




 
SE011 % Satisfied with the way the ASB case was handled

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 63.83% Current Target   

Last Update 

Note June figure amended as 5 more surveys completed by voluntas resulting in a drop in % overall satisfaction  
 

 



 
VA001 Total number of voids at period end (General Needs & Sheltered)

 

 

Traffic Light Icon 
 

Short 
Term 
Trend 
Arrow 

 
Long Term Trend Arrow 

 
Expected Outcome Icon 

Current Value 180 Current Target 118 

Last Update 

Note 

Explanation of current performance  
 
The 2nd QTR had seen an increase in the number of voids as a result of:  
 
* an increase in the number of new voids during September;  
* an increase in the number of voids needing improved kitchens and bathrooms;  
* delay letting long term voids in North West as a result of outstanding utility supply works that are scheduled for completion by mid-November 2011.  
*Contractor delays.  
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Corrective action to be taken  
 
Discussions with HMS continue and the decision to release management voids to 4 sub contractors in addition to the appointment of agency staff will help us to 
drive the number down, but it is unlikely we will see an improvement until the end of December 2011.Improvement work on the Supported Bedsits is progressing 
well, but there are some delays because of the need to provide temporary accommodation for 3 residents who will only consider Aigburth where there is a very low 
turnover of suitable accommodation.  
 
Impact of actions and timescales  
 
We are now 88 away from our stretch target and our ability to achieve the target depends upon successfully letting the 18 long term voids in North West, the timely 
handover of the 23 supported bedsits and an improvement in performance by HMS  
will support us meeting the stretch target by year end.  
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VA002 % Voids Vacant & Available to Let (General Needs & Sheltered)

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 0.78% Current Target 0.45% 

Last Update 

Note 

Explanation of current performance  
 
The 2nd QTR has seen an increase in the overall number of management voids as a result of:  
 
* an increase in the number of new voids in September;  
*Contractor performance;  
* an increase in the requirement to provide improvement kitchens and bathrooms in voids.  
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Corrective action to be taken  
 
The number of management voids have doubled since the beginning of the financial year and we are now 49 away from the stretch target. The combined efforts of 
Technical Services, HMS and all staff in Housing and Neighbourhood Services continues to be crucial if we are going to achieve our end of year target. Discussions 
with HMS continue and the decision to appoint 4 sub contractors, together with the use of agency staff will help us to get back on track, but we are unlikely to see 
an improvement until the end of December 2011.  
 
Impact of actions on timescale  
 
To achieve the end of year target  
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VA003 % Voids Vacant & Unavailable to Let (General Needs & Sheltered)

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 0.42% Current Target 0.35% 

Last Update 

Note 

Explanation of current performance  
 
The number of long term voids has marginally increased over the latter period of the 2nd QTR although the QTR has seen an overall reduction. This is attributed to 
a combination of receiving a number of unauthorised occupants and the need to decant tenants from the supported bedsits to facilitate improvement works. In 
addition, delays with the utility supply works on the Fountains Road Estate, Dryburgh Way and Walton Road continue to affect our ability to let the properties, but 
we have been advised work on the Fountains Estate will be complete by the end of October and Walton Road will be complete by mid November. If work goes ahead 
as planned, we should be able to let all of these properties by the end of November. The absence of electricity supplies to the long term voids in the North West 
further compounds the delay in letting because many of the flats may also need external and internal ground work. This will delay installing the communal doors 
and lights - both of which need an electricity supply and will create additional delays installing meters and it is for this reason the earliest we will be able to let these 
properties is the end of November.  
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Corrective action to be taken  
 
All of the properties have been provisionally accepted and tenants will be available to move in as soon as the utility supplies are resolved.  
 
Impact of actions and timescales  
 
Our ability to achieve the stretch target now rests with the  timely completion of the supported bedits and resolving the issues associated with the utilities on the 
Fountains Estate and Walton Road  
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VA005 % Tenancy Turnover (General Needs & Sheltered)

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 6.71% Current Target 7% 

Last Update 

Note 

Explanation of current performance  
 
Over the 2nd QTR there has been a significant increase in tenancy turnover particularly during the latter period, however, the cumulative performance continues to 
be within target. There are no significant changes to the main reason for the number of voids, with the primary reasons falling into the following categories, but 
there have been some increases in some of the reasons and an overall reduction in the number of internal transfers.  
 
Reason and proportion 
Death 16.7% 
Residential Home 9.2% 
Abandoned 11% 
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Moving to family/friends 6.4% 
Moving to Private Landlord 10.3% 
Rehoused by another HA 10.6% 
Internal transfer 9.6% 
Sub Total 73.8%  
 
Corrective actions to be taken  
 
The combined impact of death and tenants moving to residential accommodation is 25.9% which we are clearly unable to influence. The level of abandonment will 
be examined further when data from Mosaic is available later in the year. The launch of the exchange scheme has been delayed because of IT problems with the 
supplier - Abritas, but when resolved, it will go some way to facilitate moves without creating a void and may help us to reduce the number of voids created as a 
result of tenants returning to live with family/friends and those moving to private landlord accommodation.  
 
Impact of actions on timescales  
To meet the end of year target.  
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VA009 Average Relet Times Days (General Needs & Sheltered)

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 16.83 Current Target 23 

Last Update 

Note 

Explanation of current performance  
 
The 2nd QTR has seen a reduction in the relet time, this is attributable to the delay in completion of void works and with properties awaiting new bathrooms and 
kitchens.  
 
Corrective action to be taken  
 
Following addressing the backlog of void properties it is likely there will be an increase in the average period to relet properties but this will be mitigated by the fact 
that we will be in a position to discount any major works carried out on the properties. In addition, the focus will continue on letting properties as quickly as possible 
to help us achieve our revised stretch target.  
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Impact of actions on timescale  
 
To achieve our stretch target for the year end.  
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Focus on Viability and Strength 
 
CCM017 % Tenants on whom the Landlord has diversity information: Age

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 96.2% Current Target 100% 

Last Update 

Note 

Explanation Current Performance 
At the end of the second quarter 2011.12 we held age profiling data on 96.2% of our tenants which is an increase of 0.6% on the previous quarter. At the end of 
the second quarter we are 3.8% short of our target of having a 100% age profile for our tenants.  
 
Actions to be taken  
During the third and fourth quarter of 2011.12 we shall be personally contacting all tenants with missing or incorrect dates of birth to ensure the correct details are 
loaded into our systems. Once this exercise is complete we shall achieve our target.  

 
51



 
Expected Outcomes  
Have 100% age profiling data for all our tenants by March 2012  
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CCM018 % Tenants on whom the Landlord has diversity information: Gender

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 100% Current Target 100% 

Last Update 

Note Explanation of Results Target achieved 100% Tenant gender profile  
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CCM019 % Tenants on whom the Landlord has diversity information: Ethnicity

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 88.5% Current Target 96.14% 

Last Update 

Note 

Explanation Current Performance 
At the end of the second quarter 2011.12 we held ethnicity profiling data on 88.5% of our tenants which is an increase of 0.5% on the previous quarter. At the end 
of the second quarter we are 7.5% short of our target of having a 96% ethnicity profile for our tenants.  
 
Actions to be taken  
During the third and fourth quarter of 2011.12 we shall be personally contacting all tenants with missing data to ensure were possible the gaps are closed and the 
correct details are loaded into our system.  
 
We shall also use all future events involving customers to encourage completion of profiling forms.  
 
Expected Outcomes  
Achieve our target 96% ethnicity profiling data for all our tenants by March 2012  
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CCM020 % Tenants on whom the Landlord has diversity information: Disability

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 75.3% Current Target 80% 

Last Update 

Note 

Explanation Current Performance 
At the end of the second quarter 2011.12 we held disability profiling data on 75.3% of our tenants which is an increase of 1.96% on the previous quarter. At the 
end of the second quarter we are 4.7% short of our target of having a 80% disability profile for our tenants.  
 
Actions to be taken  
During the third and fourth quarter of 2011.12 we shall be personally contacting all tenants with missing information to ensure the correct details are loaded into 
our systems. Once this exercise is complete we shall achieve our target.  
 
Expected Outcomes  
Have an 80% plus disability profile for all our tenants by March 2012  
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CCM021 % Tenants on whom the Landlord has diversity information: Sexuality

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 85.2% Current Target 82% 

Last Update 

Note 
Explanation of Results Target achieved.  
Actions to be taken Efforts will be made to maximise collection of this data  
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CCM022 % Tenants on whom the Landlord has diversity information: Religion or Belief 

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 84.6% Current Target 84% 

Last Update 

Note 

Explanation Current Performance 
Target achieved.  
Actions to be Taken  
We shall continue to collect data to maximise profile  
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HR001 % Short Term Sickness 

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 1.8% Current Target   

Last Update 

Note 

Explanation of Current Position Short term absence levels have decreased since the previous month. A total of 12 cases of short term absence cases were 
recorded for September, all 12 cases have since returned to work.  
Corrective Actions to be Taken HR have contacted the managers of the employees absent during September for them to confirm the employee's Bradford Factor 
score in order to ensure that appropriate action is undertaken.  
Expected Impact of Actions and Timescales 31 October 2011.  
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HR002 % Long Term Sickness 

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 2.9% Current Target   

Last Update 

Note 

Explanation of Current Position The long term absence figures have remained the same this month. There were 9 employees who were absent due to long term 
sickness during September 2011. Out of the 9 cases; 3 employees have returned to work and 6 employees remain absent.  
Corrective Actions to be Taken The remaining 6 employees are being dealt with under the long term sickness procedure which includes regular absence support 
meetings and OH referrals and progression to first stage capability where applicable. Four employees are due to  return to work in October, of the two employees 
remaining absent; one has requested voluntary severance which is being considered the other will progress under the sickness absence procedure  
Expected Impact of Actions and Timescales 31 October 2011  
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HR003 % Staff Turnover

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 2.67% Current Target   

Last Update 

Note 

Explanation of Current Position Three employees left LMH in September 2011, overall staff turnover remains low.  
Corrective Actions to be Taken Two exit interviews were conducted. The reason for the employees leaving LMH was due to voluntary resignation; one was 
relocating to London and the other had been offered a significant pay increase by another organisation. Within the exit interviews both employees had stated that 
they had enjoyed working for LMH and would work again for LMH in the future. The other leaver was not interviewed as it was not appropriate as they were leaving 
LMH due to the expiry of their fixed term contract.  
Expected Impact of Actions and Timescales All leavers to be reviewed on a individual basis  
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HR009 Average working days lost due to sickness absence

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 1.92 Current Target 2.08 

Last Update 

Note 
Explanation of Current Position The total of number of sickness absence days for September is 260.5 which includes 67.5 days short term absence & 193 days 
long term absence. The FTE for September is 287.04.  
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IG002 % Current tenant arrears (General Needs and Sheltered)

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 4.47% Current Target 4.34% 

Last Update 

Note 

Explanation of current performance  
 
The second QTR has seen a reduction in the level of current tenant arrears but just short of the target of 4.34%. This is attributable principally to the level of HB 
suspensions as a result of customers being transferred from one benefit to another as part of the implementation of the government's welfare reforms.  
 
Corrective action to be taken  
 
LMH has run a successful campaign throughout the summer period to aid rent recovery and minimise customers falling into arrears, however, the HB suspension 
problem is beyond LMH's control and something all social housing landlords are having to manage. A robust performance scrutiny of arrears recovery is being 
maintained and the income management service is being supported by the tenancy management service in lobbying customers whose HB has been suspended. 
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Tenants with suspended HB claims have four weeks to resolve any queries with their benefit application and subject to resolution within that period the claims will 
be reinstated from the point of suspension. The risk is, that a number of customers fail to respond within the time period resulting in a break in their claim and rent 
arrears.  
 
Impact of actions on timescale  
 
If the level of HB suspensions continues with the current numbers this will bring pressure on both the income & tenancy management services; there is a risk that 
the target will not be achieved under those circumstances but organisational resources will be regularly reviewed subject to the number of suspended HB cases 
notified.  
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IG003 % Former Tenant Arrears (General Needs and Sheltered)

 

 

Traffic Light Icon 
 

Short 
Term 
Trend 
Arrow 

 
Long Term Trend Arrow 

 
Expected Outcome Icon 

Current Value 0.79% Current Target 0.75% 

Last Update 

Note 

Explanation of current performance  
 
Performance over the 2nd QTR is marginally short of the target  
 
Corrective action to be taken  
 
To ensure cases continue to move through the FTA write-off process  
 
Impact of actions on timescale  
 
To achieve the year end target.  
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IG004a % Rent Collected excluding arrears brought forward (General Needs and Sheltered)

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 99.09% Current Target 99.41% 

Last Update 

Note 

Explanation of current performance  
 
The 2nd QTR has seen continuing pressure on rent collection resulting in a mixed performance over the 3mths; in anticipation of a seasonal challenging QTR over 
the summer months LMH ran a campaign targeting cases vulnerable to falling into arrears that was successful during the mid QTR period delivering a collection rate 
of 101.11%. However, the latter period saw a drop in performance that is attributable to a significant increase in the number of HB suspensions totalling 419 for the 
four week period in comparison to the average of 250. The suspensions are as a result principally of customers moving from one benefit to another as part of the 
Government's planned welfare reforms. The latter two periods also saw sustained effective performance in cash collection indicating the continuing success of the 
seasonal campaign.  
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Corrective action to be taken  
 
Although there is an ongoing robust performance scrutiny on rent collection and arrears management the level of HB suspensions is outside of LMH's control and 
something all social housing landlords are having to manage. The operational focus has now moved to contacting all customers whose HB claims have been 
suspended in order to advise them of the circumstances and lobby them to submit a new claim to Revenues & Benefits or submit requested information. The income 
management team are being supported by the tenancy management teams in this action. In addition we are also:-  
 
*Developing our winter income maximisation campaign  
* Bringing additional resources to support the recovery process.  
* In conjunction with other RSL's reviewing the SLA with Revenues & Benefits service.  
*Reviewing our pre-tenancy advice and sign processes.  
 
Impact of actions on timescale  
 
The cumulative position at the end of the 2nd QTR has resulted in a revised forecast for the year end of 99.38% and this will be reflected in the financial report and 
an adjustment to the annual target.  
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IG005 Rate of Collection of Former Tenant Arrears

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 5.73% Current Target 3.47% 

Last Update 

Note 

Explanation of current performance  
 
Performance over the 2nd QTR is meeting the target  
 
Corrective action to be taken  
 
To sustain current performance  
 
Impact of actions on timescale  
 
to meet the year end target  
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IG006 % Rent written off as a % of Annual Rent Debit

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 0.47% Current Target   

Last Update 

Note 

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

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 0.05% Current Target   

Last Update 

Note 

Explanation of current performance  
 
The 2nd QTR saw 8 tenants being evicted due to persistent refusal to meet their rent payment obligations equivalent to 0.05% of our tenants. This was a reduction 
in the number of cases in comparison to the previous QTR.  
 
Corrective action to be taken  
 
LMH's rent recovery and eviction policy is guided principally by compliance with the court protocol resulting in warrants being pursued against cases who are either 
wilfully refusing to adhere to a repayment agreement or refusing to engage with the recovery service.  
 
Impact of actions on timescale  
 
There is no end of year target however performance on this KPI is broadly mirroring that of 2010/11  
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VA004 % Rent Lost Through Vacant Properties (General Needs & Sheltered )

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 1.05% Current Target 1% 

Last Update 

Note 

Explanation of current performance  
 
The 2nd QTR has seen quite a significant increase in the rent loss on voids which is the combined result of:  
 
* an increase in the number of voids during the period  
*Performance of the contractor  
* an increase in the number of voids needing improved kitchens and bathrooms;  
* delays letting long term voids in North West linked to outstanding utility supply works  
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Corrective action to be taken  
 
The decision to appoint sub contractors and agency staff will help to drive the number of outstanding voids down, but it will not help with the rent we have lost 
during this period. However, when we let the flats on the Fountains Estate/Walton Road and complete the refurbishment of the supported bedsits it will help us to 
get back on track.  
 
Impact of actions on timescale 
 
To achieve the end of year stretch target.  
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VA012 % Lettings to BME

 

 

Traffic Light Icon  

Short 
Term 
Trend 
Arrow 

 Long Term Trend Arrow  Expected Outcome Icon 

Current Value 12.87% Current Target   

Last Update 

Note 

Explanation of current performance 
Although we exceeded the target set last year the pattern of performance fluctuated throughout the year and a target has not yet been set for this year. 
Performance for this period has slipped slightly this month, but we continue to achieve very good levels of performance.  
Corrective actions to be taken 
A detailed analysis of demand and lettings is currently underway and will be used as the basis for setting a target for this year.  
Impact of actions on timescale 
No comment at this stage  
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Operational Plan: Year 4 
 
Generated on: 18 October 2011 
 

 
 

Action Status 

 Cancelled 

 Overdue; No longer assigned 

 
Unassigned; Not Started; Check 
Progress 

 Resuming; In Progress; Assigned 

 Completed 
 

  

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

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 

Develop the 
'LMH Service 
Offer' 

CC01/01/00
1 

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

 
 

31-Mar-2012 31-Mar-2012  

Ward Based Intervention Plans have 
been developed following extensive 
consultation with residents and 
partners/ stakeholders in April / May 
2011. Budgets linked to interventions 
were agreed in June 2011. Since then 
Service Managers have been ensuring 
frontline service teams are working 
with residents and partners to deliver 
the priorities across the wards where 
LMH manage homes. In November 
2011 we shall be reviewing expenditure 
to date to ensure we are and will 
address the key priorities identified by 
residents and partners.  

13-Oct-2011 

 

Develop the 
'LMH Service 
Offer' 

CC01/01/00
2 

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

 
 

31-Mar-2012 31-Mar-2012  

Review is progressing well:-  
 
Project team established and customer 
consultation commenced; on target for 
producing revised draft for EMT 
consideration & board December \ 
January 2011/12  

09-Sep-2011 

 

Enhance 
'independent 
living' 

CC02/01/00
1 

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

 
 

31-Mar-2012 31-Mar-2012  

The increased use of Sheltered Housing 
Schemes as community hubs will be an 
outcome from the VFM Review of 
Sheltered Housing, which will 
commence in October 2011. Already 
discussion's have taken place with 
partners on hosting activities from our 
schemes these include IT Skills, 
developing community cafes and a 
maple Fruit and Veg Store in 
partnership with Liverpool PCT. Wide 
representation from partners on the 
VFM Steering Group will hopefully 
stimulate ideas for greater use of 

12-Oct-2011 
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Dates 
Status Latest Note 

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

Date 

community facilities as well as looking 
at growth options linked to community 
facilities for example Extra Care 
Housing.  

 

Invest in 
localities and 
communal 
spaces 

CC03/01/00
1 

Develop an 
Environmental 
Improvement 
Programme 
which 
incorporates 
broader 
community 
opportunities 

 
 

31-Mar-2012 31-Mar-2012  

We have now developed 28 pilot sites 
which will have completed consultation 
with staff and customers by the end of 
October 2011, with a further 61 due to 
have initial designs completed by end 
of November, a full programme for the 
delivery of all plans and consultation 
will be available by December 2011  

14-Oct-2011 

 

Invest in 
localities and 
communal 
spaces 

CC03/01/00
2 

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

 
 

31-Mar-2012 31-Mar-2012  

The new revised environmental service 
arrangements are approaching 
completion; Sheltered and block 
cleaning services have been TUPE'd into 
HMS and the remaining estate assistant 
team will transfer on 1st November 
2011.The new arrangements will be 
communicated and promoted to 
customers via an article in the 
December edition of the tenants 
newsletter and via a distribution of the 
grounds maintenance programme to all 
blocks; the programme will be 
contained also on the LMH website and 
performance will be monitored by the 
LMH scrutiny arrangements and revised 
client management arrangements.  

09-Sep-2011 

 

Mobilise and 
motivate our 
customers 

CC04/01/00
1 

Further develop 
LMH TV to 
support 
inclusion and 
involvement 

 
 

31-Mar-2012 31-Mar-2012  

LMH TV is being used as part of a city 
wide youth inclusion project focusing 
on and supporting the "Its Liverpool" 
campaign. Will also be used to support 
LMH youth strategy, in particular the 
work ongoing with Clubmoor youth 
panel.  

29-Sep-2011 

 

Mobilise and 
motivate our 
customers 

CC04/01/00
2 

Deliver a 
calendar of 
events to 

 
 

31-Mar-2012 31-Mar-2012  

All Impact Days have now been 
completed feedback gained will be 
collated into a report summarising the 

13-Oct-2011 
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Status 
Icon Parent Title Action Code Action Title Description 

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

generate 
community 
spirit, civic 
provide and 
tangible 
engagement 
opportunities 

views of residents across the city as 
well as details of other outcomes from 
the events. This will be published by 
the end of November 2011.  

 

Mobilise and 
motivate our 
customers 

CC04/01/00
3 

Develop a 
Financial 
Inclusion 
Strategy 

 
 

30-Sep-2011 30-Sep-2011  

The Financial Inclusion Strategy has 
now been written and is awaiting 
approval for EMT in October. Following 
approval this strategy will be presented 
to Customer Experience Committee in 
November 2011.  

18-Oct-2011 

 

Capitalise on 
the 
opportunities 
we have to 
deliver local 
training 

CC06/01/00
1 

Create new 
apprenticeships 
and continue to 
work with 
partner 
agencies 

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

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

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 

Effectively 
support the 
supply of 
suitable 
housing 

EG01/01/00
1 

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

 
 

30-Sep-2011 31-Dec-2011  

LMH are progressing the Barlow Street 
Scheme. Other schemes are currently 
being considered and land acquisition 
negotiations are taking place with the 
City Council.  

18-Oct-2011 

 

Effectively 
support the 
supply of 
suitable 
housing 

EG01/01/00
2 

Develop and 
implement 
LMH's 
Sustainability 
Strategy 

 
 

31-Mar-2012 31-Mar-2012     

 

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

EG03/01/00
1 

Mobilise our 
new repairs 
service 

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

30-Sep-2011 30-Sep-2011  

HMS went live on 5th July 2011 and 
formal contracts were signed Oct 2011, 
the service has an action plan in place 
to ensure that progress is made across 
all areas of service delivery  

14-Oct-2011 

 

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

EG03/01/00
2 

Develop a 
growth strategy 

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

31-Dec-2011 31-Dec-2011     

 

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

EG05/01/00
1 

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

 
 

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

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

Date 

green 
organisation 

 

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

EG06/01/00
1 

Investigate 
opportunities 
relating to the 
government's 
Empty Homes 
Programme 

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

31-Mar-2012 31-Mar-2012     

 

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

EG07/01/00
1 

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

 
 

30-Sep-2011 31-Dec-2011  

Growth and Enterprise strategy drafted. 
Consultation with Board and Leadership 
Team in progress. Our new Assistant 
Director (Enterprise) who will drive the 
approach to enterprise starts at LMH on 
the 31st October 2011.  

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

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 

Maximise and 
outperform 
robust 
assumptions of 
the business 
plan 

VS01/01/001 

Outperform the 
2011/12 Budget 
whilst meeting 
customer 
expectations 

 
 

31-Mar-2012 31-Mar-2012  

Budget only being out-performed due 
to Improvement programme 
underspend. This is a risk.  

17-Oct-2011 

 
Deliver value 
for money 

VS02/01/001 
Embed VFM 
throughout the 
organisation 

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

31-Mar-2012 31-Mar-2012     

 
Deliver value 
for money 

VS02/02/002 

Develop and 
implement 
LMH's Customer 
Insight Strategy 

 31-Dec-2011 31-Dec-2011  

First customer insight report was 
presented to Customer Experience 
Committee in August. Customer Insight 
has been used to profile which groups 
of tenants are most at risk of falling 
into rent debt and getting involved in 
the gas no access procedure. Meetings 
have taken place with both operational 
teams during September to agree a 
series of actions that will use customer 
insight to target resources and bespoke 
intervention more accurately.  

29-Sep-2011 

 
Deliver value 
for money 

VS02/02/003 

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

 31-Mar-2012 31-Mar-2012  

Mobile solution in place for Rents team, 
Surveyors, Project Officers - approx 70 
users  
SMS texting solution in place - 
currently configured to send text 
message for acknowledgement to 
customer. Adhoc text messaging 
solution in place with Customer 
Involvement team to get residents 
involved. Working with Rents team to 
set up for a number of arrears actions.  

13-Oct-2011 
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Icon Date 
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CRM - Complaints / Complements 
workflow now live. Aids & Adaptations 
Minor Works to go live w/b 17th 
October. Rents workflow development 
commenced.  
CRM / Orchard electronic document 
management now live and being 
utilised by Complaints workflow  
Orchard Housing transition workshop to 
commence December 2011  

 

Maintain high 
standards of 
governance 

VS04/01/001 

Deliver all 
internal audit 
recommendatio
ns 

 
 

31-Mar-2012 31-Mar-2012  

All actions due for delivery by the end 
of September have been completed. 
These will be signed off at October A 
and G.  

29-Sep-2011 

 

Maintain high 
standards of 
governance 

VS04/01/002 
Apply for and 
achieve 
ISO141001 

 
 

31-Mar-2012 31-Mar-2012  

Training of project team and champions 
carried out. Environmental workshop 
for all staff to take place at the LMH 
conference in November. 
Environmental policy written to go to 
October board for approval. Objectives 
are currently being developed and will 
be signed off by end of October. Date 
to be arranged for Stage 1 of the audit 
to be carried out in December 2011.  

13-Oct-2011 

 

Maintain high 
standards of 
governance 

VS04/01/003 

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

 
 

31-Dec-2011 31-Dec-2011     

 

Maintain high 
standards of 
governance 

VS04/01/004 

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

Deliver actions and 
promotional material 
to make customers 
and partners aware 
that LMH has a Single 
Equality Scheme in 
place  

31-Mar-2012 31-Mar-2012  

E & D Manager will be visiting any 
tenants & residents associations who 
are unable to/do not attend the 
conference to talk about equality and 
diversity and the Single Equality 
Scheme framework. Articles to also 
continue to be placed on the website 
and in the customer newsletter.  

14-Oct-2011 
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Parent Title Action Code Action Title Description Original Due Due Date Progress Bar Latest Status Update 
Icon Date 

Date 

 

Maintain high 
standards of 
governance 

VS04/01/005 

Review the 
composition of 
the LMH Board 
and 
membership 

 
 

31-Mar-2012 31-Mar-2012  

There are currently 2 tenant Board 
member vacancies that will be recruited 
against during Q3. Following this 
exercise a review will take place in Q4.i  

29-Sep-2011 

 

Control and 
manage all key 
risks 

VS05/01/001 

Embed risk 
management by 
delivering the 
Risk 
Improvement 
Plan 

 
 

31-Mar-2012 31-Mar-2012     

 

Complete and 
deliver all LMH 
promises made 
at transfer 

VS06/01/001 

Meet all 
2011/12 Stock 
Transfer 
promises 

 
 

31-Mar-2012 31-Mar-2012  

Update report going to LCC end of 
September 2011. All promises either 
completed or on track.  

29-Sep-2011 

 

Employee 
engagement 
and staff 
wellbeing 

VS07/01/001 

Deliver 
Investors in 
People 
assessment 
recommendatio
ns and secure 
gold award 
status 

 
 

31-Mar-2012 31-Mar-2012  

Coaching 
The LMH Coaching programme is 
progressing well. The Coaches have 
completed their two day training and 
are now half way through their training 
coaching sessions. HR will launch the 
programme on 17 October 2011 by 
utilising various communications aimed 
to encourage employee engagement in 
the programme.  
Management capabilities / 
development 
The two day first line management 
training course has taken place in 
October and the remaining employees 
will attend the training scheduled for 
November. The session attended by 
team leaders introduced them to all HR 
policies and processes and first line 
management skills.  
People Involvement  
The Best survey was launched on 29 
September and is due to close today, 
13 October 2011. Currently the 
employee response rate is over 82%.  

13-Oct-2011 
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Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 

Employee 
engagement 
and staff 
wellbeing 

VS07/01/002 

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

 
 

31-Dec-2011 31-Dec-2011  

The online organisation questionnaire 
went live on 29 September and is due 
to close today 13 October 2011, the 
current response rate is at 82%.  

13-Oct-2011 
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Delivery of Offer Document Promises 
 
Generated on: 18 October 2011 
 

 
 

Action Status 

 Cancelled 

 Overdue; No longer assigned 

 
Unassigned; Not Started; Check 
Progress 

 Resuming; In Progress; Assigned 

 Completed 
 

  

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

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 
Affordable 
Rents 

TP/03/062 
Breakdown of 
service charges 

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

31-Mar-2013 31-Mar-2013  

Between October 2011 and March 2012 
LMH will undertake a Value for Money 
Review of Sheltered Housing this will 
include looking at the services charges 
for residents of sheltered housing 
asking the question do they provide 
VFM Residents of Sheltered Schemes 
will be fully consulted and have an 
opportunity to have their say.  

21-Sep-2011 

 
Affordable 
Rents 

TP/03/063 

Rent increase in 
compliance with 
government 
policy - Rent 
levels 

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

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

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 

Delivering 
Balanced 
Communities 

TP/06/132 

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

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

31-Mar-2013 31-Mar-2013  
E & D Policy now available in leaflet 
format and on website and intranet  

06-Sep-2011 

 

Delivering 
Balanced 
Communities 

TP/06/133 

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

The Board will agree 
and set equality and 
diversity targets 
annually in line with 
continuous 
improvement and the 
Tenant Services 
Authority and good 
practice guidance. 
Performance against 
these targets will be 
reported on and 
monitored by the 
Board annually  

31-Mar-2013 31-Mar-2013  

Annual Report sets out the TSA's 6 
standards and what LMH has achieved 
and is intending to do. Equality & 
diversity will be monitored by both the 
Board and the Scrutiny Panel as part of 
the tenant empowerment standard.  

16-Sep-2011 
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Delivery of Home Improvements 
 
Status 
Icon Parent Title Action Code Action Title Description 

Dates 
Original Due 
Date 

Due Date Progress Bar Latest Status Update 
Latest Note 
Date 

 

Delivery of 
Home 
Improvements 

TP/01/001 

To ensure that 
all homes have 
double glazed 
windows 

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

31-Mar-2013 31-Mar-2013  

After installing over 60,000 windows 
LMH is now only tackling the final few 
properties within conservation areas, 
the process of identifying the solution 
for a conservation area and getting it 
approved with the conservation and 
planning department can be time 
consuming. LMH are now down to the 
final 50 properties that require works 
carrying out, it is anticipated that 
should planning permission be achieved 
these properties will be completed this 
financial year.  

21-Sep-2011 

 

Delivery of 
Home 
Improvements 

TP/01/002 

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

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

31-Mar-2013 31-Mar-2013  

LMH have now installed in excess of 
16,000 front and rear doors and 
installed over 60,000 double glazed 
UPVc windows. Security improvements 
are also underway to blocks of flats 
with the installation of new front and 
rear security doors and fob accessed 
intercom systems completed to over 
300 of our 700 blocks, the remainder of 
which are all programmed to be 
completed 2011-12.  

21-Sep-2011 

 

Delivery of 
Home 
Improvements 

TP/01/003 

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

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

31-Mar-2013 31-Mar-2013  

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

16-Mar-2011 
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Parent Title Action Code Action Title Description Original Due Due Date Progress Bar Latest Status Update 
Icon Date 

Date 

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

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

 

Delivery of 
Home 
Improvements 

TP/01/004 

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

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

31-Mar-2013 31-Mar-2013  

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

07-Dec-2010 

 

Delivery of 
Home 
Improvements 

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

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

31-Mar-2013 31-Mar-2013  

The programme of loft insulation 
upgrades and cavity wall installation 
has now almost been completed with 
the only remaining properties being no 
access or require some remedial action 
to enable the works to be completed 
i.e. infestation, minor repairs, and 
cluttered loft space preventing access, 
LMH are currently working through 
these issues and are planning them in 
as they become available.  

21-Sep-2011 

 
Delivery of 
Home 

TP/01/006 
To provide 
homes with 

LMH will put in place a 
programme to bring 

31-Mar-2013 31-Mar-2013  
The Bathroom replacement element of 
the LMH Improvement Programme 

30-Sep-2011 
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Improvements modern 
bathrooms 

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

commenced in April 2009 and has seen 
good progress with over 9500 
bathrooms renewed to date. The work 
has seen the installation of high quality 
products including a shower over all 
baths and level access facilities for 
properties where a current adaptation 
need had been identified by the 
occupational therapist. LMH has also 
incorporated structural and layout 
improvements to existing bathrooms as 
necessary, which includes the 
integration of separate bathing and WC 
facilities into one room at the 
customer's request.  

 

Delivery of 
Home 
Improvements 

TP/01/007 

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

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

31-Mar-2013 31-Mar-2013  

LMH have a landscape designer who 
has been developing designs to 
improve the communal areas of blocks 
and work with the area management 
teams and customers to improve 
existing hard and soft landscaping, 
producing an outline plan for each site.  

21-Sep-2011 

 

Delivery of 
Home 
Improvements 

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

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

31-Mar-2013 31-Mar-2013  

LMH continue to replace any lead mains 
as they are identified during the 
investment works, these are now 
occurring very seldom and it is 
anticipated that very few lead mains 
are still to be identified and replaced.  

21-Sep-2011 

 

Delivery of 
Home 
Improvements 

TP/01/009 

To ensure that 
homes are 
weather tight 
properties 

LMH will put in place a 
programme to bring 
homes up to the LMH 
Standard within five 

31-Mar-2013 31-Mar-2013  

LMH has renewed the roof covering to 
over 1500 properties to date and have 
also replaced rainwater goods to over 
400 low rise blocks of flats to prevent 

07-Dec-2010 
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years which will mean 
that new roofs will be 
provided where 
needed.  

water ingress from the existing 
damaged and leaking gutters.  

 

Delivery of 
Home 
Improvements 

TP/01/010 

To ensure that 
all homes have 
modern 
electrical 
systems 

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

31-Mar-2013 31-Mar-2013  

LMH continue to test electrical systems 
during the investment programme and 
rewire or upgrade as necessary to date 
LMH have improved the electrical 
installations to over 9500 homes  

21-Sep-2011 

 

Delivery of 
Home 
Improvements 

TP/01/011 

Better facilities 
provided in 
Sheltered 
Schemes in 
terms of 
accessibility 

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

31-Mar-2013 31-Mar-2013  

LMH have now completed improvement 
works to sheltered flats in 11 of the 17 
schemes and are currently on site in a 
further 3 schemes. the remaining 3 
schemes are currently being planned 
with the intention of completing these 
blocks during 2011-12 financial year.  

21-Sep-2011 

 

Delivery of 
Home 
Improvements 

TP/01/012 

To ensure that 
LMH homes are 
maintained to 
the LMH 
Standard 

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

31-Mar-2013 31-Mar-2013  

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

07-Dec-2010 

 

Delivery of 
Home 
Improvements 

TP/01/013 

To ensure that 
all homes are 
structurally 
secure and to 

LMH will have a budget 
of over £32m in its 
business plan to 
ensure that properties 

31-Mar-2013 31-Mar-2013  

The majority of work to LMH's Non 
traditional stock has now been 
completed, there is approximately 250 
properties still to complete. The lions 

21-Sep-2011 
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address LMH 
non traditional 
built housing 

with inherent 
structural problems or 
defects are made 
structurally sound and 
properly insulated. 
LMH will consult with 
tenants on how to do 
this and works could 
include the possibility 
of selective 
regeneration works 
within estates.  

share of these properties will be 
commenced this financial year at the 
Stamfordham estate South Liverpool 
(180+) which should be completed in 
the summer of 2012.  

 

Delivery of 
Home 
Improvements 

TP/01/014 

To ensure that 
all homes have 
suitable 
bathroom 
facilities 

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

31-Mar-2013 31-Mar-2013  

LMH continue to make good progress 
improving facilities during the 
investment programme LMH has 
completed over 9500 bathroom 
improvements and visited in excess of 
11500 properties  

21-Sep-2011 

 

Delivery of 
Home 
Improvements 

TP/01/015 

To ensure that 
all customers 
have 
appropriate 
bathing facilities 

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

31-Mar-2013 31-Mar-2013  

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

30-Sep-2011 
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baths are fitted with a thermostatic 
mixer shower over the bath.  

 

Delivery of 
Home 
Improvements 

TP/01/016 

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

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

31-Mar-2013 31-Mar-2013  

LMH continue to tackle adaptations in a 
pro active manner and are currently 
working through the list that has 
developed over the past 18months, the 
target is to have reduced the list as far 
as possible by the end of 2011-12. This 
in turn will allow a more efficient and 
affective management of any new 
requests.  

21-Sep-2011 

 

Delivery of 
Home 
Improvements 

TP/01/019 

To minimise 
disruption to 
customers 
caused by 
improvement 
works 

LMH will programme 
work to minimise 
disruption to tenants 
wherever possible  

31-Mar-2013 31-Mar-2013  

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

12-Apr-2010 

 

Delivery of 
Home 
Improvements 

TP/01/020 

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

If tenants have already 
installed a modern 
bathroom or kitchen, 
for example, LMH will 
not insist on replacing 
it if they do not want 
them to  

31-Mar-2013 31-Mar-2013  

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

12-Apr-2010 

 

Delivery of 
Home 
Improvements 

TP/01/021 

Tenants can 
maintain their 
homes and 
carry out their 
own 
improvements 

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

31-Mar-2013 31-Mar-2013  

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

19-Apr-2010 

 

Delivery of 
Home 
Improvements 

TP/01/022 

To minimise 
disruption 
caused to 
customers 

LMH does not 
anticipate that any 
tenants will have to 
move out of their 
homes for 
improvement works to 
be carried out. 
However in exceptional 
circumstances with the 
tenants agreement, 

31-Mar-2013 31-Mar-2013  

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

02-Dec-2010 
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LMH will do everything 
possible to ensure that 
any temporary re-
housing needed is 
carried out as quickly 
as possible. In these 
circumstances LMH will 
pay all costs involved 
in moving out and 
moving back in full and 
will offer support to 
the tenants who need 
to move.  

 

Delivery of 
Home 
Improvements 

TP/01/025 

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

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

31-Mar-2013 31-Mar-2013  

Customer feedback on LMH 
Improvement Programme works is 
monitored and recorded via an 
independent satisfaction survey. This 
data is analysed on an area by area 
basis, monthly and any aspects of 
dissatisfaction highlighted to the 
delivery teams. These elements are 
then monitored in future months to 
ensure that improvements are being 
made in areas of dissatisfaction. LMH's 
Area Boards also monitor performance 
regarding the delivery of works.  

02-Dec-2010 

 

Delivery of 
Home 
Improvements 

TP/01/026 

To ensure 
tenants views 
and opinions 
shape the 
maintenance 
service 

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

31-Mar-2013 31-Mar-2013  

Consultation has taken place with area 
boards, customer focus groups and 
leaseholders outlining LMH's approach 
to procurement processes for the future 
provision and delivery options of the 
repairs and maintenance service. The 
consultation process included scope of 
service provision by any future service 
provider  

27-Sep-2011 

 

Delivery of 
Home 
Improvements 

TP/01/027 

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

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

31-Mar-2013 31-Mar-2013  

LMH have commissioned an 
independent company to carry out 
customer satisfaction surveys on the 
repair service and provide reports back 
to LMH on a monthly basis. Feedback 
from customers is reviewed on a 
monthly basis and any actions used to 

19-Apr-2010 
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shape the ongoing service. The first 
STATUS survey results (July 2009) 
showed that 69% of customers were 
satisfied with LMH's Repairs Service.  

 

Delivery of 
Home 
Improvements 

TP/01/029 

To improve the 
local 
environment 
and 
neighbourhood 

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

31-Mar-2013 31-Mar-2013  

LMH have now completed communal 
improvements to over 400 blocks, will 
complete the installation of new front 
and rear block security doors and 
intercom systems during 2011-12 and 
have also commenced the 
environmental designs for all blocks 
across the city.  

21-Sep-2011 
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Regeneration TP/05/110 

Increased 
quality of 
services - local 
facilities 

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

31-Mar-2013 31-Mar-2013  

LMH have set its budgets to support 
interventions coming out of our Ward 
Based Plans many of these 
interventions will be community lead 
with Residents associations and 
community Groups able to bid into an 
enhanced Community Investment Fund 
to deliver activities in their 
neighbourhood to improve the quality 
of life for residents. LMH have also 
become the accountable body for The 
Clubmoor Big Lottery Bid which will 
ensure £1million investment goes into 
this ward.  

21-Sep-2011 

 Regeneration TP/05/111 

Increased 
quality of 
services - 
Regeneration 
projects 

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

31-Mar-2013 31-Mar-2013  

Spend against this budget is now being 
monitored to ensure it meets LMH's 
priorities for each ward and that 
funding is directed towards Lmh's 
priority wards/ neighbourhoods.  

21-Sep-2011 

 Regeneration TP/05/112 
Regeneration of 
neighbourhoods 

LMH will take part in 
partnership working to 
regenerate 
neighbourhoods  

31-Mar-2013 31-Mar-2013  

LMH are continuing to develop 
partnerships to our objectives around 
the regeneration of our neighbourhoods 
these include partnerships to increase 
employment opportunities, provide 
activities for young people, help and 
support for vulnerable tenants, improve 
health and well being and address 
issues around financial exclusion. As 
LMH continues to develop it services 
and position itself as a major player in 
the regeneration of neighbourhoods 
more organisations are approaching 
with a view to partnership working.  

21-Sep-2011 
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Regeneration TP/05/113 

Increased 
Opportunities 

LMH will promote local 
job and training 
opportunities  

31-Mar-2013 31-Mar-2013  

Since April 2011 LMH have undertaken 
the following projects to help residents 
from our neighbourhoods access job 
and training opportunities:-  
 
Developing a City Wide Apprenticeship 
Scheme in partnership with other 
Registered Providers, construction 
partners, Liverpool Community College 
and Neighbourhood Services Company. 
It is hoped to have this scheme off the 
ground within the next six months.  
 
LMH continue to work with Fusion 21 to 
offer work experience placements with 
LMH and partner organisations.  
 
A volunteering Scheme is presently 
being developed to allow our tenants 
opportunities to gain valuable work 
experience with LMH or partner 
organisation giving them direct 
experience of the work place.  
 
We are presently sponsoring three LMH 
tenants though The VIP Programme 
with The Eldonian Group and LCC 
Children's Services. This scheme 
targets young parents to get them back 
into the workplace. LMH have three 
tenants working with us to gain 
experience which will improve their 
employment opportunities at the end of 
their placement.  
 
Working alongside our Tenants and 
Residents Associations we are 
developing job clubs in partnership with 
the DWP.  
 
LMH are playing an active role in 
supporting Liverpool in Work the 
replacement for the JET Service.  

27-Sep-2011 
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Service 
Improvements 

TP/02/030 

Ensure tenants 
views are 
represented and 
are influencing 
the service 

LMH will involve 
tenants in monitoring 
any improvement work 
on site  

31-Mar-2013 31-Mar-2013  

LMH have trained a group of tenant 
inspectors who have looked at a 
number of repair related service areas. 
LMH are currently developing the 
training to enable them to carry out a 
programme of inspections to 
investment work. LMH's Customer 
Experience Committee and Review 
Standards Group also monitor 
performance regarding the delivery of 
works. We also collect customer 
feedback during the works via the 
'Happy Sheets' which allow the 
customer to share their views with the 
delivery team throughout the project. 
Customers views are also monitored 
through the detailed independent 
satisfaction surveys that are completed 
by Voluntas. We will continue to review 
customer feedback as the programme 
progresses and use the findings to 
continually improve the service.  

28-Sep-2011 

 
Service 
Improvements 

TP/02/031 

Communication 
of details of 
works proposed 
to tenant homes 

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

31-Mar-2013 31-Mar-2013  

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

02-Dec-2010 
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right up to the operatives visit. We will 
continue to look at the best ways to 
keep customers informed until the 
programme is finished.  

 
Service 
Improvements 

TP/02/032 
To ensure full 
tenant 
consultation 

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

31-Mar-2013 31-Mar-2013  

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

02-Dec-2010 

 
Service 
Improvements 

TP/02/051 
Reduce the 
adaptations 
waiting list 

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

31-Mar-2013 31-Mar-2013  

LMH are currently programming the 
remaining backlog from the adaptations 
list for completion during 2011-12 
which should allow more affective 
planning of future adaptation requests 
from April 2012 onwards  

21-Sep-2011 

 
Service 
Improvements 

TP/02/054 

Increased 
satisfaction with 
sheltered and 
supported 
housing tenants 
- Communal 
Facilities 

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

31-Mar-2013 31-Mar-2013  

Fire risk assessment work has now 
been completed to all blocks and we 
are currently completing the upgrades 
to communal heating systems to the 
final 3 blocks. LMH has also completed 
the improvement of 75% of communal 
kitchens and bathrooms within the 
schemes and have carried out a full 
assessment for the communal electrical 
systems to enable a programme of 
upgrades to be developed. The 
installation of improved intercom 
systems are currently being developed 
along with improved security door 
access. it is planned to carry out 
further consultation with customers in 
sheltered blocks during the coming 6 
months to fully understand the extent 
and quality of the communal facilities 
and environmental improvements 
required to each block.  

21-Sep-2011 
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Tenant 
Involvement in 
Decision 
Making 

TP/04/090 

Increased 
communication 
and 
participation on 
service charges 

Customer Panels will 
meet quarterly in each 
of the five CHIAs to 
have a say in any 
proposed service 
charges  

30-Jun-2008 31-Mar-2012  

Any proposals around Service Charges 
will be subject to a comprehensive 
consultation programme and will 
include the Review Standards Group 
and Customer Experience Committee.  

30-Sep-2011 

 

Tenant 
Involvement in 
Decision 
Making 

TP/04/108 

Leaseholder 
consultation - 
Sinking fund 
contribution 

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

01-Mar-2013 01-Mar-2013  

We have now established the start of a 
Leaseholder steering group as a vehicle 
for consultation over all issues involving 
leaseholders, they are currently looking 
at developing a hand book  

07-Sep-2011 
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