The Annual Report for North Kesteven District Council tenants

ANNUAL REPORT

LOOKING
FORWARD

WELCOME
This annual report focuses on how North Kesteven District Council performed in
delivering landlord services to its tenants during the 2014/15 financial year. A partnership
between Tenants, Councillors and Officers gives tenants this overview of housing
services and tenant satisfaction, along with actions for this year.
Here we are again,
Annual Report time!
We, that is, officers,
tenants and
members have
achieved much this
year as shown in
this report. I said
Cllr Ogden, Executive
that 12 months
Member for Housing
ago, and I believe
that we continue striving to maintain
and improve the service to stay at the
forefront of developing quality services
that meet the needs of our customers.
The Council Members and our tenants are
also very committed to our extensive house
building programme. Again staying at the
forefront of housing provision for those
people of the District that need a home.
We are heading for difficult times due to
Government changes but there is no doubt
that NK will rise to the occasion and be
committed to maintaining and improving
what we have in place. We are all in this
together and must pull as a team. Tenants
are central to all that we do in Housing
at NK and long may this continue.

“WORKING
TOGETHER TO
PROVIDE QUALITY
HOUSING SERVICES
TO MEET THE NEEDS
AND ASPIRATIONS
OF NK CUSTOMERS”

Hello, and welcome to
this year’s edition of the
Annual Report to Tenants.
When I was offered the
job of Head of Housing
and Property back in
February, I didn’t hesitate
to accept because of the
Michael Kelleher
excellent reputation that
Head of service
North Kesteven has for
ambition, innovation, being well managed and for
the way it genuinely involves tenants in service
delivery. And I have to say that since taking up
the job in May, I haven’t been disappointed.
In September, a survey of all councils in England put
North Kesteven top of the council house building
league table. The survey, which looked at how
many council houses each council has delivered
since April 2012 compared to the number of houses
sold through the Right to Buy, showed that North
Kesteven had replaced 187%. This means that
the council has built almost two houses for every
house it has sold. No other council came close to
this achievement. The survey also showed that one
third of all councils had yet to build a single property.
This is a great accolade and one the council can be
justifiably proud of. Well done to everyone involved.
The council has a long tradition of excellent
performance and in most areas of our work I am
pleased to say that this tradition is continuing,
however, you will notice from the performance
figures in this edition (page 5) that in some areas
we didn’t quite achieve the level of performance we
would like in 2014/15. For example, 84% of people
were satisfied with the way we deal with repairs
and maintenance, which is down from 87% the
year before. I am committed to delivering excellent
customer services, and it is for this reason that I
have embarked on a programme called ‘Getting
the Basics Right’, which will focus on improving
the way in which we involve and communicate with
all of our customers. I hope that you will join with
us to ensure that we continue to improve and that
we deliver the services you deserve and expect.
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This report is set out in five parts based
on the housing regulation standards.
Case Study:
Affordable Warmth
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Case Study:
Homelessness / Wellbeing

The performance results are based on the
satisfaction surveys you return to us; what
tenants have told us about the service through
comments and complaints we receive;
through meeting tenants across the district in
their own community; comparisons against
other Council landlords to ensure value for
money; and statistics we gather throughout
the year such as rent arrears or the number
of days a property remains empty.
The report also tells you how we have
progressed on the actions we included in
last year’s report. If you want any further
information please contact Tenant Participation
(See back page for all contacts)

Printing

Warners Midlands Plc, The Maltings, Manor Lane,
Bourne, Lincolnshire PE0 9PH

tenantnk

Produced in consultation with tenant
representatives. At Home is produced
by North Kesteven District Council.

Tenants working in partnership with
North Kesteven District Council

This document is available in large print, braille, audio tape, electronic formats such as CD,
or in a different language. Our website is ReadSpeaker enabled. For a copy contact Tenant
Participation on 01529 414155 or 01522 699699 or email tenant_participation@nkesteven.gov.uk
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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 choices and maintains the quality of your home.

HOME
PRIORITIES
ll Improve the repairs service
ll Meet the NK Home
Standard by 2018
ll Increase the number of homes
available in the District
ll Estate Improvements

DEVELOPING THE SERVICE
YOU SAID

WE WILL

WHAT WE’VE DONE

Make sure our
houses are kept to
a good standard

Ensure all NK homes meet the NK
Home Standard through our third and
final year of our catch up programme

All homes reach the NK Home Standard
except 189 properties where tenants have
refused to have the improvements done
and approximately 84 homes due for
refurbishment. See key actions below.

Storage heaters are
too expensive to run

Survey all homes with storage
heaters to assess their condition
and develop a programme for
upgrades where required

All homes with storage heaters have been
assessed. Whilst this did not identify any
large scale problems, we have invested
in an Affordable Warmth Officer to help
tenants with the problems they are having.

Focus on getting
repairs done quickly
and right first time

Work with Kier Services to achieve, as
quickly as possible, the high standard
of repairs we expect within one year

Some of the early contract problems have
been resolved. We will continue to work with
Kier on improving repair services to tenants.

We should be
providing homes for
future generations

Complete the building of 63
new homes including the quality
homes in Bonner Court

51 new homes were built to March 2015.
The final 12 were completed in April 2015.
See key action below.

Key Actions for 2015/16
YOU SAID

WE WILL

It costs too much to heat my home now

Investigate storage heater alternatives and develop the role of
Affordable Warmth Officer.

We should be providing homes for local people

Aim to build another 22 new homes in 2015/16

Make sure our houses are kept to a good
standard

Maintain Council houses to the NK Home Standard and work
to ensure remaining houses are improved as soon as possible
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RESULTS
11,174 repairs were carried out by Kier and Aaron Services during 2014/15.
Some of the results below have fallen and where tenants are less satisfied
these have been included in our key actions for 2015/16

95%

99%

99%

2013/14

2014/15

95% urgent
repairs were
carried out on
time. Down 4%
from last year

548

repairs were
completed
right first time

1st

In 2014/15 3614 homes
met the NK Home Standard
rising 548 from 2013/14

99% 2014/15
96% 2013/14
11
DAYS

7.5
DAYS

2015

2014

Customers’
satisfaction
with repairs
improved
to 99%

Average time for non urgent
repairs to be completed
changed to 11 days in 2015

8 out of 10

people were satisfied with
improvement works to their
home which is down from
9 out of 10 from last year

88%

Tenants satisfied with the
overall quality of their home
which is up from 84% last year

2013/14
2014/15

84%

of people were satisfied with
the way we deal with repairs
and maintenance which is
down from 87% last year
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IMPROVEMENT WORKS
HOMES
FOR FUTURE
GENERATIONS

Number
of existing
properties
sold

Number
of new
properties
built by NK

NK is committed to building new
Council homes for those people in
need of housing and particularly for
local people. All of the homes are
built to a high standard offering a
good level of energy efficiency and
living space.
In the past five years the Council has
built over 100 homes plus a further
24 new homes acquired from builders
at Greylees. The building programme
ensures that we are continually
replacing homes, bought under the
Right to Buy, to ensure new homes
are available for future generations.

55

18
15 16

15
2
2010/11

6

3
2011/12

15

11

2012/13

2013/14

2014/15

HOME STANDARD

DID YOU KNOW?
The new homes in Northfield Road,
Ruskington won the LABC Building
Excellence Awards for Best social
or affordable housing development.
NKDC were also nominated in the
UKHA Inside Housing 2015 Awards,
“Outstanding development of the
year – up to 24 homes”

The NK Home Standard (see below) makes sure that
all homes exceed the Decent Homes standard set by
Government. Just 273 remain because of either tenant
refusal or refurbishments that are already planned
e.g. Newfield Road. No other homes should have any
component parts older than set out below. If you know any
different please contact Property Services (See back page)

30 years Kitchens
40 years Windows
40 years Bathrooms
40 years External Doors
30 years Other heating systems
30 years Central heating systems
15 years Central heating gas boilers
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HOME IMPROVEMENTS
Over the past three years there has been an extensive programme of improvement works
costing £11,141,688 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 three year programme 2012 - 2015

477

1595

51

Bathrooms
490

External door
replacements
196

Kitchens

Window
replacements

Heating systems and
boiler replacements

298

Parking areas

REPAIRS ONE YEAR ON
One year into the new repairs contract and some of the initial problems have been
resolved such as jobs getting lost if they could not be sorted out on first visit.
If this does happen please give the contractor a call to chase up your repair.
We are continually working with Aaron Services and Kier to ensure that the repairs service
meets customer expectations, and this is included in our key actions for 2015/16.
You should be asked to fill in a survey following a repair. This gives us an
indication of satisfaction with repairs. Please take the time to fill these
in to tell us whether you are happy or unhappy with the service.
Some Tenant Representatives have been out with operatives to observe
their day-to-day work. Viv said “It gave a great insight into some of the
unexpected problems faced by the operatives which gave a lot of topics
for the discussion with the contract manager and a few more points for
discussion with Council officers and fellow Tenant Reps.”
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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 WILL

WHAT WE’VE DONE

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

Introduce the customer excellence
programme with the aim of
getting the little things right
and enable officers to deal
with them more efficiently

A complaints policy has been agreed, however
delays caused because of our system
technology. We hope to have this solved in
2015/16. Customer excellence programme
was delayed but will be reviewed this year.

You prefer face to
face contact rather
than paper surveys

We want to encourage more
tenants to meet with us within
their own community to tell
us about their experience
of the housing service.

We have been meeting with various groups
across the District to seek points of view and
to discuss known problems in some areas.
We will continue to do this in the future.

People who have a
learning disability
would find it helpful if
some words could be
explained differently

Make sure that information is
clear and understandable for
all tenants and in a format that
suits the needs of tenants.

We always aim to make sure that
our information is plain English. The
At Home magazine is provided to
customers in large print and audio
formats for those who request it.

Key Actions for 2015/16
YOU SAID

WE WILL

Focus on customer service

•
•
•
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Get back to basics to enhance the customer service
experience
Introduce some mystery shopping to test our
customer service
Implement new complaints procedure

CASE STUDIES
HUTSON DRIVE CASE STUDY
In February the Council called structural engineers in
when it became aware of a problem ceiling in one of
the flats. Small cracks are quite normal as buildings
move. However the cracks coupled with a bowing
ceiling meant the engineers were duty bound to prop
the ceiling and make safe. In depth investigation
found the beams were not strong enough. The
engineers have created a design to remedy the
problem and these have been sent out to tender to
find a contractor to do the works. The Council hopes
the work will start on the blocks in November and will
take approximately 6 months.

MY HOME AND COMMUNITY
Hutson Drive flats have been home to Val Germany
for the past 22 years until the structural fault in the
building was discovered. Overnight the property
was deemed unsafe and immediately props were
put in place to support the failing structure. “The
poles are in your face all the time, furniture had
to be moved and I kept stubbing my toes on
them,” Val says.
What was once a close knit community has
been split up and moved to other places:
some permanently, others temporarily.
“Hutson Drive is my life, my friends and my
home.” “It’s a lot of upset and worry at our
age.” “I can’t fault Housing Officers Graham
and Cherrie though, for looking after me and
my friends, they’ve been grand, and keep us
informed about what’s going on.”
What Val and her community can’t understand
is the length of time all this is taking. It seems to
go for weeks without anything happening. Val said
“It is frustrating. It’s all so slow – this is people’s lives
that have been uprooted and it has affected all of us.”
Val moved to another property in April. She has made new
friends and her new community have helped her to settle in.
“I’m well looked after but that’s not the point, I’m looking forward
to going home again as soon as the job’s done.”
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COMPLAINTS UPDATE
YOU SAID: FOCUS ON GETTING THE LITTLE THINGS RIGHT
We have been focusing on the complaints process in order to make it clearer and easier for tenants to
raise issues and for the Council to deal with them quickly and efficiently and get them resolved right
first time. We will be focusing on consulting with our customers to find out why the level of satisfaction
has dropped and introducing a customer service excellence programme over the coming months.

20 complaints
were not upheld
by the Council;

33 complaints
and appeals
in 2014/15.
Which stays
the same
as the year
before.

18 of these were decisions made in
line with NK policies, and 2 cases
where there was insufficient
evidence
In 2014/15
we had 11

8 complaints
were fully upheld
by the Council
these were service failures
and lessons were
learned

In 2014/15
we had 5

5 complaints
were partially
upheld by the Council;
All of these were a
partial service failure
In 2014/15
we had 10

1 Lincs Homefinder
appeal
In 2014/15
we had 3

RESULTS

Satisfaction with how
NKDC listens to and
acts upon its tenants’
views has dropped by
2% to 74% from the
year before
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8 out of 10
people are
satisfied that
NK treats
them fairly

One person has made more
than one formal complaint while
3 people have felt comfortable
enough to make different
complaints in both this year
and the previous year.

CASE STUDY

TENANT REPRESENTATIVES
Our 18 Tenant Representatives are
volunteers. They give their time freely to
work with officers to ensure the service
meets tenants’ needs satisfactorily.
During the past year Tenant Representatives
have been working on reviewing tenant
participation opportunities and making
it easier for tenants to get involved. This
has resulted in 8 new tenants joining us.
They have also been key in assessing and
informing many other areas of the service
such as the decorating scheme, estates
management and new build site visits.
The Council recognises that working
with residents to provide quality housing
services to meet the needs of NK customers
is key to shaping the service, setting
housing priorities and improving customer
satisfaction. The Council is committed to

and is proud of the partnership between
residents and the Council to ensure the
co-regulation of its landlord function.
The Tenant Liaison Panel (pictured above) is
a partnership between tenants, councillors
and officers and goes from strength to
strength to achieve its objectives of ensuring
tenants are central to the service NK
provides. Everybody is working towards
ensuring the housing stock is maintained in
a way that has tenants at the heart of it and
using the resources that we have wisely.
We value tenants’ opinions and welcome
anyone who wishes to work with us,
particularly younger tenants as this section
of the tenant population is under represented.
Even if you can’t give much time we would
like to hear from you if you are interested
in the housing service you receive.
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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
PRIORITY
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 WILL

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

We have not reviewed value for money
this year however tenant satisfaction
with value for rent has increased by 2%.
We will carry this action through to 2015/16

That you are finding it
more difficult to meet your
payments including your rent

Support tenants to
maintain their tenancy with
money and welfare advice

We support a money advice service
that has helped over 120 tenants with
welfare and money advice, benefits and
discretionary housing payments

Key Actions for 2015/16
YOU SAID

WE WILL

Tenants are less satisfied with the overall service
provided by NK Housing services

•
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Investigate the reason for the 6% fall in satisfaction
with the overall service

RESULTS
Satisfaction with value for rent has gone up by 2% and satisfaction with service charges by 8%,
however satisfaction with the overall service has gone down by 6%. We will need to investigate
the reason for this over the coming year.

8 out of 10 (86%)
are satisfied with
the overall service
provided, which is 6%
down from last year

Void time (time
between tenancies)
was 20.56 days, up
from 19.66 days the
year before

DID YOU
KNOW

We lose around £110,000 in
rent annually due to properties
becoming empty. This is why
we try to keep void days to a
minimum (See results left)

£110,000
Your rent as value for
money, 88% satisfied up 2% on last year

Satisfaction with value
for money of service
charges 80% satisfied up 8% on last year

WEEKLY RENTS

COUNCIL
PRIVATE
REGISTERED
PROVIDER

2014/15 District average (as at March 15)

3 Bed House

2 Bed Bungalow

1 Bed Flat

£81
£143
£91

£75
£126
£80

£59
£100
£68
13

Service
charges
£192,040

Interest &
discounts
£159,048

Garage rents
£136,877

House rents
£16,265,441
Shed rents
£63,653

Other
income
£26,724

2013/14 Income £16,843,783
2013/14 Expenditure £16,843,783
Supervision &
Management

£2,555,119
£2,635,516

Financing
Costs

Repairs &
Maintenance

£4,557,441
£7,095,707

New Build/
Major
Improvements

HOUSEMARK RANKINGS
We compare our services for value for money against 53 similar sized landlords. In 2013/14 NK compared very
favourably with our peers on the 6 main satisfaction values where the following rankings applied.
The value for money of rent

Ranking 1st

Repairs and maintenance

Ranking 1st

The overall service provided by NKDC

Ranking 1st

The neighbourhood as a place to live

Ranking 1st
Ranking 2nd

The quality of the home
NKDC listening to views and acting upon them
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Ranking 3rd

CASE STUDY

AFFORDABLE WARMTH CASE STUDY
As prices of energy soar tenants are finding
it more difficult to afford heating and energy
costs. So NKDC has continued to improve
the energy efficiency of Council properties
and this year NK has employed an Affordable
Warmth Officer to help tenants to:
• save money by finding cheaper tariffs
• switch energy supplier
• understand their bills

To date the Affordable Warmth
energy assessments have helped
• 75 people to save a total of £7,411.17 on
gas and electricity bills between them
• 56 people who between them have
saved £2,765.57 on water bills
• One tenant to get a £700 credit
on electricity and then switched
her onto a cheaper supplier

Mr and Mrs Franklin, Wellingore said “We
were paying £83 per month for energy
with EDF and with Karen’s help that was
reduced to £68. It’s saved us money,
nearly £200 per year, that’s brilliant”.
The couple were transferred onto a
better tariff with their existing supplier
and needed the meter changing.
They then recommended the service to
their neighbours Mr and Mrs Penn. She
said “Karen sorted it all out for us. We were
completely oblivious to the cost of the
old tariffs we were on.” The assessment
identified an old Economy 7 meter that
needed changing and saved the couple
£208 per year on their water bills.

Some of the assessments required
the Affordable Warmth Officer to
• Arrange installations or to
replace faulty meters
• Correct errors on utility bills
• Give advice on how to use
storage heaters correctly
• Set up utility accounts for new tenants
• Register vulnerable tenants on the
utilities priority services register
If you would like to arrange an appointment
for an Affordable Warmth Assessment
please call Karen on 01529 414155
Ext 28098 or 07816 294646 or email
Karen_doyle@n-kesteven.gov.uk
The service is available Mon-Thurs.
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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 WILL

WHAT WE’VE DONE

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

Improve identified
priority estates

None of NK housing estates are
considered to be poor, however some are
in need of improvement. Approximately
£200,000 has been spent to improve
5 estates across the District.

Prepare an estates
policy to let you know
how we will maintain our
estates and support our
communities in the future

We have consulted tenants on priorities
for the estates policy (See key actions)

You need to know who to
report ASB to. You need
to be kept informed

Increase publicity using
At Home magazine

Introduced a Police column and featured
ASB in the At Home magazine

Keep up with the support for
victims of anti-social behaviour

Continue with the current
high level of service

We have endeavoured to maintain
high level of service and have worked
closely with partners on a county wide
policy and procedure document for best
practice and consistency of service

We need to be more thoughtful who
is put into the premises in future

Review the allocations
and sign up procedure in
relation to known offenders

The local lettings policy has
been reviewed with relation to
ASB on certain estates
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Key Actions for 2015/16
YOU SAID

WE WILL

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

•

Publish an area management policy so that you
know how we will look after communal areas
estates

We want to know what the ASB team deals with

•

Raise awareness of the new Government
legislation and the criteria for investigation of antisocial behaviour

RESULTS
2014/14
Satisfaction for with
your neighbourhood
as a place to live
91% down from
92% in 2013/14
(see key actions)

ANIMAL WELFARE
NKDC achieved the Gold Award
for the second 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 2015.
For more information about your
tenancy and keeping petscontact
the Duty Housing Officer.

ESTATE MANAGEMENT
Council Housing Area Management
Policy is being developed to let tenants
know how we will maintain and improve
our estates. An ‘area’ is classed as
housing land or a shared communal
space. The Policy has six key principles:
1. To maintain, in conjunction
with residents, clean, tidy, safe
and well cared for communal
areas on our estates
2. To develop a pro-active and
sustainable approach to the
management of our estates
and neighbourhoods
3. To ensure that all residents are
aware of their responsibilities

4. To carry out regular site inspections
of all our areas, to highlight
and then address any area
falling below our standards
5. To set estate management standards
to measure performance delivery
and residents’ satisfaction
6. To work in partnership with
tenants, residents groups and other
agencies to make stronger, safer
and sustainable communities.
We are working with tenants to agree
and implement this policy. If you have
any comments to make please contact
the Tenant Participation team.
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COMMUNITY SAFETY
CRIME AND POLICING ACT
The new Crime and Policing Act 2014 was introduced and a countywide policy is being
implemented. The legislation has reduced the number of powers authorities have to deal
with anti-social behaviour, however it is intended to be more victim focussed and effective.
NK was the first to use a ‘closure order’ and to use a ‘criminal behaviour order’ in the Country.

IT’S THAT EASY

“Lincolnshire
Fire & Rescue lady
taught us about peer
pressure and I learnt
a lot”.

Pupils were asked what
did you enjoy most
about It’s That Easy?
Seven out of the eight secondary schools
in the district take part in the ‘It’s That
Easy’ programme. The campaign highlights
the potential consequences of certain life
choices to every 13-year-old school pupil.
Pupils attend to discuss subjects such as
road, fire and internet safety, crime and antisocial behaviour and alcohol awareness.
Anecdotally there has been a noticeable
reduction in anti-social behaviour involving
young people, including hoax calls to Fire
and Rescue, over the last four years. It’s That
Easy was devised by NKDC and is now being
delivered Countywide. Where just NK was seeing
a reduction in ASB among young people, the
County is also now seeing a similar reduction.

“The domestic
abuse video was sad
but we learnt how you
can stop it”.

“I learnt about the
effects alcohol has.
Beer Goggles were fun
but showed us real
problems”.

TEACHERS COMMENTED: Role playing kept students

“I feel
much more
ready to make
good decisions”.

“I learnt about
road safety the
consequences of not
paying attention, to
stop look and listen”.

“They told us
about new ways
to keep safe”.

involved and engaged. During discussions students said
they’d never had any fire safety in the home talks before.
Some good discussions on consequences of actions.

DID YOU KNOW
You told us that there should
be more support for victims
so Voicability, a support
programme for victims of antisocial behaviour, was set up.
There were 28 cases refered to
voiceability in 2014/15 up from
24 in 2013/14.
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RESULTS
We dealt with 150 ASB cases
last year, resulting in the
following actions:

same
as last
year

NORTH KESTEVEN
IS THE SAFEST
PLACE TO LIVE
IN ENGLAND

122
low level
2

warning
letters

CRASBO
(ASBO on
conviction)

15 in
2013/14

12
Acceptable

104 in
2013/14

28

unacceptable
behaviour
warning
letters

Behaviour
Contracts

59 in
2013/14

North Kesteven has been officially
recognised as the safest place to
live in England and Wales – for
a second successive year.
Official figures for last year upto April show
that there were fewer crimes committed
in North Kesteven, than anywhere else
in the country. 25.2 crimes per 1,000
people. Crimes ranged from petty
vandalism, graffiti thefts and abusive
behaviour through to violence and sexual
assault. (National average was 54.2)

9

10

people were
satisfied with
how their ASB
complaint was
dealt with.
But down from
92.5 % to 91%
last year

9

10

people were
satisfied with
the outcome of
their complaint.
Up from 88%
last year
to 90%

Cllr Mike Gallagher, Chairman of North
Kesteven’s Community Safety Partnership,
said this was a proud achievement for
everyone involved in maintaining a safe
and peaceful community – most notably
residents who were vigilant in keeping
cars and houses locked and placing bags,
valuables and shopping out of sight
The Council has continued to redouble
the measures it takes across all sections
including housing, licensing, environmental
protection and community engagement;
with broader co-operation from the
police, probation, courts and judicial
agencies; and businesses for increasing
security and intelligence sharing.
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TENANCY
This is all about how Council houses are allocated and ensuring that tenants
have the information and support they need to maintain their tenancy.

TENANCY
PRIORITY
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 WILL

WHAT WE’VE DONE

You are finding it harder
to make ends meet.

Work with the Lincolnshire
Credit Union to extend the
choice of low-cost financial
products to tenants.

We now have a contract with Lincs
Credit Union to provide low cost
financial facilities for tenants.

Work with tenants who are
in difficulty with their rent.

Over 100 tenants were referred to
the Money Advice Service.

You want to know how we
allocate Council houses.

Raise more awareness
to our procedures.

There is an improved advice and information
for applicants before they apply for housing.

Be aware of where and who
you put into properties.

Review our local lettings
policy, this is additional
lettings criteria to
address local issues.

Local letting policy and Lincs Homefinder
process have now been reviewed
in consultation with tenants.

Key Actions for 2015/16
YOU SAID

WE WILL

We need to know what happens next, when you
have been offered a tenancy.

•

Produce a leaflet for applicants on what to expect
when offered a tenancy - timescales, budgeting,
unfurnished, viewings, things people can do to prepare

We didn’t know about the Wellbeing Service.

•

Continue to publicise the service and help as many
people as possible.
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Image is for illustrative purposes only

CASE STUDY

HOMELESSNESS / WELLBEING
When a mother finds herself homeless
and fleeing a difficult relationship with her
landlord her first thought is for the safety of
her children. Not that she herself has severe
health problems or that she is leaving all
their belongings and the life they had built
for themselves in the community. This was
the situation that Mrs M found herself when
she approached the NK Housing Needs
team. Helen, the Housing Needs officer,
gave me lots of advice and assistance on my
housing rights, responsibilities and options
guidance on forms. “She was so helpful I
couldn’t have wished for more, NK helped
me in ways that I didn’t expect,” she said.
Following an investigation into the
homelessness, the family was placed
in temporary accommodation. “We had
nothing and that first night we felt cold
and really worried and I thought how
low it can get,” she considered.
But as the days went on she received
help from NK’s Homeless Support and the
Wellbeing Service. In my circumstances I was
fortunate that the Council was able to help
me access more long term accommodation,
sort out her finances and access some basic
needs items. “You don’t think there’s anybody
out there to help in these situations,” she said
but Tracey, her Support Advisor, became, as
Mrs M calls her, ‘an angel on her shoulder.’

Tracey helped her get back on her feet and
advise her on numerous things such as
registering with a doctor. Then in February
Mrs M made a successful bid on a bungalow.
Tracey assisted with the relocation and
settling in new home and slowly Mrs M has
since made a home for her family with the
Wellbeing support. “It’s more than I could
ever have imagined, I can receive visitors
without fear. It’s a horrible feeling to live in
fear. This is a wonderful home now and the
fact that me and my family can live safe
and in peace means the world to me.”
Wellbeing Service
You don’t need to be homeless to access
the Wellbeing Service but because life can
change the Wellbeing Service is designed
to deliver help, advice and information at
a time when people need it. It is all about
helping people over a short term difficulty
or to help them continue living at home and
enjoy a fulfilling and independent life. It is for
local people over age 18 for a fixed period
of time. See contact details on back page.
Housing Needs
Anyone who is at risk of losing their home,
regardless of tenure, should contact the
Housing Needs Section as soon as possible
for advice and assistance on their housing
rights, responsibilities and options, the later
it is left the less options are available.

For more information about contacting the Wellbeing Service, please see the back page.
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PERFORMANCE
RENT ARREARS

£40,823

2011/12

£56,651

2012/13

£86,656
£62,235

2013/14

106 tenants were referred into the
Money Advice Service resulting in:
2014/15

We were not able to reach the rent arrears
target we set for the year. The rise is due
to yearly rent increase, rise in the number
of properties and the difficulties tenants
are finding to make ends meet.

500 fewer
arrears warning
letters issued

3
evictions
were carried
for rent
arrears

MONEY ADVICE

6,700
A record number
of face-to-face
contacts with tenants
in arrears to discuss
and resolve any
difficulties.

400 Spare
Room Subsidy
cases, of which
139 fell into
arrears

• 86 Housing Benefit and Council
Tax reduction claims
• 28 Discretionary Housing
Payment applications
• Reduction of priority debts to
the sum of £221,271
• 35 Pension Credit claims
amounting to a total of £1364.48
weekly

WE HELPED
998
23

44

97
398
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households prevented from
becoming homeless
victims of abuse to stay in their
homes by undertaking security
work to make them feel safer
households behind on
their mortgage payments
negotiate with lenders
to stay in their home
households find a private
rented property
households with rent, debt or
housing benefit difficulties

LINCS HOMEFINDER
We continue to review and work on
improving Lincs Homefinder, website and
process with our partners City of Lincoln
Council and West Lindsey District Council

304 NKDC
properties let
(92%) 280 were let
to households with
a local connection

£

£

£
97 applicants
took housing
association
tenancies

2012/13 1,356
2013/14 1,374
2014/15 1,611
households
registered for social
housing in NK

12 NKDC tenants
received financial
assistance to help
them downsize from
high demand houses

WELLBEING SERVICE
The Wellbeing Service has been
welcomed as a huge success and is
proof that it’s the little things that are
often life changing and most rewarding
for people. This free service is a
preventative visiting support service
for people 18 years and older to help
them maintain independence at home.
The service works with each customer
to devise a bespoke ‘Support Plan’.
The service provides direct intervention
and referral onto other appropriate
agencies.
1,461 referrals into the NK service
98% satisfaction rate

24 properties were let to
people without a local
connection. These are
our more difficult to let
properties, such as 1
bed bungalows in very
rural locations with no
local facilities.

Quality Assessment Framework
inspection by LCC rated the NK
Wellbeing service ‘Good’. No
service in Lincolnshire was awarded
‘outstanding’. To improve greater
service user input into the service
design and feedback is required.
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COUNCIL
ENQUIRIES
ASK FOR THE DEPARTMENT YOU REQUIRE
Phone:

01529 414155

Address:

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

Minicom:

01529 308088

Emergency
out of hours: 01529 308308
Website:

www.n-kesteven.gov.uk

Email:

customer_services@n-kesteven.gov.uk

Repairs Team
 Handyman
 If you have a problem
with a repair

Property Services
 Improvement works Capital
works Liaison
 Decorating Scheme

Community Safety Team
 Anti Social Behaviour
 Community Safety Advice

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

Complaints Officer
 To make a complaint
Housing Needs
 LincsHomefinder
 Allocations
 Housing Advice
 Homelessness
Tenant Participation
 Getting involved
 Become a Tenant
Representative
 At Home magazine

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.

The Wellbeing Service
Available to anyone in need
of support, aged 18 and over

Duty Housing Officer
 Tenancy issues
 Gardening Scheme
 Making improvements to
your home
 Your rent
Benefits and Money advice
Grass cutting and grounds
maintenance
Dustbins

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

North
Kesteven

Wellbeing
Service

because life can change...

01522 782140 or 01529 414155
www.n-kesteven.gov.uk/wellbeing

