HOUSING & ANTI-POVERTY
SCRUTINY PANEL

Agenda
Place

Committee Room 6 - Town Hall, Wellington Street,
Woolwich SE18 6PW

Date

Thursday, 11 October 2018

Time

7.00 pm
This meeting is open to the press and public and they are entitled
to take photographs, film or record the proceedings.

Councillors
Clive Mardner (Chair)
Tonia Ashikodi
Linda Bird
Leo Fletcher
Bill Freeman

Labour
Labour
Labour
Labour

Dominic Mbang
David Stanley
Spencer Drury

Labour
Labour
Conservative

Tenant Representatives
Alison Cullen
Gary Wells
Members are reminded that Officers’ contact details are shown at the end of each
report and they are welcome to raise questions in advance with the appropriate
Officer. This does not prevent further questioning at the meeting.

If you require further information about this meeting please contact the
Corporate Governance Officer:
Jasmine Kassim
Telephone: 020 8921 5146
Fax: 020 8921 5864
Email: jasmine.kassim@royalgreenwich.gov.uk

Agenda
1

Apologies for Absence
To receive apologies for absence from Members of the
Panel.

2

Urgent Business
The Chair to announce any items of urgent business
circulated separately from the main agenda.

3

Declarations of Interest
Members to declare any personal and financial interests in
items on the agenda. Attention is drawn to the Council’s
Constitution; the Council’s Code of Conduct and
associated advice.

4

Minutes
Members of the Housing and Anti-Poverty Scrutiny Panel
are requested to confirm as an accurate record the
Minutes of the meeting held on 25 July 2018.
No motion or discussion may take place upon the Minutes
except as to their accuracy, and any question on this point
will be determined by a majority of the Members of the
body attending who were present when the matter in
question was decided. Once confirmed, with or without
amendment, the person presiding will sign the Minutes.

5

Project Statement on Housing Repairs
Members to note and comment on the Project Statement
attached as Appendix 1 in relation to the Housing Repairs’
review.

Date of Issue
Wednesday,
3 October 2018

6

Corporate Employment and Enterprise
Programmes
Members to note update on progress and key
achievements of the Corporate Employment Projects –
Greenwich Local Labour Programme (GLLP), and the
Highways Improvement Local Labour Schemes (HILLs).
To note there is a projected underspend of (£2m) and a
proposal is being prepared to support the continuation of
the GLLP programme beyond March 2019 in line with
Fairness Commission’s recommendation. To note that
resulting efficiencies have already been used to continue
investment in the Council’s E-Business Programme for a
further 3 years to 2020.

7

Troubled families update, including supporting
adults into work and financial management
Members to note the developments of the Troubled
Families Programme, in particular the change in the model
of delivery and the performance around supporting adults
back into work. To note the changes to the delivery of
the National Troubled Families Programme and Families
1st.

8

In-Depth Housing Service Review: Statement of
Intent Report
Members to note the contents of the report and comment
on the on-going service improvement work of the Housing
Repairs Service.
Debbie Warren
Chief Executive

Filming and Recording Meetings
This meeting may be photographed (without the use of flash), filmed or audio
recorded, except where the public is excluded because confidential or exempt
items will be discussed. Any footage is likely to be publicly available.
By entering the room where the meeting is being held, you will be deemed to
have consented to being photographed, filmed or audio recorded, and that will
apply to any representation you make to the meeting. You will also be deemed to
have consented to the possible public use of any images and sound recordings.
If you have any queries regarding the recording of meetings, please contact the
Corporate Governance Manager on 020 8921 5134.
Safety

Fire and Emergency Procedures
Users of the Committee Rooms and the Council Chamber are
asked to note the following fire and emergency procedures:When you hear the continuous ringing of the fire alarm bells,
please make your way out of the building in an orderly manner.
The nearest exit from the Council Chamber and the
Committee Rooms is through the main exit leading to
Wellington Street (at the front of the building). Do not use the
lift and do not stop to collect personal belongings. Once
outside the Town Hall please make your way to the Assembly
Point between Sainsbury’s and The Vista via Market Street or
Polytechnic Street

HOUSING AND ANTI-POVERTY
SCRUTINY PANEL
TITLE
Declarations of Interests
CHIEF OFFICERS
Director of Housing and Safer Communities

1.

DATE
ITEM NO
11 October 2018
3
WARD (S)
All
CABINET MEMBER(S)
Leader of the Council

Decisions Required
Cabinet is requested to:

1.1

Note the list of Councillors’ memberships (as Council appointed
representatives) on outside bodies, joint committees and school governing
bodies.

1.2

Request that Members orally declare any personal or financial interests,
including those detailed, in specific items listed on the agenda as they relate to
matters under discussion.

2.

Members’ Interests

2.1

Appended to this report is a list of the outside bodies, joint committees and
school governing bodies that each member of Cabinet has been appointed to
by the Council or the Leader. The list does not include bodies with which a
Member is involved in a personal or private capacity.

2.2

Personal interests
A Member has a personal interest where any business is likely to affect:
(a)

them, or

(b)

a relevant person or a relevant body (where the Member is aware that
they have the interest);

more than a majority of those in the ward you represent.
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A relevant person is defined as the member’s spouse or civil partner, a
person who they are living with as husband and wife or as civil partners, or a
person with whom they have a close association.1
A relevant body is defined as (a) any organisation, school governing body or
outside committee or trust which they have been appointed to by the Royal
Borough or by the Leader, or (b) any other voluntary organisation, school
governing body or commercial organisation where you are a management
committee member, school governor, trustee or director.
2.3

Members must declare the existence and nature of any personal interest at
the start of the meeting, or when the interest becomes apparent. Members
must say which item their interest relates to.

2.4

A Member who has a personal interest may stay, speak and vote, except
where the business:

2.5

(a)

affects the financial position of the Member or any person or body
described in paragraph 2.2 above, or

(b)

relates to an interest that would be affected financially or relates to the
determining to any approval, consent, licence, permission or
registration in relation to the Member or any person or body described
in paragraph 2.2 above

Financial Interests
A Member has a financial interest where any business relates to or is likely to
affect an interest set out in paragraph 18 of the Code of Conduct, and which
is the Member’s interest or the interest of a person described in paragraph
2.2(a) above.

2.6

Members must declare the existence and nature of any financial interest at
the start of the meeting, or when the interest becomes apparent. Members
must say which item their interest relates to.

2.7

A Member who has a financial interest must leave the meeting, but may
attend to make representations, answer questions or give evidence relating to
the business, provided that the public are also allowed to attend the meeting
for the same purpose, and provided they leave the meeting immediately after
doing so. The Member must not participate in the discussion nor the vote.

1

See the guidance in Annex 1of the Code of Conduct

ITEM NO: 3
PAGE NO: 2

Page 6

2.8

General
The Code also requires Members to declare interests in relation to relevant
bodies for six months after ceasing from being a member and take the
appropriate action in relation to financial interests.
Background Papers
Agenda and Minutes of the Annual Meeting of the Council – 23 May 2018
Report Author:
Tel:
Email:

Jasmine Kassim, Corporate Governance Officer
020 8921 5146
jasmine.kassim@royalgreenwich.gov.uk

Reporting to:
Tel:
Email:

Gurdeep Sehmi, Corporate Governance Manager
020 8921 5134
gurdeep.sehmi@royalgreenwich.gov.uk
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APPENDIX

Councillor
Mardner (Chair)
Mardner
Ashikodi
Ashikodi
Ashikodi
Bird
Bird
Bird
Bird
Drury
Fletcher, L
Freeman
Mbang
Mbang
Mbang
Mbang
Mbang
Stanley

Organisation
Greenwich Service Plus
Woolwich & District YMCA
Woolwich & Plumstead Relief in Sickness Fund
Widehorizons Outdoor Education Trust
Town Twinning Association Executive
Committee
Overview & Scrutiny Joint Health Committee
Greenwich Starting Blocks
Eltham United Charities
New Charlton Community Centre
Walpole Estate Management Board
Town Twinning Association Executive
Committee
Overview & Scrutiny Joint Health Committee
Greater London Forum for Older People
Long Lane Football Club - Board

Role

Member
Member
Member
Member
Member
Deputy
Member
Member

Member
Member
Deputy
Deputy
Member
Member
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Governorship
Abbey Wood Nursery School
St Pauls Academy

ROYAL BOROUGH OF GREENWICH
HOUSING & ANTI-POVERTY SCRUTINY PANEL
WEDNESDAY, 25 JULY 2018 AT 7.00 PM
MINUTES
PRESENT:
Members:
Councillor Clive Mardner (Chair), Councillors Linda Bird, Leo Fletcher,
Bill Freeman, David Stanley, Spencer Drury and Chris Kirby
Under Standing Orders
Councillor Chris Kirby, Cabinet Member for Housing
Councillor Averil Lekau, Cabinet for Adult’s Social Care, Health, and Anti-Poverty
Officers
Director of Housing and Community Safety, and Corporate Governance Officer.
Item
No.
1

Apologies for Absence
Apologies for absence were received on behalf of Councillors Tonia Ashikodi,
and Dominic Mbang.

2

Urgent Business
There was no urgent business.

3

Declarations of Interest
Resolved –
That the list of Councillors’ memberships as Council appointed
representatives on outside bodies, joint committees and school governing
bodies is noted.
1
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4

Minutes
It was noted that due to a change in chairmanship and membership of the
Panel in the current municipal year, there was no Member present to confirm
the Minutes of meeting held on 19 March 2018 as a true and accurate record.
Resolved –
That the Minutes of the meeting of the Housing and Anti-Poverty Scrutiny
Panel held on 19 March 2018, be noted.

5

2018/19 Work Programme Schedule
Members received and noted a report with activities for consideration by the
Panel in relation to its work programme for 2018/19.
Commenting on the list of activities, Member enquired about the report on
housing repairs scheduled for consideration at the meeting. In response, the
Director of Housing and Community Safety advised Members that he had
organised presentation slides for an oral report on how the review on
housing repairs should be conducted.
In his introduction, the Director stated that the initial scope could include an
assessment of current service performance, lessons learnt from complaints,
and supported by benchmark exercise with known housing service providers.
It was stated that the initial scope should inform an in-depth review, to
commence with a site visit to Birchmere, in order to enable Members
understand key progresses and enquire further about the Housing Repairs
Service from staff. The Director suggested that possibilities for change could
be initiated by a presentation by officials from Ad Esse Consulting to further
support Members to make meaningful recommendations for service
improvement based on best practice and principles.
Commenting on the oral presentation, Members expressed a disappointment
that the lack of a published report on housing repairs meant that they could
not possibly contribute at the meeting as they would have wished.
Notwithstanding that, Members stated that it would be useful if future
reports on the issue highlight what the Housing Service was doing well in
relation to repairs, why performance was lagging in other areas, and what
actions were in place to monitor for improvement. It was suggested that
reports on performance should consist of comparative data over time for an
assessment to be made about the effectiveness of the Council’s housing
repairs’ service. Members were also of a view that benchmark activities
2
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could also draw on examples of good practice with independent bodies, in
addition to Charlton Triangle, Lewisham Homes and London Borough of
Islington proposed by the Director.
In response to a concern, the Director stated that the reason why the
scheduled report on housing repairs was not published with the agenda was
due to a clash in priorities and series of meetings organised to progress with
work on the Housing Capital Programme. Members commented that the
response was unacceptable, and they enquired further from Councillor
Chris Kirby, Cabinet Member for Housing. Councillor Kirby confirmed to
Members that there had been an unprecedented pressure on the service, but
that the Housing department was committed to deliver to the work of the
Panel going forward. Councillor Kirby requested that a meeting should be
organised between himself and the Chair of the Panel, Councillor Clive
Mardner, in order to discuss and identify ways on how support to the
scrutiny function on housing-related matters could be developed.
Action: Corp. Governance Officer
In addressing the meeting, Councillor Lekau, Cabinet Member for Adult’s
Social Care, Health and Anti-Poverty stated that a report on ‘Fairness
Commission’ (FC) had been listed for consideration by the Panel at its
meeting on 11 October 2018. Commenting on the activity in the work
programme, Councillor Lekau informed the Panel that although over sixty
recommendations were made at the conclusion of the FC review, the work
streams on anti-poverty encompassed a much wider remit. Thus, the FC
recommendations should be used as tracker against the Royal Borough of
Greenwich’s Anti-Poverty Strategy objectives. Councillor Lekau stated that
she would discuss areas for reporting relevant to the work of the Panel with
the Chair, Councillor Clive Mardner.
Action: Corporate Governance Officer
Continuing with their discussion, Members made further enquiry on aspects
of the work programme and in response, the Director stated that priorities
on tenants’ engagement had not been formalised because work with tenants
and leaseholders had not been completed. Councillor Averil Lekau added
that a review on tenants’ engagement took place in April 2017, but that the
timing for progressing with the work was considered inappropriate due to
the fire incident at Greenfell Tower that occurred shortly completion.
Councillor Lekau stated that a decision was subsequently made to put
implementation of the review outcomes on hold.
3
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Members suggested that officers should use the output from the 2017 review
on tenants’ engagement as a baseline to inform the current work. Members
also welcomed confirmation from the Director that an update on ‘Right-toBuy’ Strategy would be circulated to them by the end of August 2018.
Action: Director of Housing and
Community Safety
Resolved –
That comments on the report outlining activities for consideration by the
Panel as part of its work programme for 2018/19, be noted.
6

Cabinet Member of Housing Priorities
Councillor Kirby, Cabinet Member for Housing gave an oral report to the
Panel, advising that Cabinet, at its meeting on 24 July 2018, agreed funds to
progress with the Housing Capital Programme up to 2020. It was stated that
consideration of proposals by Cabinet on ‘Langton Way’ would be at a later
date, however, the issue would be discussed at a meeting with members of
housing panels in August.
Members expressed a disappointment that a report on the Cabinet Member’s
priorities was also not published with the agenda, commenting that it was
difficult for them to scrutinise without prior preparation. Notwithstanding
that, Members requested a regular update about the Council’s dealings with
housing panels, advising that they wished to assess value for money in regard
to the allocation of public funds.
Action: Director of Housing and
Community Safety
Councillor Kirby continued with his submission, advising the Panel that on 24
July 2018, Cabinet also agreed in principle to the disposal of three sites to
Pocket Living Limited, subject to the outcome of consultations with tenants
and leaseholders.
In response to an enquiry, Councillor Kirby advised the Panel that there
should be no reason why the Panel could not undertake a pre-scrutiny on
outcomes from the proposed consultation in regard to Cabinet’s decision on
proposals relating to Pocket Living Limited.

4
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The Director of Housing and Community Safety also responded to a
question, clarifying to the Panel that councils had to consult on significant
changes to amenities by virtue of Section 105 of the Housing Act 1988. It
was stated that the Council’s timeline on consultation was 28 days from the
start date.
The Panel requested that an additional meeting should be organised for it to
consider outcomes from the proposed consultation in relation to the
decision on Pocket Living. Councillor Kirby stated that any pre-scrutiny of
the decision should take into account the Council’s objective to deliver social
housing at affordable rents to residents. Councillor Kirby confirmed that the
next stage would require a submission of the decision to the Director of
Regeneration and Skills, and the Director of Housing and Community Safety
for implementation.
Councillor Kirby further advised the Panel that in the autumn of this year, a
5-year plan would be developed to provide a broader look at commissioning,
with a view to maximise housing supply. Councillor Kirby stated that the
Royal Borough of Greenwich had also commenced work in preparing bids for
submission by September 2018 in response to the Mayor of London’s plan
that required councils to secure funds for affordable housing provision.
The Panel
Resolved –
That an oral update by Councillor Kirby, Cabinet Member of Housing, be
noted.
The meeting closed at 8.15 pm

___________________________
Chair

5
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HOUSING AND ANTI-POVERTY
SCRUTINY PANEL
TITLE
Project Statement on Housing Repairs
CHIEF OFFICERS
Director of Housing and Safer Communities

DATE
ITEM NO
11 October 2018
5
WARD (S)
All
CABINET MEMBER
Housing

1.

Purpose of the Report

1.1

The Panel is asked to note and comment on the Project Statement attached
as Appendix 1 in relation to the Housing Repairs’ review.

2.

Introduction and background

2.1

The Overview and Scrutiny Committee in 2014-15 agreed to carry out a
review of the Asset Management repairs service, through its Sustainable
Communities and Transport Scrutiny Panel. The review concluded with a
report to the Overview and Scrutiny Committee on the 16 April 2015, where
the action plan was agreed.

2.2

Members received regular updates of progress against the action plan with
the last update being received at the Housing and Anti-Poverty Scrutiny Panel
on 5 March 2017. The updated Action plan provided by the Housing
department is attached as Appendix 2.

3.

Report

3.1

The Housing and Anti-Poverty Scrutiny Panel as part of its 2018/19 work
programme agreed to conduct a new review on Housing Repairs. A project
statement that outlines the scope of the review is attached at Appendix 1.

3.2

Members are asked to consider the information provided and agree to
continue with this review.

3.3

Members are advised that a report outlining the current position forms part
of the agenda of this meeting at Item 6.

ITEM NO.: 5
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Background papers
None
Appendices:
Appendix 1 – Project Statement
Appendix 2 - Updated Action plan
Report Author:
Tel No:
E-mail:

Jasmine Kassim, Corporate Governance Officer
(020) 8921 5146
jasmine.kassim@royalgreenwich.gov.uk

Reports to:
Tel No:
E-mail:

Gurdeep Sehmi, Corporate Governance Manager
(020) 8921 5134
gurdeep.sehmi@royalgreenwich.gov.uk
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APPENDIX 1
Housing and Anti-Poverty Scrutiny Panel In-Depth Work - Project
Statement
Project Name
Project Sponsor (Chair)
Project Lead Member / Officer

Housing Repairs
Councillor Clive Mardner
Jamie Carswell, Director of Housing and
Community Safety

Date agreed by Chair
1. Purpose of Scrutiny Review / In-depth Work
Due to the number of Member enquiries and resident observations, the
Housing and Anti-Poverty Scrutiny Panel’s 2018-19 work programme includes
a deep dive into Housing Repairs.
Members received an outline presentation at the 25 July meeting that provided
a scope that informs this deep-dive.
The deep-dive will provide an opportunity for Members to understand the
current performance, compare performance to known benchmarks, what we
know about the service from complaints.
2. Specific Objectives
The objectives of the deep-dive are as follows:






Understand Current performance
Understand how RBG compares to other LAs
Understand the number and context of complaints that are received
Receive evidence from residents
Receive evidence from other Social Housing Providers

Outputs:
Notes and papers from the Review

ITEM NO.: 5 (Appendix 1)
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APPENDIX 1
A draft short summary report incorporating key findings, conclusions and
recommendations for consideration by the Overview and Scrutiny Committee.
The final report will detail how any recommendations are to be monitored in
the future which may include an action plan and/or reports to future HAP SP
meetings.

3. Tasks to be Done

The tasks to enable Panel to meet its objectives are as follows:
1.
1.1

Reports
To receive a report that provides a position statement that includes
performance and benchmark information.

1.2

To receive a report dedicated to the number, context and actions taken
to resolve complaints.

2.

Visits
As well as receiving evidence at formal meetings, Members to visit
Birchmere to understand the key processes and meet key staff.

3.

Evidence from Social Housing Providers
Examples of best practice outlined to be gained from other Social
Housing Providers – i.e Charlton Triangle, LB Islington and Lewisham
Homes

4.

Presentations
A presentation from Ad Esse Consulting on possibilities for change.

5.

Conclusion and Recommendations
Prepare a report outlining analysis of evidence received, conclusions
drawn from this together with any recommendations.

ITEM NO.: 5 (Appendix 1)
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APPENDIX 1
4. Proposed Project Group Membership and Roles
A list of the proposed group members and their roles and responsibilities aim to match people to the tasks.
Cllr Clive Mardner, Chair of the Housing and Anti-Poverty Scrutiny panel
Jamie Carswell – Director of Housing and Community Safety
Nilvara Mukerji – Assistant Director, Housing Repairs & Investment
Jasmine Kassim – Corporate Governance Officer to provide Scrutiny Support

5. Resource Implications
Based on the detailed WBS, this should specify resources required, including
amount of staff time for project members and cost implications (if any).
None identified at time of first draft.

ITEM NO.: 5 (Appendix 1)
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APPENDIX 1

6. Timetable

Action

Due Date

1.1 Report

October 2018
Committee Meeting

Housing Repairs Service Position Statement
to include performance and benchmark
information
1.2 Report
Housing Repairs Complaints Position
Statement to include the number, context
and actions taken to resolve complaints
2 Visit to Birchmere
Members to visit Birchmere to understand
the key processes and meet key staff
3 Evidence from Social Housing
Providers
Report outlining examples of best practice
and/or meeting with comparable providers
to discuss working practices.
4 Presentation from Ad Esse
Ad Esse Consulting to discuss opportunities
for change.
5 Conclusions and recommendations
Report outlining analysis of evidence
received, conclusions drawn from this
together with any recommendations.

ITEM NO.: 5 (Appendix 1)

October 2018
Committee Meeting

Date(s) to be agreed
following October
Committee Meeting
December 2018 - dates
for meetings with other
providers to be agreed.

February 2019
Committee Meeting
Date(s) to be agreed
following October
Committee Meeting
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APPENDIX 2
Asset Management Improvement Programme
Action
Section One: Contact Centre
1.
Asset Management agrees and set up service standards with
Contact Centre.
2.
Improve call handling by having all calls dealt with by a single
Contact Centre with single contact number. Integrate Birchmere
team.
3.
Measure repeat repair calls and set target for reduction.
4.
Contact Centre staff must have training / better script to
understand repairs and book appointments and have access to
more specialist expertise.
5.
Contact Centre staff must have easy access to historical
job/property records to avoid duplication of orders - training
issues.
6.
Undertake targeted pre inspections of high risk, complex and high
cost repairs. Raise ordering cost limit threshold to level above
average job cost.
7.
Establish on-line repair ordering.
Section Two: Staff
8.
Introduce regular staff briefings on key issues, including IT updates
and performance stats
9.
Produce/provide formal training and procedure updates on
systems and processes for all staff and place on Intranet
10. Produce process maps for key procedures for staff and place on the
Intranet
11. Asset Management/depot staff vacancies – undertake review of all
job descriptions and person specifications, look at skill levels, and
compare market prices. Introduce market supplements to recruit
to key posts, in particular the Damp team and Property Services
Officers.
12. Develop multi trade operatives so that jobs are completed in one
visit
13. Use caretaking staff to carry out minor repairs

Deadline

Comment

Outstanding

This work was started but not completed. This will be picked up following the Review.

Completed

There is a one-stop-shop number where first time repairs are booked. Staff that joined the
Contact Centre from Asset Management were integrated into the team.

Completed
Completed

Completed

There are liaison meetings between the two departments to discuss operational issues.
Refresher training will be agreed and provided following the upcoming Review.
Staff can access repairs history using V6. Refresher training will be developed.

Completed

Completed

Residents are currently able to complete an online form to book a repair. More
sophisticated options will be explored.

On-going

The AD has recently completed the first round of staff briefings .

On-going
Outstanding

Training completed. 56 of the 75 policy / procedures identified for revision have either been
drafted or completed. Refresher training will be picked up as part of the Review.
This process was started but not completed and will be picked up as part of the Review.

In progress

The Realignment is scheduled to be completed in September 2018

In progress

Providers are being explored who are able to offer multi-trade apprenticeships.

Outstanding

More work is needed to scope out what repairs would be suitable for the caretaking staff to
do. This will be looked into further as part of the Review.
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Action
Section Three: Damp Team
14. Inspect, specify and remedy damp in all backlog cases

Deadline

Comment

On-going

15.

In progress

The original backlog from the review has been dealt with. There are ongoing issues around
resourcing to deal adequately with demand.
Works are being prioritised and funded where appropriate through the Capital Programme.

Prioritise large damp remedial work in Capital programme and
extend Capitalisation of all large damp remedial work
16. Investigate full use of long term solutions to damp such as external
cladding and installation of district heating schemes
Section Four: Communications
17. Produce a Communications Strategy for tenants and Housing
Panels including seasonal information and advice, scheme updates
and performance
18. Produce Gas Servicing publicity and advertise access requirements
and consequences. Website, housing panels, notice boards
19. Establish and roll out Customer Care Charter to include telephone
standards (answering; response times; call backs; call forwarding,
correspondence timescales, repair timescales)
20. Provide caretakers with printed cards to hand to tenants with
information about how to book repairs, train to undertake post
completion inspections of communal repairs
21. Text tenants to confirm order raised/ confirm appointment made/
operative on the way/operative running late
Section Five: Performance Monitoring
22. Introduce an appropriate performance management structure and
process, including KPIs and targets to allow benchmarking, and
agreed basket of indicators for quarterly monitoring to Scrutiny
23. Present quarterly performance report to Scrutiny of agreed KPIs
24. Participate in benchmarking club/s
25. Set target and reduce number of service complaints received
Section Six: Tenant Satisfaction
26. Re- introduce satisfaction survey to go out with repairs receipt; set
up on-line satisfaction survey; establish on-site satisfaction survey
using operatives handheld devices.
27. Where tenants have requested a repair via e mail send back link to
on–line satisfaction survey

In progress

Pilot project for external wall insulation has been scheduled for the 2019/20 Capital
Programme

Completed

Completed
Completed

Outstanding

There is a corporate set of Customer Service Standards which is available on the RBG
website for general correspondence and a Housing Repairs Guide with comprehensive
information on the repair timescales. This will be reviewed.
This action will be revisited as part of the Review.

Partially Completed

Residents receive a text to advise them of the appointment made. They are not advised
whether an operative is late or on their way.

Completed

KPIs have been set up and are currently being reviewed and developed further.

On-going
On-going
On-going

RBG has recently joined HouseMark
All complaints are now logged centrally using Pentana which has allowed RBG to capture
more accurate information. This information will inform learning and service improvement.

Outstanding

This will be picked up in the upcoming Review

Outstanding

This will be picked up in the upcoming Review
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HOUSING AND ANTI-POVERTY
SCRUTINY PANEL

DATE
11 October 2018

ITEM NO
6

TITLE
Corporate Employment and Enterprise
Programmes

WARD(S)
All

CHIEF OFFICER
Assistant Director for Employment and Skills

CABINET MEMBER
Adult’s Social Care, Health &
Anti-Poverty

1.

Purpose of Report

1.1

To update the Housing and Anti-Poverty Scrutiny Panel on progress and key
achievements of the Corporate Employment Projects – Greenwich Local
Labour Programme (GLLP), and the Highways Improvement Local Labour
Schemes (HILLs).

1.2

To note there is a projected underspend of (£2m) and a proposal is being
prepared to support the continuation of the GLLP programme beyond March
2019 in line with Fairness Commission’s recommendation. This will be
subject to formal consideration.

1.3

This could fund an additional 150 FTE placements beyond the 300 FTE, which
the programme will deliver by March 2019.

1.4

The proposal will also include work to support the roll out of Universal
Credit (UC); improve access to apprenticeships opportunities, and support
delivery of wider Fairness Commission Recommendations.

1.5

The Panel is asked to note that resulting efficiencies have already been used
to continue investment in the Council’s E-Business Programme for a further 3
years to 2020.

1.6

The first phase of the E-Business Programme, successfully supported over 700
local SMEs to embrace opportunities created by digital commerce and online
trading. It resulted in over £17 million increased business turnover, over
1,000 jobs safeguarded and over 100 new jobs created in the borough.

ITEM NO.: 6
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2.

Introduction and Summary

2.1

Greenwich Local Labour Programme (GLLP)

2.2

In 2016, the Council’s Medium Term Financial Strategy (MTFS) agreed a
three-year funding package. This included £6.75m to fund the continuation of
the Greenwich Local Labour Programme (GLLP) to deliver 300 full time
equivalent paid supported work placements by 2019.

2.3

This followed the success of the first phase of the programme established in
2013, which over 3 years supported 392 participants. This included 103
apprenticeships ring-fenced and targeted to disadvantaged young residents
leaving care, in supported housing and those out of work for 6 months or
more.

2.4

The primary aim of the GLLP was to support those in poverty or at risk of
falling into poverty by mitigating against the worst effects of government
welfare reforms e.g. the benefit cap and under occupancy. The programme
also provided priority placements for Families 1st (Troubled Families) clients.

2.5

In the second phase the eligibility criteria was expanded to include residents
affected by a broader range of poverty indicators, including the very longterm unemployed 3 years plus, residents on health-related benefits, those at
risk of homeless and older residents.

2.6

As at 31/08/18, phase 2 has delivered 281 opportunities, equivalent to 241
FTE placements – further intakes are due in October and November and the
programme is on track to deliver 300 FTE placements by March 2019.

2.7

Highways Improvement Local Labour Scheme (HILLS)

2.8

Cabinet agreed on 11th December 2013 to allocate £5m funding resources to
support an accelerated programme of repairs and improvements to the
borough’s local roads and pavements.

2.9

Alongside this enhanced programme of road improvements, approximately
£1.1m was allocated to develop a training and local labour component. This
created further employment opportunities for unemployed local residents,
particularly targeted at young people, a key priority target group in the
Council’s Anti-poverty strategy.

2.10 The HILLs programme provides a four-week pre-placement training
programme, which includes a range of accredited training such as
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Construction Safety Certification Scheme (CSCS), Safe Working at Heights,
Street Works Unit 2. On completion of the training, successful participants
secured a placement with the Royal Borough’s highways maintenance
contractor (JB Riney) or the street lighting contractor at the time (Bouygues)
or were placed within a Highways administration role in the council.
2.11 HILLs participants have made a vital contribution to a number of major road
improvement programmes including the Eltham High Streets Improvement.
Future HILLs participants will work on the Plumstead Town Centre
Improvements, which forms part of the Council’s successful “Embrace the
Change” regeneration programme, funded by the Mayor of London’s Good
Growth Fund.
2.12 The HILLs project met and exceeded its targets and 131 streets had
improvement works completed between 2014 and 2017. Over this same
period, the programme trained 112 residents. Of these 91 (82%) moved into
further employment.
2.13 As a legacy of the project, and in recognition of the overall success of HILLs,
the Highways department secured an additional £750k per annum of revenue
funding for the continuation of the scheme. This includes a small amount set
aside to fund participants’ wages.
2.14 Both GLLP and HILLs offer supported paid placements. These are six month
fixed term contracts paid at London Living Wage (currently £10.20 per hour).
3.

Welfare Reform and Referral Partnership

3.1

In early 2013, the Council established a dedicated, multi-disciplinary team to
contact and offer support to households affected by the Total Benefit Cap
and social sector size criteria. The Welfare Reform Team (WRT), includes
GLLaB staff and in the first phase there were JCP employment advisers
working alongside Housing staff. The WRT has a strong focus on helping
individuals on a path to sustainable employment.

3.2

Referral partnerships include Welfare Rights Service; the Point Housing
Options and Support Services (HOSS), which refer residents facing
homelessness to the scheme.

3.3

Since 2013, 1,162 households have had been affected by the Total Benefit Cap
(TBC), the highest weekly cap to date is £312.27 worse off. The WRT has
carried out 760 assessments with TBC affected households. Of those
ITEM NO.: 6

Page 27

assessed, 329 have started employment or long-term training including 174
that completed a GLLP placement.
3.4

To date the WRT have assessed a total of 631 households affected by the
under-occupation charge. Of these, 141 have started employment or longterm training including 96 that completed a GLLP placement.

3.5

The overall onward employment for TBC and under occupancy residents
assisted through GLLP placements is 77% and 73% respectively.

4.

Paid Support Work Experience Placements

4.1.

The majority of GLLP placements are in environmental roles, which include
Waste Operatives; Street Cleansers in town centres, rapid response teams
dedicated to tackling environmental crime; Gardeners and Park-Rangers in
the borough’s parks and open spaces; and Caretakers on Council housing
estates. Providing placements in these roles has meant the Council has been
able to deliver additional public realm enhancements to the
Borough. Placements in administrative roles are hosted across the Council,
including Housing Options and Support Services (HOSS), Planning, the
Contact Centre and Registrars.

4.2.

Voluntary and Community Sector (VCS) placements were added for the
second phase to offer a broader range of placements for economically
inactive residents, such as those on health and disability related benefits for
whom physically demanding roles in the Council’s environmental services
might not be suitable.

4.3.

To date over 60 VCS placements have been hosted by third sector
organisations including: Clockhouse Community Centre, Greenwich Citizens
Advice Bureau, Greenwich Migrant Hub (within Greenwich Housing Rights),
Middle Park Community Centre, The Forum and Volunteer Centre
Greenwich.

4.4.

This has added value to the programme and delivered wider community
benefit. For example, a HER Centre client referred to GLLP was hosted by
Greenwich Migrant Hub within Greenwich Housing Rights. Before the end of
her placement Greenwich Migrant Hub identified some funding to retain the
participant in an admin support role, enabling the service to continue
providing enhanced support to the community.
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4.5.

Childcare Brokerage

4.6.

Because of the targeted nature of the GLLP programme, a large number of
GLLP participants are from large households. Since 2013, out of the 676
placements delivered by GLLP, 223 lone parents have joined the scheme
(representing 33% of all residents joining the scheme), with 66% of these
gaining onward employment. There are a total of 972 children in GLLP
households, contributing to the total of 1,541 residents supported.

4.7.

Both programmes offer a fully comprehensive childcare advice and brokering
service. This ensures that participants get good quality and affordable
childcare so that this does not become a barrier to them starting or
continuing on a placement. It is also key to support smooth transition into
onward employment.

4.8.

Wrap Around Support

4.9.

In addition to paid supported work experience, work-based skills and
experience, the scheme offers:
One-to-one support from dedicated Placement Coordinators in each
service area for GLLP roles

Supported job-searching, interview preparation, vocational and skills
training

Ring-fenced interviews for scheme participants with employers,
negotiated by GLLaB’s job brokerage team

Dedicated childcare support and brokerage service for participants

Working with partners to provide additional support around housing,
debt, mental health and domestic violence

Access a range of training opportunities, e.g. linked to wider GLLaB and
Adult and Community Learning programme to provide opportunities to
upskill and re-train.

5.

GLLP funded Apprenticeships

5.1.

The introduction of the Apprenticeship levy has led to a new approach. The
service has now been brought in house, with the Council directly employing
the apprentices and arranging their training.

5.2.

A key part of the new scheme will be the Greenwich Direct Apprenticeships
Programme. Apprentices recruited through this approach will be employed
directly by the Royal Borough on fixed term placements. The contract term
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will be matched to the duration of their qualification, and graded at Scale1 or
the LLW, whichever is higher.
5.3.

The GLLP scheme is funding placements targeted at new entrants into the
Council who need additional support and typically might not be able to
secure an opportunity in a highly competitive recruitment process. Funding
and new entrant apprenticeships will be ring-fenced to borough residents
recruited through GLLaB.

6.

Onward employment

6.1

GLLP participants are encouraged and supported to apply for onward
employment in a range of organisations. Many are successful at gaining
positions within the Council, with 121 successfully securing onward
employment with the Royal Borough, including within Street Services,
Caretaking and the Contact Centre.

6.2

Although participants’ general preference is to remain with the Council or
their host employer, they are supported with applications and interviews for
a range of roles using their transferable skills. As a result, 193 of GLLP
participants have successfully gained onward employment with external
employers, including Peabody, Scotscape Avante Care as well as specialist
roles in schools and nurseries. Overall, onward employment for the GLLP
cohorts is 69%.

6.3

Similarly, HILLs supported 82% of training and placement completers into
further employment. Jobs secured included within the Council parking and
street lighting teams, Town Centre Handyman and Waste Services and with a
range of external employers including: EM Highways, AEG, Alcatel, Lovell,
Sainsbury’s, NHS, Hyde Housing, Thames Tideway, Network Rail, and Lloyds
TSB. Over 70% of jobs secured were paying at or above London Living
Wage.
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7.

Key Achievements
Headline GLLP achievements between April 2013 and August 2018
676 residents welcomed onto
the scheme so far

69% of participants have secured
onward employment

174 residents were affected by 77% of residents affected by the
the benefit cap
benefit cap have gained onward
employment
95 residents were affected by
the under occupancy charge
(bedroom tax)

74% of residents affected by under
occupancy have gained onward
employment

89 Families First clients have
been recruited

including working age children of
families

Average length of
unemployment of scheme
participants is 6 years

67% of residents previously
unemployed for 5 years or more have
gained onward employment

223 lone parents have joined
the scheme

66% of lone parents have secured
onward employment

972 children are in the
Including participants, apprentices,
households of the participants their partners and children, a total of
supported by GLLP
1,541 residents have been supported
by the scheme.
76 residents claiming health
related benefits began on the
scheme

61% of participants who signed off
ESA to begin GLLP have secured
onward employment since leaving the
scheme

8.

Impact

8.1

The HILLs programme, has successfully delivered very targeted employment
support to young residents; 87 (71%) of programme completers were aged
18-24 years old. A high number of referrals (36%) to the programme come
through The Point and Youth Offending Services (YOS).

8.2

The GLLP scheme was independently evaluated by TANK, who specialise in
assessing the impact made by organisations that deliver key public
services. TANK’s report states that GLLP is “a successful model of
delivering tangible results” and highlights the scheme’s success in breaking
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down long standing barriers to employment, effective joint working,
extremely positive feedback from participants and outcomes that compare
very favourably with other work schemes.
8.3

GLLP has proved particularly effective for the very long-term
unemployed; 240 (46%) of scheme participants were unemployed for 5 years
or more. The average length of unemployment for these residents is 11
years. Of the 207 scheme leavers previously unemployed for 5 years or
more, 139 (67%) have been supported into onward employment.

8.4

Both programmes continue to support and track scheme leavers for 2
years. The latest figures for GLLP reveal that of those who gained onward
employment, 77% were still employed after 24 months. Onward
employment outcomes for HILL participants are also impressive and have
proved the schemes supports those furthest from the labour market into
sustainable employment.

9.

Next Steps

9.1

GLLaB has been able to deliver a number of efficiencies to the programme
following the full integration of GLLP into the service in 2015. This has
enabled scheme participants to take full advantage of the increased range of
training from providers offered through the Council’s Adult and Community
Learning programme, Skills Centres and wider regeneration opportunities.

9.2

Savings have also been made by bringing the payroll function in-house
compared to the additional costs of up to £2k per participant using
Manpower.

9.3

The above savings, has funded a second phase of the Council’s E Business
Support Programme, delivered by South East Enterprise, which has been
successful in supporting businesses to increase turnover, create new jobs and
safeguard existing jobs.

9.4

The scheme could also be expanded further to support the roll out of
Universal Credit (UC) that is taking place this month. UC will have wide
reaching impacts on a number of council departments and further
implications to resident both out of work and those employed in low-paid
jobs. Corporate employment Schemes will be a key feature and offer in the
new UC Support Framework.
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9.5

The continuation of this work will be key to supporting the council’s
commitment and emerging social mobility strategy, which aims to





Help when times are very hard – focusing on those on or under the
absolute poverty line.
Opportunities out of poverty – focusing on those around the Joseph
Roundtree Foundation (JRF) measure of relative poverty (60% of median
incomes) who may just be making ends meet through a mix of
employment and benefits.
Moving on and moving up – focusing on these who may be above
measures of poverty but whose social mobility has stalled.

9.6

The programme will also continue to support the improved access to
apprenticeships opportunities under the new reformed system and wider
Fairness Commission recommendations.

10.

Conclusion

10.1 The key successes of the scheme are the residents with the most complex
needs who have been supported into sustainable employment offering good
quality jobs; as the range of case studies in appendix 1 serves to illustrate.
10.2 These kinds of successes with these cohorts cannot be underestimated. We
cannot forget the startling statistic that was reported by the Parliamentary
Select Committee report on Incapacity Benefit (IB). This stated that
someone on (IB) for more than two years, is more likely to retire or die than
to ever get another job.
10.3 Since the Select Committee report was written, employment support
allowance was introduced in 2008, with assessments based on work capability
instead of personal capability. While the focus on what individuals could
contribute was welcomed, experience was mixed and resulted in a high
number of initial fit for work decisions being overturned at appeal.
10.4 What is clear is that many of the individuals and families supported through
the Council’s corporate employment programmes faced a bleak future.
Through the GLLP and HILL programmes, the fortunes of over 760 residents
who have joined the scheme have been turned around. The schemes have
increased economic and social mobility, positively impacting the whole
household; including participants’ children and partners. The scheme has
benefitted 1,642 disadvantaged residents.
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Background Information
None provided
Appendix


Appendix 1 - Scheme participants’ information

Report Authors:
Tel:
Email:

Michelle Rankin, Assistant Director (Employment and Skills)
020 8921 3906
Michelle.Rankin@royalgreenwich.gov.uk

Tel:
Email:

Nina Dawson, GLLP Delivery Manager
020 8921 2335
Nina.Dawson@royalgreenwich.gov.uk

Reporting to:
Tel:
Email:

Pippa Hack, Director of Regeneration, Enterprise and Skills
020 8921 5519
Pippa.Hack@royalgreenwich.gov.uk

Chief Officer:

Pippa Hack, Director of Regeneration, Enterprise and Skills
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APPENDIX 1

Corporate Employment and Enterprise Programmes
– Scheme participants and their barriers to work
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APPENDIX 1
Appendix - Support for residents with acute barriers to work

This appendix sets out some of the tailored support delivered to participants on the GLLP
scheme to directly address their barriers to work.
The GLLP scheme proactively targets and reaches out to partners who are supporting very
vulnerable residents who are unlikely to ever gain employment, even with the high calibre
support offered on other internal and external schemes.

Lone parents on GLLP
GLLP was set up to assist residents affected by the Welfare Reforms and clients of the
Families First team.
Seventy per cent of households affected by the Total Benefit Cap introduced in 2013 were
lone parents.
As a result, it was imperative that GLLP offered placements that provided holistic support
to tackle the particular barriers faced by lone parents.
To reflect the high priority nature of the lone parent group they represent 41% of residents
recruited to GLLP’s Work Placement Scheme.
GLLP recognises lone parents’ barriers and offers extensive support to the group in order
to prepare them to become ‘work ready’ by the end of the programme:


Childcare: Dedicated childcare brokerage support from Families Information &
Outreach Service (FIOS) to give childcare advice.
 Flexible hours: Lone parents can begin on shifts working 10am to 2pm.
 Financial Support: Lone parents given 16 hour a week shifts to be eligible for
Working Tax Credits and exempt them from the benefit cap.
 Holistic Support and tailored training: Dedicated Placement Coordinators for
one-to-ones identify and address potential employment barriers. 23% of lone
parents within the GLLP programme have never worked/not worked since before
having children.
 Support with accessing other departments and organisations, such as the HER
Centre for participants in domestic abuse situations.
The onward employment rate of lone parents who have finished on the GLLP Work
Placement programme is 67% (130 out of 195 lone parents).
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APPENDIX 1
Long Term unemployed
The average length of unemployment of residents joining the GLLP scheme is 6 years.
However, of the 527 residents supported with GLLP placements, 240 (46%) were previously
unemployed five or more years. Breakdown of successes for long-term unemployed
residents supported on GLLP placements is set out below.

Unemployed between
5 and 9 years
Unemployed over 10
years

Recruited to
GLLP (including
those still in
placement)
114

Completed Onward
GLLP
employment
98

69

Percentage of
leavers into
onward
employment
70%

126

109

70

64%

Less defined barriers
In addition to continue to support long-term unemployed residents, lone parents and older
residents, GLLP has been working with internal and external partners to increase uptake of
vulnerable groups and is jointly undertaking targeted engagement with client types:-

Homeless/risk of Homelessness: WSUP, relevant RBG departments

-

Lone Parents – Engaging with parents at Children’s Centres and attending
HomeStart coffee mornings

-

Health-related benefits – working with Public Health’s champions

-

Victims of Domestic Abuse

The targeted engagement has demonstrated that these groups require a lot of support to
get them ready for a paid placement. Work with residents who have complex needs and
long-term unemployment is ongoing. However, this work to develop clients before starting
placements has resulted in the project financially not meeting the initial budget projections
as the participant wages represent the bulk of the budget.
The GLLP scheme has always had a strong partnership with the HER Centre after it was
revealed that 70% of women on the scheme GLLaB has always had a have partnered with
Domestic Abuse organisations with funding received for match-funded placements to
assist women on their journeys to safe independence:- 5 with the DCLG-funded Complex Needs project by March 2018.
-

36 with the City Bridge funded project with the HER Centre by June 2020.

GLLP works closely with NHS Oxleas mental health teams who are a referral partner to
the scheme, and provide the GLLP team with useful information about the specific barriers
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APPENDIX 1
and advice on what elements of support would be helpful for the shared client. Aside from
these direct referrals It is difficult to quantify how many GLLP participants suffer with their
mental health. Many participants only disclose this to GLLP staff after they have been in
placement for a few months and explain how the placement has begun a journey to
recovery.
Another barrier that has been presented since eligibility was expanded to long-term
unemployed and older residents is the number of older residents who present with
undiagnosed learning disabilities. Through the cooperative arrangements between the
GLLP team and the host service areas, these participants are supported to succeed.
However, without diagnoses it has not been possible to harness the support from
organisations which means that the in-house support has been all the more vital.
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APPENDIX 1

Case Studies of a few residents supported on the Corporate Employment
Schemes

Name

Ms T

GLLP eligibility

TBC

GLLP Role

Park Ranger

Start Date

31/10/2016

Gender:

Female

Age:

34

Ethnicity:

Black British African

Ward

Glyndon (D)

No. of dependents

3

Lone Parent?

☒Yes

☐No

Length of
unemployment

2 years

Onward
employment?

☒Yes

☐No

Brief Case History:
Ms T had been unemployed for two years; she was referred by the Welfare Rights Team
to the GLLP scheme as she was affected by the Total Benefit Cap. Ms T is an ex-offender
which was a barrier for her to get back into employment.
While undertaking a GLLP placement as a Park Ranger, Ms T was supported into onward
employment into a care worker role with Avante Care.

Quote:
“GLLP gave me the confidence to look for further employment. It has helped me back to
work and helped me complete an application and get a job in the care sector with Avante.
Without the support of the GLLP team I would be affected by the benefit cap and have
rent arrears and probably would have lost my home”
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Participants Name:

Mr H

GLLP Role

Gardener

Start Date

31/10/2018

Gender:

Male

Age:

31

Ethnicity:

British - African

Ward

Glyndon (D)

No. of dependents

0

Lone Parent?

☐Yes

☒No

Length of
unemployment

2 years

Onward
employment?

☒Yes

☐No

Brief Case History:
Mr H was 2 years unemployed with unrealistic employment aims, a defensive and negative
manner and very reluctant to join the GLLP programme. Even after being encouraged to
start in a GLLP gardening role, Mr H continued to be dissatisfied.
Within one month of joining, Mr H was thoroughly enjoying his placement and became a
conscientious and reliable participant, always attending appointments and enthusiastically
applying for a range of roles.
Within a few months of beginning his placement Mr H transformed from beng defensive
and suspicious of everyone and is now an engaging, positive individual who now supports
others with job applications.

Quote:
“All you people at GLLP have changed my life and the way I approach things.”

ITEM NO.: 6 (Appendix 1)

Page 48

APPENDIX 1

Name

Mrs M

Eligibility

VCS Role

Start Date
Assistant Chef &
Lunch Club Worker

19th September 2017

Gender:

Female

Age:

54

Ethnicity:

Asian or Asian
British - Other

Ward

Charlton

No. of dependents

3

Lone Parent?

☐Yes

☒No

Length of
unemployment

18 years

Onward
employment?

☒Yes

☐No

5+ years
unemployed

Brief Case History:
Mrs M’s last paid employment as a Community Support Worker ended in March 2000,
after which she committed her time to bringing up her three children. After the length of
unemployment, Mrs M was very anxious about going back to work.
Mrs M begun a VCS placement as an Assistant Chef & Lunch Club Worker with Irish
Community Services in Greenwich.
Her grew throughout the six months. She made new friends, enhanced her social circle
and was very much valued by her colleagues, manager and customers who spoke highly of
her.
Mrs M secured onward employment as a Catering Assistant with Morden College, a
charity which provides care and accommodation for older people, which she began in
April 2018.

Quote:
After 17 years of raising my three children I decided to go back to work but lacked
confidence going back into the workplace. My sister encouraged me to register with
GLLaB and I was booked onto several training courses to meet my needs. My advisor
(Hayri) encouraged me to undertake a six month paid work experience placement which
was the best decision ever. My confidence grew and the continuity of support from the
GLLP team, their encouragement, confidence building, and the help I received with finding
permanent work has been outstanding. They are such caring people who work brilliantly
as a team. I could never have achieved this without them. My life is so much better and I
have lots of confidence. GLLaB gave it all back to me. A BIG THANK YOU!
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Name

Ms L

GLLP eligibility

TBC

GLLP Role

Caretaker

Start Date

31 Oct 2017

Gender:

Female

Age:

32

Ethnicity:

White British

Ward

Plumstead

No. of dependents

4

Lone Parent?

☒Yes

☐No

Length of
unemployment

10 years 5 months

Onward
employment?

☒Yes

☐No

Brief Case History:
Ms L was affected by the benefit cap and was encouraged to join the GLLP by the Welfare
Reform Team and her GLLaB advisor. Ms L had been unemployed for over 10 years but
did not see Environmental roles an appealing employment aim. After some
encouragement, she eventually joined GLLP on a 16 hours per week placement so that
she could claim working tax credit and balance her childcare responsibilities.
Ms L immediately took to her role as a Caretaker from the very beginning and gradually
began to increase her working hours.
With the support provided by GLLP Ms L was successful at application and interview for a
full time permanent RBG caretaker role which she began in May and is still enjoying.

Quote:
When discussing this care study with Ms L, she told her GLLP Placement Coordinator.
“You are my safe person, my go to person and I feel I can discuss anything with you”
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Participants Name:

Mr G

Name

Mr G

Eligibility

Care Leaver, and living
in supported housing

HILLs Placement

Bouygues Street
Lighting

Start Date

January 2015

Gender:

Male

Age:

20

Ethnicity:

White British

Ward

Woolwich Common

No. of dependents

None

Lone Parent?

☐Yes

☒No

Length of
unemployment

3 months

Onward
employment?

☒Yes

☐No

Brief Case History:
Mr G was referred to the scheme by The Point who explained that he was not a regular
engager and would regularly go missing, and have a tendency towards verbal aggression.
When Mr G presented to the HILLs team, despite appearing confidence, he lacked selfesteem and self-worth. Mr G had previously associated with local gangs and was in fear
that these associations would eventually result in him being seriously hurt or that he
would become deeply embroiled within the gang culture. Mr G’s mother was addicted to
drugs and alcohol and was violent towards him as a teenager. Mr G’s father was violent
and had served long prison sentences, Mr G had heard that he had died following an
overdose. Mr G wasn’t in contact with any of his family. Mr G had been placed in a
children’s home as a teenager and went to a school provision within the home but didn’t
achieve any recognised qualifications.
Mr G started the HILL training elements in January 2015 and was provided with support
around housing, money management, clothing and foodbank vouchers, emergency support
scheme funds.
After completing the bootcamp training, Mr G successfully completed a HILLs placement
with Bouygues street lighting department. Mr G went onto gain employment and nearly 4
years after first engaging with GLLaB is still working, currently in a labouring position on
the Lovell’s site at the Connaught Estate in Woolwich.

Quote:
“The HILLs team have supported me a lot through the project which has improved my
life a lot”
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HOUSING AND ANTI-POVERTY
SCRUTINY PANEL
TITLE
Troubled families update, including supporting
adults into work and financial management
CHIEF OFFICERS
Director of Children’s Services

1.

DATE
11 October 2018
WARD (S)
All

ITEM NO
7

CABINET MEMBER
Deputy Leader, Cabinet Member
for Children’s Services and Schools

Decision required
Please note the contents of this report.

1.1

The scrutiny panel is asked to note the developments of the Troubled
Families Programme, in particular the change in the model of delivery and the
performance around supporting adults back into work.

1.2

The scrutiny panel is further asked to note the changes to the delivery of the
National Troubled Families Programme and Families 1st.

2.
2.1

Links to the Royal Greenwich Strategy
This report relates to the following high-level objectives contained within the
Royal Greenwich Strategy:







3.
3.1

Children and Families in need
Social Care and Health
Economic Prosperity and Social Mobility
Education
Housing
Healthy and Safe Living Environment
Purpose of Report and Executive Summary

This report explains the differences in the programme delivery now that the
Early Help reorganisation is complete.
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3.2

This report is to update members on the Early Help service and its
contribution to Phase two of the National Troubled Families Programme,
including supporting adults into employment.

4.

Introduction and Background

4.1

The Families 1st Service led the Council’s response to the National Troubled
Families Programme from its inception in 2011.

4.2

120,000 families were initially identified as families with ‘problems’ i.e. those
causing high cost to local authorities, children were out of education and
adults within families were workless and anti-social behaviour and crime was
prevalent in both adults and young people. Families 1st were successful in
Phase One in turning around 100% (790) of families who were identified as
Troubled Families. Phase One was predominantly data led and required the
families identified to have up to three ‘problems’. The learning from Phase
One informed Phase Two of the programme, which was significantly different.

4.3

The current programme introduced an up-front annual Service
Transformation Grant (approximately £200,000 a year per local authority).
The programme has not mandated a particular way that services should
‘transform’, instead setting out a broad framework (including guidelines in the
Maturity Model). This funding ends in March 2019.

4.4

In Phase One the Ministry of Housing, Communities and Local Government
(MHCLG then then the Department of Communities and Local Government
- DCLG) estimated the average unit cost of intensive family invention was
around £10,000. MHCLG made up to £4,000 available per family (40%) and it
was expected that the Local Authority and local partners would make up the
rest of the investment (£6,000 – 60%).

4.5

Phase Two had a significant reduction in funds per family and was calculated
at £2,200. Funding available in total for Phase Two per family is £1800.
£1000 when a family is attached to the programme and a further £800 is
available per family when all problems have made sustained and significant
progress. All claimed money is being reinvested into family work within the
Early Help service.

4.6

Phase Two of the programme places a greater emphasis on public service
reform, with the intention being that service delivery will be transformed and
there will be cultural shift in the work with families. The objective is that
public services should work in ways that will:
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reduce demand for high cost specialist services
maximise impact
evidence outcomes, and ways of working
Work in a way that achieves significant and sustained change

These are part of the ‘transformation’ agenda for the programme whereby all
services working with families will deliver against the model below.
Identify the
Troubled
Families in
the area at
the front
door.

Undertake
a whole
family
assessment

One family
plan

Lead
professional

Emphasis on
significant and
sustained
progress.

4.7

2018 marks the third year of Phase Two; The national goal of the current
programme is to achieve significant and sustained progress with up to 400,000
families with multiple, high-cost problems by 2020. There is no indication that
the programme will continue to be funded by central government beyond
2020.

4.8

The Troubled Families target for Royal Greenwich is 2780 families with up to
six problem areas. All ‘problem’ areas must have sustained progress made at
the same time, meaning the families are more complex and the outcome
requirements for a payment by result is more rigorous.

4.9

Early Help was reorganised to take into account the programme
requirements and sustain the work into the future. The reorganisation
aligned Families 1st, the Point, the non-statutory functions of the Youth
Offending Service (YOS) and Early Help and created a service with practice
and functions built on the learning from Troubled Families, systemic family
therapy, trauma informed practice and restorative approaches. The Troubled
Families language has changed as the agenda is now part of ‘business as usual’
within Early Help. Since December 2017, every family we will work with
meets the Troubled Families criteria.

4.10 The learning from Families 1st has been integrated into the new Early Help
service. Families 1st demonstrated persistent engagement with families. Out
of the 1128 Claims that have been made so far in Phase 2; 187 were involved
with families 1st which is 16.57% from 2015 to 2017. Furthermore, Families 1st
raised the profile of family intervention across the local authority, boosting
local capacity for family intervention whilst supporting transformation of local
services and systems. One example of this is supporting incorporating Early
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Help assessments into commissioning and children’s centres thus encouraging
whole family support. Families 1st also improved joint working with Job
centre plus and this has all been amalgamated into the Early Help service
allowing for a great emphasis on parental employment whilst recognising
employment alone is not a solution. There has not been an independent
evaluation for Families 1st in particular and to date there has been no formal
analysis published on the extent of any savings from the programme as a
whole.
5.

Early Help Update

5.1

Early Help is within the Children’s Services Directorate and delivers whole
family interventions using a geographically based model. Families are worked
with in one of two parts of Early Help depending on the complexity of their
“problems”. Workers with a range of skills consider the whole family to
meet the needs of the family as a whole and the individual members. The
integration of Early Help services enables networking across the services to
improve outcomes for all age ranges.

5.2

The table below demonstrates the main criteria met by claimed families.

Total families claimed up to July 2018
5.3

3,651 Troubled Families have been engaged and attached which across the
local authority since Phase Two began, of this number Royal Greenwich has
been able to claim for 1,128 (40.57%) of families in total. This gives a clear
picture of the complex nature of both identified Troubled Families and the
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programme requirements; in that there needs to be evidence of all of the
“problems” families have making progress at the same time. Our target to
claim the whole of the PBR funding is 2,780 families. This requires
engagement with approx. 6,000 families in total.
5.4

The Table below shows the benchmarking performance of Royal Greenwich
against other London boroughs. Greenwich Payment by Results claims are
the 2nd best in London as of June 2018

TROUBLED FAMILIES PROGRAMME 2015-2020: Families on the programme and making progress

Local authority

Barking and
Dagenham
Barnet
Bexley
Ealing
Enfield
Greenwich
Hackney
Hammersmith and
Fulham
Haringey
Harrow
Havering
Hillingdon
Hounslow
Islington
Kensington and
Chelsea
Lambeth
Lewisham
Newham
Southwark
Westminster
Total

5.5

Number of families Number of families
Number of families Total claims for
achieved
achieved
Maximum funded
on the programme results up to June
significant and
continuous
families up to 2020
up to June 2018
2018
sustained progress employment up to
up to June 2018
June 2018
2,470

2,347

996

847

149

2,220
1,410
3,010
2,970
2,780
3,510

2,109
1,340
2,817
2,788
2,641
2,950

1,007
613
498
683
1,032
665

969
585
373
164
762
609

38
28
125
519
270
56

1,690

1,606

503

389

114

3,130
1,330
1,450
1,990
2,100
2,630

2,974
1,197
1,126
1,845
1,995
2,115

718
272
668
298
490
547

652
259
620
228
481
419

66
13
48
70
9
128

1,130

1,074

309

232

77

3,480
3,170
4,020
3,340
2,080

3,306
2,617
3,576
3,173
1,976

700
1,374
662
579
492

355
1,318
662
256
325

345
56
0
323
167

45,572

13,106

10,505

2,601

399,960

Capturing data and tracking is critical in assessing the impact for families and
* The table
above includes
Payment
Results
claims data up tooutcomes.
29th June 2018. The
datapresents
for Greater Manchester
includes
claims
therefore
critical
toby the
programme
This
a challenge
due
up to 28th March 2017, before it moved from the Payment by Results framework when the Greater Manchester Reform Investment
to the complexity of families’ problems; the high bar set for success; and the
Fund was established. The data for the 14 Earned Autonomy Areas includes claims up to end of March 2018, before these areas
between
start of an intervention and both achieving and
moved time
from thelag
Payment
by Resultthe
framework.
**Payment by Results data is subject to adjustment to account for MHCLG spot checks
evidencing success.

5.6

Early Help is now delivered using an area based model and the chart below
shows the number of claims per area.
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5.6

The table below sets out the claims per ward. Thamesmead Moorings and
Abbey Wood are the areas with the highest claims.

Total Number of Claims by Ward

120
100

80
60

94,
8%

40
20

28,
2%

56,
5%

70, 69,
6% 6%
37, 23, 34,
3% 2% 3%

59, 64, 54,
6%
45, 5%
5%
4%

0

101,
9%

87,
8%
44,
4%

89, 92,
82,
8% 8%
7%

Total
out…

6.

Parental Employment

6.1

In partnership with Job Centre Plus (JCP) there are two Troubled Families
Employment Advisors (TFEAs) within Early Help who focus on supporting
parents into employment. The TEFAs also share information with our JCP
partners on the Troubled Families programme and ‘think whole family
approach’ and work alongside all Early Help and YOS practitioners to support
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them to have the conversation about progressing to employment with families
as early as possible. Over the programme we have claimed for 917 families
who have entered and sustained work.
6.2

Both Universal Credit and the General Data Protection Regulation (GDPR)
create challenges in terms of capturing outcomes as every family will need to
be referred to Early Help with agreement from JCP for us to be able to
capture the data for these families. These issues are currently being resolved
in partnership with JCP and with MHCLG who are supporting the programme
nationally to ensure this does not impact on the claim numbers.

7.

Cross-Cutting Issues and Implications
Issue

Implications

Legal
including
Human Rights
Act

There are no direct legal or human rights
implications resulting from the
recommendations in the report

Finance and
other
resources
including
procurement
implications

There are no financial implications
resulting from the report. Please note
Troubled Families programme is due to
end in 2020 therefore the Service
Transformation Grant and Payment by
results funding will end.
Royal Greenwich intend to maximise the
funding available from MHCLG via PBR
and the Troubled Families financial
framework.

Equalities

Decision-makers are reminded of the
requirement under the Public Sector
Equality Duty (s149 of the Equality Act
2010) to have due regard to (i) eliminate
unlawful discrimination, harassment,
victimisation and other conduct
prohibited by the Act, (ii) advance
equality of opportunity between people
from different groups, and (iii) foster
good relations between people from
different groups. The decisions
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recommended through this paper could
directly impact on end users.
Please find attached Detail of
Assessment: Early Help Re-organisation
Published 7th July 2017
EIA Children and
Families.pdf

8.

Recommendation
Scrutiny is asked to note and comment on the change to the delivery of the
Troubled Families programme which is now integrated into the day-to-day
business of Early Help and is invited to identify any areas they would like to
be further briefed on.

9.

Background Papers
Greenwich Troubled Families outcomes plan (re-drafted 2017/18).
Financial Framework for the Expanded Troubled Families Programme by
Department for Communities and Local Government (November 2014)’

Report Author:
Tel No.
Email.

Lucinda Hibberd-French, Service Leader (Early Help)
020 8921 4899
Lucinda.hibberd-french@royalgreenwich.gov.uk

Reporting to:
Tel No.
Email.

Audrey Johnson, Interim Assistant Director (Early Help)
020 8921 8766
Audrey.Johnson@royalgreenwich.gov.uk

Chief Officer:
Tel No.
Email.

Florence Kroll, Director of Children’s Services
020 8921 8230
Florence.kroll@royalgreenwich.gov.uk
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HOUSING AND ANTI-POVERTY
SCRUTINY PANEL
TITLE
In-Depth Housing Service Review: Statement
of Intent Report
CHIEF OFFICER
Director of Housing and Safer Communities

DATE
11 October 2018
WARD(S)
All

ITEM NO
8

CABINET MEMBER
Housing

1

Purpose of Report

1.1

Members are asked to note the contents of the report and comment on the
on-going service improvement work of the Housing Repairs Service.

1.2

As part of the Scrutiny Review of the Repairs Service, Members have
requested a report that provides a position statement to include performance
and benchmark information.

1.3

Members have also asked for a report on the number, context and actions
taken to resolve complaint.

1.4

In response to these requests, this report aims to set out the performance
for 2017/18 and Quarter 1 of 2018/19. Where available, benchmarking data
has been included in the report.

1.5

A Project Plan has also been produced, to provide a scope and some key
activities that the Committee may wish to undertake as part of its Scrutiny
Review. This has been provided separately.

2

Background

2.1

Repairs and Investment (R&I) is responsible for the repair and maintenance of
the Royal Borough’s 25,679 Council homes, which include 4,803 leasehold
properties and the service also manages the Housing Capital Programme
which is managed and delivered separately to the core repairs and
maintenance service.

2.2

The Housing Repairs Service is the largest single activity direct customer
service provided through the Housing Revenue Account. In the last year we
completed 65,232 day-to-day repair orders with an annual budget of £10.3M.
The average cost of a repair was £158.39.
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2.3

Day-to-day repairs are defined as responsive internal and communal repairs.
This will typically be gas related repairs, plumbing, carpentry, electrical,
roofing, drainage and plastering jobs to tenanted properties. These jobs are
initiated by the tenant contacting the Council through its call centre,
requesting the repair.

2.4

Works carried out to empty properties to re-let them and gas servicing are
excluded from this report, as are planned maintenance works.

2.5

Day-to-day repairs are delivered primarily through the Council’s direct
labour. Specialist contractors support this work, most notably Erith in the
management of asbestos.

2.6

The repairs service is the single most contact point between Council tenants
and housing services, with repairs typically being a key issue by which
residents assess the housing service. It therefore remains a key priority for
the Council, and not surprisingly, as with most social housing landlords, the
repairs service generates the most correspondence and complaints.

2.7

As part of ensuring that complaints were being properly captured and
monitored, changes were introduced in October 2017 which have resulted in
more robust logging, with higher numbers now being recorded.

2.8

Resident satisfaction is currently measured through an in-house telephone
survey to a relatively small sample of residents. The results of last year’s
sample (6.9%) showed an overall satisfaction rating for the service of 97.4%.

3

Service Improvement Work

3.1

As part of its service improvement programme, some targeted reviews have
been initiated, to deliver some key improvements and changes over the next
6 months, looking at the following areas:


Customer Care & Communications
o Complaints Team Improvement Plan – how complaints are managed
and responded to, and how learning is captured.
o Resident Satisfaction Surveys – looking at how surveys can be
extended to capture greater feedback to help inform service
improvement

ITEM NO.: 8

Page 62



Costs & Efficiency
o Tackling immediate issues around operative mobile working – ensuring
all operatives have functional equipment for mobile working,
o



3.2

Changing how operatives access and use the Council stores – developing
a pilot to move away from the current approach, and free up more
operative time to be spent on site doing jobs, and less back at base.

Learning and Development
o Initial scoping is being undertaken to develop an approach to multiskill training and delivery for operatives, to enable simple jobs
requiring a variety of skills to be undertaken first time.

Customer Care & Communications

3.2.1 Complaints Team Improvement Plan: The Complaints Team are currently
reviewing their processes for managing all correspondence and analysing the
data received from complaints.
3.2.2 The aim of this review is to improve the quality of the responses, the
performance against our KPI’s, and to maximise learning from complaints.
3.2.3 Resident Satisfaction Surveys: Options are being explored for expanding the way
resident satisfaction data is captured to include more channels and greater
numbers of responses.
3.3

Costs & Efficiency

3.3.1 Resource Handheld Tablets: The current system of handheld tablets is outdated,
and there are immediate shortages as ageing equipment has not been replaced
as it has broken down. This is having a negative impact on the service due to
the increased manual and paper administration required.
3.3.2 As an immediate priority, R&I are currently working with ICT to source
replacement devices as a matter of urgency.
3.3.3 Changing how operatives use and access the Council stores: Work has begun on
scoping and developing a pilot with four of our core trades, to increase
efficiency and enable more operative time to be spent on site, carrying out
repairs. This will involve vans being stocked with a determined amount of
supplies relevant to their trades.
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3.3.4 It is anticipated this model will result in greater productivity of operatives and
reduced downtime, as they will be able to complete more jobs without
coming back to the depot to collect supplies.
3.4

Learning & Development

3.4.1 Explore Multi-Skill training and delivery for operatives. Very few of our operatives
are multi-trade. This causes inefficiencies with jobs that require more than
one trade, e.g. carrying out plumbing works in a kitchen, where some
carpentry skills may be needed. In such a case, a plumber would have
sufficient carpentry skills to be able to carry out these associated works,
without being fully qualified as a carpenter.
3.4.2 This work is being developed, and will require suitable training and
assessment services to be procured and delivered.
3.4.3 It is envisaged that the necessary works to assess, train and implement will
take 6 to 9 months to deliver.
4

Performance of the Repairs’ Service

4.1

The day-to-day repairs service completed 65,232 repair orders in 2017-18,
and 13,489 in the first quarter of 2018-19. This equates to 202 orders per
working day last year, and 206 per day this year.

4.2

On average, we complete 3.1 repairs per property per year, and, according to
the most recent benchmarking data available from HouseMark, this places the
Royal Borough of Greenwich among London’s top performers, where 3.2 or
fewer repairs per year represents London Top Quartile (LTQ) performance.

4.3

Urgent Repairs

4.3.1 This indicator measures performance in completing a prescribed list of urgent
repairs within defined time limits - between 1-5 working days. An example is
the partial loss of electric supply – remedy within three working days.
4.3.2 To provide a service designed around customer needs, the Royal Borough
allows tenants to request repair appointment times outside of these limits, to
suit their availability to be at home.
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4.3.3 We had previously been unable to exclude these orders from our reporting
on urgent repairs, and had been counting them as performance failures up
until March 2018.
4.3.4 We have now re-written our report parameters for 2018-19, and can now
report that 93% of urgent orders were completed on time in Q1 2018-19.
4.3.5 No benchmarking data is available at this time for this indicator.
4.4

Non-urgent Repairs

4.4.1 This indicator measures performance in completing all other non-urgent
minor repairs, where the time limit is 20 working days.
4.4.2 89% of non-urgent repairs were completed within target timescales in 201718, compared to 90% in Quarter 1 this year.
4.4.3 No benchmarking data is available at this time for this indicator.
4.5

Customer Satisfaction

4.5.1 Our current approach to measuring resident satisfaction is to conduct inhouse telephone surveys on a 10% (target) sample of households that have
recently had responsive repairs completed.
4.5.2 In 2017/18 the R&I team conducted 3,622 telephone surveys which is roughly
a 6.9% sample rate. This has remained consistent for Quarter 1 2018/19, with
922 surveys at a sample rate of 6.9%.
4.5.3 It is typically standard to measure satisfaction against a 10% sample of
residents, however many organisations have moved away from relying solely
on internal surveys.
4.5.4 A best practice methodology is a mixed strategy that includes external
providers such as independent market research companies that adhere strictly
to their obligations under the General Data Protection Regulation (GDPR).
4.5.5 Such an approach would also offer a variety of channels with which to engage
with residents such as text, online & phone.
4.5.6 Lastly, updating the way we collect this data will allow us to benchmark
against similar housing providers.
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4.6

HouseMark Benchmarking

4.6.1 HouseMark is one of the UK housing sector’s largest membership
organisations. The benchmarking data provided in this report is anonymised
and is based on data submitted by 20 London Boroughs and ALMOs.
4.6.2 Information on the following indicators is available;




Average Days Waiting – Measures the average number of days taken to
complete a non-urgent repair
Right First Time – Measures what proportion of repairs are completed in a
single visit
Appointments Kept – An appointment is deemed to have been kept if the
operative arrives within the specific time slot given to the resident. An
appointment is deemed to be kept if no access is provided by the
resident

4.6.3 The table below shows how RBG compares against HouseMark’s London Top
Quartile (the best performers), the London Average, and the 4th Quartile (the
bottom 25%).
Royal
HouseMar
Borough of
k Top
Greenwich Quartile
Average Days
Waiting For Repair
Right First Time
Appointments Kept

7.43
91.21%
92.95%

5.50
95.20%
97.28%

HouseMar
k Average

HouseMar
k 4th
Quartile

7.47
90.60%
95.84%

10.03
87.94%
93.39%

4.7 Average Days
4.7.1 The average number of days that tenants had to wait to have a repair carried
out was 7.43 days during 2017-18, and 6.70 days during the first quarter of
this year.
4.7.2 HouseMark’s 2017-18 top quartile performance for this measure is 5.5 days.
Our performance was just above the average of 7.47 days, placing the Royal
Borough in the 2nd quartile for London during 2017-18.
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4.8

Right First Time

4.8.1 This indicator is considered a measure of how accurately the repair was
diagnosed by the person taking the report of the repair. It can also tell us
whether our operatives are carrying the right stock on their vehicles to carry
out their day-to-day tasks, without having to leave the tenants home to
source parts or materials.
4.8.2 HouseMark’s London top quartile for this indicator is 95.2% of orders
completed at the first visit. In 2017/18, 91% of repairs were completed in a
single visit, which places Royal Greenwich’s performance in the 2nd quartile
(i.e. above the average for London, which was 90.6%).
4.8.3 The performance for Q1 2018/19 has fallen to 84%. Upon investigation, this
drop in performance has been affected by a shortage of hand-held devices for
our operatives, many of which now need to be replaced after 4 years’ use.
4.8.4 Accurate reporting of this indicator relies on operatives closing the task on
their hand-held device to register a ‘right first time’ repair.R&I are currently
working with ICT to source replacement devices as a matter of urgency.
4.9

Appointments Kept

4.9.1 92.9% of our responsive (but not emergency) repairs appointments were kept
in 2017/18 against a target of 92%. The performance for Quarter 1 has
remained consistent at 92.9% against the same target.
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4.9.2 It is noted that according to House Mark’s benchmarking data; the best
performers in London keep 97.28% or more of the repair appointments that
they make.
4.9.3 The Royal Borough’s 2017-18 performance of 92.9% puts us in the 4th
(bottom) quartile for London, which is 93.39% or worse.
4.10

Damp

4.10.1 139 new cases of damp were reported in Q1 of 2018-19. This compares to
110 in the same period last year.
4.10.2 Whilst the Q1 numbers when compared to the previous year show a rise,
the proportion of stock reporting damp and the number of households with
children living with damp continue to fall:


The overall proportion of stock reporting damp has fallen from 1.69%
to 1.35% in the last 12 months.



The number of households with young children living in damp
conditions has fallen from 57 to 53 over the same period. This remains
a key priority for the service and will continue to be monitored closely.

5

Complaints

5.1

Background

5.1.1

Repairs & Investment has a dedicated Complaints Team that manages
correspondence received relating to the service and co-ordinate responses.
This includes general enquiries, casework (Councillor and MP enquiries,
FOI’s and ROA, data protection enquiries), formal Complaints at Stage 1 and
2, and correspondence received from the Housing Ombudsman.

5.1.2 The number of items of correspondence received by Repairs & Investment is
the highest in the directorate, which is not uncommon with other social
housing providers. In the period from April to June 2018 (Q1) a total of 796
items of correspondence have been received, which is an average of 11 per
day.
5.1.3 Changes were introduced in October 2017 to allow more robust logging of
formal complaints. This has resulted in a reduction in general enquires but an
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increase in the number of Stage1 Complaints, with more issues now being
picked up.
5.1.4 Customer Care & Complaints is a key focus for Repairs & Investment and
work has begun on an Action Plan to improve on our current performance,
and how we deal with complaints, including the quality of written responses.
5.2

Performance

5.2.1 The table below shows the different categories of correspondence received.
Casework and formal complaints are logged and managed on the corporate,
web-based, management software, Pentana (formally Co-valent).
2017/18
% of total 2018/19 - Q1 % of total
Stage 1
389
12%
175
22%
Stage 2
49
1%
21
3%
Ombudsman casework
37
1%
8
1%
*Casework
1307
40%
407
51%
Compliments
67
2%
20
3%
General Correspondence
1459
44%
165
21%
Total
3308
100%
796
100%
*Casework includes Councillor and MP enquiries, FOI’s and ROA, data protection
enquiries
5.2.2 In 2017/18 we received 37 pieces of casework from the Ombudsman of
which 4 were official enquiries. Of the 4, three were upheld and one was not
upheld.
5.2.3 Only casework and formal complaints have been counted in the table below
which shows the ratio of casework and complaints received, relative to the
number of repairs completed in the first quarter of 2018/19.
2018/19 - Q1 % against total
completed
repairs
Repairs Completed
13,445
Formal Complaints
204
1.52%
Casework
407
3.03%

ITEM NO.: 8

Page 69

5.2.4 The table below show the volume of casework and complaints received
broken down by each service area. As would be expected, most complaints
that are received relate to Occupied Repairs as they carry out the responsive
repairs.

998
230
192

% (of
total)
56%
13%
11%

2018/19
– Q1
325
65
74

% (of
total)
59%
12%
13%

147

8%

30

5%

73
72
37
33
1,782

4%
4%
2%
2%
100%

13
27
8
9
551

2%
5%
1%
2%
100%

2017/18
Occupied Repairs
Planned Works
Damp Team
Engineering
Services
Complaints Team
Capital Works
External Works
Voids
Total

5.2.5 Complaints have been categorised as being for the Complaints Team when it
is deemed that they are responsible for the response, for example all
Ombudsman enquiries. It does not reflect the number of complaints that have
been made about the team.
5.2.6 Work is underway to improve the way that complaints are monitored to
provide us with accurate information about trends in the performance of our
service.
5.2.7 There has been a slight increase in the proportion of complaints about our
Damp service. There are ongoing issues around the resourcing of the team
which will be explored further as part of the review.
5.2.8 Disrepair cases brought against the Council under Section 11 of the
Landlords and Tenants Act 1985 and Section 82 Environmental Protection
Act 1990 have seen a steady increase during the last 15 months. This is due
to the claims management industry increasingly targeting Council housing
tenants with aggressive marketing tactics, encouraging them to make claims
which are then sold on to law firms. Our response to disrepair claims
requires an integrated approach, involving case managers, the repairs team,
legal services and in some occasions, insurers. A targeted review of how we
manage claims more effectively, including approaches to tackling ‘no win no
fee’ lawyers will be undertaken in the coming weeks.
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5.2.9 The table below shows the number of disrepair claims received. A total of 65
claims were received in 2017/18 compared to 22 in Q1- 2018/19. This is
compared to just 24 cases received in the whole of 2016/17 – See also
Appendix B.
12
10
8

Disrepair Claims
Received

6

Claims Received
2017/18

4

Claims Received
2018/19

2
0
Apr May

Jun

Jul

Aug

Sep

Oct

Nov

Dec

Jan

Feb

Mar

6

Performance

6.1

Repairs & Investment has nine performance indicators that measure the
timeliness of responses to all types of correspondence received by the
service.

6.2

The performance for 2017/18 and Quarter 1 of 2018/19 can be seen on the
previous table.

6.3

Performance is measured against the targets set out in the Council’s
Corporate Complaints procedures. The Complaints Team regularly underperform against these targets.

6.4

The Complaints Improvement Plan aims to address these failings and improve
on our current performance

7

Complaints’ Improvement Plan

7.1

The Repairs & Investment Complaints Team are currently reviewing their
processes for managing correspondence and analysing data, the aims of the
review is to:
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7.2

Improve performance of the KPI’s for responding to casework and
complaints.
Reduce the number of complaints that are escalated via the formal
complaint procedure.
Introduce improved staff training to enable the team provide credible,
concise and clear written responses to complaints.
Improve the processes for recording complaints and collecting
performance data.
Develop relationships and clear lines of communication with the service
areas.
Introduce a learning log to identify any trends or learning and any
practice changes to improve future performance.
Compare performance with other housing repairs providers via
HouseMark or the Association for Public Service Excellence (APSE).

High Level Action Plan

Action
Introduce regular case review meetings with service managers

Due Date
31-Aug-18

Cross departmental case reviews for formal complaints and
Ombudsmen cases

31-Aug-18

Review allocation process/templates for complaints
Amend communications log to reflect performance
data/Learning required

30-Oct-18
30-Oct-18

Develop performance data and monthly reports for SMT to
promote learning from complaints

30-Oct-18

Finalise complaints team procedures and guidance
Implement new procedures including complaints allocation
process

30-Nov-18
01-Dec-18

Introduce a complaints staff training and development plan

31-Dec-18

Join Benchmarking organisation and share performance data

31-Dec-18

Action

Due Date

Targets
Reduce the backlog of outstanding complaints
Reduce the number of late complaints
Reduce the number of repeated/ escalated complaints

Due Date
31-Dec-18
31-Dec-18
31-Mar-19
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Background Papers
None provided.
Appendices
Appendix A – Repairs Performance Indicators
Appendix B – Repairs and Investment Correspondence Performance Indicators
Report Authors: Anne Cruickshank, Performance Monitoring & Development
Manager
Tel No.:
(020) 8921 6162
Email:
anne.cruickshank@royalgreenwich.gov.uk
Joe Williams, Quality & Monitoring Officer
(020) 8921 5624
joe.williams@royalgreenwich.gov.uk
Reporting to:
Tel No.:
Email:

Nilavra Mukerji, Interim Assistant Director, Repairs & Investment
(020) 8921 4306
nilavra.mukerji@royalgreenwich.gov.uk

Chief Officer:
Tel No.:
Email:

Jamie Carswell, Director of Housing & Safer Community
(020) 8921 8291
jamie.carswell@royalgreenwich.gov.uk
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2017/18

2018-19

Repairs Performance Indicators
Trend

Year
End
Outturn

Annual
Target

Apr-18

May-18

Jun-18

9.24

10

8.22

7.88

8.79

High/
Low

Quarter
1

Annual
Target

Aim to
Minimise

8.30

10

Code

Indicator Name

DHSCREP*
202

Average in days taken to complete
non-urgent repairs

DHSCREP*
207

% of non-urgent repairs completed in
target time

89.07%

90%

89.55%

90.72%

89.10%

Aim to
Maximise

89.78%

90%

DHSCREP*
213

% of responsive (but not emergency)
repairs for which appointments made
and kept

92.95%

92%

92.96%

93.34%

92.44%

Aim to
Maximise

92.93%

92%

DHSCREP*
216

% of properties with gas serviced
within the last 12 months (Snap Shot)

99.85%

100%

99.73%

99.85%

99.91%

Aim to
Maximise

99.91%

100%

DHSCREP*
221

% of residents satisfaction with
completed repairs

97.38%

98%

97.07%

96.49%

98.33%

Aim to
Maximise

97.79%

98%

DHSCREP*
223

% Repairs completed at first visit

91.21%

92%

92.41%

83.88%

75.62%

Aim to
Maximise

83.99%

92%

DHSCREP*
228

% of rent loss due to void properties

1.65%

1.10%

0.73%

Aim to
Minimise

0.73%

0.85%

DHSCREP*
229

Average time taken to re-let local
authority housing

39.03

21

37.03

46.07

34.03

Aim to
Minimise

39.20

25

DHSCREP*
236

% of Fire Risk Assessments completed
within last 12 months - High Rise
Blocks

New

New

100%

100%

100%

Aim to
Maximise

100%

100%
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Key
Greater than 5% outside of target
Within 0.01% variance of target
Meets or exceeds target
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Quarter 1/Annually

2017-18 Performance
Code

Indicator Name

Year
end Out
turn

Annual
Target
2017/18

Cumulative 2018/19

Apr-18

May-18

Jun-18

Trend
Compared
to Last
Month/Qtr

High/
Low

Performance
YTD

Annual
Target

Repairs and Investment Correspondence
DHSCREP*01
6
DHSCREP*01
7
DHSCREP*01
8
DHSCREP*01
9

DHSCREP*02
0
DHSCREP~0
21
DHSCREP~0
22
DHSCREP*02
3
DHSCREP~0
24

% Stage 1 Complaints
Responded in 15 working
days
% of stage 2 complaints
responded in 20 working
days
% Councillors enquiries
responded in 10 working
days
% of Pre-Ombudsman
enquiries responded
within Ombudsman
deadline
% of Full-Ombudsman
enquiries responded
within Ombudsman
deadline
% MP enquiries
responded in 10 working
days
% Leaders enquiries
responded in 5 working
day
% of Freedom of
Information responded in
20 working days
% of correspondence
responded to within 10
days
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Key
Greater than 5% outside of target
Within 0.01% variance of target
Meets or exceeds target

71.97%

97.00%

83.33%

94.34%

83.10%

Aim to
Maximise

87.50%

97.00%

55.00%

95.00%

-

33.33%

50.00%

Aim to
Maximise

43.75%

95.00%

90.24%

100.00%

100%

100%

100%

Aim to
Maximise

91.46%

100.00%

68.97%

100.00%

-

50.00%

-

Aim to
Maximise

50.00%

100.00%

100.00%

100.00%

-

-

-

Aim to
Maximise

0.00%

100.00%

82.98%

100.00%

100%

97.83%

92.31%

Aim to
Maximise

95.92%

100.00%

90.43%

100.00%

100%

90.91%

88.89%

Aim to
Maximise

90.32%

100.00%

69.49%

100.00%

100%

25.00%

33.33%

Aim to
Maximise

55.56%

100.00%

92.46%

100.00%

85.71%

93.75%

92.86%

Aim to
Maximise

92.20%

100.00%
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Traffic
Light
(progress
towards
target)

