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NK News

THE GARDEN COMPETITION
RESULTS ARE IN

Our garden competition was run
this year to try to find gardens our
tenants were proud of. There were
prizes for the categories of pots
and baskets, family gardens, most
improved gardens and best garden,
which were sponsored by Glendale.
As usual, the standard of the
entries was very high and our
judges saw the effort, creativity
and pride you take in your gardens.
Congratulations to the winners
who will receive a certificate and
gift vouchers. Thank you to all
who took part in ensuring the
competition was a success.
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BASKETS
AND POTS

1st place – Mrs Cuckney, Ruskington
2nd place – Mr Robinson, Billinghay
3rd place – Mr and Mrs Christian, Branston

FAMILY
GARDEN

1st place – Mr and Mrs Christian, Branston

MOST
IMPROVED
GARDEN

1st place – Mr and Mrs Clemments, Brant Broughton
Joint 2nd place – Mr and Mrs Durdin, Welbourn
Mr and Mrs Elvidge, Heckington

BEST
GARDEN

1st place – Mr and Mrs De Winter, Wilsford
2nd place – Mr and Mrs Wakelin, Helpringham
3rd place – Mr Robinson, Billinghay
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PAY TO STAY

The Pay to Stay scheme was
outlined in the Housing and
Planning Act 2016. Pay to Stay
means that if your household
income is more than £31,000 per
year, you will need to pay more
rent. At present we don’t have
all the details of how the scheme
will be introduced, however we
will keep you informed as further
information becomes available. It
is expected to start in April 2017.

and your spouses or partners.
It is expected that all taxable
income will be considered.
What happens if I don’t
give the Council the
information it needs?
We may be able to charge you
the full market rent for your
property. We may reduce this
to the correct amount once you
have provided the information.

Will I be affected by Pay to Stay?
If you are currently in receipt of
Housing Benefit or Universal
Credit the scheme will not apply
to you. All other tenants will need
to provide us with their income
information so their household
income can be assessed.
Household income means the
income of tenants or joint tenants,
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How much will my rent
be increased?
If your household income is
above the threshold of £31,000
per year, your rent will increase
by 15 pence for every pound you
earn above the threshold. This
means, for every £1,000 you earn
above the threshold, your rent
will increase by £150 per year

– around £12.50 per calendar
month, or £3.12 per week.
If you are affected by the scheme,
we will notify you of the exact
amount that you are required
to pay once your household
income has been assessed.
What will the Council do with
the additional rent it receives?
We have to give any extra rent
collected through Pay to Stay
to the government. We are not
allowed to keep the extra rent,
so we can’t invest it in improving
homes or building new housing.
What if I want further information?
If you would like to discuss the
scheme with someone, please
contact the Tenancy Services
team on 01529 414155.

TREE ISSUES

Tree issues can affect many
of us at all times of the year.

and make an assessment
of your circumstances.

If you have a tree in your garden,
as part of your tenancy, it is
your responsibility to maintain
it. If you feel your tree needs
trimming, you need to inform
your Housing Officer who will
liaise with our Tree Officer and
assess the work required. Any
works required would be at your
own expense. However, you
may be able to undertake the
works yourself following the Tree

Please note the Council does not:
• Trim hedges or cut
trees between March
through to September
• Carry out work to control the
fall of leaves, seeds or fruit.
Officer’s recommendations.
Help is available for tenants
unable to maintain trees at
their property. If this the case,
your Housing Officer would
need to attend your property

If you require further information,
please refer to the Council’s
website www.n-kesteven.gov.uk
or contact Tenancy Services
on 01529 414155.
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DO YOU THINK APPEALS
ARE OF A WASTE OF TIME?

Who do you think deals
with your appeal?

and sit on the panel to help
provide a balanced decision).

•

It’s really simple to appeal.

•
•

Council officers who made the
decision in the first place?
Your area Housing Officer?
Or just anybody that has
time to look at it?

There’s a panel specifically
set up to help both sides
settle the problem.
Who’s on the panel?
The panel is made up of three
people who have had no
hand in making the decision
you’re unhappy with.
An elected District Councillor, the
Head of Housing and Property,
and a Tenant Representative
(Tenant Representatives are
NOT employed by the Council
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You reply to the letter that tells
you about the decision you’re
unhappy with and tell them you
would like to appeal. They pass
your request to the appeals
team who take it from there.
You’ll be contacted with all
the information you need and
given a convenient date for
the appeal to take place.
Both sides will be invited to
meet the panel and put their side
forward and you will be able to
ask questions of the officer who
made the decision in the first
place. You don’t have to come
if you prefer not to, or you can
bring somebody with you.

After the meeting, the panel
privately discusses all
the information given and
makes a decision to either
uphold the appeal or agree
with the initial decision.
Sometimes the questions asked
may raise the need to gather
more information or trigger legal
issues that must be addressed,
which can delay an immediate
decision by the panel; but in
every eventuality the tenant
will be kept in the loop.
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TENANTS’ GUIDE
TO WATER HYGIENE

Legionella can be found in most
water systems and there is no risk
if it is kept to an acceptable level.
In domestic properties the risk of
Legionnaires’ disease is very low
and by following the guidelines
below you can keep the risk low.
What is Legionnaires’ disease?
Legionnaires’ disease is a form
of pneumonia. Anybody can
catch it, but it is more likely to
affect those who are susceptible
because of factors such as
age, illness or low immunity.
People catch Legionnaires’
disease by inhaling small droplets
of water suspended in the air,
which contain the bacteria.
You cannot get Legionnaires’
disease from drinking water.

Ways you can prevent it:
The risk is bacteria breeding
in stagnant water.
• If any taps in a property
are not used for one week
or more, each tap should
be run or flushed for a
minimum of three minutes
• If your property is empty for
long periods of time, i.e. over
two weeks, the hot and cold
taps and shower should be
flushed for a minimum of
three minutes and cleaned
• Shower heads should be
flushed out on a regular basis

•

Flush for a minimum of
three minutes or use
the outlets regularly

For more information
visit the Council’s website:
www.n-kesteven.gov.uk/
legionnaires or phone:
01529 414155 and ask
for Property Services.

The risk of bacteria breeding in
limescale.
• Keep tap and shower
heads free from limescale
where possible.
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WEED OR KNOTWEED
THAT IS THE QUESTION

Our surveyors have had
increased queries about
Japanese Knotweed.
What is Japanese Knotweed?
It’s an aggressive plant that was
first discovered growing on the
sides of volcanoes in Japan.

If left untreated, the plant can
grow at a rate of more than a
metre per week. The damage
caused by its roots and stems
costs the economy around £166
million every year in weed control
and property devaluation.

But fear not, as your landlord it
is our responsibility to deal with
the safe removal of the plant.
Your responsibility is to
simply report it to us if
you come across it.

However, these plants can pose
a serious threat to our properties
as they can affect buildings,
foundations and drains.
The plant cannot be dug out of
the ground, making it difficult
to get rid of all of the roots
effectively. If the slightest bit
of its roots are missed in the
process, it will rapidly regrow.

FOR ALL QUERIES
Or further information, please
call Property Services on:

01529 414155

DOS AND DON’TS
Don’t:
Don’t:
Don’t:
Don’t:

Do:
Do:
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Cut or trim down green or treated Japanese knotweed growth
Treat the Japanese knotweed yourself with herbicide
Disturb the ground within 2-3m of the Japanese knotweed
Dispose of any material, or ground within 5m of the knotweed, off site

Leave the Japanese knotweed alone
Allow us to access the property to treat the knotweed

WELCOME TO THE

ANNUAL REPORT

Welcome to the latest annual report to tenants, which
shows you what the housing and property service
achieved between April 2015 and March 2016.
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WELCOME
The last year has seen
further significant
advances in our
commitment to provide
more, better, safe, secure,
quality homes for you
and your families.
As we roll-out a
programme of continuous
improvements to the
homes we already provide, we are constantly
seeking new opportunities to add more houses
and to enhance what we have whereever we can.
Cllr Marion Brighton OBE
Leader

In the last year this has seen us embark on the
Council’s biggest ever investment plan – an £8.9m
regeneration of Sleaford’s Newfield Road renovating
60-plus old houses and building 18 new ones;
expanding bungalow provision for older people
in North Hykeham; and the pioneering move to
build the most energy efficient council houses in
the county within a new complex in Heckington.
We are doing this whilst maintaining and
enhancing the standard of all of our homes.
And we are also doing all of this in the face of
difficult financial times and reduced incomes,
not least lower rents which have proved
to be good news for you, our tenants.
Our performance over the years – and your
satisfaction with what we do, as shown
in your survey results – has remained
high and we are very proud of this.
We are committed to carrying on with the best
possible levels of service we can in all of the areas
where you have come to expect it and pledge
to push the boundaries, to maintain our strong
record and to keep on building wherever we can.
At North Kesteven we are as passionate
about making comfortable homes from
decent houses as you are and I thank all
of you, as tenants, for the part you play as
we all pull together towards that goal.
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Michael Kelleher
Head of Service

Welcome to the
latest annual report
to tenants. This
report is produced
with the help of
the Challenge
Group, which is
a group made up
of council officers
and tenants
working together.

As this is your report the emphasis has
been on providing information that you
will hopefully find useful and informative.
The year was a busy one for the
service with work commencing on the
regeneration of Newfield Road, the
Council’s largest ever regeneration project
and important structural work continuing
at Hutson Drive and St John’s flats. You
can read more about these inside.
The year was challenging too. The
Government announced that with effect from
1 April 2016 rents would be reduced by 1%
per year for four years in a row. This meant
that the Council would have less money
to invest in the services it provides. We
successfully reviewed the Housing Revenue
Account Business Plan to ensure we could
protect important services. As part of this,
we held a series of successful roadshows
to engage with all tenants across the district
to hear what you think we should do.
Overall it has been a good year. Our
performance has improved across the
board and satisfaction with the service is
at the highest it has been for some time
(you can read about this on page 13) and
this is all down to the excellent relationship
between council staff and tenants. Without
you, your input and feedback we could not
hope to improve as much as we have.
Thank you and enjoy.

ANNUAL REPORT CONTENTS
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This report is set out in six parts based
on the housing regulation standards.
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Case Study:
Wellbeing Service

The report includes a summary of our
performance from the last year based on
the satisfaction surveys you returned to
us and statistics we gather throughout
the year; what tenants have told us
about the service and the complaints
they have made; feedback from our
roadshows and meetings with tenants,
and information on value for money of
your rents and what they are used for.
The report also includes case
studies based on tenants views of
the service and our progress on
actions and plans for the next year.
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Case Study:
Hutson Drive

If you want any further information please
contact the Community Engagement
Team (see back page for contact details).
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YOUR HOME
The home standard is all about ensuring you have a decent home and a good repairs
service that meets your needs, offers you choice and maintains the quality of your home.

HOME
PRIORITIES
ll Improve the repairs service
ll Maintain properties to the
NK Home Standard
ll Increase the number of homes
available in the District
ll Estate Improvements

DEVELOPING THE SERVICE
YOU SAID

WE SAID WE WOULD

WHAT WE’VE DONE

Make sure our
properties are kept
to a good standard

Ensure homes are maintained
to the NK home standard

Completed works to all properties except
those where tenants refused the work

Focus on getting
repairs done quickly
and right first time

Continue to monitor feedback
and work with Kier to make
any changes to the service

Worked with Kier Services to achieve
the standard of repairs we expect by
making changes to the service

We should be
providing homes for
future generations

Continue with the building programme
with the aim of replacing any
properties lost through Right to
Buy sales (approx. 25 a year)

Completed another 22 homes in 2015/16
and started construction on another 39
homes which will complete in the autumn

Key actions for 2016/17
WE NEED TO DO

WHAT WE WILL DO

Provide homes for future generations

We will aim to build new homes to replace homes ‘those lost’
through the Right to Buy

Improve the energy efficiency of our homes

Build two high efficiency houses to Passivhaus standard, and
improve thermal insulation to 69 houses in Sleaford

Storage heaters are too expensive to run

Ensure our Affordable Warmth Officer can help and advise
tenants who are struggling with utilities costs. We will also
investigate alternative heating options

Improve the number of repairs that are
completed right first time

Work with Kier to find out why performance has decreased
and put in measures to fix the issues
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RESULTS
Our results show that performance has improved in reducing repairs times and
increased tenant satisfaction. When results have fallen we have included them in
our key actions for 2016/17 on page 12.

1st

98%

3653

99%

92%

93%

90%

Satisfaction with
improvement
works. Last
year 85%

Satisfied with the way
we deal with repairs
and maintenance.
Last year 84%

Repairs
completed
right first time.
Last year 99%

Customer
satisfaction
with repairs.
Last year 99%

9.43
days

Average time for
non-urgent repairs
to be completed.
Last year 11 days

Homes meeting NK
home standard.
Last year 3614

Tenants satisfied
with the overall
quality of their
home. Last
year 84%

96%

Urgent repairs
carried out
on time.
Last year 95%
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IMPROVEMENT WORKS
HOMES
FOR FUTURE
GENERATIONS
NK is committed to building new
Council homes for those people
in need of housing. All of the
homes are built to a high standard
offering a good level of energy
efficiency and living space.
Over the past six years the
Council has built more than 130
new homes and our building
programme focuses on replacing
homes bought under the Right to
Buy. In previous years we have
built more homes than we have
sold, but as applications for the
Right to Buy increased last year
due to changes in the qualifying
period and discounts, we did not
build as many homes as we sold.

Number
of new
properties
delivered
by NK

Number
of existing
properties
sold

55

25
18

18
15 16

11
6

3
2011/12

22

2012/13

2013/14

2014/15

2015/16

COUNCIL HOUSING
BUILDING PROGRAMME
In 2015/16 we built 10 new homes
and acquired 12 newly built properties

2 at Woodside
Avenue, Sleaford

2 at Elizabeth Avenue,
North Hykeham

6 at School Lane,
Helpringham

12 at Greylees, Sleaford

DID YOU
KNOW?
The new homes at School
Lane, Helpringham,
won the Local Authority
Building Control Building
Excellence Award for
best social or affordable
housing development.
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39
NEW

In 2016/17 we are planning to build 39 new homes
all of which are under construction and two of
which, are Passivhaus designed to be highly
energy efficient with little heating needed beyond
passiv heat from the sun, people and appliances.

HOME IMPROVEMENTS
Over the past three years there has been an extensive programme of improvement works
costing £11m to bring Council homes up to the NK Home Standard. Our aim now is to
work to maintain the standard of NK homes for the future.
Number of properties improved over the last year.

0

62

7

External door
replacements

Bathrooms

106

Kitchens

0

Window
replacements

Heating systems and
boiler replacements

71

Parking areas

HOME STANDARD
The NK Home Standard makes sure that all homes
exceed the Decent Homes standard set by
Government. Just 209 homes remain non
decent because of either tenant refusal
or refurbishments that are already
planned e.g. Newfield Road.
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INVOLVEMENT &
EMPOWERMENT
This standard is all about the information, communication and choice provided by the
Housing Service and what you can do if you are not satisfied with the service you receive.

INVOLVEMENT &
EMPOWERMENT
PRIORITIES
ll Involving and empowering
all tenants to have their
say if they want to
ll Provide a fair and accessible
complaints process

DEVELOPING THE SERVICE
YOU SAID

WE SAID WE WOULD

WHAT WE’VE DONE

You offer a good
service but you
need to get the
little things right

Introduce the back to
basics campaign

Completed a back to basics project
highlighting changes we can make

You prefer face to
face contact rather
than paper surveys

Increase the number of events in
the community and officer contact

Held roadshows across the district to
gather your views on the service

Key actions for 2016/17
WE NEED TO DO

WHAT WE WILL DO

Increase contact with tenants

Introduce a series of events across the district to engage
with our communities

Focus on customer service

Arrange officer training on customer service

Learn from tenant feedback

Introduce a new complaints system to record expressions
of dissatisfaction in order to improve our service
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CASE STUDY

WHAT’S IT LIKE TO BE A TENANT REPRESENTATIVE?
It is easy to volunteer and become a
Tenant Representative. You can give
your opinion about housing services and
choose the amount of time and level
of involvement you want to give.
Tenant Representatives are volunteers
who form a partnership between the
Council, Council staff and tenants.
Representatives can be involved with many
aspects of Council functions and operations
such as the local environment, housing,
building, property repairs, heating and welfare.
We report tenants’ ideas and aspirations to
the Council staff and report back to tenants
on the Council’s plans and operations.
During my time as a representative I have
been involved with other representatives
in various aspects of council work. I was
part of a Council team interviewing and
checking building companies applying for the
Council’s repairs contract which gave me the
opportunity to express the tenant’s viewpoint

and expectations. Other representatives
were involved in different contracts
including gas servicing and grass cutting.
I have also worked with the Community
Safety Team in attempting to resolve local
problems affecting tenants. Happily, the
problems were solved thanks to the excellent
work of the Anti-Social Behaviour team.
If any tenant cares about their homes,
community or environment I would
strongly recommend becoming a Tenant
Representative. It is a very interesting
and rewarding role and you can choose
to what degree you wish to be involved.
We don’t get paid but if we have to travel
somewhere to meetings we can get travel
expenses or a taxi can be organised
for representatives if necessary.
If you are interested in knowing more
about tenant involvement in the Housing
Service please contact the Council and
ask for Community Engagement Team.
Bryan Copp - Tenant Representative, Sleaford
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COMPLAINTS UPDATE
YOU SAID: FOCUS ON GETTING THE LITTLE THINGS RIGHT
We have been working on the complaints process in order to make it clearer and easier for tenants to
raise issues, for the Council to deal with them quickly and efficiently and get them resolved right first
time. We will be consulting with our customers to find out why the level of satisfaction has dropped
and introducing changes highlighted from the Back to Basics project over the coming months.

8
last year

22

7 decisions were
that the Council
was at fault

22 complaints
and appeals in
2015/16. This is
a drop from 33
the year before.

5
last year

5 decisions were
that the Council
was partly at fault

20
last year

10 decisions that
the Council was
not at fault

2 appeals
received last year
both resulted in
works/compensation
being awarded

RESULTS
Satisfaction
with how NKDC
listens to and
acts upon
its tenants
views 82%
- last year 74%
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EQUALITY AND DIVERSITY STATEMENT
OUR DISTRICT/OUR TENANTS/OUR COLLEAGUES
We can look at the diversity of our tenants and housing colleagues by comparing the responses
we have been given against the 2011 census.

NK District

Our Tenants1

Tenant Reps2

Our Colleagues3

GENDER

49% 51%

45% 57.5%

53% 47%

DISABILITY

19.1%

34.6%

41% 59%

Long term disability affecting day to day activities

47%

1.7%

AGE
18-24 25-64

65+

8.5% 65.4% 26.1%

18-24 25-64
2%

65+

49%

49%

18-24 25-64
0%

60%

65+

18-24 25-64

65+

40%

4.3% 95.7%

0%

ETHNICITY
BME4

Non BME

BME

Non BME

BME

Non BME

BME

Non BME

1.7%

98.2%

0.4%

99.6%

0%

100%

3.7%

96.3%

Information obtained from 1. Northgate IT system 2. Tenant Participation data 3. Personnel data 4. BME (Black Minority Ethnic)

WE
STILL
NEED
TO:

Engage with our
younger and older
tenants to ensure
the service is
meeting their needs

Continue to
improve the
information we hold
on customers and
communicate with
tenants using their
preferred method

Engage with a
wider audience to
encourage more
diversity within our
consultation groups
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VALUE FOR YOUR MONEY
This standard is all about offering services that are good value for your money. This means
giving tenants high quality services for a reasonable cost. We also need to give tenants the
chance to influence services and to be involved in setting any charges.

VALUE
FOR MONEY
PRIORITIES
ll To maintain the housing service
and deliver priority improvements
within available resources
ll To implement the value
for money strategy
ll To ensure all stock condition
information is kept up to date
ll Review, annually, the 30
year Business Plan

DEVELOPING THE SERVICE
YOU SAID

WE SAID WE WOULD

WHAT WE’VE DONE

That you were less satisfied
than in previous years
with value for your rent

Undertake a value for money
review of housing services

Minimised the impact of the rent
reduction to ensure you receive
the same quality of service.
Satisfaction has risen by 6%.

That you find it more difficult
to meet your payments
including your rent

Support tenants to maintain
their tenancy with money
and welfare advice

Employed tenancy sustainment officers
to help support tenants. Continue to
fund money advice services for tenants.

Key Actions for 2016/17
WE NEED TO DO

WHAT WE WILL DO

Ensure contracts are fulfilling the expectations of
the customer

Review our contracts and meet with our contractors to
discuss any concerns
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RESULTS
Satisfaction with value for rent has gone up by 6% and satisfaction with service charges by
11%, satisfaction with the overall service has also gone up by 5%. However, our void times and
rent loss have increased.

DID YOU
KNOW
9 out of 10 (91%)
are satisfied with
the overall service
provided, which is a 5%
improvement on last year

Your rent as value for
money, 94% satisfied increase of 6% on last year

Void time (time
between tenancies)
was 28.46 days, up
from 20.56 days the
year before

Satisfied with the overall
service provided by
NKDC 91% satisfied up 11% on last year

WEEKLY RENTS

COUNCIL
PRIVATE
REGISTERED
PROVIDER

Our rent loss was around £245,000,
which is double what it was last
year. This is because we had to
keep properties empty for tenants
at St Johns and Hutson Drive who
moved out whilst the structural
work was carried out and for the
redevelopment at Newfield Road.

£245,000

2015/16 District averages

3 Bed House

2 Bed Bungalow

1 Bed Flat

£83
£150
£95

£76
£132
£83

£61
£108
£71
21

Service
charges
£191,906

Interest &
discounts
£34,415

Garage rents
£138,210

House rents
£15,804,996
Other
income
£15,221

Shed rents
£61,506

2015/2016 Income £16,260,053
2015/2016 Expenditure £16,260,053
Supervision &
Management
£3,584,957

Repairs &
Maintenance

£2,721,410

Financing
Costs

£6,281,979

New Build/
Major
Improvements

£3,671,707

HOUSEMARK RANKINGS
We compare our services for value for money against 34 similar sized landlords. In 2014/15 NK compared
favourably on the six main satisfaction values where the following rankings were applied. Our tenants were less
satisfied and our rankings went down from the previous year. However 2015/16 saw an improvement in satisfaction
and we would expect to compare more favourably when rankings for the year are finalised.
The value for money of rent

Ranking 4th

Repairs and maintenance

Ranking 4th

The overall service provided by NKDC

Ranking 7th
Ranking 1st

The neighbourhood as a place to live
The quality of the home
NKDC listening to views and acting upon them
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Ranking 4th
Ranking 3rd

AFFORDABLE WARMTH
167 Energy Assessments were completed
by our Affordable Warmth Officer.
Saving our tenants £26,068.43

GAS
SAVINGS

ELECTRIC
SAVINGS

WATER
SAVINGS

£5,637.67

£14,718.06

£5,712.70

£4,830 saved by
changing tariffs
(43 households)

£10,995.18 saved by
changing tariffs
(82 households)

£3,457.31 saved by
changing tariffs
(19 households)

£807.67 credit paid back
(6 households)

£3,722.88 credit paid back
(20 households)

£2165.39 credit paid back
(14 households)

Of the 167 energy assessments
completed the average saving
per household is £156.10
8 households got a water
meter installed saving an
average of £100 per meter.

83% of the
households were
over the age of 60.

£100
SAVING

OVER

60

If you would like to know more about getting a free home energy assessment please contact
our Affordable Warmth Officer (see contact details on back page)
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NEIGHBOURHOOD
& COMMUNITY
This standard is all about keeping neighbourhoods and communal areas clean, tidy and
safe, preventing and tackling incidents of anti-social behaviour and supporting tenants
who experience it where they live.

NEIGHBOURHOOD
& COMMUNITY
PRIORITY
ll Keep neighbourhoods well
maintained clean and safe
ll Prevent, investigate and
stop anti-social behaviour

DEVELOPING THE SERVICE
YOU SAID

WE SAID WE WOULD

WHAT WE’VE DONE

That some of the estates and
communal areas are looking
tired and uncared for

Establish a programme
of estate improvements
aimed at fencing, lighting
and safety on estates

Completed an assessment of
all estates, work has started in
Sleaford and Heckington.

You need to know who
to report ASB to

Continue to keep
you informed

Published articles in At Home
and NewsNK and updated
information on the website

Keep up with support
for victims of ASB

Look for options to
support victims of ASB

Provided a Voiceability support
scheme but the funding has been
withdrawn by Lincs County Council

Key actions for 2016/17
WE NEED TO DO

WHAT WE WILL DO

Investigate parking issues in problem parking areas

Consider parking as part of the Estate Improvement
programme where parking has been highlighted as a
problem by the residents.

Implement the new ASB legislation

Train officers across NK and tenant reps and review
policies to reflect the new legislation
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RESULTS
Satisfaction with your
neighbourhood as a
place to live 94% up
from 91%
last year

ANIMAL WELFARE
NKDC achieved the Gold Award for
the third year running as the RSPCA
recognised the high benchmarks
of animal welfare being reached
by the Council as a landlord. We
will be applying again in 2016.
For more information about your
tenancy and keeping pets contact
the Duty Housing Officer.

ESTATE MANAGEMENT

135

135 estates across the district were inspected in 2015 to inform the
programme of estate improvements works starting in 2016. Each
estate is inspected against a rating criteria with areas for improvement
and any health and safety concerns noted for officers to action.

VERY
GOOD

GOOD

FAIR

POOR

2

85

39

9

Compared to the inspection ratings in 2013

22

had improved

81

had stayed the same

32

had decreased
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COMMUNITY SAFETY
Following the success of the schools
education programme “It’s That Easy”
which was piloted in NK, it has now been
commissioned to be run across Lincolnshire.
It has been developed and run through
the school Stay Safe programme, which
is managed and run through Lincolnshire
County Council. “It’s That Easy” and other
services to schools can be accessed through
this scheme.
The other service piloted by NKDC
”Voiceability” a support service for those that
had been affected by anti-social behaviour,
which had also been commissioned by LCC,
has sadly also been affected by the LCC
budget cuts. The service ended at the end of
March 2016. We are looking at other options
that may be able to help people affected by
anti-social behaviour, and continue to ensure
all victims are risk assessed to ensure their
wider needs are met.

ASB, CRIME AND
POLICING ACT 2014
The previous legislation and definition for
anti-social behaviour had been completely
changed with the introduction of this new
legislation, and instead of having 19 different
powers and tools available to us through the
courts, this was reduced to six main powers.
The County and District policies and
procedures have all been amended to reflect
these changes, as well as to demonstrate
the different tests that needed to be proven
to enable these new powers to be used.
This new legislation is intended to be more
victim focussed and ensure swifter intervention.
All staff that could use these powers have been
trained, including Environmental Protection,
Tenancy Services and Planning Enforcement.
They are proving effective at managing
anti-social behaviour, and are being
used in a proportionate way.
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Out of the six new powers the legislation
made available, in 2015/16 we made:

1

Public space protection order
(to restrict individuals or groups
access to public areas)

1

Closure notice and order
(closure of premises which are
being used to commit ASB)

0

Injunctions (Court order to
stop ASB happening)

11

Community protection
warning notices (a warning
that behaviour is unreasonable)

1

Community protection notice
(following a warning, a notice to
stop the unreasonable behaviour
by sanctions will be issued)

1

Criminal behaviour order
(issue a court order of prohibitions
to stop ASB occurring)

RESULTS
Satisfaction with how ASB complaints
were dealt with – 100%. Last year 91%
Satisfaction with outcome
of complaints 100%.
Last year 90%

DID YOU KNOW
Did you know North Kesteven continues
to have the lowest levels of anti-social
behaviour in Lincolnshire. County-wide
police recorded data shows
that levels of ASB in
Lincolnshire have reduced
by 25% in the last year.

WELLBEING SERVICE
In the two years it has been in operation the
Wellbeing Service has had more than 1,700
referrals. The help and advice given to clients
can make a vast difference to the quality of
an individual’s life, their wellbeing and their
independence. It can also reassure and help
family and friends when they don’t know
which way to turn for things, as simple
as grab rails or lifelines that help
people to remain living at home.
We spoke to Iris about her
experience with the service.
“My daughter phoned to
make the referral to Wellbeing
after I’d had three falls and
had been poorly for some
time. I didn’t want the service
to start with, I didn’t want
anybody to see me in that state.”
Sharon, the Wellbeing Advisor
visited Iris to look at getting her a
bath lift installed and quickly realised that
grab rails would be useful in some areas of
the house. However once Iris got to know
Sharon and started talking about her life other
issues became apparent. She worried about
not hearing alarms when in bed without her
hearing aid. She didn’t want to bother her
family saying “I want to be as independent

as I can, I don’t want to rely on my family.”
Iris said: “After my illness I’d lost my
confidence, and it was talking to Sharon,
who had knowledge about all sorts of things
available to help me, which gave me my
confidence back. I was able to say things to
her that I wouldn’t want to say to my family.”
From thinking she didn’t want the
Wellbeing Service and didn’t
need anything, Iris commented
that everything that has been
installed is really helpful,
including Telecare with
solutions to alert Iris if she
can’t hear alarms, grab rails,
bed lever and bath lift.
Sharon told us that when
referrals come to her she
reads the notes but then said:
“I have to lay that knowledge aside.
I talk to clients and listen to the person
to get a true picture of what is needed for
each individual to make their life better.”
Iris said: “I have my confidence again and know
I can manage on my own, I can’t ask for more
than that. Sharon has helped me to do that.”
If you or someone you know needs
helps aged 18 or over contact the
Wellbeing Team (see back page).

27

TENANCY
This is all about how Council properties are allocated and ensuring that tenants have the
information and support they need to maintain their tenancy.

TENANCY
PRIORITIES
ll Let our homes
in a fair and
transparent way
ll Supporting
tenants to manage
their properties
within tenancy
agreements

DEVELOPING THE SERVICE
YOU SAID

WE SAID WE WOULD

WHAT WE’VE DONE

You are finding it harder
to make ends meet

Continue to work with
tenants, credit union and
the money advice service

We employed an Affordable Warmth Officer
to help tenants reduce utility bills. We have
developed a partnership with the Credit Union.

What happens next after I’ve
joined the housing register

Improve information

We have improved the information available
when someone is accepted onto the register

We didn’t know about
the Wellbeing Service

Continue to publish and
signpost to the service

Publicised the service through
all media channels

Key Actions for 2016/17
WE NEED TO DO

WHAT WE WILL DO

Provide more support for vulnerable people

Ensure officers are aware of all the services we offer for
vulnerable people and actively promote them to tenants

Keep rents low

Implement the 1% rent reduction. Ensure we continue to
provide a value for money service

Reduce rent arrears

Work with tenants to support them with their finances and
signpost them to appropriate services
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CASE STUDY
HUTSON DRIVE
Last year we reported on finding
structural defects at Hutson Drive
flats and residents were moving
out until the remedial works were
completed. D Brown Contractors
were appointed to do the works
which included inserting new
beams to strengthen and support
the structure of the building.
It was a big job to move
everybody out of the flats and
the tendering and works have
taken a long time. All blocks
are now finished and residents
are beginning to move back
into their homes. One lady, Val
Germany, told us her story last
year and we caught up with her
when she moved back home.

SO GOOD TO BE HOME
“The work had to be done and it’s been
an upheaval, we had to move out but
it is lovely to be back home among
friends. We’re like one big family here.
We look after each other,” says Val.
Val was one of the first to move back in
March and had been away for 11 months.
There were a few snags when she moved
back but those have been sorted out now.
“The beams are not intrusive,” said Val. The
rooms have been decorated and carpets laid,
the beams fit in nicely. Val said: “I chose my
own colours, so it’s like having a new home.
“It’s a relief to be back, with space again
and my own things around me. I just
need to encourage the birds back to
my bird table outside the window.

“I made some new friends and people
were kind and made me feel very welcome.
But there was no doubt I would move
back. I used Curtis grocery van while
I was away and they now visit me at
Hutson which is very handy, and my
neighbours have started to use them too.
“The contractors especially Dean the
foreman, NK officers and removals have
all been very helpful during the move and
in helping me to settle back home.”
Just as Val was moving back, the work
in another block was just beginning and
over in St John’s Square engineers are
preparing and designing solutions to
similar problems before tendering for a
contractor to complete the works there.
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PERFORMANCE
RENT ARREARS

£56,651

£62,235

2012/13

2013/14

£109,320

WE HELPED

£86,656

937
2014/15

17

2015/16

We were not able to reach the rent arrears target
we set for the year. The rise is due mainly to the
difficulties tenants are having in making ends meet
because of issues such as spare room subsidy and
rises in utility bills.

63

17
3 evictions
due to rent
arrears

More
than 1,000
home visits, and
4,472 face-to-face
contacts with tenants
in arrears to discuss
and resolve any
difficulties

314

391 spare
room subsidy
cases of which
139 fell into
arrears

Households prevented
from becoming homeless
Victims of abuse that
stayed in their home due to
security work carried out
Households behind on
mortgage payments
that we helped to
stay in their homes
Households that we
helped find a private
rented property through
Rent Advance and Deposit
Guarantee scheme
Households we helped
with rent, debt or housing
benefit difficulties

LET

Number of NKDC
properties let = 251

Of those 251,
97% had a local
connection to NK
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As at 31/03/2016
number of
households
registered with
Lincs Homefinder
for accommodation
in NK = 1,463

3% did not have a
local connection to
NK, but note that
includes those to
whom the council
had a legal duty to
accommodate
(ie: fleeing violence)

No of NKDC
tenants receiving a
financial incentive
to downsize was 6

MONEY ADVICE
155 tenants were referred
to the Money Advice
service resulting in:
55 Council Tax
reduction claims
29 Housing Benefit and
Discretionary Housing
Payment claims
Reduction of priority
debts to the sum of
£53,657
23 Pension Credit
claims amounting to
a total of £1,478

WEBSITE
UPGRADE \
FOR LINCS
HOMEFINDER
We work in partnership with
the City of Lincoln Council and
West Lindsey District Council
and recognise the website
has not been as stable as it
should. We will be upgrading
the website and hope you
experience improved access.

NEW
I
T
L
U
M
M
R
O
F
T
PLA
E
T
I
S
B
WE

31

✁

COUNCIL
ENQUIRIES

ASK FOR THE DEPARTMENT YOU REQUIRE

Phone:

01529 414155

Emergency out of hours: 01529 308308
Address:

North Kesteven District Council
District Council Offices, 			
Kesteven Street, Sleaford,
Lincolnshire NG34 7EF

Minicom:

01529 308088

Website:

www.n-kesteven.gov.uk

Email:

customer_services@n-kesteven.gov.uk

Repairs Team for:

Housing Needs for:

 Affordable Warmth Officer
 Handyman
 If you have a problem
with a repair

 Housing Advice
 Homelessness
 LincsHomefinder
Housing Register
 Allocations

Duty Housing Officer for:





Your rent
Tenancy issues
Gardening Scheme
Making improvements to
your home

Community Safety Team for:
 Anti-Social Behaviour
 Community Safety Advice

Community Engagement:
 Getting involved
 Become a Tenant
Representative
 At Home magazine

Complaints Officer
 To make a complaint

Property Services for:
 Improvement works
 Capital works liaison
 Decorating Scheme

WORKING
TO PROVIDE
QUALITY HOUSING SERVICES
TO MEET THE NEEDS AND
ASPIRATIONS OF NK CUSTOMERS
This report has been brought to you
by a working partnership of Tenant
Representatives, Councillors and
Officers. We are proud of the work we
do together and want you to be part
of our future aspirations. If you want to
share your wishes for the service, or
need more information on any housing
matters please contact us.

prepare for beneﬁt changes

Housing Admin Team for:
 Renting a Garage
 Booking a communal room
 Parking permits

Benefits and Money advice
Grass cutting and
grounds maintenance
Dustbins
Wellbeing Service

REPAIRS
Kier Services 01529 416399
For general building repairs, brickwork, joinery,
plumbing or electrical including electrical heating.
Aaron Services 01205 591979
For all other heating repairs and appliance servicing.

Universal Credit is here...
U Can get ready
If you are affected by changes to the way
your benefits are received, we can help.
Visit www.lincoln.gov.uk/universalcredit
to find out more.

