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Introduction and background

At South Derbyshire District Council, we are committed to delivering high quality
Council homes, supported by accountable and enabling landlord services, a
commitment firmly embedded in our Council Plan 2024 — 28 and building on the
Council’s focus on housing and landlord services.

Following the introduction of the Social Housing (Regulation) Act 2023, the Regulator
of Social Housing’s new role of inspection and co-regulation was introduced in April
2024. Local Authorities were required to demonstrate compliance with the following
four standards.

1. Safety and Quality Standard — Landlords must provide safe, good quality
homes and services to tenants.

2. Transparency Influence and Accountability Standard — Landlords must be
open with tenants and treat them with fairness and respect.

3. Neighborhood and Community Standard — Requires landlords to work with
others to provide safe and good quality neighborhoods for tenants and that they
feel safe in their homes

4. Tenancy Standard — Sets standards for fair allocations and lettings, and how
tenancy services are delivered.

At the heart of the new arrangements are the principles of landlords needing to be
transparent about their performance and treat their tenants with respect. This is
through understanding the quality of homes and having appropriate plans to keep
them safe (compliant) and in a good standard of repair and improvement, and
understanding their tenants, though holding, and using appropriate levels of tenant
profile data to enable services to be shaped to meet tenant’s needs.

In 2023 the Chief Executive reviewed SDDC’s preparedness against the consumer
regulations and appointed IESE to undertake a Housing Service Review.

The report identified the following six key themes

1. Housing review activities - including staff structure and resources, activity
analysis, service mapping, customer voice, 30-year business plan, asset
management plan and performance management.

2. Housing pipeline/delivery options — including a review of the HRA land and
stock to maximise the opportunities and minimise the risks to the council.

3. Asset management — including safety & compliance, contract management,
future contract arrangements, stock condition surveys, fit to let standards, voids,
repairs, maintenance, adaptations, improvements, de-carbonisation.

4. Self-assessment — review of the new government/social housing regulator
standards effective 1st April 2024.

5. Housing Modernisation Programme - including the current ICT systems,



information/document management, archiving and destruction.

6. Tenant Service — including tenant satisfaction, complaints and learning, waiting
list, allocations, temporary accommodation, homelessness & rough sleepers,
Careline & independent living services.

As this work progressed concerns were identified relating to both the inability of the
service to demonstrate compliance within its stock, a lack of tenant engagement and
limited corporate governance and oversight. In response to those findings, the
decision was taken in April 2024 to self-refer to the RSH.

The judgement issued by the RSH in August 2024 found the following.

“Our judgement is that there are serious failings in how SDDC is delivering the
outcomes of the consumer standards and significant improvement is needed,
specifically in relation to outcomes on our Safety and Quality Standard and our
Transparency, Influence and Accountability Standard. Based on this
assessment, we have concluded a C3 grade for SDDC”.

In addition, SDDC’s leadership team commissioned Central Midlands Audit
Partnership to undertake a route cause analysis audit to better understand how it was
that SDDC found itself in a position whereby it needed to make a self-referral to the
RSH.

The audit concluded.

Reporting processes did not fully ensure the Leadership Team and Members were
appraised of the requirements of and compliance with the new Consumer
Standards. There were several weaknesses in reporting to both Members and the
Leadership Team.

Appropriate strategic plans and performance management were not in place to
ensure the Council fulfilled the requirements of the new Consumer Standards.
While some aspects of the new regulations were included within plans, others were
not given sufficient focus and were consequently not being effectively monitored.

The risk management process was not effective in identifying, assessing, and
mitigating any potential risk of non-compliance with the new Consumer
Standards.There were several missed opportunities for the risk to be identified and
mitigated, due to the risk management process being insufficiently robust and
poorly understood.

Each of these findings has its’ own detailed set of actions which were reported to Audit
subcommittee on the March 2025. In total 13 potential risks were identified, which now
have robust mitigating actions. The Housing Service Transformation Plan set out in this
report seeks to further enhance and strengthen the Council’'s response to the internal
auditors' findings.



The 13 risks identified the following issues

Potential Action Taken Risk Owner Risk Status

Risk
Reporting to
Members
2.1.2 Risk Management Executive In progress
Ability to identify | Framework (RMF) — Director —
risks reviewing complaints, Resources and

brainstorming, insurance Transformation
claims etc.

214 Responsibility delegated to | Executive Complete
National Executive Directors with Director —
consultations support from the Resources and
are not performance team Transformation
identified and
responded to
Reporting to
the Leadership
Team
2.1.5 Standard templates Executive In progress
One to one implemented Director — Law
meetings are and People
not adequately
identified —
informing
progress
towards the
Councils
corporate
priorities
Council Plan
2.2.2 The new Performance Executive Complete
The Council Management Framework to | Director —
plan does not include an annual of Resources and
accurately performance measures and | Transformation
reflect the project outlines in the
changing Council plan
environment in
which the

council operates
therefore risks




and
performance
measures may
become out of
date

Service Plans

224 New Performance Executive Complete
No clear link Management Framework Director —

between the introduced in June 2024 Resources and

Council’s’ ensures service plans are Transformation

corporate linked to the corporate

objectives, priorities including

service plans milestones

and

performance

measures

means that the

Councils’

priorities cannot

be effectively

delivered or

monitored

Risk

Management

2.3.1 The RMF has been updated Complete
A lack of to include recognised risk

guidance identification techniques

around risk

identification

techniques may

result in risks

being absent

from the risk

register

2.3.5 RFM reviewed June 2024 to | Executive Complete
Identified risks ensure succinct narratives Director —

had an Resources and

excessive Transformation

narrative

2.3.6 RFM updated to provide Executive Complete
RFM did not specific detail on roles and Director —

define roles and | responsibilities Resources and
responsibilities Transformation

2.3.7 A Risk Management training | Executive in progress
Lack of risk programme is under Director —

management development and will be Resources and

training rolled out from Q3 2024/25 | Transformation




2.3.8 RFM, any risk rated 8 or Executive Complete
Lack of a risk above will be referred to the | Director —
escalation from | newly created Risk Resources and
the operational | Management Group and Transformation
risk register to Leadership team on a
Leadership quarterly basis
team
2.3.9 RMF updated to include risk | Executive Complete
Risk impact in all committee Director —
implications reports coupled with a Resources and
related to review by the statutory Transformation
Committee officers
reports
2.3.10 1. RFM amended to 1. Executive Complete
Lack of reflect the Director —
alignment responsibility of the Resources
between the Finance and and
Constitution, Management Transform
RMF and Committee and Audit ation
responsibilities -Sub Committee
of policy 2. Governance review 2. Executive
committees anticipated outcome | Director — Law
s the creation of an and People
Audit and
Governance
Committee
2.3.11 Addressed via the Executive In progress
The Audit Sub Governance review and Director — Law
Committee does | anticipated creation of an and People
not seek Audit and Governance
assurances over | Committee
risk
management,
therefore the
Council does
not adequately
challenge its
risk
management

Regulatory Context and Proactive Inspection

Regime

April 2024 marked a significant change for the housing sector with the introduction of
a new social housing regulatory regime, including proactive consumer regulation and
an inspection programme for all landlords with over 1,000 properties.

In response to this, SDDC took the correct decision to self-refer to the regulator,
which resulted in a C3 rating covering 2 of the 4 areas.



Focus of C 3 rating

Safety and Quality Standard: Outcomes about the safety and quality of tenants’
homes. SDDC needs to improve its’ performance and data management to
effectively evidence that it is a complaint landlord.

Transparency, Influence and Accountability Standard: Outcomes about how
landlords provide information, listen to tenants, and act on their views.

Other 2 standards

Neighbourhood and Community Standard: Outcomes about how landlords
work with other organisations to help ensure tenants live in safe neighbourhoods.
This was not identified in the RSH Judgement as an area for concern.

Tenancy Standard: Outcomes about how landlords allocate and let homes and
manage tenancies. This was not identified in the RSH Judgement as an area for
concern

Key to the Regulatory Regime is ensuring that tenants live in decent and safe homes,
and that they have the opportunity to shape the services they receive. This is in line
with commitments made through the Social Housing Regulation Act 2023.

The regulations require social landlords to demonstrate key requirements including:

SDDC took the correct decision to self-refer, which resulted in the C3 judgement in August
The judgement specified that SDDC needs to empower and enhance its’
engagement with tenants and also ensure that mechanisms are in place to deliver
corporate governance and awareness. A range of actions are also required to improve

2024.

Having an accurate record on the condition of every home, based on checks of
properties, so landlords can understand any problems and take action.

Setting clear timelines for the completion of repairs, maintenance, and planned
improvements, communicating them clearly to tenants.

Giving tenants opportunities to influence and scrutinise their landlord’s services
such as through meetings with tenant groups.

Providing tenants with information about their rights and how to make complaints.
Publish second years tenant satisfaction measures to make it clear how tenants
feel their landlord is performing and hold them to account.

the overall condition of council homes and ensure compliance.

SDDC now holds regular meetings with the RSH to appraise.

Compliance and repairs service



¢ Improved tenant engagement
e Single point of truth — delivered via a review of the in-house IT systems.

e Governance — Housing Services Working Group / bi monthly updates to the Housing
& Community Services Committee meeting, fortnightly updated to the SDDC
leadership team, corporate oversight of corporate projects — e.g., delivery of the HSTP
and IT Systems.

SDDC continues to work in partnership with the RSH, with the ambition that we will soon
reach a point whereby the RSH feels it would be appropriate to arrange a re-inspection of
our landlord services.

The Housing Transformation plan will detail the robust approach being implemented to
redress these matters and ensure that SDDC delivers a compliant and comprehensive
landlords service that places tenants at the heart of decision making and ensures
governance and ownership across the organisation.

The self-referral and C3 rating have been recorded on the Councils risk register, and
there is also a corporate project to define and monitor the progress of the Housing
Service Transformation Plan.

These projects also support the delivery of the following actions within the Council Plan

Strategic fit with the Council Plan - 2024- 2028

The 2024-28 Council Plan sets the strategic direction for the Council, which is delivered
by a set of visions and values

Our Visions and Values

Our vision for the next 4 years is to:

“Work together to shape our environment, drive our economy and support our
communities.”

The Council has 7 values

Working together: Working as a team to serve our residents
Accountability: Taking ownership of the service that we deliver
Respect: We value and listen to each other

Fairness: Offering equal opportunities for all

Being Responsive:We have a ‘can do’ attitude and respond to the needs of others
quickly, positively and appropriately



Innovate:

Excellence:

Looking for new solutions

Delivering our services to the highest possible standards

Below these there are 4 priorities, and the HSTP aligns with the following:

Council plan
priority

Our key aims to
deliver this priority
are

Fit with the housing transformation
plan

Transform our
Council

Providing
modernised high
performing, value
for money and
customer focused
services

Ensure our services
have the right
resources, are
modern, responsive,
efficient, and effective.

Effective management
of services ensuring
financial resilience

Response to the self-assessment against
the RSH/ Tenant Engagement Strategy /
benchmarking facilitated via Housemark /
review of the inhouse IT systems, results
of the TSM’s.

The Council’s Community Engagement
Officers are holding their first Housing
Roadshow on Tuesday 25 March 2025 at
Swadlincote Town Hall between 10.00 -
2.00. 15 representatives from Council
Depts and External Partners will be
present. The event has been publicised.
Representatives of the Council’'s Tenants
Voice Group will also be attending.
Further Roadshows are planned during
2025/26.

The Community Engagement Team and
Tenants Voice Group have now
produced the first bi-annual Newsletter
which will be circulated to tenants during
Spring and Autumn of each year

30-year business plan / 5-year asset
management plan/ stock condition
survey/ actions to improve the resilience
of the HRA — careline and service charge
review.

Ambitious plans to acquire up to 40 new
affordable homes 2025/26.




Support our
communities

People and
communities are
supported to live
safely, healthily,
and independently.

Improve the health and
wellbeing of our
communities

Support the most
vulnerable people in our
communities

Provide access to
affordable housing

Response to the self-assessment against
the RSH and feedback from the tenant's
voice group and benchmarking facilitated
via Housemark/ stock condition

Careline & Independent Living Services
supporting circa 300 Council Tenant with
tele-care, falls recovery & visiting service.

Homelessness strategy — defines our
approach to the Councils' statutory
function and also details the wider
support and assistance available.

Review of the Housing Domestic Abuse
Policy.

Housing & Health Strategy (Nov 2025)
Aids and Adaptations policy (July 2025)

Review of the allocations policy (Aug
2025)

Review of HRA land holdings report
(Sept 2025) Development opportunities.

Target to purchase 40 new affordable
homes during 2025/26.

Our Housing Transformation Service Plan directly supports the accountable
delivery of these commitments and draws together the 7 key projects that will
support the Council’s continuous development as a landlord, ensuring that our
approach is data led, is compliant with the regulatory requirements for the social
housing sector and that tenants' voices and views shape what we do.

Supported by our Corporate Housing service plan 2025/26, we will ensure that we:

e Know our stock.
e Know our tenants.
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Strategic Service and Policy Context

To support delivery of the HSTP, and the Councils progression to becoming a
competent and tenant focused landlord, are a number of supporting actions which
are progressing, and an overview of these is provided below.

HRA Business Plan — including a cashflow model 2025-2025: currently being
drafted expected August 2025

Informed by externally assessed stock condition data, evidence and informed by
tenant views and setting a long-term plan for council homes. This will also appraise the
long-term viability of the HRA.

5 Year Housing Asset Management Plan: Informed by the HRA Business Plan, this
sets out the Council’s delivery plans for investment and improvement in council homes
and details a rolling five-year capital programme. Capital programme delivery is being
supported by the successful procurement and delivery of a number of new contracts,
which are monitored closely by the operational delivery team, to ensure compliance
and quality.

Stock Condition Information: SDDC commissioned Penningtons to undertake a
100% stock condition survey with the option of an annual review of a set percentage
of the stock to ensure this data is current and up to date. As of the 15t March 2025, the
Council has stock condition data covering 62 % of its housing stock. The stock
condition survey is carried out by external experts and includes a Housing, Health and
Safety Rating System (HHSRS) assessment for each property, in addition the scope
of the surveys was expanded to include identification of visible damp, mould or
condensation in preparation of Awaabs law, and to further inform both current
responsive spend and future capital programs ( i.e. the upgrading of humidistat fans)

Decent Homes: Penningtons, as part of the stock condition survey, are also
appraising the stock against the decent homes' standard, which will be available in
June 2025. This will also inform the 5 year Housing Asset Management Plan. We will
consider any changes arising from the Government’s plans to review the decent
homes standard and will adjust our Asset Management Plan accordingly.

Landlord Health and Safety: This was one of the areas which informed the decision
to refer to the regulator and is and remains a key priority for the Council. The Council
now continues to demonstrate strong performance on landlord health and safety.
Compliance performance monitoring and management arrangements are in place and
demonstrate that consistently high levels of health and safety compliance is being
maintained. Performance is also reported to tenants through the annual report and
information is included on the Council’s website.

Initial actions from the Housing Service Transformation Project — New Staffing
Structure

Initial appraisals quickly identified staffing issues relating to both capacity and
capability and a high level of agency staff. The new staffing structure clearly defines
key roles, such as duty holders and lead officers. The new staffing structure will deliver
an increase in staff across each section of the housing service and an overall increase
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https://www.melton.gov.uk/media/ctuoxshq/housing-asset-management-plan-2024-2029_av.pdf

in the staffing budget of £0.5m. The new structure was approved at the full Council on
the 27.2.2025, with cross-party support and positive comments about the work of the
department and the acknowledged need for change.

Affordable Housing Development

A report was taken to Housing and Community Services Committee back in 2021
outlining the methodology for acquiring and developing new Council housing within the
HRA. The Council has lost the majority of its housing stock through the preserved Right
to Buy, and some areas of the district have seen its Council stock reduced by 95% in
areas where house prices are the highest.

The Councils Strategic Housing Team deliver significant numbers of new affordable
homes each year to meet net newly arising need across the district The table below
shows the number of affordable homes delivered within each financial year alongside the
mechanism for delivery.

2017/18

20181

2019/20

2020/2
1

2021/2

2022/2
K

2023/
24

Direct Delivery

Nil

SDDC Purchase 0 0 7 10 6 0 8

On-Site Affordable
Housing Contribution &

HE funded 100% 180 225 278 164 150 132 211
affordable schemes

supported by SDDC

Other 0 0 0 0 0 0 0
Total 180 225 291 174 156 132 219

The Strategic Housing Team are in the process of acquiring additional housing stock into
the HRA that directly meets the identified needs from the waiting list including 1 bed starter
homes and 4 & 5 bed family homes. The Council is committed to increasing its council
housing stock and is using commuted sums, RTB receipts, Homes England grants and
other sources of finance to fund new homes, avoiding the need to utilise HRA grant
reserves.

Tenant Engagement Policy:

SDDC'’s policy is currently being drafted and co-produced with the Tenants Voice Group.
This plan will create a framework to support the Council in its’ plans to change and develop
its’ approach to engaging with tenants, and to embed a strong ethos that tenant
engagement is not just one person’s job, but a department wide responsibility. This
document will be informed by good practice identified via the Tenant Participation Advisory
Service (TPAS), which the Council joined in August 2005.
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https://www.melton.gov.uk/media/dpujvays/affordable-housing-development-plan-2022-2026-1.pdf

The Council has made a number of changes to the way it communicates with tenants,
and to enable tenants to have a stronger voice and opportunities to hold the Council
to account. Support and training have been provided to our TVG, with a view to
ensuring that our tenants are both informed and confident to hold us to account.
Further governance and prominence will be delivered through the inclusion of our
tenants at the Housing Services Working Group. There is more information about
tenant engagement on our website and in our most recent annual tenants report. This
HSTP sets out how we will now review and further evolve and strengthen our tenant
engagement arrangements, supported by TPAS.

IESE External Process Reviews:

The March 2024 Housing Service Review undertaken by I|IESE included the
requirement to undertake 9 process reviews, this was facilitated by a consultant, with
each process being mapped and suggestions made by colleagues addressing issues
such as duplication, bureaucracy, legislative requirements and the role of the current
inhouse IT systems in the following areas

Careline

Complaints and organisational learning
Compliance process

Finance

Rent collection

Repairs

Tenancy and Property Records
Neighbourhood and Community Management

© o Nk wh-=

Voids and allocations

The overall objective was to improve the customer experience, working patterns and
ensure consistency and professionalism in all service areas. This work identified the
need for

o Review of staffing structure
o Need to review policies and procedures
o Review of the IT system

Policies and Procedures:

A number of operational policies, procedures and management plans have been
developed, approved, and published to the Council’s website, creating greater clarity
and visibility on how the Council will deliver change and the procedures in place.
Supporting a number of policies are operating procedures for staff to follow. This
ensures consistency and supports our commitment to providing excellent customer
service, as well as developing our staff.
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Tenants’ information on the Website:

We are currently working with the TVG to review and update the information provided on
the Councils’ website. With the objective of providing a new tenant focused area of the
Council’'s website, bringing relevant information and documents into one place, and
responding directly to feedback from tenants.

The Council’'s Community Engagement Officers will be working with the Tenant Voice
Group to progress this and will be discussed by the group during their April meeting.

ICT Investment and Improvement — review the inhouse IT systems

Part of the initial self-assessment identified a weakness in the Councils’ ability to both
capture and manipulate data to demonstrate both compliance and effective service
delivery. One requirement of the RSH standards is that services are tailored to meet
the needs of, for example, vulnerable tenants, and the current IT system cannot
effectively do this. Another key requirement was for the data held to provide a single
source of the truth. To resolve this a small working group has been formed, defined
by a corporate project plan, to review the current housing IT systems and to quickly
implement measures to

e Improve our storage of data

¢ Resolve data input, and double keying issues
e Make the IT systems more user friendly

e Reduce costs

e Cleanse the current data

e Provide confidence and resilience

e Be able to manipulate the data to inform service delivery

Income Recovery and Rent Arrears:

Rent arrears: Trends are very difficult to predict at present as the district continues with
Universal Credit migration which puts tenants into five weeks of arrears before their first
payment is received. In relation to South Derbyshire, the Council understands that the
Department of Work and Pensions aim to contact all remaining claimants by December
2025 with a plan to move all those affected to Universal Credit by March 2026 and close
all legacy benefits.

The Council’s officers continue to work hard to maintain current levels of arrears in
challenging circumstances to avoid increases in the previous year’s figure. At the
beginning of the financial year the total arrears were £269K. As at week commencing 17
March 2025 arrears were £272K approx. The Council is hoping to match or go under last
year’s figure by the end of March 2025.
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Data on income management is reported within our standard landlord KPI's and shared
with SDDC Leadership team, Councillors, Housing Services Working Group, tenants via
TVG and Newsletters, and is available on our website.

Household Support Fund: From April 2024 to March 2025 funding from waves 5 and 6
has enabled the Council to assist 74 tenants and prevent the risk of homelessness.

Former Tenant Arrears
Continuous chasing of debts and refunds for:

e Former Tenant Arrears

e Temporary Accommodation & Bed & Breakfast Residents

e Garages — Current and Former Tenants

e Deposit Guarantee Scheme & Prevention Agreement Scheme debts

e Agresso debts which include Careline, Rechargeable repairs, Leaseholders.

Tenancy Services Manager, Senior Housing Officer and Income Officer attended income
streamlining Workshop with Graeme Simmons from |IESE.

Housing Services Working Group:

It is important to draw together the various strands of the landlord service that
collectively demonstrate how the Council operates and performs as a landlord so that
these can be considered together, enabling collective awareness of this key agenda,
whilst also supporting continuous improvement. The Housing Service Working Group
was developed as part of the responses when the decision was taken by the Housing
and Community Service Committee on the 11" April 2024, to refer to the RSH to
improve corporate oversight and governance, and demonstrate collective awareness
and visibility relating to regulatory assurance, financial resilience, risk management,
performance and compliance on all matters relating to being an competent landlord.
Full membership of the board will include Council officers, Councillors, and proposals
are being considered to expand this to include tenants and external peers.

HRA Review:

An appraisal of the HRA identified the need to review the careline offer which has
been progressed as one of the specific projects for the external consultant to review
with staff (Process reviews), and also consider the option to apply service charges,
though this would initially require a rent de-pooling exercise and full understanding
and rational for applying service charges covering areas such as cleaning, grounds
maintenance and communal areas. In addition, a review has taken place of the
number of units of temporary accommodation permanently provided to the homeless
team and has seen 5 properties returned for use as general needs accommodation.
An efficiencies action plan has been produced identifying a number of options to
improve the overall resilience of the HRA.
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Requlatory Regime:

Following the C3 rating we have produced the Housing Service Transformation Plan,
which addresses the issues identified by both the IESE Housing Service Review, the
audit and the narrative for the C3 rating. Key pieces of work flowing from this are

e Publish details of the health and safety / consumer regulation leads (and their
deputies to the council’s website): In progress

e Finalise the Housing Service Transformation Plan: In progress

¢ Review the 2024 diagnostic against the regulatory standards to determine
compliance and areas for improvement: In progress.

e Review of the housing IT Service: In process

Complaints:

The Council’'s Complaint and Feedback policy has been reviewed and updated to
ensure it responds to and complies with the Housing Ombudsman’s Complaints
Handling Code. Staff have been briefed on policy changes and supported to
understand the requirements of the complaints handling code. Analysis of complaints
is undertaken and used to shape service improvements, with quarterly reporting to
Councillors at Finance and Management Committee. . The Housing Services Working
Group will now consider a specific housing complaints report at its’ future meetings
and the Council will continue to ensure its’ complaints handling self-assessments and
data performance information is published on the Council’s website.

Introduction of pre-tenancy assessments:

Pre-tenancy assessments are enabling housing officers to better understand
households' needs before housing allocations are confirmed and to agree any specific
support arrangements for tenants to manage and sustain their tenancies effectively.
This supports the objective of sustainable tenancies and developing and establishing
communities and also commences our engagement with new tenants.

Managing Anti-Social Behaviour:

SDDC has a clearly defined approach to managing Anti-Social Behaviour Cases:
Housing Officers continue to experience high level/challenging anti-social behaviour.
Tenancy Services and the Council’s Legal Department meet monthly to co-work case
management. In addition, the Councils Community Wardens work closely with the
team, to deliver a responsive service which is balanced, fair and proportionate.

The Council works with the Police to support victims of anti-social behaviour, for
example when serving closure Orders/ Injunctions.

The total number of new Community Action Solution (CAS) cases opened from April
2024 to February 2025 was 291. The Tenancy Services team currently has 313 cases
open at end of February 2025 of which there are 64 anti-social behaviour cases and
2 Hate Crime cases.

The number of cases each officer opens each month forms part of Housing
Performance indicators. The total number of open cases per month, anti-social
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behaviour cases and Hate Crime then feeds into the corporate reporting to produce
the annual NMO1 performance indicator.

ASB is an area of lower satisfaction arising from the Tenant Satisfaction Survey
23/24.

Consumer Regulations Review:

SDDC undertook its first self-assessment against the consumer standards in 2024.
This identified

INDICATOR PERCENTAGE

Green — Low Risk 41%

The 2024 review is currently being reviewed to identify further actions to strengthen
and improve the Council’s work as a landlord arising from the second diagnostic
health check. The findings of the review will be included in the Housing Services
Transformation Plan. The 2024 health check identified that further work is required
in the following key areas, all of which are embedded in the HSTP:

The 2024 review identified

The need for a stock condition survey to accurately appraise the condition of SDDC’s
council homes.;Penningtons Stock Condition Survey

Reporting on SDDC’s progress to achieving the Decent Homes Standard
Penningtons Stock Condition Survey

Improve health and safety compliance monitoring and reporting : Review of the
inhouse IT system.

Review arrangements for tenant engagement and scrutiny: Tenant Engagement
Strategy

Strengthen data and opportunity for analysis: Tenant Data Project.

Enhance the role of tenants to inform decision making and accountability: membership
of the Housing Services Working Group.

Councillor Communications:

Engagement with elected members has been strengthened through the introduction
of the Housing Services Working Group, and the bi-meeting updates presented to the
Housing & Community Services Committee, and information provided on the Councils'
website. The approach to communication has also been informed and shaped by the
SDDC Communications team, who are helping us to deliver against the following
actions.
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Actions from the Tenant Engagement Strateqy

1. Road Shows
a. Commencing at the Town Hall 25.03.2025.
b. Liaise with Parish Councils — coffee mornings etc.
c. Community rooms — join existing events or arranged just for tenants.
d. Link into events run by the community.

i. Attended by Wates/DLO/Renuvo/Penningtons
ii. Housing Officers and good for admin colleagues to attend to go along with repair
and maintenance

2. Attendance at the communications planning meetings
a. Extend to include, tenancy sustainment officer and housing officers.

3. Tenants Newsletter
a. Twice per year
b. Tenants’ Decision on 5-year asset management plan
c. Tenants’ Decision on social value and community days
d. One edition to include annual performance update (statutory requirement)

4. Tenants summer Fayre / Christmas event — fun activities poss’ catered
awards ceremony with the major
a. Promoted via the newsletter.

5. Digital access
a. Potential for tenants to join meetings via zoom/ teams

6. Digital Panel
a. Forthose who would like to get more involved but cannot commit to attending
the TVG meetings in person.

7. Payment & incentive
a. We are speaking to TPAS about financial and other incentives offered to
tenants to encourage them to attend. We need to promote the fact that we
will cover reasonable expenses — travel and childcare.

8. Tenant engagement tracker
a. Maintained by designated officers and linking to capital works consultation.
Need to ensure that all staff see tenants' engagement / consultation as part
of their role and keep a log of all engagement.
9. Housing Services Working Group
a. Intention to invite tenants (possibly after training and support) to increase
their prominence in the Council, and ensure their voice in decision making.
Also looking to engage with external peers.
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10.TPAS

a. Discussing the options for reviewing the current Tenant Engagement
Strategy and considering commissioning TPAS to undertake training for
tenants to build their confidence/ understanding to hold us to account.

11.Tenants Gardening Competition

a. New offer, potentially sponsored by our main contractor. Proposal for
classes and entries to be judged by tenants and Councillors, with the
awards ceremony being hosted by the Major.

12.Website

a. Review in consultation with tenants
b. Back copies of tenants' newsletters

Supporting the delivery of high-quality homes and landlord services, are a number of
other key strategic objectives. The diagram below shows how they link together,
ensuring the ‘golden thread’ across each aspect of the Council’s service delivery as a
landlord.

Housing Transformation Plan

To achieve a C1 rating from the Regulator of Social Housing.
To be fully compliant with Social Housing and Building Safety Legislation.

To have a balanced HRA a deliverable 30-year business plan, and a five-year
asset management plan.

To deliver the SDDC and Housing & Health Strategy Objectives.
Review the inhouse IT solutions — Corporate project

Enhance the resilience of the HRA — i.e.. service charges and review of the
careline offer

Review the 2024 self-assessment against the RSH Standards
Response to the findings of the second years TSM’s

Improve corporate governance via — Housing Services Working Group - extend
membership to include representatives from the TVG and peer reviews /
fortnightly leadership team meetings/ bi-meeting updates to the Housing and
Community Services Committee/ regular updates to SDDCs Leadership meeting
and Leading Members / corporate monitoring of key projects — Housing
Transformation Plan/ IT Review

Place tenants at the heart of decision making
Tenant Engagement Strategy
Housing and Health Strategy 2025 — 2030

Tenant Data Policy
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Council Plan 2024-2028

Housing
Transformation Plan
2025-2030

Asset Management Housing and Health Tenant Engagement
Plan 2025-2030 Strategy 2025-2030 Strategy 2025-2030
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We have made significant progress to strengthen the Council’s landlord services, but
we are not complacent. The Housing Service Transformation Plan underpins the
commitments made within the Council Plan. This will be enhanced with the HRA
Business Plan, 5 year asset management plan, Tenant Engagement Strategy, and
Tenants Data Project which are the next part of the framework of documents shown
above.

Complaints Handling

Social landlords are also required by law to abide by the Housing Ombudsman Complaints
Handling Code, which became statutory from 01 April 2024.

The Council has a positive complaint handling culture, committed to learning and
continuous improvement. Our Complaint and Feedback policy was last updated on 6th
February 2025 to ensure it remains compliant with the Housing Ombudsman
Complaints Handling Code. The policy supports a clear and effective way to respond
to tenant dissatisfaction and resolve issues when they occur. The policy is available
to view on the Council’'s website and it highlights key changes to complaint handling;
with the emphasis on promptness, consistency and transparency, as well as
identifying trends and lessons learned that could be shared across the organisation.

We are committed to putting our customers first and providing high quality services.
Occasionally things do go wrong and so we welcome and recognise the importance of
customer feedback. The Council will ensure Officers take ownership of complaints and
respond positively to our customers’ needs and expectations. We will work with our
customers to resolve issues. This is an integral part of the service we provide. The
Council will respond to complaints promptly and efficiently, resolving complaints quickly
wherever possible. We will use the information received from complaints to drive
improvements.

All formal complaints received by the Council are held centrally on the Fivium e-Case
case management system. The key service improvements that have been achieved
through the implementation of e-Case are;

e Enhanced trend analysis and data insights by consolidating customer
information, enabling Heads of Service to identify service gaps and
proactively apply improvements to optimise service delivery.

e Improved documentation and templates helping to ensure communications
are clearer, relevant and effective, enhancing service quality and
professionalism.

e Enabled informed service improvements through detailed reports and trend
analysis, helping to reduce repeat complaints in the future.

e Enhanced data consolidation by centralising customer information, making
trend spotting and insights collection more efficient.

e Simplified case logging and management, further reducing manual input,
processing time, and improving first-level resolution rates.

e Increased visibility of bottlenecks through simplified, detailed reporting,
identifying key areas for improvement.

Our performance on formal complaints is reported on a quarterly basis to the Finance
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and Management Committee. This reporting to Committee also fulfils the role of
“‘Member Responsible for Complaints” in line with the Complaint Handling Code,
whereby a Member or Commmitee are appointed to have lead responsibility for
complaints in order to support a positive complaint handling culture.. . The Housing
Service Working Group will also receive specific updates on housing complaints,
complaints performance information is included on the Council’s website as part of the
TSM measures, to support tenants to hold the Council to account in this regard.

Within this Housing Service Transformation Plan, we show how we will consider the
learning arising not only from the complaints we receive, but also from trends and
learning across the housing sector, including from the Housing Ombudsman Spotlight
Reports. We also consider compliments as a means of focusing on future service
delivery.

Tenant Satisfaction 23/24

SDDC undertook its first tenant satisfaction survey in 23/24. The survey was
commissioned by Housemark, this was seen as a positive action as it ensured
impartiality, and the identification of a solid base line against which to monitor future
service delivery. Housemark also undertook the 2024/25 survey, and SDDC was
delighted to see across the board improvements. The survey includes 22 questions,
12 tenant satisfaction measures, covering five themes, and ten of these will be
measured by landlords directly.

TPO1 Overall
satisfaction (n 69.8% 65.2% 4.6%
1,119)

TPO2 Repairs
service overall 69.9% 67.4% 2.5%
(731)

TPO3 Speed of

0, 0, o
repairs (708) 66.4% 63.1% 3.3%

TP04 Home is well-
maintained 71.4% 65.7% 5.7%
(1,093)
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TPO5 Home is safe

0, 0, (1)
(1,082) 77.4% 74.8% 2.6%

TPO6 Listens to
views and acts 59.7% 57.7% 2.0%
(996)

TPO7 Keeps tenants
informed 64.5% 62.4% 21%
(1,022)

TPO8 Treats tenants
fairly and with
respect
(1,062)

80.6% 75.7% 4.9%

TPO9 Complaint

o 0 0
handling (240) | 2137 23.5% 7.8%

TP10 Communal
areas are
clean and well- 65.8% 60.1% 5.7%
maintained
(371)

TP11 Contribution to
neighbourhood 66.7% 58.5% 8.2%
(939)

TP12 ASB handling

0, 0, (1)
(671) 64.5% 55.2% 9.3%

SDDC took the opportunity to use the free questions for focus on damp mould and
condensation as this is acknowledged to be a priority to which we require a robust and
informed approach.

As SDDC have now commissioned two annual surveys from Housemark, a formal
tendering exercise will be completed to appoint an external provider to undertake the
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TSM’s for the next 3 — 5 years — dependent on the outcome of local government re-

orginisation.

The performance measures are published on the Councils’ website.

Pl Type

Service Measures

Pl Ref

HBSO01

How Success Will
be measured
Percentage of Housing
correspondence
answered within 10
working days

2024-2025 YTD

97%

HBSO01

Percentage of Housing
correspondence
answered within 10
working days

97%

HBS02

Number of formal
complaints received

94

HBSO03

Percentage of
complaints resolved
within timescale

100%

HBS04

Percentage of working
days lost to sickness
absence

6%

HCLO1

% of Careline calls
answered within 30
seconds - April to
October 2024

98%

HCLO1

% of Careline calls
answered within 60
seconds - new target
as per November 2024

99%

HCEO1

% of tenants satisfied
with the overall service
provided

Annual Measure
Only (Q4)

HCEO02

% of residents very or
fairly satisfied with
their new home

90%

HCEO3

Percentage of
customer contact
received via digital
channels

4.90%

HCEO4

Percentage of
respondents to New
Home Satisfaction
Survey

77.27%

HRO1

Tenant satisfaction
with Responsive
Maintenance

99%

HRO02

Average number of
calendar days taken to
complete responsive
repairs

14

HRO3

Number of emergency
repairs completed.

1847

HRO4

Number of non-
emergency repairs
completed.

7115

HRO5

RPO1 Percentage of
repairs completed on

68.85%
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time by DLO &
contractors

HRO6

RPO1 Percentage of
repairs completed on
time by Contractors
only

67.85%

HSO01

Average length of stay
for all households in
Bed & Breakfast

4.20

HS02

Total number of
approaches prevented
/ relieved (homeless
cases) (excludes
legacy cases) closed

266

HS03

Of those homeless
cases
prevented/relieved
how many were
placed in homes?
Number of homeless
clients re-housed in
council stock or other
i.e. private sector.

163

HS04

Number of lettings
completed in the
month (+ Cumulative
YTD)

231

HS05

Number of lettings
completed in the
month for new voids
since 01.04.2022

154

HS06

Average number of
dwellings vacant but
RTL at the end of the
month as %age of all
dwellings classed as
RTL

47%

HSO07

Average re-let time
taken for major works
only

158.19

HS08

Average re-let time
taken for standard
works only

68.01

HS09

Average re-let time
taken for major works
only for new voids
since 01.04.2022

160

HS10

Average re-let time
taken for standard
works only for new
voids since
01.04.2022

74

HS11

Average length of time
for current voids
(shapshot)

89

HS12

Number of customers
(fallers) responded to
within 45 minutes

93

HTO1

Tenancy Welfare
Visits to vulnerable

No data
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tenants

HTO2

Rent Collected from
current and former
tenants as a % of rent
due

100.40%

HTO3

Rent arrears of current
tenants as a % of the
annual rent due.

2.22%

HTO4

Rent arrears of current
tenants as a % of the
annual rent due.

1.58%

HTO5

% of successful
introductory tenancies

99.37%

HAO1

Private Adaptations -
Average time taken
from referral to sign off
for level access
shower/stairlifts

35

HAO2

Private Adaptations -
Average time taken
from referral to sign off
for extensive major
works

12

HAO3

Council Adaptations -
Average time taken
from referral to sign off
for level access
shower/stairlifts

44

HAO04

Council Adaptations -
Average time taken
from referral to sign off
for extensive major
works

13

HAO05

Total number of
council adaptations
referrals in the pipeline
(Cumulative)
Quarterly Return

HAO0G

Total number of
private adaptations
referrals in the pipeline
(Cumulative)
Quarterly Return

HI101

% properties with a
valid Annual Gas
Safety Certificate
(G15C0)

100.00%

HI102

Tenant Satisfaction
with Improvement
Schemes

No data

HI03

Satisfaction with
Private Adaptations

96%

H104

Satisfaction with
Council Adaptation

80%

HI05

Percentage of
domestic properties
with EICR certificates
up to five years old

97.52%

HI06

Percentage of
properties with an

100%
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energy rating of C or
above.

Percentage of homes
in buildings that have
had all the necessary
BS02 fire risk assessments | 100%

Percentage of homes
in buildings that have
had all the necessary
asbestos management
surveys or re-

BS03 inspections 99%

Percentage of homes
that have had all the

necessary legionella
BS03 risk assessments. TBD

Percentage of homes
for which all required

communal passenger
lift safety

checks have been

BS04 carried out. 100%

The number of anti-
social behaviour cases
opened for each 1,000
NMO1 homes the landlord
owns, including the
number of cases that
involve hate incidents. | TBD

We are committed to reflecting on the tenant satisfaction measures, and to embedding
learning and opportunities for development into our ongoing work. We also see the
tenant's satisfaction measures as key to enhancing our engagement and openness
with our tenants. Actions linked to this review are included within this Housing Service
Transformation Plan and include:

e Engaging TPAS to help develop our Tenant Engagement Strategy and tenant
scrutiny arrangements, and opportunities to hear a wider range of tenants'
voices.

e The new housing services staffing structure has two dedicated posts, but the
message across the whole department is that tenant engagement is everyone’s
job, a theme which is included in the staff away days, PDR’s and one to ones.

e Further staff training on customer care

e Making the most of our Housemark membership to identify best practice and also,
in terms of governance, openness and transparency, share with tenants and
Councillors how SDDC compares to other local authorities and social housing
providers.
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Tenants Views

Keeping tenants at the heart of service delivery was key to producing the Housing
Service Transformation Plan.

The draft Housing Service Transformation Plan will be shared with the TVG, and
specific sessions will be arranged to work through the detail of the document, to
ensure it reflects the views and aspirations of our tenants.

7 Key Work Programmes 25/26.

7 Key programmes of work arising from the Council Plan 2024-28, C3 Consumer
Regulations Judgement, IESE Housing Service Review and the results of two Tenant
Satisfaction Measures are set out in this section.

The key programmes of work in 25/26 are:

1.

Implementation of the new housing staffing structure — to deliver resilience,
capacity and ability to be responsive to tenants.

Review and enhance tenant engagement, via the Tenant Engagement Strategy
and strengthening our tenant data (Tenant Data Project).

Review the inhouse IT system
Corporate Programme of complaints, analysis and reflection

Enhance Corporate Governance - Housing and Community Service
Committee, TVG, Housing Service Working Group, SDDC Leadership team.

Production of the HRA Business Plan - including a cashflow model,
subsequent delivery of the Housing Asset Management Plan and
opportunities to increase council housing stock.

Update the 2024 diagnostic of consumer regulations and associated actions.
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1. Key Programme of Work: Implementation of the new housing staffing structure

— to deliver resilience, capacity and ability to be responsive to tenants.

Lead officers: Executive Director — Place & Prosperity, Head of Housing

Overview

The last review of the structure was completed and approved in August 2020. A further
review has now been undertaken to meet the new consumer standards, increased
demands, and to provide an effective workforce with the correct skills, knowledge and
experience needed in a housing service today.

Part of the Housing Service Transformation Plan to become a compliant landlord is
ensuring the Councils Housing Service has a structure with the right level of resources and
competent qualified staff with the correct level of skill knowledge and experience.

The new structure is based on the consumer standards regulatory framework covering four

areas.

The Safety and Quality Homes Standard,

The Transparency, Influence, and Accountability Standard,
The Neighbourhood and Community Standard,

The Tenancy Standard.

The table below shows how the structure has been created, and which areas sit
within that area.

Housing Compliance Operational Tenancy Management Neighbourhood
Development Delivery s and
and Strategy Communities
e Housing Complianc | e Reactive e Tenancy Management e Allocations
Revenue e Strategy. Works. e Anti-social behaviour. and Lettings
Account Big six | ¢  Planned e Leaseholders. e Communities.
and policies Works. e Rent e Independent
General and e \Voids. collection.Tenant/Commu living service.
fund. standards e Receiving nity Engagement. e Homelessnes
e Acquiring (Fire, calls, e Regulator of  Social s.
new Water, scheduling Housing Support. e Refugees.
assets for Electrical, jobs, and |+ Policies. e Careline.
the Gas, closing e Regulator of
Council. Asbestos, jobs. Social
e Stock Lifts). e Project Housing
appraisal. Golden Manageme Support.
e Disposals. thread for nt e Policies
e Update compliance | ¢ DLO '
system . e Recharges
following Duty e Payments
Stock Holders for | o Raising
Condition Complianc Purchase
Surveys. €. Orders
e Better Regulator | o Bydget
Care of  Social monitoring.
Fund. Housing O nght to
Support. buy.
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Aids and
Adaptatio
ns
Regulator
of Social
Housing
verificatio
n and
support.
Horizon
scanning
for
changes
in
legislation

Reviewing
Data and
Reporting.
Gather
and
holding
asset data
for
Housing.

Health and
Safety.
Policies.
Constructio
n Design
and
Manageme
nt
Complianc
e.

Contractor
Manageme
nt
Regulator
of Social
Housing
Support.
Policies.

Timeline

The Council approved the structure on the 27.02.2025, and its implementation, including

formal consultation with staff is under way, with a target date for completed by June

2025.

2.

Key Programme of Work: Review and enhance tenant engagement via the

Tenant Engagement Strategy and strengthening our tenant data (Tenant Data

Project):

Overview

Key to our role as a landlord is the voice of our tenants: ensuring this is embedded
and being reflected in the decisions and service improvements that we make, that we
learn from feedback including complaints, and tenant satisfaction information and that
tenants have opportunities to shape the services they receive.

SDDC is developing a Tenant Engagement Strategy as we
Council is at the start of a new phase of engagement and wants to provide a strong
foundation upon which the Council can deliver a more robust and empowering
approach to engagement. The document is being developed with input from TVG and
TPAS. In addition there is the Tenant Data Project, which will inform service delivery
and enable a more bespoke and responsive service for our tenants.

recognised that the

Lead Officer(s): Head of Housing, Tenancy Services Manager, Strategic Housing
and Development Manager.

45



During 25/26 we will complete the following key actions:

e We will work closely with TPAS and TVG to produce the engagement strategy

e Enhance the membership of the Housing Services Working group to include
tenants' representatives and peers.

e Work with TPAS towards accreditation

e Work to recruit more tenants representatives. Tenants will be supported to join and
contribute in a way that feels right for them, and they will be supported to access
training and guidance in this role. We have asked TPAS to support us with this.

e Deliver a range of engagement opportunities across the year, commencing with a
tenants’ Road Show on the 25.03.2025 at the Town Hall, and implementing
initiatives such as a gardening competition and Summer Fayre.

e We have published our Tenant Satisfaction results on our website, and we will
show clearly how tenants can ask questions about the information we have
published.

e We will work with the TVG to enhance the housing section of the website, and we
will provide opportunities for tenants to scrutinise any area of our performance. We
will also ask our tenants for their views on how we can make sure more tenants
know how we are performing and how to hold us to account.

Timeline

Tenants Engagement Strategy adopted October 2025.
3. Key Programme of Work: Review the inhouse IT system

Lead Officer: Executive Director — Place & Prosperity, Head of Housing, Corporate
support from Head of Business Change and ICT

Overview

It is important that the Council can be confident that it holds appropriate and up to
date information about its’ tenants to enable services, or individual responses, to be
shaped to meet tenants' needs. We have carried out an initial review of our tenant
data and the systems we have in place for storing data. We have also explored the
best ways with our IT providers MRI and Lifespan, in which to update the data we
hold (for example, a tenant census) and the type of data that would be helpful to
include in our systems. A key issue is data input, cleansing and manipulation.

Our initial work has shown that;

e As a council we hold a significant amount of information and we are adapting
services and responses to meet individual needs with the information we hold, but
there are gaps, and the information is not always up to date.

e There are issues with the accuracy of some of the data we hold due to lack of
automated processes to maintain it.

e The Tell us Once’ process is working effectively, enabling tenancy records to be
updated and required actions taken following a death.

e Our systems have the capability to store more information in a way that we can
then use and report on and analyse more effectively, but that we need to invest
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in and update our systems to do this properly.
e We also need to consider how our housing IT systems interface with other
council systems, for example the ECASE used by our Customer Services Team.

This key programme is being managed as a corporate project, drawing on technical

expertise from SDDC'’s IT Department.

Objectives

e A robust system which ensures we can accurately report on compliance and
asset management

e An IT system that is capable of storing the data in a way that will allow us to
report on, analyse and better understand the needs of our tenants. This will
support the development of future policies, service improvements and plans as
well as individual responses.

e Accurate and up to date tenant data, supporting professional and person-centered
service delivery.

e Increased understanding of our tenants’ communication preferences, allowing
more targeted sharing of performance information (i.e., complaints and
compliance). Shifting from passive communication methods to proactive.

e Processes in place to maintain and update the information we hold.

Timeline
Completed by March 2026.

4. Key Programme of Work: Corporate programme of complaints, analysis and

reflection

Lead Officer(s): Head of Housing, Tenancy Services Manager, Housing Solutions &

Support Manager. Corporate support from the Head of Customer Services.
Overview

The Council’s complaints policy has been reviewed and updated to ensure it responds
to and complies with the Housing Ombudsman’s Complaints Handling Code. Analysis
of complaints and our learning from complaints is undertaken and used to shape
service improvements, with reporting to Councillors undertaken through routine
performance monitoring and as part of the updates to the Housing Services Working
Group and the alternate updates to Housing and Community Services Committee.

SDDC recently introduced a new IT system for managing complaints July 2024. —
ECASE, this has delivered a more efficient means of both monitoring, progressing,
and analysing complaints across the whole council.

It is important that we consider the learning arising not only from the complaints we
receive, but also from trends and learning across the housing sector, including from
the Housing Ombudsman Spotlight Reports.
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During 25/26 we will complete the following key actions:

¢ Review spotlight reports and sector learning reports published by the Housing
Ombudsman. We will consider any learning points that can strengthen our own
policies and practices, and we will include this learning as part of our reporting
on complaints.

e Ensure the new complaints management IT system is used to support
complaints analysis, monitoring, and learning. This will also provide enhanced
performance monitoring which will be shared directly with tenants.

Timeframe
Implemented, ongoing.

5. Key programme : Enhance Corporate Governance — Housing and Community
Service Committee, TVG, Housing Service Working Group, SDDC Leadership
Team.

Lead Officer(s): Executive Director — Place & Prosperity, Head of Housing

Overview

Key in the findings of the IESE Housing Service Review, C3 rating and audit report, was the
need to enhance corporate governance, and have mechanisms in place which ensure that
SDDC'’s leadership team and Councillors are fully informed of both the housing departments
self-assessment against the consumer regulations, delivery against the judgement and that
the performance of the department is shared comprehensively across the Council.

A further action has been to include regulatory compliance and progression away from the
C3 rating as a corporate risk, within the Council's risk register. This ensures additional
oversight and monitoring.

The proposal now is to expand the membership of the working group to include tenants'
representatives, and external peers.

Updates on the Housing Service Transformation Plan are also now standard agenda items
for both SDDC ‘s leadership team, the TVG, the Housing and Community Services
Committee and the Housing Services Working Group.

Timeframe

Expand membership of the Housing Services Working Group to include tenant
representatives August 2025.

Other actions have already been implemented.

6. Key Programme of Work: Delivery of 30 HRA Business plan — including a
cashflow model, subsequent 5 Year Housing Asset Management Plan and
opportunities to increase council housing stock.

Lead Officer(s): Executive Director — Place & Prosperity, Head of Housing, Head of
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Finance & Performance (Deputy S151 Officer), Executive Director — Resources
and Transformation (Section 151 Officer), Strategic Housing and Development
Manager

Overview

SDDC is currently in the process of drafting its HRA 30-year business Plan, which will
be informed by the stock condition survey and tenants views and priorities, from this
we will focus down on a 5-year asset management plan. These documents will set out
the Council’s delivery plans for investment and improvement in council homes and
details a rolling five-year capital program.

Opportunities to develop or acquire new council homes are currently reliant on
right to buy receipts, section 106 monies, and Homes England grant funding.
There is a risk that we cannot sufficiently mitigate the loss of properties through
the right to buy, (RTB) arrangements through replenishment of housing stock.

This situation was intensified in November 2024, when the Government
announced changes to the RTB scheme, which for SDDC generated a 400%
increase in applications.

To off set this loss, the Strategic Housing Team have an impressive history of
negotiating additional affordable homes across the district and have delivered
over 1100 new affordable homes over the last 5 years to keep up with housing
demand across the district.

In response to this projected loss in revenue through RTB sales, the Council is
now actively looking to purchase up to 40 new-build homes during the next
financial year, bringing additional revenue into the HRA of approximately
£200,000 per year.

During 25/26 we will complete the following key actions:

e We will adopt both the HRA 30 Year Business Plan and 5-year Housing Asset
Management Action Plan and update on progress via the Housing Services
Working Group, the alternate updates to the Housing and Communities Services
Committee and the SDDC leadership team. We will communicate clearly with
tenants to confirm how we have performed against our capital program
commitments, and other priorities identified by our tenants.

e Consider how the Asset Management Plan and Affordable Housing Development
Plan can be more closely aligned, to support investment in existing homes and
acquisition or development of new council homes.

Timeframe HRA and Asset Management Plan adopted October 2025. Review of HRA

Land holdings report to H&CS Committee September 2025.

7. Key Programme of Work: Review the diagnostic of the 2024 consumer
regulations and associated actions.

Lead Officer(s): Executive Director — Place & Prosperity, Head of Housing
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Overview

The new housing regulatory regime commenced on 15t April 2024, including a revised
set of consumer standards with which all social landlords must comply (the guidance
was published on 29.02.2024). in 2024 SDDC undertook a self-assessment against
these indicators which identified

INDICATOR PERCENTAGE

Green — Low Risk 41%

During 25/26 we will complete the following actions:

¢ Review the 2024 diagnostic of the Consumer Standards. Update the HSTP in
response to any actions arising from the diagnostic review and report the outcome
of the diagnostic review to the Housing Services Working Group, the alternate
updates to the Housing and Community Services Committee, TVG and the SDDC
leadership team.

e Demonstrate progress and maintain a positive and constructive dialogue
with the Regulator for Social Housing

Timeline

Ongoing

Housing Transformation Service Plan

Operational actions will be delivered through service improvements as part of the
Council’'s commitment to continuous improvement and will be implemented according
to priority and resource availability. These are shown at Appendix A and are aligned
to the consumer standards. Many of these actions support the delivery of the
programmes of work outlined above, alongside the strategic commitments articulated
in our Council Plan 2024-28.

As a small local authority, SDDC faces resource and capacity issues and must
therefore continue to balance resources and mitigate risks to organisational stability
and resilience alongside business-as-usual activities and the day-to-day demands of
delivering housing and landlord services. This means that to make the most of the
resources available to the Council, actions and commitments must be prioritised and
managed accordingly.

The Housing Transformation Service Plan delivers this appraisal and ensures that
each action has been assigned to a member of the team, resource requirements,
including skills and budget have been identified and a target date for completion has
been set.
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Assurance, Oversight and Continuous Improvement

Housing Service Transformation Plan Delivery and Oversight

Delivery and monitoring of the Housing Service Transformation Plan will be led by the
Executive Director — Place & Prosperity and the Head of Housing.

The plan will evolve in response to changing requirements or areas of focus. The
document will have a light touch review every 3 months which will be shared with

e SDDC'’s Leadership team
e TVG
e Housing Services Working Group

e Housing & Communities Services Committee

This will continue to ensure that the appropriate priority and level of resources has
been planned for each programme of work and key actions within the plan. This
process will also enable the plan to be updated as required, as it is important that the
Housing Service Transformation Plan remains current and responsive to the housing
context in which the Council operates.

Managing Risk

In response to the C3 judgement from the RSH, the Housing Service Transformation
Plan has been included on the Corporate Risk Register and reported to the SDDC
Leadership Team, Housing & Community Service Committee, and the Housing
Services Working Group. Key risks are recorded on the register, along with details of
the risk rating, a target risk, control measures, risk owner and review date. The risk
registers are reviewed quarterly and shared corporately with the Overview and
Scrutiny Committee.

The risks of the council not being able to demonstrate progress against the C3 rating
could result in the following actions

a. A reinspection by the RSH, and the awarding of a C4

“C4 means that there are “Very serious failings” - in how the provider is
delivering against the consumer outcomes and it must make “Fundamental
changes” so that improved outcomes are delivered.

The Regulator of Social Housing has awarded 35 consumer grades since its new
proactive consumer regime began in April, including nine C1 grades (the highest
grade)13 C2 grades, 12 C3 grades (of which ten were self-referrals) and one at the C4
level

This rating could warrant the regulator taking enforcement action against the Council.
Fundamentally, if progress cannot be demonstrated, then the Council would need to call

into question if it was capable of becoming a competent landlord, as failure to do so could
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affect the health and safety of our tenants and expose the Council to significant

reputational and financial risks.

These risks are mitigated via the delivery of the HSTP which is recorded and
monitored as a specific corporate risk, to ensure corporate oversight and ownership

Managing Performance

Performance is monitored at a corporate level through a series of key performance
measures. For the housing service, these are made up of a range of measures across
five areas (Housing Strategy Team, Compliance Team, Organisational Delivery Team,
Tenancy Services Team the Housing Solutions and Support Team). The measures
include the Tenant Satisfaction Measures (performance and perception). These are
monitored and are included in the corporate performance report and reported to the
SDDC Leadership Team, Housing & Community Service Committee, and the Housing
Services Working Group. Performance information will also be shared in the tenants'
newsletters and on the Councils’ website.

In addition, we will contribute to Housemark for benchmarking purposes and also
review our performance against the Pulse reports.

Transparency. Influence and Accountability

We are committed to ensuring that our tenants know how we are performing as a
landlord and can hold us to account.

We will publish our Tenant Satisfaction results on our website, and we will show clearly
how tenants can ask us questions about the information we have published. We will
ask our TVG for their views about the format of the information on the webpage, and
we will provide opportunities for tenants to scrutinise any area of our performance via
our TVG. We will also ask our tenants for theirviews on how we can make sure more
tenants know how we are performing and how to hold us to account. To support our
tenants and increase their understanding and confidence to raise questions, we have
commissioned TPAS, to appraise our current approach and support us in shaping
future opportunities for meaningful engagement with our tenants, and providing
training and support to tenants to give them the confidence and capacity to hold us to
account as a landlord. Future actions include working towards TPAS accreditation.

Our TVG is also informing the production of the Tenants Engagement Strategy.
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Council Governance Arrangements

The formal governance structure for the Council is shown below:

Current Council and Committee structure

SDDC Council & Committee Structure

( Full Council |

Finance & Environment & Housing & Licensing & Overview & Planning
Management Development Community Appeals Scrutiny Committee

Services

Area Forum

The key elements of our governance framework at South Derbyshire have retained a
committee system governance model. Most UK local authorities now operate using a
cabinet system where a group of Members have been given the power to make the majority
of decisions on behalf of their Council.

The benefits of retaining the committee system are that all Members are able to sit on a
range of decision-making committees and every member has a vote that counts. This is
the cornerstone of the Council’s governance — Members are not marginalised in decision
making. All decisions are debated and made during open committee in full public view.
Closed sessions, for instance where commercially sensitive matters need to be discussed,
are kept to a minimum.

In addition to the statutory committees that deal with planning and licensing, the Council
has three main policy committees:

* Finance and Management Committee
» Environmental and Development Services Committee
* Housing and Community Services Committee

The audit function is spread across the Finance and Management Committee and the
Audit-Sub Committee, which is responsible for some elements relating to internal and
external audit and risk management. The Council’s Constitution sets out how the Council
operates, how decisions are made and the procedures which are followed to ensure that
decisions are efficient, transparent, and accountable to local people. We have various
layers of management within the organisation and our management teams each play an

53



important role in the governance framework.

Area Forums

We hold three Area Forums a year in six areas. At these local meetings, local people can
raise local issues. You can get involved, find out more about our services, express any
concerns you might have as well as put forward your own ideas to add to your sense of

community.

Each area Forum meeting starts at 6.30pm, the agenda includes an update from local
Police, where local crime and disorder issues are discussed and there are also updates
on District Council and local community matters. Residents in attendance will have the

chance to ask questions and raise any issues or concerns that they may have.

Role of the Housing Services Working Group

Effective governance, assurance and oversight are essential to deliver high quality
council homes and landlord services, and the need to improve this within SDDC was
a contributing factor in the reasons why the council had to self-referral.

The Housing Services Working Group_was launched in 2024 in response to the
decision to self-refer to the regulator and provides an opportunity for collective
ownership of the performance of the housing department and the delivery of the
Housing Transformation Service Plan.

Whilst it does not replace any of the Council’s existing structures, scrutiny, or decision-
making arrangements, it provides a single focus for political and professional leaders
and shortly, tenants to consider housing matters in one place and ensure there is a
focus and grip on housing, regulatory responsibilities, and tenant voice. There is also
the potential for the group to be joined by external peers to add additional rigor to the
meetings.

The Housing Services Working Group_will provide updates for consideration by the
Housing & Community Committee. This will also form part of the Council’s overall
governance and assurance arrangements, forming part of the Annual Governance
Statement.

Internal Audit

The Council also has an Audit Sub Committee. As part of its’ remit, the Committee
agrees and oversees an annual programme of Internal Audit, monitors progress and
completion of audit recommendations, and monitors the key strategic risks for the
Council. The Council’'s Audit Plan responds to risks, key issues, and areas of focus.
Audit is a valued approach to ensuring performance, accountability, and delivery of
key projects, and continues to provide an important source of assurance relating to
the Council’s Landlord function.

In February 2025 Central Midlands Audit Partnership presented its recommendations
in response to an audit of the housing department which was commissioned to
understand
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e Did reporting processes, both formal and informal, ensure the Leadership
Team and Members were appraised of the requirements of and compliance
with the new Consumer Standards?

Action: Creation of the Housing Services Working Group, alternate standard
item on the agenda of the H&CS Committee and standing item in the SDDC
leadership team meetings.

e Were appropriate strategic plans and performance management in place to
ensure the Council fulfilled the requirements of the new Consumer Standards?

Action: Production of the Housing Services Transformation Plan

e Was the risk management process effective in identifying, assessing, and
mitigating any potential risk of non-compliance with the new Consumer
Standards?

Action: Housing Services Transformation Plan now included on the corporate
risk register, and as a corporate project.

Audit Action Plan 2025/26

Overall
Assurance
Plan Year Rating
Voids Management 2025-26 Planned
Former Tenants Arrears 2025-26 Planned
Rechargeable Repairs 2024-25 2024-25 In Progress
Allocations & Homelessness 2024-25 In Progress
Housing Consumer Standards 2024-25 N/A
Housing Repairs (Planned & Responsive Maintenance) 2023-24 2023-24 Reasonable
Housing Safety Inspections 2023-24 2023-24 Reasonable*
Improvement Grants 2023-24 2023-24 Reasonable*
South Derbyshire - Rent Accounting 2023-24 2023-24 Reasonable
South Derbyshire - Right to Buy - Follow-Up 2023-24 Reasonable
Sheltered Housing - Careline 2022-23 2022-23 N/A
Housing IT System Upgrades 2021-22 Reasonable
Affordable Housing 2021-22 2021-22 N/A
Homelessness 2021-22 2021-22 Substantial
Rent Accounting 2021-22 2021-22 Reasonable

* Provisional Assurance rating as audit yet to be finalised
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Access to benchmarking services

SDDC joined Housemark in March 2024 to support cost and performance benchmarking
and improvement. Housemark was also appointed to undertake the first- and second
years’ Tenant Satisfaction Measures, as they were considered to be the best provider,
and also in acknowledgement of the wider support and information which would be
available to further develop and enhance the service.

Housemark gave a presentation on the 24/25 TSM’s to SDDC Leadership Team, in
February 2025.

As part of the subscription and annual data submission process, the Council has also
begun to submit monthly performance information and is now in the early stages of
obtaining monthly ‘Pulse’ reports which provide an insight into performance trends,
across the sector, how the council compares to tother social landlords and areas for
focus, further analysis, or improvement.

A summary of the sector Pulse reports will be considered each month. The
Housemark Pulse process uses a small suite of indicators to provide an overview of
sector performance against key metrics.

These are compared and split into four quartiles, with the upper quartile representing
the best performance and the fourth quartile, the lowest performance. This process is
entirely voluntary and therefore self-selecting in terms of the number of participants
but offers a broadly representative group.

Appendices

Appendix A: Housing Service Transformation Plan — Action Plan, Operational Tasks
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APPENDIX A — Housing Service Transformation Action Plan — Operational Tasks

Key work plan Target date
number Responsible Project | for
Standards officer Resources | team completion
Neighbourhood and Community Standard
1&2 Commence
Launch programme of Bi - annual tenancy visits. TSM TSM Y in
Capacity Sept-25
from the new
staffing
structure
Define approach to implementing service charges N/A Ex Director / | Working Y June 2025
Head of group poss’
Housing consultant
Commence an annual programme of tenant and leaseholder 2 Head of Internal Y March 2025
engagement activities Housing/TA | working
M/ SDDC group
Communicat| Capacity
ions tea, from the new
staffing
structure
Expand the membership of the Housing Services Working Group 2 Ex Director N June 2025
to include TVG representatives and external peers
Adopt the Housing and Health Strategy N/A Strategic Housing Y Draft
Housing and| Strategy July2025
Developmen | Team Approved
t Manager October 25

Tenancy Standard
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Key work plan Target date
number Responsible Project | for
Standards officer Resources | team completion
Review the tenant handbook 2 TSM In house N Commence
on October
25
Review the tenancy agreement 2 TSM In house N Commence
on May 25
Review the allocations policy 2 External Y August
consultant — 2025
Andy Gail,
within
existing
budget s
N/A TSM In house N Ongoing
Ongoing implementation of the income management plan and an
arears audit recommendations (weekly)
Fraud - continue with the National Fraud Initiative. N/A TSM In house N Ongoing
Commence service charge review project, reference to the national [N/A EX- Working Y June 2025
guidance DIRECTYOR group
HEAD IF In house
HOUSING/
TSM/
2 TSM In house N Ongoing
Commence pre tenancy Assessments
Enforce new tenants to pay one month in advance to achieve the N/A TSM In house N Linked to
‘rent on time’ model — linked to the review of the tenancy agreement review of
tenancy
agreement
Sept’ 2025
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Key work Target date
plan number | Responsible Project | for
Standards officer Resources | team completion
Transparency, Influence and Accountability (including tenant
satisfaction measures)
Produce the tenants and leaseholder engagement policy in 2 Head of TSM Y July 2025
consultation with the TVG Housing / TSM| In house
2 Head of TSM Y March 2025
Tenants' newsletter - implement an editorial panel with tenants. Housing / TSM| In house tenants
panel Sept
2025
2 Head of TSM
TSM project - feedback, action plan and tender for future years Housing In house Y Ongoing
2
Housemark Project - feedback, submission of data and action plan, Head of TSM Y Ongoing
contribution and review of Pulse reports Housing In house
Annual
Housemark
subscriptio
n
Annual tenants’ report - expand to provide a section for tenants, to 2
also include information about additional support services such as
mental health, and have tenants on the editorial panel Head of TSM Y July -25
Housing In house
Implement the conclusions of the review of the careline service. N/A Ex Director/ Housing Y November -
Head of Solutions & 25
Housing Support
Manager
In house
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Provide training to staff on the use of plain English for
correspondence.

Head of
Housing

TSM
training
budget

Sept - 25

TVG views included in the 5-year asset management plan

TSM

TSM
In house

Aug - 2025

Expand the membership of the Housing Services Working Group to
include TVG representatives and external peers

Head of
Housing

TSM
In house

July 2025

TPAS Accreditation - review of the current approach and develop an
action plan. Work commenced with desk top survey, TPAS now
commissioned to devise an action plan for formal TPAS accreditation

Head of
Housing

TSM

annual
subscription
plus
additional
fees for
accreditatio
n, but not
due to
commence
within the
current year

Sep-25

Tenant Data Strategy

Head of
Housing

TSM

Wider
discussions
with the IT
provided —
potential
additional
cost

Sept — 25

Enhance corporate governance — regular updates to
Housing and Community Services Committee
Housing Services Working Group

Ex Director

In house

Y

Ongoing

46




TVG
SDDC Leadership Team
Full Council
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Key work plan Target date
number Responsible officer Project | for
Standards Resources | team completion
Complaints: Head of Housing TSM Ongoing
e Continue to update the Housing 4 In house
Services Working Group and the
Housing and Community Services
Committee
e Add quarterly performance to Tenants 2 &4
website linked to service changes in
response to complaints and
compliments- co produced with the
TVG
e Increase visibility of complaints 2 &4
information to tenants via web,
newsletters, and other forms of tenant
communication.
Create opportunities for tenants to request further 2 Head of Housing TSM Ongoing
information on / scrutinise performance TVG
In house
Safety and Quality Standard
Update the 2024 diagnostic of consumer 6 Ex Director/ Head of In house Y July — 25
regulations and associated actions. Housing, duty holders
Conclude and adopt the review of the policy and  |N/A Strategic Housing and Housing Y July - 25
process for aids and adaptations. Development Manager _?trategy
eam
Foundation
s
consultant
and In
house
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Undertake 33% stock condition survey annually
commencing in 2026.

N/A

Head of Housing

external
provider but
not due to
commence
in the
current year

April - 26

Electrical safety operational management plan.

N/A

Head of Housing

Duty
Holder

June - 25
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Key work Target date
plan number| Responsible Project | for
Standards officer Resources | team completion
Fire safety operational management plan. N/A Head of Duty Holder June - 25
Housing In house
Develop 5-year asset Management Plan N/A Head of Duty Holder Oct - 25
Housing In house
Review the approach to and outcome of disrepair claims over the N/A Head_of In house December -
last 5 years. Housing 25
Use the tenant data to appraise local offers, e.g. prioritising repairs |2 Head of MRIIT December -
for vulnerable tenants, or enhanced security provisions for those Housing consultants 25
experiencing DV., linked to the Tenant Data Strategy taenadeDDC IT
Conclude the review of the in House IT Systems 3 Ex Director/ Housing and Y December -
Head of SDDC IT team 25
Housing
Development
Conclude the options report appraising the HRA Land holdings and Head of Economic September-
submit for approval in September Development & Housing Y 25
Growth Strategy
Team
In house
Quarterly updated on new developments shared across all teams Strategic Housing N Ongoing
Housing and Strategy
Development Team
Manager In house
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Purchase 40 new affordable homes Head of Housing | Housing N December -
Strategy 25
Team
In house
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