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VA 002 % Voids Vacant & Available to Let (Sheltered & General Needs)

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 0.55% Current Target 0.45% 

Last Update 

Note 

Explanation of current performance  
The number of management voids has reduced slightly during the period. We continue to experience problems letting some of our sheltered schemes, a bedsit in 
Prescot Road, maisonette in Beechwood Gardens and flat in Moss Lane, but otherwise there are no major problems.  
Corrective action to be taken  
An internal report is being considered recommending a more innovative approach to the refurbishment of the Prescot road Bedsits; more intensive management of 
Moss Lane Flats has been agreed and this will be used to develop a similar approach for Lister/Brainerd.  
Although we are only 14 away from our stretch target, it is a very challenging target and staff will continue to focus on identifying tenants and letting properties as 
quickly as possible.  
Impact of actions on timescale  
The focus on performance will continue to let properties as quickly as possible.  
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VA 003 % Voids Vacant & Unavailable to Let (Sheltered & General Needs)

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 0.47% Current Target 0.45% 

Last Update 

Note 

Explanation of current performance  
A significant reduction is needed to achieve the stretch target by year end. The period has seen a further reduction in the number of long term voids as a result of 
letting the flats in Arundel Avenue.  
Corrective action to be taken  
Further reductions will be achieved later in the month when the 2 outstanding flats in Arundel Avenue are let and more will follow over the next couple of months 
with handovers in Walton Road/Lane Woodhouse Close and Dryburgh Way.  
Impact of actions and timescales  
Our ability to achieve the stretch target now rests with the timely completion of the supported bedits.  
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VA 005 % Tenancy Turnover (Sheltered & General Needs)

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 6.69% Current Target 7% 

Last Update 

Note 

Explanation of current performance  
The reduction in the number of new voids has helped to bring about a reduction in tenancy turnover keeping us within target. We know performance is likely to 
fluctuate throughout the year and are hoping the launch of the exchange facility via propertypool will help to provide tenants with another rehousing option, without 
creating a void. However, the launch of the scheme has been delayed because of problems with the supplier and we may not see any benefit until much later in the 
year.  
Corrective actions to be taken  
The launch of the exchange scheme combined with the appointment of the generic floating support staff to help our more vulnerable tenants sustain their tenancies, 
will go some way to help to reduce the number of failed tenancies.  
Impact of actions on timescales 
To meet the end of year target.  
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VA 009 Average Relet Times Days (Sheltered & General Needs)

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 15.82 Current Target 23 

Last Update 

Note 

Explanation of current performance  
Staff continue to work hard to achieve excellent levels of performance target despite recent difficulties with Kinetics and continuing problems letting some of our low 
demand properties  
Corrective action to be taken  
The focus on letting properties as quickly as possible will continue to help us achieve our revised stretch target.  
Impact of actions on timescale  
To achieve our revised stretch target for the year end.  
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VA 013 % New tenants satisfied with the allocation and lettings process

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value N/A Current Target   

Last Update 

Note 

Explanation of Current Position There are no results to report for quarter 1 as yet.  
Actions to be Taken A survey has been designed and Voluntas will be carrying out the surveys on behalf of LMH and these surveys will be backdated to all new 
lettings since April 2011.  
Timescale Results of the surveys will be included in the next performance report for Board in quarter 2.  
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Focus on Viability and Strength 
 
CCM017 % Tenants on whom the Landlord has diversity information: Age

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 95.6% Current Target 100% 

Last Update 

Note 

Explanation Current Performance 
At the end of the first quarter of 2011.12 we held age profiling data on 95.6% of our tenants which is only a small increase since the end of the previous quarter 
March 2011. Although we are still 4.4% short of the target of achieving a 100% age profile of our tenants. The actions due to be taken in the forthcoming months 
leading up to the end of the year will ensure that the target is achieved.  
Actions to be taken  
All tenants with incorrect dates of births will be contacted during July / August 2011 to request they allow us to update them  
All new tenants will have their date of birth loaded onto our systems  
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Customer Service Advisors will check tenants dates of birth on the CRM System  
Expected Outcomes  
Have 100% age profiling data for all our tenants March 2012  
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CCM018 % Tenants on whom the Landlord has diversity information: Gender

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 100% Current Target 100% 

Last Update 

Note Explanation of Results Target achieved 100% Tenant gender profile  
 

52 
52



APPENDIX 1 
 
 
CCM019 % Tenants on whom the Landlord has diversity information: Ethnicity

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 88% Current Target 96.14% 

Last Update 

Note 

Explanation Current Performance 
Our ethnicity tenant profile has increased by 3.4% since March 2011. This is 8% short of our target of 96%, If we maintain our current monthly increase in data our 
target will be achieved by year end..  
Actions to be taken  
We shall ensure the year end target is achieved by:-  
Collecting information from all new tenants  
Contacting tenants who have not provided information to see if they are willing to provide it.  
Expected Outcomes  
Achieve target by the end of the year 2011.12  
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CCM020 % Tenants on whom the Landlord has diversity information: Disability

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 73.4% Current Target 80% 

Last Update 

Note 

Explanation Current Performance 
Since March 2011 our disability tenant profiling data has increased by 8.7% to 73.4%. This is the largest increase in data collected across all of the six profiling 
strands. Despite this significant increase we are still 6.6% short of our target of 80%. If we are able to maintain the current trend the target will be achieved by the 
end of the year.  
Actions to be taken  
We shall ensure the year end target is achieved by:-  
Collecting information from all new tenants  
Contacting tenants who have not provided information to see if they are willing to provide it.  
Expected Outcomes  
Target will be achieved by the end of March 2012  
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CCM021 % Tenants on whom the Landlord has diversity information: Sexuality

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 83% Current Target 82% 

Last Update 

Note 
Explanation of Results 6.8% Increase since March 2012 resulting in our target being achieved.  
Actions to be taken Efforts will be made to maximise collection of this data.  
Timescale Quarter 2  
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CCM022 % Tenants on whom the Landlord has diversity information: Religion or Belief 

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 83.6% Current Target 84% 

Last Update 

Note 

Explanation Current Performance 
A 4.6% increase is a great start to the year already hit the target 80% and only 2.5% off the stretch target  
Actions to be Taken  
Continue to collect data to ensure targets achieved as soon as possible then exceeded.  
Expected Outcome of Actions 
Target will be exceeded  
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HR001 % Short Term Sickness 

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 1% Current Target   

Last Update 

Note 

Explanation of Current Position Short term absence levels have increased significantly since the previous month. A total of 20 cases of short term absence cases 
were recorded for June. Of the 20 cases, 15 employees have since returned to work and the remaining 6 employees are still absent. Of the 6 employees still absent, 
4 employees are likely to progress into long term absence for July.  
Corrective Actions to be Taken HR have contacted the managers of the employees absent in June for them to confirm the employee's Bradford Factor score in 
order to ensure that appropriate action is undertaken.  
Expected Impact of Actions and Timescales 31 July 2011  
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HR002 % Long Term Sickness 

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 2.7% Current Target   

Last Update 

Note 

Explanation of Current Position The long term absence figures have decreased this month. There were 7 employees who were absent due to long term sickness 
during June 2011. Out of the 7 cases; 4 employees have returned to work, 3 employees remain absent.  
Corrective Actions to be Taken All 3 employees are being dealt with under the long term sickness procedure which includes regular absence support meetings 
and OH referrals. One employee has progressed to first stage capability in June, another employee is to progress to first stage capability in July and remaining 
employee is due to return to work in August.  
Expected Impact of Actions and Timescales 31 July 2011  
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HR003 % Staff Turnover

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 2.39% Current Target   

Last Update 

Note 

Explanation of Current Position One employee left LMH in June 11 due to resignation. Overall staff turnover remains low.  
Corrective Actions to be Taken An exit interview was conducted with the employee, who confirmed they were leaving LMH to join another organisation in order 
to develop their skills and experience within their professional field.  
Expected Impact of Actions and Timescales All leavers to be reviewed on a individual basis  
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HR009 Average working days lost due to sickness absence

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 0.8 Current Target 8.3 

Last Update 

Note 
Explanation of Current Position The total of number of sickness absence days for June is 228 which includes 106 days short term absence & 122 days long term 
absence. The FTE for June is 282.44.  
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IG002 % Current tenant arrears (General Needs and Sheltered)

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 4.45% Current Target 4.64% 

Last Update 

Note 

Explanation of Current Position  
A data error which lead to an under estimation of the Annual Debit has now led to a reassessment of the targets and results for 2011/12. There has been a slight 
increase in the arrears during this period this is due to a dip in the summer months which previous trend analysis indicates happens at this time each year.  
Action Taken to Address  
The Income Services Team will carry out at Summer Campaign using both Mosaic customer insight information and collection figures at patch level to target areas 
where collection is low, or where the tenant is more likely to default over the summer period. It is hoped that by doing the summer dip in collection will be 
minimised.  
Expected Input of Actions 
The next four week period will be important to continue to improve upon current performance to minimise the increase over arrears over the Summer months.  
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IG003 % Former Tenant Arrears (General Needs and Sheltered)

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 0.87% Current Target 0.75% 

Last Update 

Note 

Explanation of Current Position  
There has been a small increase in former tenants arrears during the period. This is as a result of the movement of current tenants arrears to former with 3 
evictions with a value of £7,950.73 and 7 abandoned properties with a value of £9,296.23. A report has been submitted to Board for the approval of 23 over 5K 
cases with a value of £23,354.13.  
Corrective Action to be Taken 
Continue with progressing write-offs through the approval process and effectively manage the FTA collection process.  
Expected Input of Actions  
To continue with currently level of activity to ensure year end target is achieved.  
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IG004a % Rent Collected excluding arrears brought forward (General Needs and Sheltered)

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 99.19% Current Target 97.58% 

Last Update 

Note 

Explanation of Current Position 
The collection for the four weekly period has exceeded the target set. It should be noted that trend analysis from previous years shows there is always a dip during 
the summer period. The period has seen a slight reduction in collection compared to the previous period . However, trend analysis shows that there is always a dip 
in rent collection at this time of year as the summer approaches. There is clear evidence that the economic climate is affecting current rent collection with an 
increase in HB of 0.6% and a drop in cash collection of 0.09% compared to week 9.  
Corrective Action to be Taken 
The Income Services Team will carry out at Summer Campaign using both Mosaic customer insight information and collection figures at patch level to target areas 
where collection is low, or where the tenant is more likely to default over the summer period. It is hoped that by doing the summer dip in collection will be 
minimised.  
Expected Impact of Actions and Timescale 
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The next four week period will be important to continue to improve upon collection as previous trends show there is always a dip in collection in the Summer 
months.  
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IG005 Rate of Collection of Former Tenant Arrears

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 3.62% Current Target 1.93% 

Last Update 

Note 

Explanation of Current Position  
The period saw a recovery collection of £6,847.83 which is above the average collection rate. This has improved the cumulative position to 3.62%.  
Corrective Action to be taken  
To sustain the current performance.  
Expected Input of Actions  
To incrementally move towards the annual target.  
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IG006 % Rent written off as a % of Annual Rent Debit

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 0.23% Current Target   

Last Update 

Note 

The final month saw a total of £54.164.33 being written off resulting in an overall annual outturn of 1.17% exceeding the target of 1.5%. Effective write-off of 
unrecoverable FTA is a demonstration of good financial management. Although LMH does make appropriate provision for write-offs, the aim in this KPI is to 
minimise the level of write-off with a focus on recovery.  
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IG007 % Tenants who have been evicted for arrears

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 0.07% Current Target   

Last Update 

Note  
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VA 004 % Rent Lost Through Vacant Properties (General Needs & Sheltered )

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 1% Current Target 1% 

Last Update 

Note 

Explanation of current performance  
Although there has been a slight reduction in the total number of voids during the period there has also been a marginal increase in the rent loss, attributable to:  
* delays with one of the sub contractors -Advance Roof Line (but this is now resolved);  
* delays letting the 2 remaining flats in Abingdon Grove because of ongoing problems with damp; and  
* delays letting some of the flats on the Fountains Estate where delays with utilities are affecting our ability to let the properties  
Corrective action to be taken  
A reduction in the number of long term voids is expected over the next couple of months when we let the flats on the Fountains Estate and refurbishment of the 
supported bedsit is complete and this will have a positive impact on this indicator.  
Impact of actions on timescale 
Achieve the end of year stretch target.  
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VA 012 % Lettings to BME

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 20.82% Current Target   

Last Update 

Note 

Explanation of current performance 
Although we exceeded the target set last year the pattern of performance fluctuated throughout the year and a target has not yet been set for this year. 
Performance for this period was unusually high and is directly attributable to the number of BME applicants who moved into the flats in Maitland Close.  
Corrective actions to be taken 
A detailed analysis of demand and lettings is currently underway and will be used as the basis for setting a target for this year.  
Impact of actions on timescale 
No comment at this stage  
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Operational Plan: Year 3 
 
Generated on: 20 July 2011 
 

 
 

Action Status 

 Cancelled 

 Overdue; No longer assigned 

 
Unassigned; Not Started; Check 
Progress 

 Resuming; In Progress; Assigned 

 Completed 
 

  

Rows are sorted by Code
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Focus on Governance; Operational Plan: Year 3 Goals and Aspirations
 
Status 
Icon Parent Title Action Code Action Title Description 

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 

Governance 
arrangements 
capable of 
responding to 
a dynamic 
environment. 

GV05/03/00
1 

New 'Offer' 
Document 

Agree with customers, 
publicise and 
implement a new 
'offer' for tenants 
based upon local 
standards that meet 
the requirements of 
the new TSA 
Standards Framework  

31-Mar-2011 31-Mar-2011  

It was agreed in December 2010 not to 
produce a new offer document but to 
progress with the development of local 
offers.  

19-Jan-2011 

 

Governance 
arrangements 
capable of 
responding to 
a dynamic 
environment. 

GV05/03/00
2 

Local 
Governance and 
Financial 
Viability 
Standard 

Agree with tenants and 
implement a Local 
Governance and 
Financial Viability 
Standard  

31-Mar-2011 31-Mar-2011  

Action cancelled; there is no 
requirement to have a Governance and 
Viability standard agreed with tenants.  

19-Jan-2011 
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Focus on Improvement; Operational Plan: Year 3 Goals and Aspirations
 
Status 
Icon Parent Title Action Code Action Title Description 

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 

Offer excellent 
services and 
prospects for 
further 
improvement. 

IM02/03/002 
External Review 
of Services 

Carry out an external 
review or peer review 
of services by external 
specialist and agree 
action plan for the 
implementation service 
improvement 
recommendations  

31-Dec-2010 31-Dec-2010  

There has been a shift of focus as a 
result of the changes to regulation and 
inspection. External support may still 
be required but not to carry out a mock 
inspection or review of service plans.  

22-Nov-2010 
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Focus on Partnerships; Operational Plan: Year 3 Goals and Aspirations
 
Status 
Icon Parent Title Action Code Action Title Description 

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 

LMH seen as 
the key vehicle 
for 
neighbourhood 
management 
in Liverpool. 

PA05/03/003 

Review the 
establishment 
of a Special 
Purpose Vehicle 
for Community 
Regeneration 

Review options around 
the establishment of a 
special purpose vehicle 
which would maximise 
the generation of 
external funding for 
the delivery of 
community 
regeneration activities  

31-Dec-2010 31-Dec-2010  
Action now cancelled as no longer 
appropriate with current climate.  

19-Jan-2011 

 

LMH making a 
full 
contribution to 
the creation of 
a balanced 
housing 
market in 
Liverpool. 

PA06/03/001 
Community 
Regeneration 
Strategy 

Develop a high level 
community 
regeneration strategy 
which will include 
working with Liverpool 
First partners on joint 
projects that will 
deliver positive 
benefits to LMH 
customers  

30-Sep-2010 30-Jun-2011  

Final draft has now been written. 
Presently out for consultation prior to 
approval by LMH Executive Team.  

20-Jul-2011 
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Focus on Viability and Value For Money; Operational Plan: Year 3 Goals and Aspirations 
 
Status 
Icon Parent Title Action Code Action Title Description 

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 

Establish a 
'Value for 
Money' culture 

VV04/03/003 
Local VFM 
Standard 

Agree with tenants and 
implement a Local 
Value for Money 
Standard  

31-Mar-2011 31-Mar-2011  

Action cancelled , there is no 
requirement to agree a value for money 
standard with tenants.  

19-Jan-2011 
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Operational Plan: Year 4 
 
Generated on: 19 July 2011 
 

 
 

Action Status 

 Cancelled 

 Overdue; No longer assigned 

 
Unassigned; Not Started; Check 
Progress 

 Resuming; In Progress; Assigned 

 Completed 
 

  

Rows are sorted by Code
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Focus on Customers and Communities; Operational Plan: Year 4 Goals and Aspirations 
 
Status 
Icon Parent Title Action Code Action Title Description 

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 

Develop the 
'LMH Service 
Offer' 

CC01/01/00
1 

Realign LMH 
services to 
improve 
capacity in 
delivering 
meighbourhood 
support and 
Intervention 
Plans that 
address 
customer 
priorities 

 
 

31-Mar-2012 31-Mar-2012     

 

Develop the 
'LMH Service 
Offer' 

CC01/01/00
2 

Review the LMH 
tenancy 
agreement in 
light of social 
housing 
legislation 
changes 

 
 

31-Mar-2012 31-Mar-2012     

 

Enhance 
'independent 
living' 

CC02/01/00
1 

Create 
"Sheltered 
Hubs" and 
further develop 
support services 
for vulnerable 
people 

 31-Mar-2012 31-Mar-2012  
Independent living team to meet 14th 
July to discuss proposal  

08-Jul-2011 

 

Invest in 
localities and 
communal 
spaces 

CC03/01/00
1 

Develop an 
Environmental 
Improvement 
Programme 
which 
incorporates 
broader 
community 
opportunities 

 
 

31-Mar-2012 31-Mar-2012  

Consultant is well under way 
developing site designs and completing 
initial feasibility studies a 
comprehensive programme of 
consultation to be compiled by mid July  

28-Jun-2011 
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Dates 
Status Latest Note 

Parent Title Action Code Action Title Description Original Due Due Date Progress Bar Latest Status Update 
Icon Date 

Date 

 

Invest in 
localities and 
communal 
spaces 

CC03/01/00
2 

Introduce new 
Ground 
Maintenance 
and Communal 
Cleaning 
Regimes which 
reflect high 
customer 
expectations 

 
 

31-Mar-2012 31-Mar-2012     

 

Mobilise and 
motivate our 
customers 

CC04/01/00
1 

Further develop 
LMH TV to 
support 
inclusion and 
involvement 

 
 

31-Mar-2012 31-Mar-2012     

 

Mobilise and 
motivate our 
customers 

CC04/01/00
2 

Deliver a 
calendar of 
events to 
generate 
community 
spirit, civic pride 
and tangible 
engagement 
opportunities 

 
 

31-Mar-2012 31-Mar-2012   08-Jul-2011 

 

Mobilise and 
motivate our 
customers 

CC04/01/00
3 

Develop a 
Financial 
Inclusion 
Strategy 

 
 

30-Sep-2011 30-Sep-2011     

 

Capitalise on 
the 
opportunities 
we have to 
deliver local 
training 

CC06/01/00
1 

Create new 
apprenticeships 
and continue to 
work with 
partner 
agencies 

Create new 
apprenticeships and 
continue to work with 
partner agencies to 
improve employment 
and training 
opportunities for our 
customers  

31-Mar-2012 31-Mar-2012     
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Focus on Enterprise and Growth; Operational Plan: Year 4 Goals and Aspirations
 
Status 
Icon Parent Title Action Code Action Title Description 

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 

Effectively 
support the 
supply of 
suitable 
housing 

EG01/01/00
1 

Maximise 
opportunities 
from the 
Affordable 
Housing 
Programme 
supported by a 
prudent 
approach to risk 

 
 

30-Sep-2011 30-Sep-2011     

 

Effectively 
support the 
supply of 
suitable 
housing 

EG01/01/00
2 

Develop and 
implement 
LMH's 
Sustainability 
Strategy 

 
 

31-Mar-2012 31-Mar-2012     

 

Create and 
establish new 
services which 
add value to 
LMH and its 
customers 

EG03/01/00
1 

Mobilise our 
new repairs 
service 

Mobilise our new 
repairs service, 
Housing Maintenance 
Solutions, to deliver 
business plan targets 
and objectives  

30-Sep-2011 30-Sep-2011  

the development of HMS has been 
progressing however alternative service 
provision may be necessary and a 
contingency plan is currently being 
considered  

28-Jun-2011 

 

Create and 
establish new 
services which 
add value to 
LMH and its 
customers 

EG03/01/00
2 

Develop a 
growth strategy 

Develop a Growth 
Strategy to take 
advantage of 
opportunities in new 
and developing 
markets for a range of 
products and services  

31-Dec-2011 31-Dec-2011     

 

Pursue 
opportunities 
associated 
with the 
generation or 
renewable 
energies, 
becoming a 

EG05/01/00
1 

Develop a 
"Green" 
Strategy and 
maximise 
opportunities 
arising from the 
Green Deal 

 
 

31-Dec-2011 31-Dec-2011     
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Dates 
Status Latest Note 

Parent Title Action Code Action Title Description Original Due Due Date Progress Bar Latest Status Update 
Icon Date 

Date 

green 
organisation 

 

Make a 
meaningful 
and positive 
impact on the 
development 
of housing and 
regeneration 
policy 

EG06/01/00
1 

Investigate 
opportunities 
relating to the 
government's 
Empty Homes 
Programme 

Investigate 
opportunities relating 
to the government's 
Empty Homes 
Programme across the 
city in collaboration 
with Liverpool City 
Council  

31-Mar-2012 31-Mar-2012     

 

Create and 
support social 
enterprise and 
an 
entrepreneuria
l approach to 
the provision 
of services 

EG07/01/00
1 

Identify 
opportunities 
for the creation 
or support of 
social 
enterprises to 
deliver LMH 
aspirations 

 
 

30-Sep-2011 30-Sep-2011     
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Focus on Viability and Strength; Operational Plan: Year 4 Goals and Aspirations
 
Status 
Icon Parent Title Action Code Action Title Description 

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 
Outperform 
business plan 

VS01/01/001 

Outperform the 
2011/12 Budget 
whilst meeting 
customer 
expectations 

 
 

31-Mar-2012 31-Mar-2012     

 
Deliver value 
for money 

VS02/01/001 
Embed VFM 
throughout the 
organisation 

Embed VFM 
throughout the 
organisation by 
delivering the Value for 
Money Improvement 
Plan and efficiency 
targets  

31-Mar-2012 31-Mar-2012     

 
Deliver value 
for money 

VS02/02/002 

Develop and 
implement 
LMH's Customer 
Insight Strategy 

 31-Dec-2011 31-Dec-2011     

 
Deliver value 
for money 

VS02/02/003 

Deliver 2011/12 
objectives 
within LMH's 
Information and 
Communication 
Strategy 

 31-Mar-2012 31-Mar-2012  

Key objectives within the ICT strategy 
for completion this year include -  
 
Embed mobile solution for identified 
workforce  
Expansion of communication channels 
to include SMS Texting  
Implement CRM workflows to include 
Complaints, Aids & Adaptations & Rents 
Implement electronic document 
management for use within CRM / 
Orchard  
Implementation and training / rollout of 
Orchard Housing to all users  

27-Jun-2011 

 

Maintain high 
standards of 
governance 

VS04/01/001 

Deliver all 
internal audit 
recommendatio
ns 

 
 

31-Mar-2012 31-Mar-2012     
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Maintain high 
standards of 
governance 

VS04/01/002 
Apply for and 
achieve 
ISO141001 

 
 

31-Mar-2012 31-Mar-2012  

18/7/11 Meeting took place with SGS 
6th July and proposal for accreditation 
received 15/7/11. Copy of ISO 
standard purchased for reading. Project 
team set up and meetings arranged 
recurring every Wednesday.  

18-Jul-2011 

 

Maintain high 
standards of 
governance 

VS04/01/003 

Ensure full 
compliance with 
TSA standards 
including the 
establishment 
of a tenant 
scrutiny panel 

 
 

31-Dec-2011 31-Dec-2011     

 

Maintain high 
standards of 
governance 

VS04/01/004 

Deliver and 
embed the 
Single Equality 
Scheme to all 
LMH customers 
and partners 

 
 

31-Mar-2012 31-Mar-2012     

 

Maintain high 
standards of 
governance 

VS04/01/005 

Review the 
composition of 
the LMH Board 
and 
membership 

 
 

30-Sep-2011 30-Sep-2011     

 

Control and 
manage all key 
risks 

VS05/01/001 

Embed risk 
management by 
delivering the 
Risk 
Improvement 
Plan 

 
 

31-Mar-2012 31-Mar-2012     

 

Complete and 
deliver all LMH 
promises made 
at transfer 

VS06/01/001 

Meet all 
2011/12 Stock 
Transfer 
promises 

-- enter action details 
here -- 

31-Mar-2012 31-Mar-2012     

 

Employee 
engagement 
and staff 
wellbeing 

VS07/01/001 

Deliver 
Investors in 
People 
assessment 

 
 

31-Mar-2012 31-Mar-2012     
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recommendatio
ns and secure 
gold award 
status 

 

Employee 
engagement 
and staff 
wellbeing 

VS07/01/002 

Carry out the 
Best Companies 
staff survey and 
achieve "top 
100" status 

 
 

31-Dec-2011 31-Dec-2011     
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Delivery of Offer Document Promises 
 
Generated on: 20 July 2011 
 

 
 

Action Status 

 Cancelled 

 Overdue; No longer assigned 

 
Unassigned; Not Started; Check 
Progress 

 Resuming; In Progress; Assigned 

 Completed 
 

  

Rows are sorted by Code
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Affordable Rents 
 
Status 
Icon Parent Title Action Code Action Title Description 

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 
Affordable 
Rents 

TP/03/062 
Breakdown of 
service charges 

Service Charges will be 
reviewed each year to 
ensure value for 
money and 
government rules 
mean that any 
increases in existing 
service charges will be 
limited to inflation plus 
1/2%  

31-Mar-2013 31-Mar-2013  

Need customers to validate whther we 
are providing VFM. Lead officer is 
Andrew Oateswho Finance have liased 
with on this issue.  

06-Jun-2011 

 
Affordable 
Rents 

TP/03/063 

Rent increase in 
compliance with 
government 
policy - Rent 
levels 

Rent levels will be 
reviewed once a year 
in April to comply with 
the government policy 
on rents  

31-Mar-2013 31-Mar-2013  Rent setting policy in place  12-Apr-2010 
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Delivering Balanced Communities 
 
Status 
Icon Parent Title Action Code Action Title Description 

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 

Delivering 
Balanced 
Communities 

TP/06/132 

Promote 
Equality & 
Diversity 
throughout all 
aspects of the 
business - 
Board review 

LMH's Equality & 
Diversity policy will be 
reviewed by the board 
on an annual basis and 
its effectiveness will be 
assessed  

31-Mar-2013 31-Mar-2013  

Explanation of current position: 
Draft E & D Policy was approved by 
Board on 5 May 2011.  
Action to be taken: Policy due to be 
placed into an accessible format so it 
can be shared with staff and customers 
via website, intranet, ASK system and 
leaflet format. Will also be shared with 
contractors.  
Timescales: Q2 2011/12  

24-May-
2011 

 

Delivering 
Balanced 
Communities 

TP/06/133 

Promote 
Equality & 
Diversity 
throughout all 
aspects of the 
business - 
Targets 

The Board will agree 
and set equality and 
diversity targets 
annually in line with 
continuous 
improvement and the 
Housing Corporation 
Good Practice 
Guidance. Performance 
against these targets 
will be reported on and 
monitored by the 
Board annually  

31-Mar-2013 31-Mar-2013  

Explanation of current position: 
Board 5 May 2011 agreed the customer 
profiling targets.  
Action to be taken: Board will 
regularly review these targets as part 
of the overall suite of targets.  
Timescales: Q1 2011/12  

24-May-
2011 
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Delivery of Home Improvements 
 
Status 
Icon Parent Title Action Code Action Title Description 

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 

Delivery of 
Home 
Improvements 

TP/01/001 

To ensure that 
all homes have 
double glazed 
windows 

LMH will put in place a 
programme to bring 
homes up to the LMH 
Standard within five 
years which will mean 
that all single glazed 
windows will be 
replaced with high 
quality double glazed 
windows including 
energy efficient glass 
and, where needed, 
increased security with 
locking handles.  

31-Mar-2013 31-Mar-2013  

LMH's Window Replacement 
Programme is currently capturing the 
final properties which are 
predominantly within conservation 
areas or are previous refusals. LMH has 
also run articles in newsletters to ask 
customers to make contact if they still 
have single glazed or timber windows 
installed, so the work can be 
completed.  

07-Dec-2010 

 

Delivery of 
Home 
Improvements 

TP/01/002 

To ensure that 
all homes are 
safe, secure and 
weather tight 

LMH will put in place a 
programme to bring 
homes up to the LMH 
Standard within five 
years which will mean 
that front and back 
doors will be replaced 
where needed. New 
doors will be of amore 
secure design with a 
choice of style being 
offered for front doors.  

31-Mar-2013 31-Mar-2013  

LMH has installed around 14000 new 
external doors to date, existing doors 
are assessed during the per entry 
survey for the main kitchen and 
bathroom programme and replaced as 
necessary during the main works 
programme. Any properties that have 
had new UPVc windows installed during 
the window programmed will also have 
had the doors assessed and replaced as 
necessary at that time.  

07-Dec-2010 

 

Delivery of 
Home 
Improvements 

TP/01/003 

To ensure that 
all homes have 
a modern 
attractive 
kitchen where 
the current 
kitchen is less 
than 10 years 
old 

LMH will put in place a 
programme to bring 
homes up to the LMH 
standard within five 
years which will mean 
that modern kitchen 
units will be provided 
in a choice of colours 
together with vinyl 
flooring, tiling and 

31-Mar-2013 31-Mar-2013  

The Kitchen replacement element of 
the LMH Improvement Programme 
commenced in April 2009 and has seen 
good progress with over 7000 kitchens 
replaced to date and identified over 700 
that are installed and do not meet the 
replacement criteria. The work has 
seen the installation of high quality 
products and incorporated structural 
and layout improvements to existing 

16-Mar-2011 
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extractor fan. In the 
first instance kitchens 
will be renewed if over 
10 years old, after that 
they will be renewed 
every twenty years  

kitchens as necessary. We have 
improved the specification to ceramic 
floor tiling and worktop upgrades in the 
kitchen  

 

Delivery of 
Home 
Improvements 

TP/01/004 

To ensure that 
all homes have 
full affordable 
central heating. 
To ensure all 
new 
installations and 
boiler 
replacements 
are SEDBUK A 
rated 

LMH will put in place a 
programme to bring 
homes up to the LMH 
Standard within five 
years which will mean 
that where there is no 
system or partial 
system, full gas central 
heating will be 
installed where 
possible, with an 'A' 
rated high efficiency 
boiler. Older systems 
will be replaced or 
upgraded as 
necessary.  

31-Mar-2013 31-Mar-2013  

LMH completed the programme for 
installing central heating in properties 
which previously had no central heating 
provision during 2009. This saw the 
installation of 3118 A rated full heating 
systems. The only remaining properties 
now outstanding are either No Access 
or refusals, LMH has advertised in its 
news letter for anyone who needs the 
installation carried out. They have also 
installed systems in homes with no 
central heating as and when they 
become void. LMH also continues to 
replace existing boilers with A rated 
boilers as they are required during the 
main kitchen and bathroom 
programmed. LMH have installed over 
7000 A rated condensing gas 
combination boilers, fitted thermostatic 
radiator valves and fitted fully 
controllable room thermostats.  

07-Dec-2010 

 

Delivery of 
Home 
Improvements 

TP/01/005 
To provide 
warm,energy 
efficient homes. 

LMH will put in place a 
programme to bring 
homes up to the LMH 
Standard within five 
years which will mean 
that cavity wall 
insulation will be 
provided where 
possible and 250mm 
(10 inches) of loft 
insulation. Loft 
ventilation will be 
reviewed  

31-Mar-2013 31-Mar-2013  

The insulation element of the LMH 
Improvement Programme continues to 
deal with properties where there is 
insufficient insulation and is being 
delivered via solutions for energy. This 
has seen the installation of cavity wall 
insulation, external cladding and loft 
insulation to LMH homes across the 
city.  

07-Dec-2010 

5 
87



APPEDIX 4 
 

Dates 
Status Latest Note 

Parent Title Action Code Action Title Description Original Due Due Date Progress Bar Latest Status Update 
Icon Date 

Date 

 

Delivery of 
Home 
Improvements 

TP/01/006 

To provide 
homes with 
modern 
bathrooms 

LMH will put in place a 
programme to bring 
homes up to the LMH 
Standard within five 
years which will mean 
that bathrooms will be 
improved with a new 
bath, wash hand basin 
and toilet in white with 
a choice of fittings, 
wall tiled and new 
flooring where needed. 
Extractor fans will be 
fitted to reduce 
condensation  

31-Mar-2013 31-Mar-2013  

The Bathroom replacement element of 
the LMH Improvement Programme 
commenced in April 2009 and has seen 
good progress with over 5600 
bathrooms renewed to date. The work 
has seen the installation of high quality 
products including a shower over all 
baths and level access facilities for 
properties where a current adaptation 
need had been identified by the 
occupational therapist. LMH has also 
incorporated structural and layout 
improvements to existing bathrooms as 
necessary, which includes the 
integration of separate bathing and WC 
facilities into one room at the 
customer's request.  

07-Dec-2010 

 

Delivery of 
Home 
Improvements 

TP/01/007 

To ensure 
boundaries and 
pathways are 
brought up to 
and maintained 
to a safe 
standard 

LMH will put in place a 
programme to bring 
homes up to the LMH 
standard within five 
years which will mean 
that all paths, 
walkways, fences, 
gates and driveways 
will be maintained in a 
sound and safe 
condition and renewed 
if necessary.  

31-Mar-2013 31-Mar-2013  

A number of pilot schemes have been 
successfully completed and a number 
are currently under way to establish a 
programme and approach to external 
environmental improvements.  

30-Nov-2010 

 

Delivery of 
Home 
Improvements 

TP/01/008 
To ensure the 
removal of lead 
mains 

LMH will put in place a 
programme to bring 
homes up to the LMH 
Standard within five 
years which will mean 
that all mains water 
supply pipes made of 
lead will be replaced, 
even if water sample 
readings are low  

31-Mar-2013 31-Mar-2013  

During the current kitchen and 
bathroom element of the LMH 
Improvement Programme any lead 
pipes are identified and replaced. LMH 
now have very few properties with lead 
water pipes and lead mains, and 
continue to replace them as they are 
identified.  

07-Dec-2010 
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Delivery of 
Home 
Improvements 

TP/01/009 

To ensure that 
homes are 
weather tight 
properties 

LMH will put in place a 
programme to bring 
homes up to the LMH 
Standard within five 
years which will mean 
that new roofs will be 
provided where 
needed.  

31-Mar-2013 31-Mar-2013  

LMH has renewed the roof covering to 
over 1500 properties to date and have 
also replaced rainwater goods to over 
400 low rise blocks of flats to prevent 
water ingress from the existing 
damaged and leaking gutters.  

07-Dec-2010 

 

Delivery of 
Home 
Improvements 

TP/01/010 

To ensure that 
all homes have 
modern 
electrical 
systems 

LMH will put in place a 
programme to bring 
homes up to LMH 
Standard within five 
years which will mean 
that modern electrical 
systems will be 
installed where needed 
which will include the 
installation of smoke 
detectors where 
necessary  

31-Mar-2013 31-Mar-2013  

Electrics are upgraded and/ or rewired 
during the kitchen and bathroom 
elements of the LMH Improvement 
Programme. To date LMH has upgraded 
over 4600 electrical systems and 
rewired almost 1000 properties to date. 

07-Dec-2010 

 

Delivery of 
Home 
Improvements 

TP/01/011 

Better facilities 
provided in 
Sheltered 
Schemes in 
terms of 
accessibility 

LMH will put in place a 
programme to bring 
homes up to the LMH 
Standard within five 
years which will mean 
that adaptable and 
accessible homes to 
live in will be provided 
at Sheltered Schemes  

31-Mar-2013 31-Mar-2013  

Due to the complex nature of the 
sheltered property improvements this is 
currently being delivered under a 
separate specialist work stream. This 
includes the installation of new kitchens 
and bathrooms with over 85% 
benefiting from level access wet rooms. 
The project involves an intense 
monitoring regime due to the 
vulnerability of the customers. These 
programmes have also seen the 
improvement of communal kitchen and 
bathroom facilities, any bungalows 
associated to the sheltered scheme are 
also included within this programme. 
LMH will have completed this work in 5 
of its 17 blocks by the end of this 
financial year.  

07-Dec-2010 

 
Delivery of 
Home 

TP/01/012 
To ensure that 
LMH homes are 

LMH will budget to 
regularly replace some 

31-Mar-2013 31-Mar-2013  
LMH has developed a detailed 
investment planning process which 

07-Dec-2010 
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Improvements maintained to 
the LMH 
Standard 

things in tenants 
homes as they reach 
the end of their normal 
life. This work will be 
planned and 
programmed over 
LMH's 30 year 
business plan. Some 
may be replaced more 
than once.  

takes the form of regular PiPs (Property 
Investment Plans). This enables the 
improvement to LMH assets to be 
closely monitored and the future 
investment requirements clearly 
identified and tracked against delivery.  

 

Delivery of 
Home 
Improvements 

TP/01/013 

To ensure that 
all homes are 
structurally 
secure and to 
address LMH 
non traditional 
bulilt housing 

LMH will have a budget 
of over £32m in its 
business plan to 
ensure that properties 
with inherent 
structural problems or 
defects are made 
structurally sound and 
properly insulated. 
LMH will consult with 
tenants on how to do 
this and works could 
include the possibility 
of selective 
regeneration works 
within estates.  

31-Mar-2013 31-Mar-2013  

The structural improvement works 
included in LMH's overall Improvement 
Programme is making good progress 
Daneville is now completed along with 
a number of properties in Old Swan and 
the Florence Melly estate.  

02-Dec-2010 

 

Delivery of 
Home 
Improvements 

TP/01/014 

To ensure that 
all homes have 
suitable 
bathroom 
facilities 

A number of LMH 
properties still only 
have a downstairs 
toilet and poorly 
located bathroom 
facilities. As part of the 
LMH Improvement 
Programme many of 
these properties will 
benefit from layout 
alterations to provide 
modern, easily 
accessible facilities  

31-Mar-2013 31-Mar-2013  

As part of the main kitchen and 
bathroom element of the LMH 
Improvement Programme a pre-entry 
survey to identify the full extent of 
work required to homes is done. When 
a property with only a downstairs WC is 
identified the bathing facilities upstairs 
are altered to incorporate a 2nd WC, 
the downstairs facility is also upgraded 
and modernised as necessary.  

07-Dec-2010 
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Delivery of 
Home 
Improvements 

TP/01/015 

To ensure that 
all customers 
have approriate 
bathing facilities 

For tenants who are 
elderly, or vulnerable 
because of ill health, 
LMH will offer a choice 
of a shower instead of 
a bath as part of the 
Improvement 
Programme  

31-Mar-2013 31-Mar-2013  

A separate Adaptation programme has 
commenced. This initially saw the 
completion of a backlog inherited from 
LCC, although this programme will 
continue this financial year with the 
delivery of LMH's backlog during 
January to March 2011. LMH will spend 
in excess of £2.5m on adaptations in 
the current financial year. In addition to 
this specialist programme all customers 
with a valid assessment in place when 
they are due in the current main 
bathroom programme will also have the 
level access bathing facility fitted. 
Currently LMH have installed over 1000 
level access showers to its homes, and 
as part of the bathroom programme all 
baths are fitted with a thermostatic 
mixer shower over the bath.  

07-Dec-2010 

 

Delivery of 
Home 
Improvements 

TP/01/016 

To ensure that 
LMH customers 
can sustaintheir 
tenancy and live 
an independent 
life 

LMH will have a 
separate budget for 
adaptations such as 
grab rails and ramps, 
and will use this 
money to ensure that 
tenants can live in 
their homes more 
safely and comfortably 
and for longer.  

31-Mar-2013 31-Mar-2013  

A comprehensive review of this service 
area was completed in August 2010. 
LMH Board approved a £1.5 million 
increase in the budget to complete all 
outstanding adaptation requests during 
the current financial year. In total LMH 
will spend in excess of £2.5m this year 
on adaptations.  

07-Dec-2010 

 

Delivery of 
Home 
Improvements 

TP/01/019 

To minimise 
disruption to 
customers 
caused by 
improvement 
works 

LMH will programme 
work to minimise 
disruption to tenants 
wherever possible  

31-Mar-2013 31-Mar-2013  

The LMH Improvement Programme has 
been designed specifically by tenants 
and to minimise tenant disruption. This 
will continue for the duration of the 
programme.  

12-Apr-2010 

 

Delivery of 
Home 
Improvements 

TP/01/020 

Improvements 
will be carried 
out where 
needed to bring 
the property up 

If tenants have already 
installed a modern 
bathroom or kitchen, 
for example, LMH will 
not insist on replacing 

31-Mar-2013 31-Mar-2013  

LMH do not insist on tenants having 
their homes improved. Refusal rates 
and reasons for refusals are monitored 
and works will continue to be carried 
out in accordance with tenant's wishes.  

12-Apr-2010 
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to LMH standard it if they do not want 
them to  

 

Delivery of 
Home 
Improvements 

TP/01/021 

Tenants can 
maintain their 
homes and 
carry out their 
own 
improvements 

Tenants will continue 
to have the right to 
carry out 
improvements to their 
own homes  

31-Mar-2013 31-Mar-2013  

Tenants can carry out improvements to 
their homes with the agreement of 
LMH.  

19-Apr-2010 

 

Delivery of 
Home 
Improvements 

TP/01/022 

To minimise 
disruption 
caused to 
customers 

LMH does not 
anticipate that any 
tenants will have to 
move out of their 
homes for 
improvement works to 
be carried out. 
However in exceptional 
circumstances with the 
tenants agreement , 
LMH will do everything 
possible to ensure that 
any temporary re-
housing needed is 
carried out as quickly 
as possible. In these 
circumstances LMH will 
pay all costs involved 
in moving out and 
moving back in full and 
will offer support to 
the tenants who need 
to move.  

31-Mar-2013 31-Mar-2013  

Tenants needs are identified in advance 
of any works being carried out and 
works programmes etc. are amended 
accordingly. There have been a very 
small number of cases where tenants 
have needed to move out during works. 
In these instances LMH have made all 
arrangements and met all associated 
costs.  

02-Dec-2010 

 

Delivery of 
Home 
Improvements 

TP/01/025 

To ensure that 
LMH is 
providing a 
service tailored 
to the 
customers 
needs 

LMH will get tenants 
views on improvement 
programmes from local 
area customer panels  

31-Mar-2013 31-Mar-2013  

Customer feedback on LMH 
Improvement Programme works is 
monitored and recorded via an 
independent satisfaction survey. This 
data is analysed on an area by area 
basis, monthly and any aspects of 
dissatisfaction highlighted to the 
delivery teams. These elements are 
then monitored in future months to 

02-Dec-2010 
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ensure that improvements are being 
made in areas of dissatisfaction. LMH's 
Area Boards also monitor performance 
regarding the delivery of works.  

 

Delivery of 
Home 
Improvements 

TP/01/026 

To ensure 
tenants views 
and opinions 
shape the 
maintenance 
service 

LMH will involve 
tenants in service 
review groups to 
monitor the service 
and develop improved 
ways of working  

31-Mar-2013 31-Mar-2013  

A customer focus group is routinely 
held as part of LMH's approach to 
carrying out value for money reviews of 
services. Information from the regular, 
independent satisfaction surveys is also 
analysed and used to inform the way 
forward.  

02-Dec-2010 

 

Delivery of 
Home 
Improvements 

TP/01/027 

To ensure the 
highest possible 
levels of 
customer 
satisfaction and 
tackle areas of 
dissatisfaction 

LMH will measure 
tenant's satisfaction 
with the repairs 
service when work is 
completed  

31-Mar-2013 31-Mar-2013  

LMH have commissioned an 
independent company to carry out 
customer satisfaction surveys on the 
repair service and provide reports back 
to LMH on a monthly basis. Feedback 
from customers is reviewed on a 
monthly basis and any actions used to 
shape the ongoing service. The first 
STATUS survey results (July 2009) 
showed that 69% of customers were 
satisfied with LMH's Repairs Service.  

19-Apr-2010 

 

Delivery of 
Home 
Improvements 

TP/01/029 

To improve the 
local 
environment 
and 
neighbourhood 

As part of the 
improvement 
programme LMH will 
carry out work to the 
external fabric of 
buildings, communal 
areas and services, 
and the immediate 
environment if 
required  

31-Mar-2013 31-Mar-2013  

LMH has carried out communal 
(internal) improvements to around 200 
blocks and are currently developing a 
programme for the remaining 500 
blocks as well as beginning to develop 
a scope and approach to the external 
environmental improvements  

02-Dec-2010 
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Regeneration TP/05/110 

Increased 
quality of 
services - local 
facilities 

LMH will work with 
others to help make 
sure there are good 
quality local facilities  

31-Mar-2013 31-Mar-2013  

LMH is now considering the NP 
Sustainability Index data on a Ward 
basis to enable closer working with LCC 
and partner agencies who also collect 
data on this basis e.g. IMD and VP 
Index. Ward Based Working events are 
planned for February / March and April 
2011to inform Support and 
Intervention Plans. we will continue to 
seek ways to work with partners to 
improve local facilities and amenities 
for our customers and the wider 
neighbourhoods they live in.  

21-Feb-2011 

 Regeneration TP/05/111 

Increased 
quality of 
services - 
Regeneration 
projects 

LMH and its 
contractors will work 
with the Council to 
support its 
regeneration projects 
and in many cases 
play an active part  

31-Mar-2013 31-Mar-2013  

LMH continues to seek ways to work 
with LCC and partners e.g. through 
chairing the Total Place Review of ASB 
(tasked by Liverpool First for Housing); 
bringing back houses due for demolition 
in Broad Lane; embracing Ward Based 
Working; consultation on the wider 
impacts of work being done to upgrade 
communal areas of flats and 
maisonettes across the City.  

21-Feb-2011 

 Regeneration TP/05/112 
Regeneration of 
neighbourhoods 

LMH will take part in 
partnership working to 
regenerate 
neighbourhoods  

31-Mar-2013 31-Mar-2013  

 
LMH has now developed the 
Neighbourhood Plans, together with 
their targeted interventions that place a 
strong emphasis on LMH working in 
partnership to deliver the objectives 
that focus on the needs of children and 
young people, the elderly, as well as 
focusing on economic development, 
community safety and health and well 
being. The Sustainability Index that sit 
beneath the plans has now been cut on 
a Ward basis to better enable ward 

21-Feb-2011 
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based working and closer collaboration 
with our partner agencies and the City 
Council.  

 Regeneration TP/05/113 
Increased 
Opportunities 

LMH will promote local 
job and training 
opportunities  

31-Mar-2013 31-Mar-2013  

LMH will be maintaining links with 
Fusion 21 during 2011.12 and as part 
of the wider Liverpool Compact to 
deliver LCC and Liverpool First strategic 
objectives  

15-Apr-2011 
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Service 
Improvements 

TP/02/030 

Ensure tenants 
views are 
represented and 
are influencing 
the service 

LMH will involve 
tenants in monitoring 
any improvement work 
on site  

31-Mar-2013 31-Mar-2013  

LMH have trained a group of tenant 
inspectors who have looked at a 
number of repair related service areas. 
LMH are currently developing the 
training to enable them to carry out a 
programme of inspections to 
investment work. LMH's Area Boards 
also monitor performance regarding the 
delivery of works.  

02-Dec-2010 

 
Service 
Improvements 

TP/02/031 

Communication 
of details of 
works proposed 
to tenant homes 

LMH will ensure that 
tenants always receive 
written notification of 
any proposed works to 
their home, whether 
for day to day repairs, 
or planned 
maintenance or 
improvement  

31-Mar-2013 31-Mar-2013  

LMH continues to improve the quality 
and timeliness of correspondence 
keeping customers informed and we 
are currently reviewing the process 
with customers. A review of all Repairs 
and Maintenance Policies and 
Procedures is currently taking place and 
a Customer Focus Group was held in 
November 2010 as part of this process. 
The customer feedback received at this 
event will be incorporated into the new 
policies and procedures.  

02-Dec-2010 

 
Service 
Improvements 

TP/02/032 
To ensure full 
tenant 
consultation 

LMH will involve 
tenants in decisions 
about any work to be 
carried out in their 
home  

31-Mar-2013 31-Mar-2013  

Open days and pre entry surveys 
continue to be completed to ensure 
customers are involved in their home 
improvements. An independent 
Customer Satisfaction Survey is 
completed with all customers who have 
received Improvements to their homes. 
Levels of dissatisfaction are very low.  

02-Dec-2010 

 
Service 
Improvements 

TP/02/051 
Reduce the 
adaptations 
waiting list 

LMH will use whatever 
means are available to 
reduce the wait for 
adaptations  

31-Mar-2013 31-Mar-2013  

The vast majority of the backlog is now 
completed and LMH is currently 
tendering a package of work due to be 
completed within the 4th quarter of 
2010/11. LMH will spend in excess of 
£2.5m during the current financial year 
on specialist adaptations work 

02-Dec-2010 
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packages and on adaptations picked up 
through the Improvement Programme.  

 
Service 
Improvements 

TP/02/054 

Increased 
satisfaction with 
sheltered and 
supported 
housing tenants 
- Communal 
Facilities 

LMH will improve and 
increase communal 
facilities in sheltered 
schemes. When 
equipment such as 
door entry systems 
and warden call 
systems are due for 
renewal LMH will install 
the latest most 
effective technology, 
within budget, in 
consultation with 
tenants  

31-Mar-2013 31-Mar-2013  

LMH are currently reviewing the 
sheltered blocks in light of recent fire 
assessments and are shortly due to 
commence the communal area 
improvements where necessary.  

02-Dec-2010 
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Tenant 
Involvement in 
Decision 
Making 

TP/04/108 

Leaseholder 
consultation - 
Sinking fund 
contribution 

Each year all 
Leaseholders will be 
consulted on their 
service charge and 
sinking fund 
contributions  

01-Mar-2013 01-Mar-2013  

Leaseholders are sent annual bills 
identifying a break down of their 
required service charge contributions 
and works covered by the sinking fund. 
Consultation with leaseholders started 
in 2010/11 regarding works 
programmes. This involved section 20 
consultation on supply and fitting of 
"Fire Doors" and also grounds 
maintenance and introduction of block 
cleaning charges.  

02-Dec-2010 
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