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Communities Overview and Scrutiny Commission
1:30pm —4:15pm on Thursday 11" December 2025

Room 77, The Guildhall, Alfred Gelder Street, Hull, HU12AA and MS Teams (Officers Only)

Present:

Councillors: Randall (Chair); Belcher; Healand; Henry (substitution for Councillor Coward); Kemp; Nicola, and Wood.

In attendance:

I. Anderson, Director of Legal Services and Partnerships, Hull City Council

M. Nearney, Assistant Director Neighbourhoods and Housing, Hull City Council
S. Chandler, Business Partner, Financial Planning, Hull City Council

L. Buttery, Head of Customer Services, Hull City Council

J. Willey, Marketing and Publicity Lead Officer, Hull City Council

E. Warwick, Head of Business Development and Change, Hull City Council

B. Smith, Head of Contracting and Investment, Hull City Council

P. Todd, Scrutiny Officer, Hull City Council

C. Brennan, Scrutiny Officer, Hull City Council

Apologies:

Councillors Coward, A. Collinson, and Pantelakis
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Minute Number

Action to be Taken by

43 DECLARATIONS OF INTEREST (2)

There were no declarations of interest.

Recommendations:

Reasons for Recommendations:

a. N/A

a. N/A

NON-EXEMPT ITEMS

44 MINUTES OF THE MEETING HELD ON 13" November 2025 (3)

P. Todd (Scrutiny Officer) submitted the minutes from the meeting held on Thursday 13" November 2025 for approval.

I.  Councillor Henry was to be added to the list of councillors present.

Recommendations:

Reasons for Recommendations:

a. That the minutes of the meeting held on Thursday 16t
October 2025 be taken as read and correctly recorded.

a. N/A.
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45 LEGAL SERVICES AND PARTNERSHIPS DIRECTORATE
(LSPD) AND HOUSING REVENUE ACCOUNT (HRA) — 2025/26
PERIOD 7 (4)

I. Anderson (Director of Legal Services and Partnerships) and S. Chandler (Business Partner, Financial Planning) presented the Legal
Services and Partnerships Directorate (LSPD) and Housing Revenue Account (HRA) — 2025/26 period 7 report and highlighted some of its
key points, including overspends from increased demand and the ways this had been mitigated.

i.  That a considerable proportion of the cost pressures in Neighbourhoods and Housing was the commission of hotel accommodation
used for homelessness, which had worsened due to increased costs and usage. However, usage of hotels had since period 5 been
reduced from 48 to 5, facilitated by the increase in the Council’s temporary housing accommodation stock.

The Committee discussed:

i. ~ The number of families that remained in hotel accommodation. Officers informed that there was a small number of families in this
accommodation.

ii.  The proactive buy-back policy for former Right to Buy homes, and the 37 properties which had been acquired through this route.
Members queried how the full cost of these properties post-renovation compared to purchasing directly from developers. Officers
advised that the financial viability of each property was assessed on a case-by-case basis.

iii.  The Telehealth initiative and the aim to deliver £0.0400m savings. Officers informed that the savings had been delivered but that the
service was still in deficit despite the efficiencies made. Savings to Call-centres through the increase from 30k to 116k digital
interactions and reduction from 75k to 25 calls per month were outweighed by increased costs and the transition from a cheaper than
average private contract to in-house provision, though it was noted the in-house provision operated within the cost envelope of the
previous contract.

Recommendations: Reasons for Recommendations:
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a. That the Acquisitions Programme Update in January a. To inform the Commission that the best value for money is being
2026 include information on properties the Council has delivered when acquiring properties.
acquired via the Right to Buy Back and the financial
viability of bringing those properties back to the required
standard.

46 CUSTOMER SERVICES UPDATE (5)

L. Buttery (Head of Customer Services) presented the Customer Services Update report and highlighted some of its key points, including the
Self-Service Platform, Power BI, the Digital Inclusion Strategy and Tool, the voluntary sector, and Advise Services Dashboard.

I.  There had been an increase in usage of the self-service platform and a reduction in calls to an advisor, as well as a high levels of

customer satisfaction.

ii.  The Customer Services Activity Data Dashboard, Power Bl, and described some of its features.

iii.  The Digital Inclusion Strategy and the aim to promote to online users the package of features available through the website, in addition
to the need to recognise the requirements of users who were unable to access online services.

iv.  The Digital Inclusion Tool which would enable professionals to help the public access local services and produce data on where gaps
existed in the area.

v. Voluntary Sector and Community Hub advice on money management.

vi.  The Advice Services Dashboard which provided data on where people were going for finance, fuel, and food advice. A further system
would be brought in that collected data on customers accessing services through the voluntary sector.

The Committee discussed:
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How Here to Help was advertised. Officers informed they worked with and advertised through community centres and places of
worship, as well as neighbourhood teams and Neighbourhood Coordinators.

The level of risk should the self-service website go offline. Officers informed that issues were rare and that overall risk is very low.
Further, that resilience checks of these products had been undertaken, and plans existed in the event the website went down.
Sharing the community hubs List with the area committees to inform Councillors where hubs existed in their localities. Officers agreed
to pursue the action.

iv.  Contact Centre data of the abandonment rate and seven-minute average waiting time target. Officers informed that the rate was down
from 30% in December 2024 to 15% in December 2025 but would fluctuate during peak times. Further, that there was now a call-back
facility which would help manage demand at peak times. Members felt the seven-minute average remained too long for some residents
who regularly struggled to access telephone services, had difficult backgrounds, or suffered from mental health issues as these could
be exacerbated when wait times reached significantly longer than seven minutes. Officers explained that overall Hull was rated 4™ out
of 30 authorities in terms of satisfaction and that the seven-minute target was benchmarked across other local authorities.

v. The lack of feedback that users receive when registering for services like council tax, and lack of confirmation notifications when
applying for changes such as the single persons discount. Officer noted these concerns.

vi.  The list of community hubs and lack of access to residents of Orchard Park and University localities.

vii. A request for community hub communications to include the ward member.

viii.  Exploring how the Council could support residents in accessing online services by partnering with organisations like schools that
regularly dispose of computers, for the Council to then acquire them, refurbish them, and distribute them to individuals who would
otherwise be unable to obtain one.

Recommendations: Reasons for Recommendations:

a. That the Area Committees receive an update that a. Toinform the Area Committees and generate recommendations for
includes the list of all Community Hubs in the city and potential community hub sites.
provide an opportunity for Councillors to suggest suitable b. Toinform the Commission.
locations or buildings for new hubs to be established in c. To reduce ambiguity for users making Council Tax enquires
areas lacking facilities.
b. That the Committee are provided access to the Power Bi
report within Customer Services.
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c. That improvements to the feedback residents receive for
Council Tax enquires be explored.

47 BEREAVEMENT SERVICES UPDATE (6)

L. Buttery (Head of Customer Services) and J. Willey (Marketing and Publicity Lead Officer) presented the Bereavement Services Update
report and highlighted some of its key points, including promotion of the service, income and affordability, and the impact of the funeral home
incident.

I.  That the Bereavement Services had resumed marketing its services. The Officer also shared with the commission a newly designed
poster for advertisement in the community.
ii.  That while income was important, affordability was an equal consideration.
iii.  That the income lost from the incident amounted to around 30% in the eastern region as customers in affected areas switched to East
Riding of Yorkshire Council’s services.

The Committee discussed:

i.  The distribution of the poster, which Members offered to share through their social media accounts.
ii. Cemetery maintenance, in particular Division Rd cemetery. Officers informed that Division Rd cemetery was managed by Streetscene.
Members requested more maintenance be considered due to anti-social behaviour in the area.
iii.  The wet weather’s effect on cemeteries such as ground subsidence effecting recent burials. Officers informed that they were aware of
and aimed to address such cases as soon as possible and confirmed they did consider best practice with other authorities.
iv.  That if it had not done so already, the service should consider green funerals, child & baby funerals, bespoke child bereavement
services, and cross border bereavement support.

Note: Members thanked the bereavement services officers for their support and work.
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Recommendations: Reasons for Recommendations:
a. That the new Bereavement Services poster be circulated a. To inform Councillors and enable them to help promote the
to all Councillors once finalised. Council’'s Bereavement Services
b. That once locations and open spaces data had been b. To inform the commission.
completed, the information be shared with the
commission.
48 HOUSING GROWTH PLAN — APPROVAL OF PROCUREMENT

STRATEGY (7)

Note: The Chair agreed to consider item 7, Housing Growth Plan — Approval of Procurement Strategy, first on the agenda.

I. Anderson (Director of Legal Services and Partnerships) presented the Housing Growth Plan — Approval of Procurement Strategy report and
highlighted some of its key points including the broader national picture and increased housing target from the Government, the Housing
Strategy 2023-30, the Development Agreement led procurement approach, and small site framework agreement.

I.  That the government had increased the target of delivering new homes from 840 to 960, of which affordable housing was a key
component. The procurements strategy would set out an approach on how the Council would work with other partners to deliver this
goal through enabling other organisations to access the Council’s contracts. It would therefore provide a trusted route for smaller
inexperienced developers to partner with the Council and develop their experience.

ii.  That the strategy would enable access to Mayoral Combined Authority (MCA) funding as it included the wider East Riding of Yorkshire
Council (ERYC) area, as opposed to operating strictly in the Hull area which would preclude access to MCA funds.

iii.  The Development Agreement Approach. The Officer explained the approach would address the issue where construction had high
building costs but resulted in low value homes. Further, that there was a funding gap between the £90k budget available and the £220k
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(V2

cost to build a home to expected standards. Though 45% of the home’s value could be raised through the Homes England grant, the
remainder would be raised through an allowance for a developer to purchase some of the land, to be purposed for saleable houses.
That national legislation introduce the means for the Council to build houses in the future.

The Committee discussed:

The existing caravan industry and its speciality in alternate ways of building, as well as Hull’s historic experience in alternate ways of
building such as British Steel Housing

The ERYC and how this effected Hull City Council’s (HCC) Local Plan. Officers informed that while HCC and ERYC would continue to
develop their Local Plan’s individually, they would be in conversation during their development. Further, that while the formalised
relationship was not yet formed the principal vision was agreed.

Unconventional building methods such as modular housing and the steps in place to avoid common risks associated with the method.
Officers informed that there were examples in Europe and UK where knowledge could be learnt from to build confidence and

guarantees.
The consideration of local businesses to access the contract. Officers confirmed that a pre-market exercise had been undertaken to

V.
stimulate local interest.
v. Affordable Homes targets, which Officers confirmed would be 50%.
Recommendations: Reasons for Recommendations:
a. The Committee supported the recommendations as set a. N/A
out at Section 2 of the report.
49

NEIGHBOURHOODS & HOUSING QUARTERLY UPDATE
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REPORT — QUARTER 3, 2025 - 26 (2)

E. Warwick (Head of Business Development and Change) and B. Smith (Head of Contracting and Investment) presented the Neighbourhoods
& Housing Quarterly Update Report — Quarter 3, 2025 - 26 and highlighted some of its key points including areas of improvement, void
properties action plan, routine tenancy visits, the stock condition survey, safety compliance, high rise building safety, and legislative changes.

The Committee discussed:

Email responses from Officers containing technical and legal jargon. Members requested that communications from Officers to
Members and the public be written in layman terms where necessary.

The risks associated with delays regarding implementing regulatory legislation on high rise buildings. Officers noted this risk but
informed there was additional risk in implementing the programme incorrectly and, for example, inadvertently disrupting current fire
prevention measures. Therefore, the programme had been implemented in a way that considered and accounted for these risks before
proceeding. Members discussed the prudence of acquiring permission before proceeding this way to which Officers clarified that plans
were only put in for approval once they had been designed in conjunction with professional competence so that there was confidence
prior to submission.

External surveyors being used to address the stock condition survey backlog, how tenants felt about surveyors assessing their homes,
and the feedback sought afterwards. Officers informed that there weren’t legal rights to enter properties in this case but had attempted
to encourage uptake by emphasising the survey was to determine what the landlord should be doing in relation to the property, and
what the tenant was entitled to receive. Assessments were recorded though Photobook, an electronic system that stored photos of
noteworthy details, for example, mould that required attention, which would later be fixed through the housing system.

The undeliverability of Capital Streams due to the lack of contractors with expertise, the steps taken to mitigate the deficiency going
forward, and ways to bring about ‘greater influencing’. Officers informed that they had had conversations on how to improve skills and
aimed to work better with partners to bring about skill enhancement programmes such as apprenticeships. Further, they had now
brought in a second contractor to manage the work projects that KWL no longer carried out.

The Ideal boiler fire incident and the extent of communications with residents. Officers advised that the fire had likely originated from
the boiler but was not confirmed. The boiler was subject to a product notice which stated that boilers could continue to be used but
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needed a part replaced due to risk of failure. Of the 2000

boilers that required repairs, 231 remained of which around 70 appointments

had been scheduled. At the time of the product notice tenants were advised by letter of the requirement to take action. Further, that
where boilers had been registered for warranty those contact details were used for communications, however, no information was
available to the Council of private residents in ownership of an Ideal boiler. Officers agreed to follow up a request to contact social
landlords, as well as coordinate with the Fire Brigade where appropriate.

Recommendations:

Reasons for Recommendations:

a. That when sending out communications that would
include technical and legal jargon, they be written in
layman terms and include sufficient explanation of their
meaning.

b. That the Council provide wider information to reach more
residents of Hull, including via registered Landlords, on
the product recall information regarding Ideal Standard's
boilers.

c. That the remaining list of properties affected by the Ideal
Standard's product recall be sent to Humberside Fire and
Rescue.

a. To improve accessibility around Officer communications.

b. To ensure residents, and social housing residents are informed of
the Ideal Boiler product notice.

c. Toinform the Humberside Fire and Rescue service of at-risk homes.

50 UPDATE: PROGRESS & IMPACT OF IMPLEMENTATION OF 5-

DAY URGENT REPAIRS (9)

B. Smith (Head of Contracting and Investment) presented the Update: Progress & Impact of Implementation of 5-day Urgent Repairs report
and highlighted some of its key points including changes to the repair priorities system and the impact on appointments and response times.
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The Committee discussed:

i.  Changes to customer satisfaction. Officers informed that customer satisfaction had not changed significantly, which had been regarded
positively following a change of system. Members requested a report back in April to see how feedback changed over that period.

Recommendations: Reasons for Recommendations:
a. That the Committee receive a future update in April that a. To provide an informational update on satisfaction data over a
includes satisfaction data and the difficulties and longer time span.
advantages associated with evolution of the system.

51 COMMUNITIES OVERVIEW AND SCRUTINY COMMISSION -
OUTSTANDING ACTIONS (10)

P. Todd, Scrutiny Officer submitted the outstanding action list.
The Commission discussed the action list.
I.  The correction of terminology around e-bikes and e-scooters to the UK’s adopted term.

ii. A workshop took place to look at the Community Benefit Package as per Audit Committee’s referral. The Commission requested that
the Scrutiny Officer establish a second workshop to continue the work at an appropriate date in the future.

Recommendations: Reasons for Recommendations:
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a) That the completed items be removed and the Scrutiny a) To ensure recommendations of the Commission are being
Officer follow up on those actions that awaited a addressed in a timely manner.
response. b) To continue the work.

b) That an additional workshop be scheduled to continue
looking at the Community Benefit Package referral form
Audit Committee.

52 COMMUNITIES OVERVIEW AND SCRUTINY COMMISSION -

DRAFT WORK PROGRAMME 2025-2026 (11)

P. Todd, Scrutiny Officer submitted the draft work programme.

Recommendations: Reasons for Recommendations:

a. That the work programme be noted. a. N/A
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