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MINUTES
To confirm the minutes of the meeting held on the 18 July 2012.

APOLOGIES FOR ABSENCE
To receive any apologies for absence

DECLARATIONS OF INTEREST

A member with a disclosable pecuniary interest or a prejudicial interest in a
matter, who attends a meeting of the authority at which the matter is
considered:

(i) must disclose the interest at the start of the meeting or when the interest
becomes apparent, and

(i) may not participate in any discussion or vote on the matter and must
withdraw to the public seating area.

A member who discloses at a meeting a disclosable pecuniary interest which
is not registered in the Members’ Register of Interests or the subject of a
pending notification, must notify the Monitoring Officer of the interest within 28
days of the disclosure.

Disclosable pecuniary interests, personal interests and prejudicial interest are
defined in Part 2 of the Members’ Code of Conduct.

PUBLIC PARTICIPATION

An opportunity for members of the public to make statements or ask
questions in accordance with the rules as to public participation

CONSIDERATION OF ANY MATTER REFERRED TO THE COMMITTEE IN
RELATION TO A CALL-IN

None
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If Part Il, reason:

Title of report:

Resident Services Quarter 1 Performance Report

Contact:

Clir Neil Harden, Portfolio Holder for Resident and Regulatory
Services

Author/Responsible Officer, Julie Still, Group Manager —
Resident Services

Purpose of report:

(1) Monitoring and information

Recommendations | 1) That members note the report and identify any areas where
they require additional information or reports of specific
projects.

Safe and Clean Environment

Co.rporate. Building Community Capacity

objectives: .

Dacorum Delivers

Implications: Financial

‘Value For Money
Implications’

Within existing budgets for Resident Services and allocation to
2012 Diamond Jubilee and Olympic events from reserves.

Value for Money

Risk Implications

As per Neighbourhood Delivery Service Plan

Equalities
Implications

Health And Safety
Implications

Individual risk assessment undertaken for events such as
Diamond Jubilee and Torch Relays

Consultees:

Service Team Leaders, Community Safety Co-ordinator




Background Service Reports, Police reports, CorVu
papers:

Housing and Community Overview and Scrutiny Quarter 1, 2012 — 2013

Introduction

This is the first Quarter performance report for the Residents Services Group which
forms part of the wider Neighbourhood Delivery service area and covers the period 1
April 2012 to 30 June 2012.

The services within this group are: -

Neighbourhood Action, Anti-Social Behaviour, Community Safety, The Old Town
Hall, Children’s Services, Community Cohesion, CCTV, Town Centre Management
and Youth Democracy, Town Centre events and management.

In addition to the above services Resident Services have had responsibility for the
Diamond Jubilee celebrations, the Olympic and Paralympic Torch relays and some of
the associated events.

If there are any additional areas or reports for specific areas that members would like
to see, please can they inform the Group Manager, Resident Services.

Quarter 1 Performance Report — CorVu
See Appendix 1

Quarter 1 Operational Risk Reports
See Appendix 2

First Quarter Achievements:

The following achievements are a sample of the projects/work undertaken by this
group of services during the last quarter.

Community Safety
Dacorum Crime Summary — Quarter 1 2012-20123
1/4/12 to 30/6/12 compared with same period in previous year showing percentage

increase/decrease followed by rise/fall in number of crimes, followed by total number
of crimes in period



THESE ARE 15t QUARTER FIGURES

Hemel Berkhamsted | Tring All Dacorum | Position in
Hempstead County (10
Districts)per
1000
population
All Crime -13.5% -20.7% -16.5% -14.4% 6th
(-238,1527) (-43,165) (-28,142) | (-309,1834)
Burglary Dwelling -14.9% -37.5% +12.5% | -14.5% 7t
(-14,80) (-3,5) (+1,9) (-16,94)
Vehicle Crime -28.5%% -32.3% +28.6% | -23.2% 9thth
(-63,158) (-10,21) (+8,36) (-65,215)
Violent Crime -3.6% No change +12.5% | -2.5% 6t
(-11,298) (0, 29) (+2,18) (-9, 345)
Criminal Damage -15.4% -16.7% -35.3% -17.1% 8th
(-54,296) (-5, 25) (-12, 22) | (-71, 343)
Anti-Social -23.9% -29.3% -18.2% -24% 6th
Behaviour (-149, 1113) (-51, 123) (-22,99) | (-422, 1335)

Highlights are that all crime is continuing to reduce showing a decrease across the
borough of 14.4%.

Increases in Burglary, Vehicle Crime and Violent Crime are showing in Tring — the
actual numbers are very small which is why percentages can look large. However
these will be examined by the Joint Agency Group and options for focused activity
will be considered where appropriate.

Anti-Social Behaviour

The ASB Team continue to pilot the new IT system to monitor severe cases of ASB
and vulnerable residents in partnership with the Police.

Three events have been held in Tring, Berkhamsted and Hemel Hempstead to raise
awareness of Hate Crime incidents and how to report them. One of the key aims of
these events was to encourage the wider community to report such matters where
they witness them. Over 300 people received information from the ASB Team,
Police and Accessible Dacorum.

The Family Intervention Officer continues to work with families at risk of losing their
homes and causing unacceptable behaviour. During this quarter the officer has
worked with 6 families and recovered £7047.41 in outstanding benefits for rent and
Council Tax. The Family Intervention Officer has provided support to families and
some of the key achievements and a case study are attached at appendix 3.

As far as more formal actions are concerned there have been 1 Acceptable
Behaviour Contract (ABC), 2 Anti-Social Behaviour Injunctions with the power of
arrest attached to them which gives protection to vulnerable victims of ASB in within
the borough. Breach of these injunctions is contempt of court and punishable with a
fine and imprisonment.

An ASB officer has completed training to deliver Domestic Violence Awareness
training and 2 training sessions for 30 officers are arranged with 3 further courses
planned.



Funding was obtained from Hertfordshire County Council to deliver a further SKID’s
project at Bovingdon Airfield (Steering Kids to Drive Safely) over Easter 2012.
Thirteen young people were identified by the ASB Officer in partnership with schools
and the Police Community Support Officers.

The nature of the ASB cases at this time is very complex and contentious. With the
holiday period coming up, and demands on the ASB team so high, the team will be
under increasing pressure.

A white paper was published in May — Putting Victims First, More Effective
Responses to Anti-Social Behaviour. The paper details the proposals for new tenure
neutral legislation which reduces the 19 pieces of legislation to 6 and introduces a
Community Trigger. A full report of these changes will follow in a later report.

Quarter 2 - 2012/13 priorities: -

Continued pilot of new joint ASB software with Hertfordshire Police.
Delivery of Domestic Violence Training
Establish a working group for the new White Paper — Putting Victims First

Neighbourhood Action

The Street Champions project was launched in Adeyfield on 21 April 2012 and 29
volunteers have signed up to this project. Safety information and equipment have
been issued and Champions information packs will be available in the next quarter.

Adeyfield Neighbourhood Action Group celebrated the Queens Diamond Jubilee on
Sunday 3 June. Despite pouring rain the community came out to celebrate with a
church service early morning and a Big Jubilee Lunch and community fair.
Memorabilia was collected from local residents which recorded the Queens visit in
1952 which, along with a film of the event, formed an exhibition in the Community
Centre.

Neighbourhood Action public meetings have been held in Gadebridge/Warners
End/Chaulden and a new format has been introduced with a wide range of agencies
attending from the community and voluntary sectors to inform and support residents.
A new consultation method was used which has provided very localised details and
information regarding satisfaction of a wide range services (not only DBC services),
local concerns and priorities. Consultation Report is attached at Appendix 4.

Verge Hardening project is progressing with the top areas having had initial
environmental inspections and the Corporate Environmental Group agreeing that the
Verge Hardening Group examine alternative/additional options to address parking
issues across the borough. Three additional pilot projects were agreed and are
being developed at this time. The three pilots are: -

1. Preventative measures such as barriers, bollards etc. to prevent obstructive
parking and damage to amenity greens — pilot areas are Long Chaulden
Hemel Hempstead and Everest Way, Hemel Hempstead.

2. Traffic Regulation Orders to legally restrict parking — Cavendish Road and
Cowper Road both in Markyate.

3. A Bye Law to legally restrict parking — Several roads in Woodhall Farm all
identified on this project.



Areas from the current listings have been selected as the pilot areas for these
projects and at this time the options are being evaluation to see if they are feasible.

Quarter 2 - 2012/13 priorities: -

Neighbourhood Action Public Meetings in Bennetts End, Bourne End, Town Centre,
Adeyfield, Grovehill and Woodhall Farm and consultation reports.

Progress Verge Hardening project.

Progress Play Park improvements in partnership with CSG.

Children, Young People and Youth Democracy

With the spring came increased numbers of children and young people to the 4
adventure playgrounds. From 1st April to the 30" June there were 17,134
attendances with 972 of those attendances by children with special needs.

The 4 Youth Clubs are going from strength to strength and have doubled the
attendances during the first quarter to 984 with Adeyfield and Chaulden being
particularly successful.

Berkhamsted Youth Town Council updated local residents at the Town Council AGM
about what they have been involved in over the last year. This included the
Berkhamsted Ideas Delivered (BID) project, young people’s survey and installation of
lighting at Canal Fields.

Youth Action Entertainers went to William Crook House where 14 residents and 20
young people. Singers, Piano/ Guitar Players and Irish dancers performed for the
residents and the individual volunteers helped co-ordinate and chat with older
residents. Housing have now joined the partnership between Neighbourhood Action
and Age Concern. The housing team are keen to develop the project as are Age
Concern so they will add additional sessions to the 4 per year that already run.

43 students from Cavendish School year 11 came to the Council Chamber at the
Civic Centre for Cavendish Future Thinking Day. The pupils came as a reward for
high-achievement and the Mayor gave special permission for the Charters to be
opened for the day, and gave certificates to the students for their achievements.

Quarter 2 2012/13 Priorities: -

Working with Neighbourhood Action Groups on Olympic Torch event
Youth Action Events

Secure funding for Youth Club sustainability

National Play Days at all 4 Adventure Playgrounds

CCTV and Town Centre

The control room managed 519 separate incidents during the first quarter of this
year. There were 94 arrests directly involving the CCTV control room,116 calls
regarding lost, found or stray dogs and 347 visitors to the CCTV control room.

124 DVD’s were provided for evidential purposes to Hertfordshire Constabulary.

The CCTV tender closed and tenders were evaluated and the report and
recommendations were referred to the portfolio holder for decision.



Quarter 2, 2012/13 priorities: -

e Formally Appoint CCTV contractor
e Start works

Old Town Hall

A new ticketing/box office system has seen on-line bookings increase to 33% of all
bookings.

Overall attendance for 2011/12 reached just over 58% which is high given the
economic situation and the satisfaction rating was 95%. The last quarter saw a
100% satisfaction response.

Mosaic making has been introduced as part of the programme at the Old Town Hall
and it has been a great success.

Quarter 2, 2012/13 priorities: -

To introduce creative writing and animation workshops to drive forward our ambition
to be a creative ‘hub’ for the borough.

To go out to tender for the proposed improvements for access to the cellar and the
improvements to the Gallery Bar.

Diamond Jubilee

A range of Diamond Jubilee Celebrations in Dacorum took place in Dacorum over the
long bank holiday weekend. Once again Hertfordshire had the highest number of
street parties recorded in England and Dacorum was the joint highest district in
Hertfordshire with Three Rivers.

Dacourm Borough Council led events were over 2 days on 3 and 4" June. Starting
in Adeyfield on 3 June (Neighbourhood Action) followed by a celebratory event in
Gadebridge Park on 4" June.

This event went ahead despite poor weather and over 300 people took part in the
carnival parade with many more joining in along the route. The carnival floats were
made by a range of community groups and warmly welcomed on their journey as well
as being accompanied by majorettes, Police Cadets and led by the Mayor and the
Carnival Prince and Princess who were voted for by the Community.

The Community Stage hosted a range of talent from across the borough and
entertained people all afternoon. The Royal Artillery’s Parachute Team, the Black
Knights made an exciting twilight entrance to the park.

Finally the professional stage took over from the Black Knights with performances
from Hank Wangford and the Lost Cowboys, Ahab and Shooglenifty and the evening
finished with a spectacular firework display and the Scouts lit one of 2012 beacons to
mark the Jubilee.

Olympics - Preparations are again in the advanced stages for the torch relay.

Service Concerns - There are no service concerns at this time.



INDICATOR

COMMENTS SIGN OFF /COMMENTS
Performance, Improvement & Transformation >> Neighbourhood Delivery >> Resident Services - Julie Still

TARGET QTR1 RESULT

Appendix 1
QTR4 RESULT UPDATER

«l ASB01aNumber of reports of 1,723 949 1,358 v Approved.
incidents of anti social Report(s) | Repori(s) Report(s)
behaviour across the
borough

Jll ASB02 Percentage of people Infoonly  No data No data v Approved.
responding to the survey
who are satisfied with the
service they have received
following a report of Anti
Social Behaviour

ol CYP01a Number of children attending Info only 17,134 No data . Approved.
Adventure Playgrounds attendances

«l CYP01b Number of children attending Info only 984 No data v Approved.
Youth Clubs at Adventure attendances
Playgrounds

Jl CYP02 Number of young people Info only 80 people 54 people . Approved.

involved in Youth Democracy
events

i NAO1

Number of projects relating Infoonly  No data

to NAG’s action plans

No data Highfield, Moving forward with{_,Approved.
the youth club and allotments.
Town Centre, Road marking
on Leighton Buzzard Road.


http://dbcpm/corvucgi/cvhtmsrv.exe?file=/COTB/Development/BI_Tools/Performance/DBC/Graphs/QuarterlyIndicatorChart_NegPolarity.qry&Prompts=Ref=ASB01a;Desc=Number%20of%20reports%20of%20incidents%20of%20anti%20social%20behaviour%20across%20the%20borough%20
http://dbcpm/corvucgi/cvhtmsrv.exe?file=/COTB/Development/BI_Tools/Performance/DBC/Graphs/QuarterlyIndicatorChart_NoPolarity.qry&Prompts=Ref=ASB02;Desc=Percentage%20of%20people%20responding%20to%20the%20survey%20who%20are%20satisfied%20with%20the%20service%20they%20have%20received%20following%20a%20report%20of%20Anti%20Social%20Behaviour%20
http://dbcpm/corvucgi/cvhtmsrv.exe?file=/COTB/Development/BI_Tools/Performance/DBC/Graphs/QuarterlyIndicatorChart_PosPolarity.qry&Prompts=Ref=CYP01a;Desc=Number%20of%20children%20attending%20Adventure%20Playgrounds%20
http://dbcpm/corvucgi/cvhtmsrv.exe?file=/COTB/Development/BI_Tools/Performance/DBC/Graphs/QuarterlyIndicatorChart_PosPolarity.qry&Prompts=Ref=CYP01b;Desc=Number%20of%20children%20attending%20Youth%20Clubs%20at%20Adventure%20Playgrounds%20
http://dbcpm/corvucgi/cvhtmsrv.exe?file=/COTB/Development/BI_Tools/Performance/DBC/Graphs/QuarterlyIndicatorChart_NoPolarity.qry&Prompts=Ref=CYP02;Desc=Number%20of%20young%20people%20involved%20in%20Youth%20Democracy%20events%20
http://dbcpm/corvucgi/cvhtmsrv.exe?file=/COTB/Development/BI_Tools/Performance/DBC/Graphs/QuarterlyIndicatorChart_NoPolarity.qry&Prompts=Ref=NA01;Desc=Number%20of%20projects%20relating%20to%20NAG%E2%80%99s%20action%20plans%20

Adeyfield, Diamond Jubilee
and Street Champions
project.

Bourne End SID in, also
Highways improvements.

JiNA02 Number of attendances of Info only 270 No data Numbers are far better than () Approved.
Neighbourhood Action attendances expected given the short time
meetings by residents | haved changed the process.
Numbers have been helped
by the diamond jubilee event
at the Queen Square.
Jl OTHO1 Average attendance at the Infoonly  63.00% 58.52% Uplift on previous quarter . Approved.
Old Town Hall theatre figures. Good season with
good attendance
il OTHO02 Old Town Hall User Infoonly 100.00% 100.00% . Approved.
Satisfaction
Jl OTHO3 Number of private hire Info only 39 bookings 35 Up on last quarter, but . Approved.
bookings of the Old Town bookings building was closed over the

Hall

10

additional bank holiday
period. In addition, June is
usually quiet as regular hirers
break for the summer


http://dbcpm/corvucgi/cvhtmsrv.exe?file=/COTB/Development/BI_Tools/Performance/DBC/Graphs/QuarterlyIndicatorChart_NoPolarity.qry&Prompts=Ref=NA02;Desc=Number%20of%20attendances%20of%20Neighbourhood%20Action%20meetings%20by%20residents%20
http://dbcpm/corvucgi/cvhtmsrv.exe?file=/COTB/Development/BI_Tools/Performance/DBC/Graphs/QuarterlyIndicatorChart_PosPolarity.qry&Prompts=Ref=OTH01;Desc=Average%20attendance%20at%20the%20Old%20Town%20Hall%20theatre%20
http://dbcpm/corvucgi/cvhtmsrv.exe?file=/COTB/Development/BI_Tools/Performance/DBC/Graphs/QuarterlyIndicatorChart_PosPolarity.qry&Prompts=Ref=OTH02;Desc=Old%20Town%20Hall%20User%20Satisfaction%20
http://dbcpm/corvucgi/cvhtmsrv.exe?file=/COTB/Development/BI_Tools/Performance/DBC/Graphs/QuarterlyIndicatorChart_PosPolarity.qry&Prompts=Ref=OTH03;Desc=Number%20of%20private%20hire%20bookings%20of%20the%20Old%20Town%20Hall%20

Operational Risk Report

Meighbourhood Delivery

Ciuarter 1, 2012
COMEEqUENGEE IEE InFErerii  IMherent ek Comras EEGTEN RS FEEloual FEL e
Frogabltty  Impact Score Probaollty Impact Seore
Performance, Improvement B Transformation >> Neighbourhood Delivery - David Austin

MND_FH - Failure to monitor the variation in projected levels of income for recyclables.
Category of risk- Financial Risks

Budget overspends I Very | =-Hign [P ="l - Regular meetngs with Accoumkant
Cifficulty in predicting budgats Linely

Portiolic Holder: Clir Julie Laws - Environment & Sustainability

| 3 - Likely | 2 - Medum | 0 - Amiber |
- Organising longer temm contracts/consortia
Status of this risk: Treating

Corporate Priority: Dacorum Delivers

Risk Owner Comments:

NCOME SrEams continue o be menitored against markst trends. There has been issues with plastic prices and tonnages of newspapers dedining.

MND_Fi2 - Lack of budget to develop services
Category of risk- Financial Risks

Portiolic Hobder: Clir Julie Laws - Environment & Sustainabiity

SEMICES DEMoTance ratngs could 4 - ey 3 - High R By o I - Meaum Tem Fmancial Plan 2-Likely | Z-Meduwm | ©-Amber
safer Liely - Rlobwst business cases put in place fo justfy

Mare complaints expenditure

Dermotivated staff - Linking spend to council prionties

Siatus of this risk: Tolerating Corporate Pricrity: Dacorum Delivers

Risk Owner Comments:

Bid made to DCLG Weekly Collection Support Scheme for future senice improvemenis.

ND_FU3 - Lack of Capital Funding

Category of risk- Financial Risks

Unable to aeliver mproved sennce Z-
Failure to take advantage of Uinfikely
opporiunities for income generation
Siatus of this risk: Treating

Portiolic Hobder: Clir Julie Laws - Environment & Sustainability

2 - Medium [ =lsneen |- Full reseanch and buesness case

Z - Unilikely T-Low Z - Green
- Opportunities with Pariners

Corporate Pricrity: Dacorum Dedivers
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Operational Risk Report

Meighbourhood Delivery

Chearter 1, 2012
CONESQUENCEE TrinErent nRerert  Inherent FIsk COnins Hesdua EEHEE Fesliual REL
Probabllty  Impact Score Probanllty Impact Score
Risk Owner Comments:
Mo longer significant risk as all cument reguirements contained in capital programme.
MD_I1 - Failure to achieve Headline Service Objectives
Category of risk- Infrastructure Risks Portfolic Holder: Clir Julie Laws - Environment & Sustainabidity
Poor senice guality. lessened resident Zz- Z - Wedium - Eenvice Fian ownership at AD level and 1-Very T-Low
satisfaction Linfikedhy regular resiews with Ghs. Unlikehy
- Staff inwolved in sotting milestones
Siatus of this risk: Talerating Corporate Priority: Dacorum Delivers
Risk Cwner Comments:
Good progress on objectves in first quarter.
ND_I02 - Failure to manage relationships with Service areas across the Council
Category of risk- Infrastructure Risks Portfiolic Holder: Clir Julie Laws - Environment & Sustainabidity
Duplication of actvities, resigent 3-Likely | 2 -Wedium | G- Amber |- New Corporaie Working groups Z-Unlikely | 2 - Medasm
dissatisfaction. - Talking point meetings
- Cross cutling sendice plan objectives
Status of this risk: Tolerating Corporate Pricrity: Dacorum Delivers
Fisk Owner Comments:
Progress made wia ADs mestings | Corporate Working Groups.
ND_I03 - Failure to manage sickness levels and staff retention
Category of risk- Infrastructure Risks Portfiolic Hodder: Clir Julie Laws - Ervironment & Sustainabdity
Increase use of agency staT J-Lkefy [ 3-High 9 - Amber |- A rcbust system 1o rmanage sickness and 3 -Likely Z-Medum | B - Amber
Higher Complaints absence
Cost implications - Sickness management
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Operational Risk Report

MNeighbourhood Delivery

Chearter 1, 2012
COMESUETCEE EC INFErEri  IMherent FISk COmnis =G EN FEEALEE FEsIiEl RER AEEUTENCE
Prooablity  Impact Seora Probaility Impact Scoe
| | | - Programmee of moculation against diseases
- Riobarst provider of temporary Esbour
Status of this risk: Treating Corporate Pricrity: Dacorum Defivers
Risk Cwner Comments:

Sichness levels within budget but continwed focus requined .

ND_104 - Lack of fuel due to shortages, unavailability or price

Category of risk- Infrastruciure Risks

Portinlic Hodder: Clir Julie Laws - Environment & Sustainabdity
Service disruption 3-Lkefy | 3 -High 9 - Amber |- Mational agreements in place 2-Unlikely | 2-Meduwm | 4-Green
Health hazards
Stafing issues
Sdatus of this risk: Tolerating Corporate Priorty: Daconum Delivers
Risk Cwner Comments:

Mo current threat of strike action affecting supplies.

HD_B40 - Failure to respond to opportunities presented by Localism Bill
Category of risk- Marketplace Risks Portiolic Hobder: Clir Meil Harden - Residents & Regulatory Senvices
Missed efficiencies from inappropriate | 3-Dkely [ 3 - High T - Bmber |- Analysis of localism bill proposals Z - Unlikely 3 - High i - Amiber
allocation of resources
Siatus of this risk: Tolerating Corporate Pricrity: Dacorum Defivers
Fisk Owner Comments:

Proposals confinue to be monitored by Localism CWGE

ND_RiH - Lack of capacity to deliver Meighbourhood Action
Category of risk- Reputational Risks

Portficlic Hobder: Clir Meil Harden - Service & Performance Improvement
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Operational Risk Report

Meighbourhood Delivery

Cuarter 1, 2012
COrEEqUETEER IEE MRErErn  ITnerent FIek CONnoE Rezgud FEEMUE  Fesioudl RER
Prodablty  Impact Soare Probaoilty Impact Seore

Failure to on pricrities identfied at a F-Dkely [ 2-Medium | &- Amber |- Create new apprentice position Z - Unlikely -

local level by residents - Create genenic JOs for ASE and
Meighbowrhood Action
- Regular apprasals to assess indwidual
nesdsrequinsments

Status of this risk: Tolerating Corporate Pricrity: Daconum Defvers

Risk Cwner Comments:

Mo longer significant risk as new structure is delivering.
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Appendix 3

Family Intervention Project (FIP) — 01st April 2012 — 30t June 2012

Key achievements:

Ms X had wanted a fresh start after having had 3 miscarriages and separating from
her husband of 15 years. To her, a fresh start was a new house that wasn'’t tainted by
bad memories. However, due to over £2000 rent arrears this was not possible. After
successfully winning an appeal to have her housing benefit backdated, Ms X and her
6 children moved to a new home in May 2012.

Ms Y’s eldest son (aged 13) would regularly assault his mother. The worker sourced
an appropriate anger management course for the child and he is now far calmer with
his mother and has learnt new ways to deal with his emotions.

Ms Z was the victim of regular domestic violence at the hands of her partner. The
worker supported Ms Z through the process of pressing charges with the Police and
giving evidence in court. The perpetrator was found guilty and is now on remand in
Bedford Prison awaiting sentence.

Mr X’s partner had died and the family were facing the threat of eviction as the
tenancy was in the deceased ladies name. The worker liaised with the family, his line
manager and the housing department to ensure the tenancy was transferred to the
family.

Case study

Ms Q had been referred to the project due to ongoing ASB and rent arrears. The
family comprised Ms Q, her 11 year old son who had learning difficulties and her
partner Mr X who had been an alcoholic for 20 years.

When the FIP Officer first met with the family, the condition of the home was awful.
The little boys’ bedroom had a faulty radiator which had been leaking onto the carpet
for over 6 months. The result of this was damp and mould all over the bedroom
carpet and walls, causing the boys asthma to become unbearable which was
affecting his schoolwork.

There was huge conflict within the family due to the pressure caused to them by her
partners drinking and they resolved their conflicts by shouting abuse at each other.
This impacted on the neighbours.

Steps taken by FIP worker:

e A successful appeal was submitted to the benefits team to have her rent
backdated and this resulted in approximately £800 being refunded to the
family (see above)

e The council contractors replaced the leaking radiator

e The council contractors treated the mould and damp in the bedroom and
completely redecorated it

e The worker liaised with a local charity and organised funding for a new carpet
in the boys bedroom

e The worker sourced a new double bed for the boy

15



The mother attended a parenting course entitled ‘Managing Conflict and
Anger Within the Family’ which had been sourced by the worker

The mother attended a parent support group to meet with parents of other
children with learning difficulties which had been sourced by the worker

The worker sourced a drug and alcohol support group for Mr X which resulted
in a 10 day stay at a detox centre (he has now been sober since 6" June
2012)

The worker sourced a free training course for Mr X in order to get him a
Construction Skills Safety Certificate (CSCS) and he is now actively looking
for employment

The boys’ academic ability at school has increased considerably. A place had
been allocated to him at Collett School in Hemel (a school for children who
have a statement of educational needs), however if he had been assessed by
the school 4 months after the intervention by the worker commenced, he
would have not been allocated a place due to his far higher levels of ability.
The number of complaints about the family and their behaviour in the
neighbourhood has reduced considerably.
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BOROUGH
COUNCIL

Neighbourhood Action

Gadebridge, Warners End and Chaulden Consultation Results
July 2012
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Gadebridge, Warners End and Chaulden
Consultation Results
50 surveys were completed in Gadebridge, Wamers End and Chaulden between 21
May and 11 June. 32 were completed on the night, 13 were retumed via post and 5
were completed online.

The results from this consultation will be used to inform the action plan for
Gadebridge, Wamers End and Chaulden. The action plan will be delivered on by the
Neighbourhood Action Steering Group.

Q1.

Please tell us where you currently live.

B Gadebridge
B Wamers End

B Chaulden

The majority of people who completed the consultation (54%) live in Wamers End,
36% in Gadebridge and only 10% in Chaulden.

Q2.

Overall, how satisfied or dissatisfied are you
with your area?

2% .
% mVery satisfied
W Fairly satisfied
B Meither satisfied nor
dissatisfied

m Fairly dissatisfied

mVery dissatisfied

The majority (82%), are very (23%), or fairly (59%) satisfied with the area. 12% are
neither satisfied nor dissatisfied and only 6% are fairly (4%) or very (2%) dissatisfied.
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Q.3

Thinking about where you live, which, if any of the below do you think needs

improving?

The top five priorities voted for by respondents are;
1(Top 2 3 4 5 (Fifth
Priority) Priority)
1. Road and pavement repairs 14 16 3 1 4
2. Parking 11 5 6 2 5
3. Activities for teenagers 7 5 5 4 0
4. Clean streets 3 2 6 8 i)
5. Shopping facilities 2 4 4 5 0

Please see the graph and table below for a full breakdown of priorities voted for by

residents.
Thinking about where you live, which, if any of the below do
you think needs improving?
40
35 |
30
5
20
= 5 [Fifth Priority)
15
[ ]
10
5 L
0 "2
. & b o b ® ] (Top Priority)
ﬁf}é%}wiﬁi@i@ﬂ&iﬁ gfy;ﬁ £ ﬁ@;&iﬁﬁ o
o i "] & & & o
& beg?&:f? & fﬁ@g d:\qﬁidf o fq‘ 5
,e'\ & 'E..b' 3 d_‘:l (‘b 5
vg}’ o q* G
'ag‘c & o
1(Top 2 3 4 | 5 (Fifth
Priority) Priority)
Activities for teenagers 7 5 5 4 0
Affordable/ decent housing 0 2 2 4 3
Clean streets 3 2 6 8 5
Community activities 0 1 3 4 3
Education provision 1 0 1 2 1
Facilities for young children 1 1 3 1 1
Health Services 3 2 0 2 0
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Job prospects 1 2 3 1 1
The level of crime 1 3 6 1 3
Parks and open spaces 1 1 1 1 2
Parking 11 5 6 2 5
Race relations 1 1 1 0 1
Road and pavement repairs 14 16 3 1 4
Shopping facilities 2 4 4 ) 0
Public transport 2 1 2 1 2
Don't know 0 0 0 0 1
None of these 1 0 0 0 1
Total Number of responses 49 46 46 37 33

8 people responded with a literal response identify 6 areas;
» 2 xreduce speed limit to 20 mph outside schools and shops

« Post Office Facilities

« Cultural

e (5rass cufting

+ Housing Maintenance
« Phone lines for internet

Q.4

Please tell us why you consider your top 5 priorities from Q.3 need improving

40 people wrote a literal response. Please see appendix 1 for the breakdown of

literal responses.

Number of
responses
Priority 1 40
Priority 2 36
Priority 3 34
Priority 4 28
Priority 5 28
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Q.5

Thinking about your area, how satisfied or dissatisfied are you with each of the
following services?

From those surveyed residents are most satisfied with ‘Refuse collection/ doorstep
recycling’. 79.6% are very (40.8%) or fairly (38.8%) satisfied with the service. This is
closely followed by “Local tips and Household waste recycling centres’. 81.3% are
very (39.6%) or fairly (41.7%) satisfied. Respondents are also very/ faifly satisfied
with the “Local bus service’ (46.6%) and ‘“Community Centre’ (61.3%).

Residents are most satisfied with;

‘Refuse collection/ doorstep recyding’ 79.6%
‘Local tips and Household waste recycling centres’ | 81.3%
‘Local bus service’ 46 6%
‘Community Centre’ 61.3%

Respondents are most dissatisfied with ‘Parking’. 59.2% are fairly (34.7%) or very
(24.5%) dissatisfied. “Youth provision' is also identified as an issue with 38.1%
indicating that they are very (23.8%) or fairly (14.3%) dissatisfied. Respondents are
also very/ fairly dissatisfied with ‘Keeping public land clean of litter and refuse’
(32.6%) and “Sports/ leisure facilities (21.7%).

Residents are most dissatisfied with
‘Parking’ 53 2%
“Youth Provision’ 38.1%
‘Keeping public land clean of litter and refuse’ 32 6%
‘Sports/ leisure facilities’ 21.7%
Thinking about your area, how satisfied are you with
each of the following services?
60
50 B Very desatisfied
40 . - —-—-—-— —.
30 I I (W -. I I = Fairly dissatisfied
20 I I
10 I— .—l Neither satisfied nor
0 dizsatisfied
\’5‘ "25\ a@b (ﬁ é_ff« _&:. ‘FF‘ ,gf'? {1‘3{&. B Fairly satisfied
ﬂ‘az-*f.sﬂ,-,@a@@@v‘*”
HF&‘ & HQ‘}' \,‘? L'a Qf:' "" " B Very satisfied
Tt t:f q‘ﬁ'

Appendix 2: Table with raw numbers and percentages for all categories in Q5.
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Qeé.

Thinking about your area, how much of a problem do you think each of the
following are?

From those surveyed the biggest problem is ‘Rubbish/ litter lying around’. 50% of
people thought this was a very (10.9%) or fairly (39.1%) big problem. ‘Teenagers
hanging around the streets’ have also been identified as problematic. 46.9% feel
that it is a very (4.3%) or fairly (42.6%) big problem. “Vandalism, graffiti and other
deliberate damage to property and vehicles’ was also highlighted (27 .7%) as very
(4.3%) fairly (23.4%) problematic.

Thinking about your area, how much of a problem
do you think each of the following are?

&0
50
40
* B No opinion
20
10 ® Not a problem at all
0 = Not a very big problem
= Fairly big problem
@3‘-“‘& = Very big problem
& 4
\E}":\.

Appendix 3: Table with raw numbers and percentages for all categories in Q6.

Q.7
Please tell us what you like about your area?

41 people responded about what they like. See appendix 4 for a full breakdown of
literal responses.

Q.8
Is there anything else you would like to tell us about living in your area?

23 people responded. See appendix 5 for a full breakdown of literal responses.

Q.9

Are you interested in the free prize draw and/ or joining the steering group?
Free Prize Draw 27

Steering Group B
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nesd improving ?
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Table with raw number and percentages
(1.5 Thinking about your area, how satisfied or dissatisfied are you

with each of the following services?

Appendix 3
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(1.6 Thinking about your area, how much of a problem do you think
gach of the following are?

Appendix 4

Literal Responzes
Q7. Please tell us what you like about your area

Appendix 5

Literal Responses
Q8. Iz there anything else you would like to tell us about living in your
area?

24




Appendix 1: Literal Responses

24. Please tell us why you consider your top 5 priorities from .3 need improving

"Priority 1"

"State of road from winter before
lazt atill awful - 2.g. Hassldines"

“Priority 2 "

“road and pavement repairs
generally low standard”

"road and safety repairs - safety”

"Footpath & paving - safety &
appearance”

"Pot hole=s and general condition of
roads is pretty poor. Dog fowling and
unaven slabs"

"Road repairs do not last”

"Pavements around Gadebridge are
generally in disrepair”

"Pavements are dangerous"

"Copious pot holes in the above
parking areas. Pavements now
damaged. Dizrepair, broken imegular
bricks/ slabs/™

"Uneven pavements - easy to trip
over:

"Recenthy in my road 3 holes have
been filed and other holes have been
left unrepaired”

"Most roads and pavements are
in a poor state”

"Cracks in pavements and roads"

“When walking to the local shops
the pavements are very uneven”

"Road and pavement repairs”

"Roads and pavements in the
area are in desperate need of
repair and renewal”

"Some small roads off the main routes
are in a dreadful state.”

"Crangerous walking on paths and
pavements and potholes”

"Road and pavement, worse in this
area. Fennycroft road has been
repaired 3 times this year”

"Road and footpaths are
dangerous and as a chronic pain
sufferer they are a great
hindrance to me"

"Too many uneven surfaces and pot
holes”

"Pot holes in roads”

"There are some very bad pavements
around. Certain arsas of Hemel.
When repaired do not last long. Waste
of time and money."”

"We are running out of parking
spaces in Gadebridge”

8]

"Roads and pavements - clear the
pavements of snow and ice."”

"Parking - too many roads with
double parked cars, cause bad
congestion along roads and poor
virility on comers"

I

"There are some very bad pavements
around Hemel"

"Parking becoming difficult - cars on
pavementz"

I
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"Lack of parking spaces"

P

"Im my road parking is a big
problem”

fa

"Too many cars for driveways and
parking bays”

[

"Continual problems with parking.
Mot enough space for this. | live in
a cul-de-sac - pavements are
used continually. What would
happen if emergency senvices
needed access? Perhaps some
grass areas could be
implementad for this.”

fa

"Far too many vans & lomes parked”

[

"Roads that are parked up on
both sides allowing only cars
through with difficulty in one
direction are bad for drivers and
bad for those living there.”

fea

"When walking, a lot of cars are parked
on the pavement. When driving
sometimes the road is blocked by
people parking on the road.”

[

"Roadside parking often on
pavement should be reduced or
eliminated for safety and general
consideration of neighbours”

P

"Parking on pavements, up kerbs and
broken concrete tiles, etc. causes wear
and tear enough but the horrendous
disrepair of the roads adds
immeasurably to this."

P

“Parking in general in HH is
atrocious, mainly due to the
period of time in which HH was
built. Sensitive re-modelling of
some green spaces to
accommaodate more cars is a

priority.”

e

"Parking spaces are totally
inadequate; more need o be
added to allow each household to
e able to park in close”

g%}

"Mot enough parking spaces to
accommaodate all the cars. 3
Dizabled drivers who need to park
in the close. Do not like looking
for parking after midnight outside
cloge "

P

"Mat enough parking spaces to
accommodate all cars”

P

“provide activities for young
people"

"activities for teenagers -they are
non existent in the Wamers End
area"

"Local of youth cluba" 3
"From the above, | feel that teenagers

need to have things to do, if there is 3
nothing to do, they hang around

shops."

"Teenagers hanging around shops - 3
need activities"

"Clean Streets - litter Dog Fouling are 4
all too evident”

"Shopping - not bad now” 5
"Shopping - not a lot in local parade.

Fresh veg and meat very limited. not 5

good for people who cant get
anywhere else"

"Loss of post office is meaning less
shoppers at facilities”
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“When | was young there was a
youth ¢lub behind stoneyeroft
shops and me and my friends
liked going there. But there aren't
any now.”

"Activities for Teenagers -
Promote the only building in North
West - provide support for ¥C"

"There is NOTHING for teenagers
and younqg people in the area "

“clean street - broken glass and
rubbish everywherse®

"Local shop facilities/ empty
shops”®

"Make the shopping arsa more up
to date"

"Difficult to get GP appointments
in less than a week. Hospital
facilities in terminal decline.”

"DBC getting larger, Watford
unable to cope with demand”

"Mo A&E - Watford very difficult to
getto”

"Post office for eldery”

"Too much litter in woods"

"There just arent many places i
can't take my 2 young children.
The closest playground may be in
a huge space but there isn't much
in it."

"My Partner has over the few
years living in Wamers End has
on a number of occasions
received racist verbal abuse from
teenagers at the shops area. He
alzo witnessed the Chinese
takeaway shop also has had the
same abuse from teenagers on a
few occasions”

"Bus connections could be better
to town, Berkhamsted and
station_ "

"It affects everyones"

"Keeping a ‘reasonable’ bus service"

"erime - 7% is still too much”

"gcrime - not strict encugh sentencing”

"affordable decent housing - there is an
overall short fall”

"There isn't anywhere that i could go
out to work in the evening within
walking distance when my husband is
home from work”

"Urgent care facilities are nominal,
hozspital access difficult”

"Parks - not even a cup of tea in
Gadebridge park - look at 5t Albans®

"Many roads are in a poor state. For
gsafety and less pollution what about
speed limits and better bike access to
town - the cycle path is in atrocious
state of repair.”

"The issue has been raised with me"

"There iz no real local community, just
strangers living together.”

How is anybody under 30 supposed to
afford a house in this area
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"Priority 3"

"Priority 4™

“roadipavements - far too many
potholes - this part of Hertfordshire
iz a disgrace”

"Chaulden Terrace entrance really
needs repairing.”

"l have noticed the state of the roads
full of potholes that need fixing."

"Some areas parking at a
premium”®

%]

"Pavement pose a problem for less
mokile constituents®

"Parking a problem, in shopping
area and many streets”

]

"Parking - pavement parking causing

"Self-evident - activities needed to

. get them away from playing 3
obstruction football on the strests.”
"Pecple are always blocking my "Litter everywhere. Hedges with 4
driveway" dumped food wrappers”
"Parking - grass cutting the verge
would improve the appearance of "Litter and fly tipping especially in 4
the area and would allow parking the lanes”
without cbstructing the pavement”
"My road is not passable at times
due to cars and vans just left —_— -
wherever people think is acceptable. DU ;I;E;IYE:TEE:E and cars parked on 4
A Fire Engine would not be able to P P =
get passed.”
"clean street - have deteriorated
"Parking - Make sure all parked cars over the past 12 months - 4
are taxed.” particularly close to the shopping
centres”
"Some places always have
teenagers hanging arcund, riding "We need people to be employed 4
motorbikes on footpaths and in in street cleaning”
parks."
. b e : "Train children not to drop litter
E":tWTIE* te-;enﬂ.tgeraéjl- }fld* hanging and to respect the area to keep 4
around causes trouble clean streets”
"Teenagers need to be kept busy to " "
prevent ASE" Clean streets 4
"When the hedgerows are cut in
~vouth Faciliies™ the communal areas it makes a 4

mess. No-one wants to litter pick
anymore."
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"Chaulden shops offers just the
basics and Wamers End, although
better, increasingly have teenagers
hanging arocund.”

"Bin collection needs to be re-
thought as these are often full and
placed in unsightly areas in front of
houses for litter to blow around.
Perhaps areas eamarked for
community "pride’ such as litter
picks, helping eldery neighbours
with front gardens? Perhaps cut
price summer bedding?
Encourage veg. growing with
children/families? (Am | still within
the realms of reality)?”

=3 and 4 Facilities for young children
and activities for teenagers - We
have a youth centre in Gadebndge
thiat has mo funding at all. This
should be made possible o open
daily”

"Clean streets - Alleyways from the
Thistles to Buits End, always full of
rubkbish, graffiti.”

"Clean streets - The back of Saffron
Lane always full of rubbish"”

"Gadebridge shops have become
used for other purposes than
resident shopping”

"Once the streetz need deaning and
repairing it brings the area down."

"Shopping facilities - Stoneycroft,
leoking tired in need of investment”

"Too much litter everywhere"

"Shopping - needs some new
venues and post office.”

"Clean streets - Gutters and drains"

"Are there any community
activitiezs? We don't hear about
them."

"Clean streets - litter, fine people for
dropping it"

"Hope the Health Services will stay
near by"

"Limited choice of shops, insufficient
for all requirements.”

"Maintain a suitable level of
secondary schools”

"Shopping - Mo post office
Gadebridge shops needs an enticing
makeover. Always looks dirty. Need
SOMmMe New venues "

"education provision - school pick
up sites”

"Wandals Hanging about and
causing damage to street signs and
property”

"housing - more housing needed”

"crime isn't bad but its always an
important area”

"Affordable homes to me is council
housing and | feel what is left of
these houses must not be sold off,
but remain as council houses, so
that those on very low wages have
a place to live.”
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"A reasonable fransport service to
be available from all times of the
dﬁ:‘lll_"

"Community activities - since
college closed to leisure activities
litthe for mature local people”

"Provigion of bottom end office/
workshop jobs”®

"Community Activities - must never
be cut - only ime many people go
out”

"Particularly car damage due to
parking difficulties/ congestion
allows for this”

"It iz of concemn to people”

*Creators of more jobs”

"Children have some local bit, but
nesd maore.”

"Mo public sector cuts and all jobs
should be well paid"

"Community Activities - more
information needed"

Az we are getting older good bus
service is necessary”

"More use could be made of the
Chaulden Lane fields during the
summer."

"Crime - do not feel safe - cold
callers, never see policeman
walking"

"shopping - Fresh fruit, meat limited
choice, poor choice of shops®

"There is good community focus
regarding areas to shop and play
areas. Perhaps this could be
enhanced by encouraging
‘community projects™? Building on
the 'feel good” factor from the Jubiles
and Olympics?"

"It follows on from 2)”
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"Priority 5"

“Pavemeant uneven. Easy to trip. Roads
utter disgrace”

“road and pavement temible”

"The roads and pavements could use a
lot of repairs, especially where cars park
on the pavements.”

“Car owners to e more considerats of
mobility scooters and wheelchairs and
stop parking completely on the footpath”

]

“Parking limited at shops and cars
overflow into my road.”

]

“Much litter in the streets and parks”

“Litter, gum, fouling by animals. Bins on
pavements for storage. Looks unsightly,
litter blows around. Dog/ cat pulling hitter
out. Need better bin collection”

"Clean streets - | moved to Hemel in
1957 s0 clean and taken care of. now in
many places neglected”

"Clean Streets - doing a good job keep it
going."

"Keep Hemel green”

"Houszes with a minimum 3659m floor
plan”

*| personally have no other complaints”

“Crime - do you best”

"More affordable housing needed in the
area"

"Bus services are fine in the daytime but
we need late everyday and on Sundays"”

"Parks and opens spaces are quite good
now"

“Affordable rented housing”

31



"Co-op my local shop is really over
priced"

"Again, Chaulden Lane could be used
more."

"Public transport is okay, but would like
to zee a weekly ticket including Sunday,
regardiess if it's another company
running it from the Monday to Saturday.
We need more joined up thinking!”

"Intemet access and speed affects
quality of life. The phone lines in parts of
Chaulden are known to be very slow for
the Intemet. BT s known to react to
publicity and the Council should shouwt
publicly about this"

"Cultural Focus - since demize of the
pavilion culiural vacuum in town cenftre
not helped by reduced college leisurs
and cultural courses”

"Howsing - need affordable rented
accommodation.”

"Level of crime - Burglaries appear to be
increasing”

"l suppose this interface with the above.
Encouraging close communities will
engender stronger bonds, understanding
and leaming.”

"It has been raised as an issue with me
since 2005"

“Community activities - need to be more
activiies in the area. Especially for over
ﬁDIS_"

“crime around Gade shops®
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Appendix 2: Table with raw number and percentages
.5 Thinking about your area, how satisfied or dissatisfied are you with each of the

following services?

WVery Fairly Heither Fairly \Very
satisfied satisfied satisfied dissatisfied | dissatisfied
mor
dissatisfied
Keeping public land 1 21 9 10 4]
clean of litter and refuse | (2.2%) (45.7%) | (19.6%) (21.7%) (10.9%)
Refuse collection/ 20 19 4 4 2
doorstep recycling (40.8%) (38.8%) |(8.2%) (8.2%) 4.1%)
Local tips! Household 19 20 8 0 1
waste recycling centres [ (39.6%) (41.7%) [ {16.7%) (0.0%) (2.1%)
Local transport 5 14 20 4 1
information (11.4%) {(31.8%) [(455%) [(9.1%) (2.3%)
Local bus sernvices T 21 12 al 0
(15.6%) (46.7%) [(26.7%) [(11.1%) [{0.0%)
Sports/ leisure facilities A 18 13 ] 4
(10.9%) (39.1%) [(283%) [(13.0%) [(8.7%)
Maobile library senvice 1 10 24 3 1
(2.6%) (256%) [(61.5%) |[(7.7%) (2.6%)
Community Centre 6 15 18 4] 1
(13.3%) {(33.3%) [(400%) [(11.1%) |[(2.2%)
Youth Provision 2 3 21 10 6
(4.8%) {(7.1%) (50.0%) [(23.8%) | (14.3%)
Parks and open spaces 11 25 9 1 1
(23.4%) (53.2%) ([(191%) [(2.1%) (2.1%)
Parking 2 11 7 17 12
(4.1%) (22.4%) [(143%) [i(34.7%) |(24.5%)
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Appendix 3: Table with raw number and percentages
(1.6 Thinking about yvour area, how much of a problem do you think each of the
following are?

ery big | Fairy big | Mot a very | Nota Mo Total
problern | problem big problern at cpinion mumiber of
problem all responses
Moisy neighbours 1 3 20 21 1 46
or loud parties (2.2%) [(6.5%) [(43.5%) |{45.7%) (2.2%)
Tesnagers 2 20 21 4 1 48

hanging around (4.3%) | (42.6%) | (44.7%) |(8.5%) (2.1%)
the streets

Rubhbish or litter A 18 23 0 0 46
lying around (10.9% [ (39.1%) | (50.0%) | ({0.0%) (0.0%)

)
VWandalism, graffiti 2 1 27 G 1 47
and other (4.3%) [ (23.4%) | (57 4%) |({12.8%) (2.1%)

deliberate damage
to property and

vehicles

People using or 0 4 17 16 9 45
dealing in drugs (0.0%) [(B.7%) | (37.0%) |{34.8%) (19.6%)
People being 1 g 24 12 2 48

drunk or rowdy in (2 1%) [ (18.8%) | (50.0%) |{25.0%) (4.2%)
public places

Abandoned or ] 0 15 28 3 46
burmt out cars {0.0%) | (0.0%) | (32.6%) |(60.9%) (5.5%)

Appendix 4: Literal Responses
7 . Please tell us what you like about your area

"Please tell us what you like about your area.”

"Clean, guiet and safa"

"The park, trees and the neighbours"

"Mear to park land, near to open fislds"

"l AM OPPOSITE THE SHOFS"

"The open field along Galley Hill, Local 5hops, close to Gadebridge Park, guite guiet, feels safe "

"There's a lot of good things, countryside, good publicity”

"A pleasant area with green spaces, local authority try to maintain standards”

"General ambience is first class, well looked after by LA

"l live In 3 nice area, a guiet part of the street and have very nice neighbours”

"Paosition of school for my daughter, local shops, green spaces & my neighbours.”

"Secluded"

"lts ok"

"Walley between Gadebridge and Warners End”

"good neighbour, good bus service”™

"quiet and clean”

"Easy access to Watford and London™

"Generally a pleasant area to live in, but now appears to being neglected"
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"When grass in public areas is mown. Owners and tenants take care of their front gardens. Green
space between areas.”

"Safe, quiet with trees and open spaces"

"it is at the edze of town with plenty of green space around the area and beyond"

"Pleasant surrcundings Friendly neighbours®

"Grass"

"Children's youth club"

"Everyons seems guite friendly and thers are some nice walks that aren’t too hilly®

"It is wery green. Lots of trees and grassed areas. Quiet. Friendly neighbours."

"Warners End has a wonderful green space by the shops and the space connecting Warners end to
Zadebridge. Looking at Hemel as a whole, if we loose our green spaces, Hemel Hempstead would
hawe nothing more to offer people to live there."

"It is fairly quiet and clean. We don't have problems with teenagers hanging around and people are
respectiul of each other”

"The dumping of free newspapers, presumably by the deliverers, is an cocasional but growing
problem.”

"Green space, generally well maintained, pood range of local facilities"

"Open green spaces. We are particularly pleased with the tree planting that has happened over the
last year. Peace and quiet of where we live. Easy access to local shops.”

"More shops than a lot of areas”

"Lots of parks and green space”

"Surroundings are very natural. The woodland areas create a special atmosphere of tranguillity and
that contributes to low crime rates.”

"For my particular needs | am quite satisfied. My daughter attends the local school, my home is
situated in @ good position for this and we have nice neighbours. Thers is mixed housing which | like
and nice green areas around. The local shops are not too far away and provide a good selection.”

"The views onto the Warners End valley [the Dip. The friendly people in the arga.”

"The valley at Gadebridge"

"Good shops, east access to buses, quiet, dean”

"Rather quiet and peaceful arsa”

"Green trees and fields. Friendly neighbours close to amenities. good steering group”

"Lots of green space, walking distance, very good neighbours”

"Friendly neighbours, fields and Trees"
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Appendix 5: Literal Responses
8. Is there anything else you would like to tell us about living in your area?

"Iz there anything else you would like to tell us abouwt i..."

"The area has detonated over the last five years due to above answers”

"Too many cars for driveways and parking bays. Almost continucus building work going on in close of
10 houses. Parked vehicles blocking access and blocking visibility "

"Thers is no speed limit on 3 sat and sun"

"l am wvery fed up with cleaning up other pecples dog mess from along the roads in my area. |
regularly clean up after my dogs - and other peoples. | think there should be more signs to
discourage this and fixed penaltiss.”

"Black binz only fortmighthy"

"Where there is grass on Kerbsides why cant these be concreted over and made so that cars can be
parked"”

"Some vandalism and damage to property i.e. 5t Pauls Church, Garden fences®

"some local houses not maintained & looking run down™

"Road repairs and resurfacing very poor”

"We need to protect the green spaces and green belt"

"Lowis music from open windows in summer months®

"We need to promote the youth club at Gadebridge - open fortnightly. We need 3 volunteers for
Friday junicr club"

"Thers is an iszsue of race relations, my partner who is south east Asian has received abuse on a
number of occasions and has seen it at the Chinese takeaway at Wamers end. In thiz | have become
more aware as a white person and have seen abusze towards Indian staff at the Tesco's. This seems
sadly to say from White teenagers.”

"Would like more activities for teenagers.”

"Imcreasing level of thoughtiessness, lack of consideration for others"

"One negative issue we have is the recent dog fouling which extends, on the pavement and outside
homes, from Galley Hill end of Spring Lane and right up to junction of Galley Hill with the Boxted
Road. Reportmade to local dog warden but no action taken.”

"lust so sad how Hemel has been neglected no hospital, no cinema in town, no entertainment. Just
more and more flats. Old market should be bus station, take a look”

"Overgrown grass and hedges - litter and over flowing bins/ dog bins away from shop area”

"Cash point - where no charge is given"

"The Rossgate shopping arcade is dark and dingy. If it was open and welcoming it could attract more
custom. Why can't something be done with the abandoned church plot? More parking, a play area
for children? WE dont need more flats we need more facilities..."

"Stop large vans parking everywhere, over night.”

"lust to reiterate that the general consensus is again parking issues"

"When | come home late and the lights are off. Don't like looking for parking outside my cose."”
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AGENDA ITEM: 7

SUMMARY

Report for:

Housing and Community Overview &
Scrutiny Committee

Date of meeting:

12th September 2012

PART:

1

If Part Il, reason:

Title of report:

Quarter One Performance Report — Regulatory Services

Contact:

CliIr Neil Harden, Portfolio Holder for Residents and Regulatory
Services

Author/Responsible Officers:
Steven Baker, Assistant Director (Legal, Democratic &

Regulatory)
Rita McGinlay, Group Manager (Regulatory Services)

Purpose of report:

To provide Members with the performance report for quarter 1

in relation to Regulatory Services.

That Members note the report.

Recommendations:
Corporate Resources and Value For Money;
objectives: Optimise Resources and Implement Best Practice.
Implications: Financial:
None.

‘Value For Money
Implications’

Value for Money:

Monitoring Performance supports the Council in achieving
Value for Money for its citizens.

Risk Implications

Risk Assessment completed for each service area as part of
service planning and reviewed quarterly.
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Equalities

Implications Equality Impact Assessment completed for each service area

as part of service planning and reviewed quarterly.

Health And Safety | None

Implications

Consultees:

Background Quarterly Performance Report — quarter 1 (attached)
papers:

Glossary of HEEP — Herts and Essex Energy Partnership

acronyms and any
other abbreviations
used in this report:

HMO — House in multiple occupation

1. Background

1.1 For the purpose of this report, ‘Regulatory Services’ includes the following
services:

¢ Environmental Health (Food Safety, Health and Safety, Statutory Nuisances,
Contaminated Land, Drainage, Private Water Supplies, Infectious Diseases,
Air Quality Management)

e Private Sector Housing (HMOs, lllegal Eviction, Private Sector Landlord

Issues, Improvement Grants, Disabled Facilities Grants, etc)

Home Energy Conservation

Pest Control

Stray Dogs / Dog Warden Services

Clinical Waste

Cesspool Emptying

Enviro Enforcement and High Hedges

Emergency and Business Continuity Planning.

Street Trading

2. Regulatory Services Performance Indicators

There are no significant performance issues to bring to Members’ attention arising in
quarter 1. There has been slight slippage in a couple of areas, but despite the
computer terminal server issues reported at the last meeting (9" May 2012), the
slippage has been less than was anticipated. In addition, resources have been
temporarily diverted from the Health and Safety service to assist with enforcement
action within the Food Safety service. In relation to reference REG06 — Disabled
Facilities Grants — each of these non conformances have been investigated. These
were largely due to circumstances outside the Council’s control, for example, works
were halted due to the unfortunate death of a client, or bespoke equipment had to be
sourced, or a client requested that certain works did not proceed until a more
convenient time.

3. Food Safety Enforcement

There have been a number of applications to the Magistrates Court for Food
Condemnation Orders, to condemn unfit seized food and a food premises Prohibition
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Order, to close a food premises that presented a significant health risk due to a
serious rat infestation. The Magistrates granted orders in all of these actions.
Sentencing for a food hygiene prosecution at Crown Court was also handed down
during the quarter, with resultant fines of £50,000 (plus the Council’s prosecution
costs). This generated a lot of media interest locally, as well as nationally within the
Environmental Health professional journals and farming journals.

4. Emergency Planning and Business Continuity

Arrangements for responding to civil contingencies and for ensuring business
continuity were reviewed, with our Hertfordshire County Council partner, prior to the
start of the Olympic Games. An internal audit of the service has been programmed
for quarter 2.

5. Home Energy Conservation

51 There have been a number of changes to the Council’s delivery of home
energy conservation measures within private sector dwellings. The Herts Essex
Energy Partnership (HEEP) scheme is coming to an end and will be succeeded by
new government initiatives, including the Green Deal, Energy Company Obligation,
Renewable Heat Incentive and other initiatives. A separate report on the agenda
provides further information on these.

5.2 The Council joined 13 other local authorities to form HEEP. In the last three
years, HEEP has spent around £390,000 in Dacorum on energy saving grants, loans
and discounts to help customers save energy, money on their fuel bills and make a
positive difference to the environment. The funding (which came from a central pot
from the government and energy companies in the area), has gone towards installing
loft, cavity wall and external wall insulation, replacing boilers over 15 years old and
fitting solar panels. In total across Dacorum, it has supplied over 1,000 energy saving
measures, adding to the Council’s efforts to tackle climate change.

6. Private Sector Housing

Officers have noted some positive trends emerging in the private rented sector during
quarter 1. There has been increased interest from managing agents on the statutory
requirements for operating houses in multiple occupation, (HMOs). This is
encouraging, as this sector is notoriously difficult to regulate and support from the
managing agents could make a valuable contribution to ensuring the health and
safety of private sector tenants. Furthermore, officers have noted a drop in
complaints of illegal eviction from private rented properties. These trends will be
monitored.

7. Operational Issues

Members may wish to note that Regulatory Services is now located on the second
floor of the main building. The Team Leader (Operations), Dawn Rhoden, is now on
maternity leave. Should Members have any queries regarding Dawn’s service areas
(dog warden, pest control, drainage and cesspools, or emergency planning), then
either Nicholas Egerton, Emma Walker or Rita McGinlay would be able to assist.
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Cuarterly Performance Report
Housing and Community D5 - Steve Baker'Clir Meil Harden - Residents & Regulatory Senvices

Crir 1, 2012

Ref Ingicator Tamet @fr 1 Rasult

Financs & Governancs == Lagal Democratlc & Reguiabory == Reguiatory Sanvicas - Rita McGinlay

Qir4d Rasult  Trend

Updater Comments

Sign

Approval Comments

REGO1 Percentage of abandoned vehicles Infi only Mo workflow Mo workfiow i Approved. Mo work flow this period.
removed within 24 hours
(DD (o
REGO2 Percentage of high rsk {category A I oy 100.007% 1060.00% s i Approved.
and B) food premises inspected that
were due in the gquarter
REGOZ Percentags of service requests for Irifi cinly Bo.BE% BRESTR & i Approved. A very pleasing result despite
the whole of Regulatory Services challenges with the [T equipment.
responded io within 3 working days (T217T22) (102271027 )
REGId FEEE'I and ‘>atety work programme: I only Mo data Mo data The majonty of the milestones have been Approved. Resources hawve been
milestones met miet. There is slight slippage on 3 of the: dnverted to deal with the emergency
projects. closure of 3 food premises, the formal
seizure of foods and the publicity
surrcunding the successful prosecution
of the operator of an Begal food
slaughterhouse.
REGOS  Percentage of Moise cases dosed Infi onby BT.TE% 100.00% * i Approved.
within &0 days
|'?B% I.EEE;E%
REGUE Disabled Facilities Grants: Tt only T2, vl ¥ i Approved Eachofthe &
percentage of final payments made non-compliances are being booked in to.
within & months following approval {13/18) [23/25)
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Operational Risk Report
Regulatory Services

Charter 1, 2012

COrSEqUEnIEs Inherent Inherent Inhzrent RISk [==0 T Residual [Z= Residusl Risk
Frotabilty It Score Frotabilty It Soore
Finance & Govemancs »> Legal Democratic & Regulatory - Steve Baker

ATSumAnoe

LOR_M0 - Fallure to reach our most vulnerable citizens, In particutar the siderly and dizablsd, in the provision of housing ssakstance, (Le. grant ald and loan schames)

Category of nsk: Marketpiace Risks Portfolle Holger: Clir Mell Harden - Reslgents & Reguiatony Sendces
[(E30E [0 e56Eral repals and J-LREly | &- Severe = FOUSING assieiance coheme Deing T-Tnik=y | 3- Hon G- AT
disabled adaptations not compilately reaviewed to offer a comprenersive
underiaken, ragulting in {non Councl
owned) cwedlings remalning unft for
PUPOSS 3Nd 3 Feduction In the quaity
of the housing siock

- The Private Sacior Housing Renswal Strategy
being reviewsd o refiect this

- IT system being re-programmed to capture
more sophisticaled pefommancs data

- Siaf iraining

- Phasz || r2alignment Improsing resouncs
alkacation

- Parinesship opportunities being sought

- Enuity relesse schemes belng rassanched
States of this fsk: Toleratng Corporakes Priorty. Safe and Clean Envinonment
RISK Crmier Comments:

LDR_R04 - Fallurs bo have a robest system in placs fo daal with contingencies

Category of fisk: Reputalional Risks Portfolle Holder: Clir Mell Harden - Reslgents & Reguiatony Services
Leads o the Inabiliy 10 eepond o a Z-VEry | 2-Wedium | G- Amber |- Training programme for OMCErs who would be | 3-LEely | 2- Medium | G- Amber
ciwll contingency or an Incident that Likely Imvolvad In the emergency plan In place
aifects the contdnuity of the Coundl’s
operatians, resuting in - requiar training exscroises
non-compllance with the Councl's
statutory and other cbligations, sardce - neguiar testing of business continuity call out
disnuptions and system fallures
- Existing arrangements with Herts ©C
- Up to date buslness continulty plans In place

Status of this nsk: Toleratng Corporabe Priceity: Dacorum Dellvers
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Operational Risk Report

Regulatory Senvices
Ciuarter 1, 2012
CORSEqUENIES Inherent Inhereni Inherent Risk Conirois Residual Fomshcual Residual Risk Assurance
Frobabily  Impac Score Frobabilty impact Score

Risk Cramer Comments:

LDR_R0S - Fallurs bo malntain an sffective business continuity plan for all relevant sendce arsas

Cateqory of nsk: Reputasonal Risks Portiollo Holger: Clir Nell Hardan - Resitents & ReEqUIAtDNY Serdces

DiEnuption calsed by SETvice Tallure 3-Lely | 2- Severe - BUEINESS Contnulty plars In place, revised at 4 - SEveEmR

leading to hardship for indhiduais,
potantial Inss of bUSINEEs and
significant reputational damage

Manch 2011.

- ANnual revia and Update procass.

- Corporate business condnulty process and
procedurss set out In Smengancy responss
inoikit.

States of this fsk:

Uiy

Corporabe Pricrity: Cacorum Dellvers
Risk Cravmier Comments:
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AGENDA ITEM: 8

SUMMARY

BOROUGH
COUNCIL

Report for:

Housing & Communities Overview & Scrutiny
Committee

Date of meeting:

12th September 2012

PART:

1

If Part Il, reason:

Title of report:

1st Quarter Performance Report, Service Plan Update &
Operational Risk Register — Housing Landlord

Contact:

ClIr Margaret Griffiths, Portfolio Holder for Housing

Author/Responsible Officer:
Elliott Brooks — Assistant Director, Housing Landlord

Purpose of report:

(2) To provide Members with the Quarter 1 performance
information (2012/13), update on progress of the
Service Plan and introduce the Operational Risk
Register for the Housing Landlord Service Area.

Recommendation 2) That Members note the Quarter 1 Performance Report,
Service Plan update and Operational Risk Register.
Effective Performance Monitoring will have a positive impact
Corporate on all corporate objectives directly or indirectl
objectives: P J y y
Implications: Financial
None.

‘Value For Money
Implications’

Value for Money

Monitoring Performance supports the Council in achieving
Value for Money in all areas of service delivery.

Risk Implications

The Housing Landlord Operational Service Risk Register was
reviewed during the 1st Quarter of 2012/13 and will be
reviewed quarterly.
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Equalities
Implications

Equality Impact Assessment completed for each Service Area
and reviewed annually or as and when there is Policy change

Health And Safety | None

Implications

Consultees: Fiona Williamson — Group Manager, Property & Place
' Andy Vincent — Group Manager, Tenancy & Leasehold

Background

papers: None

1. Introduction

This report details the performance of the Housing Landlord Service during the
1st quarter of 2012/13 against Performance Indicators, as well as updating the
Housing & Communities Overview & Scrutiny Committee regarding progress of
the Housing Landlord Service Plan which was agreed with the TLC in March
2012 following extensive consultation.

The report also for the first time details the Housing Landlord Operational Risk

Register. These risks have been identified as key in terms of tracking and
ensuring all is done to mitigate as far as is reasonably possible.

2. Housing Landlord Performance Report End Quarter 1 2012/13

Table 1 shows performance against the ‘Service Criticall Performance
Indicators for the Quarter 1 period of April — June 2012. Appendix 1 shows this
information in more detail with additional comments.

There have been for new indicators introduced:

¢ Acknowledgement of a report of ASB within 24 hours

¢ Percentage of tenants satisfied with planned replacement works
¢ Repair appointments kept as a percentage of appointments made
¢ Number of Mutual Exchanges undertaken

As well as these new indicators there has been a separation of the re-let times
for sheltered and adapted properties.
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% Tenancy & Leasehold

Current rent arrears as a percentage of
the annual debit

Rent collected as a percentage of rent
owed (excluding arrears brought
forward)

Void loss as a percentage of rent roll

Percentage of new tenants visits
completed in target ( 6 weeks)

Percentage of community alarm calls
answered within 1 minute

Acknowledgement of a report of ASB
within 24 hours

The number of Mutual Exchanges
undertaken

% Property & Place

Percentage of repair completed right
first time

Percentage of tenants satisfied with
the level of repair

Percentage of dwellings with a valid
gas safety certificate

Percentage of tenants satisfied with
gas servicing

Value of capital type installations,
replacements or major repairs for year
to date

Percentage of tenants satisfied with
planned replacement works

Percentage of urgent repairs
completed within government time
limits

Average time taken to complete non
urgent repairs

Percentage of non urgent repairs
completed within target

Table 1

100.00%

3.05%

1%
98%

97.50%

98%

info

98.50%

1
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97%

100%

97%

Info

97%

98%

5 Days

97%

3.24%

98.72%

0.62%

98%

98.05%

88%
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99.30%

98.52%

99.56%

99.30%

£2,240,978

98.68%

98.95%

12.9
Days

97.94%

3.08%

99.82%

0.61%

100%

98.03%

n/a

n/a

99.21%

98.00%

99.46%

98.00%

n/a

n/a

97.68%

10
Days

97.79%



Appointments kept as a percentage of 97% 99.73% n/a
appointments made

Average cost of a void £1998.00 £2416.00 £1520.95
% Housing Landlord

Average time taken to let a property 25 Days 27.34 days 24 .58 days
(general needs)

Average time taken to let a property 35 Days 60.42 days n/a
(sheltered)

Average time taken to let a property 50 39.80 days n/a
(adapted) Days

Average time taken to let a property (all) 35 Days 36.40 days 37.90 days
% of stage 1 complaints responded to in 80% 97.06% 72.41%
full within target — Housing Landlord 33/34

3. Quarter 1 Performance Highlights

Responsive Repairs

During the 13t quarter the performance of the Responsive Repairs contract with
MITIE has been excellent. All 5 indicators relating directly to the contract are
exceeding target for the three month period. This is down to initiatives brought
in last year by MITIE now showing the full benefits and a better working
relationship between DBC officers and MITIE.

Percentage of Community Alarm calls answered within 1 minute

This indicator has been subject to intense scrutiny over the past year triggered
by a sustained period when the target was not being achieved.

Closer contract monitoring and an increase in resources from the contractor

has resulted in an increase in performance that has now been maintained for
the whole first quarter, as was the case for quarter 4 of 2011/12.

4. Quarter 1 Performance Below Tolerance Level

Acknowledgement of a report of ASB within 24hours

This new indicator was allocated a very high target due to the importance of
reassuring our tenants that their report will be taken seriously and acted on.
The performance is improving and management are monitoring closely to
ensure we are soon achieving the target consistently.
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Average time to re-let a property (sheltered)

The 1st quarter has seen some very long term sheltered properties let and
‘washed through’ the system which has resulted in a very high average
turnaround time. There have also been properties subject to a number of
refusals for a variety of reasons.

There will be an analysis of demand for all sheltered housing blocks carried out
as part of the Future of Sheltered Housing Working Group. This will feed into
the HRA Asset Management Strategy.

4. Housing Landlord Service Plan

Appendix 2 details progress against the 2012/13 Service Plan.

5. 2012/13 Housing Landlord Operational Risk Register

Appendix 3 details the key risks identified to monitor and report against. They
will be reviewed quarterly by the Housing Landlord Management team whereby
work undertaken to mitigate will be reflected is the assessments.
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Cuarterly Performance - Housing Landlord

Qi, 2012
Rief Indicaior Q1 Target Q1 Result CQuarterdy Updater Comments Sign Approwal Comments
Tirend Off
Housing & Regeneration >> Housing Landlord == Property & Place

TOMPIA Fercentage of stage 1 complaints responded 1o EOO0 Hr i Approved. Very good perfonmance considenng

FP wiithin target - Property and Place wolume and the introduction of the new system
hawing teething problems

TORMFIE Mumber of Stage 1 complaints received — Trfo only ints] i Ppprowed.

PP %anﬂ Place

PPO1 ge Ngs With 3 vaid 15as Satety ilw | s S i Approved. Shght improvement over the quarter

Certificate
P02 Fwerage Lost of a repar E0a.aT s Approwed. Within taget
PPOT Walue of capial type nstallatons, replacements, Iro only ¥ i Approwved
of mapor repairs for year to dafe
PFPOB Fercentage of lenants satshed wWih sas or o0 W  Oversllimprovement i Approved. Good and improved performance
Sanvicng
Haaik] Fwerage Time taken o relet a Coundl Froperty 25000 day(s) i Approved. There had been a few properties tal
(General Mesds) were returned in very poor condition and some
where a local connection reduced the member of
suitable applicants. The team continue to work on all
propertes in the system bo reduce as far as possble
any delays in re-let times.

FFi0 Percantage of Urgent repairs completed within BEDOO%: 3 i Approwed. Improved performance this quarter

government time lirmits

PP11 Awerage Time taken to complete non urgent 1500 day(s) -.- i Approved. Performance within tanget

repairs
PP12 Fercentage of non-urgent repairs completed or o0 S i Approved. Performance within tanget
within target

PP13 Fercentage of responsve repars completed nght HE Bl x i Approved. 300d and IMproved perormance

first time

PP14 Appomiments kept a5 a percentage of i Approved. 00d perforrmance s quarer

appointments mads

PP Percantage of Tenants satishied * i# Approwed. High level of tenant satisfaction which =

repair posithe

PP1Ga  Awerage tme torelet a Council Property iy Approved. This is the first quarter this indicabor had

{Sheltered) been reported separately and has provided
information o target mprovernents which have been
implemented.

PPIEE Awerage tme to relet a Councll Progerty 00 day(s) i Bpproved. First quarter this category of property has

(Adapted) bem.“repa'tedniepm:ﬂaﬂ provided a very
TEsL

PPAT Arerage Time o relet all properes ELTORET] [ _ ohgnily owver tanget ous o e mpact of
sheltered accomodation. where there are muliple
offers made and therefore often tenants wait for the
“perfect property” and a number are refused more
than once.

PP1& Awerage cost of voids (emply homes) £1,888.00 £2 416,80 iy Approwed. The new relet standang, combined with 2
number of properties retumed in a poor state have
resulted in a higher than awerage spend on voids in
this quarter.

PFIG Fercentage of 1enants satshed wih planned or o0 i Approved. Good level of tenants satsfaction with the

replacement works planned programmes of work.
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Cuarterly Perfformance - Housing Landlord

Qi, 2012
Rlef Indicator 1 Target 01 Result Quarierfy Updater Comments Sign Approwal Comments
Off
Housing & Regeneration >> Housing Landlord == Tenants & Leaseholders
"COMPTA Fercentage of stage 1 complaints responded 1o EO.O0T: i Approved. Very good perfommance
-TL wathin target — Tenants and Leaseholders
"COMPTE Mumber of Stage 1 complaints received — Irifo only i Approved.
-TL Tenants and Leaseholders
TLM LCurrent rent amears a5 a percentage of the 35 The increase in amears over the irst quarter s i Approved. The amears performance has been
annual debit expecied due bo the pattern of DD payments impacied by the collection of Direct Debid payments.
although further increases are lkely this should D to the reporting cycle these have not been
even out ower the year. Rent Officers are collected for July by the time performance has been
continuing to work to minemise armears and work is reported. As 3 consequence rent amears are slightly
being done on Financial Inclusion projects higher than last month. At the end of the financal
year Direct Diebits will be inchuded giving the most
fawourable possible armears performance.
TLOZ Rent colleci=d as a percentage of rent owed T00.00% Collechion rates have reduced over the guarter i Approved. The reduchon in COBeCon permance
{exchuding cusrent amears brought forward)) due to the pattern of Direct Debit payments. This as been impacted by the Direct Debit cyele. The 1 of
shiould smooth cut over the year and collection the month paymenis have not been collected and
target should be acheved therefore are not included in the . At the
end of the financial year they will be included in the
year end performance.
| i) Voids Ioss a5 a percentage of the reat ol TI0% # Within targei - the pood perlormance refecis the (4 Approved. THis excallent penonmance relects he
work done bo reduce void tumaround Bmes success in letts ies as soon as they
become emply. [his also demonsirated the swecess
in letting sheltered properties that have previously
been "harder o ket
TL12 Fercentage of Mew Tenant wisits completed m HET: 1 wisi was completed out of tanget for quarter Tas  (y  Approved. New tenant visis ane essential in buildng
target (within 8 weeks) for general nesds the officer had difficulty contacting tenant to make relationships with new tenants. The very high
properties appointment. This has now been completed percentage of new tenancy visits conducted
illusirates the eforts that DBC go to, to ensure new
tenancies are established and sustained.
TL13a  PFercentage of Community Aarm cals answered Bralt Performance is very pleasing and confirues 1o i Approved. Good performance s being sustaned in
wathin 1 min improve. Cfficers and Bldercare are working responding to alarm calls within sheltered properies.
together to ensure performance standards are
maintained.
TLAE Fokrowiedgemnent of a repor of Ao within 24 055 Tigures are down for this quarter due to figures in |y Approved. Perfonmance has improved across the
hours May. 2 cases were updated incomectly and cne quarier. The annual performance target is likely o
(112127) cass was not ASE so three cases were reporisd be achieved as long a5 current performance is
as out of tanpet incomecty. sustained
TL1% e rurniber of Mubual Exchanges undertaken in Inio cnly 44 Approwed_ 435 Mutual Exchanges have been

the financial year to date

reported as completed n the first quarter.
Approcmately 120 mutual exchanges are
anticipated to be completad in the year - this
demaonstrates the populanty of the mutal exchange
scheme

49



Sanice Plan Objecives Rapon - Active Milestones

Houslng Landiord Service Plan 2012-13

Guarter 1, 2012

Hiousing Landiord Servics Plan 2012-13 - ENlott Brooks
Dibjective HLOT : To Involve tenants sfiectively to make sure isnanis and lessshoblisrs monifor, challengs, ehape and haelp us to provides an axcellent ssrvice

Orverall status of this objective | On rack

Responsible
Offcer

Sius

Sign O - Aporoved

[AD Comenedis -

Dibjaciive HLO2 : To give the tenants and massholdars the bast valus for thelr rent and servics charges.

|Teveiop and Implement a Sirategy for Tenant Invoivement for 2012-15 Andy o 1 Staned Behind Schedule A siralegy Tor ienant IMvolvement 15 Daing developed In conjunciion
Vincent with the Tenant and Leasenoiger Commites. An update report on
progress |s going fo e Housing and Communities Overview and
Comemiites on 13th July.
[Trev=iop 3 programime o FvohEmETT Schy Wilin shesred Tioushg Frdy T TR T EE R
Wincent sheftered housing resklents. This Inciuded acihvities for the Jubliee
and will Inciude: 3ctiviizs for the Olymples and Oiger Persons
AyErensss weell, plus darts 5 and activiiies to fosier
better reiations betwean younger and plder people.

Overall status of this objective @ On rack

Oiaciive HLOI - To make sure the repalrs and mainienances coniracts we swand in 2014 result in the moset eMclent and eMective sendce

Sign O - Apopnoved
[AD Commenis -
B programme on 0] Fiona [+ g [This Will B2 Gngoing Throughout The year-
Willamson
Carefully monitor e management of the major repalrs programme and our Flona oF 4 Staned Dngoing monitonng and naporing In place.
It Willamson
Use the baseline sallsfaciion gahered as part of Me STAR SUrvey 10 put in Andy [ Staned JAn achon pian is being Gevaloped 10 sUppon e resuRs of the
place an action plan to target improvement across the senidce Wincent STAR survey. This whens possiie will b2 Incorporatad within the
sEnice plan.
ana EETWCEE and Flona o 5-@r & = on Com X
consldenng cotions for providing those sendces In the future Willamson Estate Improvements and tenant Invalvement review has besn
commenced.

COverall status of this objective © On rack

Sign O - Aponoved




Sandce Plan Objecives Reporn - Active Mllestones

Housing Landiord Sarvice Plan 2012-13

Cuiarter 1, 2012

Responzibie] Flarmed | Staws | Progress | Actual
Ofscer

mmmmmmmumm

Procure axtemal advisors 10 suppor the process and comple the confract
documenation for iendar

‘Comtinue to mornitor and manage the performancs of the comtract and
Introduce Improyvements whers identified

o Juy 24th.

Flana airz-Qirad Staried
Willamson

Flana air1-Qir4 Staned
Willamson

Objaciive HLD4 - To maks the moat of opporfuntiies to maks cur housing more anargy afMmclent

Orgoing management and performance monttonng in place.

Cverall status of this objective © On track

Sign C - Appraved

mmrypamagemnmmmnhmgmmmmm
gas properties to IMprove the SAP r&Etng

Flona | Gif Z-&r =
Willamson

Flana air 3-Qird Staned
Willamson

Oijective HLDS : To complaie our Asssat Management 5trategy with detalls of cur ssif-inancing buziness plan and cur approach o managing our howsdng

orgoing mummmmmewaﬁ
refrodt

| refrodt upgrading.
Ongoing rEsearch work 1o Ieniy poteniial panners and any grant

funding cOpORUNItes Lnderway.

Cverall status of this objective © On track

Sign O - Approved

mpmaleam-bmrg mﬂﬂm&jrgmmmw Sirategy
[provide an overarching approach 1o the management of tha Housing stock

Willamson
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Zandce Plan Objecives Rapon - Aclive Milesiones
Housing Landiord Senvice Plan 2012-13

Guarter 1, 2012

Oijective HLDE : To develop 2 Housing Landiord IT work plan to cover the short medium and long term need

Overall siatus of his objeciive : Faling behind

Sign Of - Approved
[AD Commens -

Tevelop 3 work pian Wi detaled mIesiones far Galvery

A WOTK plan Nas been developed [0 Ennance the Orcnard Housing
Vincent Management IT system. A meeting has been amanged with
Crehard for July following Tis meeting the work plan will be ‘signed
o

Establish Tormal relationships with Independent onjanisations 1o review and | Elliott
the

| oFr 3 | Stared _ |wmmmummw
of our service Bmoks
Oijective HL10 : To producs a plan for communicating posttive messages fo tenants and leassholders, councllors, resldents and the housing Industry

Overall siatus of his objeciive © On rack

Sign Of - Approved
AD Comments -

[PUBATEN and monior 3 COMmMUNICAT0NS plan 108 e NoUSE lanmon] service Andy [+

[A CommUnicalions [an Nas Deen Geveloped and publened. Ths |
Fesldent Servicas, Housing Sirateqy and Rewvenues and Seneflts.

Objactive HL11 : Develop a poalfive can do siall culture
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Fandce Plan Objecives Rapon - Active Milesiones
Housing Landiord Sarvice Plan 2012-13
Guarter 1, 2012

WMilEstona Responsible] Plammed | Gl@ue | Drogress | Achul Comments.
Officer

Objactive HL11 : Develop a posifive can do siall culture

Sign O - Approved
(AL COmiments -

memmﬁmuﬁnmmw | Elliott | o 1 |c:nrrp|etau JUn 2012 |4l Fousing Landiord Appricals wers compisied by end of [Une and
Brooks 1-T'siteam diansed

Overall status of this objective : On rack
Siign O - Approved
[AD Commenis -
E] TEq e Endy [+ [E 15T Of e required procedune JOCUments Nas Deen Jeveoped. |
Vingent
[DeveElp INGIVIJUal procedUne JoocUments N Each sence afed, moudng EIREs | Andy [+5 K] ThE vast =
Vingent been developad In the Tenant and Leasshakd Group. This
procedure documents Include standand letiers and supparting
documenientation such a5 Torms. A small numider of documents
remain outstanding and will b= completed a5 s0on a5 possibie.

Objective HL13 - To make best usa of the land and asaeis we own, In lina with published priorities

Overall 5iatus of this objective ;| On rack

Sign O - Aporaved
[AD Commenis -

Traing 1he ot g aly Taunch The EslaE Improvemen Dudgel — oaihe Andy o 1 [T un [AC3EE S0dy Of ME oW e CEahe IMpTovement DUdge: has been |
fecdback and evidenca to submit 35 3 case for Housama Vincent Epant In 2011/12 has besn submitted bo Housamank, The bugget
wa3s spant Tollowing fenants raguest and has promotad many

posiive comments and feedback.
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Category of fsk: Financial RISks

Operatonal Risk Report

Housing Landlord

Chuarter 1, 2012
n n TS Fezdual FEsdan | Fendual Rsk
It Scone Erobabilty rpact Seore

HL_F01 - Fallure fo clossly monitor oparational and financial factors affecting the delivery of the HR.A Business Plan

Portfollo Holder Ciir Mangare! &imins - Housing

2 -
Uiniikaty

I-Gevere = TEVEN MESE Bian 1N
partnership with Firance
Yeary reporting fo Scrutiny & Cabinet

Assuranos

T-Wery I- L
Unilkafy

Status of this fsk: Treating
Risk Cwner Comments:

Corporata Prionty

I5t Cuarter Revlew 52t up Tor 15th July 2012

Category of fsk: ITfrastruciure Risks

HL_I03 - Fallurs to adopt 3 ssrvice spaciic best practice approach fo Health and Safsty [Housing Landlord)

Portfollo Holder Ciir Mangare! &imihs - Housing

Death or Injury bo S, resigents of
conbrachors' stalf, reputation; Itigation
and charges of Comporans
EnEEUgiEr.

3- Likaly

4 - Gevere Service specilic H & 5 procedures applied 0

urider review. Cngoirg training for siar in key
areas.

Direclorabe Haalth & Safty Committes Cuartany
at DT

States of this isk: Toleraing
Risk Cwner Comments:

Standing ltems on Team Mecing A

2-Unikely | 4 - Severs 8- Amber

Corporabe Prioety. Safe and Clean Envinnmeant

Category of isk: Infrastusture Risks

HL_104 - Fallurs to upgrads the housing IT management system and Orchard Upgrads iImplementation projsct

Porifolle Holder: Clir Margaret Gatfiths - Housing
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COperabional Risk Report

Housing Lamndbord

Chearter 1, 2012
LENCES n n n [ Fesaual Fesidaa  Resdual Rk AESUrance
Frobabilty  Impad Score Erciablity pac Score
o develop the sanize and bacome | | Rz out of some modules started June 12 | | | |
Irode cusiomer focussed.
Status of this msk: Toleratng Corporate Prioty; Dacorum Dellvers
Fisk Cwnier Commenis:

HL_Mi1 - Fallurs fo have sysiams In place which axert effaciive inancial and opsaraficnal contral over currant confracis In the lsaddn period to 2014 expiny
C:ateqory of nsk: Markstpiace FISks Portfolle Holder: Clir Margaret Saiffiihs - Housing

[Froar @ualt exiamal and el F-LH=ly [ 2- Gevere : ji

reports; reputation; unabie 1

demonsirate value for money; [ack of

crediolity, I2ss Impovemenis to siock
1 homes

Tvary [ 2-
Unilkzly
- Buidget transparency and manthily menitoring

Procurement Projiect Plan Includes Exdt
Strateqy from Current Contract - Inkilal related
discussions stared
Hatus of this fisk: Toleraing Corporata Priorty: Cacorum Dellvers
Risk Owner Comments:

HL_R1 - Fallure o adapt to the new regulatory framework and requiremants for tenant scruting
Cateqory of nsk: Reputational Risks

Portfollc Holder: Clir Mangaret Gaiffiihs - Housing
3-Lkely | 2-Hgn

9- Amber | Recent Review of Tenant Invoivement 1-ary
Structure Inciuded e Introduction of a Tenant
Stahes of this msk: Treating

Unilkzly
5 Panel by Aprl 2013
Corporate Priority:
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Cperational Risk Report

Housing Landiord
Cuairter 1, 2012
COnSEQUENIES Tnherent Tnhererz  Inherers Fiss Cormos Fezdual Fesdal Fecidual sk Azzurance
Frobabilty  Impad Score Erotabilty mpac] Soore
Risk Cerear Comments:
HL_Ri2 - Fallure fo dallver key milsstonas on tima within the Housing Rapalra, Malntenancs and Improvament Procursment Projact
Category of risk: Reputational Risks Portollo Holder: Clir Margaret Gatffiths - Housing
3- Likely Approved PID - Unikely | 2- Medium

Project Plan on Target

dum

progression dinscton

Stafus of this sk Treating

Report for Cabingt submitted recommending

Corporate Priorty:

Risk Cremer Comments:
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AGENDA ITEM: 9

SUMMARY

Report for:

Housing and Community Overview and Scrutiny
Committee

Date of meeting:

12 September 2012

PART:

1

If Part Il, reason:

Title of report:

Quarter 1 Outturn Report 2012/13

Contact:

Clir Nicholas Tiley, Portfolio Holder Finance & Resources
Sally Marshall, Corporate Director (Finance & Governance)

Author: James Deane, Group Manager (Financial Services)

Purpose of report:

To provide details of the forecast outturn position for the
Housing and Community Overview and Scrutiny Committee
as at the end of Quarter 1, 2012/13.

Recommendation: | That Committee note the forecast outturn position
Consultees: Budget managers

Glossary of DCLG - Department of Communities and Local Government
acronyms and GF — General Fund

any othe_r H&C — Housing & Community

abbreviations HRA — Housing Revenue Account

used |.n this OSC - Overview and Scrutiny Committee

report:

PWLB — Public Works Loan Board
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1.2

2.1

2.2

2.3

24

2.5

Introduction

The purpose of this report is to update the Housing & Community (H&C)
Overview and Scrutiny Committee (OSC) on its forecast outturn for 2012/13,
as at 30 June 2012. The report covers the following budgets:

e General Fund
e Housing Revenue Account (HRA)
e Capital Programme

Revenue analysis within this report is based on the variance between forecast
outturn and the budget approved by Full Council in February 2012. Capital
analysis is based on variance between forecast outturn and the revised
capital budget approved by Cabinet in June 2012.

General Fund Revenue Account

The General Fund (GF) revenue account records the income and expenditure
associated with all Council functions except management of the Council’s
own housing stock, which is accounted for within the Housing Revenue
Account (HRA) (Section 3).

To provide Committee with some council-wide context, a summary of the GF
forecast outturn position, analysed by OSC, is shown in Appendix A.

Appendix A separates expenditure into controllable and non-controllable
categories in order to focus scrutiny on those areas where Officers are able to
influence the outturn position, i.e. the controllable.

The majority of non-controllable costs result from year-end accounting
adjustments, e.g. depreciation charges, which are required to show the true
value of resources used to provide the Council’s services, but which do not
result in a cash charge to taxpayers. As these costs will not be known until
year-end, the forecast outturn for all areas is shown as on budget.

The table below shows the forecast outturn position for the controllable
element of the H&C GF budget, by type of expenditure/income:

Controllable Forecast Forecast
Budget Outturn Variance
£000 £000 £000
Housing & Communities

Employees 3,122 3,136 14
Premises 356 358 2
Transport 57 61 4
Supplies & Services 2,404 2,427 23
Third Parties 24 24 0
Transfer Payments 5 6 1
Income (3,980) (4,031) (51)
1,988 1,981 (7)
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2.6

2.7

3.1

3.2

3.3

3.4

The forecast outturn position for H&C is £7k (0.35%) under budget.
Material variances within each category of expenditure are explained below.

Supplies & Services - £23k over budget (1%)

o f£22k overspend in Community Cohesion relating to Olympics and
Diamond Jubilee celebrations.

Income

o £50k over achievement within Anti-social Behaviour and Neighbourhood
Action team due to additional grant funding secured, including £30k from
Hertfordshire County Council and £10k from Herts. Constabulary towards
a Community Safety Coordinator role.

Housing Revenue Account (HRA)

The HRA is a ringfenced account relating to the Council’s Landlord functions,
which falls within the H&C Scrutiny area. A guiding principle of the HRA is that
revenue raised from rents and service charges must be sufficient to fund
expenditure incurred. The forecast outturn position for the HRA is shown at
Appendix B.

The HRA balance at the end of 2012/13 is forecast to be £8.732m, which is
£6.359m higher than the anticipated closing balance when the budget was set
by Council in February 2012.

£816k of the £6.359m favourable variance results from a higher opening
balance at the start of 2012/13 than had been forecast at the time the budget
was set. This resulted from a net underspend within the HRA in 2011/12.

Significant variances contributing to the remaining £5.543m variance are:
Revenue Contribution to Capital - £1.196m (30.3%) underspend

e The Revenue Contribution to Capital reflects that element of revenue
surplus which is required to ‘top up’ capital funds so that investment plans
are adequately financed.

Around £1m of this variance arises because the actual 2012/13 opening
balance on the Major Repairs Reserve (which is the first source of capital
financing) was £1m higher than anticipated at the time the budget was set.
This means that £1m less ‘top up’ is required from revenue surpluses.

Interest Payable - £4.317m (27%) underspend

e This relates to the interest payable on the loan of £354m taken to finance
the payment to Department for Communities and Local Government
(DCLG) for the transition to Self Financing. The interest rates of the loans
taken from the Public Works Loan Board (PWLB) could not be finalised
until 26 March 2012, after the budget had been set. Therefore, for
budgeting purposes a prudent view of the likely rates was taken, and the
budget was set to reflect an assumed flat rate of 4.5%.
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3.5

41

4.2

On the date the loans were booked, the Council was able to secure an
average interest rate of 3.3%. The difference between the forecast rate
and the actual rate resulted in a saving on the interest payable of £4.317m
for 2012/13.

The £4.317m underspend arising from the lower interest rates was reported
to Cabinet at its meeting of 27 March 2012, as soon as the rates were
finalised by PWLB. Cabinet resolved to review the performance of the
business plan throughout 2012/13 before considering how best to invest this
additional capacity. A report will follow later in the current financial year.

Capital Expenditure

The capital programme, in Appendix C, shows the revised capital budget
approved by Cabinet in June 2012.

As at 30 June 2012, the forecast outturn for all projects within the H&C remit
remains on budget, with the exception of the following project:

Hemel Gym refurbishment - line 74 on Appendix C

Around £600k on this project is now expected to slip into 2013/14 due to
delays in the procurement process.
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AGENDA ITEM: 10

SUMMARY

Report for:

Housing & Community Overview & Scrutiny
Committee

Date of meeting:

12 September 2012

PART:

1

If Part Il, reason:

BOROUGH
COUNCIL

Title of report:

‘STAR’ Progress

& Responsive Repairs Satisfaction Questionnaires

Contact:

Landlord

Councillor Margaret Griffiths, Portfolio Holder for Housing

Responsible Officer: Elliott Brooks, Assistant Director, Housing

Author: Carolyn Leech, Team Leader, Policy and Participation

Purpose of report:

by MITIE

1. To inform the committee of the progress with STAR

2. To inform the committee of the questions used by the
Service to monitor satisfaction with the repairs delivered

Recommendations

within the report

1. That the committee note the information contained

Corporate
objectives:

corporate objectives and contributes to:
o  Our Community capacity

¢ Resources and value for money
o Affordable Housing
Enhancing our profile and reputation

High levels of customer satisfaction supports the Council’s

e Economic development and regeneration

Implications:

‘Value For Money
Implications’

Financial

financially.
Value for Money

for money.

Whilst there are no financial implications poor Customer
Satisfaction may result in an increase in complaints which
would ultimately have resource implications which could impact

Good levels of Customer Satisfaction add to increased value
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Poor satisfaction in areas of service delivery could ultimately
impact on the image and reputation of Dacorum Borough
Council. By undertaking satisfaction testing and acting on the
results we are ensuring that improvements are made as and
when required, and in doing so maintain the image and
reputation of the service and the organisation.

Risk Implications

Equality Impact Assessment reviewed/carried out as part of

Equalities the STAR project.

Implications

Health And Safety | There are no health and safety implications identified.
Implications

Consultees: Tenants and Leaseholders.

Background STAR Presentation

papers:

Glossary of STAR — Survey of Tenants and Residents

acronyms and any
other abbreviations
used in this report:

Background

In January 2012 a Survey of Tenants and Residents, STAR, was sent to all tenants
and leaseholders to gauge their satisfaction with the services provided to them by
Dacorum Borough Council’'s Housing Landlord Service. This is a robust survey and
in order to further improve services the Service has committed to undertake the
STAR survey on a two yearly basis.

The STAR survey gives all tenants and leaseholders the opportunity to express their
satisfaction with the service generally and also more specifically on the service they
may have experienced in specific areas such as cleaning, landscaping etc. With
regards to the responsive repairs service it asks tenants and leaseholders to rate
their experience of a repair that they have received in the last12 months.

In addition to STAR the service undertakes satisfaction testing in other parts of the
service such as the responsive repairs maintenance contract to ensure that repairs
are being completed first time and to a good standard. The survey is undertaken on
our behalf by the Council’s Customer Contact Centre and MITIE within a week of a
repair being completed.

STAR Survey

The STAR survey was sent out to all tenants and leaseholders. It covered a wide
range of areas, see appendix one. From the results that we received we have been
able to create a plan to improve the areas where there are the highest levels of dis-
satisfaction; see appendix two. Whilst some of the improvements could be achieved
relatively quickly the majority of areas highlighted for improvement will form part of
our service planning for next year.

The STAR survey also gave the ability for tenants and leaseholders to let us know

their priorities for the Housing Service; see appendix three. These priorities will also
form a significant part of our service planning for 2013/14 to ensure that we are
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tackling tenant and leaseholder priorities and ensuring the improvements that they
need and want to their housing service.

Responsive Repairs Satisfaction Questionnaires

As part of the monitoring process for the responsive repairs contract we contact
tenants to undertake a satisfaction questionnaire within a week of their repair. The
questionnaire, see appendix four, is undertaken by the Council’s Customer Contact
Centre and MITIE on our behalf.

Previously the Housing and Communities Overview and Scrutiny Committee had
expressed concern that the results relating to satisfaction with the repairs service
from the STAR survey were lower than that of the satisfaction surveys carried out by
MITIE and the Council’s Contact Centre.

The two surveys asked very different questions and the purpose of STAR was not an
attempt to verify other satisfaction surveys. The surveys carried out by MITIE and the
Council are only asked of people who have had repair carried out at that time, STAR
was sent to all tenants and leaseholders.

Improving the standard of repairs is a local offer and as a result of this the Tenant
Inspectors have been commissioned to undertake a mystery shop in this area. The
results of the mystery shop will be presented to the Maintenance Focus Group and
the Tenant and Leaseholder Committee. If the results of this highlight any potential
problems then the Tenant and Leaseholder Committee may request that a full
inspection of this area be undertaken.
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APPENDIX 4

Customer Satisfaction Survey with Repairs Questions
Post Inspections

Q1.Were you happy with the way your enquiry was dealt with
when you reported your repair - Y/N

Q2.Was the repair carried out to your satisfaction - Y/N
Q3.Did we keep your appointment - Y/N
Q4.Did the tradesman show their ID - Y/N

Q5.Did you find the tradesperson polite, friendly and helpful - Y/N
Q6.Was the work area left clean and tidy - Y/N
Q7.How would you rate the work that was carried out - 1-10

Q8.Do you have any comments (add in any comments as a result
of a'N' response)
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AGENDA ITEM: 11

SUMMARY
BOROUGH

COUNCIL

Report for: Housing & Community Overview & Scrutiny
Committee

Date of meeting: 12 September 2012

PART: 1

If Part Il, reason:

Title of report:

Development of a Cross Tenure Housing Energy Strategy

Contact:

Councillor Margaret Griffiths, Portfolio Holder for Housing

Councillor Neil Harden, Portfolio Holder for Residents and
Regulatory Services (Service & Performance Improvement)

Fiona Williamson, Group Manager (Property and Place)
Rita McGinlay, Group Manager (Regulatory Services)
Ricky Lang, Home Energy Officer

Vicki Nash, Home Energy Conservation Officer (private sector
housing)

Purpose of report:

o To provide Members with an update on recent changes
in Government policy in relation to energy efficiency
within residential dwellings;

e To provide an opportunity to Members to provide
comments on the draft Cabinet report on the
Development of a Cross Tenure Housing Energy
Strategy.

Recommendation:

That Members consider the attached draft Cabinet report
relating to the development of a cross tenure housing energy
strategy and provide officers with any views or comments which
they wish to make.

Affordable Housing

ggrg&zj;es, Safe and Clean Environment
J ' Building Community Capacity
Implications: Financial

None relating to this report
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Value for Money

None relating to this report

Risk Implications

None relating to this report

Equalities
Implications

None relating to this report

Health And Safety | None relating to this report

acronyms and any
other abbreviations
used in this report:

Implications

Consultees: Councillor Margaret Griffiths, Portfolio Holder for Housing
Councillor Neil Harden, Portfolio Holder for Residents and
Regulatory Services (Service & Performance Improvement)
Mark Gaynor, Corporate Director (Housing and Regeneration)
Sally Marshall, Corporate Director (Finance and Governance)
James Doe, Assistant Director (Planning, Development and
Regeneration)

Background Please see attached draft Cabinet report

papers:

Glossary of CERT — Carbon Emissions Reduction Target

CESP — Community Energy Savings Programme
DECC — Department of Energy and Climate Change
ECO — Energy Company Obligation

HECA — Home Energy Conservation Act

Background

1.

The attached draft report for Cabinet aims to provide Members with an update
on recent changes in Government policy in relation to energy efficiency within
residential dwellings. The report proposes the development of a strategy for
delivering energy efficiency measures across all housing tenures, including
Council owned, private sector and registered social landlord stock.

In particular, the Cabinet report highlights that the Government have
established the legal framework for the Green Deal in the residential sector
through secondary legislation passed in June 2012 and that local authorities
are expected to be key players in the delivery of the Green Deal.

Paragraph 12 of the draft Cabinet report sets out the three possible delivery
options for the implementation of the Green Deal in Dacorum. Officers are
recommending at this stage that option 2 should be explored further. Option
2 would involve the Council signing an agreement with a Green Deal Provider
or a Panel of Providers and actively marketing the Green Deal to residents,
possibly financed through referral fees. From early discussions with potential
Green Deal Providers, this could either be at no cost to the Council or the
Council may be charged an annual membership fee of approximately £10k.
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4. The draft Cabinet report will be presented in October. Members are invited
to provide officers with any views or comments which they may wish to make
on the draft report before it is finalised.
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Report for:
Date of mee

PART:

DRAFT AGENDA ITEM

SUMMARY

If Part Il, reason:

Title of report:

Development of a cross tenure Housing Energy Strategy

Contact:

Councillor Margaret Griffiths, Portfolio Holder for Housing

Councillor Neil Harden, Portfolio Holder for Residents and
Regulatory Services (Service & Performance Improvement)

Fiona Williamson, Group Manager (Property and Place)
Rita McGinlay, Group Manager (Regulatory Services)
Ricky Lang, Home Energy Officer

Vicki Nash, Home Energy Conservation Officer (private sector
housing)

Purpose of report:

e To provide Members with an update on recent changes
in Government policy in relation to energy efficiency
within residential dwellings;

o To provide an opportunity to Members to provide
comments on the draft Cabinet report on the
Development of a Cross Tenure Housing Energy
Strategy.

Recommendations:

That Cabinet -

1. Approve a strategic approach to delivering energy
efficiency measures across all housing tenures,
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including Council owned, private sector and registered
social landlord stock.

2. Agree that officers explore opportunities to form a
partnership with a Green Deal Provider, to offer Green
Deal loans and Energy Company Obligation grants, as
the preferred delivery model.

3. Agree that a draft cross tenure Housing Energy
Strategy be drawn up by officers and presented to
Members at a future meeting.

Corporate
objectives:

Affordable Housing

To produce a robust and sustainable Housing Energy Strategy
in line with current best practice and one that provides value
for money and most economical use of resources.

To promote tenant involvement in the development of the
strategy.

To consult with private sector landlords and RSLs with regard
to the development of the strategy.

To ensure new affordable homes are developed in line with
current code 4 sustainability targets.

Safe and Clean Environment

To produce a strategy for implementing energy conservation
measures into existing housing, which delivers a high quality,
low carbon environment, helping to make homes warmer and
healthier.

Building Community Capacity

To work with local communities and partnerships to reduce fuel
poverty through implementing energy efficiency measures,
using a cost effective, area-based approach across all tenures
of housing, (particularly in wards in the lowest quartile of the
indices of deprivation and in areas which are off-gas).

To support the local economy through providing employment
opportunities for installing energy conservation measures in
the Borough.

Financial
Implications:

Value For Money
Implications:

There are no direct financial implications relating to this report.

A strategic approach will ensure efficient use of resources by
co-ordinating the work carried out by Property and Place and
Regulatory Services across all housing tenures.

The development of the strategy will provide opportunities for
home energy conservation measures to be installed at lower
cost for all tenures, through bulk purchasing and making the
best use of external funding.

Risk Implications:

The intention of this report is to comply with legislation and
therefore avoid the risk of non-compliance. (A full risk
assessment will accompany the draft cross tenure Housing
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Energy Strategy.)

Equalities
Implications

None arising from this report, although an Equalities Impact
Assessment will accompany the draft cross tenure Housing
Energy Strategy.

Health and Safety There are no health and safety implications with this report.
Implications However, they will be given due consideration in the draft

cross tenure Housing Energy Strategy.

Monitoring
Officer/S.151

Monitoring Officer:

Officer Comments | S.151 Officer

Consultees: Councillor Margaret Griffiths, Portfolio Holder Housing

Landlord

Councillor Neil Harden, Portfolio Holder for Residents and
Regulatory Services (Service & Performance Improvement)

Mark Gaynor, Corporate Director (Housing and Regeneration)
Sally Marshall, Corporate Director (Finance and Governance)

James Doe, Assistant Director (Planning, Development and

Regeneration)
Background None
papers:
Glossary

CERT — Carbon Emissions Reduction Target
CESP — Community Energy Savings Programme
DECC — Department of Energy and Climate Change

ECO -

Energy Company Obligation

HECA — Home Energy Conservation Act

BACKGROUND

1.

2.

The Department of Energy and Climate Change (DECC) acknowledges that
local authorities are uniquely placed to assess local needs and to use their
position to improve the energy efficiency of all residential accommodation,
(owner occupied, privately rented and social housing) in their areas.

To date, the Council has pursued separate initiatives for funding energy
conservation measures for private sector housing and for its own stock.
Recent changes in legislation, Government policy and new funding streams,
encourage a more strategic approach to the implementation of energy
efficiency measures across all tenures, using an area-based roll out. This will
enable improved inter-departmental working. It provides the opportunity for
home energy conservation measures to be installed in all tenures at lower
cost through bulk purchasing, and make the best use of external funding.
Green Deal Providers will be looking to invest in areas with this joined up
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approach across different housing tenures in order to make economies of
scale.

. The existing Carbon Emissions Reduction Target (CERT) and Community

Energy Saving Programme (CESP) are both due to expire this year. The
Warm Front scheme, funded by Government, is also due to end in December,
(although this may get extended until March 2013).

. The Climate Change Act 2008 set specific targets for reductions in carbon

emissions. The Carbon Plan (December 2011) sets out how the Government
aims to achieve these reductions. To support the ambitions in the Carbon
Plan, there are several significant drivers for action in the residential sector,
including the Green Deal, the new Energy Company Obligation (ECO),
Renewable Heat Incentive and other initiatives. The Renewable Heat
Incentive is a proposed tariff for domestic properties that produce renewable
heat using technologies such as solar thermal panels. The tariff is expected to
be introduced by Government in summer 2013. A Renewable Heat Premium
Payment is available for domestic properties in the interim.

Using powers under the Home Energy Conservation Act 1995 (HECA), the
Secretary of State for Energy and Climate Change requires all English
authorities to prepare a report by 318t March 2013, setting out the energy
conservation measures that the authority considers practicable, cost-effective
and likely to result in significant improvement in the energy efficiency of
residential accommodation in its area, (“The HECA report”’). A further
progress report will be required at two yearly intervals. These reports must be
published on the Council’'s website.

Guidance issued by DECC in July this year, on preparing the reports, states
that local authorities should have regard to:

e measures that take advantage of financial assistance and other benefits
offered from Government initiatives, such as the Green Deal, ECO,
Renewable Heat Incentive or other initiatives, to help result in significant
energy efficiency improvements of residential accommodation; and

e measures which an authority has developed to implement energy
efficiency improvements cost-effectively in residential accommodation by
using area based/street by street roll out involving local communities and
partnerships (e.g. social housing partners, voluntary organisations and
town/parish councils).

It is intended that Dacorum’s HECA report will form the basis of the cross
tenure Housing Energy Strategy. It will draw on the expertise of different
departments to deliver a cohesive corporate strategy for all tenures of
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10.

11.

12.

housing. It will address all current and known future statutory requirements in
relation to energy conservation and carbon reduction and fuel poverty.

The Government established the legal framework for the Green Deal and a
new ECO in the residential sector through secondary legislation passed in
June 2012. Local authorities are expected to be key players in the delivery of
the Green Deal.

The Green Deal aims to remove key barriers to householders carrying out
energy efficiency improvements to their properties by providing upfront
capital, which householders repay through resulting savings on their energy
bill. The Green Deal is, therefore, expected to provide an opportunity to
significantly improve the energy efficiency of local homes.

The Golden Rule, whereby expected savings from measures repay the costs,
is key to the Green Deal. There are some cases where the Golden Rule will
not work, but where there are still strong policy reasons to promote energy
efficiency measures. The key supporting mechanism in these cases will be a
new Energy Company Obligation (ECO). ECO will be entirely focussed on:

e the needs of the lower income and most vulnerable, (where Green Deal is
less likely to work); and

o those properties needing the next most cost-effective measures that do
not meet the Golden Rule — for example, solid wall insulation.

Nationally, the Green Deal and ECO are to have a ‘soft’ launch from 1st
October this year, with an anticipated lead in of between 3 and 5 months. The
launch of the Green Deal for the commercial sector has been delayed. At
present officers are focusing on how the Council might use the Green Deal
and ECO to improve the residential sector. Officers will consider how the
commercial sector may be incorporated when this becomes applicable.

There are three possible delivery options for the Green Deal, (including ECO).
These can be summarised as follows:

e Option One - Green Deal Promoter

The Council provides householders with information on the Green Deal.
There are no financial costs associated with this option and it would use
minimal staff resources. However, less energy conservation measures would
be installed in the Borough and the Council would have less power to
intervene on residents’ behalf.

e Option two - Green Deal Partner

The Council signs an agreement with a Green Deal Provider/ Panel of
Providers and actively markets the Green Deal to residents, (possibly
financed through referral fees). From early discussions with potential Green
Deal Providers, this could either be at no cost to the Council or the Council
may be charged an annual membership fee of approximately £10k.
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This option would enable the Council to attract investment into the Borough
and ensure high quality, appropriate energy conservation measures are
installed in residents’ homes.

e Option three - Green Deal Provider

The Council (or a Consortium of local authorities across Hertfordshire), use
their capital to invest in the Green Deal and use prudential borrowing for set
up costs and financing the work to properties. In order to be financially viable,
the Council would need a budget of £100m and look to deliver a 15,000
house eco-refurbishment programme, (source: “Local Authority Green Deal
delivery model” Energy Saving Trust and Marksman Consulting, Available
online at: http://www.energysavingtrust.org.uk/Publications2/Local-authorities-
and-housing-associations/Funding-and-finance/Local-authority-Green-Deal-

delivery-model 29/11/11).

The option of being a Green Deal Provider would be outside of the Council’s
core business and therefore pose a significant financial risk. However, the risk
could be reduced by forming a consortium with other local authorities in
Hertfordshire. A large local authority (such as Hertfordshire County Council)
could potentially act as the “Anchor” Authority, for example.

13. The Council has been approached by a range of providers that are looking to
partner with local authorities to deliver energy conservation measures through
the Green Deal and ECO. At this time, the ‘partnership’ option appears to be
the most suitable and presents little risk to the Council. This report
recommends that this option is explored further, as the most likely basis for a
cross tenure Housing Energy Strategy.

14. Should the partnership option be accepted as integral to the future Housing
Energy Strategy, then there is the potential in the longer term, to form a
Green Deal / ECO Consortium of local authorities across Hertfordshire,
through the Hertfordshire Sustainability Forum.

12. EXCLUSION OF THE PUBLIC
To consider passing a resolution in the following terms:

That, under s.100A (4) of the Local Government Act 1972 Schedule 12A Part 1 as
amended by the Local Government (Access to Information) (Variation) Order 2006
the public be excluded during the item in Part Il of the Agenda for this meeting,
because it is likely, in view of the nature of the business to be transacted, that if
members of the public were present during this item there would be disclosure to
them of exempt information relating to:
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HOUSING AND COMMUNITY: Overview & Scrutiny Committee: Work Programme 2012/13

Meeting Report Contact details: Background information

31 October 2012 19 October Quarter 2 Performance Report | PM E Brooks, Assistant Director,
COUNCIL 2012 Housing Landlord
CHAMBER J Still, Group Manager,

Resident Services
S Baker, Assistant Director,
Legal, Democratic & Regulatory
S Flynn, Assistant Director,
Finance and Resources

Old Town Hall PM S Railson, Arts Manager

Sports Centre Trust Annual PM David Gill, Group Manager,

Report (including Little Hay & Partnerships & Citizen Insight

XC)

Planned Maintenance E Brooks, Assistant Director,

Programme Housing Landlord
F Williamson, Group Manager, Property
& Place

5 December 2012 | 23 November | Strategic Tenancy Policy Sc J Hedger, Group Manager, Strategic
2012 Housing
13 December Budget 2013-2014 Sc S Marshall, Corporate Director, Finance
2012 & Governance
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Meeting
Date:

Report
Deadline

Contact details:

Background information

Joint OSC meeting Ideally no further items to
be added
23 January 2013 11 January Quarter 3 Performance Report | PM E Brooks, Assistant Director,
2013 Housing Landlord
J Still, Group Manager,
Resident Services
S Baker, Assistant Director,
Legal, Democratic & Regulatory
Equalities Strategy J Milsom, Assistant Director Strategy &
Transformation, Community &
Organisation.
Council House Building Sc J Hedger, Group Manager, Strategic
Programme & Homeless Housing
Hostel
5 February 2013 Budget 2013-2014 Sc S Marshall, Corporate Director Finance
Joint OSC meeting & Governance
Quarter 3 Financial S Flynn, Assistant Director,
Performance Data Finance and Resources
J Deane, Group Manager, Financial
Services
13 March 2013 1 March 2013 | Old Town Hall PM S Railson, Arts Manager
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Meeting Report Contact details: Background information

Housing Strategy and Review | Sc J Hedger, Group Manager, Strategic
of Allocations Policy Housing

PM — Performance management PD — Policy Development Sc — Scrutiny

Items to be scheduled:
o Review of Homelessness Strategy
e Update report on Supported Housing
e Update report on Tenant Involvement Strategy
o Review of Under Occupation
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