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It gives me great pleasure to introduce

you to Durham City Homes’ Annual Report

for 2010/11. Inside you can find out about
the work of Durham City Homes, including
information about how well services are
being delivered and areas for
improvement in the year ahead.

Despite many challenges during the last
year, including the harsh winter weather
and economic climate, colleagues have
made significant progress in delivering
good quality services that matter the most
to you. You can find out more about this
progress throughout this report.

You will all know that the County Council
is considering the future management and
financing options for all the council houses
it owns across the County. Hopefully, you
will all have had a chance to have your
say on this and | am looking forward to the
final outcome of this work later in the year.

Finally, I hope you find this report useful
and interesting.

ClIr Clive Robson
Council Cabinet
Member for Housing

During the last year, Durham City Homes’
Tenants Panel has made a lot of progress,
working with staff and partners, to improve
the services delivered by the Council on
your behalf.

This report tells you about some of the
work that has been done during the last
year as well as some of the things we
want the staff at Durham City Homes to
look at in the future.

Many members of the Panel have been
involved in specific projects like
developing your Local Service Standards,
this Annual Report and the Stock Options
Appraisal Project. Members of the Stock
Options Customer Working Group talk
about their involvement on page 8.

I would like to encourage you to join
myself, and the Panel, in helping shape
the services delivered to tenants and
leaseholders. There are lots of other ways
you can get involved. Please get in touch
with staff at Durham City Homes to find
out more.

John HKelley

Chair Durham City Homes Tenants Panel

Altogether better council housing in Durham City



2. About our Homes

Durham City Homes is the part of the County Council which manages council housing in
the Durham City area. We manage about 6,100 homes spread across 33 discrete
locations. The biggest concentration of housing is in the village of Brandon, with over
1,000 homes. The other larger areas with council housing include Framwellgate Moor, Esh
Winning, Gilesgate and Ushaw Moor.

The map below shows the homes we manage across the City by village:
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The chart below shows the total number and types of homes we manage across the
City:

Number of bedrooms

f

Types and Number
of Homes ||
(as at 1st April 2011) 9

—
44.8% | 52.7% | 2.5%
Houses (3,446) -- (1,544)|(1,816)| (86)
6.9% | 62.7% | 22.4%| 8.0%
TR R @1) | (376) | (134) | (48) -

Bungalows (2,081)

The average weekly rent for each of our homes in 2010/11 is shown below:

Number of bedrooms

Overall average
Rent

Altogether better council housing in Durham City 5



3. How we

Our
SIGs and
Tenants Panel
considered all the

feedback received and helped

redraft our Local Offers and
priorities for improvement for

We
published
the draft Local
Offers online and wrote
to all tenants on our

developed

this Report

In
October
2010 we asked
customers what they
thought of our services
and what their priorities
were for the future.

We
commissioned
an external
inspection of our Lettings
and Estates and Tenancy
Services to help identify our
strengths and areas for
improvement.

Customer feedback and involvement is a

continuous process which helps us to decide, with you,
what our priorities for the future should be and what
service improvements we should make for tenants and
leaseholders. It was therefore essential that tenants
were involved at every step in the development of this
report.

The road map below shows how we developed this
report.

Our
Service
Improvement
Groups (SIGs) and
Tenants Panel
considered this We
feedback. held our
Tenants Matter
Open Day to enable
customers to talk to us
about their priorities for
improvement.

We
held
workshops
with our SIGs and
Tenants Panel to discuss
our performance against the
Tenant Services Authority
(TSA) National Standards
and our Local Offers.

Altogether better council housing in Durham City

involvement database asking
them for their feedback on our
draft Local Offers.

the year ahead.

We
held a
workshop
session with members
of our SIGs and Tenants
Panel to discuss how they would
like this information presented in their
Annual Report and what else they would
like us to include in it.

Members
of the Tenants
Panel met with us to
talk about their priorities
and areas for
improvement. These are
included in this report.

The groups looked at a wide range of other
providers’ reports and decided what
worked for them.

Your Annya Report

Tenant
representatives .
considered the draft report.

They made a few changes to it Durham City
and agreed it was in a format Anaval Report 20
they liked. We went to printt

port 2010,71

uuuuuuuuuuuuuuuu
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4. Involving You

Involving you in the services that matter the most to you, other tenants and leaseholders
is key to providing a good quality and high performing housing service.

We have developed a range of opportunities for you to get involved, ranging from
meetings and specific projects through to completing questionnaires or just simply giving
us your feedback. The range of options is developing all the time. The bullet points below
show the current options available to you. Please get in touch to find out more.

Your options for getting involved:

® Attend events or drop-ins @ Go on an Estate ® Make a complaint or

® Be part of a Focus Group Walkabout compliment

® Be on a Service ® Join the Tenant’s Panel =~ ® Make a suggestion
Improvement Group ® Join the Reader’s Panel @ Read Tenant Matters

® Become a member of our @ Join the Reality Checkers @ Register on our
Non-Executive Board ® Join a Residents Group Involvement Database

® Fillin a survey @® Join a working group

Getting involved in “Stock Options”

During the last year, a number of tenants have spent a lot of their own time helping shape
the future management and financing of Council homes within County Durham as part of
the Stock Options Appraisal Customer Working Group.

Your representatives on this group tell their story:

"Stock Options"” my story...

Paula Muir, one of our newly involved tenants recently sat down with two of our more
experienced involved tenants Kathryn Paylor-Bent and John Grantham to talk about why
they became involved in Durham City Homes and their role in the Stock Options Appraisal
process.

1. How did you first become involved
in the work of Durham City Homes?

Kathryn - “Reading the Tenant Matters
newsletter, | was interested in Mystery
Shopping and the Aids and Adaptations
Service Improvement Group”.

John - “| became involved with the
Tenants Panel in 1999 after an invitation
was extended to join the group at one of
the Brandon Residents Group meetings
(of which I am member). I've been
involved as a tenant ever since then
working with the former City of Durham
Council prior to the unitary authority”.

r council housing in Durham City

2. What’s the most rewarding part of
being involved?

Kathryn - “Working with other tenants and
the staff of Durham City Homes to help
make a difference to service delivery, |
also enjoy the Aids and Adaptations
Service Improvement Group and having a
voice for disabled tenants”.

John - “As Kathryn has already said
working with other tenants and staff,
having an input on behalf of tenants
throughout the area and seeing some of
the changes we have helped shape is
what | find the most rewarding”.

3. What’s your role in the Stock
Options process?

Kathryn - “| am Chair of the Customer
Working Group and a member of the
Steering Group”.

John - “I am a Durham City Homes
Tenant Representative on both the
Customer Working Group and the
Steering Group”.

4. Why do you think tenant
involvement is important in the
Stock Options process?

Kathryn & John - “It's very important that
all tenants have a say in the Stock
Options Appraisal process, the proposals
and business plans for the next 30 years
affect all Durham City Homes tenants.
Whilst the three tenant representatives
have an important role to play in ensuring
the voice of tenants in Durham is heard,
it's important that we engage with all
tenants to ensure they understand the
process, have the opportunity to express
their opinions and are encouraged to be
involved via a number of different methods
at all stages of the process.

5. How do you think your input has
made a difference and is adding
value to the Stock Options process?

Kathryn & John - “Our input in the
process is ensuring that Durham City
Homes is kept on the radar, that our
tenants are represented and that we the
tenants have the opportunity to drive

forward the process along with tenants’
opinions being heard and voiced in a
formal forum”.

6. Do you feel your involvement has
benefitted you personally, if so how?

Kathryn - “Yes | do, being involved has
given me a purpose, | am more confident
and my involvement has helped me to see
that | have a voice and qualities that can
make a difference and help improve
services for everyone”.

John - “| want to reiterate what Kathryn
has said as well as adding, during the time
| have been involved | have seen many
changes and | feel proud to have played
my part in representing the tenants of our
homes”.

7. What would you say to anyone
thinking about getting involved in
the work of Durham City Homes?

Kathryn & John - “Come along, you are
important, your input is important, your
views and ideas are important and you
really can make a difference. It is very
rewarding to see the benefits you have
helped to achieve. It's not all about
meetings, there are many different ways
you can become involved. We offer a
range of opportunities which are
advertised on the Council’s website, in the
quarterly Tenant Matters newsletter and at
the events we hold throughout the year.
We can assure anyone interested in
becoming involved in what ever way they
can, that their input, ideas, views and
suggestions are very important and will be
listened to. Training and support is given
to everyone”.

Altogether better council housing in Durham City 9
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5..The ISH*
National Standc
and Local OFCrS

In March 2010, the Tenant Services Authority (TSA), as our regulator, published a number
of National Standards. These standards set out a number of objectives that all social
landlords must deliver against to support tenants and leaseholders.

By April 2011, the TSA required all social landlords with more than 1,000 properties to
agree a set of Local Offers with their tenants and leaseholders.

The purpose of these offers is not only to improve services for tenants and leaseholders
but also to demonstrate how as your landlord we meet the main objectives set down in
each of the TSA's National Standards. The local offers provide a way of checking if we are
meeting our obligations set down in the TSA national standards.

Our tenants have called their Local Offers - Local Service Standards. We published our
first Local Service Standards in April 2010, a year ahead of schedule. These standards set
out what our customers say is important to them and the level of service they can expect
of us.

During the later part of 2010/11, there was a lot of work carried out with tenants to refresh
our first Local Service Standards for 2011/12. The refreshed Standards can be found from
page 56 of this report.

The TSA national standards include:

" Customer service, choice and complaints
v Involvement and empowerment

v Understanding and responding to the diverse needs of
tenants

Tenant
Involvement and
€mpowerment

v Quality of accommodation
v Repairs and maintenance

Altogether better council housing in Durham City

Allocations
Rents
Tenure

DN N

Neighbourhood management
Local area co-operation
Anti-Social Behaviour

D NN

Neighbourhood
and Community

v Value for Money

" As an ‘in-house’ service provided by the Council, we do
not need to meet this standard but we have set out how

we would meet it if required.
Governance and

Financial Viability

This report tells you how we performed in delivering these standards.

Throughout this report, you will see we use smiley faces to show our performance against
the targets we set ourselves. The faces mean:

Meeting the target Close to target Missed target

Altogether better council housing in Durham City
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The TSA expects us to:

Provide choices, information and communication that is
appropriate to the diverse needs of our tenants in the
delivery of all standards.

79%

H ht i At T | . | d of tenants are
ave an approach to complaints that Is clear, simple an R T —

accessible that ensures that complaints are resolved the ease of
promptly, politely and fairly. contacting us

A snapshot of how we meet these expectations:

Customers can contact us using our freephone telephone number from 8.30am to
7.30pm Monday to Friday and from 9am to 1pm on Saturdays. Outside these times we
operate an emergency service for Repairs and a 24 hour ASB reporting service.

We have set up direct emails for a number of services and customers can contact us
online 24 hours a day.

We will provide information in a range of formats that are suitable for your needs,
including large print, Braille and audio upon request. We make available “visual aid”
customer care Kits.

We have a wide range of information leaflets covering the services we deliver. These
are also published on our website along with other key documents.

We have a comprehensive customer complaints process in place which is supported by
the County Council.

We give tenants a choice and say in the services we deliver e.g. tenants can pick their
own kitchen as part of the Decent Homes programme and they can choose how they
want us to communicate with them.

=Gk

b
' L
= 1 b
Rltogether better council housing in Durham City Altogether better council housifg i E;r
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The types of complaint we received in 2010/11:

There are a number of stages in the Council’s complaints process. Your initial complaint is
known as a stage 1 complaint, this type of complaint is responded to by individual
services. If you are not happy with this response, you can then proceed to a stage 2
complaint, these are investigated by the Council’s Corporate Complaints Team. After this,
your next step would be to take your complaint to the Local Government Ombudsman.

Stage 1 Complaints 2010/11:

3%

6% Repairs

0,
13% Estates and Tenancy

Lettings

10%
Decent Homes

68%

Miscellaneous

In 2010/11, we received 67 stage 1 complaints, 68% of these, as shown in the table above
related to the repairs service. Three of these complaints went onto Stage 2 of the
complaints process. We responded to 78% of stage 1 complaints within 10 days.

Learning from your feedback:

When you make a complaint or complete a survey about our services, it is important that
we learn from your experience and put things right to make sure problems don’t occur in
the future. Some of our key learning, from the things you said in 2010/11 included:

p
You told us: That you felt
your repairs took too long

N

(You told us: That there
were a number of
problems with the boilers
we were installing

What we did: We improved our repair
response times

What we did: We changed our boiler
supplier

What we did: We talked to Council
colleagues and we regularly monitor
performance in this area, as a result
response times are now improving

You told us: That there
were problems with the
phones being answered

Altogether better council housing in Durham City

You told us: There was a
lack of awareness about
our Estate Walkabouts

What we did: We now publicise these
widely in our Tenant Matters newsletter

A brief look at how we performed in 2010/11:

We delivered all 12 Customer Care and Access actions set out in our 2010/11
Service Improvement Plan.

We met 1 of the 4 Local Service Standards in this area, 2 were not measured.
We successfully responded to over 90% of complaints in under 10 working
days. Performance in terms of answering telephone calls within 1 minute is
improving, but we do not achieve this all the time.

Some of our key achievements in 2010/11:

® We reduced the number of telephone numbers so that customers are clear on how they
can contact us, including advertising our free-phone number widely.

® We published a policy allowing tenants to ask us to consider paying compensation if
we fail to deliver the agreed level of service to them.

Some of the things we are going to do to improve services in
the year ahead:

® Review our out-of-hours service with tenants to see if there are
any improvements we can make.

84% of

® Work with County Council colleagues to improve our response
times for answering telephones.

tenants are
satisfied with
the helpfulness

® Review how we handle complaints internally to see if we can
of our staff

speed up the process.

\

y J
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Involvement and €Empowerment

The TSA expects us to:

© Offer all tenants a wide range of opportunities to be involved
in the management of our housing, including the ability to
influence strategic priorities, the formulation of housing
related policies and the delivery of housing related services.

® Consult with tenants and act reasonably in providing them
with opportunities to agree local offers for service delivery.

© Provide tenants with a range of opportunities to influence
how providers meet all the TSA’s standards and to scrutinise
performance against all standards and in the development of 66.8% of

the annual report. tenants are
satisfied with how

© Provide support to tenants to build their capacity to be well we keep them
more effectively involved. informed

A snapshot of how we meet these expectations:

® Our Tenant and Leaseholder Involvement Strategy and Compact clearly set out the
different ways people can become involved in the services we deliver.

® Tenants developed and agreed their Local Service Standards (Local Offers) through
extensive consultation between January and April 2011.

® Tenants challenge and scrutinise our performance at each of our Service Improvement
Groups, Tenants Panel and Board meetings.

® Tenants have driven forward the development of our Reality Checkers programme —
enabling tenants to check if we are doing what we said we would.

® We ran a number of training events for tenants and developed a comprehensive
training programme as well as providing support for tenants to attend national events
and to network locally with other council tenants and housing providers.

Altogether better council housing in Durham City

Some of the changes we made in 2010/11 as a result of your feedback:

The changes we made as a result of your feedback are detailed below. These changes cut
across each of the TSA national standards:

You told us: We were taking
too long to complete routine
repairs

What we did: Reduced the number of days
for routine repairs to be completed from 30
to 20 working days

You told us: You wanted
emergency repairs done the
same day

What we did: Agreed to complete
emergency repairs within 24 hours or the
same day if reported before 12 noon

You told us: 75 working
days was too long to wait for
planned repairs

What we did: We reduced the time you
have to wait for planned repairs to 60
working days

You told us: We took too
long to complete adaptations

What we did: We reduced the number of
days to complete major adaptations from 90
to 60 days after your initial assessment

What we did: We reduced the number of
days to complete minor adaptations from 60
to 30 days after your initial assessment

You told us: To give you
more notice of Decent
Homes work

What we did: We extended the number of
days verbal notice you are given from 14 to
21 days

You told us: 5 days notice
was not long enough for
meetings

What we did: We agreed to give you at least
21 days notice of meetings

k——"}

What we did: We agreed to give you a
written action plan telling you what we will do
about your complaint within 3 working days
of you telling us about it

You told us: To keep you
better informed about what
was happening with your
ASB complaint

_‘J
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You told us: That you would
like to see more articles
about what we were doing to
tackle ASB in your Tenant
Matters newsletter

What we did: We now provide a regular
update from our Tenancy Enforcement Team
and the Police in each edition of Tenant
Matters

What we did: We made the project
permanent enabling you to contact us up to
7.30pm (Monday-Friday) and up to 1.00pm
on Saturdays to talk to us about repairs

You told us: Our extended
hours for repairs was
working well

Some of our key achievements in 2010/11:

® Through our work with Centrepoint, we have started to involve young people in the
services we deliver, through surveys, face-to-face sessions and focus groups.

® We held our first Tenants Matter Open Day and other events achieving the Bronze and
Silver Awards in the Council’s Investors in Communities Scheme.

© We refreshed our website making customer access easier and simpler, including the
development of Area Guides — providing new and prospective tenants with more
information about our estates and neighbourhoods.

® We started work on developing the role of tenants in scrutinising our services and
performance.

We delivered 9 of the 14 involvement actions set out in our 2010/11 Service
Improvement Plan.

We met 9 of the 11 Local Service Standards in this area and we were close to
meeting the others.

We made 15 changes to the way we deliver services as a result of your

feedback. Some of the things we are going to do to improve
services in the year ahead:

® Launch our Tenant Incentive Points Scheme which rewards
you for managing your tenancy well and getting involved
with the housing services we deliver.

59.8% of tenants

® Develop area based involvement opportunities to improve were satisfied that

the way we address issues in your area. _ we took their
views Iinto account

® Develop tenant scrutiny further with good
quality training and support for tenants.

52.1% of tenants

are satisfied with
the opportunities
to get involved

18 Altogether better council housing in Durham City Altogether better council housing in Durham City 19
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Understanding and responding to the diverse needs of tenants

The TSA expects us to:

© Understand and respond to the diverse needs of tenants.

©® Demonstrate that we understand the different needs of

hold over 72% of
tenant profile data
— so we know who

tenants, in relation to the seven equality strands and tenants

with additional support needs. our tenants are

A snapshot of how we meet these expectations:

All our staff attend Equality and Diversity awareness raising training.

We have Customer Care Kits available for tenants and leaseholders that include
magnifying glasses and easy-hold pens.

We have a 24 hour reporting line for Anti-Social Behaviour — including hate crime and
domestic abuse.

We complete Equality Impact Assessments for all our plans, strategies and services.

We promote and have access to Language Line to ensure all tenants are able to
access the same level of service.

We have developed good working relationships with support agencies including Age
Concern, Gay Advice Durham and Darlington (GADD), and Centrepoint.

Some of our key achievements in 2010/11:

We completed eight Equality Impact Assessments for our main services ensuring they
are accessible to all communities.

We worked with a number of agencies to develop our partnership arrangements to
improve how we work together to the benefit of the local community.

A brief look at how well we did in 2010/11:

We delivered 2 of the 6 Diversity actions set out in our 2010/11 Service
Improvement Plan.

As of 31st March 2011, 69% of tenants had completed our “All about you”
survey — giving us valuable information about the make up of our
communities.

Some of the things we are going to do to improve services in the year ahead:

Roll out our Local Government Equality Standard action plan.

Develop a tenancy sustainment service, providing help and a signposting service for
tenants in need of additional help and support.

Do further work to use our equality and diversity information to tailor services to meet
your needs.

Develop a programme aimed at increasing the involvement of those communities which
agencies often struggle to engage with.

Altogether better council housing in Durham City

Tenant Panel Assessment

The Tenant’s Panel have told us what they think we can do better and what their priorities
are for the year ahead. We have included these in each section of this report.

Members of the Tenant’s Panel said that they felt as though we meet the
TSA requirements under this standard and they are satisfied with the
quality of the services we provide.

The Tenant’s Panel said their priorities under this standard include:

Continuing to improve and expand our involvement mechanisms.

The Tenant’s Panel think we could do better by:

Involving more tenants in the groups we have in place.
Increasing the diversity of involved tenants.

Increasing the variety of ways to get involved.

Looking at changing meeting times to meet your needs.
Letting more people know about what we are doing.

Your
"Tenant Involvement
and €Empowerment’ 2011/12
Local Service Standards include:

@ Customer Service & Complaints
@ Involvement

Working with you, we developed the above Local Service
Standards for 2011/12 as set out at the back of this report.

We will report to our Tenants Panel on how well we are doing on
the delivery of these standards. We will also publish
performance on our website and provide a summary in your
Tenant Matters newsletter.

Altogether better council housing in Durham City
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Home

Quality of accommodation

The TSA expects us to:

75% of
tenants are

, satisfied with
Ensure that tenants’ homes met the Decent Homes standard the quality of

by December 2010 and continue to maintain their homes to their home
at least this standard after this date.

Meet the standards of design and quality that applied when

the home was built, and were required as a condition of

publicly funded financial assistance, if these standards are oo
higher than the Decent Homes Standard. an average of

_ o £10,800 to
In agreeing a local offer, ensure that it is set at a level not refurbish a

less than these standards. home

A snapshot of how we meet these expectations:

Our Capital Investment Programme ensures that we invest in our homes on a
year-by-year basis; achieving the Decent Homes Standard and more. We publish this
every year in our Tenant Matters newsletter and on our website.

We developed the “Durham Standard” for Decent Homes with properties being
assessed for new windows and doors which is above the minimum Decent Homes
Standard.

We offer tenants a choice in many of the Decent Homes works which surpasses the
minimum standards required.

Our Local Offer sets out what tenants can expect of us when we carry out works in their
home, we make sure tenants know what is being done well ahead of time.

Some of our key achievements in 2010/11:

All properties managed by Durham City Homes met the Decent
Homes Standard as at 31st March 2011. We

completed 99.95% of
Decent Homes works
within 15 days

Our excellent financial management meant we could do more
improvement works than originally planned during the year.

We joined the North East Procurement (NEP) Group ensuring that
we get best value for money when purchasing goods and services from others.

We updated our Adaptations Policy and reduced the number of days qualifying
applicants wait for works to be completed from 90 to 60 days.

Altogether better council housing in Durham City




A brief look at how well we did in 2010/11:

We delivered 16 of the 25 Asset Management and Empty Homes actions set

out in our 2010/11 Service Improvement Plan.

We met all 6 of our Decent Homes Local Service Standards.

You scored us 7.5/10 in our Decent Homes (full refurbishment) Satisfaction

Survey (our target was 8/10).

Some of the things we are going to do to improve services in
the year ahead:

We will explore alternative energy pilots to provide cheaper and
more sustainable energy.

We will review our empty homes re-let procedures and Lettable
Standard to see how we can improve our services.

We will explore opportunities to set up an empty homes garden
maintenance programme.

We will launch our Decent Homes information pack, providing
tenants with a range of information about what works we will be
carrying out at their home.

24
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We
installed 303
minor adaptations in
2010/11 costing
£40,662

75% of tenants
are satisfied with
the condition of their
home

new doors and
windows to your
homes costs us on
average £2,470

On average a new
bathroom costs us
£1,770

online.

On average a new
kitchen costs us
£2,800

We
completed 175
major adaptations in
2010/11 costing
£415,312

Quality of accommodation

The TSA expects us to:

Provide a cost-effective repairs and maintenance service to
homes and communal areas that responds to the needs of,
and offers choices to, tenants and has the objective of
completing repairs and improvements ‘right first time’.

Meet all applicable statutory requirements that provide for
the health and safety of tenants in their homes.

A snapshot of how we meet these expectations:

® We use the latest technology to manage our repairs service

with tenants being able to report repairs in a variety of ways.
Repairs can be reported 24 hours a day by telephone and

We offer flexible appointments to suit the needs of tenants
including evening and weekend slots.

Our multi-skilled workforce aim to complete all jobs right first time and where possible
they complete all the works without the need for different trades to attend.

We use North East Procurement (NEP) Group to purchase goods and services
maximising cost savings balanced with rigid quality control.

We have agreed with tenants a minimum ‘Lettable Standard’ for all empty homes.

All our operatives are qualified to do the work they are tasked with and are fully up to
date with all Health and Safety requirements.

Altogether better council housing in Durham City

Some of our key achievements in 2010/11:

We installed 84
level access showers
and 19 stair lifts in

2010/11

82.3% of
tenants say repairs
and maintenance is
the most important

service to them

We have extended our out of hours repairs reporting service;
tenants can now report repairs up to 7.30pm Monday to
Friday and up to 1.00pm on Saturdays. After this, they can still
phone us regarding emergency repairs.

We have introduced text messaging alerts, so tenants know
when we are coming to do their repair.

We have introduced an annual programme of electrical testing
for all our homes on top of our annual gas and solid fuel
servicing programme.

We have refreshed our approach to providing Aids and
Adaptations, improving response times.

Decoration Vouchers for new tenants
were introduced and we secured
significant discounts for tenants
through a local retailer.

83% of tenants are
satisfied with the
repairs service
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A brief look at how well we did in 2010/11:

We delivered 9 of the 13 Repair actions set out in our 2010/11 Service
Improvement Plan.

We met 16 of the 20 Repairs and Gas Servicing Local Service Standards and
were close to meeting the remaining 4 Standards.

We met all 5 of our Adaptations Local Service Standards.

You scored us 7.7/10 in our Repairs Satisfaction Survey (our target was
8/10).

You scored us 8.7/10 in our Gas Servicing Survey (our target was 8/10).

O VOOV

Some of the things we are going to do to improve services in the year ahead:

® Look at introducing a handyperson scheme to speed up our response to minor
day-to-day repairs.

® Introduce a text service to report repairs.

® Improve fire safety in our communal flat entrances.

of tenants
are satisfied with
the time taken
before repairs are
completed

Altogether better council housing in Durham City

Tenant Panel Assessment

Members of the Tenant’s Panel said that they felt as though we meet the
TSA requirements under this standard and they are satisfied with the
quality of the services we provide.

The Tenant’s Panel said their priorities under this standard include:

® Ensuring homes are modernised to a consistently high standard.

® Working with others to explore the opportunities for building new homes.
® Exploring the potential use of greener energy sources.

® More streamlining of services and standards.

The Tenant’s Panel think we could do better by:
® Aiming higher and improving what we already do.

® Doing more environmental improvements.

Your 'Home'’
2011/12 Local
Service Standards include:

@ Decent Homes

@ Repairs

@ Gas and Solid Fuel Servicing
@ Adaptations

Working with you we developed the above Local Service
Standards for 2011/12 as set out at the back of this report.

We will report to our Tenants Panel on how well we are doing on
the delivery of these standards. We will also publish
performance on our website and provide a summary in your
Tenant Matters newsletter.

Altogether better council housing in Durham City
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Allocations, rents and tenure

The TSA expects us to:

Tenancy

530 applicants
successfully bid for
homes on DHO in
2010/11

Let our homes in a fair, transparent and efficient way.

Take account of the housing needs and aspirations of tenants
and potential tenants.

Make the best use of available housing.

Contribute to the Council’s strategic housing function and
sustainable communities.

Our average weekly

. . .. . rent in 2010/11 was
Have a clear application, decision-making and appeals £56.78

process.

Charge rents in accordance with the objectives and framework set out in the
Government’s Direction to the TSA in November 2009.

Offer and issue the most secure form of tenure compatible with the purpose of the
housing and the sustainability of the community.

Meet all applicable statutory and legal requirements in relation to the form and use of
tenancy agreements.

A snapshot of how we meet these expectations:

We are part of the county-wide Durham Key Options (DKO) Scheme, allowing
applicants to bid for available housing from a range of providers across the County.

We have a comprehensive Lettings Policy in place that gives priority to those in
greatest need including the homeless, vulnerable and those people in urgent need e.g.
those fleeing domestic abuse. Applicants are allocated a Banding depending upon their
priority needs.

For some customers, we offer automated bidding to ensure they don’t miss out on
available homes.

All available properties are advertised including those homes we let directly to suitable
tenants e.g. properties with medical adaptations.

We joined ‘Homeswapper’ - a national scheme to help tenants exchange home with
other tenants both in County Durham and in other areas of the country.

We have in place Local Lettings policies for new build sites, ensuring that those homes
are allocated fairly to meet local needs.

Altogether better council housing in Durham City



® The County Council sets the rent for council owned properties across County Durham, A brief look at how well we did in 2010/11:
in line with government guidance.

We delivered 17 of the 31 Lettings, Empty Homes, Leasehold, Income
Management and Sheltered Housing actions set out in our 2010/11 Service
Improvement Plan.

® We offer you a range of ways to pay your rent, including direct debit, online payments,
PayPoint and telephone banking.

® All tenants receive a rent statement on a quarterly basis and are notified in writing of
annual changes to both rent and service charges.

We met 7 of the 10 Lettings Local Service Standards. Two require monitoring
systems to be set up.

® All new tenants sign a comprehensive Tenancy Agreement and receive a range of
useful information.

® We have a range of support services in place which tenants can access, including a

furnished tenancy scheme run in partnership with Your Homes Newcastle. @

We met 3 of the 6 Furnished Tenancies Local Service Standards. We are

Some of our key achievements in 2010/11: reviewing our approach to furnished tenancies in 2011/12.

® We published a new and updated Tenancy Agreement.

® We published our Lettable Standard so that applicants know what

they can expect from us when they successfully bid for a home. You scored us 7/10 in our New Tenancy Satisfaction Survey (our target was

7.5/10).
® We commissioned an external health check of our Lettings

Service and developed a comprehensive action plan to address We
areas for improvement. collected 97.58% of

rent owed to us by
current tenants

You scored us 7.6/10 in our Rent Collection and Arrears Satisfaction Survey

® We converted a number of former Communal Rooms into rented (our target was 7/10).

housing.

L ".-I'J‘ Some of the things we are going to do to improve services in the year ahead:
—_

'ﬁ ® Work with tenants to try and release those properties which are under-occupied by
. helping people move to smaller homes to meet their needs.

® Publish a comprehensive Tenants Handbook, giving tenants a wide range of
information about their tenancy, home and neighbourhood.

® Review some of the services we deliver to tenants and the cost e.g. garden
maintenance and furniture scheme.

2,827 applicants
were registered on
DKO as of 31st
March 2010

On average it
took us 46 days to
let a home which
became empty
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Tenant Panel Assessment

Members of the Tenant’s Panel said that they felt as though we meet the
TSA requirements under this standard and they are satisfied with the
quality of the services we provide.

The Tenant’s Panel said their priorities under this standard include:
® Ensuring tenancies are sustained with good quality support being given to tenants.
® Making sure tenancy related problems are resolved quickly.

The Tenant’s Panel think we could do better by:
® Looking at ways of supporting new and existing tenants.

® Ensuring that homes are well managed by both us and tenants, using tenancy
enforcement action when necessary.

Your ‘Tenancy’ 2011/12

Local Service Standards include:

@ Lettings
@ Rent payment
@ Furnished tenancies

Working with you, we developed the above Local Service
Standards for 2011/12 as set out at the back of this report.

We will report to our Tenants Panel on how well we are doing on
the delivery of these standards. We will also publish
performance on our website and provide a summary in your
Tenant Matters newsletter.
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Neighbourhood management, local area co-operation and
anti-social behaviour

The TSA expects us to:

A snapshot of how we meet these expectations:

Neighbourhood and
Community

Keep the neighbourhood and communal areas associated
with the homes we own clean and safe.

Work in partnership with tenants and other providers and
public bodies where it is effective do so.

Co-operate with relevant partners to help promote social,
environmental and economic well-being in the areas where
we own homes.

. . . . . 87% of tenants
Work in partnership with other public agencies to prevent and are satisfied with

tackle anti-social behaviour in the neighbourhoods where we their neighbourhood
own homes. as a place to live

Durham County Council maintains our estates to a good standard including grass
cutting, highway maintenance and street lighting repairs.

With tenants and partners, we carry out regular estate inspections to identify any
concerns and put them right.

We inspect our communal areas on a regular basis to make sure they are clean and safe.

We participate in a range of multi-agency partnership meetings to tackle crime and
anti-social behaviour through effective prevention and enforcement.

We have published a comprehensive Anti-Social Behaviour (ASB) plan and information
leaflet for tenants.

We keep tenants informed of what is happening with their ASB complaint, including
agreeing a written action plan with them.

We offer tenancy support to reduce the number of tenancies that fail.

Altogether better council housing in Durham City
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Some of our key achievements in 2010/11:

We introduced a risk assessment framework to ensure that victims of Anti-Social

Behaviour get the support they need.
We set up a 24 hour reporting line for Anti-Social Behaviour.

We continued to build upon our Estate Walkabout Programme, getting tenants and
residents involved in identifying and addressing issues in their local area.

Introduced area guides for each of our estates.

A brief look at how well we did in 2010/11:

OWOOVOO

our 2010/11 Service Improvement Plan.

Standards.

Standards.

target was 7/10).

target was 7/10).

Some of the things we are going to do to improve services

in the year ahead:

Establish a Victim Support Service for people suffering
Anti-Social Behaviour.

Publish a Neighbourhood Policy and set up local
neighbourhood groups to increase local involvement.

Develop a Support Services Directory for tenants
and leaseholders.

Altogether better council housing in Durham City

We delivered 8 of the 10 Tenancy and Estate Management actions set out in

We met all 13 of our Anti-Social Behaviour Local Service Standards.

We met 8 of the 9 Tenancy and Estate Management Local Service

We met all 5 of our Racial Harassment and Hate Crime Local Service

We met all 3 of our Domestic Abuse Local Service Standards.

You scored us 5.9/10 in our Estate Management Satisfaction Survey (our

You scored us 7/10 in our Anti-Social Behaviour Satisfaction Survey (our

38% of planned
estate walkabouts
were carried out
with tenants present

Tenant Panel Assessment

Members of the Tenant’s Panel said that they felt as though we meet the
TSA requirements under this standard and they are satisfied with the
quality of the services we provide.

The Tenant’s Panel said their priorities under this standard include:
® Reducing Anti-Social Behaviour.

® Creating a nice environment to live in.

The Tenant’s Panel think we could do better by:

® Making sure we deal with any issues you have quickly.

® Establishing local groups to promote community pride and tackle local issues.
® Investing more money in this area.

Your
‘Neighbourhood and Community’

2011/12 Local Service Standards
include:

@ Tenancy and estate management
@ Anti-Social Behaviour

@® Domestic abuse

® Racial harassment and hate crime

Working with you we developed the above Local Service
Standards for 2011/12 as set out at the back of this report.

We will report to our Tenants Panel on how well we are doing on
the delivery of these standards. We will also publish
performance on our website and provide a summary in your
Tenant Matters newsletter.

Altogether better council housing in Durham City
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The TSA expects us to:

A snapshot of how we meet these expectations:

Value for Money

Have a comprehensive approach to managing our resources
to provide cost-effective, efficient, quality services and homes
to meet tenants’ and potential tenants’ needs.

Prioritise expenditure in relation to each of the standards and
in the delivery of our local offers, and in meeting other needs,
such as investment in new social housing provision.

Ensure value for money has been secured and tested.

Have plans and priorities for delivery of further value for
money improvements.

78.5% of

Have arrangements for tenants to influence the services Lenants are
satisfied that we

delivered and the cost of those services that result in service offer value for
charges to tenants. money for their rent

Our financial arrangements are managed and agreed as part of the County Council
budget setting process.

Our budget position is reported quarterly to the County-wide Housing Revenue Account
Board, as well as to our Tenants Panel and Non-Executive Board.

Our tenants are asked what their priorities for improvement are as part of our business
planning process and resources are allocated accordingly.

We are part of the North East Procurement (NEP) Group, which enables us maximise
savings to reinvest in services.

Our annual Delivery Plan sets out what we intend to do to maximise value for money
opportunities for the year ahead.

We are members of ‘Housemark’ the national housing benchmarking club which
enables us to compare our costs to other housing providers.

Altogether better council housing in Durham City



Some of our key achievements in 2010/11:

@ By joining the North East Procurement (NEP) Group we saved £572,000 from our
Decent Homes programme in 2010/11 which allowed us to carry out additional works
this year.

® The Council saved £3.25m in corporate and administrative charges as a result of the
formation of a single set of recharges for the whole council.

® We converted 4 Communal Halls into homes for people, giving us over £9,000 extra
income per year. More Halls are being converted into homes; this will give us more
money to spend on your services.

We saved £161,592 in Supplies and Services costs.
Volunteers painted a number of our garage blocks, helping us save money.
By re-letting homes quicker than in 2009/10 we saved over £57,000.

We completed our first value for money benchmarking exercise through Housemark,
which confirmed that we are a low cost provider.

A brief look at how well we did in 2010/11:

We delivered 6 of the 11 Value for Money actions set out in our 2010/11
Service Improvement Plan.

Some of the things we are going to do to improve services in the year ahead:

® Review existing Service Level Agreements to maximise Value for Money.

Tenant Panel Assessment

® Establish a Value for Money working group.
® Review our furniture scheme to determine if we can deliver a better service for the

same money or less. Members of the Tenant’s Panel said that they felt as though we were
doing okay in this area but that we could do more work to improve Value
Achieving value for money is embedded throughout all our Local Service for Money.
Standards.

The Tenant’s Panel said their priorities under this standard include:

® Making it a priority to involve you more in contract decisions.

The Tenant’s Panel think we could do better by:
® Involving you more in the financial decisions we make.
® Involving you more in the management of contracts we award.
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This standard only applies to certain providers. As Durham County Council is your
landlord, we are not required to meet this standard. However, we have set out how we
achieve the requirements of the TSA for your information.

The TSA expects providers to:

Ensure that they have in place effective governance arrangements that deliver the
aims, objectives and intended outcomes for tenants and potential tenants in an
effective, transparent and accountable manner.

Have governance arrangements that:

® Adhere to all relevant legislation.

® Comply with their governing documents and all regulatory requirements.
® Are accountable to tenants, the TSA and relevant stakeholders.

® Safeguard taxpayers’ interests and reputation of the sector.

® Have an effective risk management framework.

Manage their resources effectively to ensure their viability is maintained.

A snapshot of how we meet these expectations:

Durham County Council has overall responsibility for the delivery of the landlord
services provided to tenants and leaseholders across the Durham City area.

Major decisions that impact on how we do business and manage your home are taken
by the Council’s Cabinet. If changes are required to the Council’s policy framework
then these decisions need the agreement of the full Council.

The Council’'s Economy and Enterprise Scrutiny Committee holds the Council’s Cabinet
to account for the decisions it makes. The committee also contributes to the
development of policy and services. In September 2010, the committee completed a
full review of Durham City Homes and noted the good progress that had been made in
improving services for tenants.

To support the Council’s political decision making process, we have established a
Durham City Homes Non—Executive Board. Although the Board has no decision
making powers, it is able to make recommendations to the Council’s Cabinet.

The Non-Executive Board is made up of equal numbers of tenant representatives,
independent members and County Councillors. The Board has clear terms of reference
which are reviewed annually.

The Non-Executive Board is supported by the Tenants Panel and our Service
Improvement Groups.

Altogether better council housing in Durham City
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All tenants are welcome at the monthly meeting of the Tenants Panel. The meeting
provides tenants with the opportunity to hold us to account, scrutinise the work we do
and help shape the services we deliver.

The ‘Home’ Service Improvement Group works towards improving matters relating to
repairs, decent homes and other issues impacting upon tenants. We are currently
reviewing our Anti-Social Behaviour Group Service Improvement Group, so that it is
able to address those local issues which impact upon particular estates or
communities.

We have in place a menu of involvement which supports the work of the above groups,
ranging from attending focus groups to simply giving us your feedback. Contact our
Involvement Team to find out more.

The Council’s Resources Directorate manage the Housing Revenue Account on behalf
of Durham City Homes. Management reports are considered by Cabinet and the
Economy and Enterprise Scrutiny Committee on a regular basis.

Budget meetings are held monthly while quarterly reports are considered by the
Tenants Panel and Non-Executive Board. Our budget position is also reported to the
County-wide Housing Revenue Account Board, alongside Dale and Valley Homes and
East Durham Homes, as managing agents for the Council.

All risks are managed in accordance with the County Council’s Corporate Risk
Management Policy.

Altogether better council housing in Durham City

Some of our key achievements in 2010/11:
® \We refreshed the Terms of Reference for our Non-Executive Board.

® We started work with the Tenants Panel to enhance their Scrutiny role, to ensure they
are able to challenge what we tell them.

® We reviewed the role of our Service Improvement Groups to ensure they continued to
drive forward improvements in the work we do.

A brief look at how well we did in 2010/11:

We held 6 meetings of our Non-Executive Board.

The Tenants Panel met monthly.

We held a number of meetings with each of our Service Improvement Groups
including workshop sessions.

We did not accrue any significant overspend across the budgets we manage.

OO

Some of the things we are going to do to improve services in the year ahead:
® Continue to develop the role of the Tenants Panel in scrutinising the work we do.
® Support the Stock Options Appraisal for council housing in County Durham.

Tenant Panel Assessment

Members of the Tenant’s Panel said that they felt as though we meet the
TSA requirements under this standard and they are satisfied with the
quality of the services we provide.

The Tenant’s Panel said their priorities under this standard include:
® Developing their scrutiny role further.

The Tenant’s Panel think we could do better by:

® Making sure we give you the right support and training to maximise your role in
scrutinising the services we deliver.

® Ensuring that you are aware of the roles and responsibilities of the different groups that
we have in place.
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6. A closer look at our
performance — facts
and figures

Here you can find out, in more detail, about how well we are performing. Where
possible we have also compared ourselves to other providers nationally.

Each of the graphs included below show our performance for the services you have told us

matter the most to you.

You will see we have referred to different quartiles, these mean:

Upper quartile - is the performance position of the top 25% of providers in the country.

Median - is the average performance of providers across the country.

Lower quartile - is the performance of the bottom 25% of providers in the country.

Tenant
Involvement and
€mpowerment

We received 67 complaints in 2010/11 — we responded
to 77.6% of these in 10 working days.

3 complaints progressed to stage 2 in our complaints
process as people were not satisfied with the outcome
of their initial complaint.

Just over half of our tenants (52.1%) are satisfied with
the opportunities for them to get involved with the work
of Durham City Homes.

72% of tenants are satisfied with the final outcome of
their contact with us compared to 69.7% in 2008.

100% of our homes met the Decent Homes standard as
at 31st March 2011.

We completed 99.95% of all Decent Homes works within
15 days, our target was 98%.

In 2010/11 we fitted 100% of all adaptations within our
set timescales, compared to 88.8% in 2009/10.

46 Altogether better council housing in Durham City

Tenant Satisfaction with repairs
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% of homes with a valid gas safety certificate
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v The amount of money current tenants owed us fell from
£487,864 in 2009/10 to £472,993 in 2010/11, a
reduction of £14,871.

v By reducing the time it took us to let properties in
2010/11 compared to 2009/10, we saved over £53,700
in potential lost rent.

v In 2010/11, we collected £58,267 former tenant arrears
owed to us compared to £47,373 in 2009/10.

v 995 new applicants registered for rehousing with us in
2010/11.
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Under the National Housing Subsidy System, the council paid all your rent and some other
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SOURCE: Status Survey then gave us a set amount of money back to run the housing service in Durham City. In

2010/11, the government kept and redistributed just over £1.8m of your rent to other
housing providers as part of the national system.

v The number of planned estate walkabouts with tenants
present was 38% against our target of 50%. We will
address this through our new approach to
neighbourhood groups.

v Our Tenancy Enforcement Team investigated 149 ASB
complaints in 2010/11 compared to 132 in 2009/10.

From April 2012, the National Subsidy System will no longer exist. The Council will be
allowed to keep all its housing income, but as part of this process we have to agree a ‘debt
settlement figure’ with the government. This is for the money we have received in the past,
we will then need to pay this back from your rent.

Where the money came from in 2010/11:

Council house rents £17,647,029
Other rents £191,785
Service charges £143,994

Total Income £17,982,808
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What the money was spent on in 2010/11:

Repairs and Maintenance £3,918,322
Housing Management £3,252,246
Payment to the Government £1,839,443
Depreciation £3,871,039
Corporate and Democratic Costs £351,385
Interest Payment £931,305
Contribution towards Capital £3,499,405
Other £319,663

Total Expenditure £17,982,808

The chart below shows how the expenditure was split in percentage terms:

2% . .
Repairs and Maintenance

. Housing Management

Payments to the Government
(Subsidy)

. Depreciation

. Corporate and Democratic Costs

5%

2%

Interest Payable

Contribution towards Capital and
Improvements Works

10%

Other
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Capital expenditure in 2010/11:

Every year we carry out capital improvement works to our homes either through the
Decent Homes programme or through our Adaptations Service. The maijority of this money
came from the government as part of the Major Repairs Allowance and the remainder
came from a contribution from the Housing Revenue Account.

Decent Homes Programme £4.380
Disabled Adaptations £0.400
One-off replacements £0.312
Homeloss and Disturbance Payments £0.121
Major work to empty homes £0.362
Delivering the programme £0.533

Total Expenditure £6,108,000

Some of our priorities for spending in 2011/12:

Our priorities for spending in 2011/12 include:
® Continuing to fund the Decent Homes programme to the value of £4.13m.

® Ensuring people can live in their homes independently by providing adaptations
funding to the value of £0.52m.

Investing approximately £50,000 in alternative energy pilots.
To establish an empty homes garden maintenance scheme (£20,000).

Improving fire safety in our flats (£35,000).

Investing over £30,000 in a range of projects to improve tenant involvement.

Altogether better council housing in Durham City
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8. Further information
and how to contact us

If you have any questions regarding this Annual Report, please do not hesitate to
contact us using our contact details below:

® 17 Claypath, Durham, DH1 1RH
® Annand House, Meadowfield, DH7 8RS

Opening times: Monday — Thursday 8.30am — 5.00pm
Friday 8.30am — 4.30pm
Telephone numbers: 0800 068 0013 (Calls to an 0800 number are free from a

BT landline, charges from other suppliers and from
mobiles may vary).

0191 301 8470 (you will be charged your standard call
rate).

You can call either of these numbers to talk to us
between:

8.30am & 7.30pm Monday to Friday

9.00am & 1.00pm on Saturdays.

Please note that after 7.30pm Monday to Friday and after 1.00pm on Saturdays these
numbers should only be used to report an emergency repair or to log your anti-
social behaviour complaint.

Automated payments: 0845 835 0120
Email: durhamcityhomesadmin@durham.gov.uk

Altogether better council housing in Durham City

9. Your Local Service
Standards 2011/12

The following table shows your 2011/12 Local Service Standards,
where possible we have included how well we performed against
these standards last year.

Altogether better council housing in Durham City
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