Page 267

Plan 2019-20
Delivering
Good
Landlord
Services

Promoting
Successful
Communities

Investing
Money
Wisely

Providing
Safe Homes

1

Agenda Item 10

Agenda Item 10

Page 268

Page
1.

Foreword

3

2.

Our purpose and priorities

5

3.

Review of progress 2018-19

6

4.

Finance Plan 2019-20

8

5.

Improvement Plan 2019-20

11

6.

Performance Plan 2019-20

17

Appendix: Service Standards

23

2

Page 269

Agenda Item 10

1. Foreword
This Delivery Plan confirms the objectives that Sutton Housing Partnership will meet
on behalf of the Council and residents. Over the last two years SHP has established a
productive partnership with residents based upon candour and addressing the reality
of the service improvements that residents expect to see delivered. This has led to a
radical change in how we deliver services with greater local visibility and a focus upon
getting to know our residents and understanding their needs.
The scale of transformation required has meant that all parts of the organisation have
been restructured to prioritise resident facing services and there have been important
changes in leadership roles designed to modernise SHP and deliver enduring change. In
the year ahead we will strengthen our core business processes and capacity to provide
the tailored housing management and repairs service that residents need.
Our ambition is to be an effective and accountable landlord that residents find it easy
and effortless to work with. We will prioritise keeping residents safe and supporting
communities to become thriving and successful, investing money wisely at all times.
SHP’s top priorities in the year ahead are to:
● Get to know our residents and transform our partnership with them to one that is
characterised by co-working between equal partners
● Develop the Housing Manager role to retain and attract talented people with
interest and curiosity for understanding households and helping them to prosper
● Improve at pace to modernise services and extend resident engagement to those
we don’t reach at present
● Refresh our service standards, meet them consistently, improve the resident
experience
● Deliver transformation of repairs services so residents notice the improvements
● Invest more in tackling anti social behaviour at a time of dwindling police resources
● Keep buildings fully compliant and tenants safe at all time
● Provide staff with everything they need to work effectively
● Establish trusted and productive partnerships with the Council and partners so we
are seen as valued, relevant and worth engaging with
● Make use of the cost savings SHP has delivered to increase the supply of social
housing through buybacks and support the Council’s estate regeneration planning
We are also committed to playing a role in furthering wider Council objectives for
Sutton and we are supporting these through:
● Focusing upon improving the places where residents live through e.g. Community
Hubs and Walkabouts and resident-led estate improvement budgets that invest in
local priorities
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1. Foreword
● Leading the Sutton Housing and Health Group to establish effective collaborative
working with local health partners including on access to health visitors and GP
registration for new tenants, hospital discharge, reablement, social prescribing
programmes and piloting health and wellbeing navigators
● Convening and organising the Sutton Housing Group meetings and activities to
foster a collaborative approach for all Housing associations with homes in the
Borough focusing upon: achieving recognised accreditation for domestic abuse;
working through community hubs to connect residents to opportunities;
● Ensuring that all housing providers in the Borough make effective use of our
unique position of insight to help identify Domestic Abuse and promoting a
consistent approach through the Domestic Abuse Housing Alliance Accreditation.
Steve Tucker
Managing Director
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2. Our Page
purpose
and priorities

Our Core Activities
SHP manages and maintains Sutton Council’s 6,000 tenanted and 1,500 leasehold and
freehold homes. Our core objectives as confirmed in our management agreement are:
● To maintain all dwellings at the decent homes standard as a minimum and continue
to improve and maintain them as an asset for the future
● To regenerate homes where required and develop and acquire new local authority
owned housing subject to funding and land availability
● To invest in and improve estate grounds and the communal areas of flatted blocks
● To provide high quality responsive repairs and cyclical maintenance services
● To provide excellent tenancy management and leaseholder services and create
attractive neighbourhoods where people feel safe and want to live
● To ensure all customers have access to services and that the diverse needs of
tenants and leaseholders are fully met
● To promote and maximise the opportunities for customer involvement with service
delivery

Our Purpose
Working together to deliver homes and communities where residents feel
happy and secure

Delivery Plan Priorities
We have recently reviewed the existing four priorities and sought to simplify these
down to just three understandable objectives:

1. Being a good landlord that does the simple things well
2. Providing safe homes and promoting successful communities
3. Investing money wisely
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3. Review
of Progress 2018-19

In 2018/19, SHP has continued to concentrate on implementing and embedding the new operating
models including transformation of the repairs
service, the strategic vision and the financial savings
agreed in the SHP Prospectus.
An important element of this completed in 2018/19
involved our leadership recruitment and
appointments. We appointed a new Chair of the
SHP Board and recruited to the new post of
Operations Director and had resident and Council
involvement and endorsement of both of these key
appointments.
We are now nine months into the new operating model for housing management and the
experience of moving to smaller housing management patches has been positive with performance
levels (e.g. on rent collection and tenancy management) either maintained or improved. Staff have
embraced the challenges and have shown great flexibility and endurance in acquiring the new
knowledge and skills they are now deploying to make a success of being locally based and more
visible and accessible to residents.
The principal objective of the new operating model has been to restore mutual trust and candour to
SHP’s relationship with residents. The average patch size fell in April from over 900 to an average of
428 tenants. We have invested in staff development so that they are aware of and can be a catalyst
in connecting households to positive opportunities.
Insight profiles have been compiled (covering e.g. rent accounts, anti-social behaviour) to make
effective use of what we already know about each patch and about individual tenants to customise
and tailor our service offer to address the issues that most affect each resident. This information
will be supplemented and built upon through regular tenancy visits enabling us to meet our high
level aim of creating the conditions in which households can become successful and communities
become more connected, confident and resilient.
SHP has consciously sought to work more locally in 2018/19 through community hubs, walkabouts
and regular home visits and to promote, for example, health creation initiatives and activities which
enable residents to improve their well being. There are now three SHP Community Hubs open
around the borough which contain private spaces for residents to meet with their Housing Manager,
computers for access to our services online, and community events hosted by SHP and partners like
the police, Job Shop, Credit Union, local NHS services and Age UK.
We initiated the Sutton Housing and Health Group this year and are taking steps to work
collaboratively with local health partners including on access to health visitors and GP registration
for new tenants, hospital discharge, reablement, social prescribing programmes and multi-agency
safeguarding hubs.
We are delighted that in 2018/19 we commenced sharing our Sutton Gate offices with Encompass
and Sutton Age UK both of whom offer complementary services and can offer additional support to
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Council residents in one location; whilst at the same time making efficiencies to the cost of our
building premises and allowing us to fund new hubs and other front line initiatives.
SHP is making an important contribution to the Council’s objective of expanding housing supply by
reducing our operating costs by £2.4 million over a five year period which permits the HRA to fund
various Right to Buy buybacks and new build initiatives. We have (worked with the Council) to “buy
back” 52 houses into Sutton social housing this year.
SHP’s delivery of the £2.4 million savings is fully on target at the end of 2018/19 (which was the
second year of the five year savings plan.) This much tighter financial envelope and the raft of
organisational changes taking place which affect nearly all staff in the business represent important
context for evaluation of current performance which has nevertheless continued to improve
incrementally and we are pleased that SHP’s performance compares favourably when benchmarked
against other housing providers.
Our repairs transformation programme has taken longer than anticipated and we have not yet
met the targets for all of our repairs indicators. However, tenant satisfaction with how SHP
deals with repairs has improved from 72.9% a year ago to 77% today and important indicators’
such as appointments made and kept, continue to improve. We know that repairs are the
service that residents care about the most and are looking to recent changes to begin to
crystallise in these satisfaction figures:
●

●
●
●

A new initiative on communal repairs began in October 2018 with an SHP surveyor leading
and directing a dedicated team of Mears operatives and this is expected to bring the focus,
follow up and attention to detail which communal repairs need.
In January 2019 we finished our restructure to bring repairs surveyors and caretakers into
the patches.
The Repairs Policy and Guide have been produced and consultation with residents is
underway.
Van stocks of materials are now in place for Mears electricians and plumbers and we have
introduced follow-on cards for residents which detail the work completed and what is left to
complete and how this will happen.

In 2018/19 we continued to focus upon delivering fire safety priorities at SHP. All fire safety
improvement work has been completed at Killick and Balaam. In response to the review being
conducted by Government on fire doors, SHP has also conducted a Fire Risk Assessment on all
installed doors and produced a prioritised schedule of all remedial work that needs to be
undertaken.
Perhaps most importantly, in 2018/19 we continued to focus on developing effective partnership
working with residents:
● Engaged with SFTRA to run four Scrutiny Boot Camps in 2018/19
● Appointed two co-opted residents and a new resident Board Member to the SHP Board
● Conducted 7 Community Walkabouts
● Held resident question time sessions before Board meetings and increased resident
attendance at performance committee
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Housing Revenue Account (HRA) Budget 2019-20
HRA BUDGET 2019-20

2018-19
Forecast
£ TOTAL

2019-20
Estimates
£ TOTAL

INCOME
1

Dwelling Rents

32,454,743

33,158,300

2

Dwelling Rents (Void Loss)

(274,648)

(208,200)

3

Non-Dwelling Rents

4

TOTAL RENTAL INCOME (1 3)

770,490
32,950,584

761,500
33,711,600

5

Tenant Charges for Services

836,310

857,000

6

Older Persons Housing Charges

392,919

392,400

6

Leaseholder Charges for Services

1,540,629

1,266,000

7

Tenants Water Account Income

(884)

-

8

Heating Account Income

278,277

278,200

9

Fees & Commissions

-

-

10

TOTAL INCOME (4 9)

35,997,835

36,505,200

EXPENDITURE
11

SHP Costs

(14,418,300)

(14,040,300)

12

LBS Costs

(2,244,436)

(2,388,900)

13

Tenants Water Account Costs

-

14

Heating Account Costs

(276,168)

(310,600)

15

Provision for Bad Debts

(350,900)

(348,000)

16

Depreciation

(6,077,300)

(6,860,000)

17

Debt Management & Interest

(6,403,800)

(6,435,000)

18

Revenue Contribution to Capital Outlay (RCCO)

(6,410,400)

(3,338,000)

19

TOTAL EXPENDITURE (11 18)

(36,181,304)

(33,720,800)

20

NET OPERATING INCOME/(EXPENDITURE) (10-19)

21

HRA Surplus as at 1 April

22

Interest on Balances

23

HRA Surplus as at 31 March (20 22)

-

(183,469)

2,784,400

3,131,423

2,951,954

4,000

4,000

2,951,954

5,740,354

2,401,490

5,222,290

550,464

518,064

Of which:
24

HRA Working Balance

25

Heating Account Surplus
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SHP Management Fees 2019-20
SHP MANAGEMENT FEES 2019-20

2019-20

SHP Management Fee (HRA)
1

Management Fee paid from HRA

14,040,300

2

Management Fee Paid from MRR

626,000

3

Other Income

290,900

4

TOTAL (1+2+3)

14,957,200

SHP Expenditure from Management Fee
5

Repairs & Maintenance of Properties

6,069,300

6

Estate Services

1,970,300

7

Neighbourhood Services including Older Peoples Services

2,511,500

8

Home Ownership & Leasehold Services

326,000

9

Resident Involvement

62,100

10

Support Services

2,879,800

11

Other Costs

1,138,700

12

TOTAL (511)

14,957,700
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HRA Properties Capital Programme
HRA PROPERTIES CAPITAL PROGRAMME

2019-20

INCOME
Major Repairs Reserve (MRR)

£ 6,860,000

HRA Revenue Contribution to Capital Outlay (RCCO)

£

Leaseholder Contributions
TOTAL

790,000
£ 294,000

£ 7,944,000

EXPENDITURE
Kitchen & Bathroom/WC Replacements

£ 482,600

Heating

£ 995,000

Electrical Upgrades

£ 300,000

Emergency and Communal Lighting

£ 505,000

External Envelope (windows, doors, walls, insulation) and Thermal
Efficiency

£ 572,700

Roofing

£ 230,100

Communal areas and services

£ 912,400

Energy Leap

£300,000

Warden Call Schemes

£ 120,000

Fire Safety Works
Asbestos

£ 2,000,200
£ 50,000

Alexandra Gardens Estate Areas

£250,000

Culvers Lodge- extensive renovation

£200,000

Aids & Adaptations

£ 400,000

Programme Management Fees

£ 626,000

TOTAL

£7,944,000

5. Service Improvement Plan
Over the course of the next year SHP will focus on improving services and achieving better outcomes for our residents. We will work in
partnership with our residents, employees, the Council, contractors and community partners on doing the simple things well, providing safe
homes in successful communities and investing money wisely. Our improvement plan below shows the actions we are taking to achieve
these three priorities and how SHP’s priorities are linked to the Council’s priorities.

Being a good landlord that does the simple things well
(LBS Priorities: Smarter Ways of Working and Making Informed Choices)

By taking these actions...

Improve our
Repairs
Service

Improve our
Customer
Service

By this
owner...

And will measure our success
by...

Implement reports and system tools to automatically Ass. Director,
trigger calls or emails to provide repairs progress
Strategy & Planning
updates to residents.

September
2019

Tenant satisfaction with their most
recent repair raised to 87.5%

Implement a repairs ordering portal so residents can
raise firm repairs appointments and track online.
(Linked to the Infrastructure and Tools workstream
of the SHP New Deal)

Ass. Director,
Strategy & Planning

March
2020

Tenant satisfaction with the way SHP
deals with repairs raised by 3%

Develop and pilot tailored communications for
keeping residents updated on communal repairs

Ass. Director,
Strategy & Planning

September
2019

Resident satisfaction with communal
responsive repairs increased to 75%

Plan and deliver a role based training programme to
equip staff with the skills and positive attitude to
deliver a consistent, timely and professional service

Operations
Director

March
2020

Resident agreement that it was easy to
get their most recent enquiry resolved
raised to 65%

Ensure that all residents feel they are treated with
respect and professionalism

Operations
Director

September
2019

Fewer complaints about staff customer
service
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In 2019/20 we
will...

Refresh our customer service standards

Operations
Director

September
2019

Resident agreement that it was easy to
get their most recent enquiry resolved
raised to 65%

Review how we set our service charges and improve Home Ownership
the accuracy of estimates
Services Manager

May 2019

Differential between actual and
estimated service charges decreased

Consult on introducing a new style of invoicing (to
launch in April 2020).

Home Ownership
Services Manager

December
2019

Leaseholder satisfaction with value for
money of service charge raised to 47%

Increase
satisfaction
with our
complaints
handling
process

Introduce a regular complaints panel meeting to
ensure that lessons are learned from complaints,
changes to processes are made and cultural change
embedded.

Performance &
Customer
Resolutions
Manager

April 2019

Overall number of complaints decreased.
Satisfaction with complaints outcomes
increased to 40% by March 2020

Ensure accessibility to our complaints process by
raising the profile online, in reception and on social
media, by piloting mediation in complex cases and by
involving residents in oversight and review.

Performance &
Customer
Resolutions
Manager

September
2019

Resident satisfaction with the way
complaints are dealt with increased to
45% by March 2020.

Protect our
residents’
personal data

Conduct Data Protection Impact Assessments for
any changes to services and for high risk areas and
sensitive data

Governance
Manager

June 2019

Data impact assessments in place for use
of CCTV and personal sensitive data.

Increase
resident
satisfaction
with ASB case
handling and
resolution

Keep victims of Anti-Social Behaviour properly
informed and supported throughout and after
resolution

People & Places
Leads

March
2020

Resident satisfaction with the way ASB
cases are dealt with increased to 70.5%
by March 2020.

Decrease the incidence of ASB through pre-tenancy
courses, tenancy support plans, diversionary activity
for young people and use of the Introductory
Tenancy

People & Places
Leads

March
2020

Decreased incidences of ASB reported.
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5. Service Improvement Plan
Providing Safe Homes and Promoting Successful Communities
(Linked to LBS Priorities Being Active Citizens, Keeping People Safe, Living Well Independently)

In 2019 we
will...

By taking these actions...

By this
owner...

Promote health Connect residents to opportunities by sharing space People & Places
Leads
and well being at our community hubs with our community

By this
date...

And will measure our success
by...

September
2019

Use by partners and residents recorded
and monitored

partners

December
2020

A revised service offer and costings for
Independent Living residents and
structure to support the service
objectives, that will provide outcome
focussed intervention for service users

Pilot and review (the health navigator) project to
reduce social isolation and loneliness

Peoples & Places
Leads

June 2019

Health navigator pilot at Shearing Drive
implemented, and 3 further project
implementations planned.

Ass. Director,
Strategy & Planning

September
2019

Strategies launched and discussed via RA
meets, estate events and home visits by
Housing Managers and others

March
2021

25% of leasehold flats visited by March
2020.

Work together Work with residents to develop and communicate
with residents clear and accessible fire safety strategies tailored to
individual blocks and estates
on safety
initiatives

Visit and inspect all leasehold flatted properties over Home Ownership
Manager
the next two years.
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Implement the recommendations from the external
independent review of the independent living
service.

June
2019

Test conducted involving staff and
partners.

Develop a robust fire safety framework including
accountability, transparency, fire safety works
programme and inspection regime

Ass. Director,
Strategy & Planning

June
2019

Fire Risk Assessments published

Introduce regular tenancy visits to get to know
residents, check on home safety, explain the mutual
obligations at the heart of the SHP New Deal and
promote access to local opportunities.

People & Places
Leads

March
2020

100% of independent living scheme
tenants and 35% general needs tenants
visited.

Run a campaign centred on tenant responsibilities
for their home to show the cost of missed
appointments, no access for safety checks and
missed rent payments to influence positive
behaviours

People & Places
Leads/
Communications

Across the
year

Lower numbers of legal injunctions for
access.
Rent arrears of current tenants
decreased as a % of the Authority's rent
roll to 4.1%

Support effective resident engagement in LBS
regeneration and new build programmes

People & Places
Leads

March
2020

Facilitate communication and dialogue
on regeneration and building plans and
identify and support vulnerable residents

Measure the success of our community hubs and
promote usage to meet residents needs

People & Places
Leads

September
2019

Usage, footfall and resident satisfaction
with the hubs as a venue and platform
for addressing their priorities increased

Review and test SHP’s emergency planning

Develop a
closer
relationship
with our
residents based
on clear
expectations of
our mutual
obligations

arrangements for responding to large scale
emergencies affecting our residents.

14

Page 280

Ass. Director,
Strategy & Planning

Implement a
new H&S
Management
System
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Tackle
stigma,
celebrate
thriving
communities
and challenge
stereotypes

People & Places
Focus resources on improving the estate
environment and developing community plans in line Leads
with residents priorities and views gathered via
walkabouts, boot camps and surveys

March
2020

Performance for Tenant and
Leaseholder satisfaction with their
neighbourhood as a place to live
maintained at current high levels

Recognise the contribution of residents who make
the right choices, keep to their tenancy agreement
and are good neighbours

March
2020

Resident reward package for the SHP
New Deal developed and introduced by
June 2019.
First resident award/s held by
September 2019.

People & Places
Leads

In 2019 we
will...

By taking these actions...

By this
owner...

By this
date...

And will measure our success
by...

Save money by
better contract
management to
invest in front
line services

Implement the recommendations from the external
independent review of our gas servicing contract.

Ass. Director,
Strategy & Planning

Mar 2020

High performance on gas servicing
checks maintained and value improved

Implement a new pricing mechanism and contractual Ass. Director,
arrangement for our Responsive Repairs Contract
Strategy & Planning

Jun 2019

Repairs overheads and transaction costs
lowered and quality improved

Manage spend on legal services by training and
supporting staff to do more activities internally.

Jun 2019

Keeping our legal spend within budget

Governance
Manager
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Increase self
service &
improve online

Increasing the number of customer transactions that HR
can be completed online
Transformation
Manager

March
2020

18% of residents registered online and
the proportion of transactions delivered
via the website increased to 40%

Home Ownership
Manager

March
2020

40 additional properties bought back

People & Places
Leads

March
2020

10 additional under occupation moves
identified and facilitated through tenancy
visits and 10 additional mutual exchanges

Operations
Director

December
2019

Joint Work with Encompass on pre
tenancy stages for general needs
applicants and young adults leaving care
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experience
Increase the
Buy back ex-council leasehold properties
supply of social
housing and
Address underoccupation by facilitating moves and
better match
property to need improve our mutual exchange process, promotion
and performance
Identify and implement further collaboration and
service sharing opportunities with Sutton Council
(LBS Housing & Regen, Encompass & Sutton Living)
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Implement
sharing
opportunities

6. Performance Plan
LBS PI
Ref

Indicator Description

2017-18
Outturn

2018-19 Outturn
Q3 YTD

2018-19
Target

2019-20
Proposed Target

2023-24
Indicative Target

H/Mark Median
London

H/Mark Upper
London

CCA.01

Tenant satisfaction with the overall service provided by
their landlord

84.2%

87.1%

88.0%

87.0%

88.0%

74.1%

81.3%

CCA.02

Leaseholder satisfaction with the overall service
provided by their landlord

63.9%

64.3%

65.0%

65.0%

66.5%

-

52.8%

CCA.03

Tenant satisfaction with the service provided by their
Independent Living Officer

-

80.0%

75.0%

80.0%

82.5%

-

-

CCA.04

Tenant satisfaction with the overall quality of their
home

81.7%

85.5%

86.0%

86.0%

86.5%

75.6%

80.0%

CCA.05

Leaseholder satisfaction with the overall quality of their
flatted block

58.8%

76.6%

63.0%

70.0%

75.0%

-

-

CCA.06

Tenant satisfaction with their neighbourhood as a place
to live

85.1%

84.3%

88.0%

85.0%

88.0%

78.3%

85.0%

CCA.07

Leaseholder satisfaction with their neighbourhood as a
place to live

73.5%

76.4%

75.0%

75.0%

75.5%

-

72.8%

CCA.08

Tenant satisfaction with the way SHP keeps them
informed

83.6%

87.6%

88.0%

88.0%

90.0%

-

-

CCA.09

Leaseholder satisfaction with the way SHP keeps them
informed

73.3%

79.4%

74.0%

75.0%

78.0%

-

-

-

6.0%

10.4%

6.3%

95.0%

95.0%

-

-

95.0%

95.0%

-

-

95.0%

95.0%

-

-

40.0%

45.0%

-

-

Customer Care

(16-17)
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(16-17)

Customer Communication
Proportion of inbound telephone calls abandoned

2.5%

7.7%

CCO.03

Proportion of all visitors to reception seen within
service standard times (Sutton Gate)

-

96.2%

CCO.05

Proportion of emails responded to within 5 working
days

97.4%

89.1%

CCO.06

Proportion of letters responded to within target
timescales

96.4%

89.2%

CCO.07

Proportion of customer transactions delivered through
self-services

30.9%

39.0%

100.0%

(tol. 5%)

100.0%

(tol. 4%)

100.0%

(tol. 4%)

35.0%

6.2%

Profile
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LBS PI
Ref

Indicator Description

2017-18
Outturn

2018-19 Outturn
Q3 YTD

2018-19
Target

2019-20
Proposed Target

2023-24
Indicative Target

H/Mark
Median London

H/Mark Upper
London

Complaints & Enquiries
Customer satisfaction with the way complaints are
handled

44.7%

40.0%

70.0%

Data Only

-

44.3%

50.2%

COM.02

Customer satisfaction with the outcome of the
complaint

42.1%

26.3%

70.0%

Data Only

-

42.1%

57.5%

COM.03

Proportion of complaints resolved within 10 working
days

86.6%

94.6%

95.0%

95.0%

95.0%

78.1%

83.8%

COM.04

Proportion of MP and Councillor enquiries resolved
within 10 working days

89.7%

88.5%

100.0%

95.0%

95.0%

-

-

COM.05

Proportion of FOI requests responded to within 20
working days

97.0%

93.5%

100.0%

90.0%

90.0%

-

-

95.0%

95.0%

-

-

82.0%

85.0%

-

-

Customer Insight
CI.01

Proportion of tenants on whom SHP has diversity
information (average across all six strands)

96.1%

94.2%

CI.02

Proportion of resident leaseholders on whom landlord
has diversity information (average across all six strands)

71.9%

82.3%

100.0%

(tol. 5%)

80.0%

Responsive Repairs
Please Note: SHP is currently in negotiations with Mears concerning the move to a Price Per Property model. Future contract PIs and targets will be agreed as part the new commercial and
financial arrangements.
RR.01

Tenant satisfaction with the way SHP deals with repairs
and maintenance (data from tenant survey)

75.0%

77.1%

80.0%

RR.02

Proportion of all repairs requested by tenants
completed within local target times (Mears contract PI)

94.8%

94.0%

98.0%

RR.03

Tenant satisfaction with their most recent repair (Mears
contract PI)

89.6%

86.8%

96.0%

76.7%

61.8%

85.0%

79.3%

84.5%

97.0%

RR.04
RR.05

Resident satisfaction with their most recent communal
repair (Mears contract PI)
Proportion of post repair inspections to individual
properties accepted as satisfactory by SHP (Mears
contract PI)

79.0%

80.0%

69.1%

74.1%

98.0%

98.0%

-

-

87.5%

96.0%

87.4%
(inc Gas)

91.7%
(inc. Gas)

85.0%

87.4%
(inc Gas)

91.7%
(inc. Gas)

97.0%

-

-

Profile

75.0%
Profile

97.0%
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RR.06
RR.07
LBS PI
Ref
RR.08
RR.09

Proportion of post repair inspections to communal
areas accepted as satisfactory by SHP (Mears contract
PI)
Appointments kept as a proportion of appointments
made (Mears contract PI)
Indicator Description
Proportion of completed responsive repairs that were
classified as 'emergency' or 'call out'
Repairs completed in one visit as a proportion of
repairs that could have been completed in one
visit (Mears contract PI)

78.8%

84.1%

97.0%

97.0%

97.0%

95.5%

95.4%

97.0%

97.0%

97.0%

94.7%

(inc. Gas)

95.5%

(inc. Gas)

2017-18
Outturn

2018-19 Outturn
Q3 YTD

2018-19
Target

2019-20
Proposed Target

2023-24
Indicative Target

H/Mark
Median London

H/Mark Upper
London

23.3%

24.1%

22.0%

23.0%

20.0%

-

-

94.2%

93.9%

96.0%

96.0%

96.0%

93.1%

94.2%

(inc. Gas)

(inc. Gas)

10.0%

-

-

99.95%

99.98%

99.98%

Cyclical Maintenance
14.1%

CM.02

Proportion of dwellings with a valid Landlords Gas
Safety Record

99.63%

100.0%

Agreed
New

Tenant satisfaction with their most recent gas repair

-

-

CM.04

Proportion of properties with a valid electrical test
certificate

100.0%

100.0%

CM.05

Proportion of communal areas where an asbestos
survey has been undertaken

100.0%

100.0%

CM.06

Proportion of communal areas where a valid fire risk
assessment is in place

100.0%

100.0%

CM.07

Proportion of communal water tanks where an annual
legionella test has been undertaken

98.6%

99.8%

Agreed
New

Resident satisfaction with internal and external
decorations projects

-

13.9%
(Q2)

12.0%

18.5%

Profile

100.0%

99.95%

-

1 Measure

95.0%
(TBC)

-

-

100.0%

99.95%

99.95%

-

-

100.0%

99.95%

99.95%

-

-

100.0%

99.95%

99.95%

-

-

100.0%

99.95%

99.95%

-

-

-

-

1 Measure

95.0%
(TBC)

-

-

(tol. 0.5%)

(tol. 0.5%)
(tol. 0.5%)
(tol. 0.5%)
(tol. 0.5%)

st

st

Major Works
MW.02

Tenant satisfaction with internal major works projects

96.2%

85.2%

96.0%

95.0%

95.0%

-

-

MW.03

Tenant satisfaction with external major works
projects

90.8%

97.7%

96.0%

95.0%

95.0%

-

-

Agenda Item 10

Proportion of properties that have an energy
efficiency rating of D,E,F or G
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CM.01

MW.04

Tenant satisfaction with major adaptations process

100.0%

100.0%

96.0%

95.0%

95.0%

-

-

MW.05

Average time taken to complete major adaptations
(working days)

26.7

37.3

50.0

35.0

35.0

-

-

2017-18
Outturn

2018-19 Outturn
Q3 YTD

2018-19
Target

2019-20
Proposed Target

2023-24
Indicative Target

H/Mark
Median London

H/Mark Upper
London

LBS PI
Ref

Indicator Description

Agenda Item 10
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Voids & Lettings
Proportion of void property works completed within
target time (Mears contract PI)

99.6%

85.7%

95.0%

95.0%

95.0%

-

-

VL.02

New tenant satisfaction with the condition of their
property in relation to the letting standard

88.5%

60.5%

96.0%

72.0%

75.0%

-

-

VL.03

New tenant satisfaction with the service provided by
SHP

94.4%

83.6%

96.0%

84.5%

86.0%

-

-

VL.04

Proportion of dwellings that are vacant and available
to re-let

0.58%

0.56%

0.40%

Data Only

-

0.35%

0.20%

VL.05

Proportion of dwellings that are vacant and not
available for re-let

0.12%

0.17%

0.10%

Data Only

-

0.55%

0.21%

VL.06

Average time (in calendar days) taken to re-let local
authority housing

21.2

37.2

24.0

22.0

26.0

23.1

VL.07

Proportion of mutual exchanges approved/refused
within the statutory 42 day period

100.0%

100.0%

100.0%

100.0%

100.0%

-

-

100.0%

95.0%

95.0%

-

-

100.0%

95.0%

95.0%

-

-

78.0%

70.2%

76.0%

70.0%

66.7%

69.6%

95.0%

-

-

25.0

Profile

Tenancy Management (inc. ASB and RTB)
TM.01

Proportion of new tenancy 6-week visits undertaken

98.1%

97.8%

TM.02

Proportion of new tenancy 8-month visits undertaken

94.7%

93.5%

TM.03

Customer satisfaction with the way their ASB case was
dealt with

75.9%

59.3%

90.0%

TM.04

Customer satisfaction with the outcome of their ASB
complaint

70.7%

51.9%

90.0%

TM.05

Proportion of ASB complaints successfully resolved

93.8%

93.4%

90.0%

(tol. 5.0%)
(tol. 5.0%)

70.5%
Profile

67.0%
Profile

95.0%
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TM.06

Proportion of Right to Buy offers made within
statutory timescales

LBS PI
Ref

Indicator Description

100.0%

100.0%

-

-

100.0%

97.8%

100.0%

2017-18
Outturn

2018-19 Outturn
Q3 YTD

2018-19
Target

2019-20
Proposed Target

2023-24
Indicative Target

H/Mark
Median London

H/Mark Upper
London

-

80.7%

75.0%

80.0%

80.0%

-

-

External Services
Agreed
New

Resident satisfaction with the overall estate and
caretaking services provided by SHP
Resident satisfaction with internal cleaning in flatted
blocks

67.2%

71.2%

71.5%

72.0%

74.0%

-

-

ES.04

Resident satisfaction with external sweeping and litter
picking

75.6%

76.4%

75.0%

76.0%

79.0%

-

-

ES.05

Resident satisfaction with grounds maintenance
services

78.9%

78.8%

78.5%

79.0%

80.0%

-

-

ES.07

Resident satisfaction with the SHP bulk waste
collection service

70.5%

80.4%

70.0%

80.0%

80.0%

-

-

ES.08

Tenant satisfaction with the value for money of overall
estate services provided by SHP

69.4%

80.7%

75.0%

80.0%

82.0%

-

-

ES.09

Leaseholder satisfaction with the value for money of
estate services provided by SHP

52.7%

57.9%

55.0%

58.0%

60.0%

-

-
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ES.03

Income Management
Rent collection as a proportion of rent owed (exc.
arrears) of ALL tenants

99.9%

101.4%

99.8%

99.8%

99.9%

99.5%

99.9%

IM.03/04

Rent arrears of current tenants as a proportion of the
annual rent roll (ALL tenants)

3.8%

4.2%

4.7%

4.1%

4.0%

3.8%

3.4%

IM.05

Rent collected from current tenants as a proportion
of the annual rent due (incl. arrears bought forward)

97.2%

97.%

96.0%

97.0%

97.0%

96.2%

96.6%

IM.06

Rent arrears of former tenants written off as a
proportion of annual rent debit

1.06%

1.14%

0.20%

2.0%

1.0%

0.30%

0.22%

Agenda Item 10

IM.01/02

IM.07

Former tenant rent arrears as a proportion of the
annual rent due

1.66%

1.08%

2.0%

IM.08

Rent loss due to empty properties (void) as a
proportion of the annual rent due

0.48%

0.79%

0.40%

IM.09

Proportion of current year's leasehold service charges
collected

94.4%

73.9%

Agreed
New

Leasehold service charge arrears as a proportion of
the service charges raised (inc. major works)

-

LBS PI
Ref

Indicator Description

1.5%
0.70%
Profile

1.5%

1.72%

1.18%

0.50%

0.66%

0.47%

100.0%

95.0%

95.0%

-

-

-

-

90.0%

90.0%

-

-

2017-18
Outturn

2018-19 Outturn
Q3 YTD

2018-19
Target

2019-20
Proposed Target

2023-24
Indicative Target

H/Mark
Median London

H/Mark Upper
London

82.9%

(tol 5.0%)
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Value for Money
Tenant satisfaction with value for money for rent

89.6%

90.1%

90.0%

90.0%

90.0%

78.0%

VFM.03

Leaseholder satisfaction with value for money for
their service charge

52.2%

46.7%

55.0%

47.0%

50.0%

-

38.6%

40.1%

-

Data Only

-

-

-

9

10

-

Data Only

-

-

-

37.9%

(16-17)

Resident Involvement
RI.01

Proportion of properties covered by a recognised
resident association

RI.02

Number of recognised residents associations

Traveller Site Management
TS.01/02

Pitch fee collection as a proportion of fee owed for
ALL travellers

87.5%

94.6%

99.3%

92.0%

95.0%

-

-

TS.03/04

Arrears of current licensees as a proportion of the
total pitch fees raised: ALL travellers

9.6%

7.6%

5.6%

7.0%

5.0%

-

-
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Customer Service and Involvement
Contacting Us Service Standard

How we’ll measure it

We will make it easy for you to contact us via the SHP website, email,
telephone, including an out-of-hours number, writing to our offices, the
reception at our front-facing offices

Performance indicators and
periodic mystery shopping

We will return any telephone enquiries that cannot be resolved at first
contact by 5pm the next working day

Performance indicators and
periodic mystery shopping

We will deliver as many services as possible through a mobilefriendly website and customer portal, enabling an increasing number
of self-service transactions

Performance indicators

Details of how you can contact us will be:
● displayed in our office reception area
● made available via the SHP website

Periodic mystery shopping

We will answer telephone calls within 20 seconds

Performance indicators

We will respond to emails enquiries received within 5 working days

Performance indicators

We will respond to written correspondence within 7 working days

Performance indicators

When you come to our offices we will offer you a private room to
discuss sensitive issues if requested or appropriate

Periodic mystery shoppers

We will ensure you are seen at our offices within 5 minutes if you have a
pre-arranged appointment

Performance indicators

We will ensure our staff and contractors’ operatives are identifiable when
they call on you and that they wear identification at all times

Satisfaction surveys

Information Service Standards

How we’ll measure it?

We will keep you informed about services, including consultation
events, through the SHP website and social media. displayed in our
reception area(s) and HomeFront magazine

Periodic mystery shoppers
Neighbourhood Walkabouts

Information about services, performance and what we’re doing
generally can also be provided in Large Print, Braille, or in your own
community language

Periodic mystery shoppers

Produce a Homefront magazine at least twice a year, which will be
available online

Not applicable

We will publish an Annual Report each year setting out how we
performed during the previous year

Not applicable

We will inform you about other services available to help you live in
your home via information available from the receptions at front-facing
offices the SHP website

Periodic mystery shoppers

24
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How we’ll measure it?

Complaints
We will enable you to make a complaint:

Performance Indicators

· in person, in writing, via the telephone, via the SHP website
We will also visit you at home to discuss your complaint, if
appropriate
We will resolve complaints initially received within 48h of
acknowledgment

Performance indicators

We will respond to stage 1 complaints within 10 working days of
acknowledgement

Performance indicators

We will respond to stage 2 complaints within 21 working days of
acknowledgement

Performance indicators

We will respond to stage 3 complaints within 28 working days of
acknowledgement

Performance indicators
How we’ll measure it?

Resident Involvement
Information on how to become involved in shaping our services will be
made available via the SHP website. We may also write to you to tell
you about upcoming involvement opportunities.

Not applicable

We will advertise all the events we hold for residents on our website
and reception and provide support to enable you to attend meetings

Periodic mystery shopping

We will provide a dedicated office resource to support recognised
resident associations, including SFTRA and the SLA, and appropriate
support to residents who wish to become more involved.

Not applicable

We will publish on SHP website appropriate meetings and events at the
request of any recognised resident association

Not applicable

SHP officers and contractors will attend appropriate resident
meetings organised by resident associations.

Not applicable

We will seek feedback on:
● our ability to deal with enquiries
● our complaints service
● and satisfaction with services generally

Performance indicators

by asking you to take part in resident satisfaction surveys
We will involve residents when tendering contracts for services such as
repairs and grounds maintenance. This could be by attending a focus
group, helping with a review of tender documents or contractor
interviews
25
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Repairs and Maintenance


Day to Day Repairs

How we’ll measure it

We will offer you a range of ways to report a repair – where this is our
responsibility - including by telephone and via our web site

Periodic mystery shoppers

We will offer a range of repair appointment options including:

Periodic mystery shoppers
Performance indicators

●

two hour slots, morning or afternoon

We will provide a 24 hour/all year round emergency repair service

Performance indicators

We will provide you with guidance when you become a tenant which
details our target times for repairs which are our responsibility, and
outline which repairs are your responsibility. We will also publish
these targets on the SHP website

Not applicable

Where applicable, we will visit to assess your repair and offer you an
appointment within 10 working days

Performance indicators

We will send you confirmation of your reported repair telling you when it
will be done and asking for your feedback on the repairs service

Not applicable

We will give you 48 hours notice if we are unable to attend the
appointment and leave a calling card if we visit and you are not at home

Not applicable

We will carry out inspections to monitor the quality of the works after
completion

Performance indicators

We will ask for your feedback on our repairs service by asking you to
complete a satisfaction survey

Performance indicators

We will contact you if you are dissatisfied with your repair and offer
home visits for any complaints we receive about repairs

Not applicable

We involve you in inspecting the repairs carried out to communal areas
by asking our Repairs Inspectors to complete a satisfaction survey after a
communal repair is completed

Performance indicators
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Major Repairs and Improvements

How we’ll measure it

We will tell you about our major works programmes via the SHP website
and Homefront.

Not applicable

We will write to you when we are planning to carry out major works to
your home or on your estate

Periodic mystery shopping

We will consult with you before carrying out major works to your home
and will offer choices of colour, layout and style for bathroom, kitchen
and door replacements

Periodic mystery shopping

We will work with our contractors to ensure they consider your specific
access, communication and cultural needs when carrying out major works

Periodic mystery shopping

We will carry out inspections of completed works to ensure high standards
are achieved

Not applicable

We will seek your feedback on major works carried out to your home by
asking you to complete a satisfaction survey

Performance indicators

Cyclical Maintenance and Safety Checks

How we’ll measure it

We will offer a range of gas servicing appointments including:

Periodic mystery shopping

· first call (early morning)
· evenings and weekends
· at times to avoid school runs
We will provide a 24 hour/all year round gas emergency service

Performance indicators

We will monitor the efficiency of the contractor in dealing with repairs
to gas appliances

Performance indicators

We will seek your feedback on our gas servicing by asking you to complete
a satisfaction survey

Performance indicators

We will carry out an annual gas safety check if your home has a gas
supply and issue you with a certificate once the service has been
completed

Performance indicators

We will carry out electrical safety checks in your property every 5 years

Performance indicators

We will carry out annual checks of communal water tanks to prevent
outbreaks of Legionella

Performance indicators

We will carry out fire risk assessments on all blocks of flats at least
every 3 years

Performance indicators
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Aids and Adaptations

How we’ll measure it

We will work with the occupational therapy service to identify
adaptations you might need or be entitled to

Not applicable

We will complete major adaptations (e.g. level access showers, access
ramps) within 30 working days of the order being issued to us.

Performance indicators

We will seek your feedback on our adaptations service by asking you to
complete a satisfaction survey

Performance indicators

Lettings and Tenancy Management
Choice Based Lettings and Mutual Exchanges

How we’ll measure it

We will make information on the Council’s Choice Based Lettings scheme
available at our reception and via the SHP website

Periodic mystery shopping

We will provide computer access to the Choice Based Lettings system in
our reception to allow applicants and tenants to bid for properties

Periodic mystery shopping

We will provide tenants with access to an internet-based mutual exchange
service to support those wishing to exchange their tenancy with that of
another tenant.

Periodic mystery shopping

Property Viewings and Lettings

How we’ll measure it

We will ensure that all properties meet our Lettings Standard before they
are re-let, and that this standard is published on our website

Performance indicators
Periodic mystery shopping

Where they have successfully bid to view a property, we will telephone
email, or write to applicants inviting them to an accompanied viewing
and will advise the successful applicant within 24 hours of the viewing

Not applicable

We will provide you with a choice of decoration options, if
appropriate

Periodic mystery shopping

We will visit you within six weeks of the start of your tenancy to make
sure you have settled in and to offer any advice or support you may need

Performance indicators

We will seek your views on the lettings process by asking you to complete
a satisfaction survey

Performance indicators

Managing your Tenancy

How we’ll measure it
28
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We will undertake a settling in visit 6 weeks after a tenancy has
commenced

Performance indicators

We will visit introductory tenants 8 months after the start of the tenancy to
ensure that you are meeting the terms of your tenancy agreement so that
you may become a secure tenant at the end of the introductory tenancy
period.

Performance indicators

We will visit you occasionally to inspect the condition of your home
and check who is living there

Not applicable

We will explain the tenancy conditions to you when you sign your tenancy
agreement (these are detailed in your Tenants
Handbook)

Not applicable

We will carry out pre-termination visits to advise you of your
responsibilities before you move out

Not applicable

Tackling Anti-social Behaviour

How we’ll measure it

We will offer you a range of ways to report anti-social behaviour
(ASB) including:
● by our website
● telephone
● by letter
● via email or in person at our Sutton Gate offices

Periodic mystery shopping

We will record of all incidents of ASB with 24 hours of receipt of the
report

Not applicable

We will respond to ASB complaints involving hate crime, violence or
threats of violence within 2 working days by offering to hold a face to face
interview with the complainant

Performance indicators

We will respond to ASB complaints involving noise, unsocial behaviour,
boundary disputes, rubbish, pets, parking, vandalism and verbal abuse
within 5 working days

Performance indicators

Where ASB complaints involve a neighbour dispute, we will offer
mediation services

Periodic mystery shopping

We will seek your feedback on how we deal with ASB and outcomes of
your case by asking you to complete a satisfaction survey

Performance indicators
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Neighbourhood Management


Estate Cleaning

How we’ll measure it

We will provide details of our estate inspections –which
will be undertaken at least twice a year - via information
displayed on estate notice boards and on the SHP website

Performance indicator
Periodic mystery shopping

Service Standard

How we’ll measure it

We will ask you for feedback on your neighbourhood as a
place to live by asking you to complete a resident
satisfaction survey

Performance indicators

We will remove offensive graffiti with 24 hours, non-offensive
graffiti within 2 working days and bulk fly tipping within 5
working days

Performance indicators

We will carry out weekly cleaning to communal areas and
six monthly cleaning to communal windows

Periodic mystery shopping

Grounds Maintenance

How we’ll measure it

We will cut the grass in communal areas to keep it at a
length appropriate for the area

Periodic mystery shopping

We will undertake communal hedge cutting in April, June and
August and annual pruning of communal shrub areas

Periodic mystery shopping

We will leave communal paths clear of grass and treat
weeds 3 times per year

Periodic mystery shopping

We will seek your feedback on our estate cleaning and
grounds maintenance services by asking you to complete an
annual satisfaction survey

Performance indicators
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Sutton Housing Partnership
Sutton Gate, 1 Carshalton Road, Sutton,
Surrey SM1 4LE
Website:

suttonhousingpartnership.org.uk

Email:

customercare@suttonhousingpartnership.org.uk

Telephone:

020 8915 2000

Opening times:

Mon - Fri: 8.45am - 5pm

More information about your tenancy or lease, our services and how to take care of your home is
available on our website.
Our website can be translated into more than 100 languages and has variable options for those with
visual impairments. Click on the globe symbol in the top right hand corner of the website to translate.
Click on the person icon to change text size or contrast.
If you or someone you know needs a translation of this document, large print, braille or an audio CD
please contact us at customercare@suttonhousingpartnership.org.uk or on 020 8915 2000.

Albanian
Arabic

Më shumë informacion mund të gjendet në faqen tonë në internet, e cila mund të përkthehet në
mbi 100 gjuhë. Nëse ju nevojitet një përkthim i këtij dokumenti, na kontaktoni në
customercare@suttonhousingpartnership.org.uk ose në 020 8915 2000.
 إذا ﻛﻨﺖ ﺑﺤﺎﺟﺔ إﻟﻰ. ﻟﻐﺔ100  واﻟﺘﻲ ﯾﻤﻜﻦ ﺗﺮﺟﻤﺘﻬﺎ إﻟﻰ أﻛﺜﺮ ﻣﻦ،ﺗﺘﻮﻓﺮ اﻟﻤﺰﯾﺪ ﻣﻦ اﻟﻤﻌﻠﻮﻣﺎت ﻋﻠﻰ ﻣﻮﻗﻌﻨﺎ ﻋﻠﻰ اﻹﻧﺘﺮﻧﺖ
 أو ﻋﻠﻰ اﻟﺮﻗﻢcustomercare@suttonhousingpartnership.org.uk  ﺗﻔﻀﻞ ﺑﺎﻻﺗﺼﺎل ﺑﻨﺎ ﻋﻠﻰ،ﺗﺮﺟﻤﺔ ﻟﻬﺬا اﻟﻤﺴﺘﻨﺪ
.020 8915 2000

French

Plus d’informations sont disponibles sur notre site Web, qui peut être traduit dans plus de 100
langues. Si vous avez besoin d’une traduction de ce document, contactez-nous à l’adresse
customercare@suttonhousingpartnership.org.uk ou par téléphone au 020 8915 2000.

Spanish

Puedes encontrar más información en nuestra página web, que se puede traducir a más de 100
idiomas. Si necesitas una traducción de este documento, ponte en contacto con nosotros al
correo customercare@suttonhousingpartnership.org.uk o al 020 8915 2000.

Portuguese

Pode encontrar mais informação no nosso website, que pode ser traduzida para mais de 100
idiomas. Se precisar deste documento traduzido, contacte-nos para
customercare@suttonhousingpartnership.org.uk ou através do número 020 8915 2000.

Tamil

100 ெமாழிக

Turkish

100'den fazla dile çevrilebilen web sitemizde daha fazla bilgi mevcuttur. Bu belgenin çevirisine
ihtiyacınız varsa lütfen customercare@suttonhousingpartnership.org.uk e-posta adresinden veya
020 8915 2000 numaralı telefondan bize ulaşın.

ேமலாக ெமாழி மா ற ெச ய இய
அதிக தகவ க எம இைணய ப க தி
ஆவண தி
ெமாழிெபய
உ க
ேதைவயானா
எ ைம
customercare@suttonhousingpartnership.org.uk எ ற இைண பிேலா அ ல 020 8915 2000 எ ற
ெதாைல ேபசி எ ணிேலா ெதாட ெகா ள .
உ ளன.

இ த
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