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Welcome to Cheshire West and Chester Housing
Services Annual Report 2010-11
Going forward together
Welcome to our Annual Report to you, our customers. This report
covers our promises and performance from last year (April 2010 to
March 2011) and also sets out our plans for the current year (which
means that some are already underway, or may have been completed).

Ted Lloyd, Chair of NEPTRO

The report is broken down into the five national
standards set by our regulator, the Tenant Services
Authority (TSA):

Tenant Involvement and Empowerment
We are keen to share with you how our services have improved over
the past 12 months and tell you about our exciting plans for the future.
We hope this report gives an open and honest view about how well we
are performing and where we still need to improve.
To give you a better idea of how well we are doing, we have compared
our performance against other landlords in the North West region using
a service called Housemark (this is called Benchmarking). In doing this
we have set ourselves challenging targets as our aim is to become a
top-performing organisation over the next three years.

Your Home

Your Tenancy

Neighbourhoods and Communities

Value for money

Going Forward - Together!
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“

It’s our community and it’s
good to be involved
- Janice Turley

”

This report has been jointly produced with a group of customers who
kindly gave their time to review the content and layout to make sure it
meets the diverse needs of all of our customers and is endorsed by the
Neston and Ellesmere Port Tenants’ and Residents’ Organisation (NEPTRO).

“

I’m proud to be involved with this –
I’ve lived here for 50 years and have seen
the area change and develop
- Eddie Grayson

”

Our Editorial Team wanted lots of colour,
photos, easy to read information, and
printed on recycled paper.

We have also looked at a report produced by the 4 National Tenant
Organisations (NTO’s) who reviewed 257 Annual Reports and identiﬁed
examples of good practice and areas for improvement from annual
reports published last year by Councils, Housing Associations and
ALMO’s (Arms Length Management Organisations).
We hope that you enjoy reading the report as much as we have
enjoyed creating it and we welcome your feedback. If you would like to
give us any comments or suggestions for improvement, please contact
our Resident Involvement team on: 0151 356-6938.
Ted Lloyd
Chair of NEPTRO

Our Editorial Team - Ted Lloyd, Eddie Grayson, Mike Mountain, Janice Turley

Going Forward - Together!
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Future proposals for the Housing
Management Service
Consultation Process
Towards the end of 2010 the Council consulted all tenants and
leaseholders about how the housing management service could be
run in the future.

In April 2011, an advert was placed inviting agencies to put forward
proposals for managing the service for a 5 year contract period, with a
starting date of July 2012.

The Council believes that the quality of the housing management
service would be improved considerably by appointing a top class
housing organisation to run the service. In this way the council hopes it
can achieve its ambition of becoming a top performer in all key aspects
of the service, including rent collection, dealing with anti-social
behaviour, undertaking repairs and maintenance , improving tenant
satisfaction and becoming a “three star” organisation.

NEPTRO has set up a panel of tenants and leaseholders (called the Tenant
and Leaseholders Procurement Sub-Group, TLPSG), which is fully involved
in selecting the new housing contractor and has already helped to design
the questions, select a short list of organisations and drawn up a
speciﬁcation for the service to be provided. The TLPSG members will also
be involved in going on site visits to see for themselves the quality of
service provided and interviewing each of the shortlisted organisations.

NEPTRO was involved in agreeing the wording of the consultation
leaﬂet and question and answer information that was sent to all tenants
and leaseholders. The Council discussed the results of the consultation
exercise at the end of 2010 and agreed in February 2011 to look for a
new housing organisation to take over the running of the service.

Going Forward - Together!

This is a lengthy exercise that will continue into 2012 when a ﬁnal
decision will be made by the council, probably at the end of March. We
will be keeping you up to date on progress in a series of brieﬁngs and
articles in Open Door magazine.
David Green - Interim Director of Housing
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Getting Involved
The growth in resident involvement this year has been excellent and we have made a lot of progress in getting more people involved in having a say
about our services, but we recognise there is still more to do. We would like to say a very big THANk YOu to everyone who gives up their time and
makes such a valuable contribution to how we develop and continuously improve services to place customers at the heart of all we do.
Residents on a visit to
the Rossﬁeld Road Depot

Last year we:

This year we will:

• Developed, consulted on and published our Local oﬀers
and worked with NEPTRO to develop our Service
Standards to reﬂect residents priorities

• Continue to work with NEPTRO to increase the numbers of residents
involved in the scrutiny of our services by monitoring and
challenging performance to make sure we achieve high standards

• Agreed with NEPTRO arrangements for residents to
monitor how well we are performing (this is called scrutiny)

• Hold a Tenants and Leaseholders Conference to review and agree a
new resident involvement structure and menu of opportunities for
involvement

• Introduced new ways for residents to monitor the quality
and eﬀectiveness of our services; including Mystery
Shoppers, Empty Property
Inspectors and Service
Improvement Panels (SIP’s)
• Established a Tenants and
Leaseholders Procurement
Sub-Group (TLPSG) to be
involved in all stages of the
Housing Services Management
Out-sourcing contract

• Recruit and train a team of resident Customer Service Inspectors
(CSI’s) to review our services and make recommendations for
improvement
• Complete two full CSI service reviews (Empty Properties and
Complaints) and report the ﬁndings
• Establish an Resident’s Editorial team to review Open Door magazine
and other published communications
• Invite residents to attend national housing and tenant involvement
conferences and events
• Recruit more Mystery Shoppers to check the quality of our services
against agreed service standards

Going Forward - Together!
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Developing our Services with you
Customer Service Inspectors (CSI)

Involving our residents in the development and improvement of our
services is one of our most important objectives. We want to make sure
that everybody has the opportunity to take part in involvement
activities at a time and in a way that suits them and those who get
involved are representative of all the diﬀerent types of customers so
that everyone’s voice is heard. We want to make sure that when you get
involved, we make changes as a result and we tell you about how
services have been improved.
We can oﬀer a wide range of ways for you to get involved and hope that
you will ﬁnd at least one of these that appeals to you. For further
information, please contact our Resident Involvement Team on:
0151 356 6938 for a friendly chat.

Satisfaction with views being
taken into account
2008 %

2011 %

57.60

76.46

Status Survey 2008 (Oct)
Local Oﬀer Consultation 2011 (March) based on 787 responses

Going Forward - Together!

Satisfaction with
overall service
2008 %

2011 %

78.60

89.96

Residents and staﬀ at the Tenants’ Conference in Blackpool
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Complaints and Customer Service
Complaints give us a fantastic opportunity to improve services. Getting our services right first time, to the standard and
quality agreed with you, our customer, is really important to us. We recognise that one of the best ways for us to find out
how well our services are being delivered is by using feedback from the people who receive them. We also want to hear from
you when we have got things right and also hear about your ideas for improving services.

Last year we:
• Introduced a new complaints system to record and track complaints
more eﬀectively
• Introduced a set of service standards with timescales for responding
to complaints
• Designed and published a new Complaints leaﬂet
• Joined a benchmarking group (Housemark) to help us measure how
well we are performing in responding to complaints compared to
other landlords
• Started to log the types of complaints we are receiving by service area
• Invited residents to sit on Complaints Panels for all complaints at
Appeal stage

Last year we received 31 compliments on our services

This year we will:
• Recruit a Performance Oﬃcer,
with designated responsibility for
complaints
• Conduct a full review of Complaints by
our Customer Service Inspectors (CSI’s)
• Review the ways in which we collect feedback from
customer surveys

Our Customer
Services Team at
main reception,
Civic Way

• Learn from complaints and publish how services have been
improved as a result of customer feedback in Open Door, in our
reception areas and on the website
• Recruit and train more residents to sit on Complaint Panels
• Train all staﬀ to ensure they all have a common understanding of
how to deal with complaints
• Introduce a Compensation Policy, in consultation with our customers

Going Forward - Together!
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What did residents complain about?
Service Area

Number of
Complaints Received

Regeneration

38

7%

Housing Support Services

7

1%

Anti-Social Behaviour (ASB)

34

7%

Home Ownership and Leasehold Services

9

2%

Repairs and Maintenance

160

32%

Staﬀ and Customer Services

10

2%

Service Area

Number of
Complaints Received

Allocations

119

24%

Other

41

8%

Estate Services

60

12%

Tenant Rents and Service Charges

8

1%

Tenancy Management

19

4%

Total number of
complaints

505
Going Forward - Together!
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Customers seen within 10
minutes at reception

94%
Phone calls answered
within 5 rings

89%

Customer Service
How did we respond to complaints?

We are working hard to deliver an excellent level of customer service to
you. There are a number of ways available for you to make contact with
us, including visiting our oﬃce, telephoning, by e-mail or in writing and
this year we will be working with customers to improve our website.

Complainants satisfied with the outcome
of their complaint

58%
Complainants satisfied
with the process

79%
Complaints responded to
within 10 working days

96%

This year we are looking to introduce text
messages, facebook and twitter as new
ways to keep in touch with you.

Going Forward - Together!
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Equality and Diversity
Equality is about making sure people are
treated fairly and given fair chances; it is
not about treating everybody in the same
way, but it recognises that their individual
needs are met in diﬀerent ways. Diversity is
about recognising and valuing individual diﬀerence, in
order to make our communities a better place to live and work.
Equality and Diversity values should be embedded in all we do - our
customers come from all walks of life and backgrounds and we
are committed to making sure we do our very best to meet
the needs of everybody and that access, services and
opportunities are equal by using our knowledge of the
needs of our diﬀerent communities.

The council has a new "Gateway to Work" scheme,
which gives people with a disability the chance to update
their work experience for at least 3 hours a week, in a Cheshire
West and Chester department for a minimum period of 9 months.
Daniel Sherry (pictured) is currently employed in housing as part
of the scheme

Going Forward - Together!

We must demonstrate that we understand the diﬀerent needs of
residents and work to prevent discrimination around the 9
‘protected characteristics’, introduced in the Equality Act in
October 2010, which are:

• Age
• Disability
• Gender reassignment
• Marriage and civil partnership
• Pregnancy and maternity
• Race (including ethnic or national
origins, colour and nationality)
• Religion or belief
• Sex
• Sexual orientation

Involvement & Empowerment Standard - Equality and Diversity
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David Green delivers a winter
warmth bag to a resident

Case Studies
Case Study 1 - Using the customer details held on our computer
system we were able to target vulnerable tenants aged over 60 who
lived in our properties with the lowest Energy Rated Properties. We
then arranged for the Our Place Team, Community Safety Wardens,
Community staﬀ and street pastors to deliver winter warmth bags
containing gloves, hats, torches and teabags. The Housing Team held a
dedicated 'Stay Warm' day which saw 350 bags delivered on the same
day to our elderly and vulnerable residents that had been identiﬁed by
our customer proﬁle forms.

It’s All About You - Shaping our
services to meet your needs

Percentage of our tenants have returned an
“All About You” customer profiling form

73%

Ethnic Background
96% of our tenants are of a white British
background. 1% white Irish, 1% white other and
2% preferred not to say

Each recipient was also asked if they would like any further advice on
home energy eﬃciency.
Case Study 2 - On our customer proﬁle forms we ask whether a
resident has any hearing or mobility diﬃculties. If they have, then we
keep a note of that on our system and if any of our staﬀ call they know
that they may need to wait longer for that resident to come to the door.
Case Study 3 - We provide magnifying sheets for any residents who
have sight problems, which has proven very popular with our
customers. Our Editorial panel thought it was a great idea.

Percentage of our tenants consider
themselves to have a disability

Disability

21%
Percentage of male and
females tenants
Male

Female

38%

62%
Going Forward - Together!
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Repairing Your Home
We know that keeping your home in a good state of repair is one of the most important things we do and we feel this is an area where we have made
real progress over the past year and we are looking forward to working with customers to make further improvements to the service. Our Repairs
team carried out 21,218 repairs in 2010/11 (this includes bringing 397 empty properties up to the agreed standard before re-let to new tenants).

Last year we:
• Created a multi-skilled workforce capable of completing the majority of
repairs in one visit
• Introduced Opti-time appointment system for all responsive repairs
• Ensured 100% of properties have a valid landlord’s gas safety certiﬁcate

Percentage of gas servicing achieved
for 12 continuous months.

100%

• Established a Repairs Service Improvement Panel (SIP) with residents to
monitor performance and improve services

This year we will:
• Continue to provide tenants with enhanced services at competitive rates
• Introduce a comprehensive trading account providing evidence of value for
money in service delivery
• Employ 4 local trade apprentices to ensure we are best positioned to carry
on with the delivery of front line services in the future.
• Introduce a remote mobile working solution which will enable our
workforce to receive and update repair jobs when out on site and increase
levels of eﬃciency and customer satisfaction

Going Forward - Together!

keeping you safe in your home is very important
to us. That is why every year we complete an
annual gas safety check in your home. We
managed to visit every tenant last year to
complete this check and will be working hard
again this year to match this performance, but it
is equally important for you to make sure you let
us into your home to complete the check.
A GAS SAFETY CHECk CAN SAVE LIVES.

The Home Standard - Repairing Your Home
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Opti-Time Staﬀ

4 new apprentices started with the
Repairs and Maintenance unit in
September. Pictured left to right are Sean
Green and Chris Povey, apprentice
plumbers and Steve Webb and Mathew
Tyson, apprentice electricians.

Opti time is an appointment scheduling and workforce
management tool. We went live in September 2010. Through the
use of this system the increase in performance has been immediate.
•
•
•
•

Appointments kept 21.6% to 98.76%
Routine Repairs completed from 72.54% to 94.19%
urgent repairs completed from 85.34% to 93.62%
Emergency repairs completed from 93.12% to 95.85%.

We are now able to give residents a clear idea of when their
appointments have been arranged. Instead of simply indicating
that an operative will be with you either AM or PM on any working
day within the target date we can now tell you someone is coming
to see you on a particular day and time slot, e.g. morning,
afternoon, all day, avoid school run. In addition, through the use
of OPTI-TIME, we send a text message confirming the
appointment and a reminder the day before, helping to ensure
that you are in when the operative visits.

Waste Recycling Unit

Recycling
When doors and windows are replaced on
properties the old ones are now separated
and the materials recycled. This means the
glass is taken out of the frame and put into
one skip and the frame put in another.
The recycled materials are then sold, and the
money goes towards increasing our repairs budget.
This process happens for all materials now collected including the kitchen
and bathroom replacement programme. Where furniture is left in empty
properties this is now stored and a local charity drops in every few weeks,
when they collect any suitable items for re-use.

Going Forward - Together!
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Improving Your Home
One of the ways in which we make the best use of the money available to us is to ensure that we get the balance right between ‘planned’
maintenance and ‘day-to-day’ repairs. It is almost always more cost eﬀective to carry out planned repairs and maintenance rather than responding
to individual repair requests. Last year we spent 70% of our repairs and maintenance budget on planned maintenance and improvements.

The Government has proposed ways to change the way in which council rents
are used to subsidise other councils (almost half of the rent you pay goes to the
government to subsidise other councils) and to let us keep all the rent we
collect in return for a larger part of the national housing debt. This is called “selfﬁnancing”. We hope that this will enable us to improve the quality of the homes
we provide to you in the future. Although the proposals are good news and will
mean more money to spend on our homes and allow us to plan over a longer
period than just the next ﬁnancial year, we also know that there is a lot of work
to do over the next few years. We will develop plans to bring every tenant’s
home up to the Decent Standard, in consultation with NEPTRO and tenant
representatives. However we cannot make any speciﬁc commitments on future
programmes until the self-ﬁnancing proposals are ﬁnalised later this year.

Last year we:
• Carried out a specialist survey to determine the work needed to
meet the Decent Homes Standard
• Evaluated how much money would be necessary to repair, maintain
and improve the housing stock
• Amended the capital programme for 2010/11 to take into account
tenants’ wishes
• Adopted a new detailed policy on dealing with asbestos

Going Forward - Together!

This year we will:
• Finalise arrangements with the Government relating to a selfﬁnancing Housing Revenue Account, including an indicative 5
year property investment plan
• Agree with the Tenant Services Authority (TSA) our targets to
meet Decent Homes over the next 3 years
• Consult with NEPTRO on a detailed Investment Plan for
2012/13
• Upgrade single glazing to double glazing in 60 bungalows
• Install central heating in 340 homes
• Rewire 120 homes
• Re-roof 80 homes
• Install new kitchens and/or bathrooms in 168 homes
• Brick clad 26 concrete homes
• Carry out cavity wall/loft insulation in 289 homes
• Brick clad & re roof 16 homes
• Lead main replacement 105 homes
• Complete 100 major adaptations and 250 minor adaptations
in 100 homes

The Home Standard - Improving Your Home
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Percentage of tenants satisfied with
the general condition of the property
2008

2011

75%

81%

264

253

Improvements completed in 2010/11

155

STATUS 2008

131

114

Local Oﬀer Questionnaire March 2011
(based on 703 responses)
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113
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programme
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Residents on the Repairs Service Improvement Panel
(SIP) on a visit to the Rossfield Road Depot to choose
new bathroom fixtures
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Energy Eﬃciency

Average energy eﬃciency rating
2010-2011

65
Standard Assessment Procedure (SAP) measures the energy
eﬃciency of a house on a scale of 0 to 100. Low numbers
generally indicate a house has low levels of insulation and an
ineﬃcient heating system, whereas higher numbers close to
100 indicate a very energy eﬃcient house.
A SAP rating of 65 is nationally recognised as the level required
to keep households out of fuel poverty, where residents are
likely to spend more than 10% of their income on energy bills.
We are striving to ensure that all of our homes meet a
minimum SAP rating of 65.
This figure is an average – some of our homes will have SAP
ratings higher than average and others lower.

Going Forward - Together!

Fencing, before and after
on the Stanney Estate

Improvement Works
Case Study 1 - We completed a £107,000 project to
erect fencing around 50 blocks of ﬂats in Stanney. The
work was highlighted as a priority by residents
through the Our Place initiative. It is designed to tackle
the groups of youths gathering on the grass and
riding their bikes past the windows of residents in the
ﬂats. It will also improve the appearance of the
area and help to deﬁne the pavement and grass
Re-roofing before and after
area. Residents selected the metal kick rail fencing
from a range of choices. Council leader Mike Jones
said: “The new fencing will help to reduce levels of anti-social
behaviour in the area and help to develop a sense of civic
pride within the local community.”
Case Study 2 - We have now completed work to put
pitched roofs on all of the ﬂat-roofed houses in the borough.
Housing Management has worked with colleagues in the
private sector housing team to deliver this work to both owner
occupiers and tenants

The Tenancy Standard - Letting Our Homes
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Letting Our Homes
There is a real shortage of aﬀordable housing in our area and this means that we need to make the best possible use of all
our homes. We also want to make sure that people have the best possible opportunity to have a home of their choice in an
area where they want to live. TrustHomeChoice (Choice Based Lettings system) has been instrumental in achieving this goal
and has been well received by those using the system.

Last year we:

This year we will:

• Appointed a Re-housing Liaison oﬃcer who assisted 18 vulnerable
households to be re-housed through TrustHomeChoice
• Furnished 10 properties for homeless families
• Registered over 2.300 applications, within 3 days on average
• Trained 6 Resident Empty Property Inspectors to check the
quality of the homes we let to ensure they meet the agreed
Lettable Standard before a new tenant moves in
• Brought the average time taken to let a property to 43 days
(reduced from 67 days in 2009/10)

Average time taken to let a
property (in days)
2009/10

2010/11

67

43

• Undertake a review of TrustHomeChoice Allocations Policy,
in consultation with customers
• Develop an Under-occupation Policy and incentives to assist
residents wishing to move to a smaller property
• Consult with customers on a number of high proﬁle
Government Tenancy Reform proposals
• Review the current Empty Property Inspection programme
and recruit and train 4 new Resident Empty Property
Inspectors
• Continue with New Tenancy visits and record and publish
customer satisfaction with their new home
• Consult with residents to produce a “Starter pack” for all
new tenants

*

Remember to enter our prize
draw on the inside back cover!

View of Joseph Groome Towers

Going Forward - Together!
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Leasehold Management
This is a relatively new area of service and still in
development. Over the past year, we have focused
on consultation and held two well attended
Leaseholder Forums and will be continuing on this
theme with the introduction of a newsletter to
increase our leaseholder
involvement.
A robust service charge
arrears process has
been introduced and
good progress has
been made on service
charge collection.

Last year we:
• Produced a Leasehold Service Charge Arrears Policy
• Held 2 Leaseholder Forums
• Produced 2 statements of charges
• Re-designed the Leasehold Management website

This year we will:
• Introduce a Leaseholder’s Newsletter
• Hold 2 Leasehold Forums
• Provide adjusted Leasehold / Service Charge accounts for
all leaseholders
• Promote Direct Debit take-up as the most eﬃcient way to
pay service charges

Sutton Way Flats

Going Forward - Together!

• Invite leaseholders to attend a Tenant and Leaseholders
Conference event

The Tenancy Standard - Supported Housing
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(right) 24 hour Monitoring at the
Central Control Unit

“

I've had my lifeline for a long time now
and I wouldn't be without it. Recently I fell
and hit my head on the fireplace. I pressed
my pendant that was around my neck and
help was called straight away. It was such
a relief. Ellesmere Port Resident

Supported Housing
We have secured funding for our Supported Housing
service and will focus on making significant change in
service delivery through the introduction of charges.
An inspection of our services will be undertaken to
ensure continuous improvement.

”

Last year we:

• Provided supported accommodation for 114 households at Stoak Lodge
• Undertook signiﬁcant health and safety works and training at Stoak Lodge
• Obtained Supported People funding for 3 years for sheltered services,
starting in April 2011

This year we will:

Stoak Lodge and
one of the newly
refurbished
kitchens

What is Lifeline?

• Introduce a range of charges for
sheltered support based on client’s
assessed support needs, in consultation
with our customers
• Introduce a more ﬂexible sheltered service
• Introduce charges for Lifeline alarm service
and promote the service to all residents
• Respond to the ﬁndings of the Supporting
People Quality Assurance Framework to
make improvements to the service

It is a home unit that can
be used to raise an alarm
call from anywhere in the
home by simply pressing
the radio trigger on the
unit or a personal alarm
worn around the neck or
wrist. Calls are received at
the dedicated 24 hour
monitoring centre, where
the appropriate action
can be taken.

Going Forward - Together!
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Rents
Making the best use of the money we receive from rents is vital if we are to continue to improve our services to you and we know there is much
work to be done this year to improve our current performance in this business critical area. The past year has been one of the most challenging
in recent times – the Comprehensive Spending Review carried out by the new Coalition Government in October 2010 and the changes
announced around Welfare Benefits reform have already had a financial impact on our customers and this is likely to continue. The challenge
will be to keep rent collection a high priority, whilst continuing to oﬀer support and advice to our customers throughout the changes ahead.

Last year we:

This year we will:

• Implemented a Former Tenants Arrears Policy
• Provided help for residents to maximise their income
• Assisted tenants in debt by referring them to the Money Advice Team
• Provided help for residents with applying for Housing Beneﬁt

The Money Advice Team is a free,
impartial and confidential service
available to assist if you would like
advice on money matters.
This includes tenants in financial
diﬃculty and who could be at risk of
losing their home. You can contact
Wayne Pearson on 0151 356 6348 or
Gemma Williamson on 0151 356 6642

Going Forward - Together!

• Conduct a full review of our approach to income collection and
arrears recovery, in consultation with our customers
• Publicise regular articles and news items in Open Door to keep
our customers well informed about the changes to the Welfare
Beneﬁts system
• Review our arrears letters, leaﬂets and rent statements, in
consultation with our customers, to ensure that all information is
clear and easy to understand
• Promote and monitor the take-up of Direct Debit payment method
• Implement our Financial Inclusion Strategy
• Promote the Home Contents Insurance scheme
• Introduce local income advice “drop-in” surgeries throughout our
neighbourhoods
• Recruit a Rents Oﬃcer with designated responsibility to make face to
face contact with our customers in their homes to discuss rents

The Tenancy Standard - Rents
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At the end of 2010-2011
Current tenant arrears
outstanding

£703,047
At the end of 2010-2011
Former tenant arrears
outstanding

£967,844
We work closely with various agencies, to help customers, such
as the Housing Benefit Department who can assist in
completing housing benefit applications, the Credit union who
can provide advice and assistance with savings, loans, cheaper
appliances and essential furniture. We can also refer customers
to the Money Advice Team who can help with debt and
budgeting advice, especially to prevent possession action
where possible.

Total current and former arrears at end 2010/11 = £1,670,891
With this money another 557 properties could have had a new
kitchen fitted or 668 properties could have had a new
bathroom fitted.

Going Forward - Together!
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Anti-Social Behaviour
Tackling anti-social behaviour (ASB) and its underlying causes is a key priority for us and our customers.
We are committed to providing a high quality ASB service and being held accountable to our customers for its delivery.
We understand that if you experience ASB, it can have a big impact on your quality of life and we will be continuing to use our
strong local partnerships with organisations such as the Police to investigate and tackle ASB. We will also be strengthening our
commitment to supporting victims of ASB and assessing the needs of vulnerable victims to provide appropriate services.

Last year we:

This year we will:

• Created a knowledge base of ASB perpetrators, in conjunction with the
police and the community safety team.

• Seek new ways to make contact with diﬃcult to reach
members of our community who may suﬀer from ASB.

• Introduced a new ASB Policy

• Make best use of the changing legislation and new powers
proposed by the Government to tackle ASB

• Continued to work in partnership with other agencies (e.g. Police, Social
Services) to tackle ASB
• Responded quickly and taken action to reduce the impact of ASB on victims
• Working with the police and partner agencies, delivered diversionary
activities for young people; such the Fire Service working with youths to
prevent arson attacks.

• Make ourselves more accessible and visible in the
community by setting up more ASB drop in sessions
• Oﬀer an improved witness/victim support service to
anybody suﬀering from serious ASB

• Took legal action against a number of perpetrators of domestic abuse and
introduced support packages for victims of domestic abuse

• Introduce a shared database, in partnership with the Police
and other agencies, to track and monitor ASB and Domestic
Violence

• Introduced monthly ASB drop-in sessions at the HHEET Centre
(Housing, Health, Education, Enterprise and Training Centre)

• Introduce customer satisfaction surveys with the way we
deal with ASB

Going Forward - Together!
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ASB Team, Mark Hitchen and
Jacqui Goring

ASB Case Study
Within 36 hours of a tenant, who was
suﬀering from domestic abuse, reporting
this to ASB Oﬃcers, we obtained an exparte injunction with the power of arrest.
The perpetrator was excluded from the
area and an Ouster Order was also granted,
which meant the perpetrator could not
reside at the address while the order was in
place. Therefore the victim and her children
were able to remain in their property and
be protected from the perpetrator.

Number of anti-social
behaviour cases reported
during the year

34
Number of anti-social
behaviour cases that
resulted in formal action

6

Don’t suﬀer in silence call us on 0300 123 7033 if you are suﬀering from anti-social behaviour
Going Forward - Together!
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Estate Management and Partnership Working

We want to create neighbourhoods that people enjoy living in and are proud of, by keeping them clean and communal areas well maintained.
Working in partnership with other public agencies and organisations in the areas where we own and manage properties helps the communities
where our customers live and work to become safer, stronger, healthier, wealthier and more sustainable into the future. In partnership with the Our
Place Team, residents are encouraged to have their say and get involved within their community. Together with other initiatives, such as the HHEET
Centre we are also helping to increase employment and training opportunities for local residents.

Last year we:

This year we will:

• Consulted with residents to improve your estates, through the Service
Improvement Panel

• Continue to work in partnership with the Our Place Team to improve
our neighbourhoods
• Promote Estate Walkabouts to ensure they are well attended, monitor
issues raised and publicise outcomes in Open Door
• Continue to work in partnership with the Our Place Team to improve
our neighbourhoods
• Continue to develop and train the caretaking team to enable them to
carry out minor maintenance on your estates
• Consult with residents and introduce good neighbour agreements
• Review and update the Tenants Handbook, in consultation with customers
• Participate in the Gateway to Work initiative to help local people with
disabilities get back into the workplace

• Carried out a scheduled programme of Estate Walkabouts.
• Worked with partners to ensure local employment and training for
residents; such as our work at the HHEET Centre
• Increased the caretaking team to improve the cleanliness of communal areas
• Introduced an Introductory visit to all new tenants within the ﬁrst 6 months
of moving into their new home
• Worked with the Our Place team to develop a new approach to
neighbourhood management; improving services and achieving better
outcomes for people and their communities

Case Study
During a walkabout in February it was noticed that brickwork in
a wall at the front of 3-8 Stapleford Court was breaking up.
This was reported to repairs. Within the week, the wall was taken
down improving the appearance of the front of the block.
On the same walkabout a planter with a large conifer tree in it
was seen to be unsightly and breaking up the planter.
Four days later the tree was removed and planter repaired.

Satisfaction with Neighbourhood
2008

2010-11

69.60%

83.97%

STATUS 2008 - Local Oﬀer March 2011. Local oﬀer questionnaire (based on 711 responses)

The Value for Money Standard - How We Spend Your Rent
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For each £ in rent we receive we spend:
Repairs - 30p
Other - 24p

How we spend your rent
Subsidising other
authorities - 23p

We know that in the current economic climate, saving money
and spending it in the right way will be important to you.
We are developing a strong approach to Value for money
(VFM) and will be continuing to strengthen in this area by
considering VFM across all services, reviewing the costs of
running services and comparing our costs with similar
organisations to make sure that every £1 we spend goes as
far as it can.
Value for money is about making sure we spend money in the
right way and we are maximising the resources we have
available to deliver quality services to you.
To do this we consider 3 things:
• Price – making sure that the cost is right for the service
• Quality – pleasing our customers through your satisfaction
with the service
• Timing – delivering services in a timely way

Management -23p

Last year we:
• Exceeded our value for money target of £240,000 by more than £140,000
by making signiﬁcant savings on capital works tenders
• Increased rental income by £94,000 by re-letting empty homes quicker

This year we will:
• Review and streamline our speciﬁcations on repairs items, working in
partnership with our customers
• Overhaul how we run our stores operations
• Introduce waste re-cycling to eliminate tipping charges and generate
income from re-cycling; working together with local charities to
recycle furniture left in empty properties
• Review the use of our ﬂeet of vehicles
How we spent your rent (per property) ............................£
Major Works cost per property ............................£708.49
Total Repairs Service cost per property ..............£470.86
Total Estate Services cost per property ..................£55.47
Total Housing Management cost per property ....£271.93

Performance Summary - 2010 / 11
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Performance Summary
2009/10 2010/11 2010/11 Rating Direction
of Travel
Actual Target Actual

Lettings

Income

2009/10 2010/11 2010/11 Rating Direction
of Travel
Actual Target Actual

How we
compare with
other housing
providers

How we
compare with
other housing
providers

% of homes that fail to meet the Decent
28.06% 35%
Homes Standard

35%

Lower Quartile

Average time taken to let a property (days)

67.12

40

43.44

Median Quartile

Rent Collection and Arrears Recovery

97.66% 97.8% 99.45%

upper Quartile

Rent arrears of current tenants
as a % of rent roll

3.65% <3.20% 4.17%

Lower Quartile

% of stage 1 complaints dealt with within
10 working days. (Monthly)

New

95%

96.15%

Median Quartile

19.2%

Lower Quartile

MP and Member complaints and enquiries
dealt with within target times

New

95%

94.74%

Local Indicator

% Complainants satisfied with
complaints service

New

60%

79.1%

Median Quartile

% phone calls answered within 5 rings,
22 seconds

New

80%

X

Local Indicator

% of customers seen within 10 minutes

New

85%

X

Local Indicator

Leaseholder arrears as a % of the sum of the
previous 12 months charges

16%

14.34%

Housing Management
ASB - No of new very serious cases responded
to within 24 hours

New

95%

100%

Local Indicator

Property Management

Customer Services

% of emergency repairs completed
within target

91.46%

95%

95.85%

Lower Quartile

Customer overall satisfaction with the
repairs and maintenance service

New

87%

93.44%

upper Quartile

% of urgent repairs carried out
within target

77.72%

91%

93.62%

Lower Quartile

Customer overall satisfaction with
investment programme

New

95%

92.92%

Local Indicator

% of routine repairs carried out
within target

75.92%

92%

88.48%

Lower Quartile

% satisfied with the outcome of the
ASB case

New

50%

100%

upper Quartile

Appointments kept as a percentage of
appointments made

New

95%

98.76%

upper Quartile

100%

upper Quartile

% of dwellings with current CP12 or
capped supply
Repairs completed right first time

key

99.59% 100%

Performance is at
or above target
Improved performance
on the previous year

New

Going Forward - Together!

75%

80.22%

Lower Quartile

Target just missed,
needs more work
Performance is not as
good as the previous year

Target not met,
further work required
Performance stayed
the same as the
previous year or a new
indicator for 2010/11

Housemark Benchmarking
Quartiles are used in benchmarking to show how well the organisation is performing compared to others:
upper quartile - in the top 25% of organisations used in the comparison
Median quartile - right in the middle of all the organisations used in the comparison
Lower quartile - in the bottom 25% of organisations used in the comparison
Source - Housemark Northwest Benchmarking Club 2009/10

Contact Details

!

Housing Telephone Numbers
Repairs ..................................................................................................................................................................0151 356 6503
Out of hours repairs (5.30pm - 8.30am) ..........................................................................................0151 355 0202
Anti social behaviour ..................................................................................................................................0300 123 7033
Complaints ........................................................................................................................................................0151 357 4664
Getting involved ............................................................................................................................................0151 356 6938
Housing reception ........................................................................................................................................0151 356 6747
Money Advice ....................................................................................................................................0151 356 6348/6642
Sheltered housing ........................................................................................................................................0151 356 8677
TrustHome Choice ........................................................................................................................................0300 123 9035
Leaseholders ....................................................................................................................................................0151 356 6954
Housing solutions..........................................................................................................................................0151 356 6346

Ward
Ellesmere Port Town
Ellesmere Port Town
Elton
Grange
Ledsham and Manor
Ledsham and Manor
Little Neston and Burton
Little Neston and Burton
Neston
Netherpool
Parkgate
Rossmore
St Paul’s
St Paul’s
Strawberry
Sutton
Sutton
Whitby
Whitby
Willaston and Thornton

Name
Justin Madders
Vacant
Graham Heatley
Tony Sherlock
Keith Butcher
Gareth Anderson
Louise Gittens
Kay Loch
Andrew Williams
Diane Roberts
Brenda Dowding
Pat Merrick
Angela Claydon
Ben Powell
Mark Henesy
Paul Donovan
Nicole Meardon
Robert Crompton
Brian Jones
Myles Hogg

* Prize Draw! 1st prize - £100, 2nd - £50, 3rd - £25
Name
Address

Telephone Number
Email

Councillors’ Telephone Numbers
Telephone Number
0151 512 2274 / 07740447861
01928 725143 / 07527887356
0151 339 4321
0151 327 5191
0151 339 4390 / 0779858169
0151 336 7483 / 07721784660
0151 336 7206
0151 336 5032
0151 201 6852
0151 336 5601
01928 722887
0151 339 8389
07967947853
0151 355 0560
0151 339 4167
0151 512 2274 / 07970836290
0151 512 5255 / 07983453485
0151 339 2754 / 07979768246
0151 327 4096
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Magic Question
What percentage of completed gas service certificates
has the Housing Services team achieved in 2010/11?
What did you like about the Annual Report?

What didn’t you like?

Would you like to be involved in helping to improve
the Housing Service?
Send your answers labelled ‘Annual Report Prize Draw’ to the Business Planning and
Improvements Team at our Civic Way Oﬃces by Friday 4th November.

Going Forward - Together!
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Council Offices - 4 Civic Way, Ellesmere Port, CH65 0BE. Tel no. 0151 356 6935
Neston Town Hall - High Street, Neston, CH64 9TR - Tel no. 0151 337 6556.
HHEET Office - 2-6 Church Parade - Ellesmere Port, CH65 2ER.
Tel no. 0151 356 6947 for reception.
Civic Way and Neston Offices are open 8.30 am to 5.00 pm Monday to Thursday and
8.30 am to 4.30 pm on Friday. HHEET Offices are open 9.00 am to 5.00 pm Monday
to Thursday and 9.00 am to 4.30 pm on Friday.

0300 123 8123

This document is available in
other languages and formats
Call 0151 356 6935 / 42
cheshirewestandchester.gov.uk

