ANNUAL REPORT
For North Kesteven District Council Tenants

Annual Performance Review for Housing
& Property Service customers 2016-17

Quality, low cost,
healthcare products
Simple aids for daily living
The NK Wellbeing Service works with NRS
Healthcare to bring you discounted prices
on all their small aid products.

Working with:

For more information
01522 782140 or
01529 414155
and ask for the
Wellbeing Service

WELCOME
Over the last year we’ve
made significant progress in
our commitment to provide
a high quality standard of
housing for our tenants.

Councillor
John Money,
Executive Board
Member with special
interest in Housing

The Grenfell Tower fire in
London has understandably
put the spotlight on social
housing standards. I would
like to take this opportunity
to assure you that we will
continue to ensure the
homes we provide are safe,
warm and secure.

We are continually looking at ways to improve homes
already built and finding opportunities to add more
houses to meet an increased need for affordable
places to live in the District.
Work is well under way on our £8.9m regeneration
of Newfield Road, Sleaford, renovating more than 60
properties and building 18 new ones. The first tenants
moved back into their newly-refurbished homes in May this
year, with praise highlighting how much bigger and warmer
they are and calling them ‘like a brand new home.’
This year saw the unveiling of Lincolnshire’s first
houses built to the Passivhaus standard, which,
although more expensive to build, require little heat
over and above that generated by the sun, household
appliances, and people living in the properties.
We were delighted to be Highly Commended in the UK
Housing Awards 2017 for Outstanding Development
Programme of the Year, in recognition of the work
we’ve been doing to provide much-needed homes.
Our performance and your satisfaction with what we
do has remained high and we are very proud of this.
It is important you feel empowered to ask questions and
are kept informed of what we’re doing, which is why it’s
been great to see the launch of the new NKDC Housing
Facebook group this year, making our communication
channels even more accessible than before. If you’re not
already a member please request to join.
Together, we are all passionate about making decent,
comfortable homes, and thanks go to all of you for the
part you play in this. I look forward to seeing what the
next year brings.
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This annual report aims to tell you how
NK’s Housing and Property Service is
working to meet the needs of NK tenants
and leaseholders, and how it has performed
over the 2016/17 financial year.
It is based on satisfaction surveys you have
returned to us and statistics and information
we gather throughout the year. This includes
information given by tenants at events and
local meetings and complaints that have been
made that are used to improve the service.
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OUR PRIORITIES
Our vision is working to provide
quality housing services to
meet the needs and aspirations
of North Kesteven customers.

Our priorities outlined in the 2016 housing business plan are based on consultation with tenants.
Our actions continue to work towards these priorities over the next five years and are set out here.
Increase housing
supply
HOMES & COMMUNITIES
AGENCY STANDARD

Maintain & improve
housing

WE SAID WE WOULD

Maintain
high quality services

WHAT WE’VE DONE

Home
Ensures decent homes and
a good repairs service that
maintains the quality of homes.

1. Review NK Home standard
life time of components
2. Improving energy efficiency
and heating
3. Review and replace remaining
external wooden doors based
on age and condition

1. The NK Home standard is being reviewed
in terms of age and condition renewals
2. Tenant Liaison Panel has
considered a report on alternatives
to electric storage heaters
3. A small budget has been secured for
replacing some of the oldest doors

Neighbourhood & Community
Keeping neighbourhoods
and communal areas
clean, tidy and safe.

1. Improve community spaces
(e.g. parking, paving, lighting
and communal facilities)
2. Improve grounds maintenance
to community areas (e.g. grass
cutting, weed clearing, gardening)
3. Re-evaluate parking programme

1. Estate works are taking place where
estates fall below a ‘good’ standard
2. An estates handyman is now in post
3. The parking programme budget
was excluded due to the rent
decrease. Parking is now included
as part of estate improvements

Involvement & Empowerment
The information, communication
and choice provided by
the housing service.

1. Provide greater opportunity
for communication through
face-to-face contact
2. Investigate alternative
communications with residents

1. Door to door consultation and regular
meetings on former sheltered schemes
2. Facebook has been launched

Tenancy
How the Council allocates
houses and ensures tenants are
able to maintain their tenancy.

1. Provide support for
vulnerable people
2. Ensure greater support is provided
for elderly and vulnerable residents
3. Improving the information
when allocating properties

1. Four Tenancy support
officers are now in post
2. Wellbeing Service is available
for those who need it
3. Tenants Investigating Services Group
has been looking into this and making
recommendations for improvements

Value for Money
Giving tenants high quality
services for a reasonable cost.

1. Continue to ensure tenants
get value for their rent
2. Raise awareness of money advice, &
affordable warmth help for residents

1. NK compares favourably against
other social landlords
2. These services are advertised
regularly in the At Home magazine
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CUSTOMER SATISFACTION
NK is landlord of 3,875
Council homes. There are
49 leasehold properties.

Survey of tenants and residents (STAR)
Each year we give all
tenants the opportunity
to tell the Council how
satisfied or dissatisfied
they are with the
landlord services. The
results, shown here, are
down on previous years.

1,359
157
1,168
29

STAR SURVEY RESULTS

tenants completed the survey
(11.6%) tenants were neither
satisfied nor dissatisfied
(86.6%) were overall
satisfied with the landlord
services provided
(2.2%) tenants were dissatisfied

2016/17

2015/16

2014/15

Overall service provided by Housing and Property Services

87% (n1,161)

92%

87%

The overall quality of your home

87% (n1,160)

92%

87%

Your neighbourhood as a place to live

91% (n1,228)

94%

92%

That your rent provides value for money

89% (n1,184)

93%

88%

That your service charges provide value for money

80% (n992)

87%

80%

The way the Council deals with repairs and maintenance

89% (n1,189)

90%

84%

That the Council listens to your views and acts upon them

72% (n969)

82%

74%

‘n’ is the number of satisfied respondents

ACTION
It is important to us to know why satisfaction has dropped. However without
tenant input we can’t tell if the service is right or wrong for customers. We will
be visiting tenants over the next year to find out why tenants are less satisfied
with the service. In the meantime if you wish to make your views known
please contact the Council and ask for the Community Engagement team.
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VALUE FOR MONEY
HOW YOUR RENT IS SPENT

£14,9 9 5,19 0

£189,004

Service charges

House rents

£140,076

Garage rents

£74,656

Other non-rental
income

£60,176

Shed rents

£25,222

Interest and
investment
income

£12,073

Rental income
including
ground rent,
and service
charges

£15,496,396 TOTAL INCOME
£15,267,594 TOTAL EXPENDITURE

£4,593,003

£2,891,939

Contribution to
fund component
replacements
and New Build
programme

Repairs and
Maintenance

£2,501,577

Supervision and
Management

£2,109,201

Interest Charges

£2,085,567

Loan Repayment

£912,843

Other Service
Expenditure

APPROPRIATIONS
£35,596 Non service expenditure, including depreciation notional costs
£193,206 Surplus of Income over Expenditure (which is added to the HRA Working Balance)

WEEKLY RENT COMPARISON 2016/17
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3 BED HOUSE

2 BED BUNGALOW

1 BED FLAT

Social rent

£82.07

£75.51

£59.90

Affordable rent

£97.85

£97.28

£72.95

Private rent

£158.00

£137.00

£107.00

£105,964.29
Rent arrears

99%

Comparison figures
are always a year behind.
However compared to
96 other social landlords
with between 2,500
and 5,000 properties,
in 2015/16 NK ranked:

YOU SAID

•
•
•
•
•
•

of rent collected
during the year

26 days

Average re-let time

Value for money of rent - 1st
Repairs and maintenance – 7th
Overall service provided by NKDC housing – 12th
The neighbourhood as a place to live – 3rd
The quality of the home – 6th
NKDC listening to views and acting upon them – 7th

WE SAID WE WOULD

WHAT WE’VE DONE

Ensure contracts are
fulfilling the expectations
of the customer

Review our contracts and meet
with our contractors to discuss
any concerns

The Council has regular meetings with all of its contractors
and a Tenant Liaison Officer to help and support tenants
during the works they are having done

Keep rents low

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

Up to now, the Council has been able to make adjustments
in areas of work that do not entail a reduction in day to day
services to tenants. We will continue to review this.

VALUE FOR MONEY

Good performance / High cost

Cost

Poor performance / High cost

The following key areas
remain in the “Good
performance / Low cost”
section.
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Poor performance / Low cost

1

Responsive repairs
and void works

2

Rent arrears and
collection

3

Tenancy
management

4

Resident
involvement

5

Estate services

Good performance / Low cost

2
1

3

5

Performance
7

YOUR HOMES
Just 195 homes do not meet the
NK Home Standard (209 last year).
This is due to tenants refusing to
have work done to their properties.
In 2016/17 NK began addressing
this backlog when properties
became vacant. We have now
established a £35k budget to
enable us to complete work
previously refused.

Number of properties improved over the last year
0
7

External door
replacements

Bathrooms

80

0

Kitchens

62

Heating systems and
boiler replacements

71

Window
replacements

Parking areas

• Number of homes meeting NK home standard
3,686, up from 3,653

You said, we did

• Satisfaction with improvement works 77%; down from
93% – This relates to a particular poor performing
contractor. A new contractor is being sought.

Many tenants have been talking to us
about the poor state of external doors.
In response, a budget of £50,000 has
been secured to replace some of the
oldest of doors in this financial year.

• 100% satisfaction with Disabled Adaptations service
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Repairing Homes
The repairs service is provided
by our contractors Kier
Services for general repairs
and Aaron Services for heating
repairs and appliance servicing.
Between them they carried out
11,236 repairs in 2016/17.

£2,891,939
56

Customer satisfaction with repairs
(Last year 99%)

99%

Number of emergency repairs
carried out on time (Last year 96%)

97%

Improve the number of repairs that
are completed right first time

Repairs required a repeat
appointment

99%

7.37 days

YOU SAID

The cost of the repairs service

Average time for non-urgent repair
s
to be completed (Last year 9.43 days)
Repairs completed right first time
(Last year 98%)

WE SAID WE WOULD
Work with Kier to find out why
performance has decreased and put in
measures to fix the issues

Talking point
We are reviewing the repairs contract ready for 2019
when the contract is due to be renewed. The following
are some of the comments from a meeting with
tenants and tenant representatives about the repairs
service. The comments will help the Council negotiate
an improved service.

•
•
•
•
•

WHAT WE’VE DONE
We have reviewed the right first time criteria
and identified some actions to improve
performance

Contractors should give tenants
a call if they are running late
Send right tradesperson to do the job
Don’t make do and mend
Make sure there is ongoing communication
if a job can’t be finished first time
The handheld surveys are very intimidating
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Building Homes
House building and replacing
homes lost through the Right
to Buy is a priority for NKDC.
Holland Court, North Hykeham,
provided five two bedroom
and seven one bedroom,
bungalows while development
at Welchman Way, Heckington,
provided eight one bedroom
flats and 16 two bedroom
houses. Two of these were
a new type of construction
called Passivhaus.

YOU SAID

3 former

Council houses
bought back
into stock
WE SAID WE WOULD

Provide homes for future generations

Number
of existing
properties sold

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

55
39

25
15 16

28
22

11
6

2012/13

10

2013/14

2014/15

In 2016/17 we built more new houses
than we sold.

Building Award

Number of
new properties
delivered by NK
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WHAT WE’VE DONE

2015/16

2016/17

The Council was highly
commended in the UK Housing
Awards 2017 for Outstanding
Development Programme of
the Year, coming second out of
60 entrants and 10 shortlisted
finalists. North Kesteven was
one of only two local authorities
and the only district council in
contention for the award.

Energy Efficiency
Improving energy efficiency is
a priority for NK. We are always
looking at ways in which to do this,
from building new energy efficient
homes to improving existing
properties to reduce running costs.

Affordable Warmth

Total savings for tenants is: £23,155.43
Of the 134 new energy assessments completed:

79

22

41

20

4

households
changed their
electricity tariff

households
got credit
back for their
electricity

households
changed their
gas tariff and 4
got credit back

households
changed their
water tariff

households got
a water meter
installed saving
over £400 in total

YOU SAID

WE SAID WE WOULD

WHAT WE’VE DONE

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

• The Affordable Warmth officer has been working with
tenants throughout the year to help to keep their utility
bills as low as possible, as shown above
• The Council has investigated possible alternatives to
electric storage heaters. We will be testing these over
the next year and establishing a way forward

Improve the energy
efficiency of our homes

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

• The two Passivhaus now have tenants
• 30 properties in Sleaford have had extensive
renovation and remodelling
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Health & Safety
Health and safety is a priority
at North Kesteven and many
precautions have been put in
place in Council houses and
flats. The Council is continually
looking to reduce risk and
improve safety for all tenants.

Hutson Drive
The structural works to the flats
at Hutson Drive, North Hykeham,
have now been completed and
all residents have moved back
into their properties. The cost
of the project was £620,319.

100%
42

Communal areas within
blocks of flats are inspected
every three months and
action taken where needed

3

Blocks of flats have been
fitted with sprinkler systems

100%
St John’s Square
Some of the flats at St John’s
Square, Bracebridge Heath, have
been empty for nearly two years.
The fear was that the same
structural problems identified
at Hutson Drive were evident
at St Johns Square. However
structural investigations were
not able to be done until the flats
were empty. Engineers did not
find any construction faults.
The plan now is to make good
the disruption from the propping
and extensive investigations,
redecorate, re-carpet and
make some improvement to
the properties while they are
empty. The cost of the works
planned is £350,800.

Council houses that have
a current gas certificate

Council homes are fitted with
CO and smoke detectors

Flat health and safety inspections
Following the terrible fire at
Grenfell Tower in London,
North Kesteven District
Council’s Neighbourhood
Officers visited tenants in
flats to go through specific
emergency plans for their
buildings and offer reassurance.
Although the authority doesn’t
have any high-rise blocks in its
stock and none have the type of
cladding used at Grenfell. It was
felt appropriate to offer the visits
to residents, as well as giving
them all written information on
what to do in case of a fire.
This was all carried out and
completed within only a
few weeks of the tragedy
in London, with feedback
from tenants being that they
appreciated the steps the
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Council had taken and the
reassurance they were given.
Each building has its own
specific evacuation procedure,
and if the Council is aware of
anyone with restricted mobility
it will assist them with a referral
to Lincolnshire Fire and Rescue
Service, they will carry out an
individual assessment and,
where appropriate, provide
further assistance such as
fire resistant blankets.
While these tragic incidents
are rare it is important we are
safety aware and we take
steps to minimise the risk
to ourselves and others.
For further information or
assistance please contact
your Neighbourhood Officer.

INVOLVEMENT & EMPOWERMENT
Customer Feedback
We are always grateful for feedback. Good or bad, we want to know so that we can put things right.

YOU SAID

WE SAID WE WOULD

WHAT WE’VE DONE

Focus on customer service

Arrange officer training on
customer service

This has not been provided during the year due to
workloads although it is still being considered

Improve the way we manage
complaints

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

A revised Corporate complaints system has been
introduced to include comments and compliments.
There will still be a Housing Appeals Panel and also
a Designated Housing Complaints Panel.

Over the course of the year we have had 20 complaints
and 7 appeals against officer decisions.
Area of complaint were:
Surveyors 1

Tenancy Services 5

3

closed in partial
favour of the tenant

9

closed in favour of
the Council (all decisions
made were in line with our
policies). One of those went
on to challenge the policy

8

Property Services 6

complaints
closed in favour
of the tenant and
all were due to
failure to deliver the
service according
to set standards

Housing Needs 8

6

complainants took
their cases further and 2
approached the Ombudsman,
one later withdrew

7

Appeals against officer
decisions were received;
2 closed in favour of the
tenant and 5 closed in
favour of the Council

In 2016/17 a total of £7,093 was paid out in compensation,
but not necessarily in respect of complaints
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Tenant Involvement

5

Services changed as a result
of tenant involvement such
as the Council’s local offers

7
6

Tenants are members of
the Tenant Liaison Panel
Councillors are also
members of the Panel

Tenant Representatives Activities
We have worked on the new
Community Engagement Strategy
which has now been approved
by the Executive Board.

We’ve also been investigating
services, the process of applying
for a Council house (watch out
for results later in the year).

Four of us sat on the interview
panel for the new Head of
Housing and Property Service.

We’ve had training on how the
finances are prepared and what
decisions have to be made in
order to deliver services, make
the budget balance and keep
reserves in case of emergencies.

We’ve been on site visits to
the Newfield Road regeneration
project and Welchman Way new
build site to see the Passivhaus.
We attended The East Midlands
Tenant Participation Forum in
Melton Mowbray to learn about
national housing issues and meet
with tenants from all over the region.
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We completed Housing
Ombudsman training so that we can
sit on the Appeals Panel to ensure
tenants get a fair representation.

Talking point
We want more tenants to get
involved and come and join us.
We need to make sure tenants’
voices are heard and tenants
are considered when decisions
are being made about changes
to services and our homes. We
also make new friends and see
a different side to the district.

Fair and Equal
Equality and diversity affects everyone and it is essential that the Council considers how we deliver our landlord
services in a fair and equal way to everybody and that it does not discriminate against anyone. As you can see
from the table and the action below we still need to get more tenants involved with the service to ensure there
is a wide representation of tenants views in decision making.

NK District

Tenant
Representatives

Allocated
properties

Our Tenants

GENDER

49% 51%

43%

40% 60%

57%

41% 59%

AGE
18-24 25-64

65+

8.5% 65.4% 26.1%

18-24 25-64
0%

28%

65+

18-24 25-64

65+

72%

12%

28%

60%

18-24 25-64
3%

49%

65+
48%

ETHNICITY
BME4

Non BME

BME

Non BME

BME

Non BME

BME

Non BME

1.7%

98.2%

0%

100%

1.3%

98.7%

0.5%

99.5%

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

Action
We need to engage with a wider
range of tenants. Although we engage
with all tenants there are currently no
younger tenants regularly involved with
the service.
We need to investigate whether
incentives would attract more people
to become Tenant Representatives.
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NEIGHBOURHOOD & COMMUNITY
Estates and Neighbourhoods
YOU SAID

WE SAID WE WOULD

WHAT WE’VE DONE

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.

Parking is being considered and
addressed during estate works

Implement the new ASB legislation

Train officers and tenant reps and review
policies to reflect the new legislation

All policies have been reviewed to
reflect the new legislation

All estates are inspected by the Neighbourhood Officers annually and ranked
between very good and poor against criteria set by the Tenant Liaison Panel.
The results in 2016/17 were:

VERY
GOOD

GOOD

FAIR

POOR

2

105

38

9

Compared
to 2015/16

37

had improved

81

had stayed the same

Talking Point
Based on previous estate inspections, major estate works have
been completed at Sibthorpe Court, Sleaford and works have
started at Vicarage Court and Romney Court. Car parking has
been addressed in conjunction with the works on these estates.
Smaller estate projects included works such as new fencing
for communal land around the District; sorting out a long-term
boundary issue which had created a no-man’s land in Ruskington;
litter picking days at various identified problem sites.
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27

had decreased

Community Spirit
In 2016 tenant Ian Kendrick won the 2016 Community
Champion award for demonstrating an extraordinary level
of ‘Community Spirit’ with his many good spirited activities
ranging from general neighbourliness such as clearing snow,
to playing Santa and leading health walks around the district.
With his dogs Maggie and Rosie at his side, he brings joy into
nursing homes, motivates other volunteers, and raises money
for charity. His dogs have recently been accredited to work
with children which allows Ian to attend a local school where
children read to his dogs to help build their confidence.

Talking point
NK is safest area for 4th year
North Kesteven has retained its title
as the safest place to live in England
and Wales for a fourth year running.
Figures for the 12 months up to last
April show that as a proportion of
population size, there were fewer
crimes committed in NK than
anywhere else in the country, and
Lincolnshire as a whole moved from
the fifth safest county to fourth.
Crimes recorded include thefts,
criminal damage, violence and
public order offences. Newly
released National Crime Statistics
show that during 2016/17 there
were 26.1 crimes per 1,000
people in North Kesteven. In
absolute numbers of crime in
North Kesteven, theft offences
were the most recorded (813),
with violence against the person
second (641). Both have risen from
2015/16’s results, and community
safety partners will be looking
at how best to address these.

Action
Tenants of former sheltered housing
schemes have told us they are not
happy paying service charges for
a community lounge when they
don’t use it. The Council will be
investigating the usage and charges
for the rooms and will keep tenants
informed.
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Making a Lasting
Difference

The future loo
k of Newfield
Road in Sleafo
is starting to
rd
emerge and t
he first tenan
have moved
ts who
into the comp
leted propert
delighted wit
ies are
h their ‘new’
homes.

The houses were built in
1928 and had a number
of ongoing issues such as
constant problems with
damp. This is NKDC’s
biggest ever capital
investment scheme, costing
£8.86 million and tenants
have been involved right
from the beginning.
The two to four bedroom
houses are having ground
floor extensions creating
space for family, dining
and homework etc and
insulation and cladding to
improve energy efficiency
and give the homes a more
contemporary feel. Tenants’
garden sizes are being
reduced to make room for 18
new houses, off-road parking,
and estate improvements.
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“It’s so nice to be home,
even though we really don’t
recognise it now because
it’s so different,” said
resident Louise Harby. “We’re all so
pleased with the improvements, the
rooms are bigger and warmer and
it’s like they’ve found more room.”
Her husband Paul added:
“I would never have believed
that they could have got
it as good as they have.
It’s like a brand new house.”
Councillor John
Money, Executive
Board Member with
a special interest in
Housing, said: “To see the first
people moving back has been very
rewarding and we look forward to
seeing the project continue to its
ultimate completion in 2018.”

Pat Cross, who has
been involved in the
project since the
beginning, said:
“The refurbishment and
transformations are beyond my
wildest dreams. They used to be
so damp and, looking back, so
poky, but now they’re such open
and light homes. Everybody’s
done a really great job and
I’m so proud to have been a
part of seeing it through.”
Kurt Mason, Commercial
Director of D Brown
Building Contractors,
said: “It’s been a real
team effort from all points of view
on what is a really sensitive site,
with so many people still living here
and now returning. The tenants’
response makes you feel that all the
hard work has been worthwhile.”

Residents Skip Day

“It is always difficult to judge
how much rubbish there will
be in these situations”.
A rural village Parish Council contacted NK’s
Neighbourhood Services team about a number
of concerns with a street in their area where NK
properties are located. The Neighbourhood Officer
made an estate inspection to identify the extent of
the problem with the gardens. Problems included
overgrown hedges, lawns resembling meadows
and a large amount of rubbish was accumulating.
There were excessive big items being stored in the
gardens and inappropriate parking across the estate.
The Neighbourhood Officer wrote to all tenants
thanking those who kept their gardens in good
condition and advising everybody else of what
was expected from them to maintain their
tenancies now and in the future.
A number of tenants in the street found it difficult
to remove and dispose of the accumulating items
now that everyone has to pay extra for large item
refuse collections (£22.45 for 3 items). In addition
the village is remote and they don’t have vehicles
big enough to take things to the tip.
The Neighbourhood Officer suggested providing
a skip funded from the Estate Improvement

budget. This was agreed and all 15 tenants in
the street were offered the use of the skip.
The first medium sized skip was overfilled
within the first hour, so a second bigger one
was ordered and delivered to cope with the
quantity of things that needed disposing of.
This was available over the weekend
giving people a chance to get the work
done and rubbish disposed of.
“It is always difficult to judge how much
rubbish there will be in these situations”.
Said Neighbourhood Officer Dominique.
This successful event has resulted in an
improved the look of the street, created a
more pleasant environment to live in and has
assisted a group of tenants that live in an
isolated village and where some of the tenants
are struggling financially to sustain their
tenancies. In addition there is considerably
less rubbish in our tenant’s properties giving
tenants greater pride in their environment.
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TENANCY & SUPPORT SERVICES
Money Matters
UNIVERSAL CREDIT
If you are on Universal Credit and you are a Council tenant it is your
responsibility to pay your rent. Get in touch with your Neighbourhood
Officer to discuss your options as soon as possible.

Below is the financial benefit that Money Advice Workers have
helped individuals to gain, half of them were Council Tenants.

Talking point
You may be aware that if you
build up a credit on your rent
account, you can ask us to
refund it to you. We will ask
you to complete a written
request and we then have up
to 30 working days to return
the money to you. This is
because we have to carry out
checks to see if you have any
other housing-related debts
with the Council. These could
include:

WEEKLY VALUE
AWARDED (£)

LUMP SUMS
AWARDED (£)

Attendance Allowance

2,996.05

23,477.95

Bereavement Benefits

113.70

1,137.00

Carers Allowance

62.10

310.50

•

Council Tax Support

121.95

300.00

Discretionary Housing Payment

136.17

2,614.00

Disability Living Allowance Child

177.73

3,950.32

•
•
•

Exceptional Hardship Payment

210.11

1,276.60

Employment Support Allowance

21.60

917.45

Housing Benefit

438.50

3,049.15

Pension Credit

467.19

3,213.29

Personal Independence Payment

699.70

9,475.78

Council Tax Single Person
Discount

357.75

4,693.15

£5,807.53

£54,674.28

BENEFIT TYPE

TOTAL value of additional income

1,451 tenants paying
their rent by Direct Debit
3 tenants signed up to
credit union accounts
20

rent arrears relating to
a previous tenancy
overpaid Housing Benefit
court costs
charges for repairs or
damage to your home for
which you are responsible

If any of these apply to you,
we will deduct the amount
owing from your refund
and tell you about it before
your refund is paid to you.
If you have any questions
about refunds, please contact
the Duty Neighbourhood
Officer or the Income
Team on 01529 414155.

Wellbeing Service

92%

people s
atisfied w
ith
Wellbein
g Servic
e

1,047 referrals
to Wellbeing Service

Wellbeing Service
Most of us need a little advice, help, support or
information at some time in our lives. When life
changes, these things can make a difference in
being able to cope with those stressful times.
For example having recently left hospital, or dealing
with a bereavement. The Wellbeing Service is free
and is a locally tailored service for local people.
Do I qualify?
Anyone over age 18 can qualify for the service.
You can refer yourself if you need or somebody
else with their permission.
Integrated help
The aim is to help people to continue living at
home, enjoying an independent and fulfilling life
for as long as possible.
The service offers support, installation of small
aids to help with daily living, minor adaptations,
alarms or monitoring equipment as appropriate.
To contact us call 01522 782140 or 01529 414155
and ask for the Wellbeing Service.

10

91% of people

received support within
10 calendar days of referral

Support Services
24 hours a day
Ever been in a situation where you wished that you
could summon help at the push of a button? And that
there was always someone to call on, 24 hours a day?
We work with LinCare who help to support 5000 elderly
and vulnerable people in the Midlands area.
The basic system provided is a base unit and a push
button ‘pendant’ worn around the neck or wrist.
Activating the alarm opens a hands-free, two-way
communication between the wearer and a trained
operator at the LinCare 24/7 Control Centre.
The cost of the basic service is £2.88 per week
or £150 per annum. The system requires a working
outgoing telephone socket and a plug socket nearby
(this won’t affect your current household phone).
To sign up, or for more information please visit:
www.lincoln.gov.uk/lincare or contact LinCare Control
Centre on 01522 544813 or email: lincare@lincoln.gov.uk

21

Tenancy Sustainment Officers
YOU SAID

WE SAID WE WOULD

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

Reduce rent arrears

Work with tenants to support them with their
finances and signpost them to appropriate
services

81

referrals have been
made to the Tenancy
Sustainment Officers (TSO)

WHAT WE’VE DONE
A staff restructure created two new roles;
Tenancy Sustainment Officers who support
vulnerable tenants to help them to maintain their
tenancy and an Income Management Team who
can work with tenants to support and advise
them in dealing with rent arrears

20

cases are being dealt
with at any one time

What are Tenancy Sustainment Officers?
Referrals to TSOs are made by
Neighbourhood Officers where
enforcement action for breach of
tenancy is happening or likely to
happen, and the tenant requires
additional support to sustain
their tenancy. The Housing
Options TSO is slightly different
as he supports all those tenants
in temporary accommodation
and deals with the
rent deposit
scheme.

The types of support the TSOs
can give include – benefits
advice, budgeting skills, life
skills (cleaning, cooking, etc),
employment advice, advocacy
with other agencies, help setting
up utilities, signposting, help with
completing forms, applications,
sourcing furniture and foodbank
referrals. They also test all
the alarm systems in former
sheltered housing schemes.
Tenancy Sustainment Officer
Deb received a referral to
support for a mother who has
Multiple Sclerosis and her
daughter who cares for her, who
has learning issues of her own.
They were at risk of
losing their home due to
excessive accumulation of
‘stuff.’ This was having
a detrimental affect
on their health and
their ability to cope
and maintain their
tenancy.
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Deb discussed the need for
drastic change in order to improve
their quality of life and it was
agreed that Deb would visit every
other day over two weeks to help
them clear away the debris.
One year later the tenants are
able to manage their home,
have improved quality of life and
can manage their money. They
also have a group of people that
are around to help if needed in
the future.

Letting Homes

344
1026
6
382

NK properties let in 2016/17
Households registered
with Lincs Homefinder
for accommodation
Evictions – 4 were
abandoned properties
Number of tenants affected
by spare room subsidy

Of the 344 allocations during 2016/2017:

274

were from the Housing Register

70

were transfers

34

were aged under 25 years

2
32
96%

were to households leaving the armed forces
were non-secure tenancies in temporary
accommodation (linked to homelessness)
within our own housing stock
had a local connection to NK

In addition:

110
89

successful nominations to
other Housing Providers
households helped into a
private sector tenancy (8
with financial assistance)

North Kesteven is not currently part of any national
scheme for immigration nor the relocation of
refugees. Of those allocated accommodation
only 3.95% were a nationality other than British.
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✁

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:
 Handyman
 If you have a problem with a repair
Duty Neighbourhood Officer for:
 Your rent
 Tenancy issues
 Gardening Scheme
 Making improvements to your home
Income Management Team
 Affordable Warmth Officer
 High level rent arrears
 Rent arrears from former
tenancies
 Collection of other Housing
related charges
Community Safety Team for:
 Anti-Social Behaviour
 Community Safety Advice
Community Engagement:
 Getting involved
 Become a Tenant Representative
 At Home magazine

REPORT
IT, GET IT
FIXED AND
RELAX!

Complaints Officer
 To make a complaint
Housing options for:
 Housing Advice
 Homelessness
 LincsHomefinder Housing
Register
 Allocations
Property Services for:
 Improvement works
 Capital works liaison
 Decorating Scheme
Housing & Property Support
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.

REPORTING YOUR
REPAIRS IS EASY AND
IT MIGHT JUST SAVE
YOU FROM BIGGER
PROBLEMS LATER ON.

• Kier - 01529 416399
For general building repairs such
as brickwork, joinery, plumbing,
or electrical repairs

• Aaron Services - 01205 591979
For heating repairs and appliance
servicing and smoke detectors

Make an appointment that is a convenient
time for you to make sure you are at home
to get the repair done. (Let them know as
soon as possible if your plans change
and you are not going to be there).

