online access to
support residents to pay online and use digital services. This will now be progressed through te
Digital together Project.

4%

22%

9%

35.99%



VFM
Our CORE benchmarking exercise completed with HouseMark shows performance in 2018-19
relating to cost per property managed (CCP) for rent arrears and collection, benchmarked against
London Housing Associations and Local Authorities with less than 15,000 units.
Compared to 2017-18, overheads increased per property and direct costs decreased resulting in an
overall increase in costs per property from £213.61 to £232.23 which was lower median quartile
performance. Overall the median cost per property of all peers increased between 2017-18 to 201819 by £20 per property.

Indicator
Overheads
Cost per
property - direct
Rent Arrears &
collection
Non-Pay Cost
per property direct Rent
Arrears &
collection
Employee Cost
per property direct Rent
Arrears &
collection
Direct Cost per
property of Rent
Arrears &
Collection
Total Cost per
property of Rent
Arrears &
Collection

Period
2017-18
2016-17

2018-19

£103.96

£96.73

Trend

2018-19 benchmarking
Median
Quartile

£117.76



£74.79

Upper Lower


£23.92

£28.59

£16.17



£28.07

Upper

£87.86

£88.28

£98.30



£98.30

Lower Upper

£111.78

£116.87

£114.47



£127.32

Upper

£232.23



£211.12

Lower Upper

£215.74

£213.61
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% of arrears of those
on Universal Credit
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OPEN

Report Title

Anti-Social Behaviour (ASB) Performance 2018-19

Lead Officer

David Westworth / Leon Yohai

Lead Board
Members
This item is for
1

Jamie Carswell
DISCUSSION

Recommendations
A. To note the performance outlined in the report 2018-19.
Executive Summary
•

This report reviews performance on ASB, includes benchmarking, and highlights key
recommendations for service improvement.

•

Appendix 1 provides a detailed summary of performance

2

Corporate Plan Implications / Strategic Objectives

Strategic Objective: 2. Excellent services, efficiently delivered with empathy and
fun.
2019-20 Corporate Objective: • Maintain and improve customer experience for
all our customers
By improving the services given to residents in relation to anti-social behaviour
Phoenix is addressing a key priority for residents and improving the quality of life within
our community.
3

Background including appendices

3.1

The Housing Management Team has 8 Housing Officers who have
responsibility for managing all anti-social behaviour that is reported on their
patch. The Tenancy Support Advisor is based within the Housing Management
Team and focuses on cases referred to her that relate to extreme vulnerability,
hoarding, mental health and safeguarding issues. Such cases often have
aspects that relate to anti-social behaviour. Regular cases reviews are carried
out by the Housing Managers and referrals made to other agencies where
appropriate.

3.2

A case management system operates within our housing management
database (Orchard). Case management is rigorously reviewed and recorded
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DATE:
30/01/2020

3.3

The Housing Management Team responds to ASB cases in partnership with
internal colleagues and external support agencies such as Social Services and
Community Mental Health teams and has developed this relationship to ensure
a collaborative approach to ASB is made. Clearly the impact of austerity has
reduced the capacity of partner agencies to respond in the way they had
previously. This has resulted in increased pressures within the Housing
Management team to ensure vulnerable residents are supported.
Phoenix responded to 104 new cases of ASB in 2018-19 which is a drop from
2017-18 in reported ASB. The reasons behind this reduction need to be further
explored in terms of qualitative information. Work will be undertaken to
ascertain resident experience of reporting ASB and their preference for
channels to report their concerns. There is a year on year reduction in the
number of cases reported and our volumes of cases reported per 1000
properties is low when benchmarked. This is an area that will be part of the
updated ASB Service Improvement Plan.

3.5
3.6

The majority of cases as with past years remain at Grade 3, so are at the lower
level of severity.
Phoenix received 12 new reports about domestic abuse in 2018-19. Phoenix
attends monthly MARAC meetings to address these cases in partnership with
police, mental health and social services partners. Whilst we are aware more
of our tenants experience domestic abuse than report it to Phoenix, not all of
them will require a housing intervention. In 2020-21 we will be reviewing our
domestic abuse service to bring in line with the Domestic Abuse Housing
Alliance (DAHA) Standards.

3.8

In 2018-19 Phoenix gained possession of a property as a result of serious antisocial behaviour. This type of enforcement is used only in extreme and
significant cases of ASB and/or when all other types of intervention and
partnership working have proven unsuccessful in changing the behaviour of the
tenant causing the ASB.

4

Communications & Consultation Implications

4.1

In 2018-19 the Housing Management Team attended 15 separate events with
residents to give them an opportunity to talk to Phoenix about a range of issues,
including ASB. This provides a useful conduit to both share information and
hear about residents’ perception of the service.

4.2

Regular independent surveys are carried out to underpin our approach with
resident satisfaction to the ASB service. Overall these have been positive with
increases in the number of residents who are very or fairly satisfied with the
service provided. Similarly, we have seen increased satisfaction levels with
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to ensure that our targets are adhered to. The database assists Housing
Officers in ensuring relevant actions are completed at the key stages of a case.

4.3

Resident feedback from these surveys indicates the four following themes that
they would like to see improved:
•
•
•
•

Closed case not being fully resolved
Speed of response
Tougher enforcement
Better communication

These themes were fed into 2019-20 Service Improvement Plan
One of the themes highlights residents desire not to see cases closed until they
are fully resolved. 2018-19 saw cases taking longer to close. This partially is a
response to resident concerns in relation to the case being resolved. However,
this need to be balanced against the need to take timely action and keep all
parties updated, especially in minor cases of ASB. The Service Improvement
Plan will focus on staff having the right tools and skills to close cases in a timely
manner that is acceptable to the complainant

5

Other Implications
Legal - a review of the ASB strategy during 2019-20 in addition to our
continuous service improvement process has ensured that Phoenix is meeting
its legal obligations.
Equality & Diversity - An Equality Impact Assessments of ASB case
management has been carried out and identified the following issues:
It showed ASB complainants who are single and under 65 are over represented
and complainants in households with multiple adults and no children were
under-represented compared to all residents.
These differences will be explored in planned focus groups.
Value for Money - Value for money is considered in the Anti-Social Behaviour
Service Improvement Plan. The ASB service is benchmarked against other
organisations of a similar size using Housemark. Summary information which
is included in the appendix to this paper showing PCH’s services are above
median. Overall Phoenix’s costs increased in 2018-19 partly due to the way
Housemark calculates and allocates staffing resources. However, the 2019-20
Service Improvement Plan focuses on the value for money aspects of the
service in order to reduce costs where possible.
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both the ease of contacting the service and how the initial interview was
conducted.

Risk Implications
There are no new risks as this report is for information however it provides
assurance that we are working within our risk appetite in the following areas;
•

People, capability and controls (balanced)

7

Sustainability Implications – no specific implications

8

Resource Implications
Finance – no resource implications
Staff – no resource implications
Property – no resource implications
IT – ASB processes will be mapped in preparation for CRM implementation.

9

Confidentiality - open

Approval
Approved by (Chair)
Date

Click here to select date
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6

Introduction
This report looks at the performance and management of Anti-Social Behaviour (ASB)
in 2018-19 and quarters 1-2, 2019-20. Performance has been compared against that
of the last three years and benchmarked against other landlords*.
*Other landlords are housing associations ALMOs and local authorities in London with less than 15,000 homes.
2017-19 Key Performance Indicators for ASB
104 cases were opened in 2018-19, a fall from the previous three years. Although the
number of domestic abuse cases reported has increased to 12 from 11, domestic
abuse remains under reported to Phoenix when overall figures from the Police of
cases reported in our area are considered. The housing management team will be
reviewing their domestic abuse service to bring it in line with the Domestic Abuse
Housing Alliance (DAHA) standards in 2019-20.
The % of initial interviews completed on time increased, but the % of cases resolved
successfully decreased.
The average number of days to close cases decreased from 199 to 151 days, between
2017-18 and 2018-19 but is on track to increase this financial year as by Quarter 2 it
was at 131 days. The increase in time of cases being open is partly a response to
resident concerns, following satisfaction surveys and feedback that cases are being
closed too early. Timing is also affected by the need to take timely actions and keep
all parties updated throughout each case.
The number of cases open at the end of the period decreased in 2018-19 but the
number of long-term cases open more than 12 months increased in 2018-19 and has
risen again year to date, 2019-20 (quarter 1-2). The housing team continue to work in
partnership with external agencies and our Tenancy Support Advisor to resolve more
complex ASB cases, this impacts on the time cases remain open. The Tenancy
Support Advisor focuses on cases referred that consist of extreme vulnerability,
hoarding, mental health and safeguarding issues that ultimately impact case closures.

Indicator
Number of new cases
opened
Number of domestic
violence cases reported to
Phoenix
Percentage of initial
interviews completed on
time in period
% of cases resolved
successfully
Number of cases closed
Average number of days to
close ASB cases

Change
from
2017-18

2015-16

2016-17

2017-18

2018-19

2019-20
Q1-2

159

148

138

104

53



9

14

11

12

7



83%

90%

72%

75%

63.16



99.67%

100%

100%

96.23%

98.44%



199

141

126

113

76



150

161

199

151

131
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Change
from
2017-18

2015-16

2016-17

2017-18

2018-19

2019-20
Q1-2

% of resolved cases
through early intervention

31%

29%

22%

16%

23%



Number of cases open at
end of period

58

65

77

75

98



Number of cases open for
more than 12 months

16

12

11

16

20



Indicator

Actions Taken
The majority of actions taken were early intervention actions which included interviews
with alleged perpetrators and referral actions. 65 cases in 2018-19 were closed due
to no further reports.
1 ASB eviction occurred in 2018-19 a reduction from 2017-18 (2 evictions). The
eviction occurred due to a dangerous animal being kept at a property, on the premises,
nuisance behaviour of the tenants and their visitors which caused distress and worry
to other residents.
In Q1–2, of 2019-20 there was 1 ASB eviction. Which related to verbal abuse,
harassment, intimidation, threatening behaviour which caused intimidation and
distress to other residents. This case was first reported in 2017.
Case Grades
All new cases are assessed and graded on creation. Cases are given two types of
grades; category grade (based on policy guidelines and the type of ASB) and risk
assessment grade (based on the vulnerability of or the risk for the ASB complainant).
The grading is from 1 to 3 with 1 being the most serious grade. Where the risk
assessment grading is higher than the category grading, immediate contact is made
with the ASB complainant to assess the level of urgency or support required.
There were 104 new ASB cases in 2018-19. Of these cases, 19 were grade 1, a
increase from 16 in 2017-18. The grade 1 cases consist of cases of domestic abuse,
hate related ASB and physical violence.
In 2018-19 the most common type of ASB continued to be noise.
Period

Grade 1 Cases

Grade 2 Cases

Grade 3 Cases

Total
Cases

2015-16

14

42

103

152

2016-17

20

38

90

148

2017-18

16

41

81

138

2018-19

19

34

51

104
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Benchmarking
When benchmarked, Phoenix’s ASB volume of 19.23 per 1000 properties was third
quartile. The median was 27.58. This places Phoenix 5th from the sample of 20.
Benchmarking

2018-19

Number of new anti-social 19.23
behaviour cases reported per
1,000 properties managed

Phoenix
Quartile
Upper

Median
31.88

Phoenix
Rank
5 of 19

It reflects the low level of ASB cases reported.
Satisfaction
In 2016-17 and 2017-18, ASB complainants were contacted to complete a phone
survey. In a peer group of all London Associations, ALMO’S and LA’s only 7/29
submitted results in the 2018-19 benchmarking.

Question
Overall, how satisfied or
dissatisfied are you with the
way your anti-social behaviour
complaint was handled by
Phoenix
At the beginning, how easy or
difficult was it to contact a
member of staff to report your
anti-social behaviour
complaint?
How satisfied are you with how
quickly you were initially
interviewed about your
complaint (either in person or
over the phone)

2017-18
% Very
No’s
or fairly
satisfied

2018-19
% Very
No’s
or fairly
satisfied

2019-20 (Q1-2)
% Very
or
fairly
No’s
satisfied

18/35

51%

14/24

58%

12/20

60%

25/36

69%

21/26

81%

16/20

80%

24/35

68%

18/24

75%

14/20

70%

The key themes from suggestions for improvement were:
• Closed cases not being fully resolved
• Speed of responses
• Enforce rules/tenancy- be tougher
• Better communication.
All comments are shared with the service area each Quarter.
Feedback from focus groups and community events
The Housing Team are present at all community events and are available to address
any matters of concerns including ASB. In the last 12 months no significant issues
have been raised.
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Costs
Benchmarking*

Direct Cost per
property of AntiSocial Behaviour
Total Cost Per
Property of AntiSocial Behaviour
Direct cost per
case of AntiSocial Behaviour

Median

Upper
Quartile

Phoenix

£33.31

£42.50

£55.24

Above
Median

£85.94

£48.26

£77.74

£92.10

Above
Median

£2337.04

£563.88

2016-17

2017-18

2018-19

£33.59

£42.99

£44.93

£63.18

£83.63

£1,215.75

£1660.3

Lower
Quartile

£1247.64 £1931.52

*Benchmarked against 37 other housing providers. Stock size 0-15000 units, in London
Phoenix’s ASB costs increased in 2018-19 partly due to the way Housemark
automatically allocated some staff costs. Phoenix’s average cost per employee directly
working on ASB are above Upper Quartile at £47,637.96. This also reflects the low
number of ASB cases received. The housing management team, as part of their
Service Improvement, plan to focus on Value for Money for both external resources
and internal time of officers spent on cases to reduce costs where possible.

Service Improvement Plan (SIP)
The ASB Service Improvement plan was last refreshed in April 2019, for 2019-20, with
updates added throughout the year.
The housing team are working to improve service by providing members with the right
tools and skills to effectively manage the caseloads and close cases in a timely manner
that is acceptable to the complainant.
Key areas to highlight include:
•

Review of the DAHA standards (Domestic Abuse Housing Alliance) partnership
between 3 agencies standing together against domestic violence (Peabody and
Gentoo) to tackle domestic abuse improving partnership working and practice
innovation.

•

Evidencing Phoenix’s compliance with DAHA with plans in 2020-2021 to go for
a accreditation.

•

Raise awareness of ani social behaviour internal and externally with residents
being able to report easily.

•

Training and attending conferences surrounding compliance and best practices

•

Attending meetings with local organisations as part of the Bellingham
Community Response which compromises of local organisations who have an
interest in joining services more effectively to help children in the Bellingham
area.
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•

Further work is required to improve resident satisfaction with ASB case
handling and raising awareness of what actions Phoenix can take to resolve
ASB. Planned focus groups on ASB complaints will assist in the learning and
development of improving resident satisfaction.

Equality Impact Assessment (EIA) 2018-19
Below is an Equality Impact Assessment carried out for residents who had an
ASB case opened in 2018-19. This compares the demographics of Lead
residents only, based on data from Quarter 4 2019. Due to a small sample size
the margin or error is +/-10.49%.

Demographic

Gender

Ethnicity

Age

Religion

Household
composition

Female
Male
White
Mixed
Asian
Black
Other
Refused
Unknown
Blank
18-30
31-59
60+
Unknown
Buddhist
Christian (all
denominations)
Hindu
Muslim
No religion incl
agnostic/atheist
Other religion
Refused
Sikh
Unknown
Multiple Adults
with Children

Representation
of
Demographic
of Sample for
new ASB
cases in 201819
66.53%
33.47%
44.64%
2.78%
2.24%
24.90%
2.40%
20.92%
1.93%
0.19%
6.75%
58.42%
30.19%
4.64%
0.41%

Representation
of
Variance of
Demographic
Sample VS
of Lead
Phoenix
Phoenix
residents
73.81%
26.19%
51.19%
4.76%
1.19%
25.00%
2.38%
13.10%
2.38%
0.00%
16.67%
59.52%
23.81%
0.00%
1.19%

7.28%
-7.28%
6.55%
1.99%
-1.05%
0.10%
-0.02%
-7.83%
0.45%
-0.19%
9.91%
1.11%
-6.38%
-4.64%
0.78%

29.64%
0.42%
2.91%

28.57%
0.00%
3.57%

-1.07%
-0.42%
0.67%

11.00%
0.99%
6.36%
0.02%
48.26%

14.29%
3.57%
10.71%
0.00%
38.10%

3.28%
2.58%
4.35%
-0.02%
-10.16%

15.81%

17.86%

2.05%
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Demographic

Multiple Adults,
No Children
Single Adult
Under 65
Single Adults
Over 65
Lone Parent
Hearing
impairment
Learning
Difficulties
Literacy
Difficulties
Mental Health
Problems
Mobility
Impairment
#Multiple
disability
Disability
No disability
Other
physical/mental
he
Physical coordination
progressive/perm
medical condition
Visual
impairment
Wheelchair user
Blank
Civil Partner
Co-habitee
Divorced
Married
Marital Status
Refused
Single
Unknown
Widowed
Bisexual

Representation
of
Demographic
of Sample for
new ASB
cases in 201819

Representation
of
Variance of
Demographic
Sample VS
of Lead
Phoenix
Phoenix
residents

29.57%

14.29%

-15.29%

26.55%

40.48%

13.92%

13.94%
14.12%

10.71%
16.67%

-3.23%
2.55%

0.86%

0.00%

-0.86%

0.45%

2.38%

1.93%

0.41%

0.00%

-0.41%

3.12%

1.19%

-1.93%

6.82%

9.52%

2.71%

4.89%
44.05%

10.71%
46.43%

5.83%
2.38%

2.01%

2.38%

0.37%

0.24%

0.00%

-0.24%

4.48%

3.57%

-0.91%

0.73%
0.05%
31.57%
0.70%
1.10%
5.26%
12.16%
4.97%
27.51%
44.20%
4.11%
0.34%

0.00%
0.00%
23.81%
0.00%
0.00%
2.38%
4.76%
3.57%
50.00%
34.52%
4.76%
0.00%

-0.73%
-0.05%
-7.76%
-0.70%
-1.10%
-2.88%
-7.40%
-1.40%
22.49%
-9.68%
0.66%
-0.34%
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Demographic

Sexual
Orientation

Gay
Heterosexual
Lesbian
Refused
Unknown

Representation
of
Demographic
of Sample for
new ASB
cases in 201819
0.18%
41.03%
0.13%
10.99%
47.33%

Representation
of
Variance of
Demographic
Sample VS
of Lead
Phoenix
Phoenix
residents
0.00%
50.00%
0.00%
10.71%
39.29%

-0.18%
8.97%
-0.13%
-0.27%
-8.04%

The EIA shows ASB complainants in 2018-19 who were single and
complainants aged under 65 were over-represented and households with
adults and no dependant children were under represented.
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ITEM NO.
11

Mark Gayfer
INFORMATION

Recommendations
A. That the Board notes the report.
Executive Summary
The purpose of this report is to provide the Board with information on the financial
performance for the period to 31 December 2019 and compare this to the budget
for the same period.
The December management accounts show a £7.2 million operating surplus
compared to a budget operating surplus of £6.8 million for the period, a favourable
variance of £0.4 million. The main elements of the variance are:
•
•
•
•

Major works recharged to leaseholders £204,000 (adverse)
Phasing of planned and major works £536,000 (favourable)
Staff costs £159,000 (adverse)
Other operating costs £234,000 (favourable).

The overall surplus of £6.1 million compares to a budget surplus of £6.4 million
for the period, an adverse variance of £0.3 million. There is an adverse variance
on Right to Buy sales due to fewer sales than budget.
The reforecast shows an overall adverse variance against the full year revenue
budget of £0.9 million primarily due to lower expected RTB sales.
Financial covenants are met for the period. Additional information and detailed
commentary on variances to budget for the period are provided in the appendices
attached with this report.

2

Corporate Plan Implications / Strategic Objectives

Strategic Objective: 4. Sustainability-for our business and our community.
2019-20 Corporate Objective: • Deliver our Value for Money and efficiency plans,
so we confidently maintain our financial viability in the long term.
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DATE:
30/01/2020

3

Background including appendices

3.1

The management accounts have been discussed with all the individual budget
holders.

3.2

Income and expenditure have been reforecast where appropriate after
consultation with the budget holder.
Appendix 1: Variances to Budget for December 2019 with commentary
Appendix 2: PCH December 2019 management accounts summary
(including statement of financial position and cash flow statement)
Appendix 3: PAS December 2019 management accounts summary

4

Communications & Consultation Implications

4.1

The format of this report was agreed as part of the budget report to the Board
in March 2017.

5

Other Implications
Legal
None.
Equality & Diversity
None.
Value for Money
The management accounts review process with the individual budget holders
is used to identify examples of value for money for inclusion in the VFM register.

6

Risk Implications

6.1

The actual financial performance for the period shows a favourable variance
compared to budget. This is consistent with the ‘cautious’ risk appetite agreed
by the Board:
Risk appetite:

7

“Some actions considered that could lead to
budget overspend; exposure is limited and
opportunity or reward exceeds threat”.

Sustainability Implications
None.
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This report provides information to the Board to demonstrate financial performance
against budget.

Resource Implications
Finance
The results demonstrate compliance with the new financial covenant targets
under the restated loan arrangements with Barclays: EBITDA MRI must be
greater than 1.1 times interest payable (the ratio is 2.8) and net debt per unit
below £30,000 (£12,900 at December 2019). The financial covenant target for
the Private Placement investor is EBITDA must be greater than 1.1 times
interest payable (the ratio is 4.0).
Staff
None.
Property
None.
IT
None.

9

Confidentiality

9.1

The report is open.

Approval
Approved by (Chair)
Date

Click here to select date
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8

Actual YTD
Dec 19 £’000

Budget YTD
Dec 19 £’000

Variance
Fav/(adv)
£’000

25,853

26,034

(181)

Housing Management
and Service costs

2,280

2,304

24

Responsive and void
repairs

4,253

4,205

(48)

619

922

303

161

394

232

5,662

5,503

(159)

2,640

2,872

232

3,007

3,053

46

18,623

19,253

630

7,230

6,781

449

(2,173)

(2,265)

92

1,031

1,848

(817)

6,089

6,365

(276)

Area of income or
expenditure

Total income

Planned & cyclical
maintenance
Major works revenue
Staff costs
Office, IT & other
operating expenses
Depreciation

Total expenditure
Net Operating
Surplus
Net interest payable

Sale of assets

Overall Surplus

Explanation of difference
Phasing of income on new development schemes and major works
recharges to leaseholders, partly offset by lower bad debts
Under spend on play area H&S works, tree maintenance programme and
financial inclusion
Higher spend on responsive repairs offset by lower spend on voids.
Phasing of specialist fire safety works and electrical condition surveys and
remedial works
Less works attributable to leaseholders and scoping programme for
environmental works
Facilities management services brought in house offset by savings in
other operating costs
Under spend on legal fees, court costs, community chest projects and
facilities management services
Lower IT depreciation due to phasing of launch of Digital Together project

Includes higher interest receivable than budgeted
1 RTA sale and 5 RTB sales compared to 9 RTB sales assumed in budget
for period.
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Appendix 1: Details of variances between budget and actual for the year: April 2019 to December 2019

1

Income

1.1

Gross Rents and Service charges receivable
Overall gross rental and service charge income is £136,000 lower than
budget. The letting of the Forster House scheme was budgeted to commence
from July 2019. Handover is now expected in March 2019. There is also
reduced income from Purchase & Repair properties, as not all the properties
purchased in 2018/19 were let in April.

1.2

Voids loss and bad debts
Void loss Is £58,000 lower than budget and bad debts are £147,000 lower
than budget reflecting better performance than budget.

1.3

Revenue grant income
Revenue grant income is lower than budget due to phasing for the Fellowship
Inn project. The outstanding grant claim from the Heritage lottery is expected
to be received in the final quarter of the year.
The forecast is £33,000 higher than budget, reflecting an additional £10,000
grant from the Arts council deferred from 2018/19 as some of the grant related
activities are being delivered in the first half of 2019/20, plus £16,000 of
additional grant received by Community Regeneration.

1.4

Other income
Total other income is £230,000 lower than budget. The main variances are:
Under budget:
Major works recharged to leaseholders (offset by lower costs)
Court costs recovered (lower costs incurred)

Variance
£204,000
£48,000

Over budget:
Miscellaneous income
Corporate sponsorship for festival

£13,000
£19,000

Major works recharges for leaseholders are subject to finalising the fire safety
specialist works programme for 2019/20.

2

Expenditure

2.1

Service Costs
Service costs are £5,000 lower than budget. The main variances are:
Under budget:
Electricity

Variance
£16,000

Over budget:
Water rates

£22,000
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The annual increase applied on water rates was higher than assumed in the
budget. Forecast is £47,000 higher than budget for the year to reflect the
increase for water rates.
2.2

Estate & Environment costs
Estate and environment costs are £5,000 higher than budget.

2.3

Other Housing Management
Housing management costs are £34,000 lower than budget. The main
variances to budget are:
Under budget:
Phoenix Academy and Resident training
Financial Inclusion

Variance
£14,000
£19,000

Resident training is due to phasing of expenditure. Financial inclusion is a
result of reduced use of the Citizen’s Advice service than expected for the
period. This is likely a result of the delayed migration of benefit claimants to
Universal Credit.
2.4

Repairs and Voids
Responsive repair costs are £119,000 higher than budget. Void costs are
£71,000 lower than budget. The main variances to budget are:
Under budget:
Routine maintenance (SWO’s)
Drainage

Variance
£180,000
£48,000

Over budget:
Responsive repairs
£227,000
Fencing
£44,000
Gas servicing and repairs
£97,000
The net variance of the repairs and voids total costs is £48,000 higher than
budget.
2.5

Planned and cyclical maintenance
Planned and cyclical maintenance expenditure is £304,000 lower than budget.
The main variances to budget are:
Under budget:
Fire safety works
Electrical condition surveys and remedial works

Variance
£287,000
£114,000

Over budget:
Water services

£103,000

The programme for fire safety works delivered by PAS is on schedule. Other
more specialised fire safety works have been recently procured by the
contract delivery team for a programme of works to be delivered in the last
quarter of this year.
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Electrical works are currently below budget due to a lower level of remedial
works arising from the inspection surveys. The planned and preventative
works start in the third quarter. Expenditure is forecast to remain in line with
budget for the end of the year.
The water services budget is phased evenly over the year. All the
high/medium risk actions from 2018/19 have been completed. The cyclical
legionella inspection surveys and any additional works identified have also
been completed on all blocks several months ahead of schedule. Therefore,
water services expenditure is forecast to be £35,000 higher than budget for
the year.
2.6

Major works revenue
Major works revenue costs are £232,000 lower that budget. The costs relate
to major works that are not capitalised, including asbestos remedial works,
minor structural works to address damp and subsidence, and major works
rechargeable to leaseholders. The main variances to budget are:
Under budget:
Leaseholder major works (offset by income above)
Environmental improvements

2.7

Variance
£203,000
£56,000

Salaries and other staff costs
Total staff costs (including agency) are £158,000 higher than budget. The
budget was prepared based on the December 2018 staff establishment, net of
assumed savings from the restructure. There have also been seven posts
(repair planning team and property surveyors) transferred to the subsidiary,
PAS, in June 2019 as a result of the final restructure. The cost of these posts
is included within the PCH staff budget.
The PCH and PAS service level agreement and related budgets have been
reviewed to reflect the results of the restructure. This is likely to result in some
budget adjustments relating to the transferred posts outlined above to be
proposed for Board approval. In the interim PAS is applying a charge to PCH
for their additional staff costs. The total charge adjustment applied in
December is £207,000 and is included as part of staff costs.
Agency staff costs reflect agency staff covering posts pending recruitment of
permanent staff and maternity cover.
Staff costs also include additional facilities management staff (security, cafe
and cleaning) following the decision to bring the facilities management
services at the Green Man in house. The forecast reflects the impact of this
for the full year and is offset by forecast savings in other operating expenses
below.

2.8

Office, IT and other operating expenses
Office costs are £7,000 higher than budget; IT costs are £5,000 lower than
budget; and Other operating expenses are £234,000 lower than budget. The
main variances on expenditure are:
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Under budget:
Security
Court fees (offset by income above)
Community Chest
Over budget:
Consultancy (partly offset by grant income)
Allpay rent collection fees

Variance
£74,000
£43,000
£35,000

£26,000
£17,000

The forecast lower spend reflects the decision to bring the facilities
management services at the Green Man in house (see staff costs above).
2.9

Depreciation
Depreciation is £46,000 lower than budget for the year This due to the
phasing of the launch of the Digital Together project. This is a non-cash item.

2.10

Net Operating Surplus
PCH has a net operating surplus of £7,229,000 at the end of December 2019.
This is £449,000 higher than budget for the period.

3

Interest and Sales of Assets

3.1

Interest
Net interest is £92,000 lower than budget for the period due to higher interest
receivable on cash deposits, and higher capitalised interest payable for the
period related to the net expenditure on development.

3.2

Sale of housing properties
The Council agreed to waive its share of Right to Buy (RTB) sales proceeds
from April 2016, subject to the RTB sales proceeds being used for the
provision of new homes.
De-regulatory measures contained in the Housing and Planning Act 2016
removed the requirement for social housing providers to identify a Disposal
Proceeds Fund (DPF) in their accounts for the sale of properties through the
tenant’s Right-To-Acquire (RTA).
PCH allocated the remaining DPF balance to the development programme in
March 2019. Any RTA receipts during the year will be treated in the same
manner as RTB sales.
There have been 5 RTB and 1 RTA sales completed in the period. This is a
lower volume than sales assumed in the budget (9 RTB).
The property sales forecast has increased to match the additional income
from the RTA. There are another 4 RTB sales expected to complete before
March 2020.
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4

Statement of Financial Position

4.1

Acquisitions/development of property
Housing properties net book value was £213 million at the end of December
2019.
Development expenditure during the period is £10.1 million, primarily in
respect of the Forster House, Woodbank Road, Riverpark Garden and
Rushey Green schemes, and £3.0 million on Purchase and Repair properties.
Included in creditors is the unamortised grant of £7.2 million for the current
development schemes and Hazlehurst Court.

4.2

Purchase and repair
The £4,000,000 budget for the purchase and repair of properties available
within the Phoenix area, is funded from the retained RTB and RTA receipts
(see sections 3.2 Sale of housing properties, and 4.9 Restricted reserve).
The purchase of 7 properties for £3.0 million has been completed in the
period.

4.3

Fellowship Inn and Other Fixed Assets
There has been £240,000 of capital expenditure on the Fellowship in the
period. Grant claimed to date (£3.2 million) is included in creditors pending
completion of the project when it will be released to income.
Additions to other fixed assets of £0.5 million include expenditure on the
Digital Together project.

4.4

Capitalised major works
Capital major works expenditure is £3.0 million for the period, which
is lower than budget by £0.1 million.

4.5

VAT Shelter
Under the VAT shelter arrangement agreed at transfer, Phoenix recovers the
VAT paid on the major works and 50% of the VAT recovered is payable to the
Council, which is capitalised as part of the cost of major works above.

4.6

Debtors
Debtors are at a similar level compared to the previous year end due to the
receipt of accrued grant income for the Fellowship Inn project offset by the
prepayment for insurance in December.

4.7

Creditors
Creditors due within one year have reduced compared to the previous year
end and include unamortised grant on the current development schemes and
Fellowship Inn of £5.6 million.
Creditors due after one year are similar to the previous year end and include
unamortised grant on the completed Hazlehurst Court scheme (£4.8 million)
and loans.
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4.8

Loans
Debt at 31 December 2019 remained at £79.5 million net of transaction costs,
with no debt drawn in the period.

4.9

Restricted reserve
The net surplus from RTB sales has been transferred to a restricted reserve.
There are 7 purchases of properties under the purchase and repair
programme in the year (see section 4.2 Purchase and repair).
The reserve is £0.4 million as at the end of December 2019.

5

Cash Flow Statement

5.1

Net operating cash flow was £8.7 million for the period, including sales of
property through the RTB and RTA (£1.3 million). Investing activities
comprised expenditure on development and capitalised major works (£14.7
million) and other fixed assets including the Fellowship Inn (£1.0 million).
Grant of £0.9 million towards the Fellowship Inn project was received in the
period.

5.2

There was no draw down of debt in the period.
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From 1st April 2019 to 31st December 2019
Actual
£

Year to date
Budget
£

Variance
£

Forecast
£

Full year
Budget
£

Variance
£

commentary

Rents & Service Charges:
Rent Receivable
Other Rents Receivable - Garage & misc
Service Charge Receivable
Service Charge Receivable - Leaseholders
Water rates, tenants' contents insurance
Subtotal: gross rent

21,788,765
83,410
1,601,580
231,130
1,564,177
25,269,062

22,012,023
69,119
1,572,187
226,059
1,525,972
25,405,360

(223,258)
14,291
29,393
5,071
38,205
(136,298)

28,531,398
106,483
1,982,316
236,905
2,024,844
32,881,946

28,732,634
85,696
1,940,260
228,309
1,965,523
32,952,422

(201,236)
20,787
42,056
8,596
59,321
(70,476)

1.1
1.1
1.1
1.1
1.1

Less: Void Loss
Bad debts
Total: net rent

(150,372)
(88,666)
25,030,024

(209,236)
(236,172)
24,959,952

58,865
147,506
70,073

(195,588)
(315,731)
32,370,627

(272,739)
(314,896)
32,364,787

77,151
(835)
5,840

1.2
1.2

63,558
614,080
121,370
4,592
19,240
822,840

84,607
656,168
112,500
209,497
12,000
1,074,772

(21,049)
(42,089)
8,870
(204,905)
7,240
(251,933)

135,516
835,142
161,827
279,329
30,000
1,441,814

102,516
900,891
150,000
279,329
16,000
1,448,736

33,000
(65,749)
11,827
0
14,000
(6,922)

1.3
1.4
1.4
1.4
1.4

25,852,864

26,034,724

(181,860)

33,812,441

33,813,523

(1,082)

Housing Management and Services:
Service costs
Estate & Environment costs
Other Housing Management costs
Total Housing Management and Services

1,999,957
172,625
107,660
2,280,242

1,995,280
167,153
141,310
2,303,743

(4,677)
(5,473)
33,650
23,501

2,707,604
234,656
212,719
3,154,979

2,660,373
226,870
187,636
3,074,879

(47,231)
(7,786)
(25,083)
(80,100)

2.1
2.2
2.3

Maintenance and Improvements:
Responsive Repairs
Void works
Planned Maintenance
Cyclical maintenance
Major works revenue
Total Maintenance and Improvements

3,304,119
948,932
290,429
328,387
161,788
5,033,655

3,184,873
1,019,954
631,006
291,819
393,872
5,521,524

(119,247)
71,023
340,577
(36,568)
232,084
487,869

4,249,286
1,359,939
776,342
424,092
525,163
7,334,822

4,246,497
1,359,939
841,342
389,092
525,163
7,362,033

(2,789)
0
65,000
(35,000)
0
27,211

2.4
2.4
2.5
2.5
2.6

Appendix 1

reference

OPERATING INCOME:

Other Income:
Revenue grant (including amortisation)
Other income
Commission (Water Rates)
Major works recharged to Leaseholders
VAT reclaimed on Overhead Costs
Total Other Income

TOTAL OPERATING INCOME
OPERATING EXPENDITURE:
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From 1st April 2019 to 31st December 2019
Actual
£

Year to date
Budget
£

Variance
£

Forecast
£

Full year
Budget
£

Variance
£

commentary

Staff Costs
Salaries
NI Employer's
Pension costs
Agency staff costs
Other staff costs
Total Staff Costs

4,370,070
413,685
329,166
335,630
213,364
5,661,915

4,450,070
474,425
354,819
0
224,038
5,503,352

80,000
60,740
25,653
(335,630)
10,674
(158,563)

5,704,371
543,323
438,755
417,668
299,157
7,403,274

5,697,920
630,801
472,161
0
299,256
7,100,138

(6,451)
87,478
33,406
(417,668)
99
(303,136)

2.7
2.7
2.7
2.7
2.7

Other costs:
Office costs
Other operating expenses
IT costs
Depreciation
Total other costs

102,100
1,732,607
805,284
3,007,143
5,647,134

95,039
1,966,993
809,966
3,052,770
5,924,768

(7,061)
234,386
4,681
45,627
277,634

144,756
2,477,522
914,622
4,047,078
7,583,978

126,718
2,662,012
906,001
4,070,360
7,765,091

(18,038)
184,490
(8,621)
23,282
181,113

2.8
2.8
2.8
2.9

18,622,948

19,253,387

630,439

25,477,051

25,302,143

(174,908)

TOTAL OPERATING SURPLUS / (DEFICIT)

7,229,917

6,781,337

448,580

8,335,390

8,511,380

(175,990)

Financing activities:
Interest Receivable
Less: Interest Payable and charges
Net interest received/ (paid)

76,377
(2,248,888)
(2,172,511)

25,093.53
(2,290,004)
(2,264,910)

51,284
41,115
92,399

93,458.00
(3,053,338)
(2,959,880)

33,458.00
(3,053,338)
(3,019,880)

60,000
0
60,000

3.1
3.1

1,259,100
0
(227,608)
1,031,492

2,232,000
0
(383,760)
1,848,240

(972,900)
0
156,152
(816,748)

2,139,100
0
(416,937)
1,722,163

2,976,000
0
(511,680)
2,464,320

(836,900)
0
94,743
(742,157)

3.2
3.2
3.2

6,088,898

6,364,667

(275,769)

7,097,673

7,955,820

(858,147)

Appendix 1

reference

OPERATING EXPENDITURE CONTINUED:

TOTAL OPERATING EXPENDITURE

Sale of Assets:

Housing Property sales
Less: Repayable to LB Lewisham
Less: Cost of sales
Total sales of assets

TOTAL SURPLUS / (DEFICIT)
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From 1st April 2019 to 31st December 2019

Operating margin:
Actual

Budget

Forecast

Budget

Total Income

25,852,864

26,034,724

33,812,441

33,813,523

Total Expenditure

18,622,948

19,253,387

25,477,051

25,302,143

7,229,917

6,781,337

8,335,390

8,511,380

28%

26.0%

24.7%

25.2%

Operating surplus
Margin %

Earnings before interest, tax, depreciation and amortisation (EBITDA):
Actual

Budget

Forecast

Budget

Operating surplus

7,229,917

6,781,337

8,335,390

8,511,380

Amortised Grant

25,365

(5,970)

(71,636)

(71,636)

3,007,143

3,052,770

4,047,078

4,070,360

Depreciation
Interest received
EBITDA

76,377

25,094

93,458

33,458

10,338,802

9,853,231

12,404,290

12,543,562

Budget

Forecast

Budget

Including major works expenditure (EBITDA MRI)
Actual

EBITDA

10,338,802

9,853,231

12,404,290

12,543,562

Capitalised major works

(2,994,736)

(3,337,435)

(4,449,914)

(4,449,914)

EBITDA MRI

7,344,066

6,515,796

7,954,376

8,093,648

Interest payable

2,234,372

2,265,782

3,021,043

3,021,043

Capitalised Interest

347,910

316,500

422,000

422,000

2,582,282

2,582,282

3,443,043

3,443,043

EBITDA vs interest

4.0

3.8

3.6

3.6

EBITDA MRI vs interest

2.8

2.5

2.3

2.4

Total Interest
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31 December 2019
£000s
Fixed Assets
Housing properties
Investment properties
Investment in subsidiaries
Intangible fixed assets
Other Fixed Assets

31 March 2019
£000s

213,189
185
625
1,542
10,109
225,650

200,346
185
625
1,341
10,093
212,590

0
602
5,556
212
10,879
17,249
(11,396)
5,853
231,503

0
588
5,402
212
19,008
25,210
(12,365)
12,845
225,435

Creditors due over one year

84,431

84,445

Pension Liability

1,394
85,825

1,394
85,839

4
96,063
49,243
368
231,503

4
88,815
49,243
1,534
225,435

Current Assets
Stock and WIP
Properties for sale
Debtors - due within one year
- after one year
Cash
Creditors due in less than one year
NET CURRENT ASSETS/(LIABILITIES)
TOTAL CURRENT ASSETS LESS CURRENT LIABILITIES

CAPITAL AND RESERVES
Called up share capital
Revenue reserves
Revaluation reserve
Restricted reserve
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Appendix 2c
PCH CASHFLOW STATEMENT for the period ended December 2019
£'000
NET CASH INFLOW /(OUTFLOW) FROM
OPERATING ACTIVITIES

8,711

Interest received

76

NET CASH INFLOW /(OUTFLOW) FROM
OPERATING ACTIVITIES

8,787

Cash flows from investing activities
Additions to property, plant and equipment
Additions to investment property
Purchase of other fixed assets
Capital grants received

(14,666)
0
(1,018)
880

Net cash flows from investing activities

(14,804)

FINANCING
Interest paid

(2,107)

Loans received
Loans repaid

0
0

Net cash flows from financing activities

(2,107)

Net increase/(decrease) in cash and cash equivalents

(8,123)
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PHOENIX REPAIRS SERVICE
From 1st April 2019 to 31st December 2019

Year to date

Total 2018/19

Actual

Budget

Variance

Forecast

Budget

Variance

£

£

£

£

£

£

2,959,965
243,210
1,059,675
4,265,110

2,423,888
496,090
978,544
3,898,522

536,077
(250,620)
81,131
366,588

3,274,828
670,249
1,322,075
5,267,152

3,274,828
670,249
1,322,075
5,267,152

0
0
0
0

Total

759,946
3,576
194,525
43,186
62,947
256,972
1,321,153

888,213
3,701
74,016
0
0
16,151
982,081

(128,267)
(125)
120,509
43,186
62,947
240,822
339,072

1,222,000
5,000
100,000
0
0
22,208
1,349,208

1,222,000
5,000
100,000
0
0
22,208
1,349,208

0
0
0
0
0
0
0

TOTAL INCOME

5,586,263

4,880,603

705,660

6,616,360

6,616,360

0

Direct service costs
Branch services costs
Other operating expenses

3,871,178
1,280,182
395,550

3,278,826
1,042,422
419,486

(592,352)
(237,760)
23,936

4,390,656
1,460,763
564,714

4,390,656
1,460,763
564,714

0
0
0

TOTAL EXPENDITURE

5,546,910

4,740,733

(806,176)

6,416,133

6,416,133

0

39,353

139,869

(100,517)

200,226

200,226

0

INCOME:
PCH Partnership Contract
Responsive Repairs
Routine Repairs
Voids
Total
Other Income
PCH additional works
Leaseholder & Homemaker service
Purchase and Repair
Non Partnership Works
Development
Other Income

EXPENDITURE:

NET PROFIT / (LOSS)
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APPENDIX 3 - PAS MANAGEMENT ACCOUNTS SUMMARY

PHOENIX COMMUNITY HOUSING
BOARD MEETING

Open or
Confidential

OPEN

Report Title

Chief Executive’s Update Report

Lead Officer
Lead Board
Members
This item is for

Jim Ripley, Chief Executive, 07515605100

1

ITEM NO.
12

Chair
Decision

Recommendations

The Board are asked to:
A. Note Board Updates (Appendix A).
B. Note Action Tracker (Appendix B).
Executive Summary
This report provides brief updates on issues not requiring a full Board Report and
keeps the Board up to date with action points from previous Board meetings.
2

Corporate Plan Implications / Strategic Objectives

Strategic Objective: 1. Resident leadership and membership.
2019-20 Corporate Objective: • Strengthen our business by making governance,
service improvements and efficiencies based on resident insight and scrutiny,
good practice and changes to our operating and regulatory framework.
3

Background including appendices

This is a standard report, included at every Board meeting.
Appendix A – Board Updates.
Appendix B – Action Tracker.
4

Communications & Consultation Implications

Any Communications & Consultation implications are covered in the Board Updates.
5

Other Implications
Legal
Equality & Diversity
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DATE:
30/01/2020

This paper reports on the work undertaken by the association. Including legal and
equality & diversity issues. By including updates rather than producing full Board
Reports on appropriate issues, time and money is saved.
6

Risk Implications

This paper reports on the work undertaken by the association. It highlights how we
have dealt with some of the risks associated with our work and reports on progress in
some other areas.
The recommendations are in line with the risk appetite on resident leadership, where
the Board’s risk appetite is risk adverse.
7

Sustainability Implications

Any sustainability implications are covered in the Board Updates.
8

Resource Implications
Finance
Staff
Property
IT

Any resource implications are covered in the Board Updates. Although updates in this
report, help to reduce the need for full board reports on some of the issues covered.
9

Confidentiality

Open.
Approval
Approved by (Chair)
Date

Click here to select date
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Value for Money

NHF have joined the Housing Made for Everyone (HoME) coalition
The National Housing Federation has signed up to a coalition of housing and
voluntary sector organisations calling for more new accessible homes.
Co-chaired by the Centre for Ageing Better and Habinteg, Housing Made for
Everyone (HoME) is warning of a crisis in the provision of housing suitable for older
and disabled people by 2030. The number of households headed by someone over
the age of 65 has increased by more than a million since 2010/11. Yet
recent Habinteg research showed that less than half of local plans in England
included provision for accessible homes.
To address the lack of accessible housing, HoME recommends that:
•

•

•

Government should set a higher regulatory baseline for accessibility so that all
new homes meet the ‘accessible and adaptable’ standard (Building
Regulations M4 Category 2).
Local authorities should positively plan for accessible housing to meet the
needs of our ageing population and disabled people, and be properly
resourced to do so.
The housing sector should lead the way in providing high quality homes fit for
the future.

The HoME coalition was founded by the Centre for Ageing Better, Habinteg Housing,
Age UK, RIBA, Care & Repair England, Disability Rights UK, Housing LIN, the
National Housing Federation, the Chartered Institute of Housing and the TCPA.
Find out more.
Department for Work and Pensions confirm changes to Universal Credit
The DWP has confirmed that they will be testing the new system to pay social
landlords direct payments. The new system will see landlords receive the housing
cost element directly from the DWP at the same time that tenants receive their
Universal Credit payments.
This is a positive announcement from the government and was one of the
Federation's six asks to fix Universal Credit. The NHF have worked with the DWP on
the design of the new system. If the test is successful it will be fully rolled out to all
social landlords on the Landlord Portal in early 2020.
The NHF have argued that the current system, based on four-weekly cycles, is not fit
for purpose and worked with members and the Scottish, Welsh and Northern Ireland
Federations to press ministers on the urgent need for change.
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Read the full letter from Neil Couling here.
NHFresponse to the results of the general election
In response to the general election results, Kate Henderson, Chief Executive of
the national Housing Federation, said:
“Housing associations will be looking to the new Conservative government to quickly
deliver on its welcome manifesto commitment to renew the Affordable Homes
Programme. Our members urgently need certainty about future funding to continue
building thousands of affordable homes, including homes for social rent.
The housing crisis has not gone away and we will be redoubling our efforts to build
new homes, end homelessness and ensure everyone has the support they need to
live with security and the dignity they deserve.
We will also be renewing our calls on government to bring greater clarity on the
critical issue of building safety, and to take a strategic lead in coordinating a national
programme of works.
Together with tenants, our members look forward to partnering on the Social
Housing White Paper to ensure a new deal for social housing.”
NHF response to the Queen’s Speech
Following the Queen’s Speech today, Kate Henderson, Chief Executive of the
National Housing Federation said:
"We know that housing was a top issue for voters this election, with 1 in 7 people
directly hit by the housing crisis last year. The government’s commitment to
renewing the Affordable Homes Programme is therefore welcome news. Funding
certainty for homes for social rent will be crucial for enabling housing associations to
continue building the homes the country needs.
“It is also good to see building safety make the new government’s agenda. This
complex and extensive programme of work will greatly benefit from renewed
strategic leadership from government.
“We look forward to working with the government on the Social Housing White
Paper, to build on the work that housing associations have already started, and
protect the rights of social housing residents.”
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Sue Ramsden, Policy Leader at the National Housing Federation, said: “This change
is welcome news and a good example of social landlords and DWP working together
to find effective solutions. A new system of direct payments will make it much easier
for landlords to keep track of rent payments, saving them a great deal of time and
resource. We look forward to the roll out of the new system in early 2020.”

12 CE Updates

Further Updates from National Housing Federation
Climate change
In the New Year, the NHF will be developing a new priority programme on Climate
Change and reducing the our carbon footprint. They have already begun work to
respond to the Future Homes Standard consultation, which now closes in February
2020, and have commissioned research to estimate how much it will cost us to improve
the energy efficiency and reduce carbon emissions from our existing homes.
They also want to take stock of the great work already happening across the sector
and build consensus on the next steps. Once they have a clear sense of the scale and
cost of the challenge, they will look to build partnerships and alliances that will help us
to argue for the funding and support we need to meet it.
The NHF will be in touch with members in January and February, initially via their chief
executive forums and existing member groups, to shape this vital programme in more
detail.
Code of Governance
In January, the NHF will be launching a consultation on revising the sector’s Code of
Governance. The current code was published in 2015 and is now in need of a refresh
and update so that it can remain the gold standard for housing association governance
in a fast-changing world. It is vital, for example, that the new code plays a role in
facilitating the stronger accountability for residents that the NHF are working towards
in our Together with Tenants programme.
The consultation will have three phases:
•
•
•

An open consultation on the core principles framing the code.
A collaborative drafting process.
A final consultation on the final draft of the Code of Governance.

The Federation team has already had conversations about this with more than 150
members across the country to help us shape the initial consultation on core principles.
They expect to be able to launch the new Code of Governance early in the summer of
2020.
Regulator of Social Housing
The Regulator of Social Housing have completed the annual stability check for
Phoenix Community Housing. They published an updated Regulatory Judgement on
Wednesday 27th November which confirms the current V1/G1 assessment.
Strapline judgement
•

Provider: Phoenix
Downham) Limited

Community

Housing

Page 95 of 98

Association

(Bellingham

and

12 CE Updates

•
•
•
•
•
•

Name or Reg Code change details: None
Regulatory code: L4505
Publication date: 27 November 2019
Governance grade: G1
Viability grade: V1
Regulatory route: Stability Check

Christmas Community Links
The Christmas Community Links was held at the
Green Man on 7th December. We had a total of
480 adults and children attending making this the
highest attendance ever. Activities the residents
enjoyed included: Santa’s grotto and reindeers,
snowboarding the in the snow cube, Christmas
tree pot decorating, balloon modelling, face
painting, Christmas karaoke, fun fair stalls, Carol
singing and the nativity at St John’s church. 98%
of residents who completed a survey were either
satisfied or very satisfied.
The Phoenix staff got into the
spirit by making Jolly Jars filled
with goodies for the tombola.
These and the sale of trees and
penguins raised £155 for the
Whitefoot & Downham Food
Project.
We were also really delighted to
secure £3,991 of sponsorship
from our contractors and partners: AD Construction, Bridge Recruitment, Chartwells,
Greener Solutions, Liquid Recruitment, Oxleas Tree Care, Phoenix Repairs
contractors, Planet Turf, Potter Raper and 1Life Downham Leisure Centre.
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APPENDIX B – BOARD ACTION TRACKER
Board
Meeting

Item

Action
No outstanding Actions
currently

Officer
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Deadline

Status

Commentary

PHOENIX COMMUNITY HOUSING
BOARD MEETING

ITEM NO.
13

Open or
Confidential

OPEN

Report Title

Any Other Business

Lead Officer
Lead Board
Members
This item is for

Kevin Kelly, Governance Manager, 07515605102
Anne McGurk
INFORMATION
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