
THE ROYAL BOROUGH OF KENSINGTON AND C H E L S E A 
TENANT MANAGEMENT ORGANISATION 

TMO Board 

Meeting held on 25 t h March 2010 

Present: Mr Reg Kerr-Bell, Borough wide Board Member (Chair) 
Mrs Sylvia Collet, Borough wide Board Member 
Ms Fay Edwards, Borough wide Board Member 
Mrs Celine Green, Borough wide Board Member 
Ms Kathy Harris, Borough wide Board Member 
Mr lain Smith, Borough wide Board Member 
Mr Roy Turner, Borough wide Board Member 
Mr Tony Ward, Borough wide Board Member 
Councillor Emma Dent Coad, Council appointed Board Member 
Councillor Maighread Condon-Simmonds, Council appointed 
Board Member 
Mr Peter Chapman, Appointed Board Member 
Mr Jon Dee, Appointed Board Member 

In Attendance: Mr Robert Black, Chief Executive 
Ms Sacha Jevans, Director of Customer Services 
Ms Lornette Pemberton, Director of People and 
Organisational Development 
Mr Richard Reger, Company Secretary 
Mr Russell Thompson, Interim Director of Asset 
Investment and Engineering 
Ms Jane Clifton, Executive Office Manager 

Apologies: Ms Rona Nicholson, Council appointed Board Member 
Mr Jeff Zitron, Council appointed Board Member 

Action by 

1. Introduction 

Sacha Jevans was introduced to the meeting, who would be 
starting on 19 April as Director of Customer Services. 

There were no declarations of interest. 

2. Minutes of meeting held on 25 February 

The minutes of the meeting held on 25 February were agreed and 
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signed as a correct record. 

3. Matters Arising 

3.1 Virgin Media switch off of analogue TV - the Chief Executive 
advised the Board that there had been some loss of TV reception 
on some estates, but this had now been restored. Paul 
Wooldridge was addressing these problems with Virgin Media 
which may have a technical explanation. 

3.2 Operations Committee - it was noted that Tony Ward was a 
member of this committee, and had now been elected as Chair. 

4. K&CTMO Business Plan 2009 - 2014 

The Chief Executive gave Keith Holloway and Anthony Parkes' 
apologies to the meeting, and presented the draft Business Plan. 
The new Board members had received a presentation from Keith 
Holloway at the induction session on 24 March. The new Business 
Plan had been developed over the last ten months, and the 
Council would use it as a tool to monitor the TMO's performance. 
The following areas were drawn to the Board's attention: 

Page 5 new mission, core purpose and values 
Page 10 statistics on the organisation 
Page 12 challenges and risks to the business 
Page 16 Value for money strategy being developed 
Page 39 projections for the next five years, which would take 
shape as the TMO went forward 
Page 40 assumptions for the company's five year plan 
Page 43 benchmarking/targets gave a comparison with other 
RSLs/ ALMOs 

A major issue for the TMO was the level of satisfaction with 
services. Work was being done to obtain more information from 
door knocking/telephoning in order to increase the sample size. 

The Board were requested to agree the performance targets 
before they were agreed with the Council. There would be a 
further opportunity to discuss the Business Plan and future 
assumptions at the Board away day on 22 April. 

The Board made the following comments on the Business Plan: 

• It was asked whether the government's announcement on 
HRA changes would impact on the Business Plan. The 
HRA strategy was linked to the Council's work on stock 
options, and the TMO would continue to try and reduce 
costs as much as possible. It was not yet known whether 
the government's proposals would reduce the pressure on 
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the HRA. 

It was noted that maintaining the Decent Homes' standard 
would be a TSA requirement, but London authorities were 
at a disadvantage because of the high proportion of high-
rise flats and associated expenditure. 

It was queried what would be covered by the administrative 
fee for digital TV after installation. The Chief Executive 
undertook to provide further detail on this for Board 
members. 

Further information was requested on the work being done 
on HRA costs. Confirmation was given that the Cabinet 
Working Group on stock options wanted to look at the 
management fee at their meeting in May, and further work 
would be done during the summer on different scenarios for 
the level of the management fee. 

Clarification was asked on possible cuts to the TMO. 
Although the future position was unknown at this point, it 
was hoped that the five year plan would provide some 
stability. 

The risk plan was welcomed, and it was proposed that the 
Finance and Audit Committee be given an opportunity to 
discuss it in detail. 

It was asked whether consideration was being given to 
reducing pension fund costs, which had been raised at the 
AGM last year. However, if the TMO withdrew from the 
Council's pension fund, it would have the effect of setting 
the debt at a fixed amount rather than taking advantage of 
market trends. 

It was asked why the costs of corporate governance/legal 
costs had risen to £680k. A further explanation would be 
brought back to the Board. 

The projected capital funding gap was raised i.e. £12m over 
four years, as it was recognised that there was no possibility 
of a partnership scheme alleviating this deficit within that 
timeframe because of the length of time it would take to put 
such a scheme in place. There was also now doubt 
whether financial freedoms would make any difference to 
the situation. However, by June, the TMO would have up to 
date stock condition data on the new Keystone system, 
which would enable the TMO to validate some of the 
assumptions made previously on stock condition, and 
shape the future investment programme. A permanent 
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Assistant Director of Asset Investment and Engineering had 
now been appointed who would be starting in May. 

The Board congratulated the staff on the new Business Plan which 
would be discussed further at the away day on 2 2 n d April. The 
Board agreed the K&CTMO Business Plan, the objectives and 
targets. 

5. Corporate Procurement Strategy 

This strategy had already been considered by the Operations 
Committee, and consultation had been carried out with the 
Council. The strategy would provide a corporate approach to 
procurement for the next three years from April 2010. 

Board members made the following comments: 

• Concern was expressed about the TMO's continued 
involvement with CYNTRA (formerly LAPN). Confirmation 
was given that the TMO was committed to membership of 
CYNTRA for a further year, and would use its procurement 
framework to realise its previous investment. If the 
anticipated savings did not materialise, the TMO would 
withdraw. However, the National Change Agency was 
funding CYNTRA's new procurement model, so it now had 
government support. 

• Quarterly reports would be brought to the Operations 
Committee. 

• It was asked whether more consideration should be given to 
leaseholder costs when going out to tender on capital 
works/decorations. It was thought that the stock investment 
strategy would help with the planning of works. One of the 
areas of concern for both leaseholders and tenants was the 
replacement or repair of windows when carrying out 
redecoration programmes. It was agreed that it would be 
best if consultation was carried out at a very early stage, 
and decisions made on the scope of works before a project 
was started. However, it was not possible to prevent 
leaseholders challenging works through LVTs, and noted 
that leaseholders had to be charged for works in 
accordance with their leases. 

The Board agreed the Procurement Strategy for the 
next three years starting from April 2010. 

6. TMO Membership 

This proposal would extend TMO membership in two stages to all 
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eligible tenants and leaseholders. The first stage would be to write 
to all non-members who were eligible for membership under the 
proposals, granting them membership but giving them the option to 
opt out of membership. The next stage would be to change the 
Articles at the AGM to an opt-out model of membership. 

Currently the membership database had to be updated manually. 
Under the proposals, the membership list would be part of the 
housing management database, and would be easier to manage. 

The Board made the following comments on the proposals: 

• It was queried whether an attempt had been made to 
increase membership. Confirmation was given that an audit 
of the membership list had been undertaken to improve its 
accuracy, and at the same time, a concerted effort had 
been made to recruit new members. 

• It was agreed that changing the membership to an opt-out 
system rather than opt in should be applied to existing 
residents rather than just new tenants and leaseholders. 

• The position of other adults living with registered tenants 
and leaseholders was raised. However, if they became 
members, it would create problems as they were not on the 
housing management system, and difficulties in keeping the 
list up to date and accurate would continue. 

• The alternative of associate membership was raised. 
However, under the current Articles, the option of associate 
membership did not provide any benefits, and no one had 
applied so far. This issue would be picked up in general 
changes to the Articles to be presented to the AGM. 

• The background to the proposals was queried, and whether 
there was any urgency to extending the membership as this 
proposal could be presented to the AGM in six months' 
time. 

• As a TMO, membership was restricted to registered tenants 
and leaseholders. It was asked what the practice was in 
other TMOs The norm was that people became members 
in order to be involved in the organisation, and this type of 
opt out scheme was unusual. However, the Council were in 
favour of all tenants and leaseholders having the 
opportunity to be involved as part of Right to Manage. 

• It was proposed that options 2 and 3 be combined so if 
those eligible for membership did not respond to the letter 
within a set period, they would be deemed to have no 
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objections. 

• The benefits of membership were being presented to 
eligible residents through the current door knocking 
exercise. It was thought making the AGM a more 
interesting event to attend with VIP speakers would help 
promote membership. Another aim of extending the 
membership was to encourage more members to vote, as 
currently less than 25% of the membership voted. There 
was agreement that extending the membership in this way 
would encourage the involvement of members, as currently 
many residents thought that their views were not taken into 
account. However, other factors were important such as 
the Chief Executive and other senior staff attending 
meetings on estates, and repairs being done efficiently. 

The Board agreed the proposal to change the Articles 
to an opt-out model of membership rather than opt-in at 
the AGM in September with one abstention, and two 
votes against. 

7. Resident Engagement Committee 

A proposal for establishing a Resident Engagement Committee 
was presented to the meeting. It was noted that the draft terms of 
reference in Appendix A should include the stipulation that the 
Chair should be a Resident Board Member, and that there should 
be 3 or 4 Board Members on the committee. 

The proposal that the committee be established had been 
discussed at recent Area Review Board meetings. The 
background to the proposal was that there had been a similar 
committee a few years' ago with a mixed membership of Board 
members and ARB representatives. Because resident 
engagement was central to the organisation, it was proposed to 
reinstate the committee. 

Board members made the following comments: 

• Further details of the committee's role were requested as it 
was thought that insufficient thought had been given to this. 
Currently, consultation was being carried out on the resident 
engagement strategy, and Yvonne Birch, the new Head of 
Strategy and Engagement, due to start on 19 April, would 
have responsibility for the implementation of the strategy, 
and establishing the committee. 

• It was queried how representative the new committee would 
be since many residents associations had been de-
registered as they did not meet the current criteria. 
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However, it was envisaged that the committee's role would 
be to encourage the development of resident associations, 
and resident engagement generally. 

• The Chief Executive confirmed that the present position was 
that many of the smaller residents associations were no 
longer viable as they were not representative, and had not 
been able to meet the criteria of the model constitution. 
These issues would be addressed through the resident 
engagement strategy, and the resident engagement 
committee. There had been considerable support at the 
ARB meetings for establishing the committee. Further 
information on the role of the committee would be circulated 
to Board members. The Board agreed that a resident 
engagement committee be established with 8 votes in 
favour, 3 against and 1 abstention. The following Board 
members were nominated as committee members: 

• Kathy Harris 
• Tony Ward 
• lain Smith 
• Reg Kerr-Bell 
• Roy Turner 

Area Review Board representatives would be nominated on an 
annual basis. 

8. ALMO Status 

An information paper on the TMO's status as an ALMO had been 
circulated. The background was there had been some support at 
the 2009 AGM for the TMO giving up its ALMO status. Some 
authorities had ended their ALMOs, and taken the housing function 
back in house. The independence of the advice from Trowers & 
Hamiins was queried since a former Independent Board Member 
was a partner at this firm. 

The TMO's involvement with the National Federation of ALMOs 
(NFA) was also raised. It was noted that the TMO was a founder 
member of the NFA, and currently had a place on the NFA Board. 
Establishing the ALMO had allowed the TMO to receive Decent 
Homes' funding, and more recently the insulation funding, which 
had made a substantial contribution to maintaining the housing 
stock. 

It was suggested that a proposal to end the TMO's ALMO status 
be put to the AGM. The Chief Executive undertook to bring back a RB 
further paper to the Board on the consequences of ending the 
TMO's ALMO status. The Board noted the contents of the 
report on the TMO's ALMO status. 
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9. Report from Committees 

Board members expressed concern that minutes of recent 
committee meetings were not yet available. Due to their 
sensitivity, concern was also expressed about minutes of the 
Standards and Ethics Committee being circulated before approval 
by the committee. As the Standards and Ethics Committee was 
not scheduled to meet until 18 May, it was agreed that a meeting 
should be convened before this date to deal with urgent business. 

It was queried how the new Resident Engagement Committee 
would fit into the existing committee structure, and whether the 
borough wide residents forum was still an ongoing proposition. 
Clarification would be given at the May meeting when the results of 
the resident engagement strategy consultation would be brought 
back to Board. The Board noted the minutes of the Operations 
Committee meeting held on 28 January. 

10 Board Forward Plan 

Planning for the Board away day on 22 April was ongoing, and the 
agenda would include the Tenant Services Authonty and local 
standards, and risk planning for the Business Plan. Board dates 
were being set for meetings in 2011. The Board noted the 
contents of the Board forward plan. 

11 Update on Fire Risk Assessments 

The Board noted that good progress had been made on carrying 
out fire risk assessments of the communal areas of the Council's 
housing stock, and there would be a lot of work required to 
implement recommended action. Funding requirements for the 
programme were being considered with the Council. A report had 
been presented to the Council's senior management, and the 
Scrutiny Committee in addition to Operations Committee. 

12 Anv other business 

12.1 CRB checks for Board members - the purpose of carrying 
out CRB checks for Board members was raised. The background 
was that a Board decision had been made in 2007 that Board 
members should undergo a CRB check in order to safeguard 
vulnerable adults and children, and also to protect the organisation 
as Board members had positions of responsibility. However, the 
Board could decide to review the requirement for CRB checks 
although it would remain a requirement for current Board 
members. 

There was some concern about the confidentiality of information 
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being held, and confirmation was given that only the Company 
Secretary and the Director of People and Organisational 
Development would have access to the information. 

12.2 Board member expenses - a review of Board member 
expenses had been planned for October 2009, in particular the 
Inland Revenue implications. It was agreed that this issue be 
brought back to the next meeting of the Finance and Audit RR 
Committee. 

13 Re-admission to TMO membership 

The Board had agreed a procedure for the re-admission of people 
expelled from membership of the TMO at the meeting in December 
2009. It was proposed that the Standards and Ethics Committee 
consider any applications for readmission, and bring 
recommendations back to the Board. As discussed above, an 
early meeting of the Standards and Ethics Committee would be 
convened. The Board agreed that the Standards and Ethics 
Committee consider any applications for readmission to TMO 
membership, and recommendations would be brought back to RR 
the Board with 10 votes in favour, and two abstentions. 

14 Date of next meeting 

The next Board meeting would be held on Thursday, 13 May. 
There would also be a Board away day on Thursday, 22 April. 

CE/JDC 
20.4.10 
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BOARD ACTION RECORD / MATTERS ARISING - Part A FOR BOARD MEETING 13/05/10 ENC 3 
NO. MEETING 

DATE 
MINUTE 
NUMBER 

ACTION BY 
WHOM 

BY WHEN UPDATE 

25/03/10 4 Business Plan: Further details of 
what administrative fee for digital 
TV covered after installation 

RB June Board 

25/03/10 4 Business Plan: Explanation to be 
given for the rise in costs of 
corporate governance/legal costs 
in the business plan for 2010 
onwards. 

AP May Board Explanation to be given as part 
of budget monitoring report. 

25/03/10 8 ALMO Status. Further report 
requested on the consequences 
of ending the TMO's ALMO 
status. 

RB/RR June Board To be part of paper on changes 
to be proposed to AGM. 

25/03/10 9 Report from Committees: 
Meeting of Standards & Ethics 
Committee to be convened 
before meeting on 18 May. 

RR ASAP Meeting held on 19 t n April. 

25/03/10 12 AOB: Board Member Expenses -
Paper to be taken to Finance & 
Audit Committee. 

RR 28 t h May On target 

25/02/10 9 Board Forward Plan: Briefing 
paper on HRA reform requested. 

AP May Board DONE: Briefing given at April 
Away Day. 
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NO. MEETING 
DATE 

MINUTE 
NUMBER 

ACTION BY 
WHOM 

BY WHEN UPDATE 

25/02/10 9 Board Forward Plan: Report on 
benchmarking to be brought to 
Operations Committee and then 
Board. 

KH/RB June Board On agenda for May Operations 
Committee and June Board. 

25/02/10 9 Board Forward Plan: Committee 
Chairs to be elected at first 
committee meetings and 
confirmed by Board. 

RR June Board Operations Committee: Tony 
Ward was nominated as Chair 
and Kathy Harris as Vice Chair. 

Finance & Audit Committee: 
Sylvia Collet was nominated as 
Chair and lain Smith as Vice 
Chair. 

Standards & Ethics Committee 
- Tony Ward nominated as 
Chair for April meeting only. 

25/02/10 10 AOB: Standards & Ethics 
Committee - further 
consideration to be given to how 
complaints against Board 
Members were dealt with. 

RR June Board See separate agenda item. 
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NO. MEETING 
DATE 

MINUTE 
NUMBER 

ACTION BY 
WHOM 

BY WHEN UPDATE 

10/12/09 5 Governance: Changes in Articles 
to be deferred to AGM 2010. 

RR Sept 2010 Included in work plan for 
Company Secretary and 
Standards and Ethics 
Committee. Papers will be 
circulated to ail Board Members, 
who will be invited to attend the 
next meeting of the Standards & 
Ethics Committee. 

10/12/09 10 Resident Engagement Strategy 
Review: Consultation to be 
carried out and reported to May 
Board meeting. 

KH May 2010 See separate agenda item. 

03/09/09 7 Company Secretary to arrange 
training for Chairs/Vice Chairs. 

RR Before end of 
year 

Two Board Members have been 
booked on a training course on 
chairing meetings. Liz Potter, a 
housing association chair and 
trainer, will be providing 
additional governance support 
to the Chair and Board in line 
with the business plan. 

11/6/09 7. Adaptation services: details of 
funding, and responsibility for 
repairs and maintenance; 
tendering for service 

SE Deferred Deferred by Council for 12 
months to summer 2010. 

23/4/09 6. Improvement Plan: TCC review Council Deferred Deferred by Council 
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NO. MEETING 
DATE 

MINUTE 
NUMBER 

ACTION BY 
WHOM 

BY WHEN UPDATE 
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Agenda Item 04 
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 

T E N A N T M A N A G E M E N T O R G A N I S A T I O N L I M I T E D 

T M O B O A R D -13 t h M A Y 2010 

R E P O R T B Y T H E D I R E C T O R O F F I N A N C I A L S E R V I C E S 

B U D G E T M O N I T O R I N G 2009/10 
f P E R I O D 12 -March 2010) 

I . Purpose of the Report 

1.1 The purpose of this report is to advise the TMO Board of the financial position of 
the TMO Company Budgets based on the budget monitoring for draft final 
accounts for year ending 3 1 s t March 2010. 

1.2 Please note these accounts are subject to audit. 
F O R I N F O R M A T I O N 

2. Introduction 

The TMO company budgets reported in this paper are based on the projected final 
outturn for the year ending 3 1 s t March 2010 before FRS17 adjustments. The final 
outturn is in line with the board reports presented in February and March 2010. 
These figures are subject to any audit findings and audit journals as recommended 
as part of the audit. These recommendations w i l l be presented to the Finance and 
Audit committee. 

3. T M O Company Budgets (Revenue) 

Summary - Deficit £41 I k before Corporation Tax Refund 
Surplus £70k for full year after Corporation Tax refund 

The budget of (£46k) deficit included a total of £634k unidentified savings to be 
made in the year, including £417k of vacancy factor savings across all the 
departments and £217k of unidentified expense savings making a total deficit 
budget of £680k. Against this budget we have achieved savings of £269k during 
the year, with the deficit of £41 I k as projected above. In addition to this we had 
further costs of £113k in respect of the breach noticed served to the TMO. This 
brings the overall efficiency for the year to £382k. 

As reported previously the corporation tax refund of £480k during the year 2009-
2010 has turned the deficit of £41 I k into a surplus of £70k. 
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Specific departmental variances noted are commented upon individually below: 

3.1 CEO Final Outturn as per February Forecast- N i l variance 
The department is £113k under budget 

Management fee of £158k received during the year has been carried over to match 
the costs for the office move and the EDMS project. 

Other income is £5Ok over budget due to the TMO being able to recover its costs 
form RBK&C in respect of future income streams. 

People costs are over spent by £77k. This is due to the absorption of £49k pension 
costs related to redundancies in 08-09 which were only charged in January 2010. 
Additional staffing was also required in this decision as a result of the breach 
notice. 

Establishment costs are overspent by £192k. This reflects the in-built 
unidentified savings of £217k required as part of the budgets set for the year. This 
has been partially achieved. 

The corporation tax refund of £48 Ik is included in the outturn for this division. 

3.2 Technical £ 19k Over Forecast 
The department is £207k over budget 

People costs arc overspent by (£3 Ik) from February forecast and (£226k) from 
budget. This is in part attributable to the retentioon of an experienced contract 
manager on a short term contract to manage the close down of the Connaught 
repairs contract and undertake an audit of the contract extension period. It also is a 
consequence of the large number of senior posts being fil led by interim managers. 

Establishment costs are £1 Ik less than February forecast and £27k less than 
budget. This is mainly due to a decrease in equipment and publicity spends. 

Because of the above factors it was not possible to recoup the vacancy factor of 
(£119k). 

3.3 HR- £ 14k Under Forecast 
The department is £125k over budget 
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HR had a reduction in income of £35k from Brent Housing for shared services. 

People costs are overspent by (£63k) from budget as additional staff were taken on 
to cover maternity and management training. 

Support costs are £3Ok more than budget due to the introduction of a management 
training programme as agreed under the Breach notice at a cost of £44k. 

3 .4 Housing- (£4k) Over Forecast 
The department is £97k ov er budget 

There is a £7Ik over recovery of income, mainly attributable to recovery of CAS 
equipment and associated costs and carers card scheme income. 

People costs are overspent by (£103k). This reflects the partial achievement of the 
£ 162k vacancy factor. 

Service delivery costs are overspent by £38k, in regards to extra legal costs 
inclined during the year to increase collection rates. 

3.5 Finance- £9k Under Forecast 
The department is £434k under budget 

There is a under recovery of income (£84k), attributable to low interest rates 
impacting interest income receiv able from the bank. 

People costs arc £71 k over spent. This is attributable to leasehold services being 
over establishment for part of the year. The reputation of this department has 
significantly improved with the additional income collection during the year. 

Establishment costs are £97k under spent. This is due to efficiency savings found 
against various budget codes to contribute to unidentified savings. 

Service delivery is £88k underspent. This is attributable to the reduction in bad 
debt provision requirements during the year. During the year TMO company 
debtors have been reduced from £137k at 1 s t April 2009 to £1 Ik on 3 1 s t March 
2010 on debt outstanding for ov er 90 days. 

Support costs are £404k underspent. This is due to savings achieved by the new 
contract for telephone systems and calls, along with reductions in depreciation 
costs for the year due to projects being delayed. 

3.6 Balance Sheet on 3 1 s t March 2010 

3.6.1 Fixed Assets- Increase of £344k. This is attributable to the capital investment 
associated with the EDMS and Office move projects. 
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3.6.2 Trade debtors Reduction of f 123k. This is attributable to increased collection of 
historical CAS debts in the year. Increased resource has been committed to the 
collection of CAS income to clear historical debt. 

3.6.3 Cash at bank & creditors - I n comparison to year end there has been a decrease of 
£962k. This is due to the timing of the final payment run of the year 2009-10. 

3 .6.4 Trade creditors Reduction of £34 !k. This reflects the timing of the final payment 
run at year end, reducing the level of creditors. 

3.6.5 Defined benefit pension scheme liability - The value is based on the FRS17 report 
dated 3 I s ' March 2009. 

4. HRA 

I IRA figures are not included in this report as RBK&C year end procedures do not 
conclude until later in May 2010. 

Based on current forecast there is a predicted underspend. 

5. Conclusion 

5.1 The TMO Board is asked to note the contents of the above report. 

Anthony Parkes 
Director of Financial Services 
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THE ROYAL BOROUGH OF KENSINGTON AND CHELSEA 
TENANT MANAGEMENT ORGANISATION LIMITED 

TMO BOARD 13 m MAY 2010 

REPORT BY HEAD OF STRATEGY AND ENGAGEMENT 

PERFORMANCE INDICATORS APRIL 2009 - MARCH 2010 

1. PURPOSE 

1.1 The purpose of this report is to advise the TMO Board of the TMO's 
performance for the year from April 2009 to March 2010 together with an 
overview of the key business areas. 

FOR INFORMATION 

2. INTRODUCTION AND BACKGROUND 

2.1. This report and the attachment at Appendix A gives an overview of 
the performance of the TMO in key business areas during 2009/2010. 

3. PERFORMANCE INDCATORS 

3.1. The traffic light indicator uses the usual colours to indicate the 
status of the annual target. 

4. OVERVIEW OF KEY BUSINESS AREAS 

4.1. Detailed below are summaries from managers of the progress in their 
area during the last year. 

5. RENT COLLECTION 

5.1. The last two quarters have seen excellent performance from the Rent 
Income Team. In Quarter 2, the current tenant arrears were £1.659M 
but at the end of Quarter 4 they were £1.378M, a reduction of 
£281,000. In the same period, the collection rate improved from 
94.8% to 96.55%. The percentage of tenants in arrears of seven 
weeks or more has reduced from 9.3% to 7.71%, the best 
performance since 2005/6. 

6. FORMER TENANT ARREARS 

6.1. From the beginning of the year, until Quarter 3, the former tenant 
arrears increased. This was then offset by write-offs for an overall 
value of £185,483 (where former tenants have been untraced for 2 
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years and no payments have been received) and payments of 
£58,002, making a net increase of £45,000 over the year. 

7. RESIDENT INVOLVEMENT 

7.1. There has been a drive for more resident involvement this year. The 
review of the Resident Engagement Strategy is an on-going process. 
As part of greater participation, tenants have been canvassed as to 
their preferences regarding consultation and participation. There has 
been more emphasis on consultation and further amendments have 
been made to the Resident Association Constitution. There has also 
been extensive consultation through resident meetings, focus groups 
and mailings as well as contacting residents through the training 
brochure and TMO Link. 

7.2. There has been a significant increase in the number of resident 
associations and resident groups which have met the constitutional 
criteria and have increased their resident representation. 

8. COMPLAINTS 

8.1. The analysis reveals that 61 % of Stage One complaints were 
resolved in the first instance and 39% were escalated to Stage Two. 
This is quite high as the escalation target is 20%. However, this is an 
improvement on the previous year (2008/2009) which saw 94% of 
Stage One complaints becoming Stage Two complaints. Only 7% of 
Stage Two complaints became Stage Three complaints. 

8.2. There are two case types where the numbers of complaints/enquiries 
are significantly higher. They are naturally Stage One's and 
Members' Enquiries (MEs). This is a common trend as most 
complainants contact the TMO and their MP simultaneously and 
complaints officers have registered both the complaint and the ME to 
ensure complaints are tracked and resolved. 

8.3. The overall number of complaints received between 2008-2009 and 
2009-2010 has declined across all case types. There were 543 
complaints in 2008-2009 and 349 in 2009-2010, this is 194 (36%) 
fewer complaints. There are a number of reasons: 

• More effort was made not to register enquiries and services 
requests as complaints 

• Complaints against staff not dealt with through the complaints 
procedure now dealt with by Human Resources 

• Due to an increase in resident engagement our customers are 
more aware of whom to contact in the first instance should a 
problem arise before making a complaint 

• The new website is more informative and user-friendly 
• Customer relations officers offer to visits complainants in their 

homes 
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• Customer relations officers call the complainant to establish the 
complaint and to find out what are their expectations 

• Frontline staff continue to make attempts to resolve complaints 
in the first instance 

• The introduction of the new repairs contract with Morrison. 

9. CUSTOMER SERVICE CENTRE 

9.1. During this last quarter of the year, the customer service centre has 
experienced a considerable increase in call volumes. This has 
increased month on month. The average numbers of calls usually 
received are 5500 to 6500. The number of calls received for January 
was 7340 this increased to 7852 in February and increased further in 
March to 8500. 

9.2. The service centre was expecting a slight increase in call volumes 
due to the start of the new day-to-day repairs contract, however we 
did not anticipate the levels experienced over the past 3 months. 
Contributory factors to the increase include, IT interface problems 
between Morrison and the TMO which has caused problems with 
appointments thus generating the need for residents to contact us to 
regarding a missed appointment or to confirm an appointment. 

9.3. As a result of the technical interface problems between Morrison and 
the TMO the Customer service staff were involved in a validation 
exercise of the data provided by Morrison. This reduced the number 
of staff available to manage call volumes. 

9.4. Customer Service staff has experienced delays in the answering of 
telephone calls and emails to Morrison when seeking clarity or 
confirmation for customers about appointments and reports. As a 
result they are unable to confirm appointments at the time of the call 
and have to call residents back. 

9.5. In order to improve the level of customer care provided both internally 
and externally, customer service advisors along with other service 
areas have been involved in various staff forums and training 
sessions which has equally impacted on the level of performance 
achieved. 

9.6. In order to manage this increase in call volumes we have reviewed the 
process for contacting Morrison staff. Additional resources have been 
and will continue to be placed within the customer service centre and 
we continue to work closely with Morrison to ensure they resolve the 
technical problems they are experiencing. 

10. ROUTINE REPAIRS AND VOID PERFORMANCE 
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10.1. Information on repairs has been obtained from Morrison. However 
there are still some issues concerning the incompatibility of the 
Morrison IT system which are being resolved. Although these figures 
have been subjectto validation, further work is needed in the new 
financial year to ensure that this validation is robust. More detail will 
be presented to the Operations Committee. 

10.2. Void relet time has increased during the last Quarter. Morrison are 
however meeting the fifteen day target set for void works. It is 
considered that multiple viewings are a contributory factor to the 
increase in the turnaround time: for example in the first three months 
of this calendar year, nineteen properties required 2 viewings, six 
properties required 3 viewings and two properties required 4 viewings. 
Staff are analysing the data to establish where the delays occur, and 
will report the findings to the Operations Committee in June. 

11. AUDITS 

11.1. The TMO has been given a satisfactory Assurance on the Health and 
Safety draft report and a substantial assurance on final Payroll and 
Recruitment report. 

11.2. In March the TMO retained the two ticks disability symbol. This 
symbol is awarded by Jobcentre Plus to employers who have made 
commitments to employ, keep and develop the abilities of disabled 
staff. 

12. EQUALITY IMPACT ASSESSMENT 

12.1. There are no particular equality impacts in terms of ethnicity, gender, 
religion and other equality issues although we aim to provide a fair 
service for all residents. 

13. CONCLUSION 

13.1. The Board is asked to note the contents of the report. 

Yvonne Birch 
Head of Strategy and Engagement 

Janet Seward 
Business Improvement Manager 

APPENDICES 

A) ANNUAL KPI REPORT-Apr i l to March 2009/10 
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THE ROYAL BOROUGH OF KENSINGTON AND CHELSEA 
TENANT MANAGEMENT ORGANISATION LIMITED 

TMO BOARD 13 m MAY 2010 

REPORT BY HEAD OF STRATEGY AND ENGAGEMENT 

TMO RESIDENT ENGAGEMENT CONSULTATION REVIEW AND 
STRATEGY 

2. PURPOSE 

1.1 To provide feedback on the TMO Resident Engagement Strategy Consuitation 
and to approve the development of the Resident Engagement Strategy. 

FOR DECISION 

The TMO Board is Recommended to approve: 

1.2 The recommendations of the consultation on resident participation as set out 
in section 9 

1.3 The draft Resident Engagement Strategy objectives and to proceed for 
further consultation 

1.4 The constituting of the Resident Engagement sub committee. 

2. INTRODUCTION A N D B A C K G R O U N D 

2 1. In December 2009 the TMO Board agreed a consultation exercise to 
review and update the current resident involvement mechanisms and 
to develop a TMO Resident Engagement Strategy. A consultation plan 
for achieving this was presented to and agreed by Operations 
Committee in January 2010. 

3. RESULTS OF THE CONSULTATION EXERCISE AND 
ENGAGEMENT STRATEGY 

3.1. The Business Plan set out the commitment to review our resident 
engagement arrangements, develop better feed-back loops and widen 
the choice of participation options available to residents. 

3.2. The results of the consultation exercise showed broad agreement for 
adopting the Councils Model Constitution as an additional choice and 
to develop the role of the ARBs. There was also universal support to 
develop a specialist Supported Housing Review Board. Detailed 
results of the consultation exercise are attached in Appendix 1. 
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3.3. The proposal to develop a borough wide forum received limited 
support and a separate proposal was put forward for an Independent 
Tenants and leaseholders Group for TMO residents'. A meeting with 
these residents concluded that this proposal and the terms of 
reference would be included in this report for the Board to consider and 
are attached at Appendix 2. 

3.4 Issues that the board may wish to consider are: 

• The terms of reference and purpose of the group purport to be similar 
to the functions of the current resident engagement team 

• The new Resident Engagement Strategy sets out to change the way 
that we engage with our tenants to ensure that everyone has an 
opportunity to participate and how we will listen and improve services. 

• We now have the Resident Engagement sub committee which can 
offer advice support and guidance 

• In consultation with the Council, RBK&C were not supportive of such 
a group. 

4.0RESIDENT ENGAGEMENT STRATEGY 

4.2 A first draft of the resident engagement strategy is attached at 
appendix 3. The strategy aims to put resident engagement at the heart 
of the organisation and has 4 objectives: 

1. To offer a wide range of opportunities for participation 

2. Ensure that the engagement is representative of our communities 

3. Joined up consultation and engagement thinking across the 
organisation 

4. Resident and Tenants involved in monitoring performance and 
setting standards 

4.3 It is proposed that there will be further consultation on the strategy after 
which a more detailed action plan will be drawn up with performance 
targets. This strategy will also ensure that we meet the requirements 
for the TSA standards. 

5.0FINANCIAL AND RISK ISSUES 

5.1 An updated and refreshed Resident Engagement Strategy that 
reflects the view, interests and preferences of residents reduces the 
reputational risk. 

6.0 LEGAL ISSUES 
6 1 There are no direct legal issues arising from this report. 
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7.0COMMUNICATION & RESIDENT INVOLVEMENT 

7.1 The strategy reflects a wide range of resident involvement and further 
consultation will be carried out on the draft strategy. 

8.0EQUALITY IMPACT ASSESSMENT 

8.0 The strategy is concerned with increasing the customer engagement 
across the 7 equality strands and a full impact assessment will be 
carried out in line with a key business plan strategic objective 

9.0 Recommendations 

That Board: 

9.1 Approve adoption of the Councils Model Constitution as an additional 
choice for TMO residents associations 

9.2 Approve developing the role of the ARBs 

9.3 Approve the development of a Supported Housing Review Board 

9.4 Consider the proposal to develop an 'Independent' Forum 

9.5 Approve the draft Resident Engagement Strategy to go forward for 
further consultation. 

Name of Author Yvonne Birch 
Title of Author Head of Strategy and Engagement 

Contact details 020 7605 6478 

APPENDICES 

1 
2 
3 

Consultation feedback 2010 
Independent Forum Proposal 
Draft Resident Engagement Strategy 
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Appendix 1 

Resident Consultation Feedback 

1 Introduction 

1.1 In December 2009 the TMO board agreed a consultation exercise to 
review and update the current resident involvement mechanisms and 
to develop a TMO Resident Engagement Strategy. 

1.2 A consultation plan for achieving this was presented to and agreed by 
the TMO Operations Committee in January 2010. 

1.3 The consultation plan set out the methods for collecting the views of 
residents and stakeholders in the following areas: 
• Adoption of the Council's Model Constitution as an additional choice to 

TMO Residents Associations. 
• Developing the role of the ARBs. 
• Developing a specialist Supported Housing Review Board. 
• Developing a Boroughwide Forum. 
• Identifying residents interests and preferences for developing resident 

engagement options. 
• Engaging with hard to reach groups. 

1.4 The consultation was carried out between February-April 2010 and 
sought the views of residents and stakeholders in the following ways: 
• Mailshots to existing and former TMO Residents Associations. 
• Mailshots to Resident Compact Groups. 
• A Resident Engagement Survey distributed to all TMO households. 
• Presentations and discussions at all the ARB Meetings in March. 
• A meeting with the ARB Chairs. 
• A meeting and discussions with the Councils Community Engagement 

Team and other council senior officers. 
• A Residents Engagement Focus Group open to all residents. 
• Presentations and discussions at all the Supported Housing Schemes for 

the Over 50s. 

1.5 This report sets out the key findings, outcomes and recommendations 
ofthe consultation plan. 

2.0 Outcomes of Consultation 

2.1 Adopting the Councils Model Constitution 
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SUPPORT FOR COUNCIL MODEL CONSTITUTION AS 
ADDITION ALCHOICE 

No 

2% 
.No o p i n i o 8% 

All existing and former TMO resident associations, compact groups 
supported housing schemes and ARBS were consulted on adopting the 
Councils Model Constitution as an additional choice for TMO resident 

groups. The chart shows that there was almost universal support for this by 
those who expressed an opinion. This means that existing and newly forming 
groups would have the choice to adopt the Councils model constitutions if 
they wish. 

2.2 Proposal to develop a Borough wide Forum 

A consultation to develop a borough wide residents forum (to act as a 
consultation group or sounding platform for Board and Management 
Team and perhaps capture the skills of past people who have helped 
shape the TMO, or specialist skills of residents who could contribute 
their personal experience and talent) was carried out with: 
• Residents representatives at all the ARB Meetings in March. 
• The ARB Chairs. 
• Through the Residents Engagement Survey. 

2.3 This consultation highlighted limited support for this proposed model: 
• Of the seven ARBs only 2 supported the idea and 5 were against the idea 

of a borough wide forum. 
• In total about a third of the resident representatives did support the idea of 

such a forum, a third were against and the remainder did not express an 
opinion. 

• Of the 5 Supported Housing Schemes none supported the idea. 

S U P P O R T FOR DEVELOPMENT OF BOROUGH-WIDE F O R U M 

.No o p i n i o n 
33% 

. Y e s 
36% 
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• The resident engagement survey responses received showed that only 
22% of residents who returned their forms would be interested in 
developing or participating in such a forum. 

2.4 Further discussion with the ARB Chairs highlighted no support for a 
borough wide forum sitting within the TMOs core engagement 
structures. It is therefore proposed that such a forum is not developed 
at the current time but may be consulted on again in any further round 
of engagement options. 

2.5 A separate proposal for an 'Independent Tenants and Leaseholders 
Group for RBK&C TMO Residents' was submitted by 3 residents with 
strong local resident association and ARB links- Mr Jose Fernandas, 
Mr Shane Carter and Mr Farvardin Mizani. A meeting with these 
residents concluded that the proposal and terms of reference would be 
included in this report for Board to consider (Appendix 2). 

2.6 ARB chairs were also asked to consider this proposal, and whether 
such a group should be independent or within the structure of the TMO. 
They concluded that if there was such a group it: 
• Should be independent of the TMO as they feel this w i l l open the door to 

residents who may not want to be part of their local residents association. 
• Would give residents the opportunity to raise matters and concerns in an 

independent forum. 
• Should be well publicised and supported by the TMO. 
• Could facilitate greater trust and cooperation between residents, the TMO 

and the council. 
• One ARB chair, however, expressed that the proposed functions and 

activities of such a group were similar to those that should be covered by 
local residents associations and ARBs. 

2.9 Consultation to develop the role of the ARBs 

The consultation to develop the role of the ARBs was carried out with 
resident representatives at ARB meetings, the ARB chairs and the 
council. The chart shows that of those groups who expressed an opinion 
there was strong support to develop the role of ARBs as local review 
boards. 

SUPPORT FOR DEVELOPING ARBs AS LOCAL AREA 
REVIEW BOARDS 
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The boards would: 

• Identify and monitor local TMO estate and area improvement schemes. 
• Scrutinise TMO standards, service quality and local performance. 
• Assist in reviewing specific standards and procedures, such as ASB, re-let 

standards, interface with young people and hard to reach groups etc. 
• Work closely with local TMO staff to improve local service delivery. 

2.10 The TMO would work with the boards to ensure that relevant 
information was provided to the board to carry out this role and to 
update the terms of reference to reflect the new functions. 

2.11 An additional proposal from the council for Cllr Mills and Cllr Buxton to 
attend ARB meetings on a rolling programme was discussed with and 
supported by the ARB Chairs. 

3 Consultation to develop a Supported Housing Review Board 

3.1 A consultation was carried out with Supported Housing Residents 
(CAS, sheltered and non sheltered) linked to the 5 Community Support 
Schemes operating out Whitchurch House, Nursery Lane, 70 Tavistock 
Road, Cremorne Over 50s Clubroom and Worlds End Over 50s 
Clubroom to assess their interest in: 
• Developing a specialist Supported Housing Review Board for vulnerable 

residents receiving support through TMO Sheltered Housing, T M 0 2 Y O U , 
the Community Alarms Service (CAS) and the Carers Emergency Card 
Scheme. 

• Mainstreaming essential Disability Discrimination Act (DDA) and major 
works for the 5 TMO support schemes into the TMOs Asset Management 
Strategy. The 'senior citizens fund' (currently £10,100 pa) would revert 
back to its original purpose as a Sheltered Area Revenue Works budget 
specifically for sustaining and improving the communal facilities, soft 
furnishings, furniture and equipment across the 5 TMO Support Schemes. 
These changes would reduce the financial burden currently borne in trying 
to accommodate such specialist bids from the 5 Support Schemes, in the 
other 7 general ARBs. 

• Devolving coordination and funding of the core events and activities 
previously funded through the 'senior citizens fund ' (i.e. Over 50s 
Summer Trips and Annual Senior Citizens Party) to the Resident 
Involvement Team. This would ensure fair and open access to such events 
and activities for all eligible TMO residents. This can be achieved at no 
additional cost within the existing Resident Involvement budget. 

3.2 There was universal support form residents across all 5 support 
schemes to develop a specialist Supported Housing Review Board. 

4.0 Identifying residents' interests and preferences for developing 
resident engagement options. 

4.1 In March a Resident Engagement Survey was distributed to all 
households. The aim of the survey was to improve our understanding 
of residents' areas of interest and preferences for engagement. 
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4.2 The results show that the largest percentage of people would be 
interested in participating in neighbourhood conferences and surveys 
(43%) as well as estate inspections. Board sub committee was the 
least popular activity to participate in with only 17% wanting to engage 
in this way. 

4.3 Overall there was less support for the proposed activities although the 
Engagement and Communication panel was the most popular and 30 
% of those responding would be interested in participating. In general 
however the Engagement level (amount of time needed to participate) 
affected how likely respondents to select the option. 

5.0 Engaging with Hard to Reach Groups 

5.1 A consultation was carried out with Council's Community Engagement 
Team on 2 n d March to identify opportunities for sharing links, resources 
and contact to identify and engage with hard to reach groups 

5.2 The Community Engagement Team are currently putting together a list 
of relevant organisations and contacts that the TMO can work with to 
achieve this aim. 
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Appendix 2 

BOROUGH WIDE FORUM PROPOSAL MEETING 

Notes / Actions 

Thursday 8 t h April 2010 @ 3.30pm 
Whistler Room Charles House 

Attendance: 

Mr Jose Fernandez - Chair Allom and Barlow RA 
Mr Shane Carter - Resident Elm Park Gardens 
Mr Farvardin Mizani - Resident Treverton Estate 

Mr Keith Hollaway - Interim Director of Customer Services and Performance 
Mr Hash Chamchoun - Head of Housing Support Services (& Resident 
Involvement). 
Ms Jil! Brown - Acting Resident Involvement Team Leader 

KH gave a brief summery of the previous meeting held with JF. The Borough Wide 
Forum idea was extended with various ideas's being pulled together. Information 
went out to all the ARB's and to all residents through the recent Residents 
Engagement Survey Have your Say'. 
KH informed the meeting that Councillors were also looking at how consultation is 
done (a wider context) with residents. 

KH asked JS / SC / FM how they saw what this group would be about and that he 
was happy for them to have an input into the Board Report 

From the recent survey responses (there were159 returns as of 8 t h April) 25% were 
supportive of a Borough wide Forum. However the majority of the ARB's were not (5 
against - 2 in favour). 

SC felt that the description of the Borough Wide Forum did not look 'independent' 
and that such a description would put people off. 
FM felt that such a forum had to be quite 'separate' from the Council and TMO 
officers. 

There was a brief discussion around the Board Members involvement which JF was 
not in agreement with. If Board Members became involved it could become just 
another TMO Board. Residents' would have no ownership. JF also stated that at 
previous meetings with Mrs Helen Evens and Cllr Mills it was clearly understood that 
this would be an independent group. 

SC clarified some of the Forums purpose in that it would discuss and look to propose 
changes around the 'operations' side of things and the TMO's failings within 
operational functions. 
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TMO officers would only attend by invite as they do for RA meetings. Board could be 
involved but it is not and should not be part of their remit. 

FM Trust had gone between residents and the TMO over the last 3 -4 years and this 
needed to be built back up. He felt nothing tangible had ever come out of any TMO 
developed / run committees. RA's were constantly battling over the same issues and 
old ground. 

SC although RA's in some area's were really functioning for the people too may RA's 
were far to 'cosy' with the TMO and officers and most were not 'acting' independently 
for the residents' but this Forum would be. 

SC felt that the policy was coming from a 'top' down process but this should and 
must be from the bottom upwards. It s from the ground level that know what the 
residents' needs are not the executive who impose changes that they want which 
then cannot work . 

There was group discussion around what they felt as an inconsistent approach to 
'actions' by the TMO and its officers. JF mentioned some TMO officers that had been 
excellent but this only numbered around 4. 

KH noted the comments and advised that the TMO had a vast number of excellent 
officers but that people needed to be aware that the organisation had a structure that 
they had to work within. He reminded everyone of the major recent changes and the 
commitment of the TMO to implement changes for the better and for the future. He 
advised that a paper will be going to Board in May around Resident Engagement. It 
had been made clear that tenants / leaseholders wished to keep the Council as their 
Landlord. The council instruct the TMO to act as the agents and the TMO are 
obligated to meet the engagement strategy and board structure as expected by the 
council. 

SC/ JF / FM discussed various matters around the estate clubrooms and centres. KH 
reminded everyone that such facilities belonged to the Council and as such were 
classed as HRA assets. There is a review of the clubroom usage. SC/JF/FM 
believed that the Board were looking to get involved and that this is / was not a TMO 
Board decision, nor should the Board have any say or involvement. The clubroom 
needed to be utilised more effectively by many groups and certain RA's should not 
be allowed to have such tight control or refuse usage. It was important that such 
facilities were able to raise funds for the HRA 

There were various complaints made around Morrison's' and lack of appointment 
keeping etc. JF gave example - Flat 3 Barlow House. 
Action: KH 

KH asked to go through the proposed Aims and Objectives that JF / SC / FM had 
brought with them as there were a couple of points he felt needed to be changed. If 
they could reach agreement KH would put the proposal through as an appendix with 
the Board Papers in May. Whatever the outcome the group could still form 
independently of the TMO if they so wished. 
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The group went though the aims of: 
'Independent Tenants and Leaseholders Group for RBK&C TMO Residents' 
Changes in wording were agreed to bullet points 4, 5, 7, and 10. 
Action: J B to type up 'draft amendments and notes of the meeting and distribute for 
comment. 

Meeting closed at 5.25pm 

Draft Forum aims and objectives attached at the bottom of these notes. 
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The Independent Tenants and Leaseholders Group for RBK&C TMO Residents' 

Independent Tenants and Leaseholders Group (the "Group") is a non -profit group 
made up of volunteers who are residents of the Royal Borough of Kensington and 
Chelsea Tenant Management Organisation ("TMO"). The Group will hold general 
meetings four times a year and committee meetings twice a year in various venues 
across the borough to meet with Residents' Associations, Borough residents, other 
resident groups, Ward Councillors, Safer Neighbourhood Teams, the TMO and / or 
RBK&C ("Council") staff. 

The Group aims to assist TMO residents by liaising with the Council, the TMO and 
the Safer Neighbourhood teams in respect of identifying and resolving housing 
management issues, assisting with resident representation and encouraging resident 
participation regarding the management ofthe Councils Housing Stock. 

The Group aims to provide a forum where residents affected by housing 
management issues can discuss these openly and constructively. 

The Group aims to achieve this by: 

• Assisting residents in being treated fairly, justly and equally. 

• Helping residents to understand their rights to effective representation. 

• Assist RA's who request support with their deveiopment. 

• Improving 'cross borough liaison1 with all RA's and resident groups. 

• Ensuring that the needs of certain identifiable resident groups are being met 
(sheltered schemes, leaseholders, tenants, elderly, disabled etc). 

• Provide a pool of expertise to assist TRA's to develop community facilities. 

• Assist in the resolution of housing management issues with the relevant 
entities. 

• Encouraging active involvement and participation of residents in the 
management of the Borough's housing and resolution of housing issues. 

• Improving better communications between residents and other groups / 
agencies. 
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1.0 Introduction and background 

Resident involvement has had a long tradition in Kensington and Chelsea and 
we were the first and are still the only borough wide Tenant Management 
Organisation in the country. As a resident led organisation we are committed 
to placing residents at the heart of the organisation and have an essential role 
in the building of local communities. This is reflected in our mission statement 
and core purpose and values: 

Our Mission 

Actively shaping our homes and neighbourhoods together 

Our core purpose is -

• Keeping our residents centre stage 

• Building organisational capability and capacity 

• Being competitive and confidently growing our business 

The TMO has four core values of:-

• Openly being accountable for ell we do 

Valuing individuality and culture 

Delighting our residents and residents 

I.(.'tiding hy inspiring change for I he heller 

In 2006 we published RESIDENTSFIRST which set out the TMO's and 
Councils commitment to continuous partnership with residents in delivering 
excellent housing services. This commitment continues but we have new 
challenges to meet with the introduction of the Tenant Service Authority (TSA) 
as set out in the Housing and Regeneration act in 2008 which came into force 
in April 2010. The TSA sets out six standards that providers of housing must 
meet with a strong emphasis on tenants shaping and scrutinising local 
priorities. The Council, as the housing provider, has the obligation to publish 
an annual report of performance against standards and the TMO will work 
with the council to deliver standards and ensure tenants are involved in the 
setting and monitoring these standards. 
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2.0 Consultation and Communication 

This strategy has been developed following a consultation exercise which was 
agreed by the board at the end of 2009 and carried out between February and 
April 2010. 

Residents' views were sought on the way we could improve and increase the 
ways in which residents can actively get involved. We sought residents views 
by: 

• A Resident Engagement Survey distributed to all TMO households 
• Mail outs to existing and former TMO Residents Associations. 
• Mail outs to Resident Compact Groups . 
• Presentations and discussions at all the Area Review Boards (ARB) 

meetings in March. 
• A meeting with the ARB Chairs. 
• A meeting and discussions with the Councils Community Engagement 

Team and other council senior officers. 
• A Residents Engagement Focus Group open to all residents. 
• Presentations and discussions at all the Supported Housing Schemes for 

the Ov er 50s. 

The results off the consultation exercise and a draft of the strategy were 
presented to the Board in May 2010 for agreement and further consultation 
was carried out during the year to seek residents' view which culminated in a 
residents conference in September 2010: 

3.0 What have we learned? 

We are committed to maximising opportunities for everybody who uses our 
services and to be involved in how these service are run and developed. 

We know that when we carried out a survey in 2008 that resident satisfaction 
with our services had generally declined from the previous years and we have 
made significant changes in the organisation to ensure that we have in place 
structures and mechanisms to ensure service improvements. A recent door 
knocking survey when we interviewed over 300 residents showed a significant 
increase in satisfaction with the overall services provided by the TMO from 
68% in 2008 to 79% at the end of 2009. 

We also know that people want to ensure that the methods and opportunities 
for participation in the decision making process are transparent and open to 
everyone. During 2009 we carried out a review of our resident associations 
which revealed that many registered groups were inactive, non representative 
of their communities and not working to any clear outcomes or standards. 
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Resident associations were given to the end of March 2010 to meet the core 
standards and adopt our model constitution. This resulted in 28 associations 
ceasing to operate and had an adverse impact upon Area review boards and 
the perception of some residents that we had lost touch with our members. 
This has been a significant driver for the development of this strategy and the 
consultation leading to its formulation. Since then we have given our Resident 
Associations a choice of adopting the Councils model constitution for resident 
associations which is less prescriptive or retaining their existing constitution. 
We are actively working with our residents to reverse the loss of these 
associations and increasing the recognition of more resident groups. We 
recognise that resident associations are an important consultation vehicle but 
they are only part of the broad spectrum of opportunities which need to be 
developed further. 

Residents have also told us that for many their major concern is with the 
services they receive in their home and what is happening on their estates 
and blocks - their repairs, the landscaping and improvement works and that 
we need to be better at informing and consulting residents before the 
workmen arrive. 

As result of this learning our approach to engagement must ensure that we: 

• Deliver the service improvements we have promised 

• Offer a wide range of involvement opportunities 

• Listen when and in a way that residents want to be heard 

• Engage tenants and residents in monitoring performance and 
standards 

4.0 Aims and objectives 

This resident engagement strategy has four main objectives and outcomes for 
the next 2 years. The objectives are; 

5. To offer a wide range of opportunities for participation 

6. Ensure that the engagement is representative of our communities 

7. Joined up consultation and engagement thinking across the 
organisation 

8. Resident and Tenants involved in monitoring performance and 
setting standards 
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Objective 1: To offer a wide range of opportunities for participation 

We will work with tenants and residents to regularly review and change the 
range of opportunities to make sure we are offering the right levels of 
involvement that are of benefit to both tenants and residents and the 
organisation. The recent Resident Engagement survey confirmed that the 
approach of offering a menu of opportunities to get involved is the right 
approach. 

Table 1 TMO menu of involvement options 

Link Magazine Information on services and involvement opportunities 
to all residents 

Resident Associations 

Resident Compact Group 

Focus groups 

Surveys 

Estate Inspections 

Conferences 

Mystery Shopping 

Resident Panel/Pool 

Area Review Board 

Board Sub committees 

TMO Board 

Elected and constituted area based groups 

Informal area based group of residents 

Small group of residents issue or service based 

Postal, phone and door knocking 

Inspecting communal area of estates 

All residents invited to give and receive feedback 

Checking the quality of services 

Pool of residents with specific interests used to 
select focus groups etc 

Local Boards reviewing performance and 
regeneration funds 

Formal sub committees of the TMO board 

The main decision making body. 

Involvement in each of these different activities is designed to attract residents 
with differing time commitments abilities and talents. We are committed to use 
engagement and consultation processes when there is a real opportunity for 
people to influence and change decisions and services and to feedback the 
results of these consultations. 

Objective 2 Ensure that the engagement is representative of our 
communities 

Understanding the needs of all tenants is essential to delivering top quality 
services and to ensuring that our engagement with residents is meaningful 
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and reflects our communities. Communities are made up of people from 
different backgrounds and experiences and many are vulnerable and have 
care or support needs. We will endeavour to ensure that this diversity is 
reflected in our work and that the needs of people drawn from the seven 
equality strands: race, disability, sexual orientation, age gender, religion or 
belief and gender identity are taken into account. In order to do this we need 
to ensure that we have this information and we will be asking residents to give 
us these details when we contact them about any of our services. 

We will use this information on our Tenant Participation database ( TP 
Tracker) to ensure that the feedback we get is representative and also allow 
us to develop and deliver services that reflect the communities needs. TP 
tracker will also capture all the engagement we do in a meaningful way so that 
we can report the outcomes of the work that we do. 

Objective 3 Joined up consultation and engagement thinking across the 
organisation 

Although there are many opportunities to participate it can sometimes feel that 
there is a new survey/consultation every week. We are committed to 
strengthening the Resident Engagement Team and joining up all the activities 
to avoid duplication and consultation fatigue' caused by too much 
consultation and too little action and feedback. The team will co- ordinate all 
participation activities throughout the year from every section of the 
organisation and will ensure that the proper consultation has been carried out. 

We know that it is very important to residents that they are able to influence 
and are kept informed of any work that is happening in their area and these 
arrangements should ensure that this happens. We will also liaise as far as 
possible with our partners such as the Council to ensure that events are co
ordinated or shared. 

Objective 4. Resident and Tenants involved in monitoring performance 
and setting standards 

The Tenants Services Authority places a strong focus on tenants shaping 
service delivery and local priories and to scrutinise performance. The TSA 
sets out six standards which housing providers must meet and performance 
against these standards must be reported annually to tenants to strengthen 
accountability. The council is the landlord and therefore has the obligation to 
develop these standards but we will work closely with them and tenants to 
develop and monitor these. 
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We will also provide information on our performance in an assessable way on 
our website and in the Link magazine and at our local offices. Residents will 
be able to compare performance over time and challenge targets and 
outcomes. 

We have already started to look at the information we produce to provide it 
onn an area by area basis and are working with the Area Reviews Boards on 
monitoring this information. 

The following table outlines actions we will take to ensure we meet these 
objectives. 
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Resident Engagement Action and Outcomes 

Objective Actions Outcomes 

To offer a 
wide range of 
opportunities 
to participate 

1. Work with iocal communities to 
support and increase the number of 
resident associations that are 
active in the borough. 

2. Produce a leaflet and information 
on the web site about how to get 
involved 

3. Organise a residents conference 
each year open to all tenants and 
residents 

4. Ensuring a full menu of engage in" nt 
options is available and Investigate the 
use of technology such as web pages 
and web based surveys and e forums 
to reach 

1. The number residents 
represented by groups 
increase and are 
represented at Area 
Boards 

2. Better understanding of 
the engagement options 
and more people coming 
forward to engage 

3. A well attended 
conference where 
residents have the 
opportunity to question 
the TMO and consult on 
the direction of the 
company and service 
issues. 

4. Reaches a wider section 
of residents including 
young people who often 
do not engage in 
traditional methods. 

Ensure that 
engagement 
is 
representative 
of our 
communities 

1. Develop a profile of local people 
and communities and capture the 
information on TP tracker 

2. Work closely with the Councils 
Community Engagement Teams to 
share knowledge and engage with 
hard to reach groups. 

3. Increase training and capacity 
building to ensure confident 
communities 

1. Up to date information on 
all our tenants by 2010 to 
ensure engagement is 
representative of the 
communities 

2. Better engagement with 
groups on issues that 
directly affect them. 

3. Succession planning to 
develop a pool of 
residents who are willing 
to take on more 
responsible roles. 
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Objective Actions Outcomes 

Joined up 
consultation 
and 
engagement 
thinking 
across the 
organisation 

1. Liaise with the council and partners 
to ensure that there is no 
duplication of activities 

2. Draw up a resident engagement 
calendar which will keep track of all 
focus groups, surveys that are 
being carried out across the 
organisation. 

3. Ensure that before any type of woik 
begins on estates that the oroper 
consultation has been carried out 

1. Better value for money 
and greater better 
response rates 

2. Residents will have more 
information about our 
approach and up coming 
activities which wil 
increase participation 

3. Residents know in 
advance what is 
happening in their area. 

Residents 
and tenants 
are involved 
in monitoring 
performance 
and 
standards 

1. Work with the Council and tenants 
to develop and monitor standaic-
as part of the TSA co regulatory 
approach. 

2. Provide information on our 
performance on an area basis to be 
monitored by Area Review Boards 

3. Publish performance information on 
our website and Link magazine in a 
way that is assessable 

1. Tenants are able to 
shape the local offer and 
scrutinize performance as 
required by the TSA 

2. Residents can challenge 
and compare 
performance across the 
borough 

3. We are open and 
accountable about 
performance and open to 
challenge and scrutiny. 

5.0 What next. 

This strategy is a living document that will be subject to regular review and 
monitoring. We need to continually work to improve our feedback to ensure 
that it is relevant and meets the needs of the service. We will provide 
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evidence in a half yearly report of all the consultation we have undertaken and 
the changes we have made as a result of it. 

We will be open to new ideas and other ways of doing things and value all the 
contributions we receive. We also want to know what we are doing well and to 
encourage residents to tell us when we do get things right. 
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THE ROYAL BOROUGH OF KENSINGTON AND CHELSEA 
TENANT MANAGEMENT ORGANISATION LIMITED 

TMO BOARD - 13 m MAY 2010 

REPORT BY COMPANY SECRETARY 

PROCEDURE FOR DEALING WITH COMPLAINTS ABOUT THE 
CONDUCT OF BOARD MEMBERS 

3. PURPOSE 

1.5 The purpose of this report is to recommend to the TMO Board a new 
procedure for dealing with complaints about the conduct of Board Members. 

FOR DECISION 

1.6 The TMO Board is Recommended to approve adoption of the new 
procedure for dealing with complaints about Board Members, as set out in 
Appendix 1 

4. I N T R O D U C T I O N A N D B A C K G R O U N D 

4.1. In July 2009, as part of its response to the Breach Notice, the Board 
adopted a formal procedure for dealing with any complaint that a Board 
Member may have breached the Code of Conduct. This procedure 
was based on that used by the Council, with the Standards and Ethics 
Committee serving as the panel that heard cases. 

4.2. In practice, the procedure has proved to be time-consuming for both 
staff and Board Members, and has not provided a speedy outcome for 
those who have complained or those who have been complained 
about. 

4.3. This paper is part of the actions being taken to improve governance, as 
set out in the Business Plan. 

5. THE NEW PROCEDURE 

5.1. The proposed procedure (Appendix 1) removes the role of dealing with 
complaints about Board Members from the Standards and Ethics 
Committee. At its last meeting of the Committee, there was agreement 
that the Committee was too large to deal with cases concerning fellow 
Board Members. 
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5.2. The new procedure gives a greater role to the Chair in dealing with the 
conduct of Board Members, supported by one Independent and one 
Council Appointee Board Member. 

5.3. It is intended that the procedure will help complaints to be dealt with 
quicker and in a less formal environment, and also make it easier for 
both the complainant and the Board Member to put their point of view 
forward. 

6. FINANCIAL AND RISK ISSUES 

6.1. The proposed procedure should be less expensive to implement. It 
specifically addresses the risks of poor reputation and weak 
governance as identified in the Business Plan. 

7. LEGAL ISSUES 

7.1. The Board is empowered by its Articles to manage its own affairs as it 
sees fit. 

8. COMMUNICATION & RESIDENT INVOLVEMENT 

8.1. The general outline of the new procedure was supported at the last 
meeting of the Standards & Ethics Committee. If approved, the revised 
procedure would be published on the TMO's website. 

9. EQUALITY IMPACT ASSESSMENT 

9.1. The proposed procedure is intended to make it easier for complaints to 
be dealt with more quickly and in a less formal environment. This 
should make it easier for residents to complain while ensuring that 
frivolous or vexatious complaints are dismissed at a very early stage. 

9.2. The procedure is intended to make it easier for those who do not have 
English as a first language to understand the process and raise 
concerns. 

10. CONCLUSION 

The TMO Board is Recommended to approve adoption of the new 
procedure for dealing with complaints about Board Members, as set out 
in Appendix 1 

Richard Reger 
Company Secretary 

rreger@kctmo.org.uk 
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APPENDIX 1 

PROCEDURE FOR DEALING WITH COMPLAINTS ABOUT THE 
CONDUCT OF BOARD MEMBERS 

Scope 

This procedure is to be used by anybody except a member of 
TMO staff who believes that a serving Board Member of KCTMO has 
breached the Code of Conduct for Board Members. Members of staff 
should raise any concerns with the Chief Executive who will discuss 
them with the Chair. 

Referral 

Complaints or allegations of a breach of the Code of Conduct should 
be sent to the Company Secretary who will acknowledge the 
complaint on behalf of the Chair. The complaint should normally be in 
writing, but the Company Secretary may organise assistance for 
anyone who is unable to put their complaint in writing because of 
disability or language difficulties. 

Initial response 

The Company Secretary will consult with the Chair of the Board to 
determine whether the alleged breach warrants further investigation. 
If the complaint is about the conduct of the Chair, the Company 
Secretary will discuss what action to take with the Chair of the 
Standards & Ethics Committee. 

The Company Secretary will write to the Board Member who is the 
subject of the complaint as soon as possible to let them know that a 
complaint has been received and the nature of the complaint. 

The Chair of the Board (or Chair of the Standards & Ethics 
Committee, if appropriate) may discuss the complaint informally with 
the complainant and/or Board Member to establish whether there are 
grounds for the complaint and what outcome the complainant is 
seeking. The Chair will try to resolve the complaint to the satisfaction 
of both parties at an early stage. 

If the alleged breach is relatively minor, the Chair may ask the Board 
Member in question to write a letter of apology or take other such 
action as the Chair may see fit. 

If the alleged breach is considered to be potentially serious, the Chair 
shall consult with one Independent and one Council Appointee Board 
Member before deciding whether to initiate an investigation or take 
other action. 
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5) Support 

The Company Secretary will advise the Board Member in writing of a 
named support officer who will provide assistance to the Board 
Member to seek a resolution to the problem. 

6) Completion ofthe investigation and Outcome 

Upon completion of the investigation into the allegation, the Chair and 
Independent and Council Appointee Board Members shall meet to 
consider the evidence and decide what action should be taken. Both 
the complainant and the Board Member will be invited to present 
evidence to the panel. The outcome will be reported to both the 
Board Member and the complainant. 

7) Right of Appeal 

Either the Board Member or complainant may appeal to the Board, 
and any such appeal will be considered at a closed session of 
the next Board Meeting. 

8) Reporting to Board 

The Board shall receive a confidential summary report of any 
complaints and their outcomes. 
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AGENDA ITEM 08 

THE ROYAL BOROUGH OF KENSINGTON AND CHELSEA 
TENANT MANAGEMENT ORGANISATION LIMITED 

TMO BOARD - 13™ MAY 2010 

REPORT BY THE COMPANY SECRETARY 

COMMITTEE REPORT 

1 Purpose of the Report 

1.7 In accordance with the decision taken at the TMO Board meeting on 12 t h 

February 2009, attached are the available minutes of the meetings of the 
Standards & Ethics, Finance & Audit, Operations and Committees. The 
Chair's Report for the Committees will be presented to the meeting. 

FOR INFORMATION 

2 Committee Meetings 

2.1 The Standards and Ethics Committee met on 24 t h February and 19™ April. 
The minutes of these meetings are confidential and appear under Item 14 on 
Part B of the agenda. 

2 2 The Operations Committee met on 1 1 t h march. Draft minutes of the meeting 
appear as Appendix A. 

2.3 The Finance and Audit Committee met on 18th March . Minutes of the meeting 
are attached as Appendix B. 

Richard Reger 
Company Secretary 
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APPENDIX A 
THE ROYAL BOROUGH OF KENSINGTON AND CHELSEA 

TENANT MANAGEMENT ORGANISATION 

OPERATIONS COMMITTEE 

MINUTES OF THE MEETING HELD ON 2 3 r d MARCH 2010 

Present: Mr Tony Ward, Borough Wide Board Member (Chair) 
Ms Sylvia Collet, Borough Wide Board Member 
Mr Peter Chapman, Independent Board Member 
Ms Celine Green, Borough Wide Board Member 
Ms Kathy Harris, Borough Wide Board Member 
Ms Rona Nicholson, Council Appointed Board Member 
Mr lain Smith, Borough Wide Board Member 

n Attendance: Mr Keith Holloway, Interim Director of Customer Services 
Mr Richard Reger, Company Secretary 
Ms Janet Seward, Business Improvement Manager 
Ms Janice Wray, Health and Safety Adviser 

1. WELCOME AND APOLOGIES 

Apologies were received from Fay Edwards and Peter Chapman. 

2. ELECTION OF CHAIR AND VICE CHAIR 

Tony Ward was elected as Chair and Kathy Harris as Vice Chair, subject 
to ratification by the Board at its next meeting. 

3. MINUTES OF PREVIOUS MEETING 

The minutes of the meeting, held on 28 t h January 2010, were agreed as a 
true record and signed by the Chair. 

4. MATTERS ARISING 

Minute 8: Performance Monitoring. The question of voids being rejected 
by potential tenants was raised. It was agreed that an analysis should be 
provided for the next meeting showing properties with multiple refusals. It 
was noted that the Council's allocations procedure did not penalise people 
for rejected properties that were offered to them. An additional factor was 
that the quality of temporary accommodation was quite good. 

Out of Hours Service: It was noted that the Out of Hours Service, currently 
provided by Pinnacle would be re-tendered. 
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ACTION 
5. TERMS OF R E F E R E N C E 

The Committee received a paper proposing amendments to the 
Committee's Terms of Reference. 

It was agreed that the lead Directors should be the Director of Customer 
Services and the Director of People and Organisational Development. 

It was further agreed that the Committee's role in business planning 
should be limited to areas of service delivery. 

The Committee RESOLVED to recommend the Terms of Reference, as 
amended above for approval by the Board. 

6. WINDOW SAFETY POLICY 

The Committee considered a Window Safety Policy, which was presented 
for approval. The policy aimed to achieve a balance between security, 
safe everyday use and the provision of an escape route in case of fire, 
though it was noted that most windows are not a means of escape, as 
they are in high-rise buildings. 

The policy would be applied when carrying out major schemes, but further 
consideration would be given as to whether it would be applied to voids 
works. 

The Committee raised the following points: 

• Example letter to tenants to be re-written to make it clearer; JW 
• The policy may or may not apply to leaseholders depending on the 

individual lease; 
• The policy would need to be explained to leaseholders if their 

property was sub-let to tenants in social care; 
• Arrangements would need to be made for spare keys; 
• Further detailed work would be required into different types of lock; 
• The type of glass used should be taken into consideration. 

The Committee RESOLVED to approve the Window Safety Policy. 

7. EQUALITY IMPACT ASSESSMENTS 

The Committee received reports on equality impact assessments on 
Homeowner Services and Access/Contacting the Customer Services 
Centre. (A third equality impact assessment, on People and 
Organisational Development, would be considered by the Standards & 
Ethics Committee.) 

It was noted that the items in the accompanying action plans fed into the 
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ACTION 
Service Plans. 

A Committee Member commented that many residents did not like giving 
out sensitive personal information. It was noted that staff did not have 
access to detailed responses given at focus groups. 

The Committee RESOLVED to approve the Equality Impact Assessments 
for 2009/10 and refer them to the Royal Borough of Kensington and 
Chelsea. 

8. FIRE RISK ASSESSMENTS 

Janice Wray, Health and Safety Adviser, presented an update report on 
updated fire risk assessments carried out for communal areas at high-risk 
buildings. All assessments had now been carried out, although final reports 
had not yet been received for some buildings, and all reports received to 
date had had a "normal" risk rating. 

The following points were noted: 

• London Fire Brigade (LFB) was putting pressure on landlords to go 
beyond what was required by regulations; 

• Clarification was being sought as to whether dry risers needed to be 
fitted to older buildings over 18m in height. (Although they would be 
required in a newly-built property, building regulations are not 
usually applied retrospectively.) 

• A deficiency notice had been received in respect of Trellick Tower 
and a programme of works was being procured to address the 
issues raised and these had been met with approval by LFB. There 
was some concern that the deadline of November 2010 might be 
difficult to meet, but LFB had indicated that it was willing to be 
flexible as long as the work was being given due priority. LFB did not 
want fire-fighting equipment in communal areas. 

The Committee asked that LFB be asked to provide confirmation in writing 
that they were content with the plans for works at Trellick Tower and that 
they were willing to extend the deadline. 

Committee Members raised the issue of older and converted properties, 
where there may be wooden floors and asked that fireproof flooring be 
considered. 
The Committee asked for a report on red priority items to provide 
assurance that work was being done and that tenants were safe. 

Janice Wray confirmed that residents would be written to on a block-by-
block basis, giving the results of the fire risk assessment and a fire action 
procedure. 

It was suggested that fire procedures should be posted on external 

52 

TMOI0037436 0052 
TMO10037436/52



communal doors. 

A Committee Member asked for confirmation of how long a tenant could 
safely stay in their flat in case of a fire. Janice Wray said she would check 
with the Fire Brigade. 

ACTION 

The Committee NOTED the report. JW 

9. DIGITAL TV 

The Committee received a short report on progress with the Digital TV 
project. 

The Committee NOTED the report. 

10. PROJECTS PROGRESS REPORT 

The Committee NOTED the report. 

11. PERFORMANCE DIGEST: APRIL 2009 - JANUARY 2010 

The Committee received the regular performance report. Key points were: 
• Door knocking exercise carried out in south of the Borough to check 

customer satisfaction, with a high rate of 85% satisfaction; 
• Lowest level of rent arrears in 5 years; 
• Void turnaround times were improving at 28 days; 
• Computer interfaces between Morrisons and TMO for repairs were 

not yet working properly, but there were indications that repairs 
were being done quicker and more repairs were being completed 
right first time. 

The Committee NOTED the report. 

12. DATES OF MEETINGS 

The Committee NOTED the dates of future meetings. 
The next meeting will be held on 25 t h May at 6.30pm. 
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THE ROYAL BOROUGH OF KENSINGTON AND C H E L S E A 
TENANT MANAGEMENT ORGANISATION 

FINANCE AND AUDIT COMMITTEE 

Meeting held on 18 t h March 2010 

Present: Mrs Sylvia Collet, Borough wide Board Member (Chair) 
Mrs Kathy Harris, Borough wide Board Member 
Mr lain Smith, Borough wide Board Member 
Mr Jon Dee, Council appointed Board Member 
Councillor John Cox, Co Opted Committee Member 

In Attendance: Mr Anthony Parkes, Director of Financial Services 
Mrs Rupa Bhola, Principal Accountant 
Mr John Barnett, Internal Audit, RBKC 
Mr Glyn Francies, Baker Tilly 
Mr Victor Karungu, Baker Tilly 

Apologies: Mr Jeff Zitron, Council appointed Board Member 

Action by 

1. Election of Chair and Vice Chair 

The Committee resolved to elect Sylvia Collet as Chair, and lain 
Smith as Vice Chair, of the Committee, subject to ratification by the 
Board at its next meeting. 

2. Minutes of the meeting held on 22 July 2009 

The minutes were approved. 

3. Matters Arising 

3.3 John Barnett reported that the Council was in discussions 
with the TMO on how to go forward with the Housing Anti-Fraud 
post, which was 50% funded by the TMO. It was noted that 16 
properties had been recovered in the first 8 months of the year. It 
was agreed that a report would be brought to the next meeting. J B 

Anthony Parkes reported that the change in tax status of the TMO 
had been agreed by HMRC and just over £500k in repayments 
had been received. Baker Tilly was thanked for their help in 
achieving this. 

It was agreed that although the pension scheme deficit did not 
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have to be met in the short to medium term, in the long term the 
scheme would have to return to break-even. 

It was noted that risk had been discussed at the Board away day in 
October during discussions about the business plan. It was agreed 
that before approving the internal audit plan for the year, the 
Committee needed to be aware ofthe risks identified by the Board 
and senior staff and it was agreed that that both the risk register 
and the internal audit plan should be reviewed at the next meeting. 

With reference to the issue of VAT on transactions between the 
TMO and Lancaster West EMB, it was noted that Lancaster West 
EMB would be holding a Special General Meeting on 12 t h April to 
consider a proposal by its Board for Lancaster West to be directly 
managed by the TMO. Glyn Francies, Baker Tilly, advised that 
although the net effect of transactions probably meant that no VAT 
was payable, there was a risk to Lancaster West of penalties and 
interest arising from timing differences. It was agreed that a paper 
would be prepared showing the accrual for VAT, penalties and 
interest. 

It was noted that the last phase of testing of the interface between 
Morrison's systems and the TMOs for repairs was about to start. 

External Audit Plan 

Glyn Fancies, Baker Tilley, introduced the external audit plan. The 
audit was due to start on 1 s t June, report to the Finance & Audit 
Committee on 7 t h July, with the report and accounts due to be 
signed off by the board on 2 2 n d July. 

Key risk areas to be covered by the audit were: 

• Going concern, which depended on the Council; 
• FRS 17 valuation of the pension scheme 
• Completeness of costs 
• Payroll costs 
• Inter-company accounts with the Council 
• Office lease on Charles House; 
• Lancaster West VAT. 

The audit fee would be £19,750 plus VAT. 

It was agreed that an updated engagement letter would be put in 
place to reflect current legislation and accounting requirements. 

Glyn Francies and Victor Karungu left the meeting. 
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5. Internal Audit Plan 

John Barnett, Internal Audit, RBKC, introduced the internal audit 
plan, which was based on addressing risks identified in local risk 
registers. 

A Committee Member asked for resident engagement to be 
audited, particularly in relation to residents associations. It was 
noted that a paper on Resident Engagement would be considered 
by the Board in May. It was suggested that this might be a suitable 
area for audit once a new strategy was in place, or that it could be 
covered under neighbourhood services. 

It was agreed that the plan would have benefitted from being set in 
more context, and that the plan for the coming year should be part 
of a 3-5year plan. It was also suggested that the number of days 
allocated to each audit should be added. 

It was noted that investigations were currently carried out at no 
charge to the TMO. 

It was agreed that the plan would be brought back to the next J B 
meeting. 

6. Progress on Internal Audit Work 

John Barnett reported that there were 7 audits ongoing. Three final 
reports had been produced, all with "satisfactory assurance": 

• Housing Rents 
• Engineering Team (Gas) 
• Unix Security 

Cllr Cox asked that the Committee should see the full reports 
where there was "limited assurance'. It was noted that the draft 
audit for financial systems had provided "substantial assurance". 

The Committee NOTED progress on internal audit work. 

Follow Up of High Priority Recommendations 

Three follow-up reviews had been carried out in the period in the 
following areas: 

• TMO Housing Allocations 
• TMO Virtual Network 
• TMO Leasehold Income and Debt Recovery 

In each area, substantial progress had been made, and the 
assessment of controls had moved from "limited assurance" to 
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"satisfactory assurance". 

John Barnett was asked to check whether the transfer of Housing J B 
Allocations back to the Council had been noted. 

John Barnett was also asked to report back to the Committee with 
an overview of outstanding items. J B 

8. Committee Terms of Reference 

The Committee considered proposed amendments to its terms of 
reference. 

It was agreed to ask the Board whether it wished the Committee to 
review the budget before it was presented to the Board and 
whether it wished it to monitor financial performance against RR 
budget, as this was currently done by the Board. 

9. Schedule of Meetings 

The Committee NOTED the schedule of meetings. The Company 
Secretary was asked to rearrange the meeting scheduled for 26 t h RR 
May, so that Cllr Cox could attend. 

10 Any Other Business 

None. 

57 

TMOI0037436 0057 
TMO10037436/57



AGENDA ITEM 08 

THE ROYAL BOROUGH OF KENSINGTON AND CHELSEA 
TENANT MANAGEMENT ORGANISATION LIMITED 

TMO BOARD - 13™ MAY 2010 

REPORT BY THE COMPANY SECRETARY 

COMMITTEE REPORT 

1 Purpose of the Report 

1.8 In accordance with the decision taken at the TMO Board meeting on 12 t h 

February 2009, attached are the available minutes of the meetings of the 
Standards & Ethics, Finance & Audit, Operations and Committees. The 
Chair's Report for the Committees will be presented to the meeting. 

FOR INFORMATION 

2 Committee Meetings 

2.1 The Standards and Ethics Committee met on 24 t h February and 19™ April. 
The minutes of these meetings are confidential and appear under Item 14 on 
Part B of the agenda. 

2 2 The Operations Committee met on 1 1 t h march. Draft minutes of the meeting 
appear as Appendix A. 

2.3 The Finance and Audit Committee met on 18th March . Minutes of the meeting 
are attached as Appendix B. 

Richard Reger 
Company Secretary 
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APPENDIX A 
THE ROYAL BOROUGH OF KENSINGTON AND CHELSEA 

TENANT MANAGEMENT ORGANISATION 

OPERATIONS COMMITTEE 

MINUTES OF THE MEETING HELD ON 2 3 r d MARCH 2010 

Present: Mr Tony Ward, Borough Wide Board Member (Chair) 
Ms Sylvia Collet, Borough Wide Board Member 
Mr Peter Chapman, Independent Board Member 
Ms Celine Green, Borough Wide Board Member 
Ms Kathy Harris, Borough Wide Board Member 
Ms Rona Nicholson, Council Appointed Board Member 
Mr lain Smith, Borough Wide Board Member 

n Attendance: Mr Keith Holloway, Interim Director of Customer Services 
Mr Richard Reger, Company Secretary 
Ms Janet Seward, Business Improvement Manager 
Ms Janice Wray, Health and Safety Adviser 

13. WELCOME AND APOLOGIES 

Apologies were received from Fay Edwards and Peter Chapman. 

14. ELECTION OF CHAIR AND VICE CHAIR 

Tony Ward was elected as Chair and Kathy Harris as Vice Chair, subject 
to ratification by the Board at its next meeting. 

15. MINUTES OF PREVIOUS MEETING 

The minutes of the meeting, held on 28 t h January 2010, were agreed as a 
true record and signed by the Chair. 

16. MATTERS ARISING 

Minute 8: Performance Monitoring. The question of voids being rejected 
by potential tenants was raised. It was agreed that an analysis should be 
provided for the next meeting showing properties with multiple refusals. It 
was noted that the Council's allocations procedure did not penalise people 
for rejected properties that were offered to them. An additional factor was 
that the quality of temporary accommodation was quite good. 

Out of Hours Service: It was noted that the Out of Hours Service, currently 
provided by Pinnacle would be re-tendered. 
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ACTION 
17. TERMS OF R E F E R E N C E 

The Committee received a paper proposing amendments to the 
Committee's Terms of Reference. 

It was agreed that the lead Directors should be the Director of Customer 
Services and the Director of People and Organisational Development. 

It was further agreed that the Committee's role in business planning 
should be limited to areas of service delivery. 

The Committee RESOLVED to recommend the Terms of Reference, as 
amended above for approval by the Board. 

18. WINDOW SAFETY POLICY 

The Committee considered a Window Safety Policy, which was presented 
for approval. The policy aimed to achieve a balance between security, 
safe everyday use and the provision of an escape route in case of fire, 
though it was noted that most windows are not a means of escape, as 
they are in high-rise buildings. 

The policy would be applied when carrying out major schemes, but further 
consideration would be given as to whether it would be applied to voids 
works. 

The Committee raised the following points: 

• Example letter to tenants to be re-written to make it clearer; JW 
• The policy may or may not apply to leaseholders depending on the 

individual lease; 
• The policy would need to be explained to leaseholders if their 

property was sub-let to tenants in social care; 
• Arrangements would need to be made for spare keys; 
• Further detailed work would be required into different types of lock; 
• The type of glass used should be taken into consideration. 

The Committee RESOLVED to approve the Window Safety Policy. 

19. EQUALITY IMPACT ASSESSMENTS 

The Committee received reports on equality impact assessments on 
Homeowner Services and Access/Contacting the Customer Services 
Centre. (A third equality impact assessment, on People and 
Organisational Development, would be considered by the Standards & 
Ethics Committee.) 

It was noted that the items in the accompanying action plans fed into the 
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ACTION 
Service Plans. 

A Committee Member commented that many residents did not like giving 
out sensitive personal information. It was noted that staff did not have 
access to detailed responses given at focus groups. 

The Committee RESOLVED to approve the Equality Impact Assessments 
for 2009/10 and refer them to the Royal Borough of Kensington and 
Chelsea. 

20. FIRE RISK ASSESSMENTS 

Janice Wray, Health and Safety Adviser, presented an update report on 
updated fire risk assessments carried out for communal areas at high-risk 
buildings. All assessments had now been carried out, although final reports 
had not yet been received for some buildings, and all reports received to 
date had had a "normal" risk rating. 

The following points were noted: 

• London Fire Brigade (LFB) was putting pressure on landlords to go 
beyond what was required by regulations; 

• Clarification was being sought as to whether dry risers needed to be 
fitted to older buildings over 18m in height. (Although they would be 
required in a newly-built property, building regulations are not 
usually applied retrospectively.) 

• A deficiency notice had been received in respect of Trellick Tower 
and a programme of works was being procured to address the 
issues raised and these had been met with approval by LFB. There 
was some concern that the deadline of November 2010 might be 
difficult to meet, but LFB had indicated that it was willing to be 
flexible as long as the work was being given due priority. LFB did not 
want fire-fighting equipment in communal areas. 

The Committee asked that LFB be asked to provide confirmation in writing 
that they were content with the plans for works at Trellick Tower and that 
they were willing to extend the deadline. 

Committee Members raised the issue of older and converted properties, 
where there may be wooden floors and asked that fireproof flooring be 
considered. 
The Committee asked for a report on red priority items to provide 
assurance that work was being done and that tenants were safe. 

Janice Wray confirmed that residents would be written to on a block-by-
block basis, giving the results of the fire risk assessment and a fire action 
procedure. 

It was suggested that fire procedures should be posted on external 
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communal doors. 

A Committee Member asked for confirmation of how long a tenant could 
safely stay in their flat in case of a fire. Janice Wray said she would check 
with the Fire Brigade. 

ACTION 

The Committee NOTED the report. JW 

21. DIGITAL TV 

The Committee received a short report on progress with the Digital TV 
project. 

The Committee NOTED the report. 

22. PROJECTS PROGRESS REPORT 

The Committee NOTED the report. 

23. PERFORMANCE DIGEST: APRIL 2009 - JANUARY 2010 

The Committee received the regular performance report. Key points were: 
• Door knocking exercise carried out in south of the Borough to check 

customer satisfaction, with a high rate of 85% satisfaction; 
• Lowest level of rent arrears in 5 years; 
• Void turnaround times were improving at 28 days; 
• Computer interfaces between Morrisons and TMO for repairs were 

not yet working properly, but there were indications that repairs 
were being done quicker and more repairs were being completed 
right first time. 

The Committee NOTED the report. 

24. DATES OF MEETINGS 

The Committee NOTED the dates of future meetings. 
The next meeting will be held on 25 t h May at 6.30pm. 
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THE ROYAL BOROUGH OF KENSINGTON AND C H E L S E A 
TENANT MANAGEMENT ORGANISATION 

FINANCE AND AUDIT COMMITTEE 

Meeting held on 18 t h March 2010 

Present: Mrs Sylvia Collet, Borough wide Board Member (Chair) 
Mrs Kathy Harris, Borough wide Board Member 
Mr lain Smith, Borough wide Board Member 
Mr Jon Dee, Council appointed Board Member 
Councillor John Cox, Co Opted Committee Member 

In Attendance: Mr Anthony Parkes, Director of Financial Services 
Mrs Rupa Bhola, Principal Accountant 
Mr John Barnett, Internal Audit, RBKC 
Mr Glyn Francies, Baker Tilly 
Mr Victor Karungu, Baker Tilly 

Apologies: Mr Jeff Zitron, Council appointed Board Member 

Action by 

1. Election of Chair and Vice Chair 

The Committee resolved to elect Sylvia Collet as Chair, and lain 
Smith as Vice Chair, of the Committee, subject to ratification by the 
Board at its next meeting. 

2. Minutes of the meeting held on 22 July 2009 

The minutes were approved. 

3. Matters Arising 

3.3 John Barnett reported that the Council was in discussions 
with the TMO on how to go forward with the Housing Anti-Fraud 
post, which was 50% funded by the TMO. It was noted that 16 
properties had been recovered in the first 8 months of the year. It 
was agreed that a report would be brought to the next meeting. J B 

Anthony Parkes reported that the change in tax status of the TMO 
had been agreed by HMRC and just over £500k in repayments 
had been received. Baker Tilly was thanked for their help in 
achieving this. 

It was agreed that although the pension scheme deficit did not 

TMOI0037436 0063 
TMO10037436/63



have to be met in the short to medium term, in the long term the 
scheme would have to return to break-even. 

It was noted that risk had been discussed at the Board away day in 
October during discussions about the business plan. It was agreed 
that before approving the internal audit plan for the year, the 
Committee needed to be aware ofthe risks identified by the Board 
and senior staff and it was agreed that that both the risk register 
and the internal audit plan should be reviewed at the next meeting. 

With reference to the issue of VAT on transactions between the 
TMO and Lancaster West EMB, it was noted that Lancaster West 
EMB would be holding a Special General Meeting on 12 t h April to 
consider a proposal by its Board for Lancaster West to be directly 
managed by the TMO. Glyn Francies, Baker Tilly, advised that 
although the net effect of transactions probably meant that no VAT 
was payable, there was a risk to Lancaster West of penalties and 
interest arising from timing differences. It was agreed that a paper 
would be prepared showing the accrual for VAT, penalties and 
interest. 

It was noted that the last phase of testing of the interface between 
Morrison's systems and the TMOs for repairs was about to start. 

External Audit Plan 

Glyn Fancies, Baker Tilley, introduced the external audit plan. The 
audit was due to start on 1 s t June, report to the Finance & Audit 
Committee on 7 t h July, with the report and accounts due to be 
signed off by the board on 2 2 n d July. 

Key risk areas to be covered by the audit were: 

• Going concern, which depended on the Council; 
• FRS 17 valuation of the pension scheme 
• Completeness of costs 
• Payroll costs 
• Inter-company accounts with the Council 
• Office lease on Charles House; 
• Lancaster West VAT. 

The audit fee would be £19,750 plus VAT. 

It was agreed that an updated engagement letter would be put in 
place to reflect current legislation and accounting requirements. 

Glyn Francies and Victor Karungu left the meeting. 
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5. Internal Audit Plan 

John Barnett, Internal Audit, RBKC, introduced the internal audit 
plan, which was based on addressing risks identified in local risk 
registers. 

A Committee Member asked for resident engagement to be 
audited, particularly in relation to residents associations. It was 
noted that a paper on Resident Engagement would be considered 
by the Board in May. It was suggested that this might be a suitable 
area for audit once a new strategy was in place, or that it could be 
covered under neighbourhood services. 

It was agreed that the plan would have benefitted from being set in 
more context, and that the plan for the coming year should be part 
of a 3-5year plan. It was also suggested that the number of days 
allocated to each audit should be added. 

It was noted that investigations were currently carried out at no 
charge to the TMO. 

It was agreed that the plan would be brought back to the next J B 
meeting. 

6. Progress on Internal Audit Work 

John Barnett reported that there were 7 audits ongoing. Three final 
reports had been produced, all with "satisfactory assurance": 

• Housing Rents 
• Engineering Team (Gas) 
• Unix Security 

Cllr Cox asked that the Committee should see the full reports 
where there was "limited assurance'. It was noted that the draft 
audit for financial systems had provided "substantial assurance". 

The Committee NOTED progress on internal audit work. 

Follow Up of High Priority Recommendations 

Three follow-up reviews had been carried out in the period in the 
following areas: 

• TMO Housing Allocations 
• TMO Virtual Network 
• TMO Leasehold Income and Debt Recovery 

In each area, substantial progress had been made, and the 
assessment of controls had moved from "limited assurance" to 
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"satisfactory assurance". 

John Barnett was asked to check whether the transfer of Housing J B 
Allocations back to the Council had been noted. 

John Barnett was also asked to report back to the Committee with 
an overview of outstanding items. J B 

8. Committee Terms of Reference 

The Committee considered proposed amendments to its terms of 
reference. 

It was agreed to ask the Board whether it wished the Committee to 
review the budget before it was presented to the Board and 
whether it wished it to monitor financial performance against RR 
budget, as this was currently done by the Board. 

9. Schedule of Meetings 

The Committee NOTED the schedule of meetings. The Company 
Secretary was asked to rearrange the meeting scheduled for 26 t h RR 
May, so that Cllr Cox could attend. 

10 Any Other Business 

None. 
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AGENDA ITEM 10 

THE ROYAL BOROUGH OF KENSINGTON AND CHELSEA 
TENANT MANAGEMENT ORGANISATION LIMITED 

TMO BOARD - 13th MAY 2010 

REPORT BY JANICE WRAY - HEALTH AND SAFETY ADVISOR 

FURTHER UPDATE ON FIRE RISK ASSESSMENTS 

1. Purpose of the Report 

1.1 The purpose of this report is to update the Board on further progress 
made with the Fire Risk Assessments of the Communa! areas cf 
Councii blocks since the previous reports to Board anc Operations 
Committee in March 2010 

1.2 The Board is asked to note the successful completion of the 
programme of Fire Risk Assessments of the high risk olocks and 
the proposals for progressing ihe medium risk programme. 

FOR INFORMATION 

2.0 Introduction 

2.1 For the purposes of the Regulatory Reform (Fire Safety) Order 2005 RBKC 
and the TMO are considered to be "responsible persons" and as such must 
ensure that "suitable and sufficient" fire risk assessments are carried out in the 
communal areas of all the residential blocks. 

3.0 Progress with High Risk Fire Risk Assessments 

3.1 The Board has previously been advised of the risk-based approach to 
carrying out fire risk assessment that the TMO adopted with the agreement of 
RBKC and the London Fire Brigade (LFB). A specialist Fire Consultant, 
Salvus Consulting, was then appointed to carry out fire risk assessments on 
each of the potentially high risk properties and works commenced on site in 
late September 2009. 

3.2 Salvus have now successfully completed the fire risk assessments on all one 
hundred of these potentially high risk blocks. This work was completed in late 
March 2010 within the six month timescale we had agreed and all reports and 
associated plans have now been received. 

3.3 All properties received have had a "normal" risk rating. Salvus have confirmed 
that, in their view, this is the lowest risk rating that could ever be achieved for 
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a fire risk assessment of the common parts of an occupied residential block. 
Additionally, the Salvus Managing Director confirmed that our blocks are 
clearly well managed and maintained and in many of our blocks very few 
recommendations for improvement have been made by his assessors in their 
Action Plans. 

3.4. We now have a comprehensive Action Plan for each of the one hundred 
blocks setting out the Consultant's recommendations. These are colour-coded 
to enable us to target the high priority works. 

3.5 The Operations Committee have specifically requested an update report for 
their next meeting providing an indication of the volume of actions which have 
been / are being progressed to date and the quantity that remain outstanding, 
these actions. 

4.0 Proposed approach to the Medium Risk Fire Risk Assessments 

4.1 TMO Officers and RBKC Officers have evaluated the high risk programme 
and the performance ofthe Consultancy Partner and it has been agreed that 
we should seek to appoint a Consultancy Partner to carry out the medium risk 
programme following competitive tendering. Salvus Consulting will be 
included on the tender list. 

4.2 It is anticipated that the tenders will go out by mid-May and it is our intention 
to seek to appoint and have assessments commence on site by July 2010. 

4.3 Appendix A, attached, lists the schedule of properties in the medium risk 
programme 

5. On-going liaison with and Feedback from the LFB 

5.1 As outlined in previous reports there has been extensive and on-going 
negotiation between RBKC, the TMO and the Fire Brigade on the issue of fire 
safety. The most recent meeting took place on the 20 April 2010 and was 
very productive. In particular the following issues were discussed -

• TMO confirmed that the high risk programme had completed in 
March and that all blocks were assessed as "normal" 

• TMO gave the FB an indication of progress made with actions to 
date and of our general approach to this. Specifically, simple 
responsive items and low-level repairs etc. are initiated immediately 
and then works are considered in priority order. Where there are 
common themes then we are looking to put together programmes of 
work which will ensure greater efficiency and economies of scale 

• With regard to Trellick Tower the fire safety works would be going on 
site in September 2010 and the Consultant responsible for 
progressing this work had met with the FB and explained in detail 
what works were to be undertaken. The Consultant had formally 
sought confirmation from the LFB that the timescale for completing 
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this work (which exceeds that set by the LFB in their Deficiency 
Notice) is acceptable to the LFB. 

• TMO advised the FB of their criteria for identifying medium risk 
blocks (and also low risk blocks) and provided the schedule of 
medium risk properties to the FB 

• TMO advised of their intention to competitively tender for a 
consultancy partner to carry out the fire risk assessments in the 
medium risk blocks and also of the timeframe we hoped to achieve 

• TMO advised that it is our intention at the conclusion of the medium 
risk programme to appoint an assessor to undertake the low risk 
programme 

• FB requested a paper copy of each FRA. (This was subsequently 
provided.) 

• FB confirmed that they do accept that landlords and building owners 
are not required to retrospectively fit dry rising fire fighting mains to 
buildings above 18 meters in height. However, these buildings may 
require additional fire safety measures to mitigate risks 

• FB stressed the requirement for the TMO to consider putting in place 
"interim measures" in situations where the FRA has identified a 
significant fire safety risk and where there is likely to be some delay in 
addressing this. 

6. Progressing works required by the Fire Risk Assessments 

6.1 Work continues to progress recommendations made in the FRA Action Plans. 
In particular, the current stock condition survey has incorporated the need to 
inspect flat entrance doors. This will enhance the information we have and will 
leave us better able to identify the level of flat entrance door upgrade / 
replacement necessary and programme and progress the necessary work 
more swiftly 

7. Financial and Risk Issues 

7.1 The aim of the legislation is to ensure that residents are not exposed to 
unreasonable levels of fire risk and to ensure that in the event of a fire in their 
flat they should be able to evacuate safely from the block. Clearly where 
FRAs are not carried out or where works identified to comply with the 
legislation are not progressed this could result in an elevated level of risk not 
only to residents but also to staff, contractors and any firefighters who attend 
to deal with a fire. 

7.2 The FRA programme for the potentially high risk blocks was funded by RBKC 
and they have confirmed that they will be funding the medium risk 
programme. At this stage it is not possible to estimate the cost of any works 
necessary to ensure buildings are compliant. 

8. Legal Issues 

8.1 As outlined above, to comply with fire safety legislation - specifically the 
Regulatory Reform (Fire Safety) Order 2005 - "responsible persons" must 
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ensure that suitable and sufficient FRAs are carried out in the communal 
areas of all residential blocks. In our case "responsible persons" are the TMO 
and RBKC. 

8.2 Failure to comply could result in residents being exposed to an elevated fire 
risk. Additionally, the TMO and RBKC would leave themselves open to 
enforcement action being taken by the LFB, bad publicity etc. 

9. Communication and Resident Engagement 

9.1 With the medium risk programme it is our intention to adopt the same 
approach to advising residents by letter in advance of the FRA on their block. 
This letter will provide contact details for the Consultant and also for the TMO 
Health & Safety Team so that residents with queries can make contact. 
(Additionally, all Fire Risk Assessors will continue to be required to wear 
photographic identification ) 

9.2 On receipt of the FRA report the TMO will write to the residents at each block 
re-iterating their specific evacuation procedure and outlining the main findings 
ofthe assessment. 

9.3 Fire safety information and details of the FRA programme was included in the 
last two editions of TMO Link. 

10. Equality Impact Assessment 

10.1 Letters to residents outlining evacuation strategy and the main findings of the 
FRA will be offered in the core languages. 

11. Conclusion and Recommendation 

11.1 TMO Board asked to note the successful completion of the high risk 
programme of FRAs within the agreed six-month timescale. 

11.2 Board are asked to note our proposed approach to progressing the medium 
risk blocks. 

11.3 Board are asked to note that a further update report will be submitted to the 
next Operations Committee which will provide more specific detail on the 
volume of recommendations which have been progressed to date. 

JANICE WRAY 

HEALTH & SAFETY ADVISOR 

LORNETTE PEMBERTON 

DIRECTOR OF PEOPLE & ORGANISATIONAL DEVELOPMENT 
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APPENDIX 
A Schedule of potentially medium risk blocks 
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