
T H E R O Y A L B O R O U G H O F K E N S I N G T O N AND C H E L S E A 

H O U S I N G AND P R O P E R T Y S C R U T I N Y C O M M I T T E E 

12 J U L Y 2 0 1 2 

R E P O R T BY THE D I R E C T O R O F HOUSING AND TOWN C L E R K AND 
E X E C U T I V E D I R E C T O R O F F I N A N C E 

R E P O R T ON TMO P E R F O R M A N C E 2 0 1 1 / 1 2 AND TMO 
P E R F O R M A N C E A G R E E M E N T 2 0 1 2 / 1 3 

The purpose of this report is to introduce two documents ; the TMO 
Performance Review 2011/12 that considers RBKC Tenant Management 
Organisation's (TMO) performance against a range of indicators and audits 
for 2011 /12 and the TMO Performance Agreement for 2012/13 which sets 
out the performance expectat ion for the coming year. 

F O R I N F O R M A T I O N 

1 I N T R O D U C T I O N 

1.1 The management of the Council 's housing stock is delegated to the 
TMO through the Modular Management Agreement . This agreement 
sets out the expectat ions around del ivery of housing services. As the 
borough's biggest provider of social housing there is also a wider role 
for the TMO in helping the Council meet the Borough aims, not only 
in respect of housing but also the wellbeing of residents through 
regenerat ion, the work agenda and living in a safe, secure 
env i ronment . 

1.2 In order to moni tor the TMO's performance and achievements the 
moni tor ing f ramework adopted by the Council and agreed wi th the 
TMO forms two dist inct parts; performance moni tor ing around a suite 
of performance indicators (Pis) and programme of audi ts, and a 
more high level overview of projects and init iat ives based on an 
annual , med ium and longer te rm basis which meet both 
organisat ions' corporate pr ior i t ies, government policy and residents' 
wishes. 
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1.3 In this report the f ramework is used to look back at the performance 
of the last year in the Annual Review 2011/12 against a number of 
key priorit ies set out in the Performance Agreement for 2011 /12 (and 
updated the six month report to the Scrut iny Commit tee on 10 
November 2011) . The second part of this report , the Performance 
Agreement 2012 /13 , looks at the work programme and priori t ies for 
the coming year and sets out the performance targets that the TMO 
is expected to achieve during the year. 

1.4 The Performance Agreement for 2012/2013 which the Council wil l 
uti l ise in moni tor ing the TMO has now been agreed wi th the TMO. 

2 TMO P E R F O R M A N C E 2 0 1 1 / 1 2 

2.1 This paper forms Appendix 1 of this report. I t describes the TMO's 
performance against the 2011/12 Performance Agreement agreed in 
July 2011 and shows del ivery against a range of housing act ivi t ies, 
key performance indicators and the Audit Plan for 2011 /12 . 

2.2 Eight of the eleven Pis achieved their targets which is encouraging. 
These include repairs, re- lets, leasehold collection rates and longer 
te rm rent arrears col lect ion. Rent collection rates missed the target 
by 0 . 7 % , whi lst two of the capital works Pis (Decent Homes and 
Energy Eff iciency), which did not achieve their targets for a second 
year, reflect the current issue and debate about the priorit ies for 
investment in the stock. 

2.3 The audit p rogramme shows one substantial and eight satisfactory 
assurance levels. There are a fur ther two audits in draf t . All but one 
of the audits are considered medium risk by the Council 's audit team. 
The responsive and void repairs were considered high risk because 
the contractor was not achieving the correct level of post inspections 
and this required more robust moni tor ing. Subsequent ly addit ional 
scrut iny was imposed but as para 5.2 describes the contractor has 
now terminated the contract. 

3. C O N C L U S I O N F O R 2 0 1 1 / 1 2 

3.1 Many areas of the TMO's business have seen growth but it has been 
a challenging year in terms of dealing wi th the repairs contract. 
There has been expansion in to new areas such as management of 
the Travellers site and gearing up to deliver new"Hidden Homes" 
units on Council estates. There has been consolidation of exist ing 
business such as governance ar rangements , resident engagement , 
f inancial management , restructur ing of teams, investing in staff and 
adopt ing new work ing practices all of which ensures that the TMO is 
in a good posit ion for delivering the Borough's priorit ies in respect of 
housing services and providing wider benefits for residents. 
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4. T H E P E R F O R M A N C E A G R E E M E N T F O R 2 0 1 2 / 1 3 

4.1 The Performance Agreement for 2012 /13 , at tached at Appendix 2, 
brings together performance measures, programmes and project 
work which set the direction of travel for the TMO in order to meet a 
range of j o in t Borough and TMO priorit ies and object ives. The 
agendas are being set by the local and national drivers for change 
including tenancy policies, operat ion wi th in the self f inancing regime, 
regenerat ion and improvement of the stock, and welfare benefit 
re form. Resident involvement wil l increase wi th the embedding of 
the Localism Act and this scrut iny and accountabi l i ty wil l contr ibute 
towards the Council's moni tor ing of TMO performance. 

5. C O N C L U S I O N F O R 2 0 1 2 / 1 3 

5.1 Monitoring of the Performance Agreement wil l take place quarter ly 
and will be reported to regular meet ings wi th the Director of Housing 
and TMO Executive. Progress against the Performance Agreement wil l 
be reported at the end of quarter two to the Cabinet Member for 
Housing and Property and to Scrut iny Commit tee. 

5.2 A busy year is expected in terms of investment and growth for both 
the TMO and the Council. There will be decisions made about the 
assets, regenerat ion, sheltered housing and investment in digital 
services. There will also be changes for residents in te rms of welfare 
reform and tenancy policies. Fortunately the TMO has a very strong 
core business in terms of tenant focus and scrut iny and delivery of 
housing services which will put it in a good posit ion to work wi th the 
Council on these new opportuni t ies. 

F O R I N F O R M A T I O N 

L a u r a J o h n s o n 
Director of Housing 

Nicholas Holgate 
T o w n C lerk and E x e c u t i v e Director of F i n a n c e 
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B a c k g r o u n d p a p e r s u s e d in the preparat ion of th is Report : 

None 

Off icer contac t : 
Cel ia C a l i s k a n A G e n e r a l Needs Housing C o m m i s s i o n i n g Manager 

E -ma i l : c e l i a . c a l i s k a n @ r b k c . q o v . u k 
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Appendix 1 

R E P O R T ON TENANT MANAGEMENT O R G A N I S A T I O N 
P E R F O R M A N C E 2 0 1 1 / 1 2 

1. E x e c u t i v e S u m m a r y 

1.1 The TMO's performance across a range of housing services areas 
has been good this year. There have been challenges but these 
have been handled effect ively and have caused l i t t le or no impact 
on the del ivery of services to tenants. Performance against targets 
and audits has been maintained for a second year running wi th 
eight of eleven Pis meet ing their targets and all completed audits 
being satisfactory assurance or above. There have been posit ive 
outcomes for a number of projects part icular ly the Business Change 
Project, refreshing the Business Plan, fire safety and digital TV. 

2. P u r p o s e of the Report 

2.1 The purpose of this report is to assess the TMO's performance over 
the last year, comment ing on the various aspects of their act iv i ty in 
the borough which contr ibute to the Council 's strategic priorit ies 
through performance in format ion, audits and the TMO's Business 
Plan. 

3. P e r f o r m a n c e In format ion 

3.1 The TMO regularly reports to the TMO Board and Executive Team 
using a dashboard of Performance Indicators which gives clear 
messages about the performance of d i f ferent aspects of their 
service. These Pis also form part of the Council's own Housing PI 
Suite. The table at Appendix A shows the out turn f igures for the 
TMO Pis for 2011-12 against the performance f rom the previous 
two years 2009-10 and 1 0 - 1 1 , and where available the upper 
quart i le benchmark f rom the Housemark ALMO Performance club. 

3.2 The data shows of the eleven Pis moni tored this year, eight 
achieved the targets set at the start of the year ; three Pis did not 
achieve the targets. Two of these are in relation to capital works 
(Decent Homes (NI 158) and Energy Efficiency (L4101)) which are 
both dependent on the level of capital investment . I t should be 
noted that the capital p rogramme (L4123) achieved a spend of 
9 8 . 7 % last year. The issue of funding for Decent Homes and 
energy efficiency will be addressed in the Performance Agreement 
for 2012 /13 . The rent collection and arrears recovery PI (L4103) 
has been affected by the rent increases however the TMO officers 
are managing to control high level rent arrears and prevent ing m id -
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level arrears as demonstrated by PI L4104, which is at its lowest 
level since the PI was introduced in 2005 /06 . 

3.3 The repairs PI was changed last year to reflect the residents' wishes 
to see a f irst t ime right PI. This has been monitored and the 9 0 % 
target achieved but the TMO has raised concerns about the qual i ty 
of the data coming f rom their contractor, Morrisons. This PI wil l be 
suspended unti l the moni tor ing and calculations methods can be 
addressed wi th the replacement repairs contractor. 

3.3 Despite the issues wi th Morrisons the void turn around and re-let 
t imes have continued to improve. PI L4108 is now jus t below the 
target at 23.95 days. This has been achieved through weekly 
review meet ings identi fying issues before they impact on 
performance. The Home Ownership Pis in respect of collection of 
service charges and major works have all achieved and exceeded 
their targets. 

3.4 The satisfaction survey is undertaken on a bi-annual basis so no 
survey was carried out this year. However the TMO in Touch survey 
tha t was carried out in the later part of 2010, reported in 2 0 1 1 , and 
received the views of 2200 residents, showed an increase in 
satisfaction of 1 1 % over the 2008 Status survey. The TMO is 
current ly considering which vehicle to use for a fu ture survey, a 
generic or ta i lor -made survey. 

4. Aud i ts 

4.1 The table below shows the audit p rogramme for 2011 /12 , these 
have been carried out by the Council for the TMO. Of the fourteen 
audits conducted the assurance levels given were one substant ia l , 
eleven sat isfactory and two draft . All audits were shown to be a 
med ium risk wi th the exception of Responsive and Void Repairs, 
which was considered high risk because there needed to be a more 
robust approach to the lack of post inspections by the contractor 
Morrisons. This issue is addressed fur ther in 5.2. 

Assurance Level Risk to the 
Audi t T i t le Provided to 

Management 
TMO 

L e a s e h o l d I n c o m e Substant ia l Medium 
Col lec t ion a n d 
Debt R e c o v e r y 
Major W o r k s Sat isfactory Medium 
B a c k l o g 
R e s p o n s i v e a n d 
Void R e p a i r s 

Sat isfactory High 

L a n c a s t e r W e s t Sat isfactory Medium 
E s t a t e 
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Cav i ty Wal l 
I n s u l a t i o n Capi ta l 
C o n t r a c t 

Sat isfactory Medium 

Ne ighbourhood 
M a n a g e m e n t 

Sat isfactory Medium 

Data S e c u r i t y a n d 
E l e c t r o n i c D a t a 

Sat isfactory Medium 

M a n a g e m e n t 
S y s t e m 
Cap i ta H o u s i n g 
Appl ica t ion 

Sat isfactory Medium 

S u n d r y Heat ing 
Capi ta l C o n t r a c t 

Sat isfactory Medium 

G a r a g e Le t t ings Sat isfactory Medium 
S t r a t e g i c Proper ty 
M a n a g e m e n t 

Sat isfactory Medium 

Capi ta l 
P r o g r a m m e 

Sat isfactory Medium 

S e r v i c e s C h a r g e s 
/ Major W o r k s 

Draf t Report Issued to 
be Finalised 

R e n t s Draf t Report Issued to 
be Finalised 

5. Capi ta l P r o g r a m m e & R e p a i r s 

5.1 In last year's report the Capital Programme spend reported only 
8 3 % spend, this year however wi th improved processes and a level 
of over -programming included the TMO has achieved a 9 8 . 7 % 
spend. Areas of signif icant spend have been on kitchens and 
bathrooms (Decent Homes wo rk ) , including Nursery Lane and 
Whitchurch House, boiler and lift replacements, f ire safety works 
and number of structural and external repairs. 

5.2 The TMO's repairs contractor Morrison who have been working in 
the borough since 2009, served notice of the terminat ion of the 
repairs contract w i th the TMO in March this year. The Company 
used a break clause in the contract to end the relat ionship; this was 
on the back of the TMOs on-going concerns about the levels of 
service being provided. The TMO is current ly looking to secure a 
replacement contractor and it has been able to reassure residents, 
via the websi te, that the process should not impact on their service. 

5.3 As part of the TMO's Business Plan the team that manages the 
Capital Programme has been re-structured over the last six months. 
This is expected to provide fur ther opportuni t ies for improvement 
and eff iciencies, in part icular support ing the Council w i th its fu ture 
decisions around asset management of the stock. 
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6. B u s i n e s s C h a n g e Pro jec t 

6.1 This project was init iated in 2011 to ensure that the outcomes f rom 
the Stock Finance and Development Project were imp lemented, 
mainly that the HRA did not go in to deficit. This was achieved by a 
rent increase and identif ied efficiency savings. The project group 
has met regularly to ensure that there was a shared commi tment to 
the three workst reams and this has resulted in some signif icant 
achievements. 

6 .2Se l f f inanc ing - S t e v e 

A s s e t Management 

The Council's focus this year has been upon reviewing opportuni t ies 
wi th in the HRA stock to provide addit ional new homes. This is 
known as the 'Hidden Homes' programme. The TMO has init iated 
work in the role of developer on three sites in this p rogramme, in 
order to del iver against the Council's ambit ions to sustain affordable 
housing, whi lst developing its own capacity to expand into new 
areas of work. 

The TMO has led on consultat ion wi th residents across three sites, 
for the del ivery of many new homes, and is procuring consultants 
and contractors to deliver works over the coming months. This wil l 
add much-needed new assets to the Council's stock. 

Addit ional ly the TMO is delivering investment into Grenfell Tower, 
derived f rom the disposal of vacant basement spaces at Elm Park 
Gardens, which will extend the life of the block, great ly improve its 
fuel eff iciency and the qual i ty of life of residents, and support the 
wider regenerat ion of the area alongside the development of a new 
Academy beside it. 

The TMO has been assisting the Council to review the best use of all 
of its stock, and consider whether there are other blocks, estates 
and propert ies wi th in the HRA which would benefit f rom targeted 
investment , regenerat ion, or disposal. Examples include the 
consideration of use of disused car parking areas on estates to 
generate income for the HRA, to support wider investment in the 
housing stock. 

6.4 V a l u e For Money 

This workst ream focuses on delivering savings and ident i fy ing 
fur ther efficiencies. Achievements include: 
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• Reduction of the TMO management fee by £500k wi th the 
TMO absorbing the inf lat ionary increase in 2011/12 

• Departmental recharges reduced by £ 53k 
• Savings of £800k on cyclical decorations contract t ransferred 

to capital repairs reserve 
• 4 long te rm contracts procured ( l i f t , central plant and grounds 

maintenance and cyclical decorations) 
• Review of Assets, Inves tment and Engineering team 
• Review of all SLAs between the Council and TMO to ensure 

they are f i t for purpose and provide value for money 
• Electronic Document Management System installed 
• Opening of the Blantyre office in the south of the borough 
• Expansion of the Communi ty Alarm Service project 
• Successful award of Stable Way Travellers Site management 

contract 
• The impact of continued improved performance has resulted 

in a reduct ion of the HRA debt for the th i rd year running and 
the overall s t rategy through the Business Change Project 
moved the projected deficit for 2012/13 to 2 0 2 0 / 2 1 . 

6.5 The project meet ings have now been incorporated in the Joint 
Management Team meet ings which are co-chaired by the Director 
of Housing and the TMO's Chief Executive. The Business Change 
project forms the f i rst part of the agenda and strategic planning 
forms the second half of the meet ing. These meet ings are held 
every three months. Attached at Appendix B is a schedule of the 
current programme of meet ings between the Council and the TMO. 

7. MMA 

7.1 The Modular Management Agreement has been reviewed over the 
last year as a requirement of the Agreement itself. The review has 
looked the terms and content of the document to ensure that the 
agreement reflects current legislat ion, procedures and work ing 
practice. I t was reported in the mid year review that the MMA 
review has been affected by staff capacity issues and so has not yet 
been ful ly drawn to a conclusion. No addit ional changes have been 
identif ied to those reported previously, which were the allocations 
process being brought back in house to the Borough, the asset 
management funct ion included and service level agreements 
reviewed and updated. I t is hoped the work wil l be finalised short ly 
and conf i rmed through the key decision report ing process. 

8. B u s i n e s s Plan 

8.1 The TMO's Business Plan 2009 /14 , which set out the ambit ions for 
the TMO in a number of service areas, was included in the 
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Performance Agreement for 2 0 1 0 / 1 1 . This year the TMO has 
revisited the Business Plan (which is current ly in draf t ) in order to 
review progress and re-focus given the legislative changes to social 
housing provision. The key areas that the 11/12 Performance 
Agreement focussed on were: 

8.2 Keep ing c u s t o m e r s and r e s i d e n t s c e n t r e s t a g e 

• The Resident Engagement Team has been restructured 
• A resident engagement strategy is in place 
• 16 Get On Board roadshows were held to increase engagement 
• Resident engagement is a standard target for staff performance 
• The customer service standards were reviewed 
• The caretaking service was reviewed 
• First 1 0 0 % audit of tenanted propert ies to uncover tenancy 

fraud 

8.3 Be ing compet i t ive and inc reas ing income 

• Winning the contract for Stable Way 
• Over £ 1m savings for 11/12 (see 6.4 above) 
• Review of parking wi th the expectat ion of increasing income 
• Increase or maintenance of collection and arrears rates 

8.4 Deve loping organ isa t iona l c o m p e t e n c e 

• Governance Improvement Plan in place 
• Full t ime Company Secretary in post 
• Leadership and Staff behaviours for annual review process 
• Corporate Development Programme 

8.5 The re-focussed Business Plan sets out the risks, s t rengths, 
weakness and opportuni t ies now identif ied as part of the review in 
the current economic and political c l imate, and it restates the TMO's 
values and priorit ies which accord wi th the Council 's Housing 
Strategy namely improving the qual i ty of the housing and the lives 
of people who live there. The document wil l be available short ly 
f rom the TMO's website h t t p : / /www.kc tmo .o rg .uk / 

9. T e n a n t Regulat ion 

9.1 The introduct ion of the Localism Act in 2012 is still bringing it wi th it 
fur ther changes to the work ing env i ronment for councils and social 
housing providers. The changes to the regulator have been 
implemented wi th the Homes and Communit ies Agency (HCA) now 
replacing the Tenant Services Author i ty (TSA). The HCA has 
recently issued guidance on Regulating the Standards, which is their 
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approach to ensuring housing providers meet the Housing 
Standards original ly set out by the TSA (see below): 

• Tenant Involvement 
• Home - the quality of the homes and the repairs and maintenance 
• Tenancy - allocating homes 
• Neighbourhood and Community -Value for money 
• Governance and financial viability - this does not apply to local 

authorities only housing associations 

9.2 The Council and the TMO worked closely together to produce the 
Annual Report to Tenants last year in which demonstrates how the 
Kensington and Chelsea had met the standards and updates the 
local offer to tenants. This report can be found at : 
h t tp : / /www. rbkc .gov .uk /pd f /Annua l%20Repor t%20 to%20Tenan ts% 
202011%20FINAL.PDF 

9.3 The Council and the TMO are still work ing through many of the 
changes and this is discussed fur ther in the Performance Agreement 
12-13 , however because of the nature of the TMO the tenant 
regulat ion and scrut iny required very l i t t le adjust ing because of the 
TMO is tenant led. This is t rue of the requirement to have available 
tenant scrut iny of complaints. I t was agreed by the Counci l , in 
discussion wi th the TMO, that it wil l use the existing complaints 
st ructure to provide this scrut iny. All tenants have the TMO's 
complaints process, the Council 's complaints and member 's enquiry 
process and referral to the ombudsman available to t hem. 

9.4 Compla in ts - Y v o n n e 

10 . L a n c a s t e r W e s t E s t a t e Management Board ( E M B ) 

10.1 The TMO has continued to work wi th the Lancaster Estate 
Management Board, providing housing management services in 
accordance wi th the Modular Management Agreement the EMB 
holds wi th the Council. There have been several meet ings to review 
the MMA and set out clearly how this ar rangement works, but 
unfor tunate ly like the TMO's MMA this has been stalled due to 
resourcing issues. 

10.2 The TMO in conjunct ion wi th the EMB Board has successfully 
appointed a new area manager and there has been fur ther work 
around restructur ing of the area team to support the work of the 
Board and deliver cost effect ive housing services. 

11 . S i l c h e s t e r - Ruth 

12 . Heal th and Sa fe ty 
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12.1 Work has cont inued in the area of f ire safety. Specifically, the 
programme of Fire Risk Assessments (FRA) throughout the ent ire 
housing stock has now been completed. Addit ional ly, signif icant 
progress has been made wi th implement ing the recommendat ions 
f rom the high and med ium risk programme. In part icular, the 
project to address f i re safety issues at Trel l ick Tower successfully 
concluded and also the f lat entrance door replacement programme 
for tenants ' doors which do not meet f ire safety standards is 
nearing its conclusion. 

12.2 Other health and safety highl ights include the reduction in employee 
accidents, the successful exclusion of pirate radio operat ives f rom 
the roofs of our high rise blocks, top quart i le performance again on 
gas servic ing, programme of instal lat ion of carbon monoxide 
detectors in all dwell ings wi th gas appliances / gas supply has been 
ini t iated. Full details are available in the TMO's Annual Health & 
Safety Report. 

12.3 The TMO is also linked in as part of the Council's business 
cont ingency/cont inui ty ar rangements, including preparations for the 
Olympics. 

13 . W o r k l e s s n e s s 

13.1 The TMO is a member of the RBKC Worklessness Network, and of 
the newly developed Housing and Worklessness Steering Group. 
This group agrees the project co-ordinator 's workplan for the 
Housing and Worklessness project. The project is designed to help 
jo in up var ious worklessness projects already existing in the 
borough wi th the var ious social housing providers, including the 
TMO as the council 's managing agent. 

13.2 The TMO is working closely wi th the Housing and Worklessness 
project to prepare its for thcoming work around employment , 
t ra in ing and young people, and has started building partnerships 
w i th Nova New Opportunit ies and Family Mosaic who worked 
together to offer t ra in ing courses and employabi l i ty support to 
residents on the Henry Dickens Estate at the end of May 2012. The 
TMO addit ional ly contr ibutes indirectly to the Worklessness agenda 
by providing training courses for residents on repairs, cooking and 
commi t tee skil ls, as well as providing in-kind space for Catalyst 
Gateway's Pathways2Progress programme which has supported 
both Catalyst and TMO young residents to access mainst ream 
provision and prepare for work. 
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13.3 Worklessness will be the focus of the second year of the TMO's 
successful 'Get on Board ' estate roadshows. These are in the early 
planning stages, but wil l involve service providers in the borough 
coming together at events held across several estates managed by 
the TMO, in both the north and south of the borough. 

13.4 The TMO has also worked with Newmanfrancis in partnership with Prentis 
Solutions on the neighbourhood workers programme. Two residents have 
been appointed and have joined the programme which provides an integrated 
programme of practical experience, resident to resident learning and formal 
accredited training for residents wanting to train as community workers. We 
additionally have a local resident funded by the London Apprenticeship 
scheme working in the TMO. 

14. Digital TV 

14.1 The digital TV programme started in January 2011 after a 
programme of consultat ion and over 9 7 % of the project was 
completed before the switchover wi th listed building permission still 
in the pipeline for Kensal House. Over 8 1 % of residents responded 
to have new sockets installed in their homes (sl ightly above average 
for digital instal lat ions) and overall there have been relat ively few 
complaints. The switch to Digital TV in London which was phased in 
April caused a sl ight increase in calls to the call centre but overall 
the project has had a posit ive outcome. 

15 . Conc lus ion 

15.1 Whilst it has been a challenging year in terms of dealing wi th the 
repairs contract , other areas of the business have seen considerable 
g rowth . The TMO has gone f rom strength to s t rength in te rms of its 
own development ; there has been expansion in to new areas such 
as management of the Travellers site and involvement in Hidden 
Homes. There has been consolidation of exist ing business such as 
governance arrangements, resident engagement , worklessness and 
both financial and staff management , all of which ensures that the 
TMO is in a good position for delivering the Borough's priorit ies in 
respect of housing services and providing wider benefits for 
residents. 
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TMO PI Table - 2 0 1 1 - 1 2 Appendix A 

PI 
Ref 

Tit le 

Good 
i s ? 

V i ta l 
S ign 

Out tu rn 
f igure 
2 0 0 9 -
10 

Out tu rn 
F i g u r e 
2 0 1 0 - 1 1 

Out tu rn 
f igure 
2 0 1 1 - 1 2 

T a r g e t 
2 0 1 1 -
12 

Upper 
Q u a r 
t i le 
b e n c h 
m a r k 

T r e n 
d 
f rom 
las t 
y e a r 

T a r g 
e t 
m e t 

F u t u r e 
t a r g e t s 

C o m m e n t a r y 

NI 
158 

% non-
decent 
council 
homes 

Low Y 1 % 3 % 5 % 1 % 0 % t © 1 0 % 

Whilst the areas ta rge ted 
have cont inued to show a 
higher propor t ion of non-
decency related issues these 
are being of fset by 
progressing p rog rammes of 
work . Any percentage 
reduct ion of Non Decent 
Homes is dependent upon the 
avai labi l i ty and l imit of capital 
fund ing investment 

L 
4 1 0 1 

Energy 
eff ic iency of 
housing 
stock 

High N 71 6 6 . 4 6 6 . 5 69 77 t ® 65 

SAP rat ing has remained 
fa i r ly static since the last 
quar ter . Present fund ing 
constra ints and the need to 
priori t ise avai lable capital 
inves tment on Health and 
Safety mat te rs have resulted 
in no signif icant change to 
SAP value in 2011 /12 

L 
4103 

Rent 
col lection 
and arrears 
recovery: 
rent 
col lected 

High Y 96 .6 0 /o 97 .4 0 /o 9 7 . 0 % 9 7 . 7 % 9 8 . 4 9 % 9 7 . 6 5 % 

Following an average rent 
increase of 8 . 7 3 % the year 
proved chal lenging for rent 
and arrears reduct ion. 

L 
4 1 0 4 

Rent 
col lection 
and arrears 
recovery: 
seven 
weeks 
arrears 

Low N 7 . 7 1 % 6 . 1 9 % 5 . 7 9 % 6 . 6 0 % 5 . 3 % * © 6 % 

Met the ta rget for the year 
ref lect ing the work the 
Income Team has under taken 
in contro l l ing high level 
arrears and prevent ing m i d -
level arrears f r om increasing. 
The f inal outcome of 5 . 79% is 
the lowest f igure recorded 
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since we began moni tor ing 
th is PI in 2 0 0 5 / 0 5 . 

L 
4108 

Average 
t ime to re
let local 
author i ty 
housing 
(days) 

Low Y 3 3 2 6 . 7 2 3 . 9 5 24 25 * © 24 

Performance improved in the 
f inal two quar ters , reaching 
the year to date ta rge t in the 
f inal mon th . The m o n t h y 
ta rget was exceeded for 
e v e r y I I I U I I I . I I i r u i n W L L U U C T 

onwards. The voids t eam 
cont inue to meet week ly to 
review current voids and 
highl ight any issues impact ing 
on per formance before they 
have a negat ive impact on 
ou t tu rn . 

L 
4123 

Proport ion 
of approved 
housing 
capital 
inves tment 
p rog ramme 
spent 

High N 9 5 . 0 2 % 8 3 % 9 8 . 7 % 1 0 0 % t © 1 0 0 % 

As the ta rgets had been met 
early, addi t ional income 
1 Ul LI l l c l [ JcU LU I c U U L c LMc 

overal l debt , by £350 ,000 . 
10.4 . This is now the th i rd 
consecut ive year tha t the 
targets have been met and 
PYPPpHpH rpHi i r inn fhp 

overal l debt by nearly £4 
mil l ion. 

L 
4146 

Collection 
rates -
Leaseholder 
Service 
charges 

High N 1 1 2 . 8 0 
% 

1 1 2 . 0 7 
% 1 0 7 . 4 5 1 0 5 % © 1 0 2 . 1 7 

% 

As above 

L 
4147 

Collection 
rates -
Leaseholder 
Major 
Works 

High N 1 3 6 . 8 0 
% 

2 9 4 . 4 4 
% 

2 7 1 . 6 0 
% 

1 6 5 . 0 0 
% • © 1 3 7 . 1 2 

% 

As above 

L 
4148 

Arrears 
collection -
Leaseholder 
Service 
Charges 

High N 3 8 2 , 9 9 8 3 8 1 , 9 9 4 2 6 9 , 6 6 6 1 9 1 , 0 0 
0 © 

As above 

L 
4 1 4 9 

Arrears 
collection -
Leaseholder 
Major 
Works 

High N 6 0 4 , 6 0 9 1 ,281 ,8 
25 9 3 2 , 8 8 1 1 2 8 1 , 8 

25 * © 
As above 
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H 2 
Repairs: 
Right f i rst 
t ime 

High Y - - 9 4 . 2 0 % 9 0 . 0 % 9 6 . 8 % n e w © -

Al though we are repor t ing 
n p r f n r m ^ n r p n f Q4 9n 0/n t h p r p 

were issues w i th data qual i ty 
and sample groups by 
Morr ison. Following the 
contract te rm ina t ion notice 
f r om Morrison th is PI is 
suspended unti l new 
ar rangements are in place. 

H 4 Local 
author i ty 
t enan ts ' 
sat isfact ion 
wi th 
landlord 
services. 

High N NA 7 4 % NA NA 

Status survey not under taken 
in 2 0 1 1 - 1 2 . A decision 
regarding whe the r to 
part ic ipate is due by Quarter 
2 ( 2 0 1 2 - 1 3 ) 
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Meet ings w i t h t h e TMO A p p e n d i x 2 

Meeting Frequency Council Attendees TMO Attendees 
1 Councillor's Digest 

nign level aiscussion OT 
policy, strategy and 
performance 

Monthly Cabinet Member for Housing, 
Director ot Mousing 

Chief Executive, Director of 
uustomer cervices ana Meaa 
of Strategy and Engagement 

2 TMO / Director of Housing 
One to one discussion of 
policy, strategy and 
performance 

Monthly Director of Housing Chief Executive 

3 Joint Managment Board 
incorporating Business 
Change Programme Board 
Project group discussing 
strategic issues, vr iv i , 
Income, Capital projects, Self 
Financing 

Quarterly Director of Housing, Senior 
Management Team members and 
Project Managers as necessary 

Chief Executive, TMO 
Executive Team, Projects 
Manager and Coordinators 

A 
H iviuiii-agency M O D meeting 

uperationai group 
iviontmy ixioise ana Nuisance oervice ixieignDournooa Manager 

^vjoutn ̂  
C 

o complaints meeting 
Operational group 

6 weekly uaoinet iviemDer tor Mousing f y«. 1 y^ | 4- 1 y^ y^ 

uompiaints i earn 
r> D neaitn ana oatety iviam 

Coordinating Committee 
Operational group 

6 weekly Safety Liaison Officers from each 
Business Group 

Health and Safety Advisor 

1 i ivi(j/KDi\o V O I U S ana o weeKiy Mousing iNeeas uroup ana Assistant uirector ot 
Allocations liaison Housing Commissioning Team Neighbourhood Service, Head 
Operational group of Repairs and Customer 

Service and Voids Officer 
8 TMO/HRA Performance 

meeting 
Quarterly Head of Housing Commissioning, 

General Needs Housing 
Commissioning Manager 

Head of Strategy and 
Engagement, Director of 
Customer Services 

17 

TM010001224 0017 

T
M

O
10001224/17



Strategic and performance 
discussion 

9 Regeneration Project Group 
Operational 

Monthly Director of Housing, Strategy and 
Regeneration Manager, 

Director of Customer Services 

10 Homeownership 
Performance 
Operational group 

Quarterly General Needs Housing 
Commissioning Manager 

Head of Home Ownership 

11 Housing Benefits 
Operational group 

Quarterly Customer Services Group Leader Rent Income Manager 

12 Legal Services meeting 
Operational group 

Quarterly Senior Solicitor (Litigation) and the 
Business Manager 

Projects Manager and 
Coordinator 

13 Legal Services Annual 
meeting 
Strategic and performance 
group - SLA 

Annually Director of Legal Services, Chief 
Solicitor, Senior Solicitor 
(Litigation) and the Business 
Manager 

To be agreed 

14 Tenants Consultative Bi-annually Cabinet Member for Housing, Chief Executive, Director of 
Committee Director of Housing Customer Services and Head 
Strategic meeting of Strategy and Engagement 

15 Annual Review Annually Cabinet Member for Housing, Chairman of the TMO Board, 
Strategic and performance 
group - past year's 
performance 

Director of Housing, Head of 
Housing Commissioning 

Chief Executive, Director of 
Customer Services, Head of 
Strategy and Engagement 
Director of Finance 

16 EMB performance 
Strategic and performance 

Quarterly Head of Housing Commissioning, 
General Needs Housing 
Commissioning Manager 

Chairman of EMB and other 
members 
Assistant Director of 
Neighbourhood Services 
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Appendix 2 

TMO PERFORMANCE AGREEMENT 
2012/13 

1. E x e c u t i v e S u m m a r y 

1.1 This year the Council expects to see a continued development of the 
TMO's core business. There are also challenges and opportuni t ies 
around asset management and investment in the stock and close 
work ing will be essential. In te rms of performance moni tor ing and 
audits there is an expectat ion that the considerable work the TMO 
has undertaken to ensure good results wil l cont inue. Residents will 
see changes to tenancy policies and welfare re form, as well as 
regenerat ion init iat ives so it is impor tant that resident engagement 
in the form of consul tat ion, communicat ion and availabi l i ty of 
in format ion are t imely and accessible. 

2. P u r p o s e of Report 

2.1 This report sets out how the performance of the TMO will be 
moni tored over the next year in accordance wi th the Council's 
priorit ies and national and local dr ivers. There is a lot work to be 
undertaken to embed the legislative changes brought in by the 
Localism Act, there is looking ahead at the investment of the 
Council stock in the new financial HRA regime and making best use 
of the stock, whi lst delivering services that suit the needs and 
aspirat ion of the residents. As well as del ivering on partnership 
and project work scheduled throughout the year the TMO will also 
cont inue to work wi th the Council wi th in the agreed performance 
f ramework as set out in the MMA. 

2.2 This agreement wil l be reviewed and a mid-year progress report 
produced fol lowing the end of the second quarter. 

3 K e y A r e a s of P e r f o r m a n c e 

3.1 P e r f o r m a n c e I n d i c a t o r s ( P i s ) 

The Performance Indicators have been refreshed this year to 
provide a meaningful suite. They are a mix ture of previous national 
indicators, best value and local Pis which together demonstrate the 
levels of act iv i ty and health of the organisat ion and can be used for 
benchmarking purposes. The suite which forms part of the Council's 
Housing Pis is attached at Appendix B. 

3.2 As stated in the Annual Review the TMO was unhappy about the 
qual i ty of the data collection for the First T ime Right PI, so this year 
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we have agreed that the "Appointments made and kept " PI HS 1 will 
be used as the Repairs PI unti l the new contractor is in place and 
the data qual i ty in respect of repairs report ing can be ver i f ied. The 
arrears collection Pis have also been deleted because these f igures 
did not provide an indication of performance as most leaseholder 
are on payment plans, however the remaining two leasehold Pis 
include a target for arrears collection. 

3.3 The TMO collects a wider range of Pis that it reports to the Board 
and to tenants through their website. These can be viewed at 
h t tp : / /www.kc tmo.ora .uk /subpaae.php7main id=8&sub id=21&paa 
e id = 37 

3.4 Aud i ts 

The draf t audit p rogramme for next year is set out below: 

S e r v i c e A r e a K e y Cl ient Manager Audi t 
F i n a n c i a l S e r v i c e s 
K e y S y s t e m s 
F i n a n c i a l S e r v i c e s 
Accounts Payable - Managed An thony Parkes Rupa Bhola Full Review 
Accounts 
Accounts Receivable - Managed An thony Parkes Rupa Bhola Full Review 
Accounts 
General Ledger - TMO Managed An thony Parkes Rupa Bhola Full Review 
Accounts System 
Account ing Systems - TMO 
Company Great Plains 

An thony Parkes Rupa Bhola Full Review 

H o m e O w n e r s h i p 
Leasehold Consultat ion An thony Parkes Daniel 

Wood 
High Level 
Review 

Leasehold Income / Debt recovery An thony Parkes Daniel 
Wood 

High Level 
Review 

C u s t o m e r S e r v i c e s 
K e y S y s t e m s 
Repairs inc Voids Management and Sacha Jevans Stuar t High Level 
Larger Repairs / Decants Thompson Review 

O t h e r s A u d i t s 
HR a n d O r g a n i s a t i o n a l 
D e v e l o p m e n t 
Complaints Lornet te 

Pemberton 
Full Review 

Fire Risk Assessments Lornet te 
Pemberton 

Full Review 

C E O 
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Corporate Governance Robert Black Angela 
Bosnjak-
Szekeres 

High Level 
Review 

I T 
Network Securi ty An thony Parkes Nurul Miah Full Review 

Server In f ras t ruc ture An thony Parkes Nurul Miah Full Review 

4. I m p a c t of the L o c a l i s m Act 
4.1 The Localism Act has brought in a number of changes to housing 

policy. A brief summary of the changes that impact on TMO tenants 
are listed below: 

T e n a n c y S t ra tegy - The Borough has to produce a tenancy 
st rategy sett ing out how social housing providers will deliver 
housing in the borough. There are f ive broad principles that will be 
adhered to : 

• Continuing to meet housing need and supporting vulnerable people 
• Ensuring appropriate use of housing and tenancy options 
• Promoting affordable housing options 
• Promoting mobility and reducing under occupation and overcrowding 
• Supporting and incentivising work and training 

Flexible tenancies, which includes f ixed te rm tenancies are being 
introduced as part of tenancy options and the policy is current ly 
being fo rmu la ted ; these will be rolled out to new TMO tenants. 

Housing O m b u d s m a n and Compla in ts - As stated in the Annual 
Review the Act introduces an oppor tuni ty for tenants to be involved 
in complaints. The current TMO and Borough's complaints process 
are considered robust enough to comply wi th the Act. 

Wel fare r e f o r m - The introduct ion of Universal Credit wil l affect 
over a thousand famil ies living in Kensington and Chelsea. This 
reform will bring benefit caps, streamlining of processing through 
onl ine direct payments and a stronger work incentive. The TMO is 
the largest social housing provider in the borough so some famil ies 
living in their stock will see changes to their benefits and wil l need 
support to manage this. 
/ M u t u a l e x c h a n g e and a s s i g n m e n t - The Act refreshes the 
Mutual Exchange scheme. The Borough already uses the 
HomeSwapper system but the procedures need to be reviewed and 
promoted to TMO and other social housing tenants. 
S u c c e s s i o n and dea th of a t e n a n t - The current tenancy 
agreement accords wi th the succession of a partner only, however 
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the TMO's policy needs to be updated for applying to recover 
possession of the property. 

5. I n v e s t i n g in the borough 's s t o c k 

5.1 The introduct ion of Self-f inancing has given the Borough the 
oppor tun i ty to look again at investment in to the stock. When the 
HRA was likely to go in to deficit the Council undertook the Stock 
Finance and Development programme which looked at ways of 
raising f inances, but this was l imited due to HRA rules and rent 
pool ing. Under Self-f inancing there are financial f reedoms and 
there is the oppor tun i ty to raise investment to both improve the 
current stock and regenerate estates. A project is in the process of 
being set up wi th the fol lowing aims: 

• I m p r o v e the s t a n d a r d of h o m e s - the current capital spend is 
al lowing the TMO to carry out basic health and safety works as 
well as planned maintenance and cyclical works. However it is 
clear there is an ambi t ion at the TMO and in the Council to 
improve the stock to a higher standard to meet residents' 
increasing expectat ions. This new standard has not ye t been 
clearly def ined, but would include investment in communal areas 
and energy eff iciency measures 

• R e g e n e r a t e e s t a t e s - as well as investing in our stock to 
improve standards general ly, we want our homes for older 
people to meet their expectat ions, to improve the physical 
accessibil ity of all our homes, to build new homes and to 
regenerate our estates (which could in part del iver the ambit ions 
for the improved standard of our homes) . The full cost of this 
ambi t ion has not been calculated, and the t imescale of this work 
wil l be longer than jus t investing in the standard of our homes 
and managing our assets more effect ively. 

5.2 A number of models for the Council stock will be looked at as part of 
the project and this will involve commissioning a consultant to 
determine the best opt ion for the future. 

6. HRA B u s i n e s s P lann ing 

6.1 Under the old annual grant allocation system there has been a lack 
of investment in the stock, wi th capital works and repairs 
programmes dropping f rom £17m in 2007/08 to £ 8 .5m last year. 
To address this under investment now that the Council has the new 
financial f reedoms the TMO has been asked to produce a report 
showing the level of investment required to a m in imum standard; to 
ensure they are wind and water t ight , meet legal and legislative 
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requirements and meet the Decent Homes standard. The TMO is 
also using informat ion it holds on the asset management database 
Keystone to look at increased standards of provision should more 
funding be available. 

6.2 The informat ion and the f igures are current ly at a draf t stage but 
when ready will be used to produce the HRA Business Plan, which 
wil l scope out the funding requirements for the next 5 years, and 
wil l be used to feed into the overall asset management strategy 
over the longer t e rm . The HRA Business Plan will be agreed and 
reported through the standard governance processes wi th in the 
Council and the TMO including consultat ion wi th residents. 

7. K e y a r e a s f rom the TMO B u s i n e s s Plan 2 0 0 9 - 2 0 1 4 

7.1 The TMO's Business Plan produced in 2009 has been refreshed in 
l ight of all the legislative changes. The five key aims of the plan 
cont inue to align wi th Housing's Service Delivery Plans so ongoing 
moni tor ing of the projects wil l ensure shared goals are achieved. 
The key aims are: 

• Increase resident satisfaction and put customers at the heart of 
everyth ing we do 

• Raise housing standards by delivering qual i ty and accessible 
services 

• Protecting the assets 
• Grow our business and mainta in f inancial v iabi l i ty 
• Improve organisational capabil i ty 

8. Modular Management A g r e e m e n t (MMA) 

S . l T h e MMA st ipulates that there should be a full review of the 
management funct ion every f ive years w i th part icular at tent ion to : 

• the democrat ic standards of control and the compliance wi th the 
TMO's Rules or Memorandum and Articles of Associat ion; 

• the standards of implementat ion of the Equal Opportuni t ies Policy 
and Procedures; 

• the general eff iciency of the TMO's administ rat ion and the use of the 
TMO's Key Performance Indicators to demonstrate the achievement 
of (or fai lure to achieve) the performance standards required by this 
Agreement (see clause 1 ) ; 

• the TMO's standards of financial control and its f inancial v iabi l i ty 
(see Chapter 5 ) ; and 

• Good tenancy management (see Chapter 6 ) . 
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In the second quarter of th is year a f ive year review will be 
undertaken by the Council using the above set of cr i ter ia. The 
review will be tai lored to take in to account the Improvement Plan 
tha t was put in place in 2008 /09 , and will demonstrate the progress 
tha t the TMO has made since that t ime and will ident i fy any gaps or 
areas for development. The review will also take account of the 
new regulatory regime. 

9. L a n c a s t e r W e s t E s t a t e Management Board 

9.1 The work to finalise the EMB's MMA wil l cont inue this year once the 
TMO's MMA review is complete. As a result the moni tor ing 
arrangements between the EMB, TMO and Council wil l be refreshed. 

10. Heal th and Sa fe ty 

10.1 Work to progress the remaining recommendat ions f rom the FRA 
Action Plans and also, where necessary, to review these 
assessments will be given pr ior i ty in the coming year. 

10.2 The programme of instal lat ion of carbon monoxide detectors in all 
dwell ings wi th gas appliances / gas supply will conclude in coming 
per iod, and there will be continued work to inspect, sample and risk 
assess water qual i ty to ensure legionella is prevented and legislation 
complied w i th , ongoing work to survey, sample, encapsulate / 
remove asbestos containing materials as necessary to control risk 
and ensure resident, staff and contractor safety. 

11 . Digital a c c e s s 

11.1 The Government has identif ied that residents in social housing do 
not have the same access to broadband and digital services as 
those is pr ivate and owner/occupied housing. Access to the 
services will provide efficiencies through del ivery of e-government 
services and increase educational and working opportuni t ies. To 
increase inclusion for tenants there is a Tr i -borough Communi ty 
Budgets Project being scoped and init iated now. The project is 
being led by Westminster Council and will look at business models 
and options to provide the most effect ive access to the internet in 
tenants ' homes. The TMO will be working alongside the Council to 
ensure that the Kensington and Chelsea residents will benefit f rom 
this ini t iat ive. 

12 . S h e l t e r e d Housing R e v i e w 
12.1 The TMO currently mange five sheltered housing schemes. They also provide 

property management to one extra care housing scheme in the borough, from 
which Adult Social Care deliver services. None of the schemes meet current 
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day design and service standards or provide the density of units that would be 
required to meet strategic housing objectives for the future. 

12.2 The TMO has commissioned an appraisal of redevelopment opportunities 
across their sheltered housing sites in May 2012 at the instruction of the 
Housing Department. Initial findings indicate broad opportunities to demolish 
and rebuild existing sheltered housing sites and one option to reconfigure an 
existing site to create new older people's accommodation. 

12.3 At several sites there is an opportunity to significantly increase the number of 
units through redevelopment. It is advantageous for the Council to work with 
the TMO to consider redeveloping its own sites and to provide decanting 
opportunities that may expedite redevelopment of further sites. These 
appraisals are now being assessed in terms of their deliverability as they 
could provide an excellent opportunity to develop accommodation for older 
people of a much higher standard. 

13 . Conc lus ion 

13.1 An excit ing year ahead wi th a number of projects that focus on the 
fu ture . There is the investment in the stock now that the financial 
f reedoms are available, there is new legislation to embed which will 
impact on residents and there are new prospects of development 
and growth . The sharing of informat ion and skills between the 
Council and the TMO will be essential to make the most the current 
env i ronment , but because the TMO's structures and core business 
have continued to be solid it is in a good posit ion to be able to make 
the most of the for thcoming opportuni t ies. 
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Appendix B 
2012-13 HOUSING PERFORMANCE 

INDICATORS How is performance 
measured and reported? 

Ref Title 
Performan 

ce 
Manager 

Data 
Manager 

Go 
od 
is? 

PI 
typ 

e 

Form 
er 

NI? 

Vit 
al 

Sig 
n 

LAP 
S 

11 /12 
Target 

12 /13 
Target 

Explanation for change 

RETAIN, 
AMEND, 

DELETE for 
2012-13? 

HS1 Number of 
appointme 
nts kept 

Amanda 
Johnson 
Yvonne 
Birch (TMO) 

Siobhan 
Bowman 

Hig 
h 

2 N Y N 99% 98% Existing target for 
responsive repairs contract. 

New 

H 4 Local 
authority 
tenants 
satisfaction 
with 
VV1 L I 1 

landlord 
services 
(NEW) 

Amanda 
Johnson 
Yvonne 
Birch (TMO) 

Siobhan 
Bowman 

Hig 
h 

4 N N N 75% TBC A decision is pending from 
KCTMO on whether to 
participate in the 
HouseMark STAR survey, 
fnllowinn thp pnrl of 
STATUS. 

Retain for 
next year -
TMO is 
looking at 
fhp vphirlp 
for 
collection 
(use 
Housemark 
Star 
survey?) 

H 20 

Percentage 
non-decent 
council 
homes. 

Amanda 
Johnson 
Yvonne 

Birch(TMO) 

Siobhan 
Bowman 

Lo 
w 5 NI 

158 
Y N 1 % 10% 

Based on projections from 
Keystone system - based on 
numbers of properties 
falling out of decency 
during year and properties 
either brought into decency 
or maintained via works 
undertaken through Capital 
Programme. 

Retain -
TMO 
scorecard 
and 
benchmarki 
ng P I , part 
of new 
regulatory 
framework 
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L Average Amanda Siobhan Hig 5 N N N 59 55 As above. Retain - as 
4101 energy 

efficiency 
rating of 
housing 
stock. 

Johnson 
Yvonne 
Birch(TMO) 

Bowman h can be used 
as a 
measure of 
need for 
funding 

L Rent Amanda Siobhan Hig 2 N Y N 97.60% 97.65% Based on a reduction in Retain -
4103 collection 

and arrears 
recovery: 
rent 
collected. 

Johnson 
Yvonne 
Birch(TMO) 

Bowman h arrears of £100,000 from 
week 52 figures. 

TMO 
scorecard 
and 
benchmarki 
ng PI 

L Rent Amanda Siobhan Lo 2 N N N 5.60% 5% No change to existing Retain -
4104 collection 

and arrears 
recovery: 
seven 
weeks 
arrears. 

Johnson 
Yvonne 
Birch(TMO) 

Bowman w target. TMO 
scorecard 
and 
benchmarki 
ng PI 

L Average Amanda Siobhan Lo 2 N Y N 24 24 No change to target. Retain -
41 (IR MUM IUCI Ul 

days to re
let local 
authority 
housing. 

I n h n c n n 
JUI I I IbUI 1 

Yvonne 
Birch(TMO) 

DUVVI l ld i i vv Cnnciriprafinn M O C ni\/pn tn v ^ u i i b i u c i a L i u i i w a b y i v c i i L U 

lowering it but the decision 
was made to retain 
following the Morrison 
contract termination and 
the possible impact. 

T M D 1 l v lw 

scorecard 
and 
benchmarki 
ng PI 

L 
4123 

Proportion 
of 
approved 
housing 
capital 
investment 
programm 
e spent. 

Steve Mel lor Roberto 
Cusano 

Hig 
h 

1* N N N 100% 100% No change to existing 
target. 

Retain -
TMO 
scorecard 
and useful 
financial 
measureme 
nt 
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I_ 
4146 

Collection 
rates -
leaseholder 
service 
charges. 

Amanda 
Johnson 
Yvonne 
Birch(TMO) 

Daniel 
Woods 

Mig 
h 

1* N N N 1 fW/n 1 07 1 7 % D d b c U Ul l L U M c L U I i y a l l 

13 service charges 
(£3,720,338) plus 24.4% 
(£80,598) of arrears brought 
forward. 

Retain -
TMO 
scorecard 
and 
financial 
measure 

L 
4147 

Collection 
rates -
leaseholder 
major 
works. 

Amanda 
Johnson 
Yvonne 
Birch(TMO) 

Daniel 
Woods 

Hig 
h 

1* N N N 165% 137.12% Based on collectina all maior 
works charges for 2012-13 
(£1,077,422) plus 19.74% of 
arrears brought forward 
(£400,000). 

Retain -
I 1>C1 I I I 

TMO 
scorecard 
and 
financial 
measure 
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