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For Information

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 second half of the last financial year (1st October 
2017 to 31st March 2018).

Members may wish to note that:

 The year-end rent collection figure remained high at 98.6%
 The new anti-social behaviour case management system, StreetWise, is now 

in use 
 Additional information has been provided in this report around housing 

allocations

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 1st October 2017 to 31st March 2018. It has been 
organised to give Members information on each of eight areas of work:

 Repairs & Maintenance
 Estate Management
 Revenues
 Allocations



 Affordable Housing
 Benefits
 Complaints

3. The report will also provide an update on the risk register relating to Housing & 
Neighbourhoods.

Repairs & Maintenance

4. During the reporting period, a total of 1,552 repairs were logged by Property 
Services. Performance against key indicators is set out below: 

Performance indicator Target Year-end performance
Overall 96% 99.6%

Priority One repairs (complete 
within 24 hours)

95% 99.79%

Priority Two repairs (complete 
within 3 working days)

95% 99.29%

Priority Three repairs (complete 
within 5 working days)

96% 100%

Priority Four repairs (complete 
within 20 working days)

96% 99.46%

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

15% 20.36%

5. At the end of the reporting period, 98.1% of our properties had a valid CP12 gas 
safety certificate. 

Estate Management

6. A total of eleven Right to Buy applications were received during the reporting 
period; three sales completed during this time (seven in total in 2017/18). Twelve 
applications were withdrawn, though some of these were initially submitted in 
Q1/2.

7. The Housing & Neighbourhoods Team is now using the Streetwise database to 
record and manage cases of anti-social behaviour. In Q3 there were 47 new 
cases logged, with 49 logged in Q4 (a total of 96 in the reporting period). This 
compares with a total of 122 in Q1 and Q2.

8. Of the 49 cases logged in Q4, noise nuisance accounted for 21. The remaining 
cases were made up of instances of the misuse of communal spaces, criminal 
damage and alcohol misuse/related behaviour. 

Revenues

9. At 31st March 2018, rent collection stood at 98.6%; arrears amounted to 
£191,417. This is a very significant achievement on the part of the Income 



Recovery Officers in particular, who had to contend with difficulties caused by the 
roll-out of Universal Credit, as well as changes to the County Courts (including 
some local court closures) which caused a backlog in housing possession cases.

10.No evictions were carried out during the reporting period.

Allocations

11.At the end of the reporting period, there were 656 households on the waiting list 
for accommodation. During Q3 and Q4, 113 new applications for housing were 
received, of which 101 were accepted onto the register.

12.Members may be interested to note the following information relating to average 
waiting times (in days) for properties of each bedroom category. The waiting time 
is the period from being accepted onto the register to being offered a property of 
a suitable size. If no properties are available in a particular year, the figure 
appears as zero. Direct offers and special schemes, such as offers made to care 
leavers, are not included. Nominations made by other local authorities to new 
housing schemes are also excluded.

2013-14 2014-15 2015-16 16-17 17-18
Studios 1,185 1,562 2,066 494 681
1-beds 627 686 597 701 815
2-beds 813 546 836 805 666
3-beds 1,518 1,021 1,037 777 1641
4-beds 3,040 N/A N/A 2,949 N/A

13.The table below shows the number of properties that became available for letting 
from 2014/15 to the last full financial year, by bedroom category. 

Studios 1-beds 2-beds 3-beds 4-beds Total Notes
2014-
15

29 26 25 12 0 92

2015-
16

33 42 41 29 0 145 Included 
44 new 
builds

2016-
17

20 18 36 11 1 86

2017-
18

28 19 24 3 0 74

14.  As Members are aware, priority for housing is based on need. Applicants who 
have high priority needs are almost always offered a property within a year and 
some within a matter of months. The only exception is if we have no properties 
that meet an individual’s requirements.  

15.We have only a limited number of homes becoming vacant every year. In 2016-
17 we had only 86 vacancies during the year, and last year the figure was just 74. 



Our total stock of social rented homes is under 2,000. It is inevitable that those 
who have low needs will have to wait some considerable time to be housed. 

16.Members may wish to note that local authorities are not obliged to publish data 
on waiting times for housing allocations. Our own comparison of the limited data 
available online shows that the City’s waiting times are generally shorter than 
those in neighbouring boroughs.

17.Some local authorities have also closed their waiting lists to those with low 
priority, as a way of reducing waiting list numbers. We have not taken this step, 
though we do warn applicants with low priority that they face a lengthy wait for 
housing and that they may not be housed at all. 

Affordable Housing

18.Detailed designs are being finalised for three additional general needs flats at 
Isleden House. The next step is to procure a contractor, with a view to 
commencing construction in early 2019.

19.Planning consent has been gained for thirteen new flats at Avondale Square, at 
George Elliston House and Eric Wilkins House. Tenders are currently being 
sought for the main construction contract.

20.Construction is due to start in September 2018 at Middlesex Street Estate, where 
ten additional units of housing will be created from reclaimed upper floors of 
commercial units, plus the former Porters’ Mess Room. Tenders have been 
received and a main contractor is due to be appointed shortly.

21.A planning application has been submitted regarding the conversion of the 
ground floor of Great Arthur House to three units of housing. A decision on this 
application is anticipated by September 2018.

22.Members will be aware that Mais House has now been decanted and all 
residents have been re-housed successfully. Design proposals for the site will 
now be developed, with a view to submitting a planning application in early 2019. 
A separate planning application relating to the demolition of Mais House is due to 
be submitted to the London Borough of Lewisham in the Autumn of 2018.Early 
concept designs show that the number of homes will exceed the 64 previously 
provided at Mais House and could consist of as many as 175 new units of 
housing.

Benefits

23.At the end of the reporting period, there were 776 households in the City and on 
our other housing estates claiming benefits.  Performance on our indicators is as 
follows:

24.



Complaints

25.We received a total of 48 new complaints in Q3/4 (relating to housing 
management and responsive repairs), compared to 38 received in Q1 and Q2.

26.The table below shows the number of complaints dealt with at the different stages 
of the complaints process. Members will note that, as in previous reporting 
periods, most of the complaints did not progress beyond Stage One of the 
complaints process.

Stage One Stage Two Stage 3 Ombudsman
Repairs 28 4 0 0
Housing 20 4 3 0

27.Of the 48 complaints, a total of 21 were upheld in full or in part. Nineteen of these 
complaints related to repairs and two relating to housing management.

Risk Register

28.The Departmental Risk Register contains several strategic risks which are either 
specific or relevant to the Housing & Neighbourhoods Division and/or the 
Barbican & Property Services Division.  Having identified the key strategic risks, 
officers report actions already taken to mitigate against the likelihood and impact 
of these risks.  The risk is then reassessed.  

29.Each risk is then accompanied by an action plan which identifies future actions to 
be taken. This section of the report is intended to update Members on any action 
taken.

30.No red risk ratings were identified in the reporting period. 

31.Members may wish to note the following updates:

 DCCS HS 001d: the estate standards review has commenced; this project will 
include a review of estate walkabouts, inspections and regular checks.

Performance indicator Target Year-end performance

Average time taken to process new 
benefit claims

<26 days 17.5

% New claims decided within 14 days >90% 90.2%

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

<10 days 4.5



 DCCS HS 003b: The new Skyguard system has been purchased and rolled 
out to all staff identified as ‘lone workers’. The lone working system is now 
fully operational and full training has been provided.

Appendices

 Extract from Corporate and Departmental Risk Register
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