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Summary 
 
 

This six monthly update on Housing Service performance and management 
information keeps Members up to date with progress against key areas of work. The 
report covers performance for the first half of the financial year (1 April 2017 to 30 
September 2017).   
 
Members may wish to note that: 
 

 Responsive repairs performance continues to meet or exceed target in 
most areas 

 New software is being trialled that will enhance our monitoring and 
reporting capabilities in cases of anti-social behaviour 

 
Recommendation 

 
Members are asked to: 
 

 Note the report. 
 
 
 
 

Main Report 
 
Background 
 
1. This report is presented to the Housing Management & Almshouses Sub-

Committee every six months. It provides Members with an overview of Housing 



Service performance and progress on key issues, plus some additional 
information of interest. 

 
2. This report covers the period 1 April 2017 to 30 September 2017. It has been 

organised to give Members information on each of eight areas of work: 
 

 Repairs & Maintenance 

 Estate Management 

 Resident Engagement 

 Revenues 

 Allocations 

 Affordable Housing 

 Benefits 

 Complaints 
 
3. In future reports, we will add a section updating Members on the extract of the 

Departmental Risk Register which relates to Housing. We will also attach this 
extract as an appendix. As your Sub-Committee received a separate report on 
this at your last meeting, and there have been no updates since then, we have 
not included it in this report.  

 
Repairs & Maintenance 

 
4. During the reporting period, a total of 2,989 repairs were logged by Property 

Services. Performance against key indicators is set out below:  
 

Performance indicator Target Mid-year performance 

Overall 
 

96% 98.13% 

Priority One repairs (complete 
within 24 hours) 

95% 98.59% 

Priority Two repairs (complete 
within 3 working days) 

95% 98.77% 

Priority Three repairs (complete 
within 5 working days) 
 

96% 98.30% 

Priority Four repairs (complete 
within 20 working days) 

96% 95.78% 

% of jobs for which post-work 
inspections were carried out 

15% 25.66% 
 

 
5. At the end of this reporting period, 94.68% of our properties had up to date CP12 

gas safety certificates, against a target of 100%. During Q2, responsibility for gas 
servicing passed from Carillion to TSG Ltd. The transition period presented a 
number of major challenges, including problems with IT systems, which had a 
negative impact on our ability to monitor outstanding safety checks. Measures 
have been put in place to address this and gain access to properties requiring 
new certificates. 
 



6. In addition, external advice is being taken on how we can improve our gas safety 
compliance and enforcement process. We will use the recommendations we 
receive to make improvements to our procedures and increase the rate of 
compliance. 

 
Estate Management  

7. We received 17 Right to Buy applications between 1 April and 30 September 
2017. Six of these were subsequently withdrawn and none of them completed 
during the reporting period. However, five applications received prior to 1 April 
2017 completed during the reporting period.   
 

8. There were 122 new incidents of Anti-Social Behaviour on our estates in the first 
two quarters of 2017-18. Most incidents were minor and would not be classed as 
criminal offences.  

 
9. New software for managing anti-social behaviour and domestic abuse cases is 

being piloted on three estates. This is due to be introduced across all our estates 
early in 2018. The software will enable the production of reports on ASB cases, 
including breakdowns of case by type and location, in addition to other useful 
management information and trend reporting. We will, therefore, be able to 
provide Members with more detailed information in future reports. We are also in 
the final stages of drafting a new Anti-Social Behaviour Policy and associated 
procedures for estate staff.   

 
Resident Engagement 

 
10. The Community Engagement team continues to increase the number of residents 

who are actively involved in their communities. In this period, 120 new volunteers 
signed up to the Time Credits scheme and a total of 3,202 credits were issued to 
members of the scheme. 
   

11. A variety of events were held across our estates, many of which were organised 
by residents themselves. Middlesex Street residents enjoyed an Estate Fun Day 
on 9th September, which was funded by the Community Grant. The event 
included live music, children’s activities and a rousing display by the Portsoken 
Volunteers. Mais House held a Christmas Party, welcoming back all of the 
residents who have moved out of the building as part of the decant. It was a 
lovely event and residents thoroughly enjoyed it.  

 
12. Golden Lane residents hosted an event at the Golden Lane Community Centre to 

mark its closure for refurbishment. The event was intended to be a trip down 
memory lane, with a silent disco and swing dancing among the day’s activities.  

 
13. Golden Lane was also the base for an eight-week course facilitated by Jade 

Ibegbuna, Community Development Officer, which explored the themes of 
happiness and what really matters in life. Thirteen residents from various estates 
took part and the course proved to be very enjoyable, with new friendships being 
formed among the group.  

 



14. In addition, as part of our wider community development responsibilities, we 
supported Aldgate Community Events (ACE) to deliver their winter programme.  
This included an extremely successful Lantern Parade, in which over 200 
children and adults took part, carrying lanterns that had been made in workshops 
in previous weeks.  Despite the very cold night, everyone had a marvellous time 
and there was a sense of the community ‘reclaiming’ the local streets.  The 
parade ended with a Winter Fair at St Botolph’s Church, with music, crafts, food 
and drink and community stalls.  The other project in the programme was 
Window Wanderland, a trail of shop, business and home windows which were 
decorated and lit up for three nights.  City Guides led walks of the trail and there 
were some beautiful and fascinating displays.   

 
Revenues 

 
15. Rent arrears at 30th September 2017 amounted to £221,378, giving us a 

collection rate of 98.3%. This is an excellent achievement, considering the effects 
the rollout of Universal Credit is having on rent collection.  

 
Allocations 

16. There are currently 643 people on the Housing Waiting List, with a further 23 on 
the sheltered housing waiting list. Following the annual census of those on the 
housing register, 318 applications were removed as the applicants no longer had 
a local connection to the City. 
 

17. The Housing Needs team received 70 new applications for housing during the 
reporting period, 40 of which were accepted onto the register. 

 
18. At 30 September 2017 there were 6 vacant properties, plus a further 8 which 

were being held due to building works continuing at Great Arthur House and 
George Elliston House.  Over the reporting period, 25 properties became vacant, 
with the average time to re-let a property being 27.5 days.  The target is 24 days.   

 
19. In our sheltered housing schemes, there have been 6 voids with an average 

turnaround of 67.7 days. 
 

 
Affordable Housing  

 
20. Members will be aware that several schemes are being developed in a variety of 

locations. If these opportunities are realised, there could be in excess of 500 new 
social housing units delivered by 2025.   
 

21. Planning Consent has been obtained for an in-fill development at Isleden House, 
providing three additional three-bedroom residential units. Detailed design is 
progressing with a view to procuring a contractor and commencing construction 
during the Summer 2018.  

 
22. The development of thirteen new flats at George Elliston & Eric Wilkins Houses is 

progressing; planning consent has been obtained and further detailed 
investigations are proceeding before final costs can be established.  



 
23. Planning Consent has been obtained for the redevelopment of the Islington Arts 

Factory, Holloway Estate, to provide 26 additional units (19 for social rent, 7 for 
private sale). 

 
24. Planning Consent has been obtained for the conversion of nine commercial 

spaces on the Middlesex Street Estate into nine residential units. Procurement of 
a suitable contractor will commence with a view to starting construction during the 
Summer of 2018. 
 

25. We continue to work with the London Borough of Islington to provide a new, two-
form entry primary school and nursery and up to 66 homes for social rent on the 
Richard Cloudesley site, Golden Lane. The Planning Application has been 
submitted for consideration during January 2018. 

 
26. Design proposals have been prepared for the conversion of the ground floor of 

Great Arthur House on the Golden Lane Estate into three new social housing 
flats. A Planning Application will be submitted in February 2018.  
 

27. A strategic overview report has been presented to members on how to provide 
700 new homes over the next 10 years.  This report highlighted potential 
opportunities for development on 3 Housing Estates at (1) York Way Estate, 
Islington; (2) Avondale Estate, Southwark; and (3) Sydenham Hill Estate, 
Lewisham.  

 

28. Feasibility and concept designs have been prepared for the Sydenham Hill Estate 
and a Design Team will be procured during January 2018 to take forward 
proposals for the demolition of Mais House and designs for new social housing 
units on the site. Early concept proposals suggest the provision of social housing 
will exceed the 96 units previously provided at Mais House and across the wider 
estate. 

 
 
Benefits 
 
29. There are currently 825 households in the City and on our other housing estates 

claiming benefits.  Performance on our indicators is as follows: 

 
Complaints 
 

Performance indicator Target Mid-year performance 

Average time taken to process new benefit 
claims 

<26 days 19 

% New claims decided within 14 days >90% 
 

84% 

Average number of days taken to process 
notification of changes of circumstance 

<10 days 6 days 



30. We received a total of 38 formal complaints during the reporting period. The 
broad subject areas of the complaints received can be broken down as follows: 

 

 Number received in 
reporting period 

Responsive repairs 20 

Parking 2 

Customer Service 2 

Estate management 14 

 
 

31. Of the 38 complaints received, 32 were concluded at Stage One; five complaints 
proceeded to Stage Two and only one complaint went to Stage Three. The 
complaint that went to Stage Three involved a parking issue and was not upheld.  

 
32. Of the fourteen complaints relating to estate management issues, five concerned 

the implementation of the Fire Safety Protocol on our housing estates. Those 
residents objected to having to move belongings which were identified as 
potential fire hazards.   

 
33. No complaints were escalated to the Local Government Ombudsman or Housing 

Ombudsman. 
 
34. Eleven complaints were upheld, eight were partly upheld and the remaining 

nineteen were not upheld. 
 
Appendices 
 

 None 
 
 
Liam Gillespie 
Acting Head of Estates 
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