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OPERATIONAL  BOARD  
29 August 2019  ITEM B1   
 

SERVICE UPDATE  
 
This is a joint report prepared by Heads of Service and the Director of Housing 
Services.  The report provides Operational Board Members with a general overview and 
update on current issues. 
 
Head of Housing Options & Homelessness 

 
Having recently been appointed to the post of Head of Housing Options and 
Homelessness I thought it may be of interest to provide a bit of background information 
about myself as well as updating the Board on where I have been focussing my 
attention.  As a young man I served just over seven years in the Royal Navy which 
provided me with a platform to transition from boy to man whilst also having an 
opportunity to travel.  I moved from service life into children’s services where I worked 
with young people in care for a further 7 years before moving into supporting adult 
offenders.  It was during this period that an opportunity was presented to work within 
Housing Options in 2004 as a Community Safety Housing Advisor, looking for suitable 
and sustainable accommodation options for offenders and ex-offenders. 
 
A further exciting opportunity to manage a single point of entry service for households 
requiring assistance, who didn’t have children within Housing Options, was next.  This 
was a totally new way of working and something that as a team we developed into a 
service that became a finalist at the UK housing awards.  A further promotion to a 
homelessness manager followed this with additional responsibilities within Housing 
Options and coincided with a period of study to obtain a degree in Housing, 
Communities and Regeneration in 2014. 
 
The focus now is to build on a really strong foundation that has been developed over 
the past 4 years.  The relationship with the Ministry of Housing, Communities and Local 
Government is already a strong one and one that I will promote and seek to strengthen 
further.  In order for us to achieve positive outcomes for our customers we must ensure 
strong partnerships exist and are maintained, which will remain a focus of mine.  I 
intend to evaluate the performance framework within Housing Options and further 
develop this if needed, to ensure we have a robust framework to effectively manage 
services.  I have a strong passion for delivering services that I would be happy to 
receive and the Customer First commitment will be central to the services provided 
within Housing options.  I look forward to the work and challenges ahead, keeping you 
updated at future board meetings. 
 
Call before you serve  
The private rented sector team within Housing Options have teamed up with the Decent 
and Safe Homes (DASH) team within Derby City Council to launch Derby’s approach to 
a “call before you serve”  service.  This is a free service offered to landlords and letting 
agents who are experiencing problems with tenants in the private rented sector which 
may result in a notice being served to end the tenancy.   
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The team offer assistance with rent arrears, housing benefit problems, Universal Credit 
issues, income maximisation and mediation with strained relationships between landlord 
and tenant.  The objective is to prevent homelessness within the private rented sector 
with the end of an assured shorthold tenancy the biggest cause of homelessness 
nationally.  This approach is recognised as good practice and again demonstrates the 
proactive approach we are taking in Derby to prevent as much homelessness as 
possible. 
 
Allocations Policy 
The current allocations policy was implemented in 2013 and over the past 6 years there 
have been significant changes affecting the effectiveness and day to day application. 
The Homeless Reduction Act 2017 has placed a legal duty on all Local Authorities to 
prevent homelessness with the current allocations policy no longer helping us to 
achieve this objective. Our own housing stock has seen a year on year reduction in the 
number of properties advertised and allocated which shows a higher degree of 
sustainable communities but not as encouraging for customers who need a new home. 
 
Since the last Operational Board, we have continued to work on the review of the 
allocations policy making preparations for a series of consultation events that will 
include Adult Social Care, Children’s and Young Peoples services, people who have 
experienced homelessness, our tenants, health services, probation, politicians and our 
own board members.  These are some examples that show the depth of work to be 
completed which will undoubtedly provide some interesting views and opinions.   
 
This work will begin in August and we hope to conclude this in November. Once we 
have gathered this information, we will need to understand what the priorities are and 
begin to formulate our audience’s thoughts and feed this back.  This will allow further 
comments to be considered as we make the proposals available. 
 
I would like to invite the Board to a consultation workshop and will ensure an invitation is 
sent out to everyone over the coming weeks.  The aim is to make the consultations 
interactive and informative as we gather as much information as we can to inform the 
direction of the next generation of the allocations policy. 
 
Finally, I would like to say how delighted I am with my recent appointment as the new 
Head of Service for Housing Options and Homelessness and that I am really looking 
forward to working more closely with the board in this role. 

 
Head of Housing Management 
 
Introducing the new Head of Housing Management 
I am delighted to have been recruited to the position of Head of Housing Management 
and very much look forward to working with you all in the future. Some of you will know 
me already but for those of you that don’t I have been employed by Derby Homes since 
2007.  
 
I originally managed the Family Intervention Project, a Government initiative working 
with anti-social families who were faced with eviction. I then went on to manage the 
services that help to safeguard some of the more vulnerable tenants and ensure that 
they are able to maintain and sustain their tenancies. 
 
I have a strong customer service ethos and will do all that I can to ensure that Customer 
First is embedded across the organisation so that customers remain at the heart of all 
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that we do. I will also work with other Heads of Service to maintain and continuously 
improve standards and services across the organisation. 
 
If you have any concerns that are not being addressed, please bring them to my 
attention and I will do all that I can to assist you. 
 

Parkland View Extra Care Scheme – 3rd birthday 
Parkland View, the extra-care facility owned by Derby City Council and managed by 
Derby Homes, turned three years old in July.  

The birthday celebrations took place on the newly expanded, outdoor terrace area, on 
what was probably the hottest day of the year! Residents and visitors were treated to ice 
lollies, a BBQ, music, balloons, and sparkling juice for residents and staff.  

The new garden area has been developed by Derby Homes’ Caretakers and has seen 
a massive improvement on the outside area that many residents enjoy, with more 
seating, café-style table areas, raised planters and a central gazebo to give shade and 
shelter in all weathers. 

This summer is also the 100th anniversary of council housing in Derby, and Derby 
Homes’ staff heard some amazing stories from Parkland residents who had lived in 
council properties ever since they were young. Cllr. Roy Webb, Cabinet Member for 
Adults, Health and Housing, was on hand to deliver the birthday toast.  

Within the past year, Parkland has won several national awards, including a Gold Award 
at the Elderly Accommodation Counsel (EAC) Awards 2019. The scheme was also 
recognised by the Dignity in Care Awards, along with being a finalist in the TPAS 
Awards for Excellence in Engagement in Support and Care. 

Parkland View is a great example of the creation of community spaces. . It is full of 
communal areas for residents to meet and socialise, including a lounge, hobby room, 
restaurant, wellbeing room, shop and reception area.  

The majority of residents at Parklands are over-65, with some form of care needs. This 
extra-care scheme is very different from residential homes or sheltered housing. There 
is an onsite care team that offers flexible, personal care to support people. Residents 
can choose how much or how little support they require to best maximise their health, 
wellbeing and independence. Even as these needs change over time, residents are 
able to remain in their own homes, and have services tailored around them.  

100 Years of Council Housing 
Our celebration of 100 years of council housing is now underway. On a day to day basis 
housing management staff are celebrating by wearing the commemorative black and 
pink tee shirts and the pink lanyards provided by Derby Homes, so look out for them on 
your estates. 

It was fantastic to hear the positive stories and happy memories from residents at 
Parkland View, some of whom had lived happily in Council properties all of their lives. 
We are keen to hear more of these stories so that we can send out a very clear and 
positive message that in Derby we are very proud to live and work in social housing. 
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Head of Finance & Income 
 
Following the TUPE transfer of the Accountancy team from Derby City Council back to 
Derby Homes on July 1st 2019, Michael Kirk was appointed to a new post of Head of 
Finance & Income. This post combines The Head of Operations (Income Management 
& Customer Services) previously held by Jackie Westwood with old Head of Finance 
post that Michael held with Derby Homes pre the 2012 TUPE of the Accountancy team 
to the Council. Service updates from each of the teams under this new post are detailed 
below: 
 
Accountancy 
Along with Michael, two Accountants TUPE transferred back to Derby Homes, both 
Helen Samuel and Eileen Harlow were with Derby Homes prior to the switch to the 
Council and have a long association with Derby Homes. 
 
The Accountancy team will be going through a restructure over the next few months as 
posts are aligned with the needs of Derby Homes. This will include the introduction of 
Accountancy Apprentices who will be trained towards recognised Accountancy 
qualifications whilst supporting the service teams in providing valuable assistance in 
operational delivery and options for changes. 
 
Income Management 
All Doris targets for current tenant arrears have been achieved for the first quarter. 
 
The current rent arrears position is just over £1.31m (w/e 7 July) and continue to be at 
better than expected level.  
 
The first rent free week of the year saw a further reduction of £212,010 which provided 
positive impetus for the first quarter and this has been maintained. 
 
We are also being helped with a consistent and relatively stable number of new 
Universal Credit (UC) claimants. These are at levels where we can assist them 
individually on making sure their initial UC claims get up and running (minimising the 
risk of financial hardship to the claimant) and working with them to make sure they 
understand that the rent does need to be paid and to discuss with them how the rent is 
going to be paid.  
 
We are making best use of Alternative Payment Arrangements (APA’s) for vulnerable 
tenants and tenants who already have a serious arrears history. Currently we have 
487 APA’s bringing in £159,639 a month in rental income directly from the DWP. We 
also have direct deductions for arrears on 424 Universal Credit claimants bringing in 
£14,912 a month via the DWP. 
 
We continue to work closely with Housing Options and Housing Management to try and 
avoid evictions where possible by assessing the overall all impact on the organisation. 
For the three months to June 2019, we have only carried out 6 evictions so this 
approach seems to be delivering results. Compared to a total of 52 for 2018/19 we are 
now forecasting around 40 for 2019/20.  
 
We continue to attend groups which increase learning and may help us improve 
performance such as the West Midlands Welfare Reform Group. Out of this forum we 
have teamed up with the other Open Housing users to meet and discuss how we are all 
progressing with Open Housing.  
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Staffing levels in the Income and Welfare Reform teams have been consistent for a 
while although we do have one vacancy to recruit to in August  
 
Welfare Reform 
Benefit rules for mixed-age pension couples changed from15 May 2019. In most 
circumstances this means that both members of a couple will need to have reached 
State Pension age to be eligible to make a new claim to Pension Credit or Housing 
Benefit. If household circumstances change on, or after, 15 May 2019 and one partner 
is below pension age, tenants may be subject to the new Pension Credit and Housing 
Benefit rules.  
 
Depending on their new circumstances, entitlement to one or both may end. The 
Department for Works and Pensions have sent letters to tenants affected explaining the 
issue however if there is no change in circumstances then they will not be affected. 
 
The process of moving people who receive the six old style benefits to Universal Credit 
is known as Managed Migration. Harrogate has been chosen to pilot the Managed 
Migration of up to 10,000 claimants in July 2019. Regulations have now been passed in 
Parliament for the pilot to start and completed by June 2020. Full Managed Migration for 
the whole Country is expected to be completed by December 2023. 
 
It depends on how the (Harrogate) pilot goes, but we do not think Derby’s migration of 
existing legacy benefit claimants is likely to be before 2020. 
 
As at week starting 15th July 2019, we have 1,596 Universal Credit claimants:  
 

• Families – 783 
• Couples – 95 
• Singles – 718 

 
Rental Control 
Work is still ongoing in preparation to offer a Paperless Direct Debit option to tenants & 
leaseholders. 
 
We need to develop further the process for recording new properties on Open Housing. 
We are keen to ensure that there are no unintended consequences on the new 
“Allocations” module when entering new property data, hence avoiding potential delays 
in a new property being made available for advert. 
 
Leasehold 
Consultation events on the new Leasehold Policy have been completed and responses 
analysed. The Leasehold and Leasehold Complaints policies are currently being 
prepared for approval at a future Operations Board later in 2019.  
 
Additionally, cost gathering and analysis work is underway in readiness for the 
production of the actual service charge accounts.  
 

Derby Advice Update 
 
Staffing  
We are in process of recruiting to the Money Advice Team leader and Welfare Rights 
Triage Officer vacancies.  
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After this we will backfill the vacant Money Adviser and Welfare Rights Officer posts  
 
D2N2 Money Sorted project 
It was announced to the project steering group last week that we have been awarded an 
extension to the project until 30/09/2022. The project staff will have their contracts 
extended until 31/03/2022. We will be receiving written conformation in the next couple 
of weeks.  
 
Macmillan funded post 
The application for a further 1 year extension is due to be submitted by the end of 
August. This would extend from 31/12/2018 to 31/12/2019. Macmillan have indicated 
that they fully intend to approve this extension and that is just a formal process that we 
need to complete  

 
Head of Governance & Corporate Support 
 
Employee Development 
The recruitment process for this year’s intake of apprentices is in its final stages and we 
are currently preparing for the induction, the apprentices are due to start on 5 
September 2019. 
 
Vice Chair of Derby Homes 
Derby Homes Board has elected Councillor Sarah Russell as Vice Chair.  Sarah 
replaces Councillor Fareed Hussain who was replaced on the Board by Sarah in May. 
 
Board Vacancies 
There is currently a vacancy for a Tenant Board Member on the main Board and three 
Tenant vacancies on the Operational Board.  In addition, Dennis Rees is due to stand 
down from the main Board in November, as is Samantha Hudson from the Operational 
Board. Dennis and Samantha are entitled to reapply for their positions, in competition 
with any other candidates.  The vacancies have been publicised on Derby Homes’ 
website and in Derby Homes News.  To date we have received 6 enquiries and 3 
applications. 
 
Interviews for main and Operational Board Members will take place early Autumn. 
 
 

Head of Repairs 
 
Day to Day 

 
At the end of the first quarter 2019, performance in terms of ‘repairs completed in time’ 
is as follows: 
 
• Emergencies – 100% 
• Very urgent works –99.92% 
• Urgent works – 99.89% 
• Routine works – 99.90% 
• Planned works – 98.98%  
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Performance up until the end of June is generally pleasing with all priorities above / 
better than the 99% targets other than planned works. There has been a continued 
improvement in performance in the last few months on planned works although we have 
just missed the planned works target. 
 
We are now able to report on Appointments Kept Target and for the first quarter we are 
currently ahead of the 99% target achieving 99.37%. 
 
Tenant satisfaction with repairs remains high and above target at 99.19% up until the 
end of the first quarter. During the first quarter we sent out 9798 surveys and 79 were 
found to be dissatisfied.  
 
We have generated rechargeable repairs up to the end of the first quarter realising 
£3,070.77. 
 
We currently have 14 live disrepair cases. 
 
Void Repairs 
 
Up to the end of the first quarter, the Voids Team has completed 106 active voids 
compared to 196 for the same period last year. Performance is currently averaging 
15.80 days cumulatively to inspect and complete works.  
 
The total number of void works carried out both active and passive is 145 voids 
compared to 196 voids last year. 
 
The current average time is only slightly over target although we are confident of 
meeting the target at year end. 
 
Electrical Servicing year end performance figures  
 
At the end of the first quarter the Electrical Team have met target and have achieved full 
compliance and ended the period at 100%. 
 
Up to the end of June the Electrical Team carried out 944 services over the quarter. 
 
One of the electrical projects we are working on this year is to upgrade consumer units. 
We are taking an opportunity when we do these works to offer tenants additional plug 
sockets in their properties. This modernises our properties and gives our customers 
better facilities as well as improving electrical safety in the properties by not overloading 
plug sockets. 
 
Gas Servicing year end performance figures  
 
At the end of June 2019 the Gas Team have met target and have achieved full 
compliance and finished the quarter at 100%. 
 
Up to the end of the first quarter the Gas Team carried out 4126 services. 
 
We again attained high levels of first time access for gas servicing which for the first 
quarter was 81%. This is at similar levels to last year although we are below target as 
we have set ourselves a more challenging target this year. 
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If Board Members or others would like to discuss this report ahead of the meeting please contact  

Lorraine Testro, Head of Housing Management: 
Tel 888675 Email lorraine.testro@derbyhomes.org 
Matt Palmer, Head of Housing Options & Homelessness 
Tel 642158 Email matt.palmer@derbyhomes.org 
Steve Bayliss, Head of Repairs:  
Tel 888774 Email steve.bayliss@derbyhomes.org 
Shaun Bennett, Director of Investment & Maintenance:  
Tel 888545 Email shaun.bennett@derbyhomes.org 
Taran Lalria, Head of Governance & Corporate Services: 
Tel 888608: Email taranjit.lalria@derbyhomes.org 
Michael Kirk, Head of Finance & Income 
Tel 888703 email michael.kirk@derbyhomes.org 
 
Background Information:  None 

 
Supporting Information:   None 
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