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Foreword

by Elisabeth Bird
Councillor Chair of Housing Forum

Ron Gore 
Tenant Co-Chair of Housing Forum 
Chair of United Sheltered Accommodation Panel
and Member of Housing Best Value Review Team

Sue Griffiths 
Tenant Co-Chair of Housing Forum
Chair of Tenants’ and Residents’ Forum
and Member of Housing Best Value Review Team

The processes of undertaking a Housing Best Value Review and completing a second Housing Option

Appraisal have ensured that we have a sound understanding of our housing landlord service, the

challenges it faces and our priorities for action.

We have separated our housing landlord functions to ensure clear focus on both our provider and

strategic housing roles.  Our new structure includes a Housing Asset Management Team whose role

includes ensuring that we make sound investment decisions.

Councillors and Tenant Representatives working together in the Housing Forum have developed the

policies and services set out in this Plan.  The Housing Forum consists of nine Councillors and nine

Tenant Representatives who consider all Housing Revenue Account services prior to Cabinet decisions.

Members of the Housing Forum were involved in the development of this Business Plan, which was

approved by the Forum on 19 July 2005.

Our Improvement Plan is the output from our Best Value Review Team.  We have established a

monitoring system to measure our performance against our Improvement Plan and will publish

annual reviews of our progress.

Elisabeth Bird Ron Gore Sue Griffiths  



Glossary

ADP Approved Development Programme

ALMO Arms Length Management Organisation

BME Black and Minority Ethnic

BV Best Value. A measure encompassing costs, performance and consumer satisfaction

BVPI Best Value Performance Indicator. An indicator of performance that can be compared 

with other Councils

BVRT Best Value Review Team

CDM Construction Design and Management Regulations

CSR Comprehensive Spending Review

DHS Decent Homes Standard

GHMP Gloucester Housing Market Partnership

HA Housing Association

HIP Housing Investment

HRA Housing Revenue Account. An account for income and expenditure relating to the 

Council’s Landlord service

HRA BP Housing Revenue Account Business Plan

LA Local Authority

NHER National Home Energy Rating. An energy rating system for dwellings

NHF National Housing Federation

ODPM Office of Deputy Prime Minister. The Government Department that since May 2002 has 

had responsibility for housing

PFI Private Finance Initiative

PRC Pre-fabricated Re-inforced Concrete

PSA Public Services Agreement

SAP Standard Assessment Procedure. An energy rating system for dwellings

SDC Stroud District Council

SMART Specific Measurable Achievable Realistic Time bound Target-setting

STATUS A Central Government approved standardised tenant satisfaction survey

Beacon Status A Central Government award in recognition of excellence in the provision of services

below performance target

above performance target

Top Quartile BVPI Target achieved
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The HRA Business Plan is a plan for the delivery of landlord services to the 

Council housing stock. It includes 30-year projections from April 1st 2005, 

of the resources required for investing in the stock.

This Business Plan can be made available in large print, audiotape, 

disc or in another language upon request.  Please telephone 

(01453) 754082 or e-mail jon.shaw@stroud.gov.uk
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What is the Housing Revenue
Account Business Plan (HRA BP)?
Stroud District Council’s Housing Revenue

Account Business Plan 2005 states and

explains the actions the Council will be 

taking to make sure the best possible use is

made of its council housing resources.  

This will enable us to be in a position to 

meet current and future needs, and to 

satisfy the requirements of our tenants and

other partners.

What is the purpose of the HRA BP?
The HRA BP is designed to be a tool that

can be used by everybody: citizens, tenants,

elected representatives and council officers.

Its purpose is to provide a thorough

understanding of the issues affecting council

housing in Stroud.  It is intended to be a

means of ensuring good quality decision-

making, and to be a convenient source of

information.  It will enable us to respond

effectively to the opportunities and challenges

that face us now and in the future.

The Business Plan is designed to be 

updated in the light of changing

circumstances, such as revised estimates of 

our income and expenditure, new legislation

or guidance from central government, or

anything else that affects the way that we

manage our housing stock.

What is in the HRA BP? 
In the HRA BP you will find a description

of the present state of council housing in the

District and an account of the progress we

have made so far.  We state our priorities, and

explain how they have been established. We

also consider the difficulties and challenges

that we face and show how these are being

overcome.  Most importantly, we set out

clearly and in detail what we intend doing in

the future.

This Business Plan includes many references

to the Council’s Housing Strategy 2005-

2009. This is because the stock of housing

has an essential role within that strategy. It

also takes account of the Council’s wider

community objectives.

Stroud District Council recognises the great

benefits of consulting with all its partners.

This is why the expression ‘Tenant Tested’ 

is used frequently in our Plan.  This shows

that policies and proposals have been openly

and honestly discussed and everybody’s 

views have been considered.  As part of 

this continuing process you are very welcome

to make comments on this Plan.  Full 

contact details can be found at the end of 

this document.

As a landlord, in order to make good

decisions, it is essential that we have accurate

and detailed knowledge of the state of our

housing.  In the Business Plan you will find

the results of recent stock condition surveys.

These give us important information about

the state of repair of our stock and levels of

maintenance required.

It is also essential that we make available to

our tenants the right sort of property in the

right location.  This HRA BP includes our

most recent findings concerning local supply

and demand, the level and nature of housing

need, and how we allocate our properties to

tenants.  In order to make the fullest possible

use of our housing, we examine very closely

figures relating to properties which, for any

reason, are empty.

The Plan looks at how we currently manage

our housing, how we deal with repairs, and

how we ensure that the capital invested in our

properties will continue to be a good

investment; our capital programming.  

The financing of Stroud District Council’s

(SDC) housing has an enormous influence on

the operation and development of our service.

The HRA BP looks in detail at how we

balance the income from rent and other

sources, with outgoings on repairs,

maintenance, management and other

expenses. We look forward up to 30 years to

predict the different possible financial

outcomes which might arise from the actions

we are taking now.

The Business Plan includes a consideration

of alternative ways to achieve our housing

aims and objectives.

An essential part of this document is the

Action Plan based on the material outlined

above.  The Action Plan is designed to be

clear and practical.  It contains tasks and

objectives that are specific and must be

achieved within a given period.  Individual

council officers have committed themselves to

fulfilling these goals.

As well as looking forward, the HRA BP

looks back to measure how well we have

performed against previous targets and

objectives.  This gives us the opportunity to

learn from the past and to highlight particular

areas of success on which we can build. We

include a complete set of the national Best

Value Performance Indicator targets (BVPIs)

and Local Performance Indicator targets

(LPIs) in Appendix 1.  We show our

performance against targets throughout the

Business Plan.

Overview
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How does it help to meet our
priorities?
In this Business Plan we consider the

priorities that have been established by Stroud

District Council as a whole, SDC’s Housing

Service, and the community at large.  This

Business Plan shows how our planned actions

are directly linked to these priorities, taking

into account such issues as the type and

condition of our housing stock, and levels of

supply and demand.

Who is the HRA BP for? 
The HRA BP is designed to be read by

everybody.  In order for the HRA BP to be

easy to understand it has been written in

Plain English.  Jargon has been avoided and

technical terms used as little as possible.  We

use clear symbols to show where we are

performing well and where there is room for

improvement. Those technical terms that are

unavoidable are fully explained in the

Glossary on inside back cover.  In the

interests of clarity and economy, frequently

used terms are abbreviated.  These, too, are

listed in the Glossary.  

For those readers who require fuller

information, detailed statistics and some of the

documents on which this Plan has been

based, are presented as a series of

Appendices after the main text.

In addition to providing all the people of

Stroud with information about how we intend

securing a good future for local housing, we

intend that this document should also be

useful to our many partner organisations.  An

understanding of our intentions will make our

activities in partnership more effective.  

Central Government also needs to know that

we are operating effectively.  This Business

Plan, parallel with our Best Value

programme, is structured to meet the ‘Fit for

Purpose’ requirements of the Office of the

Deputy Prime Minister (ODPM).

Strategic Context

Government Policy
Several recent central government initiatives

have strongly influenced the preparation of

this Business Plan.  They act as incentives for

change.  Some relevant documents are:

● Consultation Document on Capital

Financing Regime - August 2002

● Sustainable Communities - Building for

the Future and Homes for All

(Communities Plan) - February 2003

● Public Services Agreement (PSA) Plus

Review - March 2003

● Delivering Decent Homes: Guidance for

Local Authorities on Option Appraisals -

June 2003

● The Local Government Act - 2003

● The Anti-Social Behaviour Act - 2003

● Three Year Review of Rent Restructuring

- July 2004

● Comprehensive Spending Review (CSR)

- July 2004

● Housing Revenue Account Subsidy

Determination 2005/06 - Dec 2004

● Housing Act  - 2004

● Freedom of Information Act  - January

2005

● Sustainable Communities: Homes 

for All - January 2005

● Research into New Financial Freedoms

for Arms Length Management

Organisations (ALMOs) - 2005

The requirements and provisions of these

publications are explained in more detail in

Appendix 2.

Overview/Strategic Context
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The Regional Context
The South West of England is a distinct

geographical area with its own range of

advantages, opportunities and problems.

SDC is keen to play its full part, in

partnership with our neighbours, in achieving

the best possible outcomes for all residents.

The Central Government policy of

strengthening regional policy-making makes it

vital that we be involved as closely as possible

with the region’s economic, social and

environmental planning.We achieve this

through our involvement with:

● the South West Regional Assembly 

● the South West Regional Housing Body 

● the South West Housing Forum 

● the Gloucestershire Housing Strategy

Group, and

● the Gloucestershire Housing Advisory

Group

Details of the relationship between these

groups, and their functions, is detailed in

Stroud District Council’s Housing Strategy

2005-2008.

This HRA BP is designed to mesh 

with initiatives that are being pursued at a 

regional level.

The Local Context: Corporate
Priorities 
SDC’s Corporate Delivery Plan 2004-8 is

the document that sets out the Council’s

overall strategy.  It is the framework that

underpins the Council’s vision, ‘to make

Stroud District a better place to live, work

and visit for everyone’.

Everything which the Council does is covered

by its corporate aims, which are:

1. To prevent and reduce crime and disorder.

2. To maintain and improve the community’s

health.

3. To create and expand recreational and

cultural opportunities.

4. To help those in particular need.

5. To protect and improve the environment.

6. To help build economic prosperity.

7. To improve continuously the Council’s

performance by providing best value

services.

Within these aims, and in close consultation

with local people, the Council has established

five priorities. These are: 

● Regeneration: Promoting the economic

vitality of our towns and villages

● Environment: To create a better local

environment

● Affordable Housing: To provide

affordable and decent housing

● Community Safety: Creating safer and

stronger communities

● Healthy Living: To promote health and

well-being

The third priority clearly has a substantial

bearing on this HRA BP.

More recently a Corporate Plan entitled

‘Moving Stroud District Council from a

Good to an Excellent Authority’ has been

produced following the Comprehensive

Performance Assessment inspection in the

summer of 2004.  This highlighted a number

of areas where there is room for improvement.

These have been woven into the planned

development of our services described in this

document.

The Local Context: Housing Priorities 
SDC Housing Service has, itself,

established a number of priorities that act

as a focus for its activities.  These are to:

● Increase the supply of affordable housing

● Reduce and prevent homelessness

● Meet the Decent Homes Standard

● Improve housing in the private sector

● Improve equality and user involvement

● Improve energy efficiency

● Improve housing choices

● Prevent crime and re-offending

This HRA BP reflects our intention to

pursue these initiatives. 

The Local Context: 
Community Priorities 
At SDC we are committed, not only to

consulting with tenants and other

stakeholders, but also to take account of these

views when tailoring our policies.  In the

course of consultation the following

community priorities have emerged:

● The development of affordable housing

● Prevention of homelessness

● Improving and developing support and

day services

● Regenerating empty homes

● Improving quality and access in the 

private sector

● Improving choice and equality

These aspirations mesh closely with the other

SDC priorities outlined above and underlie

the thrust of this HRA BP. 

Stroud District covers 175 square miles of

which over half are Areas of Outstanding

Natural Beauty. In 2001 the census showed

that 107,899 residents lived in 45,934

households.  The population increased by

over 4% between 1991 and 2001.  This

reinforces Stroud’s reputation as an

attractive district in which to live and work.

However, it places increasing pressure on

the housing market to provide sustainable

homes for all.  

Much employment in the region is

manufacturing-based, contributing to

average household incomes that are below

national averages.  This, in turn, puts

pressure on the demand for social housing

because home ownership becomes beyond

the means of many.  12% of all the housing

in the District is rented from the Council.

Accommodation rented from housing

associations and the private sector

represents a further 1% and 6%

respectively.

3



The Housing Service
SDC’s Housing Service delivers landlord

services under nine different headings.  Every

area of work has its own responsible officers

who have the job of achieving the goals set out

in this Business Plan.

The nine service areas dealt with:

● Responsive Maintenance and 

Voids Reinstatement

● Housing Corporate Management

● Rent Collection and Arrears Recovery

● Housing Register and Allocations

● Sheltered and Extra Sheltered Housing

● Tenant Participation

● Housing Contracts and 

Capital Programme

● Right to Buy

● Estates Management

Governance Arrangements: 
the place of the HRA Business Plan
within our overall strategy
The HRA BP is one of a number of plans

and strategies which the Council has in place

that demonstrate the way priorities are turned

into action.  All our plans and strategies are

developed following thorough consultation

with our partners.  These documents also feed

into national and regional strategies and

reflect the trend of central government policy

at a local level.

The HRA BP is particularly concerned with

services provided by the Council as a landlord

to meet its priority of providing decent and

affordable housing.  

The Corporate Delivery Plan 2004-8 sets out

clearly three principles by which we will

achieve our objectives.  These are 

● Improved service delivery

● Partnership

● Innovation

Improved Service Delivery
Following the Comprehensive Performance

Assessment inspection in 2004, the Council

produced a Corporate Plan ‘Moving Stroud

District Council from a Good to an Excellent

Authority’. The areas identified for further

improvement included:

● The co-ordination of consultation and the

development of a corporate approach to

services

● Greater use of service standards

● The development of targets that are more

stretching and more closely reflect the

needs of our customers

● The achievement of targets

● A more systematic approach to sharing

learning and good practice across the

organisation

We are using Best Value techniques to review

services and benchmark our services against

those provided by others.  We have achieved

Beacon Status for our services to Older

People (jointly with Cotswold District

Council). We have developed service unit

improvement plans.

Partnership
The Council owns and manages its housing

stock.  A range of partnerships and

organisations support the Council’s in-house

teams, including:

● Housing Forum (nine tenant

representatives and nine councillors)

● Tenants’ and Residents’ Forum

● The Tenants’ Compact Panel

● United Sheltered Accommodation Panel

● Village Voice Panel

● Focus Groups - including Maintenance

Focus Group and Housing Benefit Focus

Group

● The Local Strategic Partnership

Affordable Housing Syndicate Group

● The Health and Well-being Partnership

● Probation

● Social Services

● The Stroud Area Crime and Disorder

Partnership

● Youth Housing Forum

● Cotswold and Stroud Racial 

Incidents Group

● Primary Care Trust

STROUD DISTRICT COUNCIL     www.stroud.gov.uk
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Innovation
Every element of SDC’s Housing Service has

completed a detailed exercise to identify

pressures for change.  This ensures that we

respond appropriately to changing

circumstances and encourages us to think

creatively about new challenges and

opportunities.  A culture of examining the

way we operate, testing our assumptions, and

learning from the experience of others ensures

that we are always open to innovation.

HRA Business Plan Aims
Our HRA Business Plan aims are to:

● Clear the investment backlog

● Improve housing standards

● Provide attractive housing

● Contribute to regeneration

● Contribute to meeting  housing needs

● Ensure effective consultation

● Enhance tenant involvement in

governance

● Deliver high quality, accessible services

● Ensure that a viable landlord service is

provided in the best possible way.

HRA Business Plan Priorities
Our business plan priorities are to:

● Improve service delivery by effective

management

● Implement a programme to achieve 

Decent Homes Standard by 2010

● Strengthen our Asset Management role

in housing and make better informed

investment decisions

● Provide an efficient, high quality

responsive repair and void re-

instatement service

● Collect efficiently all charges relating to

the housing service and maximise

income received

● Help those in particular need

● Encourage tenants to participate in the

running of their housing service at a

level of their choice

● Fulfil our statutory obligations under

the Right To Buy legislation

● Provide cleaner, safer homes and

environments

The Council’s Housing Strategy
(including appraisal of options)  
The Council’s  Housing Strategy is aimed at

improving the quality of all forms of housing

in the District; improving the quantity of

affordable housing; while also pursuing

initiatives designed to improve the

affordability of some existing housing. 

The Council’s existing housing stock plays 

an important role in helping to provide the

quantity of affordable housing required.   

It forms part of the supply element of our

housing needs calculations. 

The quality of our own housing stock is

measured against the Decent Homes

Standard.

This Business Plan demonstrates that stock

retention will fund the Decent Homes

Standard investment requirements (our

Bronze Standard) up to 2012-13, but current

plans show  there are insufficient resources to

maintain a viable service after this. Stock

retention will also not provide sufficient

funding to finance the higher investment

required under the ‘Silver’ and ‘Stroud

(Gold)’ Standards of stock investment over

the next 30 years.

The message from the housing transfer ballot

in late 2003 was that 56% of our tenants

wished to stay with the Council as their

landlord. However, we recognise that this

situation may change. 

Our 2005 Housing Options Appraisal

process benefits from a sound level of

understanding of the issues facing our

landlord service. This has led to the

establishment of a well-equipped Housing

Options Appraisal Steering Group. New

options for the future ownership or

management of homes are constantly emerging

or developing. As part of our latest Housing

Options Appraisal we look at any  new

initiatives that emerge so that we review

constantly the options available to Stroud’s

tenants.

Identifying Local Housing Needs
In 2004 the Council worked in partnership

with neighbouring councils to undertake a

major survey of the need for open market and

affordable housing within Gloucestershire.

The results for both the County and for the

Stroud District, are available on the 

Council’s website www.stroud.gov.uk

<http://www.stroud.gov.uk> and can be

found easily by typing ‘Housing Needs

Survey’ into the search box.

The information informs the Local Plan, and

our policies, to increase the supply of

affordable housing. The survey looks at

demand and supply. In the Stroud District,

there is an overall annual demand for 1,337

affordable homes each year. Against this, the

council takes account of the different kinds of

affordable housing available to help meet the

demand. 

After considering the number of the least

expensive homes available on the open market

(278); the number of people who rent in the

private sector with the help of Housing

Benefit (735); the forecast number of

affordable homes provided through the

planning system; public subsidy; and empty

homes brought back into use with grant (132)

- the forecast overall shortfall is reduced to an

average of 192 affordable homes per year.

Demand for affordable housing

Each year   1337

Met by:

Cheapest homes on open market  278

Privately rented with the help 735

of Housing Benefit

Affordable homes from planning,   132

public subsidy and bringing empty

homes back into use

Shortfall    192
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Consultation

All tenants were extensively consulted on

the shape of future services during the

preparation of the September 2003

Transfer Proposal document.

In September 2004 a questionnaire was

sent to all tenants seeking their views on

priorities for future expenditure within

resources available to the Council’s

landlord service. Tenants views helped

inform the HRA budget-setting process.

However, at the request of tenant

representatives at the Housing Forum,

some decisions on budget priorities were

held over pending the outcome of our

second Housing Options Appraisal.

As part of our second Housing Options

Appraisal, further consultation on service

and expenditure priorities was undertaken

with all tenants. This work was carried out

by Partners In Change, The Indpendent

Tenants Adviser.

This has assisted tenants representatives in

considering future priorities in the

development of our HRA Business Plan

and in reaching conclusions regarding the

latest Housing Options Appraisal.

As part of our Housing Best Value Review

process in 2004 we held focus groups with:

● Tenant representatives

● Councillors

● Staff

● Contractors

● New tenants

● Applicants on our Housing Register

Stock Condition

Stock Condition Survey
Savills, surveyors, provided an update 

in March 2005 to the Stock Condition

Survey completed in March 2003. 

This surveyed 10% of the 5,350 properties.

Financial results were based on 2005/06

price levels.

A summary of the findings of the Savills

Stock Condition Survey is at Appendix 3.

Contact Jon Shaw (jon.shaw@stroud.gov.uk)

for access to the full survey.

The report noted that while the stock has

generally been well maintained on a day to

day basis it has suffered from a lack of

sustained planned maintenance investment.

As a result, there are a significant number of

major components that have reached/are

reaching the end of their useful life and will

require replacement in the short term.

Externally, the fabric of the properties is

generally in reasonable condition with only

limited work required in the short-term.

However, in the medium-to-long-term, a

number of properties will require re-roofing

and re-pointing. The council has had a major

programme of installing double-glazed

windows and, as at April 2005, only 2% of

the stock retain their original windows

requiring replacement. The front and back

doors to the properties are generally

serviceable although often of a poor quality

and not to a secure standard.

Internally, all properties have had the offer of

central heating installation but 5.7% of

properties still do not have a full central

heating system, based upon tenants choice.

Some of the older heating systems require

modernisation. The great majority of kitchens

and bathrooms are original and many of these

need modernisation. Wiring is genrally in

satisfactory condition, although some of the

installations require upgrading. There are

generally good levels of cavity and roof

insulation to the properties.

Savills provided a future forecast of costs

based on their professional judgement of the

future expenditure needs of the stock to meet

the Decent Homes Standard (Bronze

Standard). Additionally a further two levels

of expenditure were provided. The first

(Silver Standard) was at a level which meets

the Decent Homes Standard plus other

essential works to ensure legal statutory

obligations are complied with. The second

(Stroud Gold Standard) expenditure profile

was the full Stock Condition Survey with the

addition of costs relating to tenants

aspirations. The three Stock Condition

Survey expenditure profiles are attached as 

Appendix 4. 

The report estimated that there was a

requirement for £240.84m worth of works

over a 30-year period for the Minimum

Decency Standard plus essential works.

The detail of the Decency Minimum

Standard survey results is summarised below:

Consultation/Stock Condition
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Summary of Stock Condition Survey Findings 
(Decency Minimum Standard - Bronze Standard)

Years    Years    Years     Years    Years     Years

Description            1 - 5    6 - 10   11 - 15  16 - 20  21 - 25  26 - 30   Total

£m       £m £m         £m       £m        £m        £m

Responsive and Voids 11.00   11.00  11.00  11.00 11.00  11.00  66.00

Asbestos 0.75 0.50 0.50 0.50 0.50 0.50 3.25

Cyclical Maintenance 4.76 4.76 4.76 4.76 4.76 4.76 28.56

Other Capital Works 1.6 1.6 1.6 1.6 1.6 1.6 9.6

Programme Renewals 13.80 19.99 21.21 19.12 16.96 23.07 114.15

Improvements 1.10 0 0 0.15 0.02 0 1.27

Contingency 0.48 0.60 0.64 0.58 0.51 0.69 3.50

Related Assets 1.25 1.25 1.25 1.25 1.25 1.25 7.50

PRC Properties 5.76 0 0 0.81 0.41 0.03 7.01

Total 40.50 39.70 40.96 39.77 37.01 42.90 240.84

Arrangements for developing and
keeping stock condition information
up-to-date
In 2004 we established a Housing Asset

Management Team whose main function is 

to gather and maintain information on stock

condition. Data from Savills 2003 10%

survey has been kept up-to-date and indeed

improved with the addition of information on

work carried out and the results of SDC’s

subsequent inspections. Inspections are not

just triggered by data from Savills survey, but

also from staff knowledge of work required.

Decent Homes Standard
As part of the survey Savills have assessed the

properties against the Government’s DHS.

The DHS was originally issued in July 2001

and has had various amendments since, the

most recent being in February 2004. The

Standard sets out clear criteria that a property

needs to meet in order to be classified as

decent. There are four main sections of the

standard: 

● a property must be fit in accordance with

the statutory fitness standards 

● a property’s key components and non key

components need to be in a reasonable

state of repair 

● a property must have reasonably modern

facilities and 

● a property must enjoy a reasonable

standard of thermal comfort 

In accordance with a strict interpretation of

the Decent Homes criteria, approximately

28% of the stock failed the standard as at

March 2003, this compared favourably with a

national average failure rate of 46%.

However, of more concern is that 60% of the

stock were seen to be potential failures during

the next ten years if work that has been

identified is not undertaken.  

As a result of undertaking ‘Quick Wins’, by

March 2005 the percentage of dwellings

failing the DHS had fallen to13.1%. The

only comparative national data available is as

at March 2004 when the national average

failure rate was 29% and the top quartile

threshold was 15% DHS failures.

The survey made an assessment of the total

repairs and maintenance costs of the stock for

the next 30 years in order to meet the DHS

and other minimum obligations of the

Council. The total cost per unit on repairs

and maintenance to meet this standard is

£44,974.

As at 31 March 2005:

Decent   4.602

Failures:

Fitness Standard   0

State of repair - Key components   420

State of repair - Non-key components  20

Modern Facilities:

Themal Comfort   302

Less properties failing on more than  49

one criterion

Number of dwellings failing the DHS  693

Of which:

Number of thermal comfort failures that 302

result from tenants declining to have

central heating installed

Total dwelllings   5,295

Energy Efficiency
As part of the survey, Savills assessed the

energy performance of the properties. The

data collected has been maintained and

processed quarterly by specialist energy

consultants, Powergen Energy Solutions, to

monitor progress. As at March 2005 the

stock has an average NHER (National

Homes Energy Rating) of 7.1. The average

SAP (Standard Assessment Procedure) is

63.4 which compares favourably against a

national district council average of 61.5 as at

March 2004. The top quartile threshold as at

March 2005 was 65. The relatively

satisfactory performance of the stock in energy

terms is a result of the significant programmes

of work SDC has undertaken relating to

central heating, insulation and double-glazing.

Asbestos
A Level 1 Presumptive Asbestos Survey was

completed as part of the survey. The Council

developed and implemented an Asbestos

Management Plan from May 2004, including

the publication of an information leaflet

distributed to all tenants.
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Pre-Reinforced Concrete Properties
(PRC)
The Council commissioned Curtins

Consulting to undertake a Risk Assessment

and Structural Survey of the Non-traditional

Housing Stock. 

The table opposite summarises the costs of

the repair works to ensure a future life of 30

years for the various type of PRC properties.

The figures have been adjusted to reflect

current day prices and include preliminaries

and fees. Where appropriate, enhanced

repairs have been included to incorporate

external insulation and over-render as an

alternative to periodic maintenance.
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Summary of Pre-Reinforced Properties Stock Condition Survey findings

No of       Years        Years        Years         Years        Years        Years         Total
Construction Type          Properties     1-5           6-10         11-15        16-20         21-25        26-30         Cost

£000         £000         £000         £000         £000         £000         £000

Airey  60   11.3    22.6    29.4   63.3

BL8 Aluminium  54

Dorlonco  13   39.2   4.9    44.1

Pebbledashed Reema  205   681.4     681.4    140.5   1,503.3

Reema  66      74.6     74.6

Reema Conclad   31   114.4      114.4    23.3     252.1

Stent   46      34.6     34.6

Swedish Timber    21     27.7    27.7

Unity  60     86.6    86.6

Woolaway    67    3,512.0     3,512.0

Woolaway Bungalow   36    1,409.9      1,409.9

Total PRC investment   659   5,756.9 812.0   409.9 29.4    7,008.2

A more detailed summary of the findings of the Curtins structural survey is at Appendix 5.

Contact Jon Shaw (jon.shaw@stroud.gov.uk) for access to the full survey



Housing Revenue Account 2005-09 BUSINESS PLAN

Best Value
Since October 2004 the Council has been

reviewing the way in which it provides its

housing landlord services. Through this

process, the Best Value Review, we have

looked at the nine service areas . . .

● Housing Corporate Management

● Housing Contracts and Capital

Programme

● Responsive Maintenance and Voids

Reinstatement

● Rent Collection and Arrears Recovery

● Housing Register and Allocations

● Sheltered and Extra Sheltered Housing

● Tenant Participation

● Right to Buy

● Estates Management

Baseline Analyses
We have used the staged review process to

provide analyses of our services. In applying

the 4 Cs of Challenge, Consultation,

Comparison and Competition, we have

applied key questions for each of the service

areas as follows . . .

● Why do we provide the service?

● What is delivered and by whom?

● How does the service operate?

● What are the pressures for change?

● What improvements have been made to

our services to date?

● What improvements to our services are

already planned?

● What new improvements can be made?

The answers to these questions make up our

Baseline Analyses.

Monitoring, benchmarking,
consultation and challenge
For each service we monitored performance

and whether we achieved the targets we set,

contrasted our services with those provided by

comparable organisations, and benchmarked

our performance. We consulted tenants, staff,

councillors, contractors, partners and Town

and Parish Councils.  The process included a

strong element of challenge by the Best Value

Review Team.

Tables setting out benchmarking levels in the

nine SDC service areas are set out in

Appendix 6. This Appendix also provides

details of further benchmarking needed and

time-scales for carrying out improvements.

We produce a detailed booklet on

performance which is provided to tenants and

councillors on the Housing Forum each

quarter.

Quarterly BVPI and LPI performance data

is also circulated to Cabinet Members and

Scrutiny Members. As well as reviewing all

BVPI performance in Committee, Scrutiny

Members are also allocated to a specific

service to undertake more detailed work with

the heads of those service units on the

progress of their service plans.

Year-end pereformance data is issued to all

our tenants and leaseholders in the form of a

calendar.

Both the Tenant Chair of the Housing Forum

(who is also the chair of the United Sheltered

Accommodation Panel) and the Chair of the

Tenants’ and Residents’ Forum serve on the

Best Value Review Team. This provides

valuable tenant insight and drives service

improvement.

The Best Value Review Team (BVRT)

endorsed the Interim Best Value report in

June 2005. They are considering a SMART

(Specific, Measurable, Achievable, Realistic,

Timel-bound) five-year improvement plan

during July 2005. In September 2005 the

BVRT will give their final approval of the

improvement plan which will be referred to

Cabinet in October 2005.

The SMART BV Improvement Plan is

attached as the Action Plan.  
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The Best Value Review Team

representatives are:

● Cabinet Member for Housing

● Chair of the Community Services 

Scrutiny Committee

● Chair of the Tenants’ and 

Residents’ Forum

● Chair of the United Sheltered 

Accommodation Panel

● Heads of Housing Management and 

Housing Standards

● Staff Representatives (1 from Housing 

Management and 1 from Sheltered 

Housing)

● Policy and Review Officer

● Policy and Review Manager

● Strategic Director

● Consultant Adviser

● Youth Council Representative

● Secretarial Assistant

● External Critical Friend

Current Performance and Progress to date

9
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Housing Contracts
Manager

Stephen Chalmers

Housing Asset
Manager

Ruth Kirkup

Housing Strategy
Manager

Andrew O’Brien

Senior Administration
Officer

Kerry Wear

Housing Standards

Head of Housing Standards
Jon Shaw

Cyclical Maintenance Officer
Contracts Officer (Health & Safety)
Ben Smith

Contracts Officer 
(Chartered Surveying) Bruce Marfell

Contracts Officer (Quantity Surveying)
Philip Jupp

Contracts Officer (Architecture)
Moses Nyonyintono

Contracts Officer Dave Cole

Contracts Officer Debbie Heggs

Contracts Officer Christopher Vowles 

Stock Condition Surveyor
Hannah Mawson

Property Data Officer
Kelly Headley

Contract Records Officer
Nikki Humphries

Clerical Officer
Emma Nolan

Development Officer

Right to Buy Officer
Sally Marshfield/
Fiona Major

Clerical Officer
Liz Hossell

Housing Corporate Management

Priority - to improve service
delivery by effective
management

Why we provide the service
The Housing Corporate Management service

is designed to provide effective management of

the housing service and play a role in the

corporate management of the organisation.

What is delivered
The Housing Corporate Management team

provides the strategic and operational

management of the housing service.  It is

responsible for:

● policy planning and implementation,

● target setting and monitoring

● workforce planning, recruitment and staff

management

● consultation with staff, residents and other

partners

● implementing corporate requirements

including equalities, risk management, 

e-government and environmental

performance

● planning, implementing and monitoring

service delivery

How the service operates
The team is made up of three officers: a

Strategic Director, the Head of Housing

Standards, and the Head of Housing

Management.

The structures of their sections are 

shown below. 

Housing Standards

Pressures for change
Pressure for change comes from many sources

including:

● Government legislation and policy,

● Corporate plans and policies, such as

‘Moving Stroud District Council from a

Good to an Excellent Authority’ (2004)

● Partners and other organisations

● Regulatory bodies

● Changing technology

● Community and resident consultation 

and feedback

Improvements to services to date
Both Heads of Service attend monthly

corporate Heads of Service Meetings and

monthly workshops.  They participate in

corporate working groups including risk

management, procurement and Citizen

First/Implementing Electronic Government

Group.  These groups deal with how the

Council manages its first line of public contact

and how it maximises the accessibility of

services on-line.

Monitoring and benchmarking
The Council monitors the services delivered

electronically as a percentage of the activities

that the Council could deliver electronically,

with these results. 

2002/3 2003/4   2004/5

Housing       39%        63%       70%
Average

Stroud         54%        63%        94%
Average

District       47%         61%        Not yet
Average available

Consultation
A questionnaire was sent to internal and

external customers requesting views on each 

of the nine functions included in the Best

Value Review.  

Challenge and options for future
service delivery
A revised Housing Options Appraisal will be

completed by the end of July 2005.  The

outcome of this work will affect the future

delivery of the service.
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Head of Housing Management
S Neale

Area Manager (N)
H Smart

Area Manager (S)
K Pring

Tenant Services
Manager 
A Dixon

Sheltered Housing
Manager (J/S)

L Read/P Pemberton

Administration
Manager
L Hunt

Technical Officers 
x 3

D Earle, S Udeh 
T Fisher

Gas Technical Officer
J Whittard

Tenant Participation
Officer (N)

S Strathearn

Assistant Sheltered
Housing Officer

E Thornhill

Systems Engineer
M Sztanko

Void Officer
D Norris

Technical Officers 
x 2 

D Peart
C Hodges (T)

Tenant Participation
Officer (S)

Vacant

Scheme Managers
x 27

Extra Sheltered
x 2

Housing Officers x 3
E Hefferman, 

C Davies, 
D Stables (Deputy)

Void Officer
S Thomas (S)

Rent Officer
K Topping

Housing Officers x 3
S Halsall, 

H Stables (S)
J Darley (Deputy)

Senior Rent Officer
K Cetin

Rent Officer
E Hatch

Senior Rent 
Assistant 

M Hockaday

Rent
Assistant

V Broadway

Rent
Assistant
S Bailey

Visiting
Scheme

Managers x 3

Senior
Administration

Officer
J Balfe

Administration
Assistant
N Wilson

Clerical Officers 
x 2

L Fisher/Temp

Senior
Administration
Officer (J/S)
A Spooner/
T Wheeler

Data Control
Assistant

J Dyer

Administration
Assistant
S Gerard

Repairs
Receptionists 
x 1; x 1 J/S

M Gellar 
H Louks/J Downes

Supporting People
Administration
Assistant (P/T)

J Downes

Pressures for change
Pressure for change comes from many sources including . . .

● Government legislation and policy

● Corporate plans and policies, such as Moving Stroud District Council from  

a Good to an Excellent Authority (2004)

● Partners and other organisations

● Regulatory bodies

● Changing technology

● Community and resident consultation and feedback
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(S) = Secondee

(T) = Temporary Agency Staff



Housing Contracts and Capital
Programme

Priority - to implement a
programme to achieve Decent
Homes Standard by 2010

Why we provide the service
As a landlord, SDC has a responsibility to

maintain its properties and keep them in good

repair.  We must comply with legislative

requirements, such as health and safety

standards and meet the Decent Homes

Standard by 2010. Thereafter we are

committed to providing the highest possible

standards for our tenants, within remaining

available resources.

What is delivered
The major activities of the Housing Asset

Management team are to plan and monitor

programmes which will maintain the Council’s

housing stock and enable it to meet the

Decent Homes Standard.  These activities

include:

● Stock Condition Surveys

● Local Options Appraisals 

● Formulation of Future Major Repairs

Requirements

● Tenant Satisfaction Surveys 

(post completion)

The major activities of the Housing Contracts

team are to commission, contract and

implement those programmes which will

maintain SDC’s housing stock and enable it

to meet the Decent Homes Standard.  These

activities include:

● Implementation of a Major Repairs

Programme - the capital programme 

● Servicing Contracts, eg - gas, oil and solid

fuel central heating servicing, electrical

testing and lifts etc

● Cyclical maintenance e.g. external

decorations

● Health & Safety services, including

Construction Design and Management

(CDM), Asbestos Management,

Legionella Control

● Provision of data to support Right to Buy

function and leaseholder service charges

● Adaptations for Disabled Tenants

The budget and spend against budget is

shown in the table below 

How the service operates
Planned maintenance and major repair

contracts are implemented by the Housing

Contracts team whereas day-to-day repairs are

managed in Area Teams where technical staff

work alongside housing management staff.

This arrangement has benefited housing

management services, though we recognise the

need for improved internal arrangements

between planned and day-to-day repairs

services.  Staff vacancies have also affected

our ability to provide the service.

In 1998 the Council formed the Maintenance

Focus Group made up of tenants,

representatives, councillors and officers.

Since 2002 its remit has covered all planned

maintenance functions, as well as responsive

and void reinstatement contracts.

STROUD DISTRICT COUNCIL     www.stroud.gov.uk
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2002/3 2002/3       2003/4      2003/4       2004/5       2004/5       2005/6    

Budget        Actual        Budget       Actual       Budget        Actual       Budget      

£                £                £              £                £               £               £         

Total Cost of Works

Cyclical Maintenance 891,000 709,400 939,000 934,780 719,000 678,302 952,000

Major Repair/Capital 5,222,000 4,858,759 3,501,200 3,252,222 3,889,000 3,693,414 5,028,000

Cost/Property

Cyclical Maintenance 163.26 129.99 174.68 173.90 135.34       127.54 181.07

Major Repair/Capital 956.85 890.29 651.33 605.01 732.05       694.45 956.35

Management Costs 731,519 711,762 776,386 748,853 827.892     840,078 866,180



Pressures for change
The major pressures for change are:

● Meeting the Decent Homes Standard by

2010, and ensuring that properties remain

decent.  This is the top priority

● Understanding which aspects of the

Decent Homes Standard we fulfil; this

will need more detailed stock condition

data to replace current data that is based

upon a sample survey

● Tenant expectations, resulting in an

improved focus on tenant consultation,

choice, quality of work and the

achievement of high overall satisfaction

levels

● Finding a longer-term solution for the 103

Woolaway type Prefabricated Reinforced

Concrete (PRC) dwellings

● Completing a new Housing Options

Appraisal which will determine the future

service level that we will work towards.

Tenants’ Representatives have asked for

the evaluation of a Stroud Gold Standard,

as well as Silver and Bronze Standards

Improvements to services to date 
We have developed and put in place an

Asbestos Management Policy, and produced

and distributed an information leaflet to all

SDC tenants.

We have undertaken necessary work to

(PRC) homes although further work to the

Council’s 103 Woolaway homes is required.

We have decided to undertake local option

appraisals for the four sites containing the

Council’s Woolaway dwellings to ensure a

solution that provides Decent Homes. Other

further work to some PRCs (particularly

Reemas) is also required to prevent

deterioration.

We have agreed a revised structure for the

Housing Contracts and Housing Asset

Management Teams, with clearer

identification of roles and more resources for

financial planning/management, maintenance

of stock condition data and tenant satisfaction

surveys.

We have appointed a qualified Gas Technical

Officer whose role includes quality-control

checks on gas servicing.

The design and specification of property

components replaced in Major Repairs

contracts eg. windows, doors, bathrooms etc.

is influenced by our community safety and

occupational therapy objectives. It is also

agreed by tenants and councillors at

Maintenance Focus Group.

We engaged Savills, a highly experienced firm

of surveyors to undertake a 10% external and

internal stock condition survey in 2003,

updating an earlier in-house survey.  The

survey data is used to measure BVPI

performance on Energy Efficiency and the

Decent Homes Standard and to support

future work programmes.  Quarterly updates

enable Savills to maintain the Council’s data.

Address lists generated from the database are

used to prioritise our work programme to

focus on the Decent Homes Standard.

Curtins, consulting engineers, surveyed all the

Council’s non-traditional dwellings (including

PRCs) in 2003.  The only dwellings

identified as requiring work in the short to

medium-term were the Council’s:

103 Woolaway houses for which Curtins were

only prepared to endorse their structural

condition for a further five-year period.

302 Reemas which require protective

treatment to prevent deterioration.

Monitoring and benchmarking
We carried out benchmarking of staff numbers

and salaries in 2004.  We revised our

structure to provide the average level of staff

resource to implement our planned and major

works programmes, with each member of staff

project-managing an average work value of

£750,000 a year.

Following a period in 2004 when we

encountered difficulty in recruiting Contract

Administrators we benchmarked our salaries

against other social housing providers and

revised them when the process showed them

to be uncompetitive.

We have offered central heating to the tenants

of all properties although 302 tenants have

declined central heating. When installing new

heating we provide an incentive to connect to

gas where possible by meeting the first £400

of any connection charge.

We have installed double-glazing in all our

homes with the exception of the 103

Woolaway houses and the front elevations of a

small number of grade 2 listed dwellings.

We monitor both national and locally set

Performance Indicators

Housing Revenue Account 2005-09 BUSINESS PLAN
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Local targets

Ref Indicator 2003/04 2004/05     2004/05     2005/06 

Actual Target Actual      2006/07

2007/08

Target

HS8   Percentage delivery of the 94%     At least 95%     96.5%    At least 95%
Housing Capital Programme

HS9    Percentage of SDC 97.3%    At least 97%     98.57%  At least 97%
gas appliances in our dwellings 
serviced within the year 

HS 10  Percentage of SDC dwellings 10.4% At least 10%    10.1% At least 10% 
per annum that have electrical 
safety tests

National targets

BVP163 Energy efficiency 
Top quartile performance as at
March 2004 = 65
Median performance as at 
March 2004 = 61.5 
The average SAP rating of our properties

improved from 59.1 to 63.4 between 

31 March 2004 to 31 March 2005.  

Future targets are: 

2005/6 = 64

2006/7 = 64.5

2007/8 = 65

BVP 184a % of non-decent homes
National target as at 2010 = 0 
Top quartile performance as at
March 2004 = 15%
Median performance as at 
March 2004 = 29% 
The proportion of non-decent homes reduced

from 19.5% to 13.1% between 

31 March 2004 to 31 March 2005 

Future targets are:

2005/6 = 13.2%

2006/7 = 9.9%

2007/8 = 6.6%

While good progress has been made in

reducing the number of non-decent homes,

our stock condition survey predicts 1,838

newly arising failures in 2005/6, which poses

a substantial challenge to progress.  The

projected failures are in key components and

we will undertake further surveys to confirm

or vary the work requirements projected by

Savills’ sample survey.  Our target in 2005/6

is for the number of dwellings failing the

Standard at the end of the year not to

increase.  However if the projection of failures

is reduced following survey work, then further

progress in 2005/6 will be possible in

reducing the number of non-decent homes.

BVPI 184b - % change (reduction) 
in non-decent homes.
Top quartile performance as at
March 2004 = 27%
Median performance as at 
March 2004 = 16%
The reduction in the number of non-decent

homes between 31 March 2004 and 

31 March 2005 was 32.8%.

Future targets are:

2005/6 = 0%

2006/7 = 25%

2007/8 = 33%

New target

BVPI 211a - Proportion of planned
works to responsive repairs
expenditure
Research quoted by the ODPM suggests a

60/40 split and the higher the percentage of

expenditure on planned repairs the better.

Future targets are:

2005/6 = 71.5%

2006/7 = 71.5%

2007/8 = 71.5%
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Consultation 
We have expanded the role of the

Maintenance Focus Group of councillors and

tenant representatives.  They now consider

proposals and project plans for all major

repair contracts over £125,000 and carry out

post-contract evaluations.

We have established a process whereby the

draft annual cyclical maintenance and Major

Repairs Programme is referred to the

Housing Forum for discussion prior to

approval.

Challenge and options for future
service delivery
In 2003 we undertook a Scrutiny Committee

Inquiry into the management of major

contracts from a tenants’ perspective and

revised procedures for the management of

contracts.

In 2004 we researched the cost implications

of outsourcing the management of housing

contracts/programme delivery.

We assessed the options for the future service

delivery of stock condition surveys,

programme design, programme delivery and

adaptations for disabled tenants.  We agreed

to retain these functions in-house as prime

client functions with adaptations continuing to

be managed by a joint funded in-house

Occupational Therapy team.

Responsive Maintenance and Voids
Reinstatement

Priority - to provide an efficient,
high quality responsive repair
and void re-instatement service

Why we provide the service
As a landlord, the Council has a

responsibility to maintain its properties and

keep them in good repair.  Responsive

maintenance and void (empty properties) re-

instatement is required by law.  We are

committed to providing the highest

possible standards for our tenants, within

available resources.

What is delivered
Area teams, including technical staff dealing

with day-to-day repairs, are notified of repairs

by tenants and estate staff.  They carry out

pre-inspections where needed, order works

and carry out post-inspections. The pre-

inspection, repair and post-inspection of all

empty properties is also carried out by

dedicated Voids Officers.

Two external contractors, split North/South of

the District, carry out the necessary repair

and void works, operating to an agreed

specification.  Contracts are put out to

competitive tender every three to five years.

How the service operates
Day-to-day repairs and voids are managed in

Area Teams with technical staff working

alongside housing management staff.  There

are two teams, one for the North of the

District and one for the South. There are

separate repair contracts for the North and

South.  The Gas Technical Officer is a part

of the technical team.

In 1998 the Council 

formed the Maintenance 

Focus Group made up of tenants’

representatives, councillors and officers.  

The Group shapes and improves responsive

maintenance and void re-instatement services,

comments upon contract documentation, and

is involved in the appointment and monitoring

of contractors.

The Repairs Service is the most used service

in Housing Management. In the financial

year 2003/4 26,721 responsive maintenance

orders were issued.  This dropped to 19,797

in 2004/5.  The drop is due to improvements

made to contract documentation, the adoption

of the National Housing Federation Schedule

of Rates, changes made to budgets, and some

items being charged to Planned Maintenance.

Responsive maintenance orders issued . . .

2003/4        26,721

2004/5        19,797

A duty Technical Officer is always available

in Ebley Mill for both telephone enquiries

and seeing customers personally at the 

repairs reception counter. Two Repairs

Administration staff also give help and advice

when tenants phone to report faults. Recently

installed ‘Repairs Locator’ software has

property component diagrams. These allow

officers to ensure, while speaking to tenants,

that the correct repair description is made.

This improves accuracy of works orders

passed to contractors.  Approximately 220

home visits are made per week by technical

staff to pre- and post-inspect repairs; over

11,000 per year.

We pre-inspect all orders over £500, 50% of

orders between £250 and £500, and 25% of

orders up to £250. All orders arising from a

recall are pre-inspected.  Post-inspections are

automatically selected by the Integrated

Housing Management System using preset

criteria.  Technical officers can either

physically inspect work or carry out an

inspection from their desks, usually by

phoning the tenant and discussing the repair.

Technical officers decide how to make their

inspection based on the type and value of

repair; a desk-based appraisal takes place in

approximately half of the cases.  

A series of Frequently Asked Questions is

available on the SDC Direct website and

there is a dedicated email address if customers

wish to email a repair request or require

further information.  Individual officers are

also contactable via email.



All Sheltered Housing Schemes have a

Resident Scheme Manager who will assist

tenants in reporting repairs and act as a

liaison with Technical Officers and

contractors.  Sheltered schemes also have

computers with internet access for residents’

use. When Resident Scheme Managers are

on holiday, for example, then Visiting Scheme

Managers provide cover. 

In 2002/03 a total of 488 properties became

void within the District and £844,703 was

spent on bringing them up to the Council

approved Lettable Standard (an average of

£1,730 each). In 2003/04 a total of 500

properties became void and £959,605 was

spent on them (£1,919 per property).  The

increase in the average cost per void is caused

by improvements being made to the Lettable

Standard and an increase in the number of

void properties needing extensive works.

Void Properties . . .

02/3  488

03/4  500

04/5   432

The expenditure for responsive maintenance

and void re-instatement is shown in the table

below.

Year Responsive        Void 

2001/2 1,461,173      829,454

2002/3 1,583,600      844,703

2003/4 1,619,360      959,605

2004/5 1,353,725      705,000

2005/6 (budget) 1,788.000     597,000

*Please note: up to and including 2003/04

these budgets/expenditure included kitchen 

and bathroom improvements to void properties

and rewiring.  Since 2004/05 this work has

been specifically coded to Planned

Maintenance Budgets.

Pressures for change
The pressures for change are:

● Meeting legislative requirements including

the Control of Asbestos at Work

Regulations 2002 and the Gas Safety

(Installation and Use) Regulations 1998

● Updating contract documentation before

re-letting the Responsive Maintenance and

Voids Re-Instatement contract for the

South of the district in September 2005

● Technological - contractors are in the

process of going on-line. Presently both

main responsive maintenance contractors

(North and South), and the electrical and

gas responsive maintenance contractors are

directly linked the Council’s Integrated

Housing Management System.  This

enables orders to be sent and updated

electronically  

● Tenant expectations, resulting in an

improved focus on tenant consultation,

choice, quality of work and the overall

satisfaction levels achieved

Improvements to 
services to date 
We have adopted the 

National Housing Federation Schedule

(NHF) of Rates and have substantially

amended the NHF contract for use on the

responsive maintenance and voids service,

initially for the North area and then rolling

out to South area contract too. The

Maintenance Focus Group was consulted

throughout to ensure tenant and councillor

involvement in shaping the new contracts 

and services .

We let a new contract for the North of the

District in September 2004.  The contract

will run for three or five years depending

upon contractor performance.  We are re-

tendering the contract for the South of the

District.

Contractors now attend the Maintenance

Focus Group meetings to discuss

performance.

We now offer repairs by appointment for

tenants.  They are given the choice of three

different appointment slots.  One of these

slots was specially designed to ensure that

tenants with carers and parents with school-

aged children have full access to our services.

This service improvement is new and is being

trialled on the responsive maintenance

contract in the North of the District.  

We plan to extend this to all our responsive

maintenance contracts. 

Tenants in the Lower Kingshill Management

Co-operative have computer access in their

estate office to view repairs.  We use a

Locator software package, a pictorial way of

identifying specific repairs thereby improving

the accuracy of reporting faults. Staff are well

trained and are committed.  They are open to

change and improvement, and are keen to

involve tenants in the process.

We have updated our Lettable Standard for

void properties.  

We have completely revised and updated both

our responsive repairs and void reinstatement

procedures with effect from May 2005.

Monitoring and benchmarking
The Maintenance Focus Group meets

quarterly and monitors performance.

Tenants’ representatives also attend monthly

contractor liaison meetings.

The table below shows our performance on

responsive maintenance over the last three

years.  Strict new performance targets are

included in the contract agreed for the North

of the District, and the same will apply to the

contract for the South.

STROUD DISTRICT COUNCIL     www.stroud.gov.uk
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BVPI 185 Percentage of responsive (but not emergency) BVPI required a specific appointment date and time whereas 

repairs during the year, for which the authority our system provided ‘morning or afternoon’ options. 

both made and kept an appointment (Note: BVPI 185 discontinued 

for 2005/06 but will be retained as an LPI).

LPI 17 The % of urgent repairs completed within 2002/3  97.5%

Government time limits 2003/4  96.55%

2004/5  96.58%

LPI 8 The average time taken to complete non-urgent 2002/3  15.8 days

responsive repairs 2003/4  17.1 days

2004/5  17.8 days

LPI 10% of work tickets processed within 2 working days 2002/3  95.5%

of order being placed 2003/4  99.2%

2004/5  discontinued as this indicator was based on manual 

works order system and this function is now computerised

LPI % of post inspections of completed works 2002/3  43%         (target 30%)

2003/4  44.7%      (target 30%)

2004/5  41%         (target 30%)- all gas works post-inspected, 

all £500+ work and 30% selection or remaining works orders 

are post-inspected)

The average weekly cost of maintenance per property was £10.45 in 2002/3, £11.34 in 2003/4 and £10.65 in 2004/5. Changes to the way in

which work is coded to budgets, and efficiency improvements explain the reduction in costs. 

The table below shows the trend in void properties and the turnaround times.

Year No of voids Target Average time to Total stock Voids as a 
relet days relet - days % of stock

2000/1 525 36 42.2 5579 9.41

2001/2 518 36 31 5503 9.41

2002/3 488 36 32 5410 9.02

2003/4 500 31 28.8 5339 9.37

2004/5 432 31 30 5295 8.16

2005/6 29

2006/7 28

2007/8 27
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Consultation 
Tenants are consulted over individual repairs

performance through satisfaction cards.

When repairs are reported a card is

automatically generated informing tenants of

the contractor’s details and the timescale for

completion.  The card contains a prepaid

return section for a tenant to tell us when a

repair is completed and if there are any

problems.  The contractor also leaves a

prepaid Repairs Satisfaction Questionnaire

for the tenant to return to the Council to give

feedback on all aspects of the service.  The

results are reported every three months to the

Maintenance Focus Group. These results are

published in Keynotes, our tenants’

newsletter.

The standard tenant satisfaction survey

(STATUS) included a number of questions

about the repair and maintenance service but,

as the survey did not differentiate between

planned and responsive maintenance, it is

likely that respondents’ answers apply to both

of these service areas. The results showed . . .

The overall level of satisfaction with the

repairs and maintenance service dropped

between the 2001 and 2004 STATUS

surveys.  A number of improvements are

being made, both to all new contracts being

let, and to our own procedures for dealing

with responsive repairs.

The extensively improved contract

specification for the North area, to be rolled

out for the South area as well as similar

improvements to be incorporated into gas and

electrical responsive contracts will improve

service and satisfaction levels.

The planned improvements to the service

detailed below will also contribute to raising

levels of satisfaction.

Challenge and options for future
service delivery
The responsive maintenance and void re-

instatement contracts are subject to challenge

and review through the contract tendering

process, and through regular scrutiny by the

Maintenance Focus Group.

Rent Collection and Arrears Recovery

Priority - to efficiently collect  
all charges relating to the
housing service and maximise
income received

Why we provide the service
As a landlord, one of SDC’s primary

functions is to collect rent and other 

charges from our tenants.  Maximising 

rent collection and minimising arrears 

mean that we have more money to spend 

on essential maintenance and tenancy

management services.   

What is delivered
SDC collects income due from rent and 

other charges, such as service charges and

rechargeable repairs.  If debts are unpaid we

operate an arrears recovery service, taking

cases to court when payment cannot be

secured by other means.  

The Council provides tenants with advice 

on benefits so that arrears can be prevented.

Tenants can obtain an estimate of housing

and council tax benefits due by using the 

web-based calculator on our internet site.

The Council has a ‘firm but fair’ approach 

to collection and recovery work.

18

Topic                          2004                     2001

% of tenants making contact  70%   70%

with Council over repairs

% tenants who consider  82%   Question not asked

repairs to be one of the three    in the 2001

most important services    STATUS survey

Ease of access to right staff   75%    83%

% tenants who think that staff   85% (86%    88%

are helpful    specifically for repairs

Overall level of tenant 68.8% 83%

satisfaction with repairs service
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How the service operates
There are two Area rent teams who manage

rent collection and provide the current arrears

recovery service.  

Rent is payable over a 48-week year and is

collected fortnightly.  Payment methods

available are:

● Direct debit and standing order payments

● Debit or credit card payments by phone or

on-line

● By cash or cheque at the Ebley Mill office

● By post (cheques only)

● Payment at any Post Office using the rent

payment card

New tenants are contacted four weeks after

starting a tenancy to ensure that entitlement to

housing benefit is organised and rent is being

paid. 

The teams provide advice and support to

tenants in financial difficulty, including advice

on benefits and sensible repayment plans.

Unpaid rent, leasehold and other charges are

pursued by the rents team. Former tenant

arrears are contracted out to Roxburghe

International Ltd who receive a commission

for debts fully or partly recovered.

Pressures for change
Like all other housing organisations we strive

to improve performance on the collection of

charges, maximising income payments from

tenants in the face of others financial pressures

which they may have. 

Improvements to services to date 
Work to improve the service has resulted in

the following changes:

● a concise rent arrears policy and improved

procedure guide

● new advisory literature

● answers to ‘frequently asked questions’ on

rents and benefits on the Council’s website

● a poster and letter campaign prior to the

Christmas ‘rent free’ weeks to maximise

recovery

● expanded choice of payment methods

● a stream-lined rent arrears recovery cycle

● arrears letters revised and routinely

updated

● co-ordinated recovery for those tenants

who owe multiple debts to the Council

Monitoring and benchmarking
The Rent Arrears Working Group produces

three-monthly plans for dealing with

operational problems, enhancing relationships

with the Citizens Advice Bureau, Mothers’

Union Money Advice, and other advice

agencies.

We are a member of a best-practice

benchmarking group - the Rent Income

Excellence Network.  This provides toolkits to

improve performance, training to improve

performance and best practice advice.

BVPI 
BVPI 66a shows collection of rent due.  

BVPI 66a

Collection of rent due

2002/3       2002/3      2003/4    2004/5   2004/5   National
actual        district        actual      target actual       top 

performance quartile

97.42%        98%       95.76%      95%  96.02%    98.8%

Our intention is to be a top quartile

performing authority by 2006/7. 

Our targets for future years are:

2005/06 97%

2006/07 99%

2007/08 99%
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Consultation 
The STATUS survey includes a number of

questions about the rents service. The results

showed . . .

Topic 2004 2001

% of tenants making 10% 12.1%

contact with Council 

over rent and housing 

benefit enquiries

Ease of access to 83% 81.5%

right staff

% tenants who think 85% (97% 88%

that staff are helpful  specifically for 

contact about rents)

% households in receipt 52.2% 56.8%

of housing benefit

Challenge and options for future
service delivery
We reviewed the collection of former tenants’

arrears debts and decided to externalise the

service.  There are no current plans to

externalise the collection of rents and other

charges, or the arrears recovery service.  

We are considering ways to improve the

service, making best use of good practice

advice and the findings of a recent ‘near

neighbour’ benchmarking study.

Housing Register and Allocations

Priority - to help those in
particular need

Why we provide the service
We are committed to providing affordable

rented housing for Stroud residents who are

unable to satisfy their own housing needs on

the open market.  We want to maximise the

options available to people but know that,

because demand for affordable housing is

greater than supply, a selection process is

required to allocate social housing.  We have

an Allocations Policy, which is a legal

requirement, so that people in greatest need

have the best chance of being housed by the

Council or Registered Social Landlords.  

We have a legal duty to try to prevent

homelessness, and to assist people when

homelessness cannot be avoided.  

SDC’s statutory duties are set out in the

Housing Act 1996, as amended.

What is delivered
We hold a Housing Register which is a list of

people who are waiting for some type of

affordable housing, eg - rented, shared

ownership or low cost home ownership.  It

lists both new applicants and tenants wishing

to transfer from one home to another.  

The Housing Register provides a single point

of entry for all social housing within Stroud,

including properties managed by Registered

Social Landlords (RSLs). The Register is

open to all applicants. 

The allocations policy enables the Council to

weigh the needs of different applicants.

Applicants in greatest need, such as people

threatened with homelessness, receive a

greater priority and hence have more chance

of being offered accommodation.

In 2004-5 we received 1261 new applications

for rehousing, visited 413 applicants and gave

housing advice to 947 applicants at office

interview.  Offers were made to 993

households resulting in 442 lettings.  Also,

there were 73 successful nominations to

Registered Social Landlords, 7 shared

ownership sales and 8 private sector lettings.

The Housing Register lists 2478 households.

In addition there have been 3 shared

ownership sales and 6 successful rented

nominations to properties outside the district

boundary as part of Gloucestershire Housing

Market Partnership (GHMP).

We also provide advice to reduce and prevent

homelessness.  

How the service operates
The same staff team covers the allocations,

housing advice and homelessness service.

All applicants complete a form and the details

are recorded on computer.  Applicants are

asked to self-assess whether their housing

need is urgent (e.g. under notice to leave),

current, or aspirational (would like a property

some time in the future).  A home or office

visit is made for everyone due to be offered a

general purpose property.

When an applicant with sufficient priority

points is matched with a suitable property, an

offer of accommodation is made.  This may

be a Council property or a nomination to a

partner Registered Social Landlord.

If the property is ready to be let a full offer is

made by the Housing Officer. If it is not

ready a provisional offer is made. The full

offer is delayed until the property is ready.

All viewings of properties are accompanied by

a Housing or Voids Officer.

Applicants have the choice of three offered

properties, except under homeless legislation.  

A Lettings Fact Sheet is produced and

updated six-monthly to give applicants

information about where different types of

property become available and to assist them

in maximising their chances of an offer.
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Pressures for change
The pressures for change are legislative,

policy driven and operational.  We revised the

allocations policy in 2002 to take account of

changes introduced by the Homelessness Act

2002.  

The government expects all local authorities

to have some form of Choice Based Letting

scheme in place by 2010.  We intend to

consult widely before making changes.

The main pressure is the need to deliver the

service more efficiently.  This is due to

increasing demand for the service without an

increase in staffing levels.

Improvements to services to date
There have been many service improvements.

These include:

● Improved information and access for

applicants, eg:

★ A redesigned policy booklet and

application form

★ A lettings fact sheet

★ Information available in different

languages

★ Special needs guidance

★ Frequently Asked Questions section on

the Council’s website

★ Electronic access to the application

form

★ More choice of offers.

● Better data recording and monitoring

● Changes to the medical assessment service,

reducing the costs of the provision

● Floating support, funded through

Supporting People, to help tenants

maintain tenancies, thereby avoiding the

necessity of rehousing.

● The development of the Gloucestershire

Housing Market Partnership to give access

to housing outside the district

● Close working relationships with partner

organisations and agreements to provide

move-on tenancies for special needs groups

including ex-offenders, people with

learning and physical disabilities, care

leavers and other young people

Monitoring and benchmarking
Trends are monitored and these are shown for

the period up to 2004/05. 

The origin of Council Tenancies
allocated is:

Council tenancies

177 New applicants 40.0%

152 SDC transfers 34.4%

80 Homeless 18.1%

7 Housing Association 1.6%
transfers inside
the District

26 Outside the District 5.9%
(HA, new applicants, 
or other LA)

442 Total 

The origin of HA nominations is:

38 New applicants 52.1%

24 Homeless 32.9%

9 SDC transfers 12.3%

2 Transfers from 2.7%
other HA

73 Total

Homelessness
During 2004-5 we dealt with 235

applications. This is a further increase of 15%

on the 77% increase last year. This activity

has therefore dominated the team’s work load.

We accepted the full duty towards 155

households. Only 19 of those households had

a stay in B&B, a reduction of 53.4%. The

national performance indicator for the 

average stay of a family in B&B has been

reduced from four weeks to two weeks. We

now meet top quartile district performance for

the first time.

In the same period the number of properties

available for letting has reduced. There were

12% fewer SDC properties and 15% fewer

Housing Association nominations. More high

priority applicants and fewer available

properties increases the pressure on

allocations.

To make the most efficient use of staff time,

priority has to be given to homelessness and

homelessness prevention work.
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Homelessness
During 2004-5 we dealt with 235

applications.  This is a further increase of

15% on the 77% increase last year.  This

activity has therefore dominated the team’s

workload.  We accepted the full duty towards

155 households.  Only 19 of those

households had a stay in Bed & Breakfast; a

reduction of 53.4%.  The national

performance indicator for the average stay of

a family in B&B has been reduced from four

weeks to two weeks.  We now meet top

quartile district performance for the first time.

In the same period the number of properties

available for letting has reduced.  There were

12% fewer SDC properties and 15% fewer

Housing Association nominations.  More

high priority applicants and fewer available

properties increases the pressure on

allocations.

To make the most efficient use of staff time,

priority has to be given to homelessness and

homelessness prevention work. 
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Homelessness               Homelessness
Applications                Acceptances

STROUD DISTRICT COUNCIL     www.stroud.gov.uk

240

220

200

180

160

140

120

100

80

60

40

20

0

1998/  1999/  2000/  2001   2002/  2003/  2004/

1999   2000   2001   2002   2003   2004   2005

22

16 8

44
22

55
37

17
0

10
9 11

5
89

20
4

13
5

23
5

15
5

Main causes of homelessness 

2001/02 2002/03 2003/04 2004/05

Parents no longer able to accommodate 20 21 27 44

Relatives/friends no longer able to accommodate 7 9 9 8

Relationship breakdown 31 9 21 14

Relationship breakdown involving violence 0 17 9 21

Harassment 0 1 6 1

Mortgage arrears 6 1 3 4

Rent arrears 2 0 2 1

Termination of AST 23 17 44 52

In institution/care 3 1 4 3

Other 17 13 9 7

Total 109 89 134 155

Homeless Prevention initiatives have included a new data-base, a part-time Homeless Outreach

Worker, a design competition, a youth friendly leaflet, visits to schools, mediation services, an art

exhibition, the development of health and education links, a prevention fund to help keep private

sector lets or set up new ones and more staff time allocated to prevention work.

There are no BVPIs for rehousing.  Local PIs have been developed. 

Local Performance Indicators

HS1 Rehousing Average number of properties 12  11  14  Not more than

for which there are no suitable 12, 2005/6,

applicants waiting 2006/7, 2007/8

HS2 Rehousing Number of new tenancies let 9.6% At least 5.9% 5-10%

lto those from outside the 3% 2005/6, 2006/7

District as a percentage of 2007/8

total allocations

HS3 Rehousing Average time taken to notify 6 days 10 days 9 days 8 days 2005/6

new housing applicants that 7 days 2006/7

their application has been 6 days 2007/8

accepted onto our Housing 

Register

HS4 Rehousing Proportion of homelessness 97% 98% 98.7% 99% 2005/6

applications on which the 2006/7

authority makes a decision and 2007/8

issues written notification to the 

applicantwithin 33 working days

HS5 Rehousing Period on the housing register a) not more

(a)(b) for those waiting for than 8 yrs

new a) general purpose housing b) not more

b) sheltered housing than 2 yrs

HS6 Rehousing Ratio of number of offers to a) 1.5:1

(a)(b) tenancies set up: b) 3:1

new (a) general purpose 2005/6, 2006/7

(b) sheltered housing 2007/8
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Consultation 
All those on the Housing Register, staff,

existing tenants, partner RSLs and other

voluntary and statutory agencies are consulted

before any change to our allocation policy is

made, as happened for the last review in

2002.  

We have twice compared our service with near

neighbour authorities. Due to the limited

number of responses and differences in the

way the services are provided it is difficult to

draw useful comparisons. 

Challenge and options for future
service delivery
Rehousing services were reconfigured in

December 2004 and the service now sits

within Customer Services rather than within

the strategic housing function.  The next big

challenge will be the review to consider

Choice Based Lettings. 

Sheltered and Extra Sheltered
Housing

Priority - to help those in
particular need

Why we provide the service
We provide sheltered and extra sheltered

housing for people of 60 years or more to

encourage independence and to foster an

environment that is friendly and supportive. 

It is a discretionary service, permissible under

Section 9, part II of the 1985 Housing Act.

What is delivered
There are 27 sheltered and 2 extra-sheltered

housing schemes in the district.  They vary in

size between 16 units of accommodation to

54.  The oldest schemes is 44 years old and

the newest 15.  The accommodation is a

mixture of bungalows and flats.  The flats are

self-contained and some are bedsits. In

addition to tenants’ own accommodation there

is a range of communal facilities including

lounge, kitchen, shower room, hair-dressing

salon and laundry.

Allocation of sheltered housing is based on

the Council’s points system. Allocation at the

extra sheltered schemes is done jointly with

Social Services.  There is liaison with other

agencies, e.g. Social Services, to ensure that

needs are most appropriately taken into

account. Scheme Managers provide an

accompanied viewing service which helps

promote the benefits of the service.

In 2003/04 the Council’s services for Older

People living in Stroud District received

Beacon Status. The award, a recognition of

excellent services and partnerships, was jointly

achieved with Cotswold District Council.

How the service operates
Each sheltered scheme has a Resident

Scheme Manager who lives on site and

manages the scheme Monday to Friday. 

The Manager’s main duties are to check the

well-being of tenants, co-ordinating supportive

care when needed, and to ‘care-take’ the

building.  In addition three Visiting Scheme

Managers cover schemes in the absence of

Resident Scheme Managers.

Resident Scheme Managers are supported by

a dedicated team comprising the Sheltered

Housing Manager, and a Sheltered Housing

Officer.

There is 24-hour cover through an offsite

control centre, currently run by the Forest of

Dean Council.

Pressures for change
Originally sheltered housing schemes were

designed for the active elderly. Demographic

trends and community care have resulted in a

gradual increase in older and frailer people in

sheltered housing and a change in the type of

support provided.

Advances in technology have brought about

more changes, and require a more

professional service from Scheme Managers,

rather than the former “good neighbour”

approach.

The most recent ‘pressure for change’ on the

service comes from the Supporting People

Programme introduced in April 2003.

Other pressures come from increasing

aspirations (which affect demand for bedsit

accommodation), funding restrictions and the

need to upgrade facilities.

Improvements to 
services to date
Service improvements include:

● Rewriting the Scheme Managers

handbook in 2004

● Providing all Scheme Managers with a

PC by March 2004

● Consulting Sheltered Accommodation

Panels about changes in policies and

enabling the United Sheltered 

Accommodation Panel access to

discussion papers so they can have input

before decisions are made

● Crime prevention initiatives to reduce fear

of crime. CCTV has been installed in 16

schemes, and possibly into another three

later this year.  Home Safety Kits, which

include door-chains, viewers and mirrors,

have been fitted to all sheltered properties

where possible. In some instances it has

not been possible to fit the Home Safety

Kit due to the type of doorframe

● Since 2002, the Primary Care Trust has

held leases on four ‘intermediate care’

sheltered housing flats to provide short-

term rehabilitation, a ‘bridge’ between

hospital and home.  Users are able to

regain their confidence and skills in a

supportive setting and consequently regain

independence and an improved quality 

of life  
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Monitoring and benchmarking
884 tenants live in sheltered and extra

sheltered housing, 15% of the Council’s stock.

306 tenants are men and 578 women. 

At July 2004, 349 people out of 2,202 on

the Housing Register were waiting for

sheltered housing (15% of applicants). By

age: 56 were 85+ years; 136 were 75 - 84

years; 135 were 60 - 74 years and 22 were 

50 - 60 years.

The council has not carried out recent

comparisons of the service with that of other

providers. However, we regularly meet with

other housing providers. We are able to

compare services, and review current

initiatives such as Intermediate Care, Extra

Sheltered Housing and developing the role of

the Scheme Manager.

Consultation 
Scheme Managers are in regular contact 

with tenants and ideally placed to feed back

their views to Line Managers. Tenants are

also able to raise their own issues at Sheltered

Accommodation Panel and umbrella United

Sheltered Accommodation Panel meetings.

Changes to services are subject to consultation

at Housing Forum at which members of the

United Sheltered Accommodation Panel 

are represented.

There are currently six Sheltered

Accommodation Panels covering 19 sheltered

schemes.  Two sheltered schemes are

represented by a Residents’ Association.

Therefore 72.1% of sheltered housing tenants

are represented formally.  In addition they

participate in a range of Consultative and

Focus Groups, such as representation on the

Tenant Participation Compact Panel and the

Maintenance Focus Group.

100 randomly selected 

tenants of sheltered

schemes were invited 

to participate in a Focus Group on 

20 January 2005.  Of those taking part

Sheltered Tenants registered a high level of

satisfaction with their homes and a high level

of trust in the Council.  Sheltered tenants

attending two Focus Groups for new tenants

in April 2005 were generally pleased with the

condition of their homes, communal areas and

valued their Scheme Managers.

Challenge and options for future
service delivery
Future challenges will be to promote further

the benefits of living in a sheltered scheme and

to maintain the buildings and facilities within

available resources.

Tenant Participation

Priority - to encourage tenants
to participate in the running of
their housing service at a level
of their choice.

Why we provide the service
Tenant participation has developed since

1982, with the support of Government

legislation, to encourage tenant input at a level

suited to individuals as well as groups to

influence service delivery and generally

improve tenant satisfaction with the service in

line with Best Value principles.  

What is delivered
The Council provides opportunities for

tenants to participate at the level of their

choice. All tenant participation activity is

overseen by the Stroud Housing District

Partnership (Tenants’ Compact).

How the service operates
The Tenant Services team is made up of a

manager and a dedicated officer for the North

and South of the District. Each officer also

has district-wide responsibilities.  Their work

is complemented by that of other housing 

staff who involve tenants day-to-day as part of

their jobs.

All tenants and leaseholders are sent at least

three issues of the tenants’ newsletter,

Keynotes, each year.  They are also sent the

Stroud District Council Housing Partnership

(Tenants’ Compact) yearly.

As at 1 April 2005, 1830 or 34.5% of all

tenants were represented through formally

recognised tenants’ groups: eight Residents’

Associations, a Management Co-operative, six

Sheltered Accommodation Panels comprising

of 19 sheltered schemes, and six Tenants’

Village Voices.

There are umbrella groups on which the

above associations and panels are represented.

In addition to this, tenants participate in

eleven Consultative Groups or Focus Groups

and Panels.  

● The Maintenance Focus Group

● Tenants’ Benefit Focus Group

● Editorial Panel 

● Tenant Participation Compact Panel

● Tenants’ Garden Competition Panel

● Forum’s Terms of Reference Sub-Group

● Tenants’ Conference Working Party

● TV Relay Focus Group

● Tenants’ Consultative Group

● Best Value Review Team

● Communal Cleaning Focus Group
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Pressures for change
The pressures for change come from tenants,

the Housing Option Appraisal process, and

government policy developments such as the

National Framework for Tenant Participation

Compact Review issued this year.

Improvements to services to date
These include:

● the development of

a clear published 

decision-making structure

● tenants editing Council’s newsletters and

other publications to ensure user-friendly

language 

● tenants’ newsletters distributed to other

agencies

● clear published recognition and funding

criteria for established groups, panels and

Tenants’ Village Voices 

● more opportunities for tenants, officers and

councillors to work together with clear

understanding of their respective roles

● support for tenants to network with others

outside the District through the

Gloucestershire and Severnside Tenants’

Network

● estate-based services provided by tenants

on the Kingshill estate by means of an

Estate Management Agreement now in its

eleventh year of operation  

● dedicated budgets for environmental and

community projects owned by tenants’

representatives to improve their area or

facilities

● conferences organised by tenants

● tenant involvement in the recruitment of

contractors 

● computing equipment with internet and

email access provided to most Housing

Forum tenants’ representatives so they can

independently research issues and be

consulted more quickly

● more opportunities for individuals to have

a say through the Tenants’ Consultative

Groups

● meeting the Commission of Racial

Equality’s Code of Practice in 

Rented Housing

Monitoring and benchmarking
BVPI75 showed that 66.9% of tenants are

satisfied with the opportunities for

participation in management and 

decision-making.  The proportion is slightly

lower than in 2001 (70.9%), but the

difference is not statistically significant.  The

satisfaction level is below the local target set of

72% for 2004/5.

BVPI75 requires that the satisfaction level be

broken down into black and minority ethnic

(BME) and non-BME tenants.  In 2004,

40% of BME tenants stated they were

satisfied with the opportunities for

participation in management and 

decision-making compared to 66.7% for 

non-BME.  While little can be inferred from

this, due to the low number of BME

respondents, the matter will be followed up.

This needs to be seen within the context of

the 2001 census showing that BME residents

make up 1.33% of all residents in the Stroud

District.  This is reflected in the fact that

0.3% of Council tenants are BME. 

The  SDC Housing Partnership Agreement

(Tenants’ Compact) has local targets and

shows each year whether they have been

achieved. In 2003/4 there were 14 main areas

of work identified in the Agreement which

had targets, two of which were exceeded, six

fully met, five partly met and one not met. 

In 2004 the Council completed a Tenant

Participation benchmarking questionnaire sent

out by Sedgefield Borough Council to 100

non-metropolitan district local authorities. It

received 28 responses. SDC’s BVPI75 figure

of 70.9% was above the average of 61.2%

based on returns from 22 local authorities.

While 86% of organisations had 

District-Wide Tenant Participation Compacts,

only 25% had Neighbourhood Compacts.

Having eight Residents Associations, Stroud

was below the 8.92 response average,

however the questionnaire gave no 

comparative data for the other types of groups

recognised in Stroud.  SDC had above the

average of 1.81 full-time officers working in

tenant participation.

Consultation 
Two Tenant Satisfaction Surveys were carried

out in December/January 2000/2001 and

February to April 2004, using (STATUS)

methodology.

A comparison of the overall results show . . .

● 70% of respondents feel that SDC is

good at keeping them informed about

things that might affect them as a

tenant; this compares to 88% in 2001.

However, in 2004 20% of respondents

claim that the Council is actually poor at

keeping them informed compared with

4% in 2001.

● 80% of tenants feel that SDC takes

some account of tenants’ views when

making decisions with just over a third

feeling it takes tenants’ views into

account a lot. However, this is 9% lower

than in 2001 and shows 20% of tenants

feeling that no account is taken of their

views at all.

● 67% of tenants are satisfied with the

opportunities for participation in

management and decision-making.  

The proportion is slightly lower than in

2001 (70.9%), but the difference is not

statistically significant.   

● 56% of respondents have heard of the

SDC Housing Partnership Agreement

(Tenants’ Compact), this is slightly

higher than in 2001 (54%).  

● 73% of respondents continue to be

satisfied with the Agreement compared

with 76% in 2001.
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The overall satisfaction rating for service

shown in the STATUS survey hides some

variation in satisfaction between sub-groups:

● In general tenants over 60 are more

satisfied than younger tenants, with the 

25 - 44 age group being generally the least

satisfied. The most extreme illustration of

this is when looking at the opportunities

for management and decision making

where there is 35.8% greater level of

satisfaction among those over 60 compared

with the 25 - 44 age group.

● Disabled tenants have around average

satisfaction levels

● No conclusions can be drawn on the data

for BME tenants given that only five

tenants responded from this group

● In general there is no statistical

relationship between satisfaction levels and

gender, with the exception that 16.5%

more of the men than women had heard of

Tenant Participation Compacts

Challenge and options for future
service delivery
The challenges are to:

● respond to the consultation findings

● engage younger (under 45) tenants in

recognised groups

● build upon the tenant engagement

processes being undertaken for the

Housing Options Appraisal

Right to Buy

Priority - to fulfil our statutory
obligations under the Right to
Buy legislation.

Why we provide the service
The Council has a statutory obligation to sell

Council properties, at a discount from the

open market value, to eligible tenants and

their family members.

What is delivered
The Council processes Right to Buy

applications. As a compulsory service since

1980, the function has always been delivered

in accordance with statutory Government

guidance, rules, and timescales that have not

changed significantly over the years. 

How the service operates
When a Right to Buy application is received,

council officers check the tenant’s eligibility by

confirming that the property is the tenant’s

principal home, the tenancy is secure, and

that the tenant has met the appropriate

minimum qualifying time of either two or five

years’ renting from a public sector landlord.

Officers follow the Right to Buy procedure

and work within timescales set by

Government.  The Right to Buy process

involves Area Managers. The Estates Valuer,

the Housing Contracts Team, and the Legal

Team for conveyancing.

The service also co-ordinates after-sales of

flats by calculating half-yearly management

charges and answering solicitors’ landlord

enquiries.

Pressures for change
Central government drives the Right to Buy

policy agenda. 

In its strategic housing role, SDC has

undertaken housing needs surveys that 

have identified significant shortfalls in the

provision of affordable and social housing.

SDC recognises that the sale of Council

homes has contributed to that shortfall. As a

result, and in common with many other local

authorities, the Council has not sought to

encourage sales of its housing stock. SDC

uses its powers to exempt bungalows suitable

for older or less able people, and to apply

resale covenants in Areas of Outstanding

Natural Beauty.

Improvements to services to date
The service is meeting its statutory deadlines.

With the benefit of an accumulated level of

expertise, the Right to Buy Officer provides

advice to her opposite numbers in

neighbouring councils.

In 2004 an internal audit highlighted a need

to improve the procedure for issuing

management charges to leaseholders of flats

that have been sold under the Right to Buy. 

Monitoring and benchmarking
The Council monitors trends in sales and

valuations. Sales broadly mirror the open

market.  Sale prices reflect both open market

values and the level of discount. Many tenants

qualify for a high percentage of discount but,

since 1999, their actual discount in cash

terms has been capped by legislation. When

the maximum discount (of £30,000) is

deducted from the open market valuation, the

resultant offer price becomes progressively less

attractive with each rise in market prices. In

1998/99 the average valuation was £43,647,

by 2003-04 it was £95,232.

There is a Local Performance Indicator for

Right to Buy sales which is monitored

quarterly. The target is that the Council meets

the statutory deadlines in all cases. The target

is met.

Consultation 
We have undertaken a satisfaction survey.   

25 of the 120 questionnaires sent out have

been returned.  The responses show

satisfaction with the service provided.

The last survey of leaseholders was in 2000.  

Challenge and options for future
service delivery
There is a proposal to form a Business

Support Unit where the Right to Buy officer

will work within a team, directly supported by

an Estates Valuer, a Legal Clerk, a Finance

Officer, and a Clerical Officer.

The biggest challenge may come from

changes to government policy, and resulting

legislative change.  There is a proposal that

tenants will be able to take a share of the

equity of their property (Homebuy).
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Estates Management

Priority - to provide cleaner,
safer homes and environments

Why we provide the service
It is a primary landlord duty to ensure that

both the Council and its tenants fulfil their

obligations under the Tenancy Agreement.

This means that we must keep our properties,

estates and their surrounding areas in a good

state of repair and of good appearance.  Our

tenants must be able to live ‘in quiet

enjoyment’.  

What is delivered
The estates management service includes:

● Managing and maintaining the cleanliness,

security and visual appearance of

communal areas

● Estate inspections

● Enforcement of tenancy conditions

● Transfers and exchanges

● Grounds maintenance

● Tree surgery

● Safer Estates Initiative, including any

necessary physical and environmental

improvements

● The provision and maintenance of

communal television relay system to 

2000 homes

How the service operates
The estate management service is delivered by

the North and South Area Teams.  

There are monthly inspections of estates and

bi-monthly inspections of smaller estates and

individual properties.

There are annual accompanied inspections

involving Area Managers, representatives

from Tenant and Resident Associations, the

Lower Kingshill Management Co-operative,

and Tenants’ Village Voice representatives.

There are Neighbourhood Agreements

between the Council and two Residents’

Associations, and an Estate Agreement with

Lower Kingshill Management Co-operative,

which specify the responsibilities of the

Council and the Associations.

The Housing Management Service Unit is

responsible for the Television Relay Contract

and the upgrade of existing systems to

digitally compatible ones.  It is also

responsible for monitoring the Communal

Cleaning Contract to Sheltered Housing

Schemes and communally served blocks of

flats on our estates, and liaises directly with

the Council’s Environmental Contracts Team

regarding the Grounds Maintenance

Contract. A Communal Cleaning Focus

Group consisting of officers, tenant and

contractor representatives has recently been

established, which currently meets bi-monthly.

The teams work with other agencies,

including the Police, Victim Support and

Social Services, to implement the Safer

Estates Initiative.  There is a formal

information sharing arrangement between

agencies for the purpose of detecting and

reducing levels of crime and anti-social

behaviour. 

Pressures for change
The pressures for change include legislation,

policy changes and technological advances.

Other changes, particularly relating to estate

walkabouts, arise from the review of the

Tenants’ Compact Agreement.

Improvements to services to date
These include:

● Estate inspections and estate ‘walkabouts’

with recognised tenants’ representatives

● New advisory literature to residents of

blocks of flats regarding bulky refuse

storage and collection

● Provision of annual area refuse,

landscaping and tree surgery budgets

● A Safer Estates Steering Group, and the

establishment of formal information

exchange arrangements

● A range of Safer Estates advisory

literature, eg ‘Behave, or become a

criminal and be evicted!’, ‘Protecting

Safety and Health on Council Estates’,

‘Are your children under control?’ and

‘Mediation - the facts’. Revised 

Anti-Social Behaviour Policy, including

new remedies contained in the Crime and

Disorder Act 1998, and the Anti-Social

Behaviour Act 2003

● The establishment of a Bogus Callers

Initiative to provide additional security by

way of  door chains, viewers and mirrors

to all Sheltered Housing Schemes, as well

as other properties predominantly

occupied by older people

● A pre-counselling Tenancy Sign-up

Checklist with emphasis on anti-social

behaviour advice and remedies
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Monitoring and benchmarking
Long-established LPI targets have been set for the inspection of estates.  These show an

exceptionally high level of achievement.

Ref  Indicator  2002/3  2002/3  2003/4  200/4  2004/5  2004/5

Target  Actual  Target  Actual  Target  Actual

LP2 (Estate  % of estates inspected  90.0%  96.25%  90.0%  99.3%  90.0%  98.0%

Management)  within one month

(Priority One - larger estates)

LP3 (Estate   % of estates inspected  90.0%  93.8%  90.0%  95.25%  90.0%  92.0%

Management)  within three months

(Priority Two - smaller estates)

Performance in dealing with anti-social behaviour tackled through the Safer Estates Initiative

improved between 2002/03 and 2003/04, with 74% and 76.9% of cases resolved respectively.

Performance in respect of less serious cases of anti-social behaviour, however, did not improve. In

2003/04 65% of cases were resolved compared to 50% in 2003/04.  This was caused by an

increase in cases; 22% more cases in 2003/04 than in 2002/03. 

Consultation 
Customer groups are consulted in a number of ways including Keynotes, the STATUS survey,

Tenant Participation Compact Panel, Housing Forum, and Focus Groups.  Our Focus Groups

include a Communal Cleaning Focus Group, formed in April 2005.   Day-to-day contact is the

most common, particularly home visits to complainants and perpetrators in cases involving 

anti-social behaviour, and to tenants and residents for enforcement and management of other

estate management issues.  All discussions and agreements made are confirmed in writing within

ten days.

Satisfaction levels with estate management services formed part of the 2004 STATUS survey

on tenant opinion.  

4% of respondents made contact with the Council regarding neighbour problems in 2004 as

opposed to 2.5% in 2001.  In 2004, 73% of tenants said that getting hold of the right staff 

was ‘easy’.

In 2001, nearly 88% of tenants felt the staff they contacted were helpful.  The 2004 survey

broke the analysis down by function, and for neighbour contact, 100% of tenants felt staff were

helpful.

The vast majority of respondents (84%) are satisfied with the area in which they live, with 9%

dissatisfied.  In 2001, these figures were 86% and 8% respectively.  

In both the 2001 and 2004 surveys dogs and litter emerged as serious problems.

Challenge and options for future service delivery
Future challenges will be to continue to provide a cleaner and safer environment for residents,

and to reduce the incidence of anti-social behaviour. 
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Tenant involvement in 
service monitoring
Three good examples of this are . . .

1. The Housing Forum of nine councillors

and tenant/leaseholder representatives.

This acts as a policy panel for all matters

concerning HRA services. All agenda

papers for the Housing Forum are also

considered in advance by the wider tenant

body at the Tenants’ and Residents’

Forum.

2. Our Housing Best Value Review Team

that includes the Cabinet Member,

Scrutiny Chair, senior tenant

representatives, staff representatives and

others.

3. Our Maintenance Focus Group of

councillors and tenant representatives. 

This reviews and oversees the procurement

process for Responsive Maintenance 

work and considers performance. This

Group also reviews project proposals/plans

for major repairs contracts. It also

considers new/innovative products prior to

their use, including participation in the

selection process for suppliers of major

components. Recent examples of this are

the selection of heating systems, kitchens

and external doors.

Furthermore, our Housing Forum looks at the

results of our three-yearly STATUS tenant

satisfaction surveys and highlights areas for

action. Focus Groups or tenants and potential

tenants/applicants are used to inform service

priorities and report to the Best Value Review

Team. The tenant satisfaction survey used for

Responsive Maintenance differs from the

more detailed satisfaction survey used for

Major Improvement work. The latter survey

form was introduced in early 2005 following

agreement by our Maintenance Focus Group. 

This section of the Business Plan looks at the

resources available to fund the delivery of the

landlord service. There are two elements to

the funding:



Revenue funding
The Housing Revenue Account (HRA) is

the revenue funding account. In summary, for

2005/2006:

● The main source of income is rents and

service charges totalling £16.9m

● Housing subsidy is a negative figure, 

ie - £4.5m is payable to the Government

● £3.1m is transferred to the Major Repairs

Reserve to pay for capital expenditure on

the housing stock

The position for future years remains 

broadly similar. HRA resources and the

Major Repairs Reserve are ring-fenced for

spending on the housing stock only. This

means they can not be used for other Council

spending programmes.

Capital Funding
The allocation of capital resources between

competing housing priorities is decided by our

needs and priorities. Out Housing Strategy

sets out SDC’s overall vision for affordable

and decent housing; one of the Council’s five

Key Priorities.

Beneath that Key Priority lie three objectives:

1. Delivering more affordable homes.

2. Meeting the Decent Homes Standard for

our own dwellings.

3. Ensuring more private sector homes meet

the Decent Homes Standard.

We have assessed the three-year investment

requirements of these priorities as £31.6m,

£15m and £27.3m respectively. Available

capital investment over the same three-year

period is £4.9m, £13.5m and £3.3m, taking

account of Council investment decisions to

support its strategy of a balanced housing

market.

We forecast that our resources, complemented

by those of the Housing Corporation, may

meet up to 38.3% of required investment to

provide new affordable homes. 90% of the

investment need of ou rown stock will be met

in the same period. In contrast, only 12.1% of

the investment needed to improve private

sector housing conditions will be provided

within the resources available to the Council.

The Housing Investment Programme (HIP),

in SDC’s Housing Strategy, sets out the

overall position. In summary, for 2005/06:

● The total funding available for 

housing programmes is £6.718m

● £5.028m is made available for spending

on the housing stock

● The remainder is to be used for affordable

housing developments and private sector

renewal

Financing for the £5.028m Housing Revenue

Account HIP expenditure comes primarily

through the Major Repairs Reserve

(£3.186m), with revenue contributions

making up the remainder (£1.842m).

This allocation of resources takes account of

the serious lack of affordable housing

identified in the Housing Needs Survey. It

also takes account of the Council’s other

spending priorities as set out in its Capital

Strategy and its medium-term financial plans.

Short- to Medium- Term analysis 
Appendix 7 provides the 30-year financial

analysis. There is a minor shortfall in the

resources available to fund the programme

needed to meet the minimum interpretation of

the Decent Homes Standard by 2010, but

will not enable us to maintain that standard

thereafter. It will also not allow us to improve

the housing stock to our Silver and Gold

Standards described elsewhere.

Required capital expenditure in 2005/06 is

£5.028m. Available resources will be able to

fund this level of capital expenditure in

2005/06. Deficits start to appear in capital

funding from year 3 (2007/08) onwards. By

2010 the deficit is £3.88m resulting in the

Decent Homes Standard not being met. The

cumulative deficit by year 30 between

available resources and required expenditure

will be £64.29 million.

This Business Plan assumes that there will 

be revenue contributions to the capital

programme (RCCO) from years 1-26

totalling £22.7million. RCCO can be

maintained only when there are sufficient

revenue balances available.

The HRA spending continues at broadly

consistent levels over the period, with HRA

balances being at the recommended level until

year 28 of the plan. Therefore it can be seen

that the Operating Account is viable and

sustainable into the long-term.

Long-term Analysis: 30 years
The short- and medium-term projections set

out in the HRA and HIP have been used to

develop a 30-year Financial Plan, in

accordance with Government guidance. 
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Expenditure
Repairs & Maintenance 3,337,000
General Management 3,456,500
Special Services 1,554,700
Increased Bad Debt Provision and

Capital Finance 121,600
Capital Charged to Revenue 1,842,000
Contribution to Major Repairs Reserve 3,186,000
Contribution to Government 7,474,000

20,971,800
Income
Dwelling Rents 14,990,000
Other Rents & Charges for 

Services & Facilities 1,590,600
HRA Subsidy 3,019,000
Interest Receivable 401,000
Other Income & Finance 380,300

20,380,900

Net Income 590,900

Stroud District Council 2005/6 HRA Original Estimates



The findings from the 30-year Financial 

Plan are:

● The HRA working balance is above the

minimum required level until 2032/33

(Year 28 of the 30-year Plan). There is a

reducing annual surplus on the HRA

despite the growth in management and

maintenance allowances, although this can

be explained by the use of RCCO to 

alleviate the pressures on the funding of the

capital programme. The Plan identifies a

deficit balance of £1.8m at the end of the 30

year period

● The major repairs and improvements

programme cannot be maintained at the

levels required as identified by the Stock

Condition Survey even with revenue

contributions to the programme. The

shortfall over the thirty year period totals

£64.29m
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Capital position Revenue position        

Year account goes     Revenue/capital  
Shortfall against required   below recommended   shortfalloccurs

investment               balance             

Year 6     Year 15     Year 30
2010/11   2019/20    2034/35                Year                         Year

£m           £m           £m 

Woolaways Retained

Base Model - Bronze  3.88  17.79   64.29  28    3

Standard & Woolaway       (2032/33)    (2007/08)

investment over 5 years

Supported Capital Expenditure   0.95   16.28    64.33   26    5

in the HRA & Woolaway    (2030/31)    (2009/10)

investment over 5 years

All RTB receipts for HRA    0    4.16    32.02    28     1

purposes and Woolaway     (2032/33)    (2015/16)

investment over 5years

Increased Management and 3.24    8.51    36.36    Not within    3

Maintenance Allowances and 30 years 2007/08)

Woolaway investment over

5 years

Woolaways Disposed

Bronze Standard and disposal 0 12.70 59.02 27 8

of Woolaways (2031/32)     (2012/13)

Silver Standard and disposal 0 17.40 84.17 27 7

of Woolaways (2031/32) (2011/12)

Gold (Stroud) Standard and 21.00 44.44 144.65 27 1

disposal of Woolaways (2031/32) (2005/06)

Impact of 
Sensitivity Testing



A number of options have been explored to

try to overcome the shortfall on capital

investment identified in the ‘Base Model’ has

been used to test the different options. This

involves changing different elements of the

financial plans to see what effect this has on

the outcome.

The results of these different sensitivity

analyses are summarised below with further

details in Appendix 8.

Priorities

A number of clear priorities emerge from this

Business Plan. There is a need to:

● Continue the programme of work to bring

all our homes up to the Decent Homes

Standard by 2010

● Maintain current spending on major

repairs and improvements to stock,

working on priorities identified through the

Stock Condition Survey

● Determine the most appropriate option

available to the Council for the future

delivery of services to tenants

● Deliver all landlord services to agreed

standards, while striving for continuous

improvement

● Consult with tenants and other

stakeholders on the arrangements for

management of our homes in the longer

term through the Option Appraisal

process

Our priorities for action are set out as a

SMART Action Plan.

These priorities have been derived from

careful examination of all the suggested

actions identified by the consultation,

benchmarking and other work undertaken in

the baseline analyses.

Priority has been given 

to improvements that can 

be made relatively easily and quickly. 

These are identified in the Action Plan 

as ACHIEVED (completed by July 2005)

or QUICK WINS (to be completed by

September 2005), followed by an

improvement plan over the next five years.

The year in which each improvement will be

made has been determined by resource

availability and the views of the councillors,

tenant representatives, staff, Lead Adviser

and Critical Friend who make up the Best

Value Review Team.

Recommendations of the Option
Appraisal Steering Group, July 2005
The Group found that:

● In a test of opinion the majority of tenants

supported stock retention

● SDC can meet the Decent Homes

Standard by 2010 and sustain it for

alimited period thereafter. However, this

would have an unacceptable impact

onother services

● A majority of tenants in the same test of

opinion indicated that transferring the

homes to a tenant-led Community

Gateway organisation should be explored

Conclusions

This Business Plan has set out a

comprehensive picture of how Stroud intends

to operate the landlord service in the short- to

medium-term, with some discussion of the

longer term.

The Business Plan for the landlord service is

affected by some external factors beyond our

control - in particular, Government rules on

rent levels, capital spending, and subsidies.

Stroud’s financial calculations show the

revenue position is viable in the long-term,

but there are significant problems in finding

the required investment needs of the stock as

identified in the Stock Condition Survey.

This Business Plan highlights that stock

retention does fund the Decent Home

Standard investment requirements up to

2010-11, provided that an alternative

solution is found for the Council’s 103

Woolaway dwellings. However, shortfalls in

funding would still start to occur after this

period. Stock retention will also not provide

sufficient funding to finance the higher

investment required under the ‘Silver’ and

Stroud (‘Gold’) Standards of stock

investment over the 30 years. A major

consultation exercise with tenants is currently

taking place in the form of an ‘Options

Appraisal’. The appraisal process has

produced financial projections for each of the

available options and all stakeholders are

currently being consulted on the results. The

outcome of the Options Appraisal will shape

the future of the Housing Service in Stroud

and this HRA BP feeds into that process.

Future Plans and Progress
Our Housing Forum will undertake annual

reviews of our HRA BP.

We will publish annual progress reports to

show how we are delivering the improvements

set out in our ActionPlan.

In addition, we will make monthly progress

checks and record evidence of completion. We

will discuss anticipated progress during team

meetings of each relevant service unit to

ensure we are working within the timetable of

our Action Plan.

ODPM assessment criteria
A copy of the ODPM Business Plan

Assessment Questions is attached at

Appendix 9.
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Priorities/Conclusions
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SMART Improvement Plan

● Rehousing

● Housing Standards

● Estate Management

● Rent Collection and Arrears

● Right to Buy

● Sheltered Housing

● Tenant Participation

● Responsive Maintenance and Void Reinstatement

● Housing Corporate Management
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SMART IMPROVEMENTS PLAN: Rent Collection and Arrears  ACHIEVED 
 
 

  
PRIORITY FOR ACTION 

 
MILESTONES 

 
PERFORMANCE 

TO DATE 
 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD 

OFFICER 

 
ACTUAL 

OUTCOME & 
DATE 

 

 
IP 

 
Q 

 
E 

 
 

O 
6 

Re-focus/continue joint 
working with Revs. & Bens. 
to achieve TQT status for 
respective BVPIs. 
 

 
- 

KM/JJ - ¼ly 
meetings 
SN/AM - monthly 
KT/EH - joint 
debt recovery 
team & HB 
Group. 

Achieve TQT in all 
recovery PIs by 
December 2006. 

 
ACHIEVED 

(+ ONGOING) 

 
All RAWG 

staff 

  
 
* 

  
 
* 

 
BA 
7 

Continue opportunities for 
Rent team staff to “shadow” 
HB staff to understand the 
basics of how a claim is dealt 
with and the problems that 
Section encounters; also joint 
training events too.  
 

Annual 
Appraisal 
round. 

 
 

ACHIEVED 

To maintain fully 
trained Rents staff 
in HB awareness. 
 

 
 

ACHIEVED 

 
 
Rent Arrears 

Working 
Group 

   
 
* 

 

 
BA 
8 

Continued work of RAWG in 
liaison with other partners, 
link organisations: action 
planning.   
 

3-monthly 
RAWG Action 
Plans. 

 
ACHIEVED 

Capturing ideas, 
initiatives, 
legislative charges, 
good practice 
through RAWG 
and partner 
organisations. 
 

 
 
 

ACHIEVED 

 
 
Rent Arrears 

Working 
Group 

  
 
* 

  

 
BA 
9 

Hold an ‘Arrears Away Day’ 
of staff to pool ideas - 
establish QUICK WINS 
checklist to improve 
collection rate (BVPI 66a). 
 

Prepare 
structure for the 
day. 
Implement. 
Review 
success. 

 
 

ACHIEVED 

Team Building. 
Improved 
understanding. 
Re-stating priority 
of rent collection. 
Improved collection 
rates. 

 
 

ACHIEVED 

 
Steve Neale 

/ Rent 
Arrears 
Working 
Group 

  
 
* 

 
 
* 

 
 
* 



SMART IMPROVEMENTS PLAN: Rent Collection and Arrears  YEAR 1 (by March 2006) 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE 
TO DATE 

 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD 

OFFICER 

 
ACTUAL 

OUTCOME & 
DATE 

 

 
IP 

 
Q 

 
E 

 
O 
10 

Investigate other methods of 
payment - ALLPAY / CO-OP. 
 

• Research 
• Organise 

presentation 
• Implementatio

n decision. 
 

To commence 
presentations 
including Revs. & 
Bens. Team on 4 
and 5 July. 

More choices, 
better access to 
pay → improved 
collection rates. 

 
YEAR 1 

QUICK WIN 

 
Eric Hatch / 

Kevin 
Topping / 

Lesley Hunt 

  
 
* 

 
 
* 

 
 
* 

 
O 
11 

Dedicate ‘Quiet Time’ for 
Rents staff to conduct 
arrears reviews. 
 

Change to duty 
rotas required. 

 
Implemented 

Focussed time to 
ensure accuracy of 
review process. 
 

 
YEAR 1 

(By 20 June 
2005) 

 
Helen 

Stables 
(amend duty 

rota) 
Kevin Pring / 
Hilary Smart 

 

  
 
* 

  

 
O 
12 

Re-work / Re-state NOSP 
explanatory leaflet for 
tenants. 
 

• Draft share 
with RAWG 

• Issue 

 
Implemented and 

in use 

• Punchier 
document 

• Assist improved 
collection rates. 

YEAR 1 
QUICK WIN 
(By 1 July 

2005) 
 

Dave 
Stables / 

Kevin 
Topping 

   
* 

 

 
O 
13 

Revise supporting 
information sheet used at 
pre-tenancy counselling / 
sign-ups.  ALSO Rents staff 
to attend sign-up sessions. 
 

 
 

- 

1-side A4 
message being 
drafted. 
Communication 
to all Area Team 
staff. 

Improved 
prevention of 
arrears. 

 
YEAR 1 

(By 1 July 
2005) 

 
Kevin Pring 

  
 
* 

  
 
* 

 
O 
14 

Review system arrears 
review process of North and 
South teams and ensure 
same reporting tools in use. 
 

Training required.  
 

Completed 

Consistent review 
process and 
application of 
reports. 

 
YEAR 1 

QUICK WIN 
(By 1 July 

2005) 

 
Dave 

Stables 

  
 
* 

  
 
* 

  
O 
15 

Revise / update all standard 
letters. 
 

• Re-draft 
• Circulate to 

RAWG 
• Implement with 

footer ‘slogan’ 
message. 

 

 
 

Completed 

Re-invent written 
message / 
warnings re: non-
payment. 

 
YEAR 1 

QUICK WIN 
(By 1 July 

2005) 

 
Keren Cetin 

/ Mandy 
Hockaday 

  
 
* 

 
 
* 

 



SMART IMPROVEMENTS PLAN: Rent Collection and Arrears  YEAR 1 
 

  
PRIORITY FOR ACTION 

 
MILESTONES 

 
PERFORMANCE 

TO DATE 
 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD 

OFFICER 

 
ACTUAL 

OUTCOME & 
DATE 

 

 
IP 

 
Q 

 
E 

 
 

BA 
16 

To run periodic Publicity 
Campaigns promoting rent 
payments. 
 

Research cost. 
Implement 

� Mailshots wk. 
comm. 20 
June 2005 

� Posters wk. 
comm. 27 
June 2005 

� Shelters wk. 
comm. 4 July 
2005 

� Footers on all 
letters by 4 
July 2005 

 

Improved collection 
rates 

 
 

QUICK WIN 
(By 4 July) 

 
 

Kevin 
Topping 

  
 
 
* 

  

 
BA 
17 

 

Continue to encourage 
payers to change to less 
expensive ‘set-up and 
forget about it’ method of 
payments.   
 

Mailshot of Direct 
Debit information 
to ‘Cash’ and Giro 
payers. 
 

Mailshots to be 
dispatched by 8 
July 2005. 

Improved 
collections at less 
cost. 

 
YEAR 1 

(By 8 July 
2005) 

 
Lesley Hunt 

/ Helen 
Stables - 

listing 
Ryan Wood 

- letter 
 

  
 
* 

  
 
* 

 
 

BA 
18 

 

Specific targeting i.e. by 
arrears outstanding by 
balance.  By payment 
profiling (weekly/fortnightly 
and monthly late payers) 
also by court orders/notices 
of seeking possession, 
more targeted visiting.  
 

 
 
 
 

- 

 
 

Implemented 

Improved 
collections. 

 
YEAR 1 

(By July 2005) 
QUICK WIN 

 
 

Kevin 
Topping / 
Eric Hatch 

  
 
* 

  

 
O 
19 

Investigate methods of 
working / working hours to 
maximise recovery. 
 

• Discussion at 
Area Team 
Briefings 

• Implement/ 
agree changes? 

 

To commence in 
July 2005. 

Targetted working 
hours to maximise 
collection rates. 

 
YEAR 1 

QUICK WIN 
(Start July 2005 

and roll out) 
 

 
Kevin Pring / 
Hilary Smart 

  
 
* 

  
 
* 



SMART IMPROVEMENTS PLAN: Rent Collection and Arrears  YEAR 1 
 

  
PRIORITY FOR ACTION 

 
MILESTONES 

 
PERFORMANCE 

TO DATE 
 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD 

OFFICER 

 
ACTUAL 

OUTCOME & 
DATE 

 

 
IP 

 
Q 

 
E 

 
BA 
20 

 

Investigate and report on 
the development of a 
single Rents Team as 
opposed to 2 Rents 
Teams working within 2 
Area Teams.   
 

 
 

- 

Proposals 
discussed with 
Team Leaders & 
staff. 
 
 

Re-structure of 
Rents Teams, 
responsibilities and 
ways of working. 
To sustain 
improved collection 
rates. 

 
YEAR 1 

(By December 
2005) 

 
Steve Neale 
/ Kevin Pring 

/  
Hilary Smart 

  
 
* 

  
 
* 

 
BA 
21 

Continuation or re-tender 
of former tenants’ arrears 
agency contract.   
 

• Advertise 
• Obtain 

expressions of 
interest 

• Invitations to 
tender 

• Evaluation 
• Award by 1 Jan 

2006. 

 
 
 
Not Commenced 

Receipt of 
competitive v.f.m. 
tender and 
continued good 
returns. 

YEAR 1 
(By January 

2006) 

 
 

To be 
confirmed 

  
 
* 

  
 
* 

 
 

BA 
22 

 

Investigate the potential 
for Rents staff to prepare 
and file, and attend 
County Court hearings 
without in-house Legal 
Officer involvement.  
Potential for streamlining 
turnaround times for 
Court applications and 
saving support costs.   
 

• Research 
• Options 
• Recommendat

ion 
 

 
 
 

Not yet 
commenced 

Potential to 
streamline process 
and costs. 

YEAR 1 
(March 2006) 

 
 

Kevin 
Topping / 
Eric Hatch 

  
 
* 

  
 
* 



SMART IMPROVEMENTS PLAN: Rent Collection and Arrears  YEAR 1 
 
  

PRIORITY FOR 
ACTION 

 
MILESTONES 

 
PERFORMANCE 

TO DATE 
 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD 

OFFICER 

 
ACTUAL 

OUTCOME & 
DATE 

 

 
IP 

 
Q 

 
E 

 
 

O, T 
23 

Review the 
arrangements for 
notifying tenants of the 
range of benefits 
available and 
encouraging take-up.  
Review Housing Benefit 
letters to ensure they are 
clear and 
understandable.  
Potential for HB forms to 
be available at sheltered 
schemes to avoid delays 
in posting, (potentially 
pre-paid envelopes 
made available also to 
assist in posting).   

• Will require 
liaison with 
Revs and Bens.
 

• Potentially 
through HB 
Liaison Group. 

 
 
 

Not yet 
commenced 

Improved HB take-
up. 
Additional 
assistance for 
older people 
simplification of HB 
advice. 

YEAR 1 
(March 2006) 

 
 

 
Rent Arrears 

Working 
Group 

   
 
 
* 

 

 
 
 

BA, T 
24 

 

Develop a Focus Group 
of tenants, councillors 
and staff to work 
alongside the officer 
Rent Arrears Working 
Group (RAWG) and to 
focus on improving the 
rent collection service for 
tenants and to enforce 
arrears recovery.  
Perhaps for a time-
limited period only to 
support the findings of 
the Benchmarking 
Project and the 
Improvement Plan for 
this service as part of the 
Best Value Review.   
 

• Feasibility. 
 

• Sound out 
Tenants’ 
Leaders/Comp
act Panel. 

 
 

Not yet 
commenced 

New ideas. 
 
Improved service 
and collection 
rates. 

YEAR 1 
(By March 

2006) 

 
 
Rent Arrears 

Working 
Group 

  
 
 
* 

 
 
 
* 

 



 

SMART IMPROVEMENTS PLAN: Tenant Participation  YEAR 1 
 
  

PRIORITY FOR 
ACTION 

 
MILESTONES 

 
PERFORMANCE 

TO DATE 
 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD OFFICER 

 
N 

 
TS 

 
EO 

 
BA/TR 

27 

Reinstate meetings for 
senior tenants’ 
representatives with 
senior housing 
management staff.   
 

• To meet on a 
monthly basis 

 
 

Senior USAP 
representatives now 
meet regularly with 
Head of Housing 
Management. 
 

Achieve a closer working 
relationship between 
tenants reps and senior 
managers. In turn improve 
tenants’ reps satisfaction 
levels. 

 
YEAR 1 
2005/06 

 
Steve Neale 

  
* 

 

 
BA 
28 

Carry out a study of 
the IT requirements for 
tenants’ groups, and 
draft a discussion item 
on different options 
and costs.   
 

• Discussion 
item to 
Housing 
Forum in 
January 2006 
 

 
 

Not started 

Make sure tenants get IT 
equipment that is suitable 
for their needs. 

 
YEAR 1 
2005/06 

 
Stuart Strathearn 

  
* 

 
* 

 
BA 
29 

Have a planned 
programme of 
computer 
upgrade/renewal for 
Housing Forum 
representatives and 
budget provision for 
this.   
 

 Discussed at Tenant 
Participation Compact 
Panel.  

Minimise future problems 
and service disruption for 
tenants. 

 
YEAR 1 
2005/06 

 
Stuart Strathearn 

  
* 

 

BA 
30 

Involve BME tenants in 
a Focus Group to 
discuss satisfaction 
levels with the service.  
 

• Consult with 
officers and 
Terms of 
Reference Panel 
in formulating 
questions- 

 
Not started 

Promote equal 
opportunities and service 
level for all.   Get the 
views of / give feedback to 
BME tenants to see how 
their level of satisfaction 
can be improved. 

 
YEAR 1 
2005/06 

 
Anne Dixon 

 
* 

 
* 

  
* 

 



 

 
 
SMART IMPROVEMENTS PLAN: Tenant Participation  YEAR 1 
 
  

PRIORITY FOR 
ACTION 

 
MILESTONES 

 
PERFORMANCE 

TO DATE 
 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD OFFICER 

 
N 

 
TS 

 
EO 

 
BA 
31 

Collect and analyse 
benchmarking data on 
the tenant participation 
service from our 
Nearest Neighbour 
Authorities.   
 

 
 

- 

Have contributed to 
other benchmarking 
exercises (e.g. 
Sedgefield and 
Alnwick DC). 

Compare service with 
others to show 
performance, show areas 
which could be improved 
and action results. 
 

 
 

YEAR 1 
2005/06 

 
 

Anne Dixon 

  
* 

 

 
BA 
32 

Work with Housing 
Youth Forum to 
discuss how to involve 
young people in the 
tenant participation 
service.  
 

• Attend 
Housing Youth 
Forum 
meeting 

 
- 

 
Not started 

Getting more young 
people to be involved in 
the housing service. 
 

 
YEAR 1 
2005/06 

 
Anne Dixon 

 
* 

  
* 

 
BA/TR 

33 

Setting up locally 
based tenant training 
for tenants’ 
representatives.  

Assess each year 
- 

Been considered by 
Terms of Reference 
Panel. 
 

Motivate and increase 
tenants skills and 
knowledge. 

 
EACH YEAR 

 
Anne Dixon / Stuart 

Strathearn 

  
* 

 
* 

 
BA/TR 

34 

Existing tenants’ 
representatives to take 
a lead in the support 
and development of 
new residents’ groups, 
supported by Tenant 
Participation Officers.   
 

Monitor quarterly 
by Tenant 
Participation Panel. 

All new groups have 
tenants 
representatives 
involved in setting 
them up e.g. Forest 
Green, Concorde 
SAP. 

Encourage more tenants 
to join Residents’ groups 
to improve their services/ 
local areas.. 

 
 

EACH YEAR 

 
 

Stuart Strathearn 

 
* 

  

 
BA/TR 

35 

Use the Grantfinder 
website to find other 
sources of funding for 
residents’ projects.   
 

 
- 

Tenant Participation 
Officer worked with 
Stroud MoTH on this. 

Empower tenants to 
access funding to improve 
their areas. 

 
EACH YEAR 

 
Stuart Strathearn 

  
* 

 



 

  
SMART IMPROVEMENTS PLAN: Tenant Participation  YEAR 1 
 
  

PRIORITY FOR 
ACTION 

 
MILESTONES 

 
PERFORMANCE 

TO DATE 
 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD OFFICER 

 
N 

 
TS 

 
EO 

BA/TR 
36 

Achieve the targets set 
for BVPIs in the 
Service Plan and local 
targets in the SDCHP 
(Tenant Participation 
Compact) and 
Neighbourhood 
Agreements.   

Monitor quarterly 
by Tenant 
Participation Panel 

In 2003/4 there were 
14 main areas of work 
identified in the 
SDCHP which had 
targets, 2 of which 
were exceeded, 6 
fully met, 5 partly met 
and 1 not met. 

Increase the number of 
tenants involved in their 
housing service (in 2005/6 
from 34.5% to 37.5%) 
Improve the working 
relationship between all 
parties to agreements, 
Keep all parties informed 
of what is being done and 
spread the word better, 
Encourage a year on year 
improved service to all 
tenants’ satisfaction,  
Relate to areas other than 
housing and be added to 
in future 

 
EACH YEAR 

 
Anne Dixon 

 
* 

 
* 
 

 
* 

 



 

SMART IMPROVEMENTS PLAN: Tenant Participation  YEAR 2 
 
  

PRIORITY FOR 
ACTION 

 
MILESTONES 

 
PERFORMANCE 

TO DATE 
 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD OFFICER 

 
N 

 
TS 

 
EO 

 
BA/TR 

37 

Establish another 2 
Neighbourhood 
Agreements, to 
include a Sheltered 
Housing Compact.  

 Consult with 
USAP to identify 
areas to be 
included in 
Compact and for 
shared vision on 
aims of the 
Compact 

 Set up a 
Sheltered 
Compact 
Consultative 
Group to work up 

 Consider best 
practice 

 Feed back to 
USAP and 
through 
sheltered 
schemes coffee 
mornings, as 
appropriate 

 Consult about 
Draft Compact at 
USAP, Tenants’ 
& Residents’ 
Forum and 
Housing Forum 

• Publish Compact 

 
Not started 

 
 

 
Encourage joint working 
with different agencies. 
Find out tenant priorities 
and gain service 
improvements. 

 
YEAR 2 
2006/07 

 
Anne Dixon / Stuart 

Strathearn 

 
* 

 
* 

 
* 



 

SMART IMPROVEMENTS PLAN: Tenant Participation  YEAR 2 
 
  

PRIORITY FOR 
ACTION 

 
MILESTONES 

 
PERFORMANCE 

TO DATE 
 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD OFFICER 

 
N 

 
TS 

 
EO 

 
BA/TR 

38 

Engage in training with 
outside organisations 
on how to get those 
under-represented 
groups involved.   

 
- 

Discussed at Terms 
of Reference Panel 
but not started yet. 

Gain knowledge / ideas 
on how to involve under-
represented groups. 

 
YEAR 2 
2006/7 

 
Anne Dixon / Stuart 

Strathearn 

 
* 

  
* 

 
BA/TR 

39 

Join in with other 
cultural groups 
activities, both locally 
and with the Council.   
 

 
- 

Discussed at Terms 
of Reference Panel 
but not started yet. 

Promote equal 
opportunities in tenant 
participation service. 

 
YEAR 2 
2006/7 

 
Anne Dixon 

   
* 

 
BA 
40 

Carry out yearly Focus 
Groups of randomly 
selected tenants who 
are not part of formally 
representatives tenants 
bodies.   
 

• Consult with 
officers and 
Terms of 
Reference 
Panel in 
formulating 
questions 

 

Focus groups for new 
tenants carried out 
this year as part of 
Housing Options 
process. 

Get the views of tenants 
from outside of 
recognised groups to help 
improve the service and 
their satisfaction. 

 
YEAR 2 
2006/7 

 
Anne Dixon / Stuart 

Strathearn 

 
* 

 
* 

 
* 

 
BA 
41 

Investigate the demand 
for reviving the 
Leaseholder edition of 
Keynotes and publish 
this if required.   
 

• Conduct a 
postal survey 
of leaseholders 

 

 
Not started 

 
Promote leaseholder 
involvement. 

 
YEAR 2 
2006/7 

 
Stuart Strathearn 

   
* 



 

SMART IMPROVEMENTS PLAN: Tenant Participation  YEAR 3 
 
  

PRIORITY FOR 
ACTION 

 
MILESTONES 

 
PERFORMANCE 

TO DATE 
 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD OFFICER 

 
N 

 
TS 

 
EO 

 
BA 
42 

Explore whether 
tenants’ 
representatives can 
have a role in all 
housing staff 
recruitment.   
 

 
- 

 
Not started 

 
Make tenant participation 
part of the culture of the 
organisation. 
 

 
YEAR 3 
2007/08 

 
Anne Dixon 

  
* 

 

 
BA 
43 

Investigate creating a 
tenant /leaseholder 
Equalities Working 
Group to complement 
the work of the 
Corporate Equalities 
Advisory Panel.   
 

 
 

- 

 
 

Not started 

 
 
Promote equal 
opportunities in the 
housing service. 

 
 

YEAR 3 
2007/08 

 
 

Anne Dixon 

 
 
* 

  
 
* 

 
BA 
44 

Investigate other ways 
of presenting 
participation options – 
such as using a menu 
format which gives a 
time commitment 
requirement for 
different participation 
activities (example 
Derbyshire Dales 
District Council).  
 

 
 
 

- 

 
 

Not started 

 
 
Increase participation in 
the service by promoting 
it differently. 

 
 

YEAR 3 
2007/08 

 
 

Anne Dixon 

 
 
* 

  
 
 
 

 



 

SMART IMPROVEMENTS PLAN: Tenant Participation  YEAR 4 
 

 
 
 

 
PRIORITY FOR 

ACTION 

 
MILESTONES 

 
PERFORMANCE 

TO DATE 
 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD OFFICER 

 
N 

 
TS 

 
EO 

          
 
SMART IMPROVEMENTS PLAN: Tenant Participation  YEAR 5/NO PRIORITY 
 

 
 
 

 
PRIORITY FOR 

ACTION 

 
MILESTONES 

 
PERFORMANCE 

TO DATE 
 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD OFFICER 

 
N 

 
TS 

 
EO 

 
BA/TR 

45 
 

Provide a Tenant 
Resource Centre in the 
North of the District.   
 

 
- 

 
No funding available 
– not started 

 
Provide a base for 
tenants to meet and 
share information. 

 
YEAR 5/ NO 
PRIORITY 
2009/10 

 
Anne Dixon  

 
* 

 
* 

 

 
  
\steve\SMART Action Plan T.Serv 



 
 
 
SMART IMPROVEMENT PLAN – Responsive Maintenance and Void Reinstatement 
 
 
INTRODUCTION 
 
The proposed list of improvements for this function has been compiled from: 
 
¾ the Baseline Analysis (BA) for this function 
¾ consultation (Cons) with Housing staff (O)  
¾ tenants (including residents of sheltered schemes) and councillors (TR) 
¾ town/parish councils and other internal and external partners (P) 
 
 
 
The source of the suggestions for an improvement can be identified from its prefix reference in the left-hand column of the table. 
 
All improvements are judged against and focussed on 3 key factors: 
 
 

1. Improved service to tenants (IST)  by continual improvement through the Maintenance Focus Group, feedback from customers and Officers.   
(LPIs LP1 and LP10) 
 

2. Improved performance (IP)   in terms of both Contractor and Officer performance measured by LPI R1 
 
 

3. Improved customer satisfaction (ICS) measured by responses to Customer Satisfaction Questionnaires (LPI R2) and the STATUS survey 
 
 
 
The link between improvements and the key areas shown above are shown by an asterisk * in the columns on the right hand side of the table. 
 
 
 
 
 



SMART IMPROVEMENTS PLAN:  RESPONSIVE MAINTENANCE ACHIEVED 
 

  
PRIORITY FOR ACTION 

 
MILESTONES 

 
PERFORMANCE 

TO DATE 
 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD 

OFFICER 

 
IP 

 
IST 

 
ICS 

 
BA 
1 

Analyse Technical and Voids Officer 
performance information and 
incorporate in suite of monthly 
performance monitoring information 
aligned to each responsive contract. 
 

 
 
 

- 

 
 
 

Achieved 

� Monitor 
performance within 
the Responsive 
Maintenance 
Contract. 

� Equalise workloads 
between Officers. 

 
ACHIEVED 

YEAR 1 

 
Hilary Smart 

 
* 

  

 
BA 
2 

Produce improved monthly 
performance monitoring and 
analysis information covering the 
full range of responsive 
maintenance services. 
 

 
 
 

- 

 
 

Achieved 

� Monitor 
performance within 
the Responsive 
Maintenance 
Contract. 

� Highlight areas in 
need of 
improvement. 

 

 
ACHIEVED 

YEAR 1 

 
Hilary Smart 

 
* 

  

 
BA/T

R 
3 

Upgrade the computer system in 
LKMC to enable it to be used for 
tenants’ representatives to order 
repairs directly. 
 

 
 

- 

 
 

Achieved 

� Increase 
empowerment of 
LKMC. 

� Give local base for 
Technical Officers. 

 
ACHIEVED 

YEAR 1 
 

 
Hilary Smart 

 
* 

 
* 

 

 
BA 
4 

Specifically monitor complaint 
letters that relate to Responsive 
Repairs and Voids Reinstatement to 
identify trends. 
 

 
 
- 

 
 

- 

Highlight areas for 
improvement in the 
service. 

 
ACHIEVED 

YEAR 1 

 
Hilary Smart 

   
* 



SMART IMPROVEMENTS PLAN:  RESPONSIVE MAINTENANCE ACHIEVED 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE 
TO DATE 

 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD 

OFFICER 

 
IP 

 
IST 

 
ICS 

 
 

BA/TR 
5 

Feedback for all tenants on the 
results of Repairs Satisfaction 
questionnaire through regular 
articles in Keynotes newsletter 
Report regularly to MFG on all 
complaints and their 
outcomes/resolutions. 
 

 
 
- 

 
 
- 

Improve tenant 
participation in 
Responsive 
Maintenance. 

 
ACHIEVED 

YEAR 1 

 
Hilary Smart 

   
* 

 
ConO 

6 

Send notification Sheltered Housing 
Scheme Managers when orders are 
raised for work at their scheme, 
including identification of specific 
officer responsible for liaising with 
scheme managers and tenants. 
 

 
- 

 
- 

Keep Scheme 
Managers informed 
regarding activity on 
their Scheme. 

 
ACHIEVED 

YEAR 1 

 
Angie 

Spooner 

 
* 

 
* 

 

 



SMART IMPROVEMENTS PLAN:  RESPONSIVE MAINTENANCE YEAR 1 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE 
TO DATE 

 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD 

OFFICER 

 
IP 

 
IST 

 
ICS 

 
BA/TR 

7 

Fully implement repairs by 
appointment scheme offering 
tenants 3 appointment slots. 
 

Trial complete 
June 

 
 

- 

Improved the service to 
tenants. 

 
YEAR 1 

 
Hilary Smart 

  
* 

 
* 

 
BA 
8 

Carry out further comparison with 
local authorities that are CIPFA 
‘Nearest Neighbour’ authorities. 
 

� Compile 
questionnai
re. 

� Analyse 
results. 

 
Not started 

� Benchmark our 
services against 
others. 

� Highlight areas in 
need of 
improvement. 

 

 
YEAR 1 

September 2005 

 
Hilary Smart 

 
* 

  

 
BA 
9 

Decrease void turnaround time to 
25 days following the introduction of 
the new contract in the South Area. 
 

� South Area 
Responsive 
Maintenanc
e Contract 
starts 1 
October 
2005. 

 
 

- 

 
 

- 

 
YEAR 1 

December 2005 

 
Hilary Smart 

 
* 

  

 
BA 
10 

Ensure planned and responsive 
meetings are regularised and held 
at least quarterly (possibly bi-
monthly). 
 

� Draw up 
meeting 
timetable. 

� Book 
venues. 

� Inform staff. 

 
 

- 

Improve communication 
and working 
relationship between 
the sections. 

 
June 2005 

 
Dave Stables 

 
* 

  

 
BA 
11 

Add diversity monitoring and code 
of conduct questions to the Tenants 
Satisfaction Questionnaires when 
they are next reprinted. 
 

  
 

- 

Monitor equality and 
diversity in the delivery 
of the Responsive 
Maintenance service. 

 
YEAR 1 

December 2005 
(or when reprint 

is needed) 

 
Hilary Smart 

  
* 

 

 



SMART IMPROVEMENTS PLAN:  RESPONSIVE MAINTENANCE YEAR 1 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE 
TO DATE 

 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD 

OFFICER 

 
IP 

 
IST 

 
ICS 

 
BA/TR 

12 
 

Report on the outcomes of New 
Tenancy Questionnaires to the 
MFG ¼ly  where they relate to 
repair issues. 
 

 
 

- 

 
 

- 

� Monitor the 
satisfaction of the 
void standard. 

� Highlight areas in 
need of 
improvement. 

 
YEAR 1 

August 2005 
(next meeting) 

 
Hilary Smart 

   
* 

 
BA/TR 

13 

Introduce tenant attendance to 
contractor liaison meetings in the 
South Area. 
 

 
- 

 
- 

Increase involvement of 
tenants within the 
service. 

 
YEAR 1 

October 2005 

 
Hilary Smart 

  
* 

 

 
BA/TR 

14 

Introduce ¼ly contractor 
attendance to MFG meetings in the 
South Area. 
 

 
- 

 
- 

Allow MFG to closely 
monitor performance of 
contractors. 

 
YEAR 1 

November 2005 

 
Hilary Smart 

  
* 

 

 
BA 
15 

Introduce appointment slots for 
Technical Officer visits to tenants. 
 

Trial December 
2005. 
If successful 
implement 
February 2006. 

 
 

- 

Improved the service to 
tenants. 

 
YEAR 1 

February 2006 

 
Hilary Smart 

  
* 

 
* 

 
BA 
16 

Revise and update Responsive 
Repairs and Void Reinstatement 
procedures and maintain under 
review through MFG and the like. 
 

 
 

- 

 
 

- 

� Introduce 
improvements to 
the procedures. 

� Ensure uniformity 
in service delivery. 

 
YEAR 1 

June 2005 

 
Hilary Smart 

 

 
* 

  



SMART IMPROVEMENTS PLAN:  RESPONSIVE MAINTENANCE YEAR 1 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE 
TO DATE 

 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD 

OFFICER 

 
IP 

 
IST 

 
ICS 

 
BA 
17 

Compare the Responsive Repairs 
performance of the Council against 
that of LKMC as part of the Estate 
Agreement. 
 

New contract 
starts October 
2005. 

 
 

- 

� Benchmark out 
services against 
others. 

� Highlight areas in 
need of 
improvement. 

 
YEAR 1 

August 2005 

 
Kevin Pring 

 
* 

  

 
BA 
18 

Analyse the causes of the drop in 
the average weekly cost of 
maintenance. 
 

 
 

- 

 
 

- 

� Establish possible 
trends in 
expenditure. 

� Highlight 
anomalies within 
budgets. 

 

 
YEAR 1 

February 2006 

 
Hilary Smart 

 
* 

  

 
 

BA 
19 

Hold quarterly consultation 
meetings with technical staff to look 
at service issues and improvements 
(e.g. Planned/Responsive liaison 
group). 
 

 
 
- 

 
 

- 

� Ensure uniformity 
in service delivery. 

� Highlight areas for 
improvement in the 
service. 

 
YEAR 1 

December 2005 

 
Hilary Smart 

 
* 

  

ConT/ 
TR 
20 

Improve tenant satisfaction with 
responsive maintenance. 
 

 
- 

 
- 

 
- 

 
- 

 
- 

   
* 

 
BA 
21 

Report regularly to MFG on all 
complaints and their 
outcomes/resolutions. 

 
 
- 

 
 
- 

Allow MFG to monitor 
service levels and drive 
service improvements. 

 
YEAR 1 

November 2005 
(Next MFG 
meeting) 

 
Hilary Smart 

   
* 

 



 
SMART IMPROVEMENTS PLAN: Responsive Maintenance YEAR 2 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE 
TO DATE 

 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD 

OFFICER 

 
IP 

 
IST 

 
ICS 

          
 
 

SMART IMPROVEMENTS PLAN: Responsive Maintenance YEAR 3 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE 
TO DATE 

 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD 

OFFICER 

 
IP 

 
IST 

 
ICS 

          
 
 

SMART IMPROVEMENTS PLAN: Responsive Maintenance YEAR 4 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE 
TO DATE 

 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD 

OFFICER 

 
IP 

 
IST 

 
ICS 

          
 
 

SMART IMPROVEMENTS PLAN: Responsive Maintenance YEAR 5 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE 
TO DATE 

 

 
REALISTIC 
OUTCOME 

 
COMPLETION 

DATE 

 
LEAD 

OFFICER 

 
IP 

 
IST 

 
ICS 

          
 
 



 
SMART IMPROVEMENT PLAN –  HOUSING CORPORATE MANAGEMENT  

 
 
INTRODUCTION 
 
The proposed list of improvements has been compiled from: 
 
¾ Baseline Analyses (BA) of service areas,  
¾ Consultation exercises with Housing staff (O),  
¾ Contractors  ( C )  
¾ Tenants (including residents of sheltered housing schemes) and councillors (T),  
¾ Parish councils and other internal and external partners (P). 

 
 The source of the suggestion for an improvement can be identified from its reference prefix in the left hand column of the table. 
 
All improvements are focussed on three Key Areas: 
 
¾ Decent Homes (DH)   achieving all homes decent by 2010, (BVPI 184a) 

achieving top quartile performance in the interim  (BVPI 184b) 
 

¾ Improved Efficiency (IE)  benchmarking,  Gershon review efficiency performance, value for money, provision of service, e-govt. 
 

¾ Quality and Satisfaction (Q & S) Tenants satisfied with Quality of Service (BVPI 84a) and  
Improving results of Tenants satisfaction surveys for individual projects. 
Consultees are satisfied with service delivery 
 

¾ Ensuring Future Service Viability (FS) enabling the service to be delivered in future years 
 
The link between the improvements and key areas is shown on the plan, by a star in one or more of the three columns on the right hand side of the table. 
 
Where improvements are related to existing Best Value Performance Indicators (BVPI) or Local Performance Indicators (LPI) these are referred to in the 
“Realistic Outcome” column 
 
 



SMART IMPROVEMENTS PLAN:  Housing Corporate Management Achieved
  
 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE TO 
DATE 

 

 
REALISTIC 
OUTCOME 

 
COMP. 
DATE 

 
LEAD 

OFFICER 
D

H
 

IE 

 Q
 &

 S 

FS 

O 
1 

Provide information to staff 
about changes as a result of 
the Review to demonstrate 
progress 

- Achieved 
Officers are 
informed by 
circulation and 
briefing at team 
meetings 

Staff are informed of 
proposed changes due to 
the list of improvements 

May 2005 Steve 
Neale/Jon 

Shaw 

  �  

O 
2 

Encourage Team Leaders 
to report successes and 
achievements by e.g. 
Service Plans, Team 
Briefings, Proposing press 
releases, E-News, Email 
alerts, Members Weekly 
Bulletins, SDC Newsletter 
and Keynotes. 

- Successes are 
reported at Team 
Briefing sessions, 
listed in the eNews 
and included in each 
Service Plan 

Information regarding 
individual and team 
successes are made 
known to all officers. 

April 
2005 

Team  
Leaders/ 
Heads of 
Service 
 

  �  

 



SMART IMPROVEMENTS PLAN:  Housing Corporate Management        Quick Wins – within 3 months 
 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE TO 
DATE 

 

 
REALISTIC 
OUTCOME 

 
COMP. 
DATE 

 
LEAD 

OFFICER 
D

H
 

IE 

Q
 &

 S 

FS 

BA 
3 

Achieve Fit For Purpose of 
the Housing Revenue 
Account (HRA) Business 
Plan 

Housing Forum 
19/7/05 

Circulated as draft 
for consultation 
11/7/05 
 

HRA Business Plann 
awarded ‘Fit For Purpose’ 
rating 

July 
2005 
 

Jon Shaw   � � 

BA 
4 

Agree and implement 
processes for gathering, 
maintaining and analysing 
stock condition data 

Housing Forum 
19/7/05 

Circulated as draft 
for consultation 
11/7/05 
 

Processes in place that 
can be used for gaining 
accurate information for 
Planned Maintenance and 
the Business Plan 

July 
2005 
 

Jon Shaw � � � � 

P 
5 

Clarify delegated authority 
to officers to act on issues 
raised by the public.  (Parish 
comment:  Officers answer 
queries but have no 
authority to take appropriate 
action). 

- Ratification of the 
Constitution 
annually by full 
Council declares 
delegated authority 
to officers 

Clear lines of 
communication and 
delegated authority 

May 
2005 
 

Strategic 
Team/Heads 
of Service 

  �  

 
 



SMART IMPROVEMENTS PLAN:  Housing Corporate Management                YEAR 1 (by March 2006)  
 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE TO 
DATE 

 

 
REALISTIC 
OUTCOME 

 
COMP. 
DATE 

 
LEAD 

OFFICER 
D

H
 

IE  

Q
 &

 S 

FS 

BA 
6 

Conduct a benchmarking 
comparison exercise for 
Support Service costs to 
the Housing Function 

- Meeting organised for 
June 2005 to initiate 
process 

Information regarding 
Management costs 
comparative to similar 
Local Authorities 

September 
2005 

John Levis  �  � 

BA 
7 

Attain 100% Implementing 
Electronic Government 
compliance 

- 78% currently 
attained. 

All services available to 
customers on-line – 
BVPI 157 

December 
2005 

Corporate 
IT/Lesley 
Hunt 

 � �  

O 
8 

Implement the Customer 
Care policy to best fit the 
needs and service 
standards determined for 
tenants. 

- Draft Customer Care 
Policy in circulation 

Staff are familiar with 
the Customer Care and 
Service Standards 
policy and have 
received training where 
appropriate. 

December 
2005 

Joanne 
Jordan/Head
s of 
Service/Unit 
Leaders 

 � �  

O 
9 

Restate and clarify to staff 
the Council’s policy on 
dealing with long-term 
sickness absence insofar 
as it relates to temporary 
staff appointments. 

- Policy on Long-term 
sickness absence is 
on The Hub for 
officers to view. 

Officers are aware of 
the long-term absence 
policy and how it relates 
to the appointment of 
temporary staff. 

July 2005 Lesley Hunt   �  

BA 
10 

Ensure management of 
the Supporting People 
funding earmarked for 
Gloucestershire and 
consequentially for Stroud 

Research ‘Hub’ 
pilot 
Present Bid to 
Supporting People 
Team 

Research commenced 
Site visit organised 
Bid to be formalised 
by 19 August 

Successful pilot 
Diversity of support role 
from scheme-based to 
community-based 
support 

Bid by 
August 
2005 
Start April 
2006 

Pam 
Pemberton 

 �   

 



SMART IMPROVEMENTS PLAN: Housing Corporate Management  -  Year 2  (April 2006 – March 2007)
  
 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE TO 
DATE 

 

 
REALISTIC 
OUTCOME 

 
COMP. 
DATE 

 
LEAD 

OFFICER 
D

H
 

IE 

Q
 &

 S 

FSV 

BA 
11 

Improve the profile of the 
Housing Service on the 
Council’s website. 

- Included in IT Plan Housing displayed on 
the front page of the 
Council’s website. 

Spring 
2006 

Gareth 
Llewellyn/St
eve Neale 

 � �  

O 
12 

Invite key staff to briefing 
meetings, “a day in the life 
of ….” at Proud of Stroud 
sessions to improve 
understanding of job roles 
and responsibilities. 

- Suggestion made to 
Proud of Stroud 
Working Group. 

Increased awareness 
of other services 
within the Authority 
and particular job 
roles 

Mid 2006 Lesley Hunt   �  

O 
13 

Seek ways of breaking 
down perceived barriers 
between senior 
management and staff.  
Suggestions include ‘Back 
to the Shop Floor’ days, 
staff conferences, staff 
suggestion scheme and 
closure of the office for 
short periods to enable 
communications and 
exchange of views 
between staff of all levels. 

 Staff Suggestion 
Scheme in place. 
 
Proud of Stroud 
sessions held 
quarterly 
 
Rent Arrears ‘Away 
Day’ 
 
Head of Service 
attends Team Brief 
when appropriate 
 
Pay Review Focus 
Group 

Awareness of roles 
 
Senior management 
seen more on floor 

December 
2005 

Jon 
Shaw/Steve 
Neale 

 � �  



SMART IMPROVEMENTS PLAN: Housing Corporate Management  -  Year 2  (April 2006 – March 2007)
  
 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE TO 
DATE 

 

 
REALISTIC 
OUTCOME 

 
COMP. 
DATE 

 
LEAD 

OFFICER 
D

H
 

IE 

Q
 &

 S 

FSV 

BA 
14 

Implement remaining 
modules of the integrated 
Housing Management 
computer system and 
ensure that existing 
modules are used to full 
capability 

Release of completed 
Anti-social Behaviour 
and Service Charges 
modules by Northgate. 

Anti-social 
Behaviour 
information 
gathering 
completed.  Service 
Charge module 
previewed June 
2005. 

Fully operational 
modules in use and 
users aware of full 
capabilities of the 
integrated system. 

May 2006 Lesley Hunt  � �  

 



SMART IMPROVEMENTS PLAN:  Housing Corporate Management  –  Year 3 (April 2007-March 2008) 
 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE TO 
DATE 

 

 
REALISTIC 
OUTCOME 

 
COMP. 
DATE 

 
LEAD 

OFFICER 
D

H
 

IE  

Q
 &

 S 

FSV 

BA 
15 

Undertake consultation 
leading to a decision on 
the introduction of a 
Choice Based Letting 
scheme including medical 
assessment 

- - A Countywide Choice 
Based Lettings scheme 

June 2007 Sue 
Leighton-
Boyce 

 � �  

BA 
16 

Achieve an excellent 
rating at the next 
Comprehensive 
Performance Assessment 

- 2004 – Award of 
Good and Improving 
rating 

Excellent rating 2007 Steve 
Neale/Jon 
Shaw 

 � � � 

O 
17 

Seek ways to improve 
filing and to free space for 
quiet working and meeting 
rooms including exploring 
and reporting on the 
business case for 
document imaging. 

- - Implementation of a 
document imaging 
system 

Dec 2007 Lesley Hunt  � �  

 



SMART IMPROVEMENTS PLAN:  Housing Corporate Management  -  Year 4  (April 2008-March 2009) 
 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE TO 
DATE 

 

 
REALISTIC 
OUTCOME 

 
COMP. 
DATE 

 
LEAD 

OFFICER 
D

H
 

IE 

Q
 &

 S 

FSV 

 
 

          

 



SMART IMPROVEMENTS PLAN:  Housing Corporate Management  -  Year 5  (April 2009-March 2010) 
 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE TO 
DATE 

 

 
REALISTIC 
OUTCOME 

 
COMP. 
DATE 

 
LEAD 

OFFICER 
D

H
 

IE 

Q
 &

 S 

FSV 

 
 

          

 



SMART IMPROVEMENTS PLAN:  Housing Corporate Management  -  No Year Assigned 
 
 
  

PRIORITY FOR ACTION 
 

MILESTONES 
 

PERFORMANCE TO 
DATE 

 

 
REALISTIC 
OUTCOME 

 
REASON 

NOT 
INCLUDED 

 
LEAD 

OFFICER 
D

H
 

IE  

Q
 &

 S 

FSV 

T 
18 

Increase the amount of 
affordable housing and 
temporary accommodation 
and include play areas in 
schemes. 

   Outside 
scope of 
the review 

     

T, O 
19 

Consider the 
establishment of a One 
Stop Shop in Berkeley 
Town Council Offices. 

   Outside 
scope of 
the review 

     

T 
20 

Seek ways to restrict rent 
and Council Tax 
increases. 

   Outside 
scope of 
the review 

     

 



Councillor John Jeffreys

Cabinet Member for Housing

cllr.john.jeffreys@stroud.gov.uk

David Hagg

Chief Executive

Tel: 01453 754290

david.hagg@stroud.gov.uk

Kelvin May

Strategic Director

Tel: 01453 754450

kelvin.may@stroud.gov.uk

Jon Shaw

Head of Housing Standards

Tel: 01453 754097

jon.shaw@stroud.gov.uk

Steve Neale

Head of Housing Management

Tel: 01453 754150

steve.neale@stroud.gov.uk

Other Contacts:

Finance

John Levis

Tel: 01453 754121

john.levis@stroud.gov.uk

Major Repairs & Improvements

Stephen Chalmers

Tel: 01453 754070

stephen.chalmers@stroud.gov.uk

Rehousing

Sue Leighton-Boyce

Tel: 01453 754063

sue.leighton-boyce@stroud.gov.uk

Tenant Services Manager

Anne Dixon

Tel: 01453 754164

anne.dixon@stroud.gov.uk

Area Manager (North)

Hilary Smart

Tel: 01453 754155

hilary.smart@stroud.gov.uk

Area Manager (South)

Kevin Pring

Tel: 01453 754161

kevin.pring@stroud.gov.uk

STROUD DISTRICT COUNCIL
www.stroud.gov.uk

Council Offices Tel: (01453) 766321
Ebley Mill  Stroud Fax: (01453) 750932
Gloucestersire
GL5 4UB

Housing Forum Members as at June 2005

Councillor Chair Tenant Chair

Councillor Elisabeth Bird Mr Ron Gore 

Cam, Dursley & Wotton Sheltered 

Accommodation Panel (CD&WSAP)

Vice Chair Vice Chair

Councillor John Hudson Sue Griffiths

Stroud (MoTH) Residents’ Association

Other Members

Councillor Charlie Burling Barbara Powell

Woodfields Residents Association (WRA)

Councillor Joe Forbes

Councillor John Gowers Colleen McGillicuddy

Councillor  Gwen Belcher SEESAP (Stonehouse, Ebley & 

Eastington Sheltered Association Panel)

Councillor Brian Marsh Dee Wright (TARA)

Trinity Active Residents’ Association

Councillor Tony Shortt

Councillor Rob Winter Sandra Mutton

Tenants Village Voice 

Tony Hancock 

Top of Town Community Association 

(TOTCA)

Madeleine Stinchcombe 

Sunnyhill Residents’ Association (SRA)

Sally Millett 

Forest Green Residents Association 

(FGRA)

STROUD DISTRICT COUNCIL
www.stroud.gov.uk
This Council has an environmental management 
system and its environmental performance is 
reported to the public in accordance with the 
Eco-Management and Audit Scheme for UK
Local Government, within the framework of 
the EC Scheme.

Registration number: UK/U/0000034 INVESTOR IN PEOPLE

Environmental Statement

We are concerned about the environment. This 

document has been produced to meet the requirements 

of Stroud District Council’s active initiative on 

conserving the environment.

We have printed this document on paper and board 

which is produced using a totally chlorine-free process,

made from pulp from sustainable forests.

The document has been designed and produced within 

the Stroud District which means the environmental effect

from transport and distribution is as low as possible.




