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Table 6: South East/ South West facing installation financial modelling results 

South East/South West facing installations <4kW >4kW 

System System size (kWp) 
952 1143 

Annual energy produced (kWh) 
759,732 911,679 

Cost 
£3,460,758 £4,127,409 

Annual 
income/benefit 
streams (1st Year) 

Feed in Tariff income  
£271,097 £284,356 

Export income  
£9,846 £11,815 

Displaced energy savings 
£39,385 £47,261 

CO2 savings Tonnes of CO2 saved through generation 
337.79 405.35 

25 Year 
income/benefit 
streams  

Feed in Tariff income  
£8,568,630 £8,987,726 

Export income  
£311,209 £373,451 

Savings  
£1,725,894 £2,071,073 

25 Year CO2 
savings 

Tonnes of CO2 saved through generation 
7882 9458 

Project returns Rate of return (pre finance) 
7.36% 5.99% 

Payback period (years) 
12 14 
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Table 7: South facing installation financial modelling results 

South facing installations <4kW >4kW 

System System size (kWp) 
15 17 

Annual energy produced (kWh) 
12,340 14,808 

Cost 
£53,790 £64,098 

Annual 
income/benefit 
streams (1st Year) 

Feed in Tariff income  
£4,403 £4,619 

Export income  
£160 £192 

Displaced energy savings 
£640 £768 

CO2 savings Tonnes of CO2 saved through generation 
5.49 6.58 

25 Year 
income/benefit 
streams  

Feed in Tariff income  
£139,178 £145,985 

Export income  
£5,055 £6,066 

Savings  
£28,033 £33,640 

25 Year CO2 
savings 

Tonnes of CO2 saved through generation 
128 154 

Project returns Rate of return (pre finance) 
7.87% 6.48% 

Payback period (years) 
12 13 

 

4.4 Financial Model Summary 

Table 8: Financial modelling summary 

 East/West Facing South East/South West 
Facing 

South Facing 

Individual system 
size 

<4kWp >4kWp <4kWp >4kWp <4kWp >4kWp 

Total installation 
potential (kWp) 137 164 952 1143 15 17 

Cost (£) 
£497,566 £593,329 £3,460,758 £4,127,409 £53,790 £64,098 

25 year CO2 savings 
(tonnes) 970 1164 7882 9458 128 154 

Rate of Return (%) 
5.65% 4.38% 7.36% 5.99% 7.87% 6.48% 

Payback (years) 
14 16 12 14 12 13 
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4.5 Installation notes 

There are other points that should be considered when deciding on whether to install the system. 

Planning 

All of the systems planned are on pitched roofs and therefore should not exceed the 200mm limit 

below which planning approval is not required.  

Structural survey 

Due to the unknown nature of one of the roof structures a structural survey may be required. For a 

system on a commercial or public building we would always recommend a structural survey is 

carried out to ensure no difficulties arise in the future. 

DNO approval 

All PV systems require approval from the DNO for G83 Stage 2 approval. Larger projects such as this 

one will require a multiple site application to be sent as you will be adding a significant amount of 

capacity onto the local grid. The DNO must check that it is capable of handling this extra capacity. If 

it cannot and you wish to proceed they may try and charge you for updating the local grid network if 

this is outside of their planned works. 

Risk of theft and vandalism 

Where possible, PV systems should be installed on roofs of tall buildings to reduce the risk of theft or 

vandalism. The individual sites should be assessed for suitability to mitigate this risk. Insurance to 

protect the owner against this eventuality is commercially available. 
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5 RECOMMENDATIONS 

 

It is recommended that as there is a high percentage of south-east to south-west facing properties 

that are viable for PV installation, these should be the focus of further investigation for PV feasibility.  

If the full potential of the roof space available is utilised this will result in a total installed capacity of 

2,127 kWp which would payback within 12-14 years and would yield a rate of return between 5.99-

7.87%. It would also save an estimated 17,616 tonnes of CO2 over 25 years.  
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APPENDIX A – SITE DATA 

Client Data Site Data 

PROPERTY 
UPRN 

No STREET POSTCODE  Area Roof 
type/condition 

Pitch Shading  

1339052054B 52-54B UPPER PITT STREET L1 5EY SW 54 Concrete tiles <30 None 

1339056058B 56-58B UPPER PITT STREET L1 5EY SW 54 Concrete tiles <30 None 

1339060062B 60-62B UPPER PITT STREET L1 5EY SW 54 Concrete tiles <30 Major 

1339064066B 64-66B UPPER PITT STREET L1 5EY SW 54 Concrete tiles <30 Minor 

0406600103B 1-3B ABINGDON GROVE L4 9UY SE 30 Concrete tiles <30 None 

0466017019B 17-19B ABINGDON GROVE L4 9UY SE 37.5 Concrete tiles <30 None 

0466020021B 20-21B ABINGDON GROVE L4 9UZ SE 45 Concrete tiles <30 Minor 

0466022023B 22-23B ABINGDON GROVE L4 9UZ SE 45 Concrete tiles <30 None 

0466024026B 24-26B ABINGDON GROVE L4 9UZ SE 24 Concrete tiles <30 Minor 

0466027028B 27-28B ABINGDON GROVE L4 9UZ SE 25.5 Concrete tiles <30 None 

04066029031B 29-31B ABINGDON GROVE L4 9UZ SE 25.5 Concrete tiles <30 None 

0466032034B 32-34B ABINGDON GROVE L4 9UZ SE 60 Concrete tiles <30 None 

0466042043A 42-43A ABINGDON GROVE L4 9XB W 45 Concrete tiles <30 None 

0466044045A 44-45A ABINGDON GROVE L4 9XB W 45 Concrete tiles <30 None 

0406600405B 4-5B ABINGDON GROVE L4 9UY W 30 Concrete tiles <30 None 

0466046047A 46-47A ABINGDON GROVE L4 9XB SE 12 Concrete tiles <30 Major 

0466048049A 48-49A ABINGDON GROVE L4 9XB SE 30 Concrete tiles <30 None 

0466050051A 50-51A ABINGDON GROVE L4 9XB SE 15 Concrete tiles <30 None 

0466060062A 60-62A ABINGDON GROVE L4 9XB SE 45 Concrete tiles <30 None 

0466063065A 63-65A ABINGDON GROVE L4 9XB SE 45 Concrete tiles <30 None 

0466066067A 66-67A ABINGDON GROVE L4 9XB W 45 Concrete tiles <30 None 

0466068069A 68-69A ABINGDON GROVE L4 9XB W 45 Concrete tiles <30 None 

0406600608B 6-8B ABINGDON GROVE L4 9UY SE 25 Concrete tiles <30 None 

0466070072A 70-72A ABINGDON GROVE L4 9XB W 45 Concrete tiles <30 None 

0466073074A 73-74A ABINGDON GROVE L4 9XB SE 42 Concrete tiles <30 Major 

0466075076A 75-76A ABINGDON GROVE L4 9XB SE 42 Concrete tiles <30 None 

4066077079A 77-79A ABINGDON GROVE L4 9XB SE 42 Concrete tiles <30 None 

0406600901B 9-11B ABINGDON GROVE L4 9UY SE 25 Concrete tiles <30 Minor 

4095022026B 22-26B ARDROSSAN ROAD L4 7XR SW 36 Concrete tiles <30 None 

4095028030B 28-30B ARDROSSAN ROAD L4 7XR SE 54 Concrete tiles <30 Minor 

4095032034B 32-34B ARDROSSAN ROAD L4 7XR SE 48 Concrete tiles <30 Major 

4095036038B 36-38B ARDROSSAN ROAD L4 7XR SW 48 Concrete tiles <30 Minor 

4095040042B 40-42B ARDROSSAN ROAD L4 7XR SW 48 Concrete tiles <30 Minor 
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4119023025B 23-25B AYRSHIRE ROAD L4 7XP SE 75 Concrete tiles <30 None 

4119027029B 27-29B AYRSHIRE ROAD L4 7XP SW 45 Concrete tiles <30 Minor 

4119031033B 31-33B AYRSHIRE ROAD L4 7XP SW 45 Concrete tiles <30 None 

4119035039B 35-39B AYRSHIRE ROAD L4 7XP SW 52.5 Concrete tiles <30 None 

4119041043B 41-43B AYRSHIRE ROAD L4 7XP SW 52.5 Concrete tiles <30 None 

4235068072B 68-72B CHERRY LANE L4 8SE S 27 Concrete tiles <30 Major 

4235074078B 74-78B CHERRY LANE L4 8SE S 27 Concrete tiles <30 Major 

4235080084B 80-84B CHERRY LANE L4 8SE S 27 Concrete tiles <30 Major 

4235086090B 86-90B CHERRY LANE L4 8SE S 27 Concrete tiles <30 Major 

4235092096B 92-96B CHERRY LANE L4 8SE S 27 Concrete tiles <30 Major 

4235098102B 98-102B CHERRY LANE L4 8SE S 27 Concrete tiles <30 Major 

4389015019A 15-19A GLOBE STREET L4 4HE S 24 Concrete tiles <30 Minor 

4389001005A 1-5A GLOBE STREET L4 4HE S 24 Concrete tiles <30 Minor 

4389007011A 7-11A GLOBE STREET L4 4HE S 18 Concrete tiles <30 Minor 

4920001003A 1-3A HARTLEY CLOSE L4 4QD SW 54 Concrete tiles <30 None 

4920018019A 18-19A HARTLEY CLOSE L4 4QD SW 54 Concrete tiles <30 None 

13061058058B 58-58B ADSHEAD ROAD L13 9AJ S 12.5 Concrete tiles 60 Major 

13061060062B 60-62B ADSHEAD ROAD L13 9AJ S 12.5 Concrete tiles 60 Major 

13061008010A 8-10A ADSHEAD ROAD L13 9AJ S 54 Concrete tiles <30 Minor 

13139015019B 15-19B BRAINERD STREET L13 7HW SE 30 Concrete tiles <30 Minor 

13139001005B 1-5B BRAINERD STREET L13 7HW SE 24 Concrete tiles <30 None 

13139021023B 21-23B BRAINERD STREET L13 7HW SE 48 Concrete tiles <30 None 

13139039043B 39-43B BRAINERD STREET L13 7HW SE 48 Concrete tiles 60 Major 

13139007011B 7-11B BRAINERD STREET L13 7HW SE 48 Concrete tiles 60 Major 

13360001003B 1-3B LARKHILL CLOSE L13 9DR SW 90 Concrete tiles 30 Major 

13360004005B 4-5B LARKHILL CLOSE L13 9DR SE 37.5 Concrete tiles 30 Minor 

13360006007B 6-7B LARKHILL CLOSE L13 9DR SE 37.5 Concrete tiles 30 Minor 

13361109113B 109-
113B 

LARKHILL LANE L13 9BN SW 36 Concrete tiles 30 Major 

13361011017A 11-17A LARKHILL LANE L13 9BL SW 35 Concrete tiles 30 None 

13361005007A 5-7B LARKHILL LANE L13 9BL SW 35 Concrete tiles 30 None 

13361009009A 9-9A LARKHILL LANE L13 9BL SW 35 Concrete tiles 30 None 

13369012016B 12-16B LISTER DRIVE L13 7HN SE 37.5 Concrete tiles 30 Minor 

13369 18-22B LISTER DRIVE L13 7HN SE 37.5 Concrete tiles 30 Minor 

13369024026B 24-26B LISTER DRIVE L13 7HN SE 42 Concrete tiles 30 Major 

13369002006B 2-6B LISTER DRIVE L13 7HN W 36 Concrete tiles 30 None 

13369028032B 28-32B LISTER DRIVE L13 7HN SE 42 Concrete tiles 30 Minor 

13369034038B 34-38B LISTER DRIVE L13 7HN SE 37.5 Concrete tiles 30 Major 

13369040042B 40-42B LISTER DRIVE L13 7HN SE 37.5 Concrete tiles 30 Minor 

13369008010B 8-10B LISTER DRIVE L13 7HN W 129 Concrete tiles 30 Minor 

13411122126A 122-
126A 

MUIRHEAD AVENUE L13 0AZ SE 51 Slate 30 Major 
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13411014016B 14-16B MUIRHEAD AVENUE L13 0BP SE 51 Slate 30 Major 

13411017019B 17-19B MUIRHEAD AVENUE L13 9BG SE 63 Slate 30 Major 

13411018020B 18-20B MUIRHEAD AVENUE L13 0BP SE 63 Slate 30 Minor 

13411021023B 21-23B MUIRHEAD AVENUE L13 9BG SE 63 Slate 30 Major 

13411022024B 22-24B MUIRHEAD AVENUE L13 0BP SE 24 Slate 30 Major 

13411026028B 26-28A MUIRHEAD AVENUE L13 0BP SE 48 Slate 30 Major 

13411029031B 29-31B MUIRHEAD AVENUE L13 9BG SE 48 Slate 30 Major 

13411030032B 30-32B MUIRHEAD AVENUE L13 0BR SE 48 Slate 30 Major 

13411033035B 33-35B MUIRHEAD AVENUE L13 9BG SE 36 Slate 60 Major 

13411030032B 34-36B MUIRHEAD AVENUE L13 0BR SE 63 Slate 30 Major 

13411003005B 3-5B MUIRHEAD AVENUE L13 9BG SE 63 Slate 30 Major 

13411030032B 38-40B MUIRHEAD AVENUE L13 0BR SE 48 Slate 30 Major 

13411042044B 42-44B MUIRHEAD AVENUE L13 0BR SE 55.5 Slate 30 Major 

13411051053B 51-53B MUIRHEAD AVENUE L13 9BG SE 55.5 Slate 30 Major 

13411055057B 55-57B MUIRHEAD AVENUE L13 9BQ SE 36 Slate 30 Major 

13411059061B 59-61B MUIRHEAD AVENUE L13 9BQ SE 36 Slate 30 Major 

13411063065B 63-65B MUIRHEAD AVENUE L13 9BQ SE 15 Concrete tiles 60 Minor 

13411067069B 67-69B MUIRHEAD AVENUE L13 9BQ SE 15 Concrete tiles 60 Minor 

13411071073B 71-73B MUIRHEAD AVENUE L13 9BQ SE 15 Concrete tiles 60 Minor 

13411075077B 75-77B MUIRHEAD AVENUE L13 9BQ SE 15 Concrete tiles 60 Minor 

13411079081B 79-81B MUIRHEAD AVENUE L13 9BH SE 15 Concrete tiles 60 Minor 

13411007009B 7-9B MUIRHEAD AVENUE L13 9BG SE 15 Concrete tiles 60 Minor 

13411083085B 83-85B MUIRHEAD AVENUE L13 9BH SE 15 Concrete tiles 60 Minor 

13411087089B 87-89B MUIRHEAD AVENUE L13 9BH SE 15 Concrete tiles 60 Minor 

13411091093B 91-93B MUIRHEAD AVENUE L13 9BH SE 45 Slate 30 Minor 

13411095097B 95-97B MUIRHEAD AVENUE L13 9BH SE 45 Slate 30 Minor 

13411099101B 99-101B MUIRHEAD AVENUE L13 9BH SE 45 Slate 30 Minor 

19056016020A 16-20A BEECHWOOD GARDENS L19 0LN SW 56 Concrete tiles 30 None 

19056021025A 21-25A BEECHWOOD GARDENS L19 0LN SW 56 Concrete tiles 30 None 

19056026029A 26-29A BEECHWOOD GARDENS L19 0LW SW 56 Concrete tiles 30 None 

19056030033A 30-33A BEECHWOOD GARDENS L19 0LW SE 43 Concrete tiles 30 None 

19056038039A 38-39A BEECHWOOD GARDENS L19 0LW SE 43 Concrete tiles 30 None 

19056040041A 40-41A BEECHWOOD GARDENS L19 0LW SE 43 Concrete tiles 30 Major 

19056042043A 42-43A BEECHWOOD GARDENS L19 0LW SW 54 Concrete tiles 30 Minor 

19056044045A 44-45A BEECHWOOD GARDENS L19 0LW SW 54 Concrete tiles 30 Major 

19056046047A 46-47A BEECHWOOD GARDENS L19 0LW SW 54 Concrete tiles 30 Major 

19057011012A 11-12A BEECHWOOD GREEN L19 0LU SW 72 Concrete tiles 30 Minor 

19057001002A 1-2A BEECHWOOD GREEN L19 0LU SE 39 Concrete tiles 30 Major 

19057014015A 14-15A BEECHWOOD GREEN L19 0LU SE 39 Concrete tiles 30 Major 

19057016018A 16-18A BEECHWOOD GREEN L19 0LU SW 54 Concrete tiles 30 None 
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19057003005A 3-5A BEECHWOOD GREEN L19 0LU SE 45 Concrete tiles 30 None 

19057006007A 6-7A BEECHWOOD GREEN L19 0LU SE 45 Concrete tiles 30 None 

19057008010A 8-10A BEECHWOOD GREEN L19 0LU SW 24 Concrete tiles 30 Major 

19059069071A 69-71A BEECHWOOD ROAD L19 0LB SW 55 Concrete tiles 30 Minor 

19059073075A 73-75A BEECHWOOD ROAD L19 0LB SW 55 Concrete tiles 30 Minor 

19059077079A 77-79A BEECHWOOD ROAD L19 0LB SW 55 Concrete tiles 30 Major 

19275032036B 32-36  B IVY AVENUE L19 9AJ SE 45 Concrete tiles 30 Major 

19275038040B 38-40B IVY AVENUE L19 9AJ SW 63 Concrete tiles 30 Minor 

19274042044B 42-44B IVY AVENUE L19 9AJ SW 63 Concrete tiles 30 Minor 

19275046050B 46-50B IVY AVENUE L19 9AJ SE 40.5 Concrete tiles 30 None 

19275052054B 52-54B IVY AVENUE L19 9AJ SE 40.5 Concrete tiles 30 None 

19275056060B 56-60B IVY AVENUE L19 9AJ SW 45 Concrete tiles 30 None 

19275062072A 62-72A IVY AVENUE L19 9AJ SW 45 Concrete tiles 30 None 

19378001003A 1-3A RAINHAM CLOSE L19 4UJ W 30 Concrete tiles 30 None 

19378009011A 9-11A RAINHAM CLOSE L19 4UJ W 30 Concrete tiles 30 None 

19531011015A 11-15A RAMSEY CLOSE L19 4XH SW 102 Concrete tiles 30 None 

19531001005A 1-5A RAMSEY CLOSE L19 4XH SE/SW 105 Concrete tiles 30 None 

19531016018A 16-18A RAMSEY CLOSE L19 4XH W 69 Concrete tiles 30 None 

19531019021A 19-21A RAMSEY CLOSE L19 4XH W 63 Concrete tiles 30 None 

19531006010A 6-10A RAMSEY CLOSE L19 4XH SW 138 Concrete tiles 30 None 

19499001041 1-41 WHITE OAK LODGE,BEECHWOOD RD L19 0LD SW 87 Concrete tiles 30 None 

25246010012A 10-12A GLENACRES,ACREFIELD ROAD L25 5PY SE 27 Concrete tiles 30 Minor 

25246001003A 1-3A GLENACRES,ACREFIELD ROAD L25 5PY SE 27 Concrete tiles 30 Minor 

25246014016A 14-16A GLENACRES,ACREFIELD ROAD L25 5PY SE 27 Concrete tiles 30 Minor 

25246017019A 17-19A GLENACRES,ACREFIELD ROAD L25 5PY SE 27 Concrete tiles 30 Minor 

25246004006A 4-6A GLENACRES,ACREFIELD ROAD L25 5PY SE 27 Concrete tiles 30 Minor 

25246007009A 7-9A GLENACRES,ACREFIELD ROAD L25 5PY SE 27 Concrete tiles 30 Major 

25509011015A 11-15A ROSE STREET L25 7SN SW 19.5 Concrete tiles 45 Minor 

25509017019A 17-19A ROSE STREET L25 7SN SW 19.5 Concrete tiles 45 Minor 

25509025027A 25-27A ROSE STREET L25 7SN SW 19.5 Concrete tiles 45 Minor 

25509029031A 29-31A ROSE STREET L25 7SN SW 19.5 Concrete tiles 45 Major 

2557311-11B 11-11B THORNSIDE WALK L25 5PH SW 33 Concrete tiles 30 Minor 

25573001009B 1-5B THORNSIDE WALK L25 5PH SE 99 Concrete tiles 30 Minor 

25573002020A 2-20A THORNSIDE WALK L25 5PJ SE 171 Concrete tiles 30 None 

25573022034A 22-34A THORNSIDE WALK L25 5PL SE 156 Concrete tiles 30 Minor 

2573036052A 36-52A THORNSIDE WALK L25 5PL SW 90 Concrete tiles 30 Minor 

255737-9B 7-9B THORNSIDE WALK L25 5PH SW 33 Concrete tiles 30 None 

25611019021A 19-21A WHITNEY ROAD L25 5LS SW 48 Slate 60 None 

25611026028A 26-28A WHITNEY ROAD L25 5LY SE 48 Slate 60 None 

25611027029A 27-29A WHITNEY ROAD L25 5LS SE 48 Slate 60 None 
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25611030032A 30-32A WHITNEY ROAD L25 5LY SE 48 Slate 60 None 

25611031033A 31-33A WHITNEY ROAD L25 5LS SE 48 Slate 60 None 

25611034036A 34-36A WHITNEY ROAD L25 5LY SE 48 Slate 60 None 

25611035037A 35-37A WHITNEY ROAD L25 5LY SW 48 Slate 60 None 

25611038040A 38-40A WHITNEY ROAD L25 5LY SW 48 Slate 60 None 

25611042044A 42-44A WHITNEY ROAD L25 5LY SE 48 Slate 60 None 

25611043045A 43-45A WHITNEY ROAD L25 5LS SE 48 Slate 60 None 

25611050052A 50-52A WHITNEY ROAD L25 5LZ SE 48 Slate 60 Minor 

25611054056A 54-56A WHITNEY ROAD L25 5LZ SE 48 Slate 60 Major 

25611058060A 58-60A WHITNEY ROAD L25 5LZ SE 48 Slate 60 Minor 

25611062064A 62-64A WHITNEY ROAD L25 5LZ SW 48 Slate 60 Major 

25611066068A 66-68A WHITNEY ROAD L25 5LZ SW 48 Slate 60 Minor 

25611067069A 67-69A WHITNEY ROAD L25 5LT SW 48 Slate 60 Major 

25611075077A 75-77A WHITNEY ROAD L25 5LT SW 48 Slate 60 Major 

25611079081A 79-81A WHITNEY ROAD L25 5LT SW 48 Slate 60 None 

25611083085A 83-85A WHITNEY ROAD L25 5LT SW 48 Slate 60 None 

25611091093A 91-93A WHITNEY ROAD L25 5LT SW 48 Slate 60 None 
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APPENDIX B – MODEL ASSUMPTIONS 

Assumptions 

Output 

assumptions 

FIT tariff (£) £0.361/£0.413 

Savings (£) £0.120 

Export (£) £0.030 

CO2 saving (tonnes/kWh produced) 0.0005146 

Percentage exported to the grid 50% 

Percentage used on site 50% 

Inflation rate 2.50% 

Fuel inflation 5% 

Project costs Market price (£ per kW) £3,500 

Planning/design per discrete estate £250 

Structural survey per discrete estate £500 

Annual maintenance (£/kW/yr) £23 

Equipment 

inputs 

Module degradation Stepped degradation (90% - 80% at ten years) 

Inverter efficiency 96% 
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Board/Committee/Working Group/Area Board: 
Board (Open Session) 

Date of Meeting: 

Thursday 5th  May 2011    

Item No: 5E 
 

Subject: 
Outcome of Pinnacle HMC 
Contract Review Discussions 
and Environmental / Cleaning 
Services Contract Proposal 

Attachments: 
Appendix 1 – Organisational structure for 

in-house service model April 
– October 2011. 

Appendix 2 – HMS Organisational  
  structure – October 2011/12 
Appendix 3 – 2011/12 Budget 

 

Confidentiality: Confidential Status: 
 
For Decision 
 

Executive Summary: 
In the context of the development of HMS and an on-going review of the Pinnacle psg 
Housing Management Contract (HMC), it was agreed that an option to develop an in-
house environmental / cleaning services solution, to sit within HMS, be investigated. The 
review would require commercial discussions with Pinnacle to explore the potential to 
vary the scope of the works within the HMC to incorporate the management and 
supervision role of LMH’s environmental / cleaning services arrangements. 
 
Those discussions have taken place and also included, at Pinnacle’s instigation, the 
potential to expand their role across the improvement programme to include the South 
and West areas following the ending of the HMC with Plus Dane in that area. 
 
This report provides the Board with the outcome of the review including a 
recommendation to move forward with an in-house environmental / cleaning services 
solution as an integral part of HMS which is currently scheduled to go live on 1st July 
2011. The proposal is that the service is taken on by HMS at the end of September / 
beginning of October 2011. 

 
Recommendation: 
 
It is recommended that the Board: 
 
i) Approves the variation of the Housing Management Contract with Pinnacle psg to 

incorporate the management and supervision role of LMH’s environmental / 
cleaning services;        

ii) Approves the award of a long term contract for Environmental / Cleaning Services 
to HMS subject to the approval of appropriate terms within the agreed budget.  
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Financial implications:  
 
A breakdown of the 2011/12 environmental services budget is attached at Appendix 3. 
There will be a saving of £8,000 to the Pinnacle HMC annual fee due to the offsetting of 
an agreed reduction to their improvement fee for taking on board an expanded role in the 
investment programme. 
 
Key risks: 
 
Challenge from LHT, Plus Dane or other agencies to the varying of Pinnacle’s HMC to 
include environmental / cleaning services. Considered to be minimal, this risk is 
discussed in the body of the report at 4.2. 
 
Including environmental / cleaning services in the scope of work for HMS may take the 
eye off the ball in terms of its primary reason for being (i.e. delivery of an excellent repair 
and maintenance service).  This risk, together with an associated risk of lack of technical 
knowledge and expertise in delivery of environmental / cleaning services, will be 
minimised by the involvement of Pinnacle, the organisation having a proven track record 
in this field. This risk is discussed in the body of the report at 4.3. 
 
There is also a risk that LMH will not achieve VFM outcomes in terms of Pinnacle’s HMC 
fee given their reduced role following the restructure of Housing and Customer Services 
in the final two years of their contract. This will be mitigated by the proposal and, through 
an enhanced role in delivery of the Improvement Programme following the departure of 
Plus Dane. 
 
Material impact on Corporate Plan ‘Focuses’: 
 
Well kept estates and well serviced communal areas are a vital ingredient in terms of 
boosting the lettability of LMH properties; protecting our assets; improving customer 
satisfaction rates, and delivering neighbourhoods that our customers are proud to live in. 
 
An excellent environmental / cleaning service will reflect well on LMH and will impact on 
our focus on Customers, Communities and Homes. It will also impact on our focus on 
Viability & VFM and on Improvement. 
 
The proposal also builds on the well established partnership with Pinnacle psg and so 
has an impact in terms of the Focus on Partnerships 
 

Directorate: Housing and Customer Services 

 
By: Angela Forshaw 
       Garry Croll 
 

 
Position: Director of Housing and 

Customer Services  
                 Assistant Director of Housing 

and Customer services  
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1. Introduction 

 
1.1 In December 2009 the LMH Board considered a report on the outcome of a 

VFM review of LMH’s environmental / cleaning service arrangements including 
grounds maintenance, communal block & sheltered cleaning. The Board 
approved a recommendation to move forward with a tender exercise for all 
three service elements in 2010. 

 
1.2 A tender exercise was initiated using LMH’s repair & maintenance framework 

and subsequently resulted in a bid from Mitie, in partnership with Pinnacle, 
being awarded preferred bidder status subject to final scrutiny of the tender 
price. 

 
1.3 However, following the outcome of the Government’s Emergency Budget and 

their declared intention to increase VAT to 20% it was agreed, along with other 
holding measures, to suspend the award of a contract and at the same time to 
investigate a proposal to deliver an in-house solution in conjunction with the 
development of HMS.  
 

1.4 In forming the proposal, consideration was to be given to the potential to vary 
Pinnacle’s HMC scope of work to include management and supervision of 
LMH’s environmental / cleaning service arrangements and exploration of an 
expanded scope of work for Pinnacle in delivery of LMH’s improvement 
programme following the ending of Plus Dane’s HMC. 

 
1.5 This report provides the Board with a summary of the outcome of discussions 

with Pinnacle on both the proposal to deliver an LMH in-house environmental 
service solution within HMS and to expand Pinnacle’s role in the delivery of the 
improvement programme to the South and West areas. 

 
 

2. Proposal 
 

2.1  As part of the environmental / cleaning service contract mobilisation initial 
discussions were held with Mitie / Pinnacle in order to develop a service 
delivery structure for the following scope of works:- 

 
• Grounds maintenance services to the front and rear communal areas and 
 open land areas (related assets); and, 
• Communal block cleaning to flats and maisonettes. 

 
2.2  It was this proposed service delivery structure that has now been used as the 

base template for developing an in-house service model that would also 
include LMH’s sheltered block cleaning currently delivered by Kinetics. 

 
2.3  Draft organisational structures showing current service arrangements and 

proposed service arrangements within HMS are attached at Appendices 1 & 2 
respectively. The principle organisational headlines include:- 
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• The service would be managed by Pinnacle psg via their existing HMC 
Contract Director (reporting to the MD HMS). The existing HMC contract 
scope of work would be varied to incorporate the environmental / cleaning 
service work which would be carried out by Pinnacle in addition to a 
residual housing management role and an expanded role across the 
improvement programme. 

 
• There would be two principal work streams; environmental (ground 

maintenance) service and communal and sheltered block cleaning 
services. Each service element would be headed by an Operational 
Manager responsible to the Pinnacle Contract Director.  

 
o The environmental service will comprise four teams of six 

geographically based operatives plus a team of two operatives 
responsible for addressing bulk rubbish and fly tipping removal.  

o The cleaning service will be divided into two elements; the cleaning 
of the internal communal areas of flats and maisonettes and 
cleaning of the communal areas of LMH’s 17 sheltered blocks. The 
sheltered cleaning service will be delivered by the existing 17 x part 
time cleaner operatives and, based on current service 
arrangements the block cleaning service will require 10 operatives. 
 

• A review of the required equipment and service running costs has been 
carried out. There will be an initial capital investment outlay of £17k that 
will be contained within 2011/12 environmental services budget. 

 
• The timetable for the proposal is included in the following table:- 

 
 

March  Cutting Season starts
April  1st April implementation of LMH staff revised salaries and 

conditions 
May   
June  Anticipated Feedback from Funders on Business Plan 
July  Consultation with staff on transfer – 30 days min  
August  Anticipated formal go live for Cleaning contract and 

transfer of staff cleaning staff from Kinetics 
September / 
October 

Anticipated formal go live for GM and transfer of staff 
Estate Staff from LMH

 
 

3.  Financial Implications. 
 

3.1  The existing service budget is made up of several elements including:- 
  

• HMC ‘Housing Management’ Fee 
• Environmental service client manager and two environmental officer posts 
• Twenty Estate Assistants (caretakers)  
• Grounds maintenance costs 
• Sheltered cleaning costs 
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• FJF one-off funding amount  
• Emergency tree maintenance costs 
• Service running costs 

 
3.2  A proposed year one (2011/12) budget is attached at Appendix 3. This budget 

takes account of revised salary commitments following the recent restructure 
and Job Evaluation changes effective from 1st April 2011. There will be no 
necessity to repeat the £35,000 support contribution to the ‘Future Jobs Fund’ 
(FJF)  block cleaning service made in 2010/11. In addition, the budget includes 
the required capital investment for the ground maintenance equipment 
together with the additional personnel required to deliver the service as 
follows:- 

 
• 17 x FTE Grounds Maintenance Operatives supported by 5 FTE seasonal 

grounds maintenance operatives. (NB: Two Estate Assistant posts are 
currently vacant and so 18 will TUPE transfer to HMS) 

• 1 x Residential caretaker (Baden House) 
• 2  x FTE Fly tipping & bulk refuse removal  
• 10 x FTE Cleaning Operatives – to replace the existing 10 FJF trainees. 
• 17 x P/T Sheltered Cleaners – no change to the existing 17 P/T 

employees. 
• One x Environmental/Cleaning Client Manager  

 
3.3 In considering the overall financial position several other VFM factors should 

be taken into account: 
 

• The proposed budget includes the repayment of equipment costs that 
were not included in the 2010/11 budgets. 

• The service includes a new communal block cleaning which was never 
budgeted for by LMH and has only been delivered in 2010/11 as LMH was 
able to access FJF, so, the overall scope of works being delivered within 
the budget will result in an enhanced and expanded service that will have 
the potential for future development as part of HMS. 

• Moving forward with a contract solution would incur 20% VAT charges 
which are not applicable with an in-house solution. 

 
3.4  In regard to the Pinnacle HMC fee it is proposed there will be no variation to 

the existing ‘housing management’ fee of £208k, based on the scope of work 
for managing the environmental / cleaning service being a significant 
expansion to their current housing management responsibility which was 
reduced with effect from 1st October 2010 following the restructure of Housing 
and Customer Services. However, the proposal will enable LMH to 
demonstrate much improved VFM in terms of the HMC contract as Pinnacle 
will meet the costs of the Contract Manager from their fee and they are willing 
to vary the contract for the remainder of their contract. In addition, Pinnacle 
has also agreed to a reduction in anticipated fees for an expanded role within 
the improvement programme, with £8,000 of this reduction being offset against 
the HMC contract fee. 

  
3.5  Finally, it should be noted there will be an opportunity for LMH to consider the 

future application of service charges for this work to both tenants and 
leaseholders. 
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4.  Strategy & Risk Management 

 
4.1  The proposal has several advantages on the current service arrangements 

and on that of the original Contract solution.  
 

• The model will result in a considerable VAT saving that would be incurred 
within a contract arrangement.  

• It can be delivered using the existing budget provision.  
• The proposal will deliver an enhanced and expanded service scope. 
• The variation to the Pinnacle HMC will enable LMH to demonstrate 

improved VFM and added value from the contract and to preserve the 
relationship with a valued partner organisation. 

 
4.2  There are several risks associated with an in-house solution and the proposal 

to vary the Pinnacle HMC contract. Varying the contract was robustly explored 
as part of the VFM review of environmental services via Trowers. It was 
concluded that the HMC scope of work did include environmental services and 
that the service scope could be varied but there was a potential risk of 
challenge from LHT and Plus Dane if Pinnacle were unilaterally allocated this 
work. Given the LHT contract was terminated by mutual agreement on 1st July 
2010 and the Plus Dane contract was terminating by agreement on 31st March 
2011 the risk of challenge from either is assessed as low. The risk of challenge 
from other external service providers for this work is also assessed as minimal 
on the grounds of the limited two year term that is proposed. 

 
4.3  The final risk relates to HMS. It is essential the key objective to deliver a 

quality repair & maintenance service is focussed upon. There is a risk that the 
inclusion of  environmental / cleaning  services might have a critical impact on 
the development of HMS and that there will be insufficient technical knowledge 
and / or resources to progress the environmental / cleaning services agenda. 
However, the engagement of Pinnacle to deliver a management role will 
minimise this risk and anable HMS to become proficient in this service area. 
Pinnacle can demonstrate an effective track record in management of 
environmental / cleaning services delivery and the proposed model, being 
developed in tandem with the HMS proposal but having a staggered start date, 
will assist in sound management in the initial period whilst enabling HMS to 
concentrate on repairs and maintenance service take-on. 

 
 

5.  Conclusions & Recommendation 
 

5.1   It is recommended that the Board: 
 

i) Approves the variation of the Housing Management Contract with 
Pinnacle psg to incorporate the management and supervision role of 
LMH’s environmental / cleaning services;  

       
ii) Approves the award of a long term contract for Environmental / Cleaning 

Services to HMS subject to the approval of appropriate terms within the 
agreed budget.  

 
  

119



 

Appendix 1 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  

120



 

Appendix 2 
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Appendix 3 
 
 
 

   Environmental Services / Caretakers Service

Available Budget 
£

Caretakers 716,992
Grounds Maintenance 306,291
Emergency Tree cutting 64,674
Cleaning in Sheltered Blocks 203,211
HMC Fee (Pinnacle) 208,614
Environmental Services Officers (3 posts) 79,647

1,579,429

Projected Contractor costs
£

Staff
Contract Director 208,614
Grounds  Maintenance manager 38,766
Cleaning Manager 25,000
 Existing Staff 
Caretakers 425,850

New Staff
Grounds 111,360
Cleaners  (Sheltered) 125,237
Cleaners  (Communal) 125,190

Running costs
Tipping fees 70,000
Fuel 19,440
Mobile Phones 2,500
Lease Vehicles 56,039
Tree cutting 60,000
Machinery ( depreciation only ) 10,866
Tools  and Equipment  20,205
Utilities 3,667

1,302,734

Client Costs

£
Environmental Services Manager 36,624
Running Costs 10,000

46,624

Remaining Contingency 230,071
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Board/Committee/Working Group/Area Board: 

 

Board (Open Session) 

Date of Meeting: 

Thursday 5th May 2011 

Item No: 5F 
 

Subject:  
 
Shareholding Membership 
Applications 
 

Attachments: 
 
Appendix A – Applicant Details  
 

Confidentiality: Non-Confidential  Status: For Decision 

Executive Summary:   
 
• To inform the Board of any applications that have been made for Shareholding 

Membership 
 

Recommendation: 
 
It is recommended that the Board: 
 

i). Considers the applications made for Shareholding Membership; and 
 
ii). Agrees whether the applications will be accepted or rejected in accordance with 

LMH’s Rules and Membership Policy 
 
Financial implications:  
 
•   A small budget is in place to facilitate the promotion of Shareholding Membership. 

 
Key risks: 
 
Not fulfilling the promises made to Tenants and Leaseholders at transfer. 
 
Material impact on Corporate Plan ‘Focuses’: 
 
The material impact will be on customers in line with the offer document that was made to 
all LMH tenants and leaseholders stating that all tenants and leaseholders would have 
the opportunity to become shareholders of LMH 
 
 
Directorate: Corporate Services 
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By: Cathy Abraham 
 

 
Position: Head of Business Support 
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1. Background 

 
1.1. LMH’s Rules set out the objects of the association which state that LMH is 

formed for the benefit of the community and each tenant and leaseholder of 
LMH will have the opportunity to apply to become a shareholding member of 
LMH. 

 
 
2. Shareholding Membership 

 
2.1 LMH is committed to having a well-skilled, diverse Board based upon the 

communities it serves. LMH has published information to tenants and 
leaseholders advising them how to apply to become a shareholding member. All 
applicants applying for a share are required to apply in writing to LMH’s 
registered office using the shareholder application form and all applicants are 
required to pay the sum of one pound for a share. 
 
Each application shall be considered by the Board in accordance with the 
Membership Policy and LMH’s rules. The Board has the power, in its absolute 
discretion, to accept or reject any application by a tenant or leaseholder. If the 
application is approved, the name of the applicant and the other necessary 
particulars shall be entered into the register of shareholders. A certificate 
entitling the applicant to one fully paid share in the association shall be issued 
to the applicant. 
 
The rules also list the exceptions to membership in that the following cannot be 
shareholders: 
 
• A minor 
• A person expelled as a shareholder 
• An employee of the association or an employee of any other body whose 

accounts must be consolidated with those of LMH 
• A corporate body or an unincorporated body 
 
In addition to the exceptions to membership identified by LMH’s rules the Board 
has also established further criteria which must be met in order to allow for 
acceptance of tenants and leaseholders into shareholding membership.  
Tenants and leaseholders must, therefore, satisfy the following criteria: 

 
The applicant must not be in arrears with rent, service charges or other charges 
levied by LMH unless: 

 
a) the arrears are of a purely technical or administrative nature (e.g. delays in 

housing benefit etc); or 
 

b) any arrears are of an amount which does not in itself preclude Board 
Membership considering the specific circumstances and an arrangement is 
in place  (and has been kept to) for a reasonable period; and 
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c) not withstanding a) or b) above the arrears must not be the subject of any 
legal proceedings (e.g. NISP) or court order 

 
The applicant or any person within the household must not be the subject of any 
legal proceedings (or court order obtained by LMH or other agency, for example 
(but not limited to) ASBO’s or ABC’s. 
 

2.2 Current applications for Shareholding Membership have been reviewed by the 
Director of Corporate Services (as Company Secretary) and details are set out 
on the appendix to this report. 

 
 
3. Current Shareholders 
 
3.1 LMH currently has 112 shareholders (100 tenant / 6 leaseholder, 5 independent 

and 1 local authority shareholder) who have been accepted into membership 
since transfer in April 2008.   

 
 
4. Strategic Implications 

 
4.1 The admission of shareholding members to LMH impacts on the Governance 

focus as it is in line with LMH’s rules which state that LMH will have an open 
membership policy.  
It also focuses on customers as it is in line with the promises made to tenants 
and leaseholders at transfer. 

 
 

5. Risk Management 
 

5.1 Failure to operate an Open Membership policy and publicise shareholding 
membership would constitute a risk to LMH, however, steps taken to mitigate 
this risk would focus primarily on the promotion of the open membership 
scheme through: 

 
• Newsletters and leaflets 
• Standard agenda item at Board and Area Board meetings 
• Promotional campaign using posters and leaflets  
• At tenant/leaseholder conferences and other tenant events  
• Using TP tracker software  
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APPENDIX A – Applicants Meeting Criteria 
 
 

Details of Applicant Criteria met Checked on Housing 
Management System / 
with Home Ownership 

team 
Ms Nita Duke Yes Yes 

Mr Ron Duncan Yes Yes 

Mrs Joyce Duncan  Yes  Yes 

Margaret Maude Yes Yes 

John O’Brien Yes Yes 

Anjam Anwar Yes Yes 

Miss Audrey Meredith Yes Yes 

Dorothy Gould Yes Yes 

John Hall Yes Yes  

Tony Boner Yes Yes  
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ITEM 5G
LIVERPOOL MUTUAL HOMES (LMH) 
REGISTER NUMBER 29998R 
 
MEETING OF THE WEST AREA BOARD 
HELD ON   TUESDAY 8TH FEBRUARY 2011   
 

PRESENT: 
Name:  Title: 
Tommy Colleran  - Chair  
Irene Hanratty  - Tenant Area Board Member  
Phillipa Harrich  -  Tenant Area Board Member  
 
OFFICERS IN ATTENDANCE: 
Name:  Title: 
Andrew Oates - Assistant Director (Neighbourhood & Customer Services)
Jan Calland  - Local Housing Manager  
Joanne Campbell  -  Assistant Area Manager 
Katherine Lavelle - PA to Repairs & Assets  
 
APOLOGIES 
Name:  Title: 
Councillor Strickland  -   Councillor Area Board Member  
Angela Forshaw  Director of Housing & Customer Services  
Julie Gaudie  - HMC Manager, Plus Dane Group  
Steve Clarke  Investment Manager Plus Dane Group/LMH 
 
 
(The meeting commenced at 5.30pm) 
 
WE11/001 ITEM 1 – INTRODUCTION 
  

 Tommy Colleran, Chair of the West Area Board opened the meeting by 
welcoming everybody, advising upon the format of the meeting, 
housekeeping, process of the meeting, formal introductions and requested 
any items of AOB to be considered at the end of the meeting.  
 

  
WE11/002 ITEM 2 – DECLARATIONS OF INTEREST 
  
 There were no Declarations of Interest 
  
WE11/003 ITEM 3 – MINUTES OF PREVIOUS MEETINGS FOR APPROVAL 
  
 
 
 
 
 
 
 

It was noted that the previous meeting of the West Area Board was 
cancelled and therefore no minutes were to be considered.  
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WE11/004 ITEM 4 – ITEMS FOR DISCUSSION  
 

 a) Performance Monitoring Balance Scorecard  
  
 Jan Calland, Local Housing Manager (LHM), presented the Performance 

Update for the period April to December 2010 and went on to update the 
West Area Board with the progress and performance in the West Area. 
 
It was and noted that the West Area were on target for all goals.  
 
It was requested that the targets set be shown on the balance scorecard in 
future meetings.    
 
Phillipa Harrich requested that the West Area Board be presented with a 
more detailed analysis of complaints at a future meeting.  
 

  
  It was resolved that the West Area Board : 
   
 i) Noted the update  

 
   
 ii) LHM to provide more detailed analysis of complaints  
   
WE11/005 b) Customer Service Centre (CSC) 
  
 The Assistant Director of Housing & Customer Services (ADNCS) 

presented a report detailing the performance of the new CSC for the months 
October to December 2010. Performance has been good for a new service 
but was impacted negatively by the severe weather in December that lead 
to a big increase in call numbers. 
 
Performance overall is undermined by the numbers of ‘chase up’ calls for 
repairs which amount to 20% of all calls taken. 
 
Plans to improve service provision include: 

• The recruitment of additional temporary staff 
• All staff continue to receive training on repairs, gas and 

housing issues to ensure that they can answer the majority of 
calls at first contact 

• The introduction of a new Customer Relationship Management 
System that will give CSC staff access to file notes for 
Customers. This may slow calls down in the first instance but 
will speed them up in the longer term. 

 
  It was resolved that the West Area Board : 
   
 i) Noted the update  

 
   
   
 ii) ADNCS to liaise with a member of the Business Support Team to 
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ensure that targets are shown on the balance scorecard and to 
request a more detailed analysis of complaints be presented at the 
Area Board meetings  
 

  
WE11/005 ITEM 5 - ITEMS FOR INFORMATION  
  
 a) Scrutiny Panel Verbal Update  
   
 ADHNCS  gave an update to the West Area Board detailing: 

 
• The panel has places available for 15 members including an 

independent chair 
• Interviews have now taken place and 9 tenants have been recruited 

to the panel 
• The first meeting will take place on the 17th February and will finalise 

the panel’s terms of reference and discuss issues such as further 
recruitment of members and the chair and also the future training and 
development of panel members  

 
Philippa Harrich, declared an interest in becoming involved in the Scrutiny 
Panel.  

 
The West Area Board members were asked to note the update 
 

  It was resolved that the West Area Board 
  
 i) Noted the Update  
   
 ii) ADNCS to pass on details of Phillipa Harrich for Scrutiny Panel 
  
 b) Local Offers  
   
 
 
 

ADNCS presented details of LMH’s Local Offers.  Local Offers are a 
requirment for all social landlords to work with their tenants and detail the 
type and level of service that will be delivered locally. The Local Offers are 
then measured against the standards of service agreed with tenants 
 
The Local Offers need to be in place by the beginning of April 2011. All 
tenants will receive information regarding  LMHs Local Offers in the Tenant 
Newsletter and will have a further opportunity to give feedback on them 
before the 28th February 2011 
 
The West Area Board members were asked to note the content of the 
presentation for information purposes.   
 

 It was resolved that the West Area Board : 
 

 i) Noted the content of the presentation  
   

 
 c) Ward Based Working and CIF Proposal 
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 ADNCS presented an update on Ward Based Working.  
 
LMH has stock in 29 of the 30 wards in Liverpool and is the largest Housing 
Association in the City. 
 
Currently LMH work within the geographies of the 5 CHIAs; North, North 
West , East, South and West.  As Liverpool City Council (LCC) and partner 
organisations are increasingly looking at the City with an emphasis on 
localism and ward based working LMH are considering service provision 
and local involvement on a similar basis starting in Year 4 (2011/2012). 
 
Meetings will be arranged in on a ward basis and tenants, Councillors and 
other stakeholders will be invited to discuss the priorities for their own ward 
to help inform Year 4 Operational Plan 
 
ADNCS explained that LMH has brought together several budgets 
amounting to approximately £450,000 which is being divided on a ward 
basis and will be made available to improve customer involvement and 
neighbourhood safety through ward based meetings. A further £250,000 is 
available to support enterprise and initiative work.  
 
The West Area Board members were asked to note the contents of the 
presentation for information purposes. 
 

  
 It was resolved that the West Area Board : 

 
 i) Noted the contents of the presentation  
  
 d) Accommodation Issues Discussion 
 ADNCS reported that as accommodation is a major cost to the business, 

LMH is considering its Accommodation Strategy. 
 
The lease on Commutation Plaza is up in two years time and it is proposed 
that LMH continue to have a large Head Quarters (not necessarily in 
Commutation Plaza) together with an office in the South of the City and one 
in the North of the City. Surgeries will also be carried out in local Tenant, 
Resident Association offices and staff will have IT to facilitate mobile 
working. 
 
The LMH Board have considered the draft accommodation strategy and 
asked that a further piece of work be carried out 
 
The West Area Board members were asked to note the discussion points.    
 

  
 It was resolved that the West Area Board : 

 
  
 i) Noted the discussion points  
  
 e) Repairs Service Update 
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 HoM presented a report detailing performance of repairs contractor Kinetics.  

It was highlighted to the Area Board that Kinetics performance has dipped 
and is at a critical level.  The Area board noted the recommendation to 
terminate the contract with Kinetics and the procurement process in place 
which will be introduced.    
 
The non confidential minutes of the Board held on Wednesday 29th July 
2010 were considered by the Area Board. 
 

   
 It was resolved that the West Area Board : 

 
   
 i) Noted the content of the report  
   
 f) The non confidential minutes of the Board held on Thursday 28th 

October  2010 were considered by the West  Area Board 
   
  It was resolved that the West Area Board 
   
 i) Noted the minutes  
  
WE11/ ITEM 6 - AOB 

 
 There were no items of AOB.  
   
  
 DATE AND TIME OF NEXT MEETING 
  
 The next meeting of the West Area Board is due to be held 17th May 2011  
 
 Meeting concluded at 18:30 pm  
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ITEM 5H
LIVERPOOL MUTUAL HOMES (LMH) 
REGISTER NUMBER 29998R 
 
MEETING OF THE EAST AREA BOARD 
HELD ON FRIDAY 11TH FEBRUARY 2011 
 
PRESENT: 
Name:  Title: 
Ken Hughes - Chair – LMH Board Member 
Pearl Rigley - Tenant Area Board Member 
Lillian Brown 
Thomas Hunt 

- 
 
 

Tenant Area Board Member 
Tenant Area Board Member 
 

OFFICERS IN ATTENDANCE: 
Name:  Title: 
Angela Forshaw 
Jan Calland 
Bernadette Lunt 
Sharon Irving 
Tom Tennant 

- 
- 
- 
- 
- 

Director of Housing and Customer Services (DHCS) 
Local Housing Manager South (LHMS)  
Assistant Area Manager (AAM) 
PA 
Repairs Manager (RM) 

   
ALSO IN ATTENDANCE: 
Name:  Title: 
Dave Kelly - 

 
HMC 

   
APOLOGIES 
Ray Ellison 
Andrew Oates  
Liam Robinson 
 

- 
- 
 
 

Customer Involvement Manager (CIM) 
Assistant Director Customer Services (ADCS) 
Council Area Board Member 

 (The meeting commenced at 2.30pm) 
 
E11/001 ITEM 1 – INTRODUCTION 
  

 Ken Hughes, the Chair of the East Area Board, opened the meeting by 
welcoming everybody. 
 

E11/002 ITEM 2 – DECLARATIONS OF INTEREST 
  
 There were no Declarations of Interest 

 
E11/003 ITEM 3 – MINUTES OF PREVIOUS MEETINGS FOR APPROVAL 
  
 a) The minutes of the meeting of the East Area Board held on 14th 

October 2010 were considered by the meeting. 
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 b) There were no matters arising from the minutes of the East Area 
Board meeting held on 14th October  2010  

   
  It was resolved that the East Area Board : 
   
  Noted the minutes. 
  
E11/004 ITEM 4 – ITEMS FOR DISCUSSION 

 
 a) 

 
 
 
b) 
 

LHMS presented the Performance Update for the period April to 
December 2010 and went on to update the East Area Board with the 
progress and performance in the East Area. 
 
Customer Service Centre (CSC) -The Director of Housing & Customer 
Services (DHCS) presented a report detailing the performance of the 
new CSC for the months October to December 2010. Performance 
has been good for a new service but was impacted negatively by the 
severe weather in December that lead to a big increase in call 
numbers. 
 
Performance overall is undermined by the numbers of ‘chase up’ calls 
for repairs which amount to 20% of all calls taken. 
 
Plans to improve service provision include: 

• The recruitment of additional temporary staff 
• All staff continue to receive training on repairs, gas and 

housing issues to ensure that they can answer the 
majority of calls at first contact 

• The introduction of a new Customer Relationship 
Management System that will give CSC staff access to 
file notes for Customers. This may slow calls down in 
the first instance but will speed them up in the longer 
term.  

  
  It was resolved that the East Area Board : 
   
 i) 

ii) 
Noted the content of the Performance Update  
Noted the content of the CSC Update  

 
   
E11/005 
 

ITEM 5 - ITEMS FOR INFORMATION  

 a) 
 
 
 
 
 
 
 

Scrutiny Panel Update 
DHCS  gave an update to the East Area Board detailing: 
 

• The panel has places available for 15 members including an 
independent chair 

• Interviews have now taken place and 9 tenants have been 
recruited to the panel 
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• The first meeting will take place on the 17th February and will 
finalise the panel’s terms of reference and discuss issues such 
as further recruitment of members and the chair and also the 
future training and development of panel members  

 
The East Area Board members were asked to note the update 
    
It was resolved that the East Area Board : 

   
 i) Noted the update 

 
 b) 

 
Local Offers  
DHCS presented details of LMH’s Local Offers.  Local Offers are a 
requirement for all social landlords to work with their tenants and 
detail the type and level of service that will be delivered locally. The 
Local Offers are then measured against the standards of service 
agreed with tenants 
 
The Local Offers need to be in place by the beginning of April 2011. 
All tenants will receive information regarding  LMHs Local Offers in 
the Tenant Newsletter and will have a further opportunity to give 
feedback on them before the 28th February 2011 
 
The East Area Board members were asked to note the content of the 
presentation for information purposes.   

   
  It was resolved that the East Area Board : 
   
  Noted the content of the presentation 

 
 c) Ward Based Working and CIF Proposal 

DHCS presented an update on Ward Based Working.  
 
LMH has stock in 29 of the 30 wards in Liverpool and is the largest 
Housing Association in the City. 
 
Currently LMH work within the geographies of the 5 CHIAs; North, 
North West, East, South and West. As Liverpool City Council (LCC) 
and partner organisations are increasingly looking at the City with an 
emphasis on localism and ward based working LMH are considering 
service provision and local involvement on a similar basis starting in 
Year 4 (2011/2012). 
 
Meetings will be arranged in on a ward basis and tenants, Councillors 
and other stakeholders will be invited to discuss the priorities for their 
own ward to help inform Year 4 Operational Plan 
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DHCS explained that LMH has brought together several budgets 
amounting to approximately £450,000 which is being divided on a 
ward basis and will be made available to improve customer 
involvement and neighbourhood safety through ward based meetings. 
A further £250,000 is available to support enterprise and initiative 
work.  
  
The East Area Board members were asked to note the content of the 
presentation for information purposes.    

   
  It was resolved that the East Area Board 

 
  Noted the content of the presentation 

 
 d) Accommodation Issues 
  DHCS reported that as accommodation is a major cost to the 

business, LMH is considering its accommodation strategy. 
 
The lease on Commutation Plaza is up in two years time and it is 
proposed that LMH continue to have a large Head Quarters (not 
necessarily in Commutation Plaza) together with an office in the 
South of the City and one in the North of the City. Surgeries will also 
be carried out in local Tenant, Resident Association offices and staff 
will have IT to facilitate mobile working. 
 
The LMH Board have considered the draft accommodation strategy 
and asked that a further piece of work be carried out.  
 
The East Area Board members were asked to note the discussion 
points.    

   
  It was resolved that the East Area Board 

 
  Noted the discussion points 

 
 e) Repairs and Maintenance, Gas Servicing  and Maintenance  

Contract Arrangements 
  TT (RM) presented a report detailing the poor performance of repairs 

contractor Kinetics. 
 
The report recommended that the Area Board noted the termination 
of the contract with Kinetics and the subsequent procurement process 
that will now be introduced.  

   
  It was resolved that the East Area Board 

 
  Noted the content of the report 
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nt 

 
nd etc 

nd 

 
 
 

 f) 
 

The non confidential minutes of the Board held on Thursday 28th 
October  2010 were considered by the Area Board 

   
  It was resolved that the Area Board : 

 
Noted the minutes of the Board held on Thursday 28th October  2010 
 

E11/006  ITEM 6 AOB 
 

  i) Tenant Board Membership – recruitment for new Tena
Board Members will begin shortly. Those interested in 
becoming a Board Member should contact Trish Howell 

ii) Scrutiny Panel  - discussion was held around the new 
scrutiny panel needing to ensure it had a diverse range of 
members i.e. younger people, disabled people, people from
a BME backgrou

iii) Resignation of Area Board Member – The Chair advised 
that Val Rogers had resigned from the East Area Board a
went on to thank her for all her work done with the Area 
Board 

   
E11/007 

 

 DATE AND TIME OF NEXT MEETING 
 
The next meeting of the East Area Board is due to be held on  
Friday 20th May 2011 at 2.30pm in the East Area Office,  
Montrose Business Park, Edge Lane, Liverpool  
 
The meeting concluded at 4.05pm.) 
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ITEM 5I
LIVERPOOL MUTUAL HOMES (LMH) 
REGISTER NUMBER 29998R 
 
MEETING OF THE NORTH WEST AREA BOARD 
HELD ON TUESDAY 15TH FEBRUARY 2011  
 

PRESENT: 
Name:  Title: 
Paul Rigby 
Jean Kane 

- 
- 

Chair – Tenant Area Board Member 
LMH Board Member 

Ted Higham 
Mary Sheils 
Peter McKenna 
Marie Walsh 
Janet Bell 

- 
- 
- 
- 
- 

Tenant Area Board Member  
Tenant Area Board Member 
Tenant Area Board Member 
Tenant Area Board Member 
Tenant Area Board Member 
 

OFFICERS IN ATTENDANCE: 
Name:  Title: 
Angela Forshaw 
Mike McDonnell 
Alan Spearitt 
Sharon Dalziel 
 

- 
- 
- 
- 

Director of Housing and Customer Services 
Local Housing Manager North (LHMN) 
Repairs Manager 
PA 

ALSO IN ATTENDANCE: 
Name:  Title: 
Joe Hanson - Council Area Board Member 
APOLOGIES 
Andrew Oates 
Cath Abraham 

- 
- 

Assistant Director Customer Services 
Head of Business Support 

 
 (The meeting commenced at 2.30pm) 
 

NW11/001 ITEM 1 – INTRODUCTION 
  

 Paul Rigby, the Chair of the North West Area Board, opened the meeting 
by welcoming everybody. 
 

NW11/002 ITEM 2 – DECLARATIONS OF INTEREST 
  
 There were no Declarations of Interest 

 
NW11/003 ITEM 3 – MINUTES OF PREVIOUS MEETINGS FOR APPROVAL 
  
 a) The minutes of the meeting of the North West Area Board held on 

19th October 2010 were considered by the meeting. 
 

 b) There were no Matters arising from the minutes of the North West 
Area Board meeting held on 19th October 2010  
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  It was resolved that the North West Area Board : 
   
  Noted the minutes. 
  
NW11/004 ITEM 4 – ITEMS FOR DISCUSSION 

 
 a) 

 
 
 
 
 
 
 
b) 

Performance Monitoring 
LHM (N) presented the Performance Update for the period April to 
December 2010 and went on to update the North West Area Board 
with the progress and performance in the North West Area. 
 
MW suggested having performance information on display in area 
offices 
 
Customer Service Centre (CSC) 
The Director of Housing & Customer Services presented a report 
detailing the performance of the new CSC for the months October to 
December 2010. Performance has been good for a new service but 
was impacted negatively by the severe weather in December that 
lead to a big increase in call numbers. 
 
Performance overall is undermined by the numbers of ‘chase up’ calls 
for repairs which amount to 20% of all calls taken. 
 
Plans to improve service provision include: 

• The recruitment of additional temporary staff 
• All staff continue to receive training on repairs, gas and 

housing issues to ensure that they can answer the 
majority of calls at first contact 

• The introduction of a new Customer Relationship 
Management System that will give CSC staff access to 
file notes for Customers. This may slow calls down in the 
first instance but will speed them up in the longer term. 

 
  It was resolved that the North West Area Board : 
   
  i) Noted the content of the Performance Update  

e  ii) Noted the content of the CSC Updat
 

NW11/005 ITEM 5 - ITEMS FOR INFORMATION  
   
 a) 

 
 
 
 
 
 
 
 

Scrutiny Panel Update 
DHCS  gave an update to the East Area Board detailing: 
 

• The panel has places available for 15 members including an 
independent chair 

• Interviews have now taken place and 9 tenants have been 
recruited to the panel 
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b) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
c) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

• The first meeting will take place on the 17th February and will 
finalise the panel’s terms of reference and discuss issues such 
as further recruitment of members and the chair and also the 
future training and development of panel members  
 

The North West Area Board members were asked to note the update 
 
It was resolved that the North West Area Board : 
 
Noted the update 
 
Local Offers  
DHCS presented details of LMH’s Local Offers.  Local Offers are a 
requirement for all social landlords to work with their tenants and 
detail the type and level of service that will be delivered locally. The 
Local Offers are then measured against the standards of service 
agreed with tenants 
 
The Local Offers need to be in place by the beginning of April 2011. 
All tenants will receive information regarding  LMHs Local Offers in 
the Tenant Newsletter and will have a further opportunity to give 
feedback on them before the 28th February 2011 
 
The North West Area Board members were asked to note the content 
of the presentation for information purposes.   
 
It was resolved that the North West Area Board : 
 
contents of the presentation for information purposes 
 
Ward Based Working and CIF Proposal 
DHCS presented an update on Ward Based Working.  
 
LMH has stock in 29 of the 30 wards in Liverpool and is the largest 
Housing Association in the City. 
 
Currently LMH work within the geographies of the 5 CHIAs; North, 
North West, East, South and West. As Liverpool City Council (LCC) 
and partner organisations are increasingly looking at the City with an 
emphasis on localism and ward based working LMH are considering 
service provision and local involvement on a similar basis starting in 
Year 4 (2011/2012). 
 
Meetings will be arranged in on a ward basis and tenants, Councillors 
and other stakeholders will be invited to discuss the priorities for their 
own ward to help inform Year 4 Operational Plan 
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d) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
e) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

DHCS explained that LMH has brought together several budgets 
amounting to approximately £450,000 which is being divided on a 
ward basis and will be made available to improve customer 
involvement and neighbourhood safety through ward based meetings. 
A further £250,000 is available to support enterprise and initiative 
work.  
 
The North West Area Board members were asked to note the content 
of the presentation for information purposes. 
 
It was resolved that the North West Area Board : 
 
Noted the content of the presentation for information purposes 
 
Accommodation Issues 
DHCS reported that as accommodation is a major cost to the 
business, LMH is considering its accommodation strategy. 
 
The lease on Commutation Plaza is up in two years time and it is 
proposed that LMH continue to have a large Head Quarters (not 
necessarily in Commutation Plaza) together with an office in the 
South of the City and one in the North of the City. Surgeries will also 
be carried out in local Tenant, Resident Association offices and staff 
will have IT to facilitate mobile working. 
 
The LMH Board have considered the draft accommodation strategy 
and asked that a further piece of work be carried out 
 
The North West Area Board members were asked to note the 
discussion points.    
 
It was resolved that the North West Area Board 
 
Noted the discussion points 
 
Repairs and Maintenance, Gas Servicing  and Maintenance  
Contract Arrangements 
 
AS (RM) presented a report detailing the poor performance of repairs 
contractor Kinetics. 
 
The report recommended that the Area Board noted the termination 
of the contract with Kinetics and the subsequent procurement process 
that will now be introduced. 
The non confidential minutes of the Board held on Wednesday 29th 
July 2010 were considered by the Area Board. 
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f) 
 

 
It was resolved that the North West Area Board 
 
Noted the content of the report 
 
DHCS reported that future Board meetings would be held on a 
quarterly basis. 
 
The non confidential minutes of the Board held on Thursday 28th 
October  2010 were considered by the North West Area Board 
 

  It was resolved that the Area Board : 
   
  i) Noted the non confidential minutes of the Board held on   

      Thursday 28th October  2010    
  

NW11/006 ITEM 6 AOB 
 
Improvement/Adaptation Work 
Discussion took place around the poor communication of work to be 
carried out and the poor standard of work being carried out – DHCS 
advised that these matters should be taken up under the LMH Complaints 
Procedure. 

  
NW1/007 DATE AND TIME OF NEXT MEETING 
  
 The next meeting of the North West Area Board is due to be held on 

Monday  23rd May 2011 at 2.30pm in the North West Area Office, Mark 
Street, Liverpool  
 

 
 
(The meeting concluded at 4.00pm.) 
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ITEM 5J 
LIVERPOOL MUTUAL HOMES (LMH) 
REGISTER NUMBER 29998R 
 
MEETING OF THE NORTH AREA BOARD 
HELD ON WEDNESDAY 16th FEBRUARY 2011  
 

PRESENT: 
Name:  Title: 
Bryan McAvoy 
Eric Hamblett 

 The Chair 
LMH Board Member 

Olive Edmondson  Tenant Area Board Member 
   
OFFICERS IN ATTENDANCE: 
Name:  Title: 
Mike McDonnell   Local Housing Manager (North)  
Angela Forshaw  
Andrew Oates  
Alan Spearritt  

 Director of Housing and Customer Services (DHCS) 
Assistant Director of Customers 
Repairs Manager  

Sallyann Conlan   PA to Director of Corporate Services (PA) 
Shirley Gales  Customer Involvement Officer (CIO) 
 
APOLOGIES 
Name:                                         Title:         
Richie Donoghue  Tenant Area Board Member 

 
 
(The meeting commenced at 2.35pm) 
 
NO10/015 ITEM 1 – INTRODUCTION 
  
 The Chair opened the meeting by welcoming everybody, advising upon the 

format, housekeeping, process of the meetings and formal introductions. 
 
 

NO10/016 ITEM 2 – DECLARATIONS OF INTEREST 
  
 There were no Declarations of Interest 
  

 
NO10/017 ITEM 3 – MINUTES OF PREVIOUS MEETINGS FOR APPROVAL 
  
 a) The minutes of the North Area Board held on 21st October 2010 were 

considered by the meeting. 
   
 b) Matters arising from the minutes of the North Area Board meeting held 

on 21st October 2010.  
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Item 3 (b) ABS – The Chair reiterated the minutes and the work being 
undertaken around ASB and highlighted the involvement from different 
services/Partnerships.  
  
He then went on to advise the North Area Board of an ASB meeting he 
recently attended in relation to ASB processes, he advised the Area 
Board they could still be involved in the consultation process and would 
pass on details if required. 
 

  It was resolved that the Area Board: 
   
  Noted and agreed the minutes 
   

 
NO10/018 ITEM 4 – ITEMS FOR DISCUSSION  
  
 a) Performance Monitoring Quarter 2 
   

MMc (LAHM) provided the North Area Board with an overview of the 
North areas performance and highlighted the following: 
 
Sickness – on target but will still continue to monitor and manage 
through LMH processes.     
 
Rent Collection – This month was slightly short of target due to a dip in 
collection.  The team are continuing to focus on collection to reach the 
end of year target.  
 
Average Letting times – good progress is being made 
 
Improvements –MMc (LAHM) advised that following on from the last 
meeting in relation to the issues of a dip in progress,  this was due to 
seasonal and no access issues. He went on to advise that 
improvements have been made and target is now exceeded.   
 

  It was resolved that the North Area Board : 
   

i) Noted the report and the progress made in the North area. 
 

 b) Customer Service Centre Presentation 
   

ADC carried out his presentation detailing the performance of the new 
Customer Service Centre for the period October 2010 to December 
2010.  
 
He advised that overall the monthly target has not been hit due to high 
call volumes mostly relating to follow up calls for repairs.  The days 
mostly affected are Monday and Tuesday. Issues have been addressed 
and more resources have been put in place for peak times.  ADC 
advised he was confident that improvements will show in the next 
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quarter.   
 
Additional plans are being implemented to address the issues raised: 
 

• Additional resources  
• Multiskilled CSAs  
• The implementation of the new Customer Relationship 

Management System which gives CSA the facility to access 
Customer information. This system will help to deliver a better 
service in the future.   

 
The Chair highlighted how polite and courteous the CSA’s are when 
dealing with calls.  
 
He then went on to highlight the current issues around the contractors 
and the impact these issues are having on the performance of CSC. 
 

  It was resolved that the North Area Board : 
   

i) Noted the content of the report and the progress made 
   

 
NO10/019 ITEM 5 – ITEMS FOR INFORMATION 
  

a) 
 
Scrutiny Panel  
 
ADC provided the North Area Board with an overview of the report. 
 

  The following details were highlighted within the overview: 
 

• The panel has places available for 15 members including an 
independent chair 

• Interviews have now taken place and 9 tenants have been 
recruited to the panel 

• The first meeting will take place on the 17th February and will 
finalise the panel’s terms of reference and discuss issues such 
as further recruitment of members and the chair and also the 
future training and development of panel members  

   
  It was resolved that the North Area Board : 
   

i) Noted the update provided  
   
 b) LMH Local Offers 

 
  ADC provided the North Area Board with an overview of the report. 

 
 
Local Offers are a requirement for all social landlords to work with their 
tenants and detail the type and level of service that will be delivered 
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locally.  
 
The Local Offers are then measured against the standards of service 
agreed with tenants 
 
The final Local Offers will be launched at the beginning of April 2011. All 
tenants will receive information regarding LMHs Local Offers in the 
Tenant Newsletter and will have a further opportunity to give feedback 
on them before the 28th February 2011 
 
Copies of the draft local offers were also distributed and it was 
requested members review the content and feedback any comments to 
the Business Support Team. 

   
  It was resolved that the North Area Board : 

  i) Noted the content of the report and;  
ii) Consider the draft Local Offers for comment.  

 
 c) Presentation on Ward Based Working and CIF Proposal 

 
  DHCS presented the Area Board with an update on Ward Based 

Working.  
 
LMH has stock in 29 of the 30 wards in Liverpool and is the largest 
Housing Association stock holder in the City. 
 
Currently LMH work within the geographies of the 5 areas; North, North 
West, East, South and West. As Liverpool City Council (LCC) and 
partner organisations are increasingly looking at the City with an 
emphasis on localism and ward based working LMH are considering 
service provision and local involvement on a similar basis starting in 
Year 4 (2011/2012). 
 
DHCS also highlighted that the funding regime has been reviewed and 
LMH have combined several budgets which will now be divided on a 
ward requirement basis to help maximise use and have more of an 
impact on neighbourhoods and communities.  
 
A discussion took place around LMH’s involvement within the wards.  A 
series of events have been arranged throughout March for tenants, 
Councillors and other stakeholders to discuss the priorities for their own 
wards. 
 

  It was resolved that the North Area Board : 
 
Noted the update provided 
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 d) Accommodation Update  

 
DHCS advised that LMH are currently reviewing its accommodation 
strategy.  A proposal has been produced and was presented to the 
LMH Board in January.  The LMH Board considered the proposal and 
requested more detail be provided. 
 
The proposal indicated that LMH continue to have a large Head 
Quarters together with an office in the North and South of the City. 
 
The purpose of the review is to improve service delivery and improve 
some of the issues we experience with the current boundaries i.e. 
properties within areas that they don’t fit.  Surgeries will also be carried 
out in local Tenant, and Resident Association offices and staff will have 
IT facilities to facilitate mobile working.  
 

  It was resolved that the Area Board : 
 
 

  
Noted the update provided 

   
 e) Repairs and Maintenance, Gas Servicing and Maintenance 

Contract Arrangements 
 
Alan Spearritt (Repairs Manager) presented the report and 
recommended the Area Board note the termination of the current 
Repair and Maintenance Contract and the subsequent procurement 
process that will now be established. 
 

  It was resolved that the Area Board : 
   
  Noted the recommendations within the report 
   
 f) Consider the non-confidential minutes of the Board meeting held 

on the 28th October 2010  
   
  The non confidential minutes of the Board held on 28th October 2010 

were considered by the Area Board 
 

  It was resolved that the Area Board : 
   
  Noted the non confidential minutes of the Board held on 28th October 

2010. 
   

 
NO10/020 ITEM 6 – ANY OTHER URGENT BUSINESS  

 
EH advised he will still be attending the Area Board and Customer 
Experience Committee until the Scrutiny Panel is in place.  
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The Chair recommended if Area Boards where to continue could the 
meetings be split into 2 areas (North and South).   DHCS advised proposals 
have bee produced.  
 
ADC advised he would take The Chairs recommendation on board at the 
next meeting.  
 
 

NO10/021 DATE AND TIME OF NEXT MEETING 
  
 The next meeting of the North Area Board is due to be held on Tuesday 24th 

May @ 2.30pm.  
 

(The meeting concluded at 15.45pm)  
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LIVERPOOL MUTUAL HOMES (LMH)      
ITEM 5K 

 

REGISTER NUMBER 29998R- 
 
MEETING OF THE CUSTOMER EXPERIENCE 
COMMITTEE HELD ON 23rd FEBRUARY 2011  
 
 
PRESENT:  
Bruce Johnson  Chair  
Bill Lacey  Independent Board Member  
Cllr. Sharon Sullivan  Councillor Board Member  
Ken Hughes  Tenant Board Member  
   
OFFICERS IN ATTENDANCE: 
Angela Forshaw   Director of Housing & Customer Services  
Paul Worthington   Head of Maintenance  
Andrew Oates   Assistant Director (Customers)  
Cathy Abraham  Head of Business Support  
Katherine Lavelle  PA Director of Assets & Enterprise  
   
APOLOGIES 
Jean Kayne  Tenant Board Member  
Robbie Hughes   Tenant Board Member  

 
 
(The meeting commenced at 17.35pm) 

CEC11/001 DECLARATIONS OF INTEREST 
  
 No declarations of interest were recorded.  
  
CEC11/002 MINUTES OF THE MEETING OF CUSTOMER EXPERIENCE 

COMMITTEE HELD ON 25TH NOVEMBER 2010  
  
 The minutes of the Repairs & Maintenance Working Group meeting held 

on 25th November 2010 were considered by the Customer Experience 
Committee.   

  
 It was resolved that the  Customer Experience Committee: 
  
 Agreed the minutes as a correct record. 

 
 

CEC11/003 MATTERS ARISING FROM THE MINUTES  
  
 There were no matters arising from the minutes. 
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ITEMS FOR CONSIDERATION  
 

CEC11/004 ITEM 4A – LMH CONNECT PERFORMANCE (PRESENTATION) 
  
 The Assistant Director (Customers) presented an analysis of 

performance in the first six months following the launch of LMH Connect.  
 
The analysis detailed:-  

• Performance October 2010 to January 2011  
• Issues that impacted on performance  
• Plans for continuous improvement    

 
Following discussion it was felt by the members of the Committee that 
the newly implemented CRM software was a positive development 
which should be rolled out throughout the whole of LMH for the long 
term benefit of the company.  
 
Appreciating the ‘bedding in’ period the Chair asked for it to be noted 
that initial progress was excellent, when considering the extra pressures 
of training, new software implementation and the volume of calls 
generated by repairs issues etc.  
 
It was resolved that the  Customer Experience Committee: 
 

 a) Noted the excellent performance;  
b) Supported the roll out of the new CRM software across the 

organisation  
  
CEC11/005 ITEM 4B – POLICY REVIEW: REPAIRS & OUT OF HOURS 

ARRANGEMENTS  
  
 The Head of Maintenance presented a review of the following policies 

for approval:-  
 

• Repairs & Maintenance Policy  
• Vacant Homes Policy  
• Property Maintenance Policy  

 
Following discussion around customer interpretation of ‘First Time Fix’, it 
was agreed that the Head of Maintenance consider the information 
available, if any, through Housemark around ‘First Time Fix’. It was 
noted that the customer perception in this regard was very important. 
 
The Head of Maintenance further asked that members of the Committee 
note the termination date, 4th August 2011 of the current contract with 
Kinetics and the procurement process that will now be established.   
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The Chair wished to commend the content of the policies. Bill Lacey 
commented on the joined-up theme running through the agenda on the 
issue of customer communication and said the report was well written 
and easily understood. 
 

 It was resolved that the  Customer Experience Committee 
  
 a)  Approved the Repairs & Maintenance Policy, Vacant Homes 

Policy and Property Maintenance Policy  
b) Request the Head of Maintenance investigate information held on 

Housemark around ‘First Time Fix’; and  
 c) Noted the expected termination date of the Repairs and 

Maintenance Contract with Kinetics and the established 
procurement process  

   
CEC11/006 ITEM  4C – AIDS & ADAPTATIONS: ARRANGEMENTS FOR 2011/12 

AND BEYOND  
 

 The Assistant Director (Customer Services) presented an update in 
relation to the current position and arrangements in relation to provision 
of aids and adaptation for 2011/12 and beyond, and asked that the 
Committee: 
 

• Note the current position and progress regarding progress since 
November 2010  

• Consider and comment on the proposed action plan following the 
recent internal audit  

• Approve of the new procedure for managing aids and adaptations 
 
It was noted that the Aids and Adaptations Policy was approved at the 
Board meeting in November 2010 and that the new procedure is in 
accordance with that Policy and good practice.  

 
  
 It was resolved that the  Customer Experience Committee:  

 
 a) Noted the current position and progress made month on month 

b) Approved the Aids and Adaptations Policy  
  
CEC11/007 ITEM 4D – REVIEW OF LMH SERVICES FOR VULNERABLE 

CUSTOMERS  
 
The Assistant Director (Customer Services) presented findings and 
feedback following a review of LMH services to vulnerable customers 
which included LMH customers.  
 
The review was prompted following: 
 

• Cuts to Supporting People Funding  
• Reductions in entitlement to Welfare Benefits  
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• Reductions in budgets across the Voluntary Sector 
 
AD (CS) presented a draft Service improvement Plan for the Members 
of the Committee to consider for approval.    
 
Discussions took place around Supported and Specialist Managing 
Agents within the Sheltered Schemes.    

  
 It was resolved that the Customer Experience Committee: 

 
 a) Approved the draft Service Improvement Plan   
 b) AD(CS) to produce an update regarding ongoing partnership 

working with the PCT  
c) DHCS to explore possibilities of a specialist management agents 

CEC11/008 ITEM 4E – LMH CHILDREN & YOUNG PERSONS STRATEGY  
 
The Assistant Director (Customer Services) presented a draft Strategy 
and action plan for approval which were formulated following 
consultation with customers and partners.   
 
The Strategy has been drafted to support young people living within 
LMH neighbourhoods.  
 
The idea of working with 19-25 year old Young Offenders was voiced 
and it was agreed that AD (CS) would explore.  

  
 It was resolved that the  Customer Experience Committee: 

 
  a) Approved the draft Strategy subject to the consultation with 

customers and partners  
b) Approved the draft action plan subject to the consultation with 

customers and partners  
c) AD(CS) to explore possibility of working with Young Offenders  

  
CEC11/009 ITEM 4F – CUSTOMER SATISFACTION ARRANGEMENTS  

 
 The Head of Business Support presented update information relating to 

the outcomes of and future intentions in regard to Customer Satisfaction 
Surveys.  It was noted that surveys are to be implemented across all key 
operational areas.    
 
Following discussions it was agreed that:-  
 

• A full analysis of complaints be presented to the Customer 
Experience Committee each quarter  

• A Customer Satisfaction report to be presented to Customer 
Experience Committee each quarter  
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 It was resolved that the  Customer Experience Committee 
  
 a) Noted the update, progress made and updates to be presented 

quarterly  
  
CEC11/010  ITEM 4G – ANALYSIS OF COMPLAINTS  

 
The Head of Business Support presented a Quarter 3 Performance 
Report for information.     
 
The information provided was an analysis of Stages 1, 2 and 3 of the 
LMH Complaints Procedures.     
 
Members of the Committee were reassured that complaints are being 
dealt with thoroughly.    
 

 It was resolved that the  Customer Experience Committee 
  
 a) The Customer Experience Committee noted the report  
  
CEC11/011 ITEM 4H – LOCAL OFFERS – PROGRESS UPDATE  

 
The Director of Housing and Customer Services presented a report for 
information and consultation detailing the progress made in developing 
the Local Offers.  
 
The Local Offers were developed in consultation with our customers and 
partners and include offers relating to:  
 

• Tenant Involvement & Empowerment Standard 
• Home Standard 
• Tenancy Standard  
• Neighbourhood & Community Standard  
• Value for Money Standard  
• Governance & Financial Viability Standard  

 
DHCS circulated a draft document entitled Your Guide to Local Offers 
which has been circulated to customers via the newsletter for 
consultation.   
 
It was resolved that the  Customer Experience Committee 
 
a) Noted the progress made  
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CEC11/012 ITEM 4I – CUSTOMER PROFILING  
 

 The Head of Business Support updated members of the Committee on 
progress made against the profiling of all LMH tenants.  The report 
highlighted how LMH is currently using this data to tailor services to meet 
both tenant and business needs.  A breakdown of LMH’s customer profile 
across all business areas was presented for their information.   
 
The Committee members noted the report and how powerful the 
information could be in targeting resource allocation and driving service 
delivery. 

  
 It was resolved that the Customer Experience Committee  
  

a) Noted the progress made  
 

  
CEC11/013 ITEMS 5 ANY OTHER BUSINESS 
  
 Customer Experience Committee Forward Plan - DHCS asked that the 

Committee Members note that the Leadership Team have been asked to 
complete a Forward Plan of suggested items to be considered/presented 
to the Customer Experience Committee.  This will be circulated for 
feedback when available and members of the Customer Experience 
Committee were asked to consider any items they wish to be included.     

 
  

 The next meeting 
Thursday 26th May 2011 @ 5.30 p.m. 

Board Room, Commutation Plaza  
 

The meeting concluded at 19:24 
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