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Communities Overview and Scrutiny Commission

1:30pm — 2:50pm Thursday 12" June 2025, Room 77, The Guildhall, Alfred Gelder Street, Hull, HU12AA

Present:

Councillors: Randall (Chair); Coward (Deputy Chair); Collinson; Belcher (substitute for Councillor Conner); Healand; Kemp; Nicola, and Wood.

In attendance:

M. Nearney, Assistant Director of Neighbourhoods & Housing

E. Warwick, Head of Service (Business Development & Change)
B. Taylor, Housing Access Manager

M. Kohler, Scrutiny Officer

Apologies:

Councillors Conner

Minute Number Action to be Taken by

1 DECLARATIONS OF INTEREST
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Councillor Collinson declared an interest in the following agenda items insofar as she was a council tenant.

Councillor Randall declared an interest in the following agenda items insofar as she was a council tenant.

Recommendations: Reasons for Recommendations:

a) N/A. a) N/A.

NON EXEMPT ITEMS

2 MINUTES OF THE MEETING HELD ON 17™ APRIL 2025

The Scrutiny Officer submitted the minutes from the meeting held on Thursday 17™ April 2025.

Members referred to minute 84 and the ward breakdown of Local Area Champions which had been provided. There was advice that due to
data protection, contact details could not be shared however whether the champions could be requested if they were willing to share details with
the ward councillors in the Orchard Park ward.

Recommendations: Reasons for Recommendations:

a) That the community champions operating within the a) To enable sharing of information in the ward.
Orchard Park area be contacted for permission to share
contact details with the ward councillors and that
Councillor Nicola be contacted directly outside of the
meeting.
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b) That the minutes of the meeting held on Thursday 17% b) N/A.
April 2025 be taken as read and correctly recorded and
be signed by the chair.

3 NEIGHBOURHOODS AND HOUSING QUARTERLY UPDATE
REPORT — QUARTER 1 2025-2026

M. Nearney, Assistant Director Neighbourhoods & Housing and E. Warwick, Head of Service (Business Development & Change) attended the
meeting to provide the Commission with an update on performance at quarter 1.

The Commission was informed:

i. The Tenant Satisfaction Measures would be submitted to the regulator by the end of June and included measures related to perception,
management and building safety. In relation to the perception measures, 10 of the measures were green which showed improvement
from the previous year and specific measures in red to highlight were as follows:

a. TP09 - Satisfaction with the landlord’s approach to handling complaints: It was difficult to drill down as the respondents were
unknown however complaints were taken seriously and were monitored on a weekly basis. Quality and standards had also been
driven up.

b. TP10 — Satisfaction that the landlord keeps communal areas clean and well maintained: There was a proactive independent
inspection regime in place through the Tenant Participation Team and resident champions were also in place. Meetings were
taking place on a quarterly basis, and it was showing that there were some gaps with the Service Level Agreements with cleaning
and grounds maintenance. Schedules were now being shared with the block champions and progress was moving forward in
terms of understanding what the standards should be.

c. CHO1i - Stage 1 complaints per 1,000 properties: Stage 1 complaints had seen a 450% increase nationally and work was being
undertaken to drill down and understand the reasons.
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d. Anti-social behaviour cases were rising including hate crime incidents and more measures would be put in place in terms of the

impacts of community initiatives. A piece of work was currently being undertaken to understand how many complaints were
accepted by the service, drilling down to the detail.

. CHO2i/ii — Stage one/Stage two complaints response to within the Housing Ombudsman’s Complaint Handling Code timescale:

the timescales had recently been changed by the ombudsman which has resulted in the gap. 2 years previous, the response
rates was around 77% and now were at 96% and there was confidence in the trajectory.

NMO1i/NMO1ii — Anti-social behaviour cases per 1,000 properties/involving hate incidents: that cases were increasing and work
was being undertaken in terms of how the service communicates in relation to anti-social behaviour and hate incidents and there
was a need to measure impacts of local initiatives over multiple periods of time.

RP02i — Non-emergency repairs completed within target timescale: routine repairs were currently too low with too many emergency
repairs. A 5-day urgent category had been introduced to reduce the numbers and re-classify those repairs which did not require
an immediate response however any threat to life was still being treated as an emergency and also taking into account the needs
of the individual tenant. This would allow KWL to focus on non-emergency repairs which would now be reported online.
Completing the repair first time was also more likely.

The Commission discussed:

Whether the appointment windows for emergency repairs could be shortened to ensure tenants were at home; the Assistant Director
advised that there would be a bedding in time for the 5-day urgent repairs at which point a further conversation could be undertaken on
emergency repairs. The Head of Service added that KWL were in the process of replacing their software which would enable operatives
to have a more specific time window and send notifications to tenants when they were likely to attend.

Repairs undertaken to void properties with works still required after the tenants had moved in and that this be covered within the next
agenda item.

The Commission were further informed:
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RPO1 — Proportion of homes that do not meet the Decent Homes Standard: there had been a reduction from the previous year from
14.4% to 10.6% which was a positive trajectory. Stock condition surveys had increased which were now of good quality, being undertaken
by a local provider. The data would be used to provide a list of works required.

The building safety measures were all at 100%.

The Commission discussed:

Vi.

Whether the service had a way of tracking kitchen and bathroom replacements to enable them to be programmed; the Assistant Director
explained that the stock condition surveys were essential. There would be peaks on spend when kitchen and bathrooms expired however
there were a lot of gaps in the data which was why it was important to push the surveys, and a group had been established to move this
forward.

Whether there was any resistance from residents in terms of access; the Assistant Director responded yes however this was being
worked through and asset data from neighbouring properties could also be used. The team dealing with no access had made progress
in relation to gas safety checks and dialogue would begin early as some tenants may have vulnerabilities. Opportunities would be taken
to carry out surveys during access for example during EPC ratings to collect all information at one time.

How improvements would be made in terms of improving the turnover of occupational therapists; the Assistant Director advised that
meetings were taking place regularly with the Lead Occupational Therapist in terms of resource issues for which the situation was
improving. Recruitment was supported with signposting to the NHS and the use of trusted assessors for minor adaptations. The waiting
list for surveys had reduced from 900 to 230 and the aim was for zero next year.

Domestic abuse and work being undertaken to protect vulnerable people in the community whilst also providing support and protection
people in these situations; the Assistant Director explained that Tenancy visits would be undertaken, along with operatives who would
feedback any concerns which would be flagged for opportunities for additional support. Further discussions would be held within the
service around this.

The review of the allocations policy; that scrutiny be consulted in the early stages and in relation to routine tenancy visits, whether
numbers could be broken down into wards; the Head of Service explained that a report was being developed for Area Committees which
would provide this detail, and live data could be accessed through Power BI.

The Purple House housing provision which had been found with poor conditions and whether an update could be provided on the current
situation.
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vii. The tower blocks mentioned at paragraph 4.4.5 which had been agreed for demolition and the reasons why it had taken so long; whether
there was any progress made with Henson Villas, and the recent press article regarding William Booth House; the Head of Service
advised that in relation to William Booth House, confirmation of the building being used for accommodation would have been issued to
stop rumours. There were some legal restrictions, the building would need significant refurbishment/remodelling and conversations were
taking place with Homes England in terms of funding. In relation to the Boothferry flats, there had been a delay as the last tenants had
now been decanted. An update on Henson Villas would be reported back to the ward members directly.

viii.Paragraph 6.3 of the report and further detail of the culture programme; the Head of Service advised that this was around staff and
housing professionals in terms of respect in recognition of people’s homes and creating a balanced softer approach.

ix. The spending review and whether this would have any impacts on social housing and developing stock; the Assistant Director explained
that the spending review was welcomed and provided opportunities however the detail was required before any potential impacts could
be determined however there was certainty in terms of the rent settlement.

Recommendations: Reasons for Recommendations:
a) That IT be contacted to investigate issues in relation to a) To enable members to access performance information more readily
elected members ability to access Power Bl reports on and easily.

council mobile devices.

b) That an update be circulated off agenda in relation to b) To update the Commission on progress.
Purple House (Winner - The Preston Road Women's
Centre).

c) That Councillor Coward be contacted outside of the c) To update ward members directly on specific schemes affecting
meeting to provide an update in relation to progress of their ward.
Boothferry Flats demolition and replacement homes
creation.
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EXPLORATION OF IDEAS TO REDUCE VOID TIME BY CUTTING
DOWN FIRST TIME REFUSALS

M. Nearney, Assistant Director Neighbourhoods & Housing; E. Warwick, Head of Services (Business Development and Change) and B.
Taylor, Housing Access Manager attended the meeting to provide a response to the Commission in regard to exploring ideas to reduce the
void time of council properties by cutting down first time refusals.

The Commission was informed:

That the report was in response to an issue raised by a former member of the Commission in terms of work being undertaken to tackle
the first refusal rate which was currently a third of offers made.

A review of the allocations policy was currently being undertaken as there was a need to be clear that choices were slim and choice-
based lettings could no longer be offered.

The Commission discussed:

Paragraph 3.13 of the report and what had been done in terms of customer expectations in being able to meet their wishes; the
Housing Access Manager explained that it was around the discharge of the homelessness duty in relation to providing a reasonable
offer and very few appeals in challenges of reasonableness were not now being granted unless there were exceptional circumstances.
The policy currently allowed for two offers however there were plans to review.

Whether pro-active work was undertaken in terms of long-term tenants and downsizing into smaller properties; the Housing Access
Manager advised that all tenants in 4+ bedroom properties had been written to with an offer of an advanced package which would
include removals and furnishing costs and the offer of a property which wouldn’t normally be qualified. Downsizing from a three-
bedroom property would be undertaken without the enhanced package. To date almost 20 four-bedroom properties had been made
available through this scheme however there was high demand on two-bedroom bungalows. Any new provision was based on the
Local Housing Needs Assessment.
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Housing Associations and how they were being held to account for their quality of provision; the Head of Service advised that this was
the role of the Housing Regulator however the service worked proactively with local groups in terms of nominations. The Housing
Access Manager added that the agreements were historic, and meetings were taking place with Housing Associations to relaunch the
agreements with a new percentage of nominations available, 300 of which had been successful in the previous year.

Iv.  Whether the inclusion of floor plans could be considered for inclusion within adverts for properties which would show an approximate
layout and size of rooms; the Assistant Director advised that this suggestion would be taken away for further consideration. The
Housing Access Manager added that a new database would allow for storage of images such as plans as one in nine refusals was due
to the sizes of the rooms.

v. Reasons why work was still being undertaken once a property had been let, and the tenant was in occupation; the Assistant Director
advised that voids remained an issue and work was being undertaken with KWL as 25% of properties inspection were returned to KWL
with a defect. Snags would now be identified together with KWL to ensure no call backs. There was an ability to sanction minor works
following occupation however if a kitchen or bathroom was required, that would be undertaken when void. A balance was required in
that open conversations would be held in terms of the high standard expected. Feedback would be provided in six months on the
Allocations Policy and Void Properties.

Recommendations: Reasons for Recommendations:
a) That a future agenda item be added to the work a) To ensure the Commission were sighted on developments to
programme to provide an update in relation to progress of increase housing stock in the city.
the small sites programme.
b) That an update be circulated off agenda in relation to b) To inform the Commission whether opportunities for conversion
whether the bungalow conversion of large storage rooms were still being undertaken.
into a small bedroom was still being undertaken.
c) That the review of the Allocations Policy be added to the c) To enable members to be consulted on the proposed changes in
Commission's work programme at the earliest good time prior to sign off.
opportunity.
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d) That the possibility of the inclusion of floor plans on d) To explore alternatives in reducing the number of first-time refusals.
properties for let advertisements be considered further.
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