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Recommendation (s) to the decision maker (s)

1. The Rural and Communities Overview and Scrutiny Committee notes the review 
and restructure undertaken to improve the quality and performance of Housing 
Services.
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1 The Background to the Report
1.1 Housing Services focuses on the council’s existing tenants and prospective tenants and 

covers the following areas: -

- Tenancy management

- Housing allocations and options

- Homelessness

- Temporary accommodation

- Supported housing

- Housing policy and strategy

- Housing client role for grounds maintenance

- Housing related anti-social behaviour

1.2 Over the last 15 years the services provided have largely been unchanged, which has led 
to, in some areas, practices becoming outdated and services not being efficient. In 2018 the 
Council undertook a tenants’ satisfaction survey with all our tenants, the results of which 
were reported to Cabinet. The key headlines affecting this service were: -

 83% satisfied with the service provided as a landlord
 86% satisfied with their neighbourhood
 76% felt we provide an effective service

A further tenants’ survey is planned for 2021.

1.3 The Council’s Corporate Strategy priorities for growth, agility and competitiveness resulted 
in the need to structure the service to align how we work with what we are trying to achieve.

1.4 This means looking to find better ways of delivering services to our customers; providing 
opportunities for innovation, service and staff development and delivering an efficient value 
for money service whilst at the same time striving for excellence.

1.5 In January 2019 a process began to review key strategic and operational issues, along with 
the need to modernise the whole service based upon the principles of building in resilience, 
flexibility and a greater strategic focus on performance.

1.6 In parallel a full review and restructure was undertaken in the Housing Repairs and 
Improvements service due to their close relationship to maximise efficiencies and 
opportunities to improve the service.

1.7 The key aims of the Housing Services review and restructure were: -

 Maximising the resources available by making best use of skill sets, realigning posts to 
focus on key areas of demand 

 Building resilience into teams and the service as a whole – the introduction of an 
officer/assistant split across the teams ensures support is available during fluctuations 
in workloads and provides an opportunity for assistants to develop knowledge and skills 
to move into officer posts as career progression



 Modernising the service – introducing different systems (ie Choice Based Lettings) to 
ensure the customer is at the heart of service delivery, benchmarking with other 
authorities to establish best practice

 Exploring opportunities for savings/income generation to fund improved service delivery

 Realigning services to reflect a change in focus from enforcement to support and from 
being reactive to being preventative – using resources to be proactive

 Placing a greater emphasis on engagement with customers in shaping services and 
delivery of key outcomes

 Greater strategic focus on targets and performance – ensuring team and individual 
targets are clear. Regular performance monitoring and feedback to customers, teams 
and individuals to help build accountability and identify opportunities for development 
and improvement 

 Reviewing current accommodation provision in order to realign it with demand, and 
formulating a strategic plan to include opportunities to redevelop and plan for the future

 Reduce void times and associated costs

 Introduce a new tenancy agreement, tenancy strategy and tenant engagement 
framework in order to lay the foundations for lasting change with customers

1.8 Operational Changes

Through the restructure we have placed a greater emphasis on prevention and proactive 
intervention, reducing our reactive nature and using enforcement as a last resort. The 
introduction of a team of Tenancy Support Officers, working alongside a grant funded full 
time worker to prevent repeat homelessness of rough sleepers for a year, will strive to 
encourage sustainable and independent tenants, and reduce the levels of enforcement and 
repeat homelessness.

1.9 We have introduced service standards for our customers, supported by work plans 
(incorporating deadlines) for Housing Options, Tenancy Services and Policy and Strategy 
to drive service improvement in a number of key areas.

1.10 Within the Housing Options Team and the Tenancy Management Team, the introduction of 
the Homeless Prevention Assistants (increasing from 2 to 4) and Housing Assistants are 
valuable to our service in two key ways. They provide a platform for individuals to develop 
and learn the skills required to become our Officers of the future, enabling the Council to 
retain staff. They also provide flexibility and resilience within the teams to cover workloads 
and deal with periods of a high-volume intake of work.

1.11 New KPIs will focus upon a variety of identified priorities across the team on a monthly, 
quarterly, annual and bi-annual basis. Embedding a clear focus and shared goal along with 
improved communication is the foundation to any long-lasting successful change and 
service improvement over the years to come.



1.12 Housing Strategy & Policy

A greater focus on strategy and policy is also central to the service changes; we are 
reviewing the ways we work and updating our policies and procedures to ensure they are fit 
for purpose and give our customers the best possible service, and have produced a new 
Tenancy agreement, Tenancy engagement framework and tenancy strategy to again 
ensure we have a solid foundation upon which to build.

1.13 Voids

During 2018/19 the Housing Department dealt with 435 empty properties. The average time 
taken to re-let those properties was 45 days with over 63% being let on the first offer.

Work has already begun to improve the time taken to re-let an empty property and both the 
Housing Services Team and the Repairs and Improvement team are developing more lean 
processes, that avoid unnecessary actions and duplication and we have already made a 
number of changes to processes to try and reduce the time taken.  One of the issues is 
around the way the council currently allocates properties through a ‘matching’ process, 
which is an outdated approach and not tenant-focused.

The new structure, along with the introduction of Choice Based Lettings, which we hope to 
have in place in 2020, will strive to reduce time taken to allocate and sign up a new tenant 
to a property, and therefore drive down the total void time. At a more strategic level we have 
also completed a mapping exercise with the Voids Team to look at the process with a view 
to identifying improvements. We have also prioritised returning high demand properties from 
voids for quick letting rather than hard to let properties. 

A detailed and focused report on void management will be presented to members of this 
Overview and Scrutiny Committee at its next meeting in November.

2 Consultation and Feedback Received.
2.1 Staff workshops were delivered in partnership with the Lightbox team in January 2019, key 

strategic and operational issues were identified, along with the need to modernise the whole 
service based upon principles of building in resilience, flexibility and a greater strategic focus 
on performance. 

2.2 In May 2019 a full consultation with staff commenced in order to propose a new structure 
following a review of the service. Consultation comments were captured ensuring staff were 
a key part of the review in order to make the best use of the resources we have.

3 Available Options Considered
3.1 The review could have focused on a particular area of the service to phase improvements, 

however, it was felt a full and comprehensive review was the most appropriate way to 
ensure service improvements, cultural change and improved performance.

4 Preferred Option
4.1 The new structure went live on 5th August 2019 and whilst still in transition with some key 

posts yet to be recruited, improvements have already been seen in managing tenancies 
more effectively.

5 Reasons for the Recommendation (s)
5.1 Report is for noting



6 Next Steps – Communication and Implementation of the Decision
6.1 A further report on the void management service will be provided to members at the next 

meeting of the Rural and Communities Overview and Scrutiny Committee.

7 Financial Implications 
7.1 There are no direct implications associated with the noting of this report, budget 

adjustments as part of the review will feed into the 2019/20 HRA budget.

Financial Implications reviewed by: Alison Hall-Wright

8 Legal and Governance Implications 
8.1 There are no direct legal implications associated with the noting of this report. The 

introduction of choice-based lettings is not currently accommodated in the Council’s 
Housing Allocation Policy. The introduction of this new way of working would mean the 
Allocation Policy would need to be amended in accordance with Part VI of the Housing Act 
1996

Legal Implications reviewed by: Shelley Hardy Legal Services 

9 Equality and Safeguarding Implications 
9.1 None; any changes to policy that are required, for example the introduction of choice 

based lettings, will be the subject of equality analysis when the matter is brought forward 
for decision.

10 Risk and Mitigation
10.1 Risk has been considered in the preparation of this report and no high risks have been 

identified. The review was undertaken based on experience, knowledge, benchmarking, 
research and consultation.

11 Community Safety Implications 
11.1 There are no community safety implications arising from this report.

Date of Publication on Forward Plan (if 
required)

Not applicable

Previously Considered by: Not applicable

Report Timeline: 

Final Decision date  Not applicable


