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	3 Minutes of the Meeting held on 13th November 2025
	4 Legal Services and Partnerships Directorate (LSPD) and Housing Revenue Account  (HRA) – 2025/26 Period 7
	1. Purpose of the Paper, Background and Summary
	1.1. To provide an overview and key point summary of the general fund revenue budget for LSPD and the HRA.  The briefing paper will outline how the budget is influenced and impacted by levels of customer demand and details the performance measures use...
	2. Background / Introduction
	2.1. The budget for 2025/26 set by Council in February 2025 is based upon staffing structure requirements, contractual and statutory commitments within the Directorate such as housing related support and temporary accommodation and internal/external d...
	2.2. In recent years, Neighbourhoods and Housing (N&H) have increasingly relied on a range of variable new burden related government grants, often aimed at specific areas of the business, with no long-term certainty. This makes it challenging for the ...
	2.3. There are also significant levels of external income, particularly in customer services.
	2.4. The LSPD 2025/26 budget is c£21.8m net, comprised of £39.4m expenditure and £17.6m income. £5.0m of expenditure and income is in relation to government grants, the majority of which are within N&H (£4.5m).
	3.1. Overall, the Directorate is forecasting an overspend of £1.974m at period 7, compared to an overspend of £1.704m at period 5.
	Customer Services
	3.2. Customer services are forecasting a pressure of £0.490m, compared to a £0.593m overspend at period 5. This is driven mainly by a pressure on bereavement and cremations income generation of £0.377m.
	3.3. Last years (2024/25) outturn saw a £0.356m adverse income variance materialise and there has been a c20% reduction in business overall compared to 2022/23 when the service income was considered quite stable.
	3.4. The income pressure remains and is due to an increase in customer choice, with direct cremation packages being widely marketed as a significantly lower cost option, without celebrants and services, promoting the concept of a memorial or gathering...
	3.7. Other pressures surrounding workforce budgets and income targets derived from the wider public such as the registrars service remain a risk and are being monitored closely.
	Neighbourhoods and Housing (N&H)
	3.8. N&H are forecasting a pressure of £1.632m for period 7, compared to an overspend of £1.365m at period 5. This expenditure is driven by use of non-council owned private temporary accommodation (hotels, apartments and B&Bs) that are used in order t...
	3.9. The pressure is driven by an increase in both volumes and prices, with 196 households currently in temporary accommodation (a reduction from 217 at P5), compared to c180 at this time last year.  This number has fluctuated between 170 and 230 in t...
	3.10. The Council is seeing an increase in temporary accommodation costs due to price increases in hotels, apartments and B&B accommodation, with clients staying in this type of accommodation for longer.
	3.11. Analysis this year suggested a c38% price increase in hotel costs compared to last year, with an increase of c25% usage in this type of accommodation and an increase of c20% in the length of time clients are staying in temporary accommodation.  ...
	3.12. The volume of applicants seeking temporary accommodation seems to be stabilising and delivery of the Temporary Accommodation Acquisitions Strategy will reduce accommodation costs, for example the conversion of an ex- HRA sheltered housing scheme...
	3.13. It is also challenging for councils to simply shift their entire focus sufficiently over to prevention and growth, whilst continuing to deal with enormous pressures from people who are already homeless, and Hull is no exception.  Notwithstanding...
	3.14. Useful performance data is now available on Power–Bi enabling officers  to monitor and develop a granular understanding of flow in and out of the homelessness system, the accommodation type used and the financial impact this has on budgets/resou...
	3.15. Due to the HRA, the Council does deliver a certain level of internal supply of good quality, self-contained temporary accommodation but we are increasing the supply of this accommodation from circa 95 units up to 200 units; as this supply increa...
	3.16. As per the strategy, the Council has undertaken the following activities as part of delivery of the strategy;
	3.17. In conjunction with the strategy, void performance is being driven to improve relet times and reduce the number of managed voids. Voids properties have reduced by 20% in the last 18 months.
	3.18. The intention is to produce a specific and direct-action plan, based on the above activities, tracking progress, performance and timescales, promoting the financial outcomes and implications on expenditure and budgets. Future updates will be rep...
	Town Clerk
	3.20 Town Clerks are forecasting a balanced budget, compared to a £0.102m underspend reported at P5.
	3.21 There has been an increase in the number and complexity of children’s court cases where external legal counsel is utilised. This budget overspent by £0.187m in 2024/25 and is forecast to overspend by £0.297m at P7.  A review of expenditure and co...
	Human Resources
	3.22 Human Resources are forecasting an underspend of £0.148m with no significant risks or variances to report.
	Savings
	3.23 There were no savings identified within the budget for LSPD for 2025/26.
	4.1 The HRA is forecasting a balanced budget. This will be monitored closely throughout the year.
	4.2      The expenditure budget is forecasting an underspend of £0.993m primarily driven by underspends in Supervision and Management of £1.487m. This is linked to on-going recruitment campaigns.  The Supervision and Management underspend is offset sl...
	4.3     Income is forecast to overachieve by £0.275m which is 0.24% of the budget and not a material variance.
	4.4      The forecast movement in capital financing relates to a reprofiling of debt repayments and increased contributions to fund capital expenditure to accelerate improvements in the quality of housing stock.  The current volatile economic climate ...
	4.5     The HRA is in line with budget, and, despite ongoing recruitment, vacancies are driving identified budget line underspends which are being offset by other budgetary pressures. These pressures relate to a reprofiling of debt repayments and incr...
	Director of Legal Services and Partnerships
	Ian Anderson

	5 Customer Services Update
	1. Purpose of the Paper and Summary
	1.1 To update Members on the key issues within Customer Services.
	2. Background
	2.1 Customer Services are working to a set of priorities in order to maintain and improve residents experience to access services. The four key priorities for 2025/26 are below
	 To reduce call wait times - by retaining calls answered to 25,000 per month by an advisor and working to a 10% abandoned rate.
	 To develop a digital inclusion strategy including agreed actions across the Council and VCSE organisations.
	 To increase third sector partnership working, to deliver advice in the community.
	 To protect income for bereavement and registration services.
	3.  Issues for Consideration
	3.1 A significant amount of work has been undertaken to improve the self-service experience via the councils website. The service monitors data regularly to understand residents’ usage and the user experience. Customer activity data shows the metrics ...
	3.2 The focus of the team is to reduce call volumes further to 20,000 calls answered by an advisor each month, by encouraging those that can and are able to use the internet, to access services through an online customer account. It is clear from our ...
	3.3 In order to reduce calls further, and support our residents to get online, there is a need to develop a coordinated approach with other partners in the city such as the voluntary sector, health services and broadband suppliers in the form of a Dig...
	3.4 A Digital Inclusion Strategy has been developed with partners and includes the need for a product/system to be able to pull together all the resources in the city that supports residents to get online. There is a wide range of resources to support...
	3.7 Customer Services have updated the Cost of Living information on the website for this winter. It can be found at  www.hull.gov.uk/financial-legal-general-advice/cost-living This brings together all of the help and support in the city available, wi...
	3.8 Voluntary Sector partners through ‘Sector Connect’ and Customer Services are introducing a new case management system to voluntary sector organisations and groups. As well as the benefits to the organisation, this will provide visibility to collec...
	3.9 Customer Services are again delivering the Money Matters scheme as part of Household Support Fund 7. This approach ensures prevention is an intrinsic part of our offer by working with and upskilling communities. We have partnered with 23 VCS organ...
	The VCS organisation will proactively identify vulnerable residents to receive Money Matters advice and will then refer them to our Welfare Rights Service for a one-off HSF grant in the form of a £100. Appendix 3 shows the data we are collecting with ...
	3.10 Customer Services are developing an Advice Services Dashboard, bringing together data from both the advice we deliver and the advice we commission. Once ready this data will deepen our understanding of the emerging needs of communities around foo...
	4. Next steps
	4.1 That’s Members note the report and provide any further comments.

	3a. Communities OSC 11122025 Appendices
	Slide 1: Customer Services Activity Data   11th December 2025
	Slide 2: Appendix 1 Website usage  Power BI
	Slide 3
	Slide 4: Appendix 1 Contact Centre data 
	Slide 5: Appendix 2 Our Customers
	Slide 6
	Slide 7: Appendix 2 Info needed re the community hubs 
	Slide 8: Appendix 3 HSF 7: Money Matters (first  months)
	Slide 9: Appendix 4: Advice Services Dashboard

	6 Bereavement Services Update
	1. Purpose of the Paper and Summary
	1.1 To provide the Committee with a general update with regards to the service.
	2. Background
	2.1 Bereavement Services includes the day-to-day management of cremation services at the Chanterlands Crematorium, burial services, memorial safety and maintenance of 5 of the cities open cemeteries. The service also provides a low-cost funeral servic...
	2.2 The team of staff at Bereavement Services have played a crucial role in the recovery of the incident at a funeral home in the city, in March 2024. The team have dedicated a considerable amount of time with families, to support them to provide fune...
	2.3 Two additional Bereavement officers will remain in the service for a further 12 months, to provide the additional resource to get back on track, particularly with tasks including the renewal of leases for rose trees, trees, and exclusive rights of...
	3. Issues for Consideration
	3.1 Promotion of the service – The dedicated Publicity and Marketing Officer is developing a marketing plan for the next 12 months. The Plan includes key areas of the service listed below, and includes the use of various methods of marketing, to ensur...
	3.2 The plan will also consider the need to market certain services at certain times of the year in order to get the best take up. It is also important that each specific service has a known visible brand for each product which is identifiable for res...
	3.3 The Publicity and Marketing Officer has already started to review the Hull Bereavement Services website, making sure the information is easy to find and up to date. Reference to the website will be used through the marketing plan, to point residen...
	3.4 Leased memorabilia – Within the 5 open cemeteries in the city, there are 25 areas in total which offer families a leased memorial.  This could be a rose tree, a tree, a bench, sanctum box, a variety of plaques or an area within the Columbarium. Th...
	3.5 Exclusive Rights of Burial plots – residents can reserve a burial plot at Eastern Cemetery, Northern Cemetery and Priory Woods Cemetery, for a minimum of 10 years. The team have a similar process to the above, in terms of contact prior to the expi...
	3.6 Grounds maintenance of the cemeteries – Bereavement Services have a Service Level Agreement with Streetscene Services Grounds Maintenance Team to maintain the cemetery grounds of the 5 open cemeteries.  The teams meet regularly to discuss any issu...
	3.7 Death Registrations Hull and East Riding - A death must be registered in the district in which it occurred; therefore, if someone from the East Riding dies in HRI their death must be registered in Hull.  If a customer is unable to visit the Hull R...
	Work is ongoing to digitise the Registration Service.  New legislation will remove some of the administrative burden and the need for a wet signature on a register page.  These changes will enable deaths to be registered over the telephone and ultimat...
	4. Next steps
	4.1 Bereavement Service will continue to work to the service priority, which is to promote affordable and high-quality bereavement services to local residents.

	7 Housing Growth Plan – Approval of Procurement Strategy
	1. Purpose of the Report and Summary
	1.1. This report seeks Cabinet approval for the proposed procurement strategy to implement plans for delivering modern new Homes that meet the Council’s requirements pursuant to the adopted Housing Growth Plan for the city.
	1.2. Putting in place a robust procurement strategy will enable the Housing & Neighbourhoods service to ensure that schemes are given the best chance to be viable and deliverable.
	2. Recommendations
	2.1. That Cabinet approve the procurement of a social housing development agreement to facilitate the delivery of housing in the city of Kingston-upon-Hull and the East Riding of Yorkshire with an initial duration of 10 years, but with provision for a...
	2.2. That the contract be open to enable utilisation by other Local Authorities and Social Housing Landlords operating in the city.
	2.3. That the outcomes to be achieved by the developer be delegated to the Executive Director of Housing and Communities in consultation with the Portfolio Holder with responsibility for Housing (Portfolio for Economic Renewal, Housing and Organisatio...
	2.4. That the award of the contract to the successful development partner to deliver housing schemes be delegated to the Executive Director of Housing and Communities, with housing delivery commitments to be confirmed by published Decision Record in c...
	2.5. The Cabinet approve the tender of a smaller sites framework agreement with a duration of 8 years, with provision for a further call for competition after 4 years.
	2.6. To delegate the award of contracts through the smaller sites framework agreement to successful tenderers to the Executive Director Housing and Communities.
	2.7. That Cabinet note and reconfirm the delegations within Minute 87 of the Cabinet Meeting on 27th January 2025 for the Assistant Director of Neighbourhoods and Housing by Decision Record to:
	2.7.1. acquire s.106 homes, new build turnkey opportunities or other land-led   opportunities or existing properties – either through RTB buyback process or  those generally available on the market, including properties to be used by  the Council for ...
	2.7.2. to launch a small sites, land-led homebuilding initiative whereby developers  are encouraged to approach the Council with sites they have secured;
	2.7.3. to establish a refreshed loans and grants framework (utilising grants made  up of right to buy receipts, Mayoral Combined Authority/devolved housing   funds or government department housing funding) for community-led housing organisations and/o...
	2.7.4. to appropriate general fund land into the HRA for the purposes of bringing   forward viable Council housing development
	.
	3. Reasons for Recommendations
	3.1. The Housing Strategy and Housing Growth Plan established the framework for the delivery of housing, including affordable housing within the city and established the target numbers for delivery;
	3.2. There is a significant need for social housing in the city consequent upon the homelessness crisis in the country and having in place appropriately procured agreements through which to deliver housing is crucial to facilitating delivery;
	3.3. That housing needs to meet sustainable energy targets that will reduce the likelihood of the need for subsequent retrofitting, expedite delivery timeframes, minimise long term maintenance liabilities and maximise the benefit to the Hull economy t...
	3.4. Registered Social Landlords operating in the city are subject to duties to:
	3.4.1. Co-operate with the local authority when it requests help, to help address the  homelessness duties under Part 7 of the Housing Act 1996.
	3.4.2. Help to offer accommodation to people who are in priority need under the   local authority’s housing allocation scheme
	3.4.3. Respond to reasonable request to consider tenants for housing.
	3.5. Access to the same agreements for partner organisations will assist the local authority to facilitate wider delivery through working with Registered Social Landlords operating in the city as well in partnership with the Mayoral Combined Authority...
	4. Impact on other Executive Committees (including Area Committees) and decision makers:
	4.1. The proposals will have an impact on all Wards within the city.
	5. Contribution to the delivery of the Community Plan, the Council Plan and/or Area Plans:
	5.1. The proposals will support the Community Plan themes of safer and welcoming neighbourhoods and economic growth that works for all.
	6. Impact on other key strategies/business plans:
	6.1. The proposals will support the delivery of the Housing Strategy and Housing Growth Plan.
	7. Equalities Impact Information
	7.1. Investment in Social Housing supports those in groups in highest need given their representation among those who have a priority need for the provision of housing.
	8. Consultation
	8.1. Consultation upon the proposals will be undertaken through the Communities Scrutiny Commission on 11th December 2025.
	9. Background
	9.1. In January 2025 Cabinet approved the Housing Growth Plan 2025-31. The Plan sets out how the Council will facilitate new housing delivery across the city to work towards the new housing targets set out in the updated National Planning Policy Frame...
	9.2. The Council is facing a very significant demand for social housing in the city with homelessness presentations having doubled from 2000/annum to circa 4000/annum in recent years.  In the same period the return of social housing to the Council for...
	9.3. Registered Social Landlords are subject to duties to support the local authority in addressing homelessness in the city and meeting the needs of those who fall within priority homeless groups.  In addition, the Council has a key strategic relatio...
	9.4. The Council has a strong track record of housing delivery, having completed nearly 600 new Council homes over the last 10 years. The latest plan builds upon this success and continues to deliver much needed modern new Council homes to meet high d...
	9.5. The Council delivers its own new Council homes through a number of different routes. These include direct delivery on land owned by the Council, turnkey acquisitions from strategic partners and the market and finally land led opportunities where ...
	9.6. Historically the Council has developed out many new Council homes through direct delivery, however increasingly we are now also acquiring new homes through a turnkey mechanism where this represents good value to the HRA. In recent years, notably ...
	9.7. We must also be mindful that we may need to charge Affordable Rent in some cases to ensure viability, this must be balanced against affordability for tenants and housing those most in need. Affordable Rent is ordinarily defined as a maximum of 80...
	9.8. Recent announcements from central government have set out the intent to develop a new 10 year Affordable Homes Programme.  Should this come to fruition it will provide greater funding certainty, however, the grant rates are unlikely to fully offs...
	9.9. The Housing Growth Plan identifies a number of sites for the delivery of new Council Homes. The table below provides some background as to the anticipated number of homes to be delivered on each site and the progress made to date. In the first ye...
	10.0 Issues for Consideration

	10.1 In order continue the positive momentum and to ensure that we harness the efficiencies to deliver the against the Growth Plan targets, a procurement strategy is proposed. The focus of this strategy is to address the key challenges we face which i...
	10.2 Historically the Council has delivered new Council homes through direct delivery via a Design and Build route. Under this arrangement the contractor is responsible for both the design of a new scheme and the construction of it. This can help to m...
	10.3 The Council also has a strong track record of delivering homes through development partnerships (e.g. the Citywide Housing Development Partnership). Under these arrangements, desired outcomes are articulated at the commencement of the procurement...
	10.4 The existing Development Partnerships have now almost exhausted the limits set in the original tenders.  Consequently, it is necessary to initiate the process to secure a development framework for the next 10 years in the city.
	10.5 The financial viability of schemes is increasingly challenging.  With this in mind, a plan has been formulated for approval by Cabinet which proposes three alternate routes to delivery as we move toward the final stages of the current development...
	10.6 Procurement of a Housing Delivery Partner
	10.7 There are a number of sites identified within the Housing Growth Plan that are of strategic importance, both in terms of driving the number of new homes to be delivered but also the regeneration impact they will bring about and creating new neigh...
	10.8 The procurement of a lead delivery partner takes a more long-term collaborative approach. Procuring a delivery partner, the Council would set out a series of clear outcomes that will set the tone and focus for what is required to be delivered in ...
	10.9 Past experience suggests that housing developers can be more efficient than direct delivery when it comes to costs of delivery. This is because they have established and efficient types of homes which can be modified and tailored to suit differen...
	10.10 In the summer 2025 the Council undertook an exercise to explore interest from the market for the opportunity to work in partnership with the Council to deliver homes. The Council set out the vision for partners to deliver well designed modern ne...
	1. The delivery of over 840 new Council Homes
	2. Accelerate housing delivery in line with the adopted Housing Growth Plan 2025-31
	3. To take a fabric first approach to deliver energy efficient new Council Homes.
	4. A commitment to provide community facilities on identified sites.
	10.11 This engagement is informing the approach to achieve of the objectives within the Council’s Housing Growth Plan which will inform the procurement process for the appointment of a Housing Delivery Partner, including the delivery of the maximum le...
	10.13 Key to this approach is the development of a trusted financial model for appraisal of the viability of sites to ensure that affordable forms of tenure are given priority.
	10.14 Having undertaken the EOI exercise the Council received 12 submissions which is considered a positive outcome from the process. The responses came from a wide range of delivery organisations including some who are already successfully delivering...
	10.15 The procurement of a housing delivery partner is therefore considered a central element to support our ability to deliver 840 new Council homes over the Growth Plan period 2025-31. The extensive experience and specialist knowledge to unlock site...
	10.17 The majority of new homes will be delivered through a housing delivery partner. However, there are smaller sites that are less likely to be able to be efficiently delivered through a development agreement structure. For these sites it is propose...
	10.18 Since 2020 the Council has operated a successful small sites programme which has seen 12 different sites come forward and 39 modern new homes completed with a further 18 homes due to complete imminently. Therefore, taking the total to 57 homes a...
	10.19 In order to make the process for delivering on small sites more efficient and consistent the proposal is to establish a small sites framework where contractors will be procured to a new internal framework based on a set of standard house types e...
	10.20 This route is not expected to deliver significant numbers of homes, however, initial sites have been identified above, which will be added to as other sites are brought forward.  This should deliver circa 60 homes over the 5 year plan period.
	10.21 Specialist
	10.22 This route for delivering new Council homes will provide the opportunity for the Council to take part in any pilot schemes or other bespoke opportunities should they arise. For example, the Council is currently engaged in a pilot to deliver 42 n...
	10.23 The above pilot brought together a multi-disciplinary team of designers, planners and cost consultants to establish proposals across three sites where delivery is predicated on MMC. The scheme recently went out to tender with an appointment of t...
	10.24 Further to this we have identified a site at Henson Villas within this route. Henson Villas is a site located off Pearson Park and will see up to 24 new Council flats/ apartments delivered. This site is quite unique because of the extensive cons...
	10.25 Turnkey/ Land-Led/ s.106
	10.26 As an existing delivery route, it is proposed to continue to acquire new Council homes that meet with our specification requirements on a turnkey basis where opportunities arise. This is where the Council acquire new homes as completed assets ra...
	10.27 The Council will also accept homes from developers delivered as a consequence of section 106 planning obligations. This is where a developer is required to provide an agreed number of affordable homes on a development to comply with requirements...
	10.28 Land led development opportunities (ie where a developer owns housing land and presents to the Council an opportunity to secure some of the developed site at a discount) are also providing some good opportunities to acquire new Council homes fro...
	9.10.
	1.
	2.
	3.
	4.
	4.1.

	11. Options and Risk Assessment
	11.1 Do Nothing
	Should the Council do nothing, the Council will continue to utilise the existing procured development agreements till they are exhausted and thereafter have to rely on wider framework contracts.
	This will mean that the Council is restricted to existing agreements.  It will not be able to utilise.
	It will also mean that the Council would need to take schemes out to tender through a design and build or traditional contract, which increases the risk of stalled sites owing to viability constraints.
	11.2 Pursue a Development Agreement led procurement approach
	This has the potential provide the structures through which to achieve the required outcomes of the maximum number of social homes that meet energy efficiency requirements, avoid the need for retrofitting, expedite delivery times and minimise the long...
	11.3 Procure a small sites framework agreement
	This will address the areas that the larger development contract will be unable to fulfil.  It allows for the Council to develop a long term small sites framework, with provision for that framework to be refreshed after four years, to again build on t...
	12.
	1.
	2.
	3.
	4.
	5.
	6.
	7.
	8. Comments of the Monitoring Officer (Assistant Director, Legal and Governance)
	12.1 The primary proposal in this report is that the Council tenders a long term development agreement for the outcomes it requires, to include the maximisation of social housing delivery for the Council, with a focus upon modern methods of constructi...
	12.2 The small sites framework contract that is proposed will have a maximum duration of 8 years under current procurement law, however, there will need to be a refreshing of the framework after 4 years.
	12.3 Given the duration of the contractual arrangements it will be important to ensure that Social Value is delivered through the contractual arrangements and measures incorporated into the procurement process and contractual documents to ensure that....

	13.
	13 Comments of the Section 151 Officer (Director of Finance and Transformation)
	The Director of Finance and Transformation notes and supports the recommendations.  (SC)

	14. Comments of the Assistant Director OD & HR and compliance with the Equality Duty
	The Assistant Director of OD & HR notes this report.  There are no staffing or equality issues.  Social housing supports those in groups of highest needs. (SH)
	15.
	16.
	17.
	18.

	19.
	20.
	21.
	22.
	23.
	24.
	25.
	26.
	27.
	28.
	29.
	15 Comments of Overview and Scrutiny
	30.
	This report will be considered by the Communities Scrutiny Commission at its meeting to be held on Thursday 13th November 2025.  Any comments or recommendations agreed by the Commission will be submitted to Cabinet for consideration. Ref: Sc9011 [PT]
	31.
	32.
	16  Comments of the Portfolio Holder for Economic Renewal, Housing and Organisational Development


	8 Neighbourhoods & Housing quarterly update report – Quarter 3, 2025 - 26
	3.4.4 To the end of September 2025, the total value of adaptations works complete and orders issued (against a £5m budget) is below;
	3.4.5 There is now a weekly HCC/KWL adaptations meeting to jointly review performance, escalation of blockages or bottlenecks and review any particularly complex cases.
	3.4.6 End-to-end timescales for Council housing adaptations are slowly but steadily reducing:
	3.4.7 It must be noted that these average timescales may well increase over the short to medium term as older cases in the backlog are completed. The key metric currently is therefore the number of jobs actually completed (3.4.3   above). We need to l...
	3.4.8 The above improvements in performance are being supported by system changes: Council housing adaptations were successfully moved to the Granicus system during 2025.  The intention is to move private sector adaptations to an alternative system fr...
	8.2 However the element of the Council’s General Fund revenue budget for 2025/26 allocated to Neighbourhoods and Housing is projecting an overspend of £1.632m, due to continued heavy demand for temporary accommodation; the overspend would be greater i...
	8.3 A more detailed Period 7 briefing paper is included as a separate item on the agenda of this meeting of the Commission.

	5a. Appendix 1 at 11 Nov 2025
	5b. Appendix 2 - TSMs update RSH at 11 Nov 2025
	Appendix 5 - Q2 2025-26 - NH Insight Report (Combined) v2
	9 Update: Progress & Impact of implementation of 5-day urgent repairs
	1. Purpose of the Paper and Summary
	To update the Overview and Scrutiny on the progress and impact of the implementation of the 5 day Urgent Repair category.
	2. Background
	2.1  The delivery of an efficient and customer focused repair service is a key priority for Hull City Council and the KWL partnership.
	2.2 The repairs service is delivered primarily by KWL, who respond to repairs raised by customers, Housing Investment Services (HIS) Surveyors and other Neighbourhoods and Housing (N&H) officers due to visits to customers homes, such a Routine Tenancy...
	2.3 Hull City Council receive approximately 76,000 repairs each year. All repairs are raised through the NEC diagnostic tool called Repairfinder (used by officers) and Interfinder (used by customers online).  This diagnostic tool determines the priori...
	2.4 From 2019 to June 2025, all repairs fall into one of the following priorities:
	 High Priority Emergency (HPE, up to 4 hours) – Any extreme case where a repair presents immediate danger to either occupants, public, or risk to property left unattended.
	 Emergency (E24, up to 24 hours) – Any repair that causes an immediate threat to the safety, security or health and safety of occupants or members of the public or serious potential damage to the property.
	 Routine (API,APX, up to 28 day appointable repair) – Any repair that is not an emergency.
	2.5   For 2024/2025, HPE and Emergency repairs amounted to 36% of all repairs across the service which equates to 27,500 emergency repairs each year.  A large number of the emergency repairs are not ‘true’ emergencies i.e. small containable leaks from...
	 Not the best use of resource – emergency repairs often result in two visits from an operative, one to make safe/isolate the emergency and then a further visit to carry out the secondary repair.  Due to the number of emergency repairs being raised, b...
	 Emergencies are not appointable repairs – the customer is required wait in for 24 hours for an operative to arrive.
	 Limited offer of category of repairs, some repair types, such as a small containable leak from a wash basin or a broken electric lamp holder to a bedroom have to be classified as an emergency as it is not acceptable to leave this type of repair for ...
	2.6 In addition to the need to improve efficiency, an improved customer experience and improve successful access rates, the introduction of an urgent repair category allows HCC/KWL to effectively compare and benchmark performance against other compara...
	2.7 The anticipated benefits of introducing the Urgent 5 day repair priority were:
	 The repair is appointable, preventing the customer from having to wait in for 24 hours.
	 The repair will be reportable online (currently only routine repairs can be reported online)
	 The customer will receive a first-time fix to the repair, wherever possible.
	 More resource available to improve response times.
	3. Issues for Consideration
	3.1 On 2nd June 2025, HIS service, in partnership with KWL, introduced a 5 day Urgent appointable repair.  This is any repair which is causing serious inconvenience to the occupants or likely to cause further problems to the property. This repair cate...
	3.2 A total of 60 repair types were re-prioritised from an Emergency Repair to an Urgent 5 day appointable repair.  Examples of these are containable leaks, loose floorboards, glazing with no external security risks, as per the recommended guidance wi...
	3.3 Below illustrates the current position in term of appointments and response times.  Emergency repairs have reduced from 12,499 (36%) from Jan-May 2025 to 8,003 (31%) June-September 2025, but as a partnership we acknowledge that the level of emerge...
	Jan – May 2025      June – September 2025
	3.4 Other envisaged benefits and successes identified through the introduction of the Urgent 5 day appointment are:
	3.4   It is worth noting that the introduction of Awaab’s law will impact on the number of emergencies received.  From 13th October 2024 to 6th November 2025, 132 additional emergencies were reported due to potential damp and mould, where a customer h...
	4. Future plan
	4.1 In addition to the work already being undertaken to identify other emergency repairs that can be reprioritised, the HCC/KWL partnership have agreed to introduce a planned 60/90 day category. There has been an increase in the number of larger plann...
	4.2   In addition to the introduction of the 60/90 day planned category, it has been agreed at Core Group to rename the current repair priorities to the following:
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