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LIVERPOOL MUTUAL HOMES
REGISTER NUMBER 29998R

MEETING OF THE BOARD OF MANAGEMENT

TO BE HELD ON 28" SEPTEMBER 2010 AT 5.30pm
IN THE OAKMERE CENTRE, WALTON, LIVERPOOL
AGENDA

OPEN SESSION

ITEM LEAD EXPECTED PAGE No
OFFICER DURATION

1. APOLOGIES FOR ABSENCE

2. DECLARATIONS OF INTEREST

3. NON-CONFIDENTIAL MINUTES OF
PREVIOUS MEETING

a) To agree as a correct record the 2 minutes Page 3
non—confidential minutes of the
Board meeting held on 1%
September 2010

b) To consider matters arising from 5 minutes
the non-confidential minutes of the
Board meeting held 1% September
2010

4. CHIEF EXECUTIVE'S UPDATE

a) To receive an update report from Steve 5 minutes Page 6
the Chief Executive on non— Coffey
confidential matters and other
LMH business.



ITEM

5. NON CONFIDENTIAL ITEMS

a)

b)

c)

d)

f)

)

h)

Adaptations: Demand and Options
Adoption of a Code of Governance

Schedule 1: Use of General
Exemptions

To consider the minutes of the
South Area Board meeting held on
12" July 2010

To consider the minutes of the
West Area Board meeting held on
13" July 2010

To consider the minutes of the
East Area Board meeting held on
15" July 2010

To consider the minutes of the
North West Area Board meeting
held on 20™ July 2010

To consider the minutes of the
North Area Board meeting held on
21° July 2010

6. ANY OTHER URGENT BUSINESS
ACCEPTED BY THE CHAIR

7. NEXT MEETING

a)

The next scheduled Board
meeting is due to be held on 28th
October 2010 at 5.30pm in the
Board Room at Commutation
Plaza, Liverpool

LEAD
OFFICER

Angela
Forshaw

Peter
Fieldsend

Peter
Fieldsend

EXPECTED
DURATION

15 minutes

15 minutes

2 minutes

2 minutes

2 minutes

2 minutes

2 minutes

2 minutes

PAGE No

Page 21

Page 44

Page 78

Page 83

Page 89

Page 95

Page 100

Page 105



ITEM 3A

LIVERPOOL MUTUAL HOMES (LMH)

v C
REGISTER NUMBER 29998R L M ‘ ’

MEETING OF THE BOARD OF MANAGEMENT |
HELD ON WEDNESDAY 1% SEPTEMBER 2010 Liverpool Mudual Homes

At the ‘Open Session’ of the Board meeting held on 1% September 2010 at Commutation

Plaza, the following were:
PRESENT:

Bill Lacey -
Bryan McAvoy

Clir Ann O’'Byrne

Will Roby

Mike Harden

Bruce Johnson

Paul Rigby

Ken Hughes

Hossam Ibrahim

Sue Goodman

OFFICERS IN ATTENDANCE:

Steve Coffey -
Peter Fieldsend -
Sharon Beyga -

APOLOGIES:

Janet Bell

Robbie Hughes

Tommy Colleran

Cllr Sharon Sullivan

Andy Catterall

Angela Forshaw -

Chair

Chief Executive
Director of Corporate Services
PA to the Chief Executive

Director of Housing & Neighbourhood Services

BM10/146 ITEM 2 - DECLARATIONS OF INTEREST

No declarations of interest were recorded.

BM10/147 ITEM 3A — MINUTES OF THE BOARD MEETING HELD ON 29"

JULY 2010

The minutes of the Board Meeting held on 29" July 2010 were
considered by the meeting.



BM10/148

BM10/0149

BM10/150

It was resolved that:
The minutes of the meeting were agreed as an accurate record.

ITEM 3B — MATTERS ARISING FROM THE MINUTES OF THE
BOARD MEETING HELD ON 30" JUNE 2010

i) Attendance
It was noted that Sue Goodman was in attendance at the meeting.

ITEM 4 — 2009/10 ANNUAL REPORT TO TENANTS AND THE TSA

Members were reminded that at the Board meeting in July it was agreed
that officers would present a final draft of the Annual report for “sign off”
prior to distribution to all LMH tenants before the deadline of 1 October
2010.

It was noted that the report had been developed through consultation
with tenants and reflects their preferences within the content and style.
The content of the report was set around the LMH Corporate Plan
Focuses whilst also showing how the work we are doing links in with the
requirements of the TSA standards. The second section of the report
includes a summarised version of the detailed self assessment against
the TSA standards that the Board approved in July. A copy of the
detailed full self assessment will be available to all tenants upon
request.

It is proposed that the report will be distributed to all tenants in the third
week of September, subject to any amendments agreed by Board.

The Board was asked to agree whether they felt the two documents
should be sent out together to all tenants as there is quite a high cost
element to do this. After a lengthy discussion the Board agreed that the
Annual Report would be sent out to everyone.

The Board stated that they were impressed with the style of the plans.

It was resolved that the Board:

Approved the final version of the Annual Report to Tenants for
distribution to all LMH tenants by the 1% October deadline

ITEM 5 — ANY OTHER BUSINESS

No other business was recorded.



BM10/151 DATE AND TIME OF NEXT MEETING

It was noted that the date of the next scheduled Board Meeting is
Wednesday 28" September 2010 at 5.30pm.

(The meeting concluded at 6:45pm)



Board/Committee/Working Group/Area Board:

Board (Open Session)
Date of Meeting: L M
Tuesday 28™ September 2010

Item No: | 4A MM{ME Modual Hosmes
Attachments:
e Appendix 1 - Board Forward Plan
Subject: Chief Executive’s Update (Existing)
' Report e Appendix 2 - Performance Indicator
Validation report

Confidentiality: | Non-Confidential Status: | For Decision

Executive Summary:

This general update report deals with general business together with specific items that
may be included within the Operational Plan. Any similar updates in relation to items
which are of a confidential nature will be dealt with in a separate report within the ‘closed’
session of the meeting.

Recommendation:
It is recommended that the Board;

i).  Notes the report;
ii).  Approve the TUPE transfer of staff from Kinetics/ PH Jones to deal with call
handling in relation to Gas Servicing and Repairs;
iii). Endorses the approach being taken by officers to avoid any new financial
commitments pending the outcome of the Governments Spending Review;
iv).  Notes the resignation of Hossam Ibrahim as an LMH Board Member ; and
V). Notes the retirement from the Board of Paul Righy

Financial implications:

There are no material financial implications associated with this report.

Key risks:

There are operational risks associated with the specific items in this report which have
been flagged up to the Board. Where appropriate these have been incorporated into the
risk register.

Material impact on Corporate Plan ‘Focuses’:

Each of the update items contained within the report contribute, to a greater or lesser
extent, to the delivery of LMH’s Corporate and Operational Plan objectives and relate to
each of the Focuses within the plans.




Directorate: Chief Executive’s

By: Steve Coffey

Position: Chief Executive




1.1.

1.2.

2.1

Background

A general update report is provided to the Board at each meeting in order
that the Board is kept aware of general items of LMH Business which do
not necessarily require specific reports to be considered. This report deals
with items that are of a non-confidential nature and a similar report is
produced to deal with similar items that are of a confidential nature. That
report will be dealt with in the ‘closed’ session of the meeting.

In addition to this report a bi-monthly Board and Area Board Update is
circulated to members covering further aspects of general LMH business
and areas of interest.

Update Items

Handling of Gas Repairs Calls

The Value for Money Customer Access to devices Review recommended
that all LMH services should be accessible via a Customer Service Centre
with the objective of dealing with as many requests for service as possible
at first point of contact. Extensive consultation with customers supported
this recommendation. Customers have had significant input into the
development of LMH Connect our new Customer Service Centre (CSC).

Customers requested that all LMH services be accessible via one number
with the use of Instant Voice Recognition (IVR) kept to a minimum. Gas
maintenance calls are currently taken directly by the two Gas contractors,
Kinetics Group and PH Jones. The contractors were consulted on meeting
LMH call reporting and communication standards following the Customer
Access Review however they could not guarantee meeting the desired
service levels and confirmed call monitoring was not possible.

Following this feedback the CSC project group requested that alternative
solutions were considered to provide the required service response levels.
Both gas contractors were approached to consider merging the gas
maintenance call function with the core maintenance calls. Bringing the
gas calls in house will help to achieve this aim by reducing the need for
customers to press an option for gas repairs or general repairs. Staff in the
CSC will be multi skilled to deal with all types of repair.

Provisional enquiries were made with both gas providers at the scheduled
contract meeting in July 2010 where they confirmed they would be happy
to co-operate with a variation of this nature. At the meetings they stated
that the change would most likely result in a TUPE transfer of staff.
Kinetics confirmed that the change would result in 2 members in scope.
PH Jones stated they would have 1 member of staff in scope.



2.2

2.3

The project group recognised gas enquiry calls represented approximately
15% of all calls received and that there was a seasonal variance in
volume. Actions from the project group confirmed any transferring staff
would be accommodated in the accommodation and project plan.
Corresponding budget Salary costs for the transferring staff will be
reduced from the contract value by a formal contract variation. Costs are
circa £60k pa. (Salary is approximately £15k plus direct overheads).

The Board is requested to note the TUPE transfer in of three staff and the
consequential virement from contract budgets to staff budgets for the
employee costs.

ICT SLA

Due to the current economic climate LMH are reviewing their strategic
position on a 3 year tender for the ICT hosting and support contract. It is
LMH’s recommendation to abandon the current tender process and look at
a 6 month extension with the current support providers, Liverpool Direct
Limited while the review takes place.

LDL has worked with LMH from its conception, assessing and meeting its
ICT needs through the various stages in its development. LDL designed,
implemented, hosts and currently supports LMH’s ICT infrastructure
allowing LMH to take advantage of the economies of scale available from
a corporate infrastructure which supports a number of significant
organisations whilst being local to develop a close working relationship
required to support LMH.

The level of support provided by LDL will be measured through a defined
Service Level Agreement (SLA). This will provide LMH with the confidence
of a high level of support

Launch of CSC

The restructure of Housing & Neighbourhoods Services is progressing
well. A major part of the work is the set up of the new Customer Services
Centre. A phased move of staff will take place at the end of September.
The launch of the CSC is planned as follows:

e Tenant Communication

All tenants will receive copies of a ‘special edition’ newsletter giving
details of the Customer Service Centre and inviting them to ‘CALL,
CLICK, or CONNECT’ with LMH. A fridge magnet will be given to all
tenants and leaseholders promoting the new telephone numbers. A
press release will also promote the launch of the CSC.



2.4

e Staff Launch

A ‘soft’ launch for staff will take place from 8.00 am to 10.00am on
Wednesday 6™ October 2010 at City Point. All LMH Connect staff will
be invited — the timing allows for those who will be providing reception
services in local offices to attend as the offices open to the public at
10.30 am on Wednesdays.

e Main Launch - Open Day Event

Details of a launch for Board, other Staff and stakeholders are being
finalised by the CSC Steering Group. It is felt that this would be best
taking place after the CSC has been running for a short period so that
officers are well versed in their new roles and the CSC can be seen in
action.

Connaught Partnerships

As the Board is aware Connaught plc are part of LMH’'s Investment
Framework and, prior to their recent demise, LMH had been in discussions
with them to deliver a programme of kitchen and bathroom improvements
to several Sheltered blocks. However due to the recent financial position
of the company it soon became apparent that Connaught would not be
capable of delivering the programme. It was, therefore, agreed with
Connaught that LMH would not enter into a contract with them to deliver
the overall programme. However, due to the progress that had been made
in ‘gearing up’ for the works Connaught were allowed to commence
mobilisation on the basis of a letter of intent as well as commencing two
properties in the first block (Alderwood Lodge). As LMH only pay
contractors upon handover risk was minimal and hence it was agreed that
Connaught would be allowed to complete this block as programmed.
Officers then began to explore ways in which the remaining programme of
sheltered properties could be delivered utilising other contractors. This
seemed to be a satisfactory position with Connaught until the events that
have unfolded in the last few weeks; the following is an extract from a
statement issued by the stock exchange on the evening of 7" September.

‘Following this morning's announcement regarding the suspension of
the Company's shares, the Board is now providing an update.

Since the end of July, Connaught has held discussions with its lenders
and alternative providers of finance with the objective of securing
additional funding and a restructuring of the Company's financing for
the longer term. During this period, the Board of the Company has also
continued to explore its options to improve the financial position of the
Connaught group of companies (the "Group") and to realise value for
the benefit of all stakeholders.

10



2.5

These initiatives failed to reach a satisfactory conclusion in the time
available and, following extensive discussions with the Group's secured
lenders, it is now clear that sufficient support would not be extended to
the Group as a whole to enable it to continue trading as a going
concern. As a consequence, the Board is saddened to announce that it
is in the process of appointing partners from KPMG as administrators
of Connaught plc and its subsidiary, Connaught Partnerships Limited,
which comprises its Social Housing Division.’

This obviously changed the situation for LMH significantly and officers
immediately began to investigate the impact that this would have. As
Connaught had only commenced two properties within Alderwood lodge
(neither tenanted) it was agreed that they would complete these properties
if possible. LMH have now entered into discussions with the contractor
carrying out similar works in that area, Lovell, to complete the block and
officers are currently agreeing the earliest possible start date for this.
Customers within the block have been informed of the situation as some
homes were scheduled for work to start on Monday 13™ September, they
will continue to be kept informed as the situation progresses. However, it
soon became apparent that Connaught would be unable to complete the
commenced properties as they had no way of purchasing materials to
continue. As such it was agreed that Savills would carry out a valuation of
the work completed to date and Lovell would complete this work as part of
their programme.

On the 10" September LMH received correspondence from KPMG
(Connaught’'s administrators), informing us that Lovell Partnership Ltd had
concluded negotiations to acquire some Connaught contracts along with
approximately 2500 staff.

As can be seen there is very little exposure for LMH and appropriate action
has been taken to deal with the situation as it has developed. We are also
currently working to ensure disruption to the programme is kept to a
minimum.

Pl Validation

It is a TSA requirement that all Housing Providers externally validate their
performance reporting systems. Newly registered Housing Providers, such
as Liverpool Mutual Homes, needed to have their first validation no later
than 12 months after carrying out their first Status Survey.

KPMG, LMH’s internal auditors, carried out the validation exercise during
May 2010 and deemed all performance indicators used in reporting in the
Regulatory Statistical Return (RSR) and CORE (Continuous Recording) as
being fully compliant.

Attached as Appendix 2 is the final report from KPMG which contains
detail of the systems audited.
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2.6

2.6.1

2.6.2

2.6.3

26.4

2.6.5

2.6.6

2.6.7

Emerging Issues from the Spending Review

The Coalition Government's Spending Review is due to report on 20™
October 2010 and whilst it is difficult to anticipate the precise nature of the
outcome it is clear that this will present challenges for all housing
associations.

Whilst there is some ring-fencing in relation to Health and International
Development most areas of public expenditure will be affected. It is
expected that cuts will vary from area to area within the 40% - 25% band.

The Government has also stated that the review will use the following
criteria for assessing whether specific options or ideas are implemented:

e Government Values: How does the idea fit with the Government’s
values of freedom, fairness and responsibility?

e Economic Growth: Does the idea risk undermining growth and
economic stability?

e Public Services: Does the idea compromise public service provision?

e Long-term Challenges: Does the idea help to position the UK for
meeting long term demographic, economic and environmental
challenges?

e Cost Savings: What are the potential cost savings from the idea and
how long will it take for them to be realised?

The Chancellor of the Exchequer has also recently indicated that one
outcome of the review will be that welfare benefits will be cut by a further
£4B in addition to the £11B reduction that was announced as part of the
emergency budget in June 2010. This has the greatest potential to
provide negative impacts in the LMH Business Plan as any reduction in
eligibility for Housing Benefit is likely to have a direct impact upon rent
collection.

Changes to the rent settings formula (e.g. moving to CPI rather than RPI)
would also have impacts over time for housing, association’s income
although this may well form part of the Governments proposed reductions
in benefits expenditure.

Reductions in Communities and Local Government budget also has the
potential to have ‘knock-on’ effects upon LMH’s current gap funding
arrangements.

The Chief Executive has been included by HM Treasury into a small group
providing ideas to the review. These have tended to focus upon
‘progressive’ proposals aimed at boosting employment initiatives rather
than purely reducing benefits.

12



2.6.8

2.7

2.7.1

2.7.2

2.7.3

2.7.4

2.8

28.1

It is clear that the outcome of the Spending Review will have a negative
impact upon the LMH Business Plan. This impact is likely to be significant.

As a consequence, officers have taken the approach of seeking to avoid
any further financial commitments until the full extent of the review is
known. This will particularly focus upon any new long term contractual
commitments but will also include potential savings that can be made
within the financial year.

Board Away Day

The Board Away Day incorporating its annual Corporate Planning session
is due to be held at the Villages Hotel in Whiston on Friday 15" and
Saturday 16™ October 2010.

Whilst the outcome of the Coalition Government's Spending Review will
not be known at that point it will, nevertheless be possible to map out how
LMH intends to respond to changes.

Stages 1-6 of the Business Planning Cycle which compromise the
Corporate Planning Process will be undertaken during the Away Day as
follows:

Stage 1 — Evaluating and Understanding the External Environment
Stage 2 — Evaluating and Understanding the Internal Environment
Stage 3 — Reviewing the Corporate Plan

Stage 4 — Reviewing the Operational Plan

Stage 5 — Assessing Key Impacts and Risk

Stage 6 — Review and Confirmation

Supporting and Background information will be provided to Board
Members in advance of the Away Day. If however there are any key areas
that Board Members feel will not be covered please contact the Chief
Executive.

Resignation of a Board Member

After a year as an LMH Board Member, Hossam Ibrahim has indicated
that he wishes to resign from the Board. The reason for Hossam'’s
resignation is due to work commitments which will require him to spend
significant periods travelling abroad.

The Board is asked to note Hossam’s resignation and offer thanks for his
contributions to the Board.

13



2.9

Outcomes of Election in the North West CHIA

The outcomes for the election for a Tenant Board Member for the North
West CHIA are:

a) Gina Kane - 460 votes
b) Paul Rigby — 346 votes

Paul will, therefore, be retiring from the Board at the 2010 Annual General
Meeting and the Board is asked to offer thanks to Paul for his time as a
Board Member and before that a ‘Shadow’ Board Member.

14



BOARD FORWARD PLAN

Appendix 1

Board Agenda Key Items of Business Comments
Meeting Planning
Meeting
28™ Sept Further reports to
Sept 2010 e CEO Update Report be confirmed
e Potential for all calls on
Transfer Arrangement
Warranties and Indemnities
e Pl Validation
e Code of Governance
28™ Oct Further reports to
Oct 2010 e Financial review Q2 be confirmed
e Performance Review Q2
e CEO Update
e Annual FSA Return
e Corporate Planning Cycle
2011/12
e Service Charge Policy
27" Jan Further reports to
Jan 2011 e CEO Update Report be confirmed
e Business Plan Review
2011/12
¢ Financial review Q3
e Performance Review Q3
e Rent and Service Charge
Increase
e Housemark Benchmarking
report
24" Feb
Feb 2011 e Budget 2011/12
28th April Further reports to
April 2011 e CEO Update Report be confirmed
e 2010/11 Annual Financing
Strategy
¢ Financial Review Q4
e Performance Review Q
28" July Further reports to
July 2011 e CEO Update Report be confirmed

¢ Annual Reports for 2009/10
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Contents

The contacts at KPMG

in connection with this

report are:

1. Executive summary Pages 2-3
Hywel Jones
Director
Tel: 0151 473 5112 2. Introduction and Findings Page 4
Hywel.jones @kpmg..co.uk
Linda Elliott
Senior Manager
el: 0113 2374052
R 0ro.co.uk Status of Report Distribution
Bradford Fieldwork completed: 21 May 2010 Peter Fieldsend, Director of Corporate Services
:ﬂtBM:;fg;M Discussion draft issued: 9 June 2010 Cath Lawrenson, Quality and Performance Manager
Bidford @kpma. co.uk Management responses received: 1 July 2010 Audit Committee (for information )
Final Report Issued: 11 August 2010

This report is provided pursuant to the terms of our internal audit engagement letter with Liverpool Mutual Homes. The report is intended solely for internal purposes by Management and Board and should not be
used by or distributed to others, under the Freedom of Information Act 2000 or otherwise, without our prior written consent. To the fullest extent permitted by law, KPMG LLP does not assume any responsibility
and will not accept any liability in respect of this Report to any party other than the Beneficiaries.
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Section 1

Executive Summary
Background

This report details the results of our Performance Indicator Validation carried out at Liverpool Mutual Homes (LMH) during January 2010. We have examined
the systems used by LMH to produce performance indicator information required by the Tenants Services Authority (TSA) in accordance with Housing Corporation
Circular 08/07 requiring performance indicator information through the annual Regulatory Statistical Return (‘RSR’) and returns from the Continuous Recording

(‘CORE’) of lettings and sales (see page 3 for the performance indicators covered by the review).
Respective responsibilities

The Board of LMH is responsible for maintaining a sound system of internal control, including systems for the collection, recording, calculation and reporting of
performance indicator information to the TSA. Our responsibility was to carry out a programme of tests designed to assess the extent to which the performance
reporting systems comply with the requirements set out by the Housing Corporation in Circular 08/07 and the Validation Framework and Guidance dated October
2007 and the bases for calculating the performance indicator information set out by the Housing Corporation in its Pl Handbook, annual RSR Guidance Notes
(Long) and the CORE Instruction Manual. We were engaged by the Association to report on whether anything has come to our attention arising from the

limited tests carried out to suggest that:

®any aspects of the systems are not in accordance with the regulatory requirements set out by the Housing Corporation in Circular 08/07 and the Validation

framework and Guidance dated October 2007; and

®any of the bases for calculating the performance indicator information are inconsistent with the bases set out by the Housing Corporation in its Pl Handbook,

annual RSR Guidance Notes (Long) and the CORE Instruction Manual.

Basis of Opinion

Our work included an examination of the systems used by LMH to produce performance indicator information required within the Housing Corporation Circular
08/07 and the Validation Framework and Guidance dated October 2007. Our examination did not seek to establish the accuracy, completeness or reliability of
the performance indicator information included within LMH’s RSR or CORE data for the year ended 31st March 2009. We have used the opinion ratings set out

in the Circular 08/07 for each of the performance indicators reviewed as follows:

®compliant (i.e. the current reporting systems used to produce that indicator are capable of producing the performance indicator in line with our definitions and

related guidance, and the bases for the calculation of that indicator have been properly applied); or

®non-compliant (i.e. the current reporting systems used to produce that indicator are not capable of producing the performance indicator in line with our

definitions and related guidance, and/or the bases for the calculation of that indicator have not been properly applied).
18
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Executive Summary (continued)

Our opinion on each of the performance indicators subject to validation is set out in the table below:

Recommendations

Performance Indicator

for improvements

Re-let time (for all managed stock). Compliant. None.
Percentage of Properties Vacant and Available for Let. Compliant. None.
Percentage of Properties Vacant and Unavailable for Let. Compliant. None.
Percentage of tenants satisfied with their landlords services. Compliant. None.
Percentage of tenants very or fairly satisfied with the overall service provided by Compliant. None.

service provided by the association.

Percentage of tenants very satisfied or satisfied with the way their landlord deals Compliant. None.

their landlord deals with repairs and maintenance.

Percentage of tenants satisfied that their views are being taken into account. Compliant. None.

taken into account.

Percentage of tenants very of fairly satisfied with the opportunities for participation Compliant. None.
opportunities for participation in management and decision making

making

Percentage of social housing rental stock failing to meet the Decent Homes Compliant. None.

Decent Homes Standard.

Average SAP rating (energy efficiency) of self contained general needs dwellings. Compliant. None.
general needs dwellings.
19
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Section 2

Introduction

Purpose of the review

It is a regulatory requirement for housing associations to have their performance reporting systems validated every three years to comply with the requirements
set out by the Housing Corporation (now TSA) in Circular 08/07 and the Validation Framework and Guidance dated October 2007. The bases for calculating
the performance indicator information set out by the TSA in its Pl Handbook, annual RSR Guidance Notes (Long) and the CORE Instruction Manual. The TSA

have set out the performance indicators to be covered by this review:

®Re-let time (for all managed stock);

®Percentage of Properties Vacant and Available for Let;

®Percentage of Properties Vacant and Unavailable for Let;

®Percentage of tenants satisfied with their landlords services;

®Percentage of tenants very or fairly satisfied with the overall service provided by the association;

®Percentage of tenants very satisfied or satisfied with the way their landlord deals with repairs and maintenance;
®Percentage of tenants satisfied that their views are being taken into account;

®Percentage of tenants very of fairly satisfied with the opportunities for participation in management and decision making;
®Percentage of social housing rental stock failing to meet the Decent Homes Standard; and

®Average SAP rating (energy efficiency) of self contained general needs dwellings.
As internal auditors to the Company we will carry out a validation of these performance indicators to report on whether we consider that:

®any aspects of the systems are not in accordance with the regulatory requirements set out by the TSA in Circular 08/07 and the Validation framework and
Guidance dated October 2007; and

®any of the bases for calculating the performance indicator information are inconsistent with the bases set out by the TSA in its Pl Handbook, annual RSR

Guidance Notes (Long) and the CORE Instruction Manual.

Report structure

This report is set out in three sections, including this introduction section. Section 1 provides a summary of our findings along with our overall opinion on the

performance indicator systems. 20
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Board/Committee/Working Group/Area Board:

Board (Open Session)

Date of Meeting: M
Tuesday 28™ September 2010

ltem No: | 5A Liverpool Mital Homes
Attachments:
Appendix 1: Table of costs -
Subject: Adaptations — Demand and | outstanding LCC backlog cases
Options Appendix 2 : LMH Aids and

Adaptations Policy 2006

Appendix 3: Proposed LMH
Adaptations Policy and Procedure
2010

Confidentiality: | Non-Confidential Status: | For approval

Executive Summary: The purpose of this reportis to :

Outline position regarding adaptations works completed within years 1 and 2
including an update for the Board specifically on progress made in clearing the LCC
adaptations backlog, including a summary of the work in train to deal with
outstanding works;

Provide a summary of the year 3 position and progress in dealing with the LMH
adaptations waiting list, including a summary of recommended works, their
estimated costs and implications for LMH if these adaptations are not progressed
ahead of the scheduled Improvement Programme works;

Invite comment from the Board on the proposed Adaptations Policy and
procedures; and

Inform the Board of progress in setting up a new Adaptations and Services Team
and outline an approach to future service delivery.

Recommendation:

It is recommended that the Board:

(i)
(ii)

(iif)

Notes the content of the report in relation to outstanding LCC backlog cases, and
the detail of the new team set up to specifically manage the Adaptations Service;
Increase the 2010/11 Adaptations budget by £1.528million to be financed from the
£2.89millon 2009/10 LMH final accounts favourable variance (£602,000 for
inherited transfer backlog and £926,000 for works which have been added to the
waiting list in the first two years since transfer); and

Consider and comment on the draft Adaptations Policy and procedures which will
be shared with the Customer Experience Committee, tenants and partners before
coming back to Board for approval.
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Financial implications:

Current budgetary position: The 2010/11 original budget provision for disabled
adaptations of £500 000 was increased to £1million via the Quarter 1 Financial Review to
Board (29 July 2010). This increased budget will meet the costs for adaptations which will
be completed within this year’s, (Year 3), improvement programme and other costs
associated with adaptations such as servicing of stair lifts already installed and minor
adaptations. Only ‘over and above’ costs are charged to the adaptations budget for works
picked up within the Improvement Programme.

Additional Budgetary Provision Required: Additional budgetary provision of £1.528
million is required. This relates to:

e £602,000 for the backlog of works inherited from LCC which LMH are obliged to
complete as part of the transfer contract; and

e £926, 000 for works which have been added to the adaptations waiting list during
the first two years after transfer and still remain outstanding.

Provision to finance these works has been identified from the favourable 2009/10 final
account variance of £2.89million (as identified in the 2010/11 Quarter 1 Financial Review,
Board, 29" July 2010).

Total works associated with the LCC backlog inherited at transfer are estimated at
£1.77million, which is below the £2m limit, over and above which, the transfer contract
requires the Council to fund.

Key risks:

Failure to have in place appropriate resources to effectively manage the aids and
adaptations service and to comply with the aids and adaptations protocol and stock
transfer commitments.

Increase in complaints and negative customer feedback and publicity due to lengthy
waiting periods. This could have an adverse effect on LMH’s performance in any future
inspection or scrutiny.

Material impact on Corporate Plan ‘Focuses’:

The provision of aids and adaptations impacts on several of our Corporate Plan Focuses
including the focus on Customers, Diversity and Homes.

Invariably we are dealing with some of our most vulnerable customers who will be helped
to lead independent and inclusive lives through this service provision. It is important that
we are able to proactively give information to our waiting list cases and that we aim to
minimise waiting times where possible and budget permitting.

Our approach has been to make best use of our stock whilst providing high quality
adaptations that are aesthetically pleasing and durable.
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Directorate:

Housing and Neighbourhood Services

By: Clare Wilby

Position: Adaptations Project Manager
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2.1

2.2

Background

Within our first two years of operation we have completed adaptations work to
the value of approximately £1.6m. £1.17million of this is attributed to LCC
(Liverpool City Council) backlog cases.

Liverpool City Council Backlog

Subject to certain conditions, LMH agreed as part of the transfer contract to
complete and fund the works associated with the Council’s (housing tenants)
disabled adaptations waiting list at the date of transfer. There were 247 cases
recommended for major adaptations however 60 cases no longer required the
adaptation leaving 187 cases requiring the following:

Major Works 50
Stair lifts 40
Level Access Showers (LAS) 141

NB. Cases may have been recommended for more than one type of
adaptation but will only be recorded once in the overall figure.

The stair lifts and LASs have in the main been completed. 18 of the major
works have been completed, 13 are approved and awaiting works (see 2.2) and
5 have not been approved as their recommendations are not reasonable when
considering property type, number of household members, structural reasons
etc.

Tenants who were on the original list but are seeking re-housing or have not
had the recommendations for their home approved are being guided through
the re-housing process by the Adaptations Project Manager, working with the
Occupational Therapists who made the recommendations and LCC Social
Services where appropriate.

13 major works projects and a number of level access showers are still to be
completed, details are given below:

o 7 approved extension cases
o 6 requiring other major adaptations
o 28 LASSs (including 5 within sheltered schemes)

Although still subject to further work with Architects on the major work schemes,
the cost of this work has now been estimated at £602,000 See Appendix 1

This would put total Liverpool City Council backlog costs at £1.77 million, which

is below the £2million limit over and above which the transfer contract requires
the Council to fund.
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3.1

3.2

3.3

3.4

LMH backlog cases

Current arrangements provide that LASs recommended for properties
scheduled within Year 3 improvement programme will be installed when the
improvement work is completed to minimise disruption to the tenant and so that
the adaptations budget can benefit from having to meet ‘over and above’ costs
only. The number of cases which this applies to is currently 197.

The total number of cases for this year is however likely to increase as the
Improvement Programme progresses and tenants who may need adaptations
but have not yet applied for an OT assessment are identified at pre-entry stage.
The dilemma is whether to leave them out of the Improvement Programme
completely or to try to pick them up as assessed to avoid incurring additional
preliminary costs at a future date. Picking them up would mean they would be
done before other cases already assessed who may have been waiting for up
to two years and may not be scheduled for Improvement Programme works
until years 4 or 5. Leaving them out of the improvement programme would be
harsh given most are likely to be amongst our most vulnerable customers.

In terms of tackling the current known ‘LMH backlog’, the ideal approach would
be to deliver a specific adaptations contract alongside the Year 3 Improvement
Programme to pick up cases that have been waiting a long time. This would be
a fairer approach and we would continue to maximise resources where possible
by delivering adaptations and improvements where possible within the
Improvement Programme.

A summary is given below of the LMH cases minus those being picked up in
the Year 3 Improvement Programme. These have all been assessed by an
Occupational Therapist between April 2008 and end of March 2010 and their
address is not scheduled for improvement until Year 4 or 5.

Total
cases lifts eg door widening

Stair LAS Other works Vertical Lift Extensions

153

18 149 1 3 3

3.5

NB: Cases may be recommended for more than one type of adaptation
but are recorded only once in the overall number of cases.

In addition there are 19 cases which are in areas within the Year 3
Improvement Programme but the recommendations are for items not touched
by the improvements such as ramps, additional toilets or stair lifts. These cases
have not yet been approved or issued to contractors but funding allowing, it
would make sense to do this work at the same time as the Year 3 Improvement
Programme works and other adaptation works.
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3.6

3.7

3.8

In addition to the cases listed above there are approximately 15 requests which
were submitted initially as minor adaptations but on inspection it has been
determined that the costs exceeds the £500 limit set for minor adaptations.
These include:

e ramps to properties
e additional toilet facilities
e amendments to gardens where disabled children play.

The average cost for these works is £2,500. For each of these cases the
reasonableness of the recommendations in considering whether the work is
approved has been assessed and again it would make sense to do this work at
the same time as other scheduled works.

There are also 22 cases which have been identified as high priority by the Joint
Officers’ Working Group (JOWG). LMH has agreed to acknowledge JOWG
priorities i.e. bring the cases forward. The range of adaptations recommended
in these cases are: 7 extensions, 12 LAS ,3 stair lifts, 1 vertical lift, 2 Closomat
WCs and 1 ramped access/door widening. Where the recommendation is for an
extension we are visiting the tenants and discussing re-housing as an
alternative, as well as the feasibility of the recommendation in terms of the
layout of the property, property size and the number of people living in the
household.

The costs for these works are included in the figures given below.

Taking all of these cases in the round, a budget of approximately £926,200
would be needed to complete the works. This is based on estimates of:

£322,000 for LAS

£72,000 for Stair lifts

£7,000 for Closomats

£440,000 for extensions

£48,000 for vertical lifts

£37,000 for minor adaptations works over £500 limit

This additional £926,000 would allow progress to be made in relation to
adaptations requests which have been submitted in the first 2 years of
operation, in addition to clearing the remaining LCC backlog.

This would also mean that waiting list cases going forward would comprise
mainly of cases dated April 2010 onwards.
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4.1

4.2

4.3

5.

5.1.

5.2

Prioritising Adaptations and Minimising Waiting Times

Dealing with adaptations in the first few years post stock transfer has been
complex because LMH did not start with a clean sheet and needed to maximise
the outputs from limited resources. Having to work on an outstanding LCC
backlog meant that our own backlog and associated unacceptable waiting
times has built up.

Getting the most from the available budget has been adopted by doing
adaptations as an integral part of the improvement works — only picking up the
‘over and above’ costs makes this a very attractive proposition. However whilst
it is cost efficient and regarded as good practice to install adaptations as an
integral part of the Improvement Programme works, avoiding repeated
disturbances and minimising preliminary costs, the approach does not take
account of waiting times or of relative need or priority awarded by an OT based
on individual circumstances. The protocol between LMH and LCC states that
‘LMH should have a suitable system for prioritising applicants’.

Therefore the current system of tying in adaptations with the Improvement
Programme is a suitable system which also maximises the numbers that can be
done through the economies achieved and being the best and quickest solution
for those in the path of the Year 3 Improvement Programme it could be
criticised as a postcode lottery. Some tenants who have not been on the
waiting list may benefit from an adaptation before those who have already been
assessed, simply due to their home being in an area where the improvement
work is being carried out. This is an unfortunate consequence and would be
addressed by delivering a separate contract as suggested earlier in the report
(paragraph 3.3).

Risk Management

LMH receives a high volume of enquiries from tenants, families, Councillors and
MPs, and agencies regarding waiting periods. Arguably some of these could be
classed as complaints. We are also receiving complaints about the length of
time tenants have been advised they could be waiting. The volume of pre-
transfer cases inherited from LCC has impacted on the cases assessed since
April 2008. Now that the LCC backlog has largely been dealt with or is
programmed to start, the focus is on the LMH cases and, apart from individual
hardships, there is clearly potential for negative publicity in the wider arena
should waiting times continue to be excessive — with the approach taken to deal
with cases potentially being viewed as a postcode lottery at best or unfair at
worst.

Proposals in the restructure of the Housing & Neighbourhood Services
Directorate include the establishment of a team to manage the aids and
adaptations service. This will go some way to address the issue of resources
for the management of this service and in turn ensure LMH will meet the
requirements of the Protocol and the transfer agreement.
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5.3

5.4

6.1

6.2

6.3

7.1

7.2

Work completed in 2009 / 10 by Kinetics, Advance Lifts and our Improvement
Programme contractors has ensured that the majority of works recommended
pre- transfer have been completed. In considering the outstanding cases with
recommendations for extensive work, LMH will make appropriate decisions as
to how we proceed and be able to complete this backlog.

LMH’'s Business Plan has an annual budget for disabled adaptations of
£500,000. To date, even excluding costs associated with the inherited transfer
backlog, LMH has spent significantly more than this sum per annum. We will
therefore have to consider future adaptation provision alongside competing
service priorities and the affordability of service provision.

Future Service Delivery and new Adaptations Team

As part of the Housing & Neighbourhood Service restructure a new Adaptations
and Services Team is being established within the Independent Living Team.
The Adaptations and Services Manager will be assisted by an Adaptations
Officer, two Support Services Officers and an Administration Assistant.

The team will manage the waiting list and all enquiries relating to aids and
adaptations. They will engage with tenants who are waiting for adaptations as
well as advising those who feel that they may benefit from some adaptations to
assist them living independently in their home. Partnership working will be
developed as will our communication with tenants and their representatives.
The team will discuss alternatives to adaptations in cases where major works
have been recommended and re-housing may be a more ideal alternative. Key
to the success of the team will be the internal relationship with colleagues in the
Regeneration and Initiatives Directorate.

It is acknowledged that many of our tenants who are in need of aids or
adaptations are also vulnerable and may need support and assistance to
sustain their tenancies. It is envisaged that the Adaptations and Services Team
will be able to identify these vulnerabilities and needs and work with partners to
arrange assistance and support for tenants and their families.

Update on Revised Policy and Procedures

An Aids and Adaptations Policy was drafted in October 2006 in the lead up to
stock transfer - see Appendix 2. This document was very broad brush and
simply outlined LMH’s approach for processing requests. It did not give any
detail e.g. about funding of major adaptations going forward.

A new Policy, and associated procedures, was drafted and presented to EMT
for comment and consideration in December 2009 — see Appendix 3. This
Policy will be subject of customer and partner consultation before being
presented to the Customer Experience Committee for approval. Board member
comments to inform the Policy would be very welcome. The Policy is intended
to reflect the approach to be taken post improvement programme.
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Post code Type

L8 extension

L4 extension

L8 extension

L14 extension

L7 major

L19 major

L11 extension

L5 extension

L8 major

L11 major

L3 extension

L7 major

L7 major

Other Works

Sheltered cases x 5 LAS
3 outstanding cases - waiting

confirmation LAS
20 LAS - yr 3 improvement programme LAS

Recommendations

G/Floor Bath & Bedroom Extension

G/Floor bath extension

G/Floor Bath & Bedroom Extension inc ramped access
G/Floor Bath & Bedroom Extension

Vertical Lift, LAS, ramped access, relocating G/Floor WC
Install Bath & Hoist inc associated works

G/Floor bath extension

G/Floor Bath & Bedroom Extension

Vertical Lift, LAS

G/Floor bathroom

G/Floor Bath & Bedroom Extension, Closomat & Hoist
G/Floor conversion, ramped access & door widening
Vertical Lift, LAS, relocate bathroom & boiler etc

Appendix 1
Est Cost
50000
30000
60000
50000
30000
10000
30000
50000
18000
30000
60000
40000
30000

Estimated Cost

Fees, Building Control etc at 10%

Furter Investigation Required regarding Tenants
VAT

£488,000.00
£48,800.00
£536,800.00
£93,940.00

Total £630,740.00
10000
15000
40000
Estimated Cost £65,000.00
VAT £11,375.00
Total £76,375.00

|Tota| cost LCC backlog cases

£601,800.00|




POLICY DOCUMENT
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Ailds & Adaptations

POLICY TITLE: Aids & Adaptations Policy

LEAD OFFICER: Paul lvison

DATED WRITTEN: October 2006

REVIEW: Reviewed September 2007

APPROVED BY: Revised version approved by LMH Board(date)
ADDITIONAL GUIDANCE: Customer Care and Service Standards

Complaints and Compliments Policy
Data Protection Policy

Equality & Diversity Policy
Vulnerable People Policy

Repairs Policy

Allocations and Lettings Policy

TEAMS AFFECTED: ALL

1.

INTRODUCTION

Whilst there is no statutory obligation on a Registered Social Landlord to
provide Aids or Adaptations to tenanted property, the Housing
Corporation expects provision to be made. The Housing Corporation
needs to be confident that policies and procedures are in place and that
delivery of the services provided is to a high standard. To assist in this
the Housing Corporation has produced a Good Practice Guide for RSLs
carrying out adaptation work and the DCLG have also produced a Good
Practice Guide “Delivering Housing Adaptations for Disabled People”. LMH
propose to adopt many of the recommendations contained within these
guides.

LMH will, subject to available budget, undertake alterations and make
adaptations to property occupied by vulnerable or disabled tenants, or
tenants with serious medical conditions, in an attempt to assist them to
remain in their own home.

Liverpool Mutual Homes (LMH) recognises that there are many tenants
with disabilities or special needs who may require some form of aid or
adaptation to help them remain in their home. LCC has produced an
adaptations protocol on behalf of the Liverpool Strategic Housing
partnership that it expects to be adopted by all RSIs working in Liverpool,
which sets out the arrangements that should be followed regarding
adaptations to properties it is LMH’s intention to adopt this protocol
which is attached to this policy. The protocol contains detailed
procedures including target dates for assessment and delivery of
adaptations

Revised adaptations policy sep 2007
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4.1

4.2

4.3

PURPOSE

The purpose of this policy document is to ensure that LMH provides and
communicates a fair, easily understandable and consistent Aids and
Adaptations policy that supports the Liverpool adaptations protocol

This policy outlines how LMH will enable tenants to apply for assistance
for adaptation works, the way LMH will administer the available budget
and provide advice on the available support and assistance LMH can offer
to tenants requiring adaptation work to their home.

SCOPE

This policy will apply to any tenant or family member who lives in an
LMH property, who are elderly, disabled or have a serious medical
condition and who need adaptations to their home. Leaseholders would
not normally have adaptations carried out and would have to apply to
the City Council for a disabled facilities grant. However leaseholders who
live in blocks of flats managed by LMH and have access difficulties will
have work carried out to the entrance and communal areas to provide a
satisfactory means of access to their homes.

POLICY

LMH intends, over the medium term, to become more pro-active in this
area in order to assist tenants with Aids and Adaptations. This will
include LMH seeking to identify tenants’ needs at the commencement of
their tenancy and reviewing needs during future “customer care” visits.

In the shorter term LMH will include in its annual housing repair budget
for the supply and maintenance of aids and adaptations required for
tenants’ homes. Tenants will be required to make a written request for
assistance and LMH will assess the appropriateness of the aid or
adaptation.

Tenants or their representative should in the first instance contact LMH
regarding their needs for adaptations. In response to the request LMH
will issue to the tenant a “Self Assessment” application form. On receipt
of the completed form a member of LMH staff will visit the tenant within
10 working days to discuss individual requirements and make an initial
assessment.

Requests for all Aids and Adaptations will normally be approved where
there is a written recommendation from an Occupational Therapist,
General Practitioner, or other suitably qualified Health Professional,
following an assessment by them of the tenant’s circumstances and
physical needs. Requests for minor adaptations may be approved,
without the intervention of an Occupational Therapist, where an
assessment has been made in accordance with the guidance document
published by the College of Occupational Therapists “Minor adaptations
without delay” published in January 2006. All requests for aids and
adaptations must be made in writing.

Revised adaptations policy sep 2007
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4.4

51

52

5.3

6.1

6.2

6.2

Tenants will be notified in writing of LMH’s response to their request. If a
request does not receive approval the applicant will be given an
explanation for the refusal and will also be given guidance and advice on
obtaining help or funds from other agencies.

Minor Adaptations

For the purpose of this policy minor adaptations would normally be
those that cost below £500. LMH will fund minor adaptations from its
own funds, except where their may be a contribution from the user,
subject to funds being available within the budget Examples of such
minor adaptations are:

- Hand/grab rails

- Window winders

- Lever taps

- High level electrical sockets

- Small ramps

- Alteration of existing kitchen and bathroom fittings
- Adaptation to the controls of gas fires

Further examples are outlined in the attached adaptations protocol

Unless there is evidence that any adaptations have been purposely
damaged or misused, LMH will accept full responsibility for maintaining,
repairing or replacing minor aids or adaptations which have been supplied
by LMH.

An annual budget will be set and once the annual budget has been
committed any outstanding approved requests will be carried forward to
the next financial year. Where adaptations are of a similar priority they
will be prioritised in date order, taken from the date the adaptation has
been formally approved, in writing, by LMH.

Major Adaptations

A detailed list of major adaptations are contained within the adaptations
protocol : examples include:

- Stair lifts

- Level access showers/showers over the bath

- Hoists over baths

- Major ramp access

there are a number of funding sources available for major adaptations
these are:

- LMH own resources

- Funding from the HC

- Charitable Funding

- Funding from the local Authority through Disabled Facilities Grants

- Funding from the disabled person or their family

Where adaptations are classified as major adaptations, in line with the
protocol LMH will assist tenants in seeking Disabled Facilities Grant from
the Local Authority for 50% of the cost. LMH will fund the other 50% of
the adaptation, or seek the funding through the HC where available.

Revised adaptations policy sep 2007
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9.1

9.2

10.

11.

11.1

Transfers

Tenants who have had minor adaptations in their home will have the same
rights as other tenants to transfer to another LMH home. LMH will advise
tenants that they may refuse to carry out successive adaptations to any
future home unless there is an overriding need to move, for example
overcrowding.

How to apply for assistance

LMH will ensure that there is clear guidance to all tenants on how to apply
for assistance. This Guidance will be set out in the tenant’s handbook and
will include targets for responses to requests.

A request for an application form should be made to LMH. LMH will send
the appropriate form to the applicant together with a stamped addressed
envelope for return. The tenant should then forward the completed form
to LMH and on receipt LMH will contact the applicant to arrange a visit to
view the situation. If difficulty is encountered in completing the form the
tenant should contact their local housing office where arrangements will
be made for someone to visit the tenants to assist in the process.

Once a visit has been made the applicant will receive a decision within 10
working days as the whether LMH will be able to undertake the Aid or
Adaptation Scheme. The response will include an individual identification
number so that the applicant is able to track the progress of the job. Once
approved, the tenant will be informed if the work had been immediately
released or whether it is “on hold” awaiting finance.

Equality & Diversity

LMH will provide access to translation and interpretation services and
ensure that any information distributed to residents regarding an Aid or
Adaptation will be made available in appropriate formats and languages.

LMH will work with individuals and communities where there are specific
areas of concern for tenants, e.g.; women in some cultures are
uncomfortable with face-to-face contact with a male operative. LMH will
ensure that tenants with disabilities and/or special requirements will be
dealt with sensitively in line with their needs.

Monitoring and Review

LMH will monitor the number of requests and the standard of all Aids and
Adaptations schemes carried out and will ensure they comply with good
practice, the Audit Commission’s Key Line of Enquiry (KLOE) Number 3,
and relevant legislation.

Customer satisfaction

LMH welcomes suggestions and feedback from people who use or provide
services. We believe that this can provide some important lessons to help
us ensure that the service is improved for everyone.

Revised adaptations policy sep 2007
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11.2 LMH takes feedback on customers perception of the service provided by

12.

itself and its contractors seriously. If tenants are dissatisfied with the way
LMH’s Aids and Adaptations policy has been administered or any work
carried out by LMH’s contractors they should do so via the LMH Complaints
and Compliments procedure.

Feedback

If you have something to say about the LMH policies and procedures or
the information that is provided about them, then please let us know.
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1. INTRODUCTION

This Policy sets out how Liverpool Mutual Homes will manage referrals, waiting lists
and the implementation of aids and adaptations. Whilst we do not have a statutory
obligation to offer adaptations, LMH recognises that a key element of our role as a
caring landlord is to set funds aside for such work and to assist our tenants to live
independently in their own homes. In addition to this the Tenant Services Authority
and the Audit Commission regard it as good practice for landlords to fund
programmes of adaptations.

At the point of stock transfer we inherited a large number of cases which had been
assessed as being in need of a range of adaptations. We committed to completing
this backlog and to continue year on year to address the needs of our elderly and
disabled tenants to assist them in living independently.

Where it is possible we will provide adaptations to properties so that our tenants and
members of their family can enjoy independence and dignity.
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4.1

PURPOSE
The purpose of this Policy is:

. to inform tenants, residents, staff, and partners of our approach to aids and
adaptations

. to demonstrate our commitment to providing an excellent service which is fair and
transparent and takes into account customers’ individual needs

. to ensure a consistent approach within the scope of budget availability.

SCOPE

This Policy applies to all tenants of LMH and anyone who is a permanent member of
an LMH household.

The following legal and regulatory requirements have been taken into account:

. Disability Discrimination Act 2006

« Chronically Sick and Disabled Persons Act 1970

« Audit Commission KLOE 3 Stock Investment and Asset Management
« Audit Commission KLOE 31 Diversity

« Tenant Services Authority Home Standard ( standard 3)

POLICY
Definition of adaptations

In 2003 the Office of the Deputy Prime Minister issued guidelines regarding the key
principles to be considered when adapting homes:

“The purpose of adaptation is to modify disabling environments in order to
restore or enable independent living, privacy, confidence and dignity for
individuals and their families. It is therefore not primarily a matter of building
works, the provision of equipment or otherwise modifying a dwelling, but
providing an individualised solution to the problems of a person experiencing a
disabling environment”

For the purposes of this Policy an adaptation is a piece of specialist equipment,
extra fittings or alterations which enable older, frail or disabled people to
overcome barriers and difficulties in their home and which modify them to make
them more suitable to their needs.
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There are three categories of adaptations:
Minor adaptations

These are defined as non structural and are within the footprint of the building and
include:

Handrails — external or internal

External lighting for visually impaired customers
Flashing doorbells

Visual smoke detectors

Alteration of internal door thresholds

Improved access or widened pathways to main entrance
Door entry intercom

Key safes

Grab rails

Stair hand rails

Window opening equipment

Lever and specialist taps — for sinks, bath, basin
Kitchen cupboard handles

WC paddle handles

Door and wall protectors

Alter heights of electric sockets

Safety glass

Minor adaptations would normally cost below £500. They can be progressed without
an assessment by an Occupational Therapist where an assessment has been made
in accordance with guidelines published in the document “Minor adaptations without
delay” by the College of Occupational Therapists in January 2006.

Middle range adaptations
These adaptations include:

Level access showers (LAS)

Stair lifts — straight or curved

Hoists

Closomat “wash — dry” toilet

Ramped access

Door widening — if this is one doorway, if it involves structural alterations or more than
one doorway it would be classed as major works

Alterations to convert rooms — for example making a separate toilet and bathroom into
one room. If however there was extensive structural work required this would become
major work

Fencing — for example where a child has ADHD or autism and has no recognised
boundaries or concept or danger, an OT may recommend that fencing is provided so
that the child has a safe play environment. This would likely cost more than £500 and
be treated as a middle range adaptation

The most common recommendations LMH receives are for LASs and stairlifts.
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4.2

4.3

Major adaptations
These adaptations include:

Vertical / through ceiling lifts
Extensions to property — usually to provide ground floor bedroom and bathing facilities
or wheelchair accessible facilities

Definition of equipment

For the purposes of this Policy equipment is any item which is not generally fixed to
the property to assist with disability or mobility problems. These could include items
such as bath seats, temporary ramping, commodes, walking frames. This equipment
can be supplied on loan through Social Services or the Community Equipment Store.
LMH will advise where such items can be obtained if tenants wish to purchase
themselves.

Eligibility for Aids and Adaptations

All tenants of LMH are eligible to apply for an adaptation for their home. In addition to
this, anyone who is a permanent member of an LMH household may apply. In these
cases, LMH may request proof of residence before agreeing to the recommended
work.

The adaptation work must be for a disability or mobility difficulty which is permanent or
of a progressive nature. LMH will not carry out adaptations for temporary conditions
such as broken limbs or to assist an individual recovering from an operation.

In cases where a child is disabled and their parents are separated, LMH will carry out
adaptation work at the property which is their principal home.

With the exception of minor adaptations all other works must be recommended by an
Occupational Therapist. If a tenant or member of their household contacts LMH to ask
for an adaptation and they have not been assessed, they will be referred to Careline
who will arrange an assessment.

Any LMH tenant who is actively seeking rehousing via Access Liverpool or Property
Pool will, as a general rule, not have adaptations works approved. This is because
adaptations are expensive and will only be carried out if the tenant demonstrates an
intention to stay for the long term. They will be advised that adaptation works will not
be approved. An exception to this would be if a tenant requires major works such as
an extension to enable them to continue to live independently but the prospects of
rehousing to a property that meets their needs are reasonable; the tenant will be
advised to actively seek rehousing during the waiting time for the adaptation and to
withdraw their housing application(s) only at the point that works are agreed. See 4.42

When an OT recommendation is received LMH will check the rent account for the
associated property. If the account is in rent arrears or a Notice of Seeking
Possession has been served this will be discussed with the tenant and debt
counselling will be offered. LMH will need to be satisfied that a repayment plan is in
place and that this is being followed. If a Court Order has been issued on an account,
the recommended work may be cancelled or suspended. The Independent Living
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4.4

4.41

4.42

Manager will consider the case based on information available and after discussions
with the Income Manager or Local Housing Manager.

If a tenant accepts a property via Property Pool and on taking up the tenancy requests
adaptations such as LAS or stairlift, LMH will not approve these works. It would be
reasonable to assume that the tenant would have known that they required these
adaptations before they accepted the property and as such should have applied for
housing via Access Liverpool. Applications for adaptations will be considered 12
months after the tenancy has been created except in those cases where an accident
or sudden debilitating illness has developed. This would be supported by the OT
assessment.

Application, Assessment and Prioritisation

Minor adaptations

Requests for minor adaptations can be made by the following methods:
By telephone

In person at a local neighbourhood housing office or Commutation Plaza

In writing to a local neighbourhood housing office or Commutation Plaza
Through our website www.liverpoolmh.org

Tenants can make requests themselves although a large number of requests are
made by individuals or agencies on behalf of a tenant or resident. These usually come
from a relative, an OT, GP or practice nurse, housing officer or a hospital professional
on discharge of a patient.

These requests will be forwarded to our contractors and completed subject to budget
availability. They will be given a routine priority and we aim to complete this work
within 20 days. In cases where hospital discharge is dependent on adaptations being
in place we will give the job an urgent priority and this work will be completed within 3
days.

100% of completed jobs will be subject to a customer satisfaction survey and the
information received will be recorded and assessed as part of our drive for continuous
improvement.

Middle range and major adaptations

An OT assessment is required for these adaptations. If a tenant or resident contacts
us and has not already been assessed they will be referred to Careline who will
arrange for this to be carried out. Once an assessment has been made a report of any
recommendations will be forwarded to LMH.

In addition to using the OT service accessed through Careline and provided by LCC,
LMH intends to train officers who work within the adaptations service to become
Trusted Assessors. This will enable them to carry out assessments for minor and
middle range adaptations, such as LASs and stair lifts. It is hoped that this will reduce
the waiting period for customersas well as increasing the knowledge and skills of our
officers.
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In each case LMH will give careful consideration to all circumstances before making a
decision. On receipt of an OT report the Adaptations Officer will contact the tenant
within 10 working days to acknowledge this and to arrange a home visit to discuss the
recommendation with the tenant or resident and to assess all relevant circumstances
including property type, built environment and access to property. This is in order to
assess whether the adaptation can be authorised. In all cases LMH must consider
whether the recommended work is reasonable and practicable.

The home visit is important as it allows LMH to discuss the OT’s recommendations in
detail with the tenant or resident and to explain our approach with regard to
adaptations. Points to be considered will include if a recommendation is for a LAS in a
flat above ground floor, or if access to a block is very poor and involves using steps to
the entrance. In some cases a LAS will be recommended in a house where there is
no stairlift or other assisted access is available.

Another important part of the home visit is to discuss rehousing. Under occupation
and future lettability of adapted properties are factors LMH must consider and it is
likely in cases of under occupation that the recommended adaptation will not be
approved. As such rehousing to an already adapted home or one which could be
adapted more easily must always be discussed and considered.

When a home visit is completed the Adaptations Officer will make a decision as to
whether the recommended works will be completed. The tenant will be notified of this
decision within 20 working days. If the answer is no, the tenant or resident will be
notified and offered advice and assistance as to how their needs can be met. If the
answer is yes the tenant or resident will be notified and advised of the process which
will follow. If the adaptation qualifies for a Disabled Facilities Grant then the case is
referred to LCC’s Agency Services to progress the application. There is a waiting list
for this process and cases are processed in date order. Once this has been
completed, LMH will arrange for the appropriate work to be carried out subject to
budget availability

All middle range and major adaptations will be asked to complete a customer
satisfaction survey on completion of the works. The views recorded here will be
assessed and used as part of our drive for continuous improvement.

All customers requiring middle range and major adaptations will be classed as being
high, medium or low priority taking into account the medical information and
circumstances of each case. These categories are defined as:

« High — where customer is terminally ill, to prevent risk of accident, where patient is
discharged or awaiting discharge from hospital

« Medium — where adaptations will provide individuals with safe access to facilities
within their home or to the dwelling

. Low — where adaptations will improve long term ability of the customer to stay at
home.

The targets for completing works in respect of each priority once a decision to
proceed has been approved are:

« High — within 6 months
« Medium — within 9 months
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« Low — within 12 months

The category of priority will be decided by the referring OT as they are the medical
assessor. Each case will be listed in date order within the priority category they have
been placed in.

LCC’s Occupational Therapy Service has a Joint Officers’ Working Group which
considers cases in accordance with the Fair Access to Care legislation. If a case is
deemed to be critical then high priority will be awarded by the JOWG and LMH will
acknowledge this priority and deal with it accordingly.

Funding of Aids and Adaptations

LMH will make annual provision within the budget to fund aids and adaptations. Minor
adaptations will be fully funded from the allocated budget.

Middle range adaptations will also be funded from the annual budget using LMH’s
own resources.

For major adaptations subject to the cost, appropriateness and availability of
alternative housing options, LMH will assist the tenant or appropriate household
member in seeking a Disabled Facilities Grant from LCC for 50% of the cost of the
adaptation. Subject to this being approved and the availability of funding within LMH’s
budget and business plan, LMH will fund 50% of the cost of the adaptation up to a
maximum of £15,000.

In some cases customers may be able to access funding from charities or employers
or benevolent funds to help meet the cost of an adaptation.

Letting Adapted Properties

LMH will endeavour to make best use of our stock and the investment we have made.
When an adaptation has been made to a property and in the future this becomes
vacant we will always attempt to re-let this to a household who has identified needs
which could be met by the existing adaptations.

Access Liverpool manages the accessible housing waiting list for applicants with
severe mobility difficulties across the city. The provision of a LAS is a prerequisite for
any cases they refer and as such unless a vacant property has one in situ or LMH can
give a commitment to provide one then a property should not be referred to them.

Applicants are also eligible to apply for accommodation with LMH in accordance with
our allocations policy. LMH will allocate property in line with this and the nominations
agreement made with LCC.

In cases where a customer agrees to move to another LMH property which would be
more suitable for their needs, the move would be facilitated in accordance with LMH’s
beneficial transfer procedure

Where an adapted property becomes vacant and a suitable match of need cannot be
made LMH will recycle adaptations equipment where appropriate and store for future
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use. This may be the case where the adaptation is a straight stair lift, vertical lift or
hoist.

Succession / Left in Possession cases in adapted properties

As with all succession or left in possession cases LMH will process these applications
in a sensitive manner. In cases where a joint tenant has died the succession will
automatically take place and the remaining tenant will be able to continue living at the
property even if the adaptation was for their partner.

Where a tenant dies and the person(s) remaining in the adapted property had not
been a joint tenant, the case would be dealt with in line with LMH’s Left in Possession
policy. If the surviving person(s) has a medical condition or needs which would be met
by the adaptations they will be eligible to remain. If they do not, they would be eligible
for one suitable offer of alternative accommodation.

Where a disabled child dies and their family is in an adapted property LMH will need
to assess the situation sensitively. Consideration will need to be given to the other
family members, the size of the property and the type of adaptations as well as
demand for similar property. The Local Housing Manager and Independent Living
Manager will discuss the case in detail and if it is decided that the family are not able
to remain in the home, this will be discussed in detail with the family and suitable
alternative accommodation will be offered. As this is such a sensitive issue and
requires careful handling, this will not be a quick process and may require legal advice
from an early stage.

EQUALITY AND DIVERSITY

LMH is committed to equal opportunities and values diversity. We will work to ensure
that in all cases the application of this policy is fair and transparent

We will provide access to translation and interpretation services and ensure that any
information regarding this policy and customer leaflets will be made available in
appropriate formats and languages.

LMH will work with individuals and communities where there are specific areas of
concern for tenants and residents and we will deal sensitively with all such incidents.
LMH will ensure that tenants with disabilities and/or other specific requirements will be
dealt with sensitively and in accordance with their needs.

MONITORING & REVIEW

LMH will continuously improve our aids and adaptations service by listening to the
views of tenants and residents and our partners. We will set and develop challenging
targets and review these to ensure they are appropriate.

We will adopt the following performance indicators relating to this service:

¢ Number of acknowledgements of OT reports made within agreed timescale

e Number of decisions regarding approval of recommendations made within agreed
timescale

« Number of high priority cases completed within agreed timescale

« Number of medium priority cases completed within agreed timescale
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7.2

« Number of low priority cases completed within agreed timescale
« Number of post inspections completed within timescale

FEEDBACK

We welcome suggestions and complaints from people who use or provide our
services. We believe that this can provide some important lessons to help us ensure
that the service is improved for everyone.

If you have something to say about LMH’s policies and procedures or the information
that is provided about them, then please let us know. Please refer any comments in
writing to:

Liverpool Mutual Homes
Commutation Plaza

1 Commutation Row
Liverpool

L3 8QF

Tel: 0800 678 1890
Email: angela.forshaw@liverpoolmh.co.uk
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Board/Committee/Working Group/Area Board:

Board (Open Session)

Date of Meeting: L M
Tuesday 28™ September 2010

ltem No: | 5B Liverpool Metual Houmes
Attachments:
Subject: Adoption of a Code of e Appendix 1: Progress since last Self
Governance Assessment against NHF Code

e Appendix 2: Briefing Note produced
for NHF members on Excellence in
Governance

Confidentiality: | Non-Confidential Status: | For Decision

Executive Summary:

The report outlines the need to adopt and assess compliance against an appropriate
Code of Governance to meet the requirements of the TSA regulatory framework. After
researching the codes available and considering the approach being taken by other
providers the report recommends that the National Housing Federation (NHF) Excellence
in Governance (updated 2010) Code is adopted and a self assessment completed in Q4
of 2010/11. A self assessment was completed against the 2009 version during 2009/10
and the report summarises what actions have been completed since this was reported to
Board. The report summarises the main principles of the 2010 code and what has
changed since the 2009 version. The Briefing note attached provides a detailed
comparison and explanation of the code.

Recommendation:
It is recommended that the Board;

i).  Notes the contents of this report
i).  Agrees to adopt the National Housing Federation Code of Governance 2010

Financial implications:

There are no financial implications arising from this report.

Key risks:

Regulatory requirement to adopt a robust code of governance that supports excellence
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Material impact on Corporate Plan ‘Focuses’:

The adoption of the Nat Fed code of Excellence in Governance has a material impact on
the Corporate plan focus on Governance. The organisation needs to ensure that
governance arrangements are capable of responding to a dynamic environment and
meet all statutory and regulatory requirements. Adopting an appropriate code of
governance and self assessing compliance against it is a requirement of the TSA and will
ensure the continued effectiveness of the organisations governance and risk
management arrangements.

Directorate: Corporate Services

By: Cathy Abraham Position: Head of Business Support
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Background

11

1.2

1.3

1.4

2.1

Within the specific expectations of the TSA standard on “Governance and
Financial Viability” it is requirement that organisations should adopt and
comply with a code of governance. Organisations are expected to self
assess their compliance against their chosen code and publish the results
in their annual report, they should indicate if there are areas where they
are not compliant and publish their plans to achieve excellence in
Governance.

There are a number of governance codes available that are appropriate to
different forms of organisation. However, the code produced by the
National Housing Federation (NHF) has been widely acclaimed as best
practice by a range of bodies including the Tenant Service Authority (TSA)

During 2009 LMH conducted a self assessment against the NHF code of
Governance which highlighted compliance and areas for improvement that
were used to develop the Regulatory Compliance improvement plan. The
plan is monitored by Board on a regular basis and became one of the key
focus points of LMH regulatory visits.

The NHF code has now been revised and updated from the 2009 version.
The July 2010 edition does not represent a major rewrite but there are
changes in the structure, in particular there is a focus within each section
on “good practice and excellence”. This mirrors that of the UK Corporate
Governance code previously known as the “Combined code” and “the
Good Governance Standard for Public Services” (CIPFA/OPM,2004)

Assessment of Relevant Codes
The NHF Excellence in Governance Code for Members 2010

The revised code introduces the 9 principles of good governance which
have reduced from the 11 in the 2009 edition. “Information” and “Audit” are
now part of “Control” and there is greater emphasis on effective systems for
risk management and Board having effective relationship with internal and
external auditors / regulators. The Code goes on to set out a range of 12
main principles of excellent governance around Board behaviour and overall
approach. Within each principal are “provisions” which organisations must
assess themselves against. Alongside these there are a number of good
practice and excellence examples that make it easy to recognise and
evidence compliance.

2.1.1 The 13 main Principles are:

A. The whole Board must be effective in leading and controlling the
organisation and acting wholly in its best interest. Board members
must ensure that the interests of the organisation are placed before
any personal interests.

B. Each Board must be clear about its duties and responsibilities. These
must be set out and made available for all existing and potential
board members.

C. All Board members must receive induction on joining the Board and
should regularly refresh and update skills. The board must be "



21.2

supplied in a timely manner with information in a form and quality
appropriate to enable it to discharge its duties.

D. Recruitment to Board vacancies must be open and transparent,
based on merit and objective selection and assessment techniques.
E. The Board must undertake a formal and rigorous annual appraisal of

its members and the Board a whole.

F. Each Board must be headed by a properly appointed and skilled
chair who is aware of his or her duties as head of the Board and the
clear division of responsibilities between the board and the executive.

G. The Board must act effectively, making clear decisions based on
timely and accurate information.

H. There must be clear working arrangements between the Board and
the chief executive and clear delegation of authority.

l. Committees of the Board may be established where the Board
determines that they will provide expertise and enable it to scrutinise
and deliver effective corporate governance and manage risk.

J. Boards must provide leadership by operating in an open and
transparent manner, having satisfactory dialogue with stakeholders
including tenants. Boards must demonstrate accountability to
shareholders and other key stakeholders.

K. Boards must demonstrate leadership and commitment to equality
and diversity and inclusion as outlined in the Equality Act 2010,
across the organisations activities.

L. The Board must establish a formal and transparent arrangement for
considering how the organisation ensures financial viability, remains
a sound system of internal controls, manages risk and maintains an
appropriate relationship with external auditors.

M. Organisations must maintain the highest standards of probity and
conduct.

Key Changes within each principal
The following is a summary of the key changes within each principal:

Constitution and composition of the Board (A)

No major changes apart from stating that the Board must be effective in
leading and controlling the organisation where as before it said responsible
for it. In the good practice and excellence section a few of the “should’s”
have been changed to “musts” and the idea of a “senior independent
director”, as in the private sector, has been introduced. There is no longer
any reference to quorum. The maximum and minimum sizes of a board
including co optees remains at 12 and 5 respectively.

Essential functions of the board (B)

Main focus is that the board’s duties and responsibilities should be clear
and shared with all existing and potential board members. For risk it now
states that one of Boards core responsibilities is to “Establish and oversee
a risk management framework” rather than previously which was
“identifying, managing and reporting” Within matters reserved for board
decision the removal of any board member and executive and approving
and monitoring major capital projects has been included.
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Board induction and information (C)
Clear onus is now on the organisation to deliver induction, ongoing training
and deliver quality and timely information to board.

Board recruitment, renewal and review (D)

Board effectiveness reviews and individual appraisals must now take place
annually rather than on “regular” basis as stated in the 2009 version. Also
there is a requirement to assess how board is viewed by staff. Another
addition is to extend the criteria for removing board members to cover
performance and conduct as well as conflicts. Consideration, therefore,
should be given to having a procedure to suspend a board member during
an investigation.

Responsibilities of the chair (E)
Only addition is that the chair should ensure the board agrees the role of
the” senior independent director” if one is appointed.

Conduct of the board’s business (F)

There is now no mention of champions, portfolio holders or lead members
adding focus to important area of the business. This section is how more
relaxed about the role of the company secretary saying that the role is less
“crucial” and there may be an equivalent person, not designated as the
company secretary.

Committees of the board (G)

Now includes a specific rationale for setting up any committees — “where
board determines that it will provide expertise and enable it to scrutinise and
deliver effective corporate governance and manage risk”.

Openness, transparency and accountability (H)

This section now brings together the 2 separate sections of “Openness and
transparency” and “Accountability” that were within the2009 version. Most of
the content is new and reflects the required outcomes and specific
expectations of the regulatory framework.

The chief executive (I)
This section now expands on the need for clarity of the CEO’s essential
duties, legal responsibilities and delegated authorities.

Diversity and inclusion (J)

This is a new section and replaces “Equality and diversity” and reflects the
Equality Act 2010. The onus is clear about boards providing leadership in
this area and as with other sections there are changes from the words
“should” to must in respect of board role and approach.

Audit and risk (K)

Much the same as before but with a couple of requirements removed, that
were duplicated and covered elsewhere. Again some changes from the
word “should” to must in respect of board role in respect of audit and risk. In
addition a change in wording that the audit and risk committee should be
responsible for “approving and monitoring” the risk register rather than
“developing and monitoring”.
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2.3

Conduct and probity (L)
Main change is that reference to Schedule 1 has been removed.

UK Corporate Governance Code

The UK Corporate Governance Code 2010 (formerly the Combined Code)
is a set of principles of good corporate governance aimed at all companies
with a Premium Listing of equity shares in the UK. They are required under
the Listing Rules to report on how they have applied the Combined Code
in their annual report and accounts.

The Listing Rules themselves are given statutory authority under the
Financial Services and Markets Act 2000 and require that public listed
companies disclose how they have complied with the code, and explain
where they have not applied the code - in what the code refers to as
‘comply or explain'.

Private companies are also encouraged to conform; however there is no
requirement for disclosure of compliance in private company accounts.

The Code adopts a principles-based approach in the sense that it provides
general guidelines of best practice in relation to:

Board leadership and effectiveness,
Remuneration

Accountability

Relations with shareholders.

This contrasts with a rules-based approach which rigidly defines exact
provisions that must be adhered to.

The Code is essentially a consolidation and refinement of a number of
different reports and codes concerning opinions on good corporate
governance.

Good Governance Standard for Public Services

This standard is intended as a guide to help with the governance of public
services not only to understand and apply common principles of good
governance, but also to assess the strengths and weaknesses

of current governance practice and improve it.

The Standard focuses on the ways different functions of governance can
support each other. Governance is dynamic: good governance
encourages the public trust and participation that enables services to
improve; bad governance fosters the low morale and adversarial
relationships that lead to poor performance or even, ultimately, to
dysfunctional organisations.

The Good Governance Standard for Public Services is intended for use by
all organisations and partnerships that work for the public, using public
money. Most of these are public sector organisations whose services are
used directly by members of the public or who are responsible for less
visible activities, such as regulation and policy development
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2.3.1 The standard comprises six core principles of good governance, each with

ii)

Vi)

its supporting principles:

Focusing on the organisation’s purpose and
on outcomes for citizens and service users

e Being clear about the organisation’s purpose and its intended
outcomes for citizens and service users

e Making sure that users receive a high quality service

e Making sure that taxpayers receive value for money

Good governance means performing effectively in clearly defined
functions and roles

o Being clear about the functions of the governing body

o Being clear about the responsibilities of non-executives and the
executive, and making sure that those responsibilities are carried out

o Being clear about relationships between governors and the public

Good governance means promoting values for the whole
organisation and demonstrating the values of good governance
through behaviour

o Putting organisational values into practice
o Individual governors behaving in ways that uphold and exemplify
effective Governance

Good governance means taking informed, transparent decisions and
managing risk

o Being rigorous and transparent about how decisions are taken
o Having and using good quality information, advice and support
o Making sure that an effective risk management system is in operation

Good governance means developing the capacity and capability of
the governing body to be effective

o Making sure that appointed and elected governors have the skills,
knowledge and experience they need to perform well

o Developing the capability of people with governance responsibilities
and evaluating their performance, as individuals and as a group

o Striking a balance, in the membership of the governing body,
between continuity and renewal

Good governance means engaging stakeholders and making
accountability real

e Understanding formal and informal accountability relationships

e Taking an active and planned approach to dialogue with and
accountability to the public

e Taking an active and planned approach to responsibility to staff

e Engaging effectively with institutional stakeholders
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3. Progress since last self assessment against the NHF Code

These are the issues identified at the last self assessment as requiring

further work and what has happened as a result:

Appendix 1

Issues identified at last self
assessment

Management action / response

Further work is required on role profiles
linked to Champion roles and a formal
agreement specifying Board members
duties is required.

LMH has developed a set of role
profiles relating to the Chair, Vice Chair,
Board member and Board Champion
roles

Following transfer a Board Committee
and Working Group structure was
determined and has been in operation
for less than 18 months. A review of the
structure will be carried out within two
years.

Governance consultants Campbell
Tickell carried out a review of LMH’s
Board and Committee structure and
made recommendations for improving
the structure to support the governance
arrangements going forward to ensure
the effectiveness of Board business
and decision-making. A report detailing
the revised structure was presented to
and agreed by the Board in July 2010
and will be adopted with immediate
effect.

The board should have a clear policy on
members of the board who are also
employees or board members of other
housing providers

LMH has procedures in place for
dealing with declaration of interests and
staff, Board and Area Board members
are requested to complete an annual
declaration of interest form. Any
declarations of interest are recorded
and those

that fall under the exemptions of
Schedule 1 are reported to Board.

Shareholders are invited to attend the
Annual General Meeting however a
proposal to involve and engage with
shareholders more is currently being
developed.

LMH has developed a procedure for
holding open Board meetings which
allows shareholders to attend the open
session of a Board meeting with the
intention of promoting effective
involvement and participation
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Issues identified at last self Management action / response
assessment

The board should have a clear policy on | LMH has procedures in place for

shareholder members who are dealing with declaration of interests and

nominees of other organisations and staff, Board and Area Board members

employees or board members or board | are requested to complete an annual

members of other housing providers. declaration of interest form. Any
declarations of interest are recorded
and those

that fall under the exemptions of
Schedule 1 are reported to Board.

LMH needs to put in place a LMH has a Whistle blowing Policy that
Whistleblowing Policy was approved by Board in February
2010

3.1 Recommendation and next steps

It is recommended that Board adopt the NHF Excellence in Governance
code for members and good practice guidance. An updated self
assessment will need to be completed, this will be done during quarter 4
2010/11 and the findings will be reported to Board February 2011. Initial
indications are that there appear to be no major areas of non compliance or
concern.

4. Strategic Implications

4.1 Robust and effective governance arrangements are essential in supporting
LMH to achieve its corporate objectives and satisfy the requirements of
auditors and regulators.

5. Risk Management

5.1 Failure to adopt a code of governance, appropriate for the organisation,

would put the organisation at risk of not complying with statutory and
regulatory requirements and obligations.
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BRIEFING NOTE ON THE NATIONAL HOUSING FEDERATION’S
EXCELLENCE IN GOVERNANCE: CODE FOR MEMBERS AND GOOD
PRACTICE GUIDANCE (revised edition, published July 2010)

About this briefing

I's only 17 months since the last edition of Excellence in governance was published by the
National Housing Federation (Federation/NHF). The July 2010 edition does not represent
a major rewrite in terms of content but is a major presentational overhaul. The structure
now (for each section: “main principle, provisions [i.e. of the Code itself], good practice and
excellence”) mirrors that of The UK Corporate Governance Code (published by the
Financial Reporting Council in June 2010 — previous versions were called the Combined
Code) and The Good Governance Standard for Public Services (CIPFA/OPM, 2004).

Although many of the words have been shuffled around, there is also some new material —
and several changes of emphasis from “should” to “must”. These are all identified in the
attached schedule which also cross-efers the 2010 Code paragraph references with those
in the 2009 Code. This is, | confess, a bit “anorakish” but a number of clients have
already told me that they are resigned to doing such a line-by-line comparison and have
welcomed the suggestion that | do it instead!

The 2010 Code numbers the good practice and excellence underpinning each main
principle and provision sequentially within each section. For ease of reference, | have
prefixed each number with the corresponding section letter — but in lower case to
distinguish it from the NHF’s numbering for the “provisions” (I hope this makes it easier to
follow).

The main principles and provisions are the parts of the Code that every member of the
Federation and every organisation that adopts the NHF Code as its “appropriate code of
governance” under para 1.1 of the specific expectations of the TSA’s Governance and
financial viability standard is required to comply with. Each organisation is expected to
[self] assess its compliance against each of the main principles and provisions and publish
—in its annual report and elsewhere, as appropriate — a statement of compliance. Where
an organisation does not comply with any principle or provision it should include a
“reasoned statement explaining how excellent governance is achieved by other means”.

This should not deter organisations from thinking long and hard — and holistically - about
“how” they achieve excellent governance. However, the “main principles” and “provisions”
are deliberately “big picture” and non-compliance is likely to be the exception (and usually
only in one area, for specific, “local” reasons).
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The good practice and excellence is exactly that — and does not form part of the “comply
or explain” Code. It sets out a range of examples and ideas: but the Code acknowledges
that there are other routes by which an organisation can achieve compliance with the
principles and provisions.

Bringing them together, the 12 “main principles” are:

A

The whole board must be effective in leading and controlling the organisation and
acting wholly in its best interest. Board members must ensure that the interests of
the organisation are placed before any personal interests.

Each board must be clear about its duties and responsibilities. These must be set
out and made available for all existing and potential board members.

All board members must receive induction on joining the board and should regularly
refresh and update skills. The board must be supplied in a timely manner with
information in a form and quality appropriate to enable it to discharge its duties.
Recruitment to board vacancies must be open and transparent, based on merit and
objective selection and assessment techniques. The board must undertake a formal
and rigorous annual appraisal of its members and of the board as a whole.

Each board must be headed by a properly appointed and skilled chair who is aware
of his or her duties as head of the board and the clear division of responsibilities
between the board and the executive.

The board must act effectively, making clear decisions based on timely and accurate
information.

There must be clear working arrangements between the board and the chief
executive and clear delegation of authority.

Committees of the board may be established where the board determines that they
will provide expertise and enable it to scrutinise and deliver effective corporate
governance and manage risk.

Boards must provide leadership in operating in an open and transparent manner,
having satisfactory dialogue with key stakeholders including tenants. Boards must
demonstrate accountability to shareholders and other key stakeholders.

Boards must demonstrate leadership and commitment to equality, diversity and
inclusion as outlined in the Equality Act 2010, across the organisation’s activities.
The board must establish a formal and transparent arrangement for considering how
the organisation ensures financial viability, maintains a sound system of internal
controls, manages risk and maintains an appropriate relationship with external
auditors.

Organisations must maintain the highest standards of probity and conduct.

Marion Turner
August 2010
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The principles of good governance

These have reduced from 11 to 9 compared to the 2009 version:

NHF July 2010 NHF February 2009 Commentary

Ethics Standards Adds reference to abiding by NHF’s Excellence in standards of conduct

Accountability Accountability No change

Customer first Customer first No change

Openness Openness No change

Diversity and inclusion Equality and diversity No change to wording beneath the changed heading

Review and renewal Review and renewal No change

Clarity Clarity No change

Control Control Substantial changes: new references to the need for effective systems for risk
management; to the board receiving adequate and timely reports and advice to
inform its decisions; and to the board having an effective relationship with
internal and external auditors, and regulators

N/A Information Subsumed within new wording for Control

Structures Structures No change

N/A Audit Subsumed within new wording for Control, but with change from “the

organisation” to “the board” having an effective relationship with auditors and
regulator. (Also, 2009 version said “effective and proper” whereas 2010 version
just says “effective™)

Introduction and preamble

This section merges the Introduction and section A of the 2009 Code and explains the reasons for, and structure of, the 2010 Code.

It distinguishes between “main principles”, “provisions” and “good practice and excellence”.

It exhorts organisations to consider the

Code “in full in a way that is proportionate to their size, profile etc”. Compliance should be self-assessed against the “main principles”
and “provisions” and each organisation should publish an annual compliance statement. This should include a “reasoned statement” for
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any areas of non-compliance. The “good practice and excellence” and “useful resources” give examples and evidence of excellence,
but do not form part of the Code in terms of compliance requirements.

This section also reiterates the 2009 edition (section A2) about organisations adopting constitutions, legal instruments, financial

regulations etc which support and enable their implementation of the Code. There’s a new reminder that these should be kept up to
date, in the light of statutory and other changes.

A Constitution and composition of the board

The main principle is quite straightforward: but, pointedly, instead of saying what the board is responsible for, it states, upfront that the
board must be effective in leading and controlling the organisation. Also that both the board and individual board members must act in
the organisation’s best interests, putting those before any personal interests.

There are very few changes here in the provisions or good practice and excellence text — except that a few “should’s have been
upgraded to “must’s and the concept of a “senior independent director” (as in the private sector) has been introduced. There is no
longer any reference to a quorum. The maximum and minimum sizes of a board including co-optees remain at 12 and five respectively.
The requirement that executives “must normally” be in a clear minority may be problematic for organisations that have opted for a
majority of executives on subsidiary entities such as trading companies. This may be an area where a reasoned case (or interpretation
of “normally”) can be made for non-compliance.

Topic NHF July 2010 NHF February 2009 | Commentary
Main principle Part of B2
Provision
Board’s purpose A1 B1 Now says “must” delegate operational management; was
previously “should”
Board members to A2 B2 “Equal responsibility” echoes the Companies Acts

put organisation’s
interests first and
have equal
responsibility for
decisions
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Topic NHF July 2010 NHF February 2009 | Commentary

Non-executive A3 Based on B5 Instead of referring to the composition of the quorum, this now

majority just says that non-executives “must” (again was previously
“should”) be in the majority at board meetings

Board size and A4 Part of B4; As in 2009, to be the “appropriate” size for business

composition B6 effectiveness, subject to a maximum of 12 and minimum of five,
including co-optees. A number of organisations still have larger
boards, including where co-optees are used as part of a
succession planning strategy;
Again a change from executive staff “should” to “must normally”
be in a clear minority — this relates to the composition of all
boards, presumably including subsidiaries and associated
companies. It's worth noting that some, particularly larger,
associations have increased the proportion of executives on
subsidiary e.g. trading company boards. This is an area where
a board (or group) may wish to diverge from the Code, setting
out its business reasons for non-compliance

Roles that can only A5 (cross refers to B7 As well as prohibiting executives from being chair or vice chair of

be held by non- H1) the board, this prohibition now extends to executives being

executives designated as the senior independent director and chairs of
‘main committees” i.e. audit, nominations, remuneration

Policies for handling | A6 Part of B9

conflicts of interest

Conflicts of personal | A7 N/A New — but some overlap with F2 in 2009 Code

interests

Good practice and
excellence
Board'’s ultimate a1l Preamble

responsibility
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Topic

NHF July 2010

NHF February 2009

Commentary

Limits on board
members involved
elsewhere in housing
sector

a2

Part of B9 (links to
provision A6)

The specific, overlapping requirement to have a clear policy on
members of the board who are also employees or board
members of other housing providers (16, 2009) — which was new
in 2009 - has been modified to recommending inclusion of limits
in conflicts of interest policies

Board member skills | a3(1) to (7) B3(1) to (7)

Board size and a4 B4

composition

Executive board a5 (links to H1) B8

members

Board members’ role | a6(1) to (10) B10(1) to (10) Here, “should” be given a role profile and formal agreement has
profile and not been altered

obligations

B Essential functions of the board

Again a very unequivocal main principle: that the board’s duties and

potential board members.

responsibilities should be clear and shared with all existing and

References to group structures in this section have been beefed up and the parent/subsidiary roles clarified. The previous reference to

‘representation” from subsidiary boards to group boards (D4, 2009) has gone.

| always maintain that there is no such thing as

“representation” in governance — and have advocated the use of swear boxes whenever the word is mentioned!

Topic NHF July 2010 NHF February 2009 | Commentary
Main principle N/A
Provision
Essential functions B1 First sentence of D1 | Another change from “should” (2009) to “must” (2010)

must be formally
recorded
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Topic

NHF July 2010

NHF February 2009

Commentary

Core board
responsibilities

B2

The 2010 version
extracts five “core
responsibilities” from
the 20009 list of 14
“duties” in D1 (the
rest go into b2)

Minor reordering of words but (hurrah!) now refers to the high
level “establishing and overseeing a risk management
framework”, instead of the previous version which specified the
elements of that framework as being “identifying, managing and
reporting”

Schedule of B3 Introduction to D2 The list of matters which should be reserved to the board which
significant matters was part of the Code itself in 2009 has, in 2010, been moved to
reserved for board the Good practice and excellence section (see b3 below).
decision Moreover, the 2009 list said it was what “should [be included] as
a minimum”, whereas the 2010 list is now just “some examples”
Parent and B4 Reiterates the first “the board of a parent...must ultimately [additional word] have
subsidiary boards sentence of D3 the responsibility...”
Control by main B5 A more tentative This is much more robust — that organisations in a group

group board

reference in the

introduction to section
D

structure must acknowledge and accept the control of the main
group board in the governance of the group

Good practice and
excellence

Boards of small
organisations

b1

Preamble to section
D

Essential functions
(list)

b2(1) to (10)

D1(2), (6) to (14)

Matters reserved for
board decision (list)

b3(1) to (13)

D2(1) to (13)

Some small — but significant - changes:

appointment or removal of any board member and executive
officer...

appointments to, and removal from, the boards of subsidiaries...
approving and monitoring (instead of “overseeing” with
operational connotation) major capital projects

Parent/subsidiary
board relationships

bd

D3

Again a change from the board of the parent “should” to “must”
control the activities of all parts of the group
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Topic NHF July 2010 NHF February 2009 | Commentary

Stakeholder b5 D5
relationships and
communications

C Board induction and information

This is a new heading and the main principle puts a clear onus on the organisation to deliver induction, on-going training and quality and
timely information.

Curiously this section is about what board members must “receive”, rather than the responsibility of board members to actively ask for or
demand as essential to enable them to fulfil their role and responsibilities and to be effective. Semantics, but it sits slightly oddly with the
rest of the Code (and, certainly when appraising individual board members, | emphasise each board member’s responsibility to improve
her/his own contribution and to ask for any support/training needed). The quality and timeliness of board information overlaps with
sections F2, f1, g1(4), (5) and (8) of the 2010 Code — so it is unclear why it features here as well — especially as there is no supporting
good practice and excellence — nor any useful references for this section.

Topic NHF July 2010 NHF February 2009 | Commentary
Main principle N/A New text
Provision
Induction and on- C1 Part of C3 Stronger emphasis on resourcing induction and on-going
going training training
Information C2 Overlaps with New section brings together and focuses strands from various

introduction to section | other parts of Code
F and G1 (4), (5) and
(7) of the chief
executive’s duties

Good practice and
excellence

Induction (o} N/A Previously implicit but now explicit
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Topic NHF July 2010 NHF February 2009 | Commentary

Induction and on- c2 (links to f7) C3 This (as elsewhere) now recognises that it may not be the

going training company secretary who is responsible for governance;

It also now specifies that “effective arrangements to enhance” all
members’ skills etc will involve regular training and development
activity (non-negotiable);

It additionally emphasises that individuals needs to remain up to
date to continue to add value to the work of the board

D Board recruitment, renewal and review

The main principle reiterates part of the text of the 2009 Code. There are a few drafting changes (set out below) and a new requirement
(which mirrors the guidance in The Good Governance Standard for Public Services (GGSPS)) that nominated or directly elected board
members should bring relevant skills and experience — which in turn means that the board needs to pre-advise what these and any other
recruitment criteria are, including the responsibilities of the role and the need to put the organisation’s interests first (A2).

Again a few more “must’s. Board effectiveness reviews (as well as individual appraisals) are now “annual” rather than “regular” and
individual board member appraisals now extend to any executive board members.

There’s still a slight muddying of the overall maximum term between D1 and d3 but the detailed guidance is now for two three year terms,
with any further extension being on an annual basis up to an absolute of nine years — so no third three year term. This applies to all
board members so there are no specific maximum terms for board or committee chairs. As before the Code is silent on “recycling”
board members within groups or by restructuring or whether the maximum applies for any one continuous period (so after a year or two’s
break, the board member can return for another nine years — and repeat the pattern ad infinitum) — but some associations’ recruitment
etc policies now clearly state an aggregate (nine years) for board membership of any group entity pre or post-restructuring. The
previous guidance on when the six/nine years kicks in has gone, as has the reference to shorter terms to tie in with the organisation’s
constitution and to even out potential bunching of retirements.

There is a requirement for a triennial independent review of board and senior staff pay (not necessarily by the same consultant).

Another refinement is to extend the criteria for removing board members to cover performance and conduct as well as conflicts.
Organisations’ Rules and M&A often only permit removal of board members by a majority (which can be a simple majority or 75% or
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more) and very few provide a facility to suspend a board member during an investigation.

Usually (but with care!) organisations can

include this in board-agreed governance policies. Section G of Excellence in standards of conduct is also relevant here.

Also a suggestion (no more) that the board should include its recruitment policies (or a summary of?) on its website or similar.

Topic NHF July 2010 NHF February 2009 | Commentary
Main principle Part of preamble to
Section C;
Provision
Maximum terms D1 Part of preamble to Maximum of two to three terms, within an overall maximum
section C; period of service of no more than nine years (but see d3(4))
C1(4) to (5)
Skills and experience | D2 Not covered in 2009 | A useful addition here, which picks up on The GGSPS and now

of nominated or
directly elected board
members

Code

says that organisations must ensure that any nominated or
directly elected board members “bring relevant skills and
experience and are fully aware, in advance, of the
responsibilities they will undertake”

Board and individual | D3 (links to f2) Part of C4 Another shift from “should” to “must”;

appraisals Now an “annual’, instead of “regular” appraisal of the board’s
own effectiveness;
Annual individual board member appraisals, including for the
chair and vice chair, now extend to include any executive who
sits on the board

Independent D4 C5(2); See d7 which refers to a triennial independent review

mechanism for C5(4)

establishing payment

levels

Level of D5 C5(3) Adds “complexity” of the organisation as a third criterion

remuneration

LV IAL I )
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Topic

NHF July 2010

NHF February 2009

Commentary

Link between
payment and
performance

D6

C5(5)

Disclosure on NED
pay

D7

C5(6)

Good practice and
excellence

Continuing
effectiveness

d1

Part of preamble to
section C

Omits “annually” but this comes in at D3 for the board and
individual board members (unclear how frequently committees
should review their effectiveness)

Succession planning

d2

Part of preamble to
section C

Recruitment policies
(list)

d3

C1

At d3(2) “agreeing” role profiles and competency frameworks
has been replaced by “creation of...” which implies that the
development and agreement of these may be delegated;

The guidance on re-election after less than three years under
the constitution and the date from which the term of office is
calculated have disappeared;

The recommended maximum term has been reduced to “usually
appointed for a maximum of two three year terms” (which
contradicts what provision D1 says) — but there is still scope to
extend annually;

The Code is now categorical that “no non-executive board
member should serve for more than nine years” (previously
“overall maximum”);

The 2010 Code suggests that board recruitment policies could
be available on the organisation’s website or via other media

Recruitment
techniques

d4

C2

Appraisals

d5 (links to f2)

Part of C4

Note: d1 says that committees also should review their
performance and take action to continuously improve

~
J

1l

11

63




Topic NHF July 2010 NHF February 2009 | Commentary

Appraisal systems d6 (links to f2) Part of C4 Only addition to list is to assess how board is viewed by (among

(list) others) “staff’ at d4(4)

Triennial d7 C5(2) Good practice now specifies frequency i.e. triennial independent

independent review 15 review of payment to board and senior staff

of pay

Removal of board ds8 F10 Extends previous reference to inclusion in governance

members arrangements of procedures for removing board members in the
event of irresolvable conflicts of interest to include issues of
performance and conduct

E Responsibilities of the chair

The main principle is new — in words if not in spirit.

It emphasises the necessity of each board having a properly appointed and skilled

chair who is aware of (and, hopefully, fully understands) her/his duties as head of the board and the clear division of responsibilities
between the board and executive.

Although there were some “useful references” in 2009, there are now none for this section.

Topic NHF July 2010 NHF February 2009 | Commentary
Main principle N/A New text
Provision
Chair’s duties and E1 Combines first As before
responsibilities sentences of
preamble to sections
E and E1
Good practice and
excellence
Chair acting on et Picks up remainder of | As before
behalf of board preamble to section E
Chair’s e2(1) to (9) (links to E1(1) to (9) As before

responsibilities (list)

f6 and g1(9))
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Topic

NHF July 2010

NHF February 2009

Commentary

Other matters for
Chair of main board
[with other non-
executive members]
(list)

e3 (1) o (6)

E1(10) to (16), with
E1(1) now forming

intfroduction to section
e3

Only addition is in e3(6) which now requires the chair to ensure
that the board agrees the role of the “senior independent
director” (if there is one) as well as, or instead of, the vice chair

F Conduct of the board’s business

Again, the main principle is short, sweet and non-controversial: that “the board must act effectively, making clear decisions based on
timely and accurate information.” This does, however, overlap with the information requirements of new section C.

Some sections of the 2009 NHF Code have, however, been deleted:

7/

s F2 (2009): about recording and dealing with conflicts of personal interests.

However, this is now addressed more

comprehensively in B5 of Excellence in standards of conduct (however, new section on conflicts of personal interest in provision

AT);
s F7 (2009): There is no mention of champions, portfolio holders or lead members adding focus to important areas of the business.
Topic NHF July 2010 NHF February 2009 | Commentary
Main principle N/A New text
Provision
Clear terms of F1 Combines F9 and H2 | Extended to include sub-committees as well as committees, but
reference removes requirement for terms of reference to be reviewed and
approved by the board at least every two years and explains that
the need for clear terms of reference is so that their “conduct is
transparent, effective and in the interests of the organisation”
Board agenda, F2 Based on F1 Excludes sentence “points for decision should be clearly
papers and minutes identified in these [board agenda and papers] documents”
Urgent decisions F3 F4 Now says that urgent decisions “must” (previously “should”) be

taken in accordance with constitutional/policy arrangements

LV IAL I )
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Topic NHF July 2010 NHF February 2009 | Commentary
Good practice and
excellence
Decision making f1 Picks up preamble to | Just omits “and incisive” documents

section F

Board effectiveness | f2 (links to D3, d5 and | F3
de6)
Independent advice |3 F5
Company secretary | f4 Parts of F6. This is now less pushy about the role of the company secretary
(or equivalent) as being “crucial” and acknowledges that there may be an
equivalent person, not designated as the company secretary
Effect of decisions on | f5 Most of F8 Now omits “with special regard to the expectations of the

residents or service
users

regulator”

Positive relationships
within board and with

f6 (links to e2(4) and
91(9))

F11 with additional
sentence

The additional sentence is about the board understanding
“appropriate board behaviours”

senior team

New legislation and | f7 (links to c2) F12
operating

frameworks

G The chief executive

Most of this is re-ordering, with a few tweaks.
(whether or not this is the chief executive) for compliance and proper conduct of the business have gone.

~
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The sentence in the 2009 preamble on the specific legal duties of the company secretary
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Topic

NHF July 2010

NHF February 2009

Commentary

Main principle

Based on preamble

Importantly adds that there must be “clear delegation of
authority” from the board to the chief executive

Provision

Clear role and G1 Based on preamble Quite a significant expansion about the need for clarity about the

responsibilities essential duties of the CE role (g1), legal responsibilities and
delegated authorities — whether or not the CE is a full member of
the board

Written contract of G2 Part of G2

employment Part of G4(3)

Appraisal and G3 Part of G3 Now says that the board “must” rather than “should” delegate

remuneration of chief responsibilities for recommending the CE’s remuneration. It

executive also clarifies that the committee should “oversee” the CE’s
appraisal — before it implied that the committee itself should
undertake the appraisal

Disclosure of chief G4 Part of G4(3) Now links disclosure to SORP requirements rather than

executive’s
remuneration

specifying elements in the Code

Good practice and
excellence

Essential duties (list)

g1(1) to (11)

G1(1) to (11)

Contract of
employment (list)

g2(1) to (5)

G2(1) to (4) (except
for first sentence
which now forms part
of provision G2

Additional sub-clause that contract should specify “the
remuneration level”

Committee that
appraises CE and
recommends CE
remuneration

93(1) to (3)

Most of G3(1) to (3)
(some included at
provision G3 above)
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Topic

NHF July 2010

NHF February 2009

Commentary

Remuneration of CE

g4

G4(1), (2) and (4)

Additionally sets criteria of “proportionality to the size and
complexity of the organisation and sector norms” for a
remuneration package

H Committees of the board

The main principle is quite interesting as it gives a specific rationale for setting up any committee: “where the board determines that [it]
will provide expertise and enable it to scrutinise and deliver effective corporate governance and manage risk.”

There is no longer any specific requirement for the responsibilities of committee chairs to be defined in board-approved role profiles (H5,

2009).

Topic

NHF July 2010

NHF February 2009

Commentary

Main principle

N/A

Provision

Prohibitions on H1 (links to a5) H4 Slightly expanded to specify that the “core” committees are

executives chairing nominations, audit and remuneration committees

certain committee or

being in majority

Chair of audit H2 (links to K5) H7 Again, now says that the chair of audit “must” (rather than

committee “should”) not be the chair of the board — and clarifies that an
executive cannot chair the audit committee

Terms of reference H3 H2 Again “must” not “should” have clear board-approved terms of

and review

reference. Also instead of the board approving and reviewing
committees’ terms of reference at least every two years, it now
says “on a regular basis”

Good practice and
excellence

~
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Topic

NHF July 2010

NHF February 2009

Commentary

Different types of
committees, incl.
decision-making vs.
consultative

h1

Preamble to section
H

Review of committee | h2 H1 This now says “regularly review”, instead of “at least every two

structures, years”

responsibilities etc

Dispersed h3 H3 Only refers to [local committees] facilitating and encouraging

geographical local participation. Decision making seems to have

coverage disappeared.

Over-riding h4 H6 I've always struggled with this one as, if the board trusts a

committee decisions committee enough to delegate something to it, then it ought to
trust its decisions or, if not, the principle must be don’t delegate
(the same applies to delegations to executives). It is potentially
tricky in terms of an organisation’s reputation and credibility with
third parties if the board subsequently tries to overturn decisions
made and acted upon, under properly delegated authority, by
e.g. an urgency committee, and could run counter to the
principles set out in B8 and B9 of the NHF’s Model Rules 2005
(revised) et al that a person acting in good faith can rely upon
the certificate of an officer as conclusive evidence that a power
has been properly exercised

Specific hS H8 No longer any reference to “standards and ethics”

responsibilities

No committees h6 H8

Disclosure of h7 H8

committee

membership

~
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I Openness, transparency and accountability

The previously separate sections on “Openness and transparency” (section |) and “Accountability” (section J) have been merged and
much abbreviated, with the emphasis now firmly strategic. = The detailed requirements of sections 11 and 13 (2009) which are about
balancing openness with confidentiality (when appropriate) and meeting outside requests for information have gone. Much of the
content of this section of the 2010 Code is new and reflects the required outcomes and specific expectations of the regulatory framework.
It also links to the NHF’s Excellence in service delivery and accountability (2009).

The guidance on shareholding membership has been scaled down, with the two alternative “purpose and role of shareholders” (J4, 2009)
dropped and two other sections also deleted:

X/

» J8: The organisation shall have in place a procedure for appropriate dialogue with shareholders...;
% J9: The board should have a clear policy on shareholder members who are nominees of other organisations and employees or
board members or other housing providers.

*

Section B of Excellence in standards of conduct gives guidance on conflicts and dualities of interest for board members and staff who
work or live in social housing or related sectors, but does not refer to shareholder membership (which may be different).

Section i6 on the complaints policy now says that it “should be transparent” but removes the previous convoluted requirement (J3, 2009)
to incorporate provision for board members’ concerns about service delivery within the complaints policy.

Topic NHF July 2010 NHF February 2009 | Commentary

Main principle Preamble to sections | Completely new, much abbreviated and more punchy, with

land J emphasis on leadership role of the board

Provision
Publish annual report | I1 12 Omits previous requirement that “where possible, information
on activities and should be benchmarked and presented in comparison with that
performance for the previous year”
Strategy to 12 N/A Previously J2 was about communicating “policies” to residents
communicate its and others
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Topic

NHF July 2010

NHF February 2009

Commentary

work

Regularly review
shareholding
membership
admission policies

13

Implicit in J5

Good practice and

excellence

Being open, i1 Part of preamble to

transparent and section J

accountable to

stakeholders (list)

Balancing interests i2 Part of preamble to Adds “employees” as a stakeholder group whose interests need

and different forms of section J to be balanced with others

accountability

Regular reviews of i3 14

openness

arrangements and

good practice

Identify range of i4 J1

stakeholders

Publish policies for i5 Part of J2

communicating with

residents

Transparent i6 Part of J3 This is much scaled back and no longer includes the

complaints policy requirement for the complaints policy to include provision for
raising board members’ concerns about service delivery;
An addition is that the complaints policy should be transparent

Purpose and role of | i7 J4 This has been much compressed and simplified. There are no

shareholders in
governance

options given — it's over to the organisation to determine

~
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Topic NHF July 2010 NHF February 2009 | Commentary

Policy for, and i8 J5 Omits reference back to purpose, but otherwise unchanged
openness, for
admission to
shareholding
membership

Basis for choosing i9 J9
shareholders

Informing i10 J8
shareholders of role
and responsibilities

Involvement in i11 Part of preamble
corporate social
responsibility and
comprehensive
statement of
accountability
mechanisms

J Diversity and inclusion

A new title, replacing “Equality and diversity”, reflects the Equality Act 2010. A shift again from members “are encouraged to adopt good
practice...” to “should adopt...” and instead of being “recommended to take lawful positive action...” members are now told that they
“should also take lawful positive action...” The onus is now firmly on boards to provide leadership in this area.

Oddly, K3 (2009) about being “open in publicising their achievements and performance in this area” has gone, although it is implicit in
section |.
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Topic NHF July 2010 NHF February 2009 | Commentary
Main principle Based on K1 Updated to reflect Equality Act 2010
Provision
Comply with J1 N/A Explicit requirement to comply with current legislation
legislation
Board leadership in J2 N/A Onus on boards to take a lead in developing strategies and use
meeting needs of of lawful positive action
diverse communities
and reflecting
communities in
governance and
staffing
Board to ensure clear | J3 N/A Again need for board to ensure that organisation demonstrates
commitment its commitment to protected characteristics, and to have action

plans to implement this commitment

Good practice and
excellence

Need to adopt good
practice, policies and
lawful positive action

i

Based on preamble

Text strengthened in that members “should adopt good
practice...and take lawful positive action...”. It also extends the
latter to under-representation in access to services as well as in
governance and staffing — but with a proviso about “being
mindful of the need for the appropriate skills required.”

Policy on equality,
diversity and
inclusion (list)

i2(1) to (7)

K2(1) to (7)

Changes in language to reflect new legislation i.e. “inclusion”
instead of “community cohesion” and “protected characteristics”
instead of a list

K Audit and risk

With a couple of exceptions, this is much the same as section L, 2009.

~
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The two requirements that have been removed are:
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% L6: The audit committee should ensure the organisation complies with all statutory duties placed on the organisation (effectively
covered by b2(7), so was previously an unnecessary duplication and emphasis);

% L7: All organisations should study the latest guidance and codes from the Housing and Communities Agency [sic], the Tenant
Services Authority, the Auditing Practices Board and any other best practice, and should implement the recommendations of those
documents which apply to them (again, covered by b2(7)).

| remain uncomfortable with the Code putting responsibilities for risk management on the audit committee. Having chaired several
housing association audit committees (and co-written a good practice guide for the Housing Corporation — available to download from my
website) | have always taken a clear — and admittedly purist - line that audit needs to be independent and objective and getting directly
involved in “doing” as opposed to “checking that things are being done effectively” compromises its independence. Although the audit
committee will reflect the risk priorities and profile of the organisation in setting its audit priorities and workplan — and these may well
include a review of the effectiveness of risk management — if it is directly involved in developing, approving and/or monitoring the risk
register, then it could be less likely to be constructively critical of it, or to readily accept audit or other independent recommendations for
improving it. | would also argue strongly that the whole board should be involved in identifying, and should want to monitor, the strategic
risks.

Topic NHF July 2010 NHF February 2009 | Commentary
Main principle N/A
Provision
Effective internal K1 L1(4)
controls
External auditors K2 L1(1)
independent and
effective
Requirement to have | K3 L1(3)
audit committee
Audit committee K4 L2 A few subtle — but notable — changes:
meetings and The audit committee should now meet “regularly” (was
minutes previously “at least three times a year”);
The “reasons for decisions must be recorded in the minutes” and
“the minutes must be presented to the board” (both previously
were “should”’s);

22
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Topic

NHF July 2010

NHF February 2009

Commentary

The board now “endorses” the minutes (previously it “scrutinised
and ratified”). I've already raised my concerns about this at h4:
only the committee can sign off the minutes and the board
receives and notes them — unless it is a very strange schedule
of delegations that requires endorsement. Better, in my view, is
for the audit committee (or its chair personally) to provide a
report to the board, in tandem with the minutes, highlighting key
issues, and seeking steers where appropriate, following each
committee meeting.

Chair of audit
committee

K5 (links to H2)

Now says that the chair of audit “must” (rather than “should”) not
be the chair of the Board. H2 also clarifies that an executive
cannot chair the audit committee

Audit committee (or
equivalent) to ensure
board receives
adequate financial
and business
management reports

K6 (links to B2(iii) and
b2(3))

LS

To reiterate what | argued in 2009: the board should itself
ensure that it receives adequate financial and business
management reports although, again, there may well be a
regular audit on the quality and effectiveness of these reports
which is considered by the audit committee — so arguably this is
covered in section B and does not need to be repeated here

Good practice and

excellence
Scope of audit k1 Part of preamble to
section L
Financial viability k2 Part of preamble to

section L

External and internal
audit: independence,
appointment and
review (list)

k3(1) to (4)

L1(1) [part] to (2) and
(5) to (6)

The assertion that external auditors “cannot usually be judged to
be independent if they also provide non-audit services” has been
modified to say that it they are “unlikely to be judged
independent...”

Audit Committee
approves and
monitors risk register

k4

L4

A slight retraction with the audit committee’s responsibility
revised from “developing and monitoring” to “approving and
monitoring” a risk register.

LV IAL I )
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Topic

NHF July 2010

NHF February 2009

Commentary

Audit Committee k5 N/A A new recommendation for the audit committee to review its
reviews its independence periodically. But, as always, I’'m a bit sceptical
independence whether any entity can review its own “independence”

L Conduct and probity

The main principle is simple and unequivocal: “organisations must maintain the highest standards of probity and conduct.”

The only changes here are the deletion of M4 (2009) which referred to Schedule 1, Housing Act 1996 (now extinct) and the inclusion of
reference to the NHF’s Excellence in standards of conduct (2010).

Topic NHF July 2010 NHF February 2009 | Commentary
Main principle
Provision
High standards of L1 Based on preamble Much stronger requirements to comply (or explain areas of non-

probity, to avoid any
suggestion of

to probity sub-section

compliance) with NHF’s Excellence in standards of conduct
(2010)

impropriety
Good practice and
excellence
Code(s) of conduct 11 Preamble Organisations are now told that the code(s) of conduct for board
M1 members and staff should be available for public inspection (was
previously “should consider making available...”)
Keeping values and | 12(1) to (4) M2(1) to (4)
probity policies under
review
Whistle-blowing ] M3

policy and other
ways of raising
concerns

~
J

1l
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Topic

NHF July 2010

NHF February 2009

Commentary

Recording board
member’s concerns
in minutes

14

Part of M5

Recording reasons
for board member’s
resignation in
minutes

Remainder of M5
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Board/Committee/Working Group/Area Board:

Board (Open Session)

Date of Meeting:
Tuesday 28™ September 2010

Item No: |5C Liverpool Mctual Homes
Subject: Schedule 1: Use of General Attachments:
Exemptions Appendix 1 - Extract from
Schedule 1 register

Confidentiality: Non-Confidential Status: For information

Executive Summary:

On 1% April 2010 the provisions of Schedule 1 of the Housing Act 1996 in relation to
payments and benefits was repealed as part of the TSA’s new statutory and regulatory
regime. Following this the Board resolved that Liverpool Mutual Homes would, as a
matter of policy, adopt the restrictions relating to payments and benefits set out in
Schedule 1, as it existed at the date of the resolution, and would follow the TSA's Good
Practice Note 3 Maintaining the Standards of Probity (published May 2007).

Recommendation:

That the Board endorses the application of exemptions as set at in the appendix in the
report.

Financial implications:

Any financial implications identified will be covered within existing budget provision.

Key risks:

Not maintaining the highest standards of probity and conduct could result in the
organisation failing to maintain a good standard of Governance which could bring the
organisation into disrepute.

Material impact on Corporate Plan ‘Focuses’:

The material impact of not continuing to meet the requirements of Schedule 1 would be
in relation to LMH’s Focus on Governance as it ensures that LMH conducts its business
in an open, transparent and professional manner.

Directorate: Corporate Services

By: Cathy Abraham Position: Head of Business
Development
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1.2

1.3

1.4

15

Background

Schedule 1 of the Housing Act 1996 set out standards for probity in
Registered Social Landlords.

Broadly speaking ‘Schedule 1’ prevented Registered Social Landlords from
granting any non-contractual payments or benefits to staff and Board
Members or their families.

Guidance on what could be defined as a “benefit” was provided by the Tenant
Services Authority’s Good Practice Note No.3 (GPN3) as:

o The grant of a tenancy or licence;

o The grant of a lease under a shared ownership scheme or under a
leasehold scheme for the elderly;

o The sale of a property, unless it is under the Right to Buy, the Right To
Acquire or some other statutory scheme;

o The award of a contract of employment;

o The award of any other kind of contract, such as a building contract or a
contract for services;

o Loans, unless included in an employment contract, such as a car loan;
and

. Payment of non-contractual severance or non-statutory redundancy
settlement.

The TSA allowed certain exceptions to these arrangements as set out in
GPN3 and Registered Social Landlords were permitted to make use of these
exceptions by making appropriate Determinations in each case. The
Determinations were required to be made openly and fairly and also be
recorded.

The instances where exceptions could be made were known as the 13
Exemptions and are as follows:

o The 1% Exemption: Employment of employee’s relatives;

o The 2" Exemption: Re-employment of former employees or
engagement as self-employed contractors;

o The 3" Exemption: Housing employees and their relatives;
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2.1

2.2

2.3

e  The 4™ Exemption:

e  The 5" Exemption:
e  The 6™ Exemption:

e  The 7" Exemption:
e  The 8" Exemption:
e  The 9™ Exemption:
e  The 10™ Exemption:
e  The 11" Exemption:
e  The 12" Exemption:

e  The 13™ Exemption:

Interim Arrangements

Housing by tenant based associations of officers
(board members are referred to as officers by the
act) and their relatives;

Housing of officers’ relatives with special needs;

Housing of officers and their relatives;

HomeBuy/VPG payments for tenants who are
employees or officers;

Purchase of services by fully mutual tenant based
associations;

Payment of non-contractual severance and
redundancy settlements;

Settlement of employment related disputes;
Payments to businesses trading for profit in the
management of which an association’s employees
or officers are directly concerned;

Provision of indemnity; and

Permitted payments and benefits.

On 1% April 2010 the provisions of Schedule 1 of the Housing Act 1996 in
relation to payments and benefits was repealed as part of the TSA’'s new
statutory and regulatory regime

In order to maintain standards of probity within the organisation the Board
resolved at the Board meeting in March 2010 that LMH would, as a matter of
policy, continue to adopt the restrictions relating to payments and benefits set
out in Schedule 1 and continue to follow guidelines set out in the TSA’'s Good
Practice Note 3 Maintaining the Standards of Probity.

The Board further resolved that this would be an interim arrangement and
would be reviewed before 31 December 2010.
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3.1

3.2

4.1

5.1

6.1

Declaration by staff, Board and Area Board members

Staff, Board and Area Board Members are required to complete, on an annual
basis, a declaration of interest form which will record any potential conflicts of
interest.

Any new staff and Board members that start throughout the year will be
briefed on Schedule 1 as part of the formal induction process.

The Schedule 1 Register

LMH will continue to follow the requirements of Good Practice Note 3 and will
maintain a register which sets out any instances where the general
exemptions are used. Any instance recorded will be reported to the Board,
attached as an appendix to this report.

Strategic Implications

LMH will continue to maintain the highest standards of probity and conduct its
business in a way which will maintain the good reputation of the sector. In
order to ensure that good governance is embedded throughout the
organisation LMH’s Board will continue to manage probity issues until a long
term policy is adopted

Risk Management

Not maintaining standards of probity would constitute a risk to the association
which can be mitigated by:

o Continuing to adopt the restrictions relating to payments and benefits set
out in Schedule 1

o Acting in accordance with general charity law and Liverpool Mutual
Homes’ Rules

o Reviewing the short term measures and in due course adopting a longer
term policy to replace Schedule 1
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Appendix 1

LIVERPOOL MUTUAL HOMES
EXTRACT FROM THE SCHEDULE 1 REGISTER

Reference Date General Exemption Comments
Form signed off Used
3rd exemption - Housing | Housing of an employees relative
248 20/09/10 of employees and their
relatives
3rd exemption - Housing Housing of an employee
249 20/09/10 of employees and their

relatives
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ITEM 5D

LIVERPOOL MUTUAL HOMES (LMH)

9 ¢
REGISTER NUMBER 29998R L M ! ’

MEETING OF THE SOUTH AREA BOARD Livergood Mol H
HELD ON MONDAY 12™ JULY 2010 e "

PRESENT:

Name: Title:

Tony Barnes - Acted as Chair

Monica Palfreyman - Tenant Area Board Member
Geoff Ash - Tenant Area Board Member

OFFICERS IN ATTENDANCE:

Name: Title:

Gerry Brennan - Neighbourhood Services Manager

Jill Gardner - Principal Neighbourhood Officer

Katherine Lavelle - PAto Director of Regeneration & Technical Services

ALSO IN ATTENDANCE:

Name: Title:

Julie Gaudie - HMC Manager, Plus Dane Group

Ron Lawson Investment Manager Plus Dane Group/LMH
APOLOGIES

Name: Title:

Will Roby - Chair — LMH Board Member

Steve Clarke - Investment Manager Plus Dane Group/LMH

Andrew Oates - Assistant Director (Neighbourhood & Customer Services)
Garry Croll - Assistant Director (Area Based Services)

Bob Siner - Neighbourhood Housing Manager

(The meeting commenced at 5.40pm)

S010/014 ITEM 1 — INTRODUCTION

Tony Barnes Acting Chair of the South 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.

Tony Barnes, also informed that John Lightfoot had expressed an interest in
returning to the South Area Board, and asked that the start of the meeting
be delayed to allow his attendance (he did not attend)

S010/015 ITEM 2 — DECLARATIONS OF INTEREST

There were no Declarations of Interest
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S010/016

S010/017

ITEM 3 — MINUTES OF PREVIOUS MEETINGS FOR APPROVAL

a) The minutes of the meeting of the South Area Board held on 12™ April
2010 were considered by the meeting.

b) Matters arising from the minutes of the South Area Board held on 12"
April 2010

There were none

It was resolved that the South Area Board :
i) Noted the minutes
ITEM 4 — ITEMS FOR DISCUSSION
a) Performance Monitoring Balance Scorecard
Jill Gardner, Principal Neighbourhood Officer, provided an update to the
South Area Board members and referred members to the performance data
as presented in item 4A.

It was reported and noted that the South Area were on target for all goals.

Staff
Short Term Sickness — doing well below the sickness target

Empty Properties

Number of Voids in period — on target

Number of Lettings in period — on target

Tenancy Turner — on target

Average Time to let a property — exceeding target

Improvement Completed against Target

Ron Lawson, provided a verbal update in relation to the Improvement
Programme and informed that the South Area targets are being met despite
a problem with a delay in materials, which was addressed and resolved.

Customer Feedback
Complaints — 100% on target.

Diversity
Appointments kept in regard to Hate Crime Investigation — 100% on target,
no instances recorded.

Repairs Performance

Paul Worthington, Head of Repairs provided a verbal overview of the
repairs service for the South Area. It was reported that although the service
has improved there are still issues with Kinetics surrounding their IT
systems. This issues are being addressed and LMH and Kinetics are
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S010/018

working together to resolve the problems. However, Kinetics have been put
under performance review which will be reviewed monthly with formal
notices and financial penalties in place.

Gas Servicing
Valid LGSR — 100% Exceeded Target

Rents

Rent collected against total rent due — on target
Current Tenant Arrears — going in the right direction
Rent Loss due to empty properties — below target

It was resolved that the South Area Board :
i) Noted the update
ITEM 5 - ITEMS FOR INFORMATION
a) Customer Access Review VFM Update

Gerry Brennan, presented an update to the South Area Board following a
value for money exercise on customer access to services.

It was concluded following the exercise that the South Area Board note the
progress and changes made to date:-

e New office location to be leased at City Point, Great Homer Street

e Project Manager brought on board to get the Customer Service
Centre up and running prior to going live as at the 1% October 2010

e Advertisement for a Customer Service Centre Manager, who will
hopefully be in post by September 2010

e |T scope presently being prepared

Following extensive customer consultation with the Customer Involvement
Steering Group it was recommended that LMH customers have one contact
number for all services.
It was concluded that:-

¢ A freephone (0800) number be in place

e A local call rate number (0300) be available for customers who use

mobile telephones

Consultation is continuing with the Customer Involvement Steering Group,
staff and Tenant and Resident Associations to develop a visual brand for
the Customer Service Centre.

The South Area Board members were asked to note the report for
information purposes

It was resolved that the South Area Board :
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)

b)

Noted the report

Repairs Update

Paul Worthington, Head of Repairs presented a Repairs Service update to
the South Area Board.

The content of the report covered the following areas for information:-

Repairs Team in LMH

The Team

Successes of 2009/10

Aims for the future

Objectives for 2010/11

Key partners and stakeholders
Feedback and contacts

The South Area Board, were updated that Paul Worthington and his team
are to look at all the policies and processes in place within the Repairs
Service and improve and re-write where appropriate to improve service
delivery and customer needs.

It was resolved that the South Area Board :
i) Noted the report
ASB Update

Gerry Brennan, Customer Services Manager, provided the South Area
Board with an update for information following the presentation to the
Area Board in the meeting held in April/May 2010.

The update provided an overview of progress since April 2010 in
particular relating to:-

e Customer Expectations & Performance
0 The dedicated Safer Estates Team & Neighbourhood
Housing Teams
o Effect of Regeneration Directorates and Investment
Programme
o Partnership working with communities and voluntary
organisations
e Reputation of Good Practice & Awards
o Community Payback
o Home Office Neighbourhood Area Agreement Pilot
e Satisfaction Surveys
0 Learning how to use the data to improve service
e Housing ASB Service Accreditation
o Which will test the current service

Following discussion Monica Palyfreyman wished to raise a cautionary
note in relation to incident diaries used in the Beechwood Road area.
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Monica was aware that once tenants had completed a diary and sent
them into the office, the tenants were not furnished with a new diary to
continue with the logs.

It was resolved that the South Area Board :

Noted the report
Julie Gaudie to raise the issue of diaries not being replaced
Community Initiative Fund

Gerry Brennan presented a verbal update to the South Area Board in
relation to the Community Initiative Fund.

The South Area Board, were updated that:-

e Each Area Board is allocated a sum of £10,000 for Community
Initiatives

e Itis noted that presently there are very few applications pending
for the South Area and asked that all members have a think
about initiatives for their area

e A sub group meeting is talking place on the 16™ July 2010 to
discuss

e Cath Simmons, Customer Involvement Officer to contact the
South Area Board Member for discussion

It was concluded that an update will be provided to the South Area
Board at a later date

It was resolved that the South Area Board :

Noted the report

Catherine Simmons to contact South Area Board members

Grounds Maintenance/Building Cleaning Update

Gerry Brennan, Neighbourhood Services Manager, provided a verbal
update to the South Area Board for information in relation to the
procurement exercise which was undertaken to identify a suitable
partner to deliver the Grounds Maintenance and Building Cleaning for

LMH.

Following the exercise it was concluded that upon consultation with
Leaseholders MITIE provide the service.

It was concluded that the South Area Board, would be updated with
the final position following the consultation.
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S010/019

i) Noted the report
f)  Complaints Management Performance
Gerry Brennan, Neighbourhood Services Manager presented a report
in relation to complaints management performance following:-
e The results of the Customer Access Review highlighted that
complaints are not being managed effectively
e The TSA Standards recommendation
To improve and rectify the issues LMH have:-
e Introduced a new complaints IT software, called RESOLVE to
assist in the management and control of the process
e A new policy and procedure implemented
e Control of the processes undertaken by the Business
Development Team
g) Consider the non-confidential minutes of the Board meeting held
on the 26" May 2010
The South Area Board noted the non-confidential minutes of the Board
held on Thursday 27" May 2010.
ITEM6 - AOB

There was none.

DATE AND TIME OF NEXT MEETING

The next meeting of the South Area Board is due to be held on Monday 11"
October 2010 at 5.30pm in the Bridge Chapel Centre.

Meeting concluded at 18:25 pm
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ITEM SE

LIVERPOOL MUTUAL HOMES (LMH)

REGISTER

9 ¢
NUMBER 29998R L M H

MEETING OF THE WEST AREA BOARD

HELD ON WEDNESDAY 14™ JULY 2010

L&u:z;;oof Moteal Homes

PRESENT:
Name: Title:
Tommy Colleran - Chair

Philipa Harrich
Irene Hanratty

- Tenant Area Board Member
- Tenant Area Board Member

OFFICERS IN ATTENDANCE:

Name:

Tom Tennant
Andrew Oates
Steve Clarke

Title:
- Repairs Manager
- Assistant Director (Neighbourhoods & Customers)
- Investment Manager Plus Dane Group/LMH

Joanne Campbell - Acting Area Housing Manager
Katherine Lavelle - PAto Director of Regeneration & Technical Services

ALSO IN ATTENDANCE:

Name: Title:

Julie Gaudie - HMC Manager, Plus Dane Group
APOLOGIES

Name: Title:

Hossam Ibrahim Tenant Board Member

Garry Croll - Assistant Director (Area Based Services)

(The meeting commenced at 5.40pm)

WE10/015

WE10/016

WE10/017

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.

ITEM 2 — DECLARATIONS OF INTEREST

There were no Declarations of Interest

ITEM 3 — MINUTES OF PREVIOUS MEETINGS FOR APPROVAL

a) The minutes of the meeting of the West Area Board held on 13" April
2010 were considered by the meeting.

b) Matters arising from the minutes of the West Area Board held on 13"
April 2010
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WE10/018

There were none

It was resolved that the West Area Board :
i) Noted the minutes
ITEM 4 — ITEMS FOR DISCUSSION
a) Performance Monitoring Balance Scorecard

Julie Gaudie, HMC PLUS Dane Group, provided an update and overview to
the West Area Board members.

Joanne Campbell, Acting Area Housing Manager continued to update the
West Area Board Members and referred members to the performance data
as presented in item 4A.

It was reported and noted that the West Area were on target for all goals.

Staff

Short Term Sickness — on target

Empty Properties

Number of Voids in period — exceeding target - 3 properties as at 14.07.10
Number of Lettings in period — on target

Tenancy Turner — exceeding target

Average Time to let a property — on target

Improvements Completed against Target

Ron Lawson provided a verbal update in relation to the Improvement
Programme and informed that the WEST Area targets are being met
despite a problem with a delay in materials, which was addressed and
resolved.

Customer Feedback
Complaints — 100% on target.

Diversity
Appointments kept in regard to Hate Crime Investigation — 100% on target,
no instances recorded.

Repairs Performance

Tom Tennant, Repairs Manager for West and South areas, provided a
verbal overview of the repairs service for the West Area. Tom Tennant
reported that although the service has improved there are still issues with
Kinetics surrounding their IT systems. The issues are being addressed and
LMH and Kinetics are working together to resolve the problems. However,
Kinetics have been put under performance review which will be reviewed
monthly with formal notices and financial penalties in place.
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WE10/019

Gas Servicing
Valid LGSR — 100% Exceeded Target

Irene Hanratty arrived at the meeting at this point

Rents

Rent collected against total rent due — exceeding target
Current Tenant Arrears — going in the right direction
Rent Loss due to empty properties — below target

It was resolved that the WEST Area Board :
i) Noted the update
ITEM 5 - ITEMS FOR INFORMATION
a) Customer Access Review VFM Update

Andrew Oates, Assistant Director of Neighbourhoods & Customers
presented an update to the West Area Board following a value for money
exercise on customer access to services.

It was concluded following the exercise that the WEST Area Board note the
progress and changes made to date:-

e New office location to be leased at City Point, Great Homer Street

e Project Manager brought on board to get the Customer Service
Centre up and running prior to going live as at the 1% October 2010

e Advertisement for a Customer Service Centre Manager, who will
hopefully be in post by September 2010

e |T scope presently being prepared

Following extensive customer consultation with the Customer Involvement
Steering Group it was recommended that LMH customers have one contact
number for all services.

It was concluded that:-
¢ A freephone (0800) number be in place
e A local call rate number (0300) be available for customers who use
mobile telephones
Consultation is continuing with the Customer Involvement Steering Group,
staff and Tenant and Resident Associations to develop a visual brand for
the Customer Service Centre.

The WEST Area Board members were asked to note the report for
information purposes

It was resolved that the West Area Board :

i) Noted the report
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b) Repairs Update

Tom Tennant, Repairs Manager presented a Repairs Service update to the
West Area Board members:-

The content of the report covered the following areas for information:-

Repairs Team in LMH

The Team

Successes of 2009/10

Aims for the future

Objectives for 2010/11

Key partners and stakeholders
Feedback and contacts

The West Area Board, were updated that the Repairs Service are to look at
all the policies and processes presently in place and re-write where
appropriate to improve service delivery and customer needs.

Phillipa Harrich left the meeting at this point.
It was resolved that the West Area Board :
i) Noted the report

c) ASB Update

Andrew Oates, Assistant Director of Neighbourhoods & Customers,
provided the West Area Board with an update for information following
the presentation to the Area Board in the meeting held in April/May
2010.

The update provided an overview of progress since April 2010 in
particular relating to:-

e Customer Expectations & Performance
0 The dedicated Safer Estates Team & Neighbourhood
Housing Teams
o Effect of Regeneration Directorates and Investment
Programme
o Partnership working with communities and voluntary
organisations
e Reputation of Good Practice & Awards
o Community Payback
o Home Office Neighbourhood Area Agreement Pilot
e Satisfaction Surveys
o0 Learning how to use the data to improve service
e Housing ASB Service Accreditation
o Which will test the current service
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d)

f)

It was resolved that the West Area Board :

Noted the report
Community Initiative Fund
Andrew Oates, Assistant Director of Neighbourhoods & Customers
presented a verbal update to the West Area Board in relation to the
Community Initiative Fund.
The West Area Board, were updated that:-
e Each Area Board is allocated a sum of £10,000 for Community
Initiatives
e The spend so far in the West Area is £2000 with a balance of
£8000 (however, Dave Pye is to provide an up to date position
with spend so far)

Dave Pye, should contact the West Area Board members to discuss
ideas for the fund.

It was concluded that an update will be provided to the West Area
Board at a later date

It was resolved that the West Area Board :

Noted the report

Dave Pye to contact West Area Board members

Grounds Maintenance/Building Cleaning Update

Andrew Oates, Assistant Director of Neighbourhoods & Customers
provided a verbal update to the West Area Board for information in
relation to the procurement exercise which was undertaken to identify
a suitable partner to deliver the Grounds Maintenance and Building

Cleaning for LMH.

Following the exercise it was concluded that upon consultation with
Leaseholders MITIE provide the service.

It was concluded that the West Area Board, would be updated with
the final position following the consultation.

Noted the report

Complaints Management Performance

Andrew Oates, Assistant Director of Neighbourhoods & Customers
presented a report in relation to Complaints Management Performance
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following:-
e The results of the Customer Access Review highlighted that
complaints are not being managed effectively
e The TSA Standards recommendation

To improve and rectify the issues LMH have:-
e Introduced a new complaints IT software, called RESOLVE to
assist in the management and control of the process
e A new policy and procedure implemented
e Control of the processes undertaken by the Business
Development Team

g) Consider the non-confidential minutes of the Board meeting held
on the 26™ May 2010

The West Area Board noted the non-confidential minutes of the Board
held on Thursday 27" May 2010.

WE10/020 ITEM 6 - AOB

The only item raised, was in relation to First Aid. After a medical incident at
the meeting it was felt that a First Aider should be present at any meeting.

i) It was resolved that AD (NCS) discuss first aid requirements with DHNS
DATE AND TIME OF NEXT MEETING

The next meeting of the West Area Board is due to be held on Tuesday 12™
October 2010 at 5.30pm at the West Area Office, Park Road, Liverpool

Meeting concluded at 19:05 pm

94



ITEM 3F

LIVERPOOL MUTUAL HOMES (LMH)

9 ¢
REGISTER NUMBER 29998R L M ! ’

MEETING OF THE EAST AREA BOARD ot st
HELD ON THURSDAY 15TH JULY 2010 rpoct Tubdl Homes

PRESENT:

Name: Title:

Ken Hughes - Chair — LMH Board Member
Pearl Rigley - Tenant Area Board Member
Thomas Hunt - Tenant Area Board Member
Lillian Brown - Tenant Area Board Member

OFFICERS IN ATTENDANCE:

Name: Title:

Ray Ellison - Area Housing Manager (AHM)

Karen Cox - Customer Involvement Officer (CIO)

Gerry Brennan - Neighbourhood Services Manager (NSM)

Paul Worthington - Head of Repairs

Sharon Dalziel - PA

ALSO IN ATTENDANCE:

Name: Title:

Dave Kelly - HMC

APOLOGIES

Val Rogers - Tenant Area Board Member

Andrew Oates - Assistant Director Neighbourhoods and Customers
(ADNC)

Garry Croll - Assistant Director Area Based Services (ADABS)

Steve Glazebrook - HMC

Liam Robinson - Council Area Board Member

(The meeting commenced at 2.30pm)

E10/016 ITEM 1 - INTRODUCTION

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

E10/017 ITEM 2 — DECLARATIONS OF INTEREST

There were no Declarations of Interest
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E10/018 ITEM 3 — MINUTES OF PREVIOUS MEETINGS FOR APPROVAL

a)

b)

The minutes of the meeting of the East Area Board held on 15" April
2010 were considered by the meeting.

Matters arising from the minutes of the East Area Board meeting held
on 15" April 2010

e E10/011 AHM updated that Rock/Childers was on target and
that environmental work was due to begin at the end of July.

It was resolved that the East Area Board :

Noted the minutes.

E10/019 ITEM 4 — ITEMS FOR DECISION

a)

AHM presented the Performance Update for the period April to May
2010 and went on to update the East Area Board with the progress
and performance in the East Area.

e East Area is performing well compared to the other areas

e Many KPIs have shown an improvement

PR asked for more information re the waiting time for Level Access
Showers — AHM stated that an exercise was currently being
conducted with a view to bringing the LAS work programme forward

It was resolved that the East Area Board :

i) Noted the contents of the Performance Update

E10/020 ITEM S5 - ITEMS FOR INFORMATION

a)

Customer Access Review Update

NSM presented an update to the East Area Board following a value
for money exercise of customer access.

It was concluded following the exercise that the East Area Board note
the progress and changes made to date:-

e New office location to be leased at City Point, Great Homer Street

e Project Manager brought on board to get the Customer Service
Centre up and running prior to going live on 1% October 2010

e Advertisement released for a Customer Service Centre Manager,
who will hopefully be in post by September 2010

e |T scope presently being prepared
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b)

Following extensive customer consultation with the Customer
Involvement Steering Group it was recommended that LMH
customers have a single contact number for all services.

It was concluded that:-

A freephone (0800) number be in place and a local call rate number
(0300) be available for customers who use mobile telephones

Consultation is continuing with the Customer Involvement Steering
Group, staff and Tenant and Resident Associations to develop a
visual brand for the Customer Service Centre.

The East Area Board members were asked to approve the report for
information purposes

It was resolved that the East Area Board :
Noted the report
Repairs Update

Paul Worthington introduced himself as the new Head of Repairs and
presented a Repairs Service update to the East Area Board.

The content of the report covered the following areas:-

Repairs Team in LMH

The Team

Successes of 2009/10

Aims for the future

Objectives for 2010/11

Key partners and stakeholders
Feedback and contacts

The East Area Board, were updated that Paul and his team are to
look at all the policies and processes in place within the Repairs
Service and improve and re-write them where appropriate to improve
service delivery and customer needs.

It was resolved that the East Area Board :

Noted the report

ASB Update

NSM provided the East Area Board with an update on ASB following

the presentation to the Area Board at the last meeting held in
April/May 2010.
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The update provided an overview of progress since April 2010 in
particular relating to:-

e Customer Expectations & Performance
0 The dedicated Safer Estates Team & Neighbourhood
Housing Teams
o Effect of Regeneration Directorates and Investment
Programme
o Partnership working with communities and voluntary
organisations
e Reputation of Good Practice & Awards
o Community Payback
o0 Home Office Neighbourhood Area Agreement Pilot
e Satisfaction Surveys
0 Learning how to use the data to improve service
e Housing ASB Service Accreditation
o Which will test the current service

It was resolved that the East Area Board :

Noted the report

Community Initiative Fund Update

d) NSM presented a verbal update to the East Area Board in relation to
the Community Initiative Fund.

The East Area Board, were updated that:-
e Each Area Board is allocated a sum of £10,000 for Community
Initiatives
e A panel of tenants decide who will receive CIF grants
e There is currently approximately £8,000 of funding still
available in the East Area

It was resolved that the East Area Board :

Noted the update

Grounds Maintenance/Building Cleaning Update

AHM provided a verbal update to the East Area Board for information
in relation to the procurement exercise which was undertaken to
identify a suitable partner to deliver the Grounds Maintenance and
Building Cleaning Services for LMH.

Following the exercise it was concluded that upon consultation with
Leaseholders MITIE would provide the service.
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It was concluded that the East Area Board, would be updated with the
final position following the consultation.

It was resolved that the East Area Board :

Noted the update

Complaints Management Performance
f)  NSM presented a report in relation to Complaints Management
Performance following:-
e The results of the Customer Access Review highlighting that
complaints are not being managed effectively; and
e The TSA Standards recommendation

As LMH recognise that complaints are an important tool to identify
when an organisation is going well LMH have:-

e Introduced a new complaints IT software, called RESOLVE to
assist in the management and control of the process
e A new policy and procedure implemented
e Control of the processes undertaken by the Business
Development Team
It was resolved that the East Area Board :
Noted the report
9  The non confidential minutes of the Board held on Wednesday 27"
May 2010 were considered by the Area Board.

It was resolved that the Area Board :

i) Noted the non confidential minutes of the Board held on
Wednesday 27" May 2010

E10/021 ITEM 6 AOB
None

E10/022 DATE AND TIME OF NEXT MEETING
The next meeting of the East Area Board is due to be held on Thursday
14" October 2010 at 2.30pm in the East Area Office, Park Road, Montrose

Business Park, Edge Lane, Liverpool

(The meeting concluded at 4.00pm.)
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ITEM 5G

LIVERPOOL MUTUAL HOMES (LMH)

9 ¢
REGISTER NUMBER 29998R L M ‘ ’

MEETING OF THE NORTH WEST AREA BOARD ot ot Hos
HELD ON TUESDAY 20TH JULY 2010 o

PRESENT:

Name: Title:

Paul Rigby - Chair — LMH Board Member
Janet Bell - LMH Board Member

Marie Walsh - Tenant Area Board Member
Ted Higham - Tenant Area Board Member
Peter McKenna - Tenant Area Board Member
Mary Sheils - Tenant Area Board Member

OFFICERS IN ATTENDANCE:

Name: Title:

Denise Hair - Assistant Area Housing Manager (AAHM)

Paul Smith - Assistant Area Housing Manager (AAHM)

Gerry Brennan - Neighbourhood Services Manager (NSM)

Alan Spearritt - Repairs Manager

Sharon Dalziel - PA

ALSO IN ATTENDANCE:

Name: Title:

Joe Hanson - Council Area Board Member

APOLOGIES

Andrew Oates - Assistant Director Neighbourhoods and Customers
(ADNC)

Garry Croll - Assistant Director Area Based Services (ADABS)

Mike McDonnell - Area Housing Manager (AHM)

(The meeting commenced at 2.30pm)

NW10/013 ITEM 1 - INTRODUCTION

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

He went on to ask that consideration be given to appointing a Vice Chair to
the North West Area Board

Janet Bell was nominated, seconded and duly appointed as Vice Chair of
the North West Area Board

NW10/013 ITEM 2 — DECLARATIONS OF INTEREST

There were no Declarations of Interest
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NW10/014 ITEM 3 — MINUTES OF PREVIOUS MEETINGS FOR APPROVAL

a)

b)

The minutes of the meeting of the North West Area Board held on
20™ April 2010 were considered by the meeting.

There were no Matters arising from the minutes of the North West
Area Board meeting held on 20™ April 2010

It was resolved that the North West Area Board :

Noted the minutes.

NW10/015 ITEM 4 — ITEMS FOR DECISION

a)

AAHM presented the Performance Update for the period April to May
2010 and went on to update the North West Area Board with the
progress and performance in the North West Area.
e Average re-let times is high due to ASB and properties in hard
to let areas
¢ No widespread ASB on estates just pockets within estates
e In response to THs question, how can more than 100% be
collected in rents - AAHM explained this figure included arrears
of rent that had not previously been collected

It was resolved that the North West Area Board :

I) Noted the contents of the Performance Update

NW10/016 ITEMS5 - ITEMS FOR INFORMATION

a)

Customer Access Review Update

NSM presented an update to the North West Area Board following a
value for money exercise of customer access.

It was concluded following the exercise that the North West Area
Board note the progress and changes made to date:-

¢ New office location to be leased at City Point, Great Homer Street

e Project Manager brought on board to get the Customer Service
Centre up and running prior to going live on 1% October 2010

e Advertisement released for a Customer Service Centre Manager,
who will hopefully be in post by September 2010

e |T scope presently being prepared

e Information system First Adapt has been introduced to enable staff
to answer calls at first point of call.

Following extensive customer consultation with the Customer

Involvement Steering Group it was recommended that LMH

customers have a single contact number for all services.
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b)

It was concluded that:-

A freephone (0800) number be in place and a local call rate number
(0300) be available for customers who use mobile telephones

Consultation is continuing with the Customer Involvement Steering
Group, staff and Tenant and Resident Associations to develop a
visual brand for the call centre.

The North West Area Board members were asked to approve the
report for information purposes

It was resolved that the North West Area Board :
Noted the report
Repairs Update

Alan Spearritt presented a Repairs Service update to the North West
Area Board.

The content of the report covered the following areas:-

Repairs Team in LMH

The Team

Successes of 2009/10

Aims for the future

Objectives for 2010/11

Key partners and stakeholders
Feedback and contacts

The North West Area Board, were updated that New Head of Repairs,
Paul Worthington and his team are to look at all the policies and
processes in place within the Repairs Service and improve and re-
write them where appropriate to improve service delivery and
customer needs.

MS asked that Area Boards be kept informed of all key appointments
It was resolved that the North West Area Board :

Noted the report

ASB Update

NSM provided the North West Area Board with an update re ASB
following the presentation to the Area Board at the last meeting held
in April/May 2010.

The update provided an overview of progress since April 2010 in
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d)

particular relating to:-
e Customer Expectations & Performance
0 The dedicated Safer Estates Team & Neighbourhood
Housing Teams
o Effect of Regeneration Directorates and Investment
Programme
o Partnership working with communities and voluntary
organisations
e Reputation of Good Practice & Awards
o Community Payback
o Home Office Neighbourhood Area Agreement Pilot
e Satisfaction Surveys
0 Learning how to use the data to improve service
e Housing ASB Service Accreditation
o Which will test the current service

It was resolved that the North West Area Board :
Noted the report
Community Initiative Fund Update

NSM presented a verbal update to the North West Area Board in
relation to the Community Initiative Fund.

The North West Area Board, were updated that:-
e Each Area Board is allocated a sum of £10,000 for Community
Initiatives
e A panel of tenants decide who will receive CIF grants
It was resolved that the North West Area Board :
Noted the update
Grounds Maintenance/Building Cleaning Update
NSM provided a verbal update to the North West Area Board for
information in relation to the procurement exercise which was
undertaken to identify a suitable partner to deliver the Grounds

Maintenance and Building Cleaning Services for LMH.

Following the exercise it was concluded that upon consultation with
Leaseholders MITIE would provide the service.

It was concluded that the North West Area Board, would be updated
with the final position following the consultation.

It was resolved that the North West Area Board :
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NW10/017

NW10/018

f)

9)

Noted the update
Complaints Management Performance

NSM presented a report in relation to Complaints Management
Performance following:-
e The results of the Customer Access Review highlighting that
complaints are not being managed effectively; and
e The TSA Standards recommendation

As LMH recognise that complaints are an important tool to identify
when an organisation is going well LMH have:-
e Introduced a new complaints IT software, called RESOLVE to
assist in the management and control of the process
e A new policy and procedure implemented
e Control of the processes undertaken by the Business
Development Team

It was resolved that the North West Area Board :
Noted the report

The non confidential minutes of the Board held on Wednesday 27"
May 2010 were considered by the Area Board.

JB explained that there were still opportunities for Area Board
Members to observe at future Board Meetings and those interested
should contact Trish Howell.

It was resolved that the Area Board :

i) Noted the non confidential minutes of the Board held on
Wednesday 27" May 2010

ITEM 6 AOB

None

DATE AND TIME OF NEXT MEETING

The next meeting of the North West Area Board is due to be held on
Tuesday 19™ October 2010 at 2.30pm in the North West Area Office, Mark
Street, Liverpool

(The meeting concluded at 5.00pm.)
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ITEM 5H

LIVERPOOL MUTUAL HOMES (LMH)

9 ¢
REGISTER NUMBER 29998R L M ‘ ’

MEETING OF THE NORTH AREA BOARD ot ot Hos
HELD ON WEDNESDAY 21% JULY2010 !

PRESENT:

Name: Title:

Bryan McAvoy Chair — LMH Board Member
Olive Edmondson Tenant Area Board Member
Eric Hamblett Tenant Area Board Member
Richie Donoghue Tenant Area Board Member

OFFICERS IN ATTENDANCE:

Name: Title:

Jan Calland Area Housing Manager

Gerry Brennan Neighbourhood Services Manager

Sallyann Conlan PA to Director of Corporate Services

Shirley Gales Customer Involvement Officer

Paul Worthington Head of Repairs

APOLOGIES

Name: Title:

Andrew Oates Assistant Director - Neighbourhood & Customers
Garry Croll Assistant Director Area Based Services

Angela Forshaw Director of Housing and Neighbourhood Services

(The meeting commenced at 2.35pm)

NO10/008 ITEM 1 - INTRODUCTION
Bryan McAvoy The Chair of the North Area Board opened the meeting by
welcoming everybody, advising upon the format, housekeeping, process of
the meetings and formal introductions.

NO10/009 ITEM 2 — DECLARATIONS OF INTEREST

There were no Declarations of Interest

NO10/010 ITEM 3 — MINUTES OF PREVIOUS MEETINGS FOR APPROVAL

a) The minutes of the meeting of the North Area Board held on 21 April
2010 were considered by the meeting.

b) Matters arising from the minutes of the North Area Board meeting held
on 21 April 2010
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NO10/011

RD queried completion dates for Florence Melly and the Daneville.
Head of Repairs advised that only approximate dates can be given, for
specific areas he advised to call the office to confirm dates.

It was resolved that the Area Board :

Noted and agreed the minutes

ITEM 4 — ITEMS FOR DISCUSSION

a)

Performance Monitoring Quarter 4

JC (AHM) 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, which are in place.

Voids — In terms of new voids more properties had become void than
had been let. JC (AHM) went on to highlight the continuous
improvements which have been made and advised that voids are now
back down to 13.

Tenancy turnover — currently within target but expect improvements
to continue.

Complaints — within target

Hate Crime — no cases received

Rent Collection — pleased with progress but are continuing to focus
on minimising dips by undertaking a pilot text messaging exercise, out
of hours calling and running a campaign throughout the summer
period.

Current Arrears — continue with improvements to reduce levels.
Average Letting times — currently achieving 12.56 days

The Chair queried the turn around times on voids. JC (AHM) advised
that this is an average turnaround time which we aim to keep within
the target of 15 days she also confirmed the current figure of 13 voids

covers all the North Area.

Improvements — 62% currently below target due to teething problems
with new contractors.

A discussion took place in relation to the current issues with
complaints received in relation to improvement works. PW (HoOR)
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advised that inconsistencies were identified and changes to the
process should see improvement i.e. teams have now been moved in
house. All repairs should be reported to the repairs team. The Chair
also highlighted that these issues should be highlighted at Board level
and it was agreed that PW HoR would produce a report for the next
Board Meeting.

Gas Safety — 100% achieved, continue to progress no access cases.
It was resolved that the North Area Board :
i) Noted the report and the progress made in the North Area
Office and;

i) HoR to produce a complaints update report for the next Board
Meeting.

NO10/012 ITEM5 - ITEMS FOR INFORMATION

a)

Customer Access Review Update

GB (NSM) presented an update to the North Area Board following a
value for money exercise of customer access and highlight the
following:

e Customer Service Centre to be located at City Point, Great Homer
Street

e A Project Manager has been recruited to assist with the
development of the Customer Service Centre which is due to go
live on 1* October 2010

e Recruitment process has commenced to recruit a Customer
Service Centre Manager who will hopefully be in post by
September 2010

e Following on from an extensive customer consultation process it
was recommended to tie in all telephone numbers and have one
contact number. The number will be a freephone (0800) number.
There will also be a local call rate number (0300) available for
customers who use mobile telephones

e IT scope presently being prepared

e A visual branding exercise is taking place; (LMH Connect) will be
the new brand for the CSC. A communication exercise will be
carried to ensure all tenants are aware of the changes.

It was resolved that the North Area Board :

Approved the report for information purposes.
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b)

Repairs Update

Paul Worthington introduced himself as the new Head of Repairs and
presented a Repairs Service update to the North Area Board.

The content of the report covered the following areas:-

Repairs Team in LMH

The Team

Successes of 2009/10

Aims for the future

Objectives for 2010/11

Key partners and stakeholders
Feedback and contacts

PW (HoR) advised that the current repairs service policies and
processes will be reviewed and revised where appropriate to improve
service delivery and customer needs.

It was also highlighted that an inherited backlog of around 20,000
repairs have now been cleared.

It was resolved that the Area Board :

Noted the report

ASB Update

GB (NSM) provided an update to the North Area Board of the progress
so far and highlighted the following:

o Customer Expectations & Performance
0 The dedicated Safer Estates Team & Neighbourhood
Housing Teams
o Effect of Regeneration Directorates and Investment
Programme
o Partnership working with communities and voluntary
organisations
Reputation of Good Practice & Awards
o Community Payback
o Home Office Neighbourhood Area Agreement Pilot
Satisfaction Surveys have also been carried out
Housing ASB Service Accreditation
Which will test the current service

A discussion took place around different aspects of ASB within the
North Area and the different approaches used in tackling the issues.

It was also decided that partner agencies should be invited to Area
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d)

Board meetings to provide an update on the progress made on
tackling ASB within our Communities.

It was resolved that the Area Board :
i) Noted the contents of the report; and

i) GB (NSM) to arrange for partner agencies to attend the next
Area Boards to provide an ASB update.

Community Initiatives Fund
GB (NCM) updated the Board of the progress so far and advised that
the selection process is being reviewed as expected increase in

applications in December.

SG also circulated a schedule of events for the North Area for
information.

It was resolved that the Area Board :

Noted the report for information

Grounds Maintenance/Building Cleaning Update

GB (NSM) provided a verbal update to the North Area Board in relation
to the procurement exercise which was recently undertaken to identify
a suitable partner to deliver the Grounds Maintenance and Building

Cleaning for LMH.

Following the exercise it was concluded that upon consultation with
Leaseholders MITIE provide the service.

The Chair advised that a Government Minister recently visited the Alt
Valley area.

GB advised the North Area Board, would be updated with the final
position following the consultation.

It was resolved that the Area Board :
Noted the report
Complaints Management Performance

GB (CSM) presented the report in relation to Complaints Management
Performance.

Following on from the results of the Customer Access Review it was
identified that there were several inconsistencies within the complaints
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processes.

To ensure improvement in performance LMH have implemented the
following:

e RESOLVE software to assist in the management and control of
the process
e A revised policy and procedure now in place
e Centralising the control and management of complaints — this is
now held within the Business Development Team
It was also suggested that the minutes of all Area Boards be included
on the agenda for information.

It was resolved that the Area Board :

Noted the report for information purposes and GB (CSM) to arrange
for minutes of other Area Boards be included in papers.

g) Consider the non-confidential minutes of the Board meeting held
on the 26" May 2010

Noted the non confidential minutes of the Board held on 25" February
2010

NO10/013 ITEM 6 — ANY OTHER URGENT BUSINESS
Area Board Members

EH highlighted that he has not received any interest in tenants wanting to
be on the Area Board.

GB advised that the AGM is due to take place in August. He also advised
on the proposed new structure which LMH are moving towards which will
involve the following :

- Scrutiny Panel

- LMH Academy

- Tenants Assembly

The proposal has been through a consultation process and will be
presented to July’s Board.

Area Board Minutes
It was agreed that all minutes from each of the Area Boards be shared for
information.

NO10/014 DATE AND TIME OF NEXT MEETING

The next meeting of the North Area Board is due to be held on Wednesday
21° October @ 2.30pm

(The meeting concluded at 15.50pm)
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