Council Housing Service

SOLEALT

elcome to Sheffield Council Housing

Service’s Annual Report 2016/17, which
looks back on our performance over the last year
and outlines what we’re planning to do next.

Once again customers have helped us design

the report, which this time celebrates Sheffield’s
long history with and love of football. We've also
produced a fun footie themed animation that you
can find at www.sheffield.gov.uk/councilhousing

This year the world’s first football club, Sheffield FC,
celebrates its 160th anniversary. For a bit of fun,
we've included a few footie-related quiz questions
throughout this report — the answers are on the back
page. There's also a kids colouring competition on
page 9 with some Sheffield United match tickets up
for grabs. See if you can net yourself a top score!
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FIRE SAFETY in council homes

Following the tragedy at London’s Grenfell Tower, we have done lots
of checks to make sure our properties are as safe as they can be.

Independent tests on cladding on 20 of our tower blocks confirmed it is
made from solid aluminium and is safe. The exception was Hanover tower
block, which is clad in a different material. We have started to remove this
cladding and we are keeping residents fully informed.
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We have also provided lots of information to tenants in L % Y% (1 ) ¥ 4
all types of properties about fire safety, reducing the Wh mh ﬂrg t]'i'g
risks and what to do in the event of a fire. You can find \ twao gld
everything you need to know on our website at www. ::;ﬁtball t;.‘lﬂ
sheffield.gov.uk/councilhousing or in our Fire Safety P

leaflet, available at Neighbourhood Offices and First w =
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Animal scheme scores a hit with sheltered tenants...
Aflock of feathered and furry ~ « Our staff resolved 9.6 out = In2016/17, 3,487 tenants

friends visited Springwater of 10 queries at the point were asked if they felt that
House sheltered scheme as of contact without having they had been treated fairly
part of a brand new initiative. to gel more specialist help by our staff and gave a

Goats, ferrets, guinea pigs,
ducks and rabbits mingled
with forty residents during the * In 2016/17 we fully

‘Farming Comes To You' event. responded to 8.1 out of 10
complaints within 28 days

from colleagues score of 8.2 out of 10.

A joint effort between Sheffield
City Council and Heeley City . Atthe end of 2016/17, 52

Farm, the aim was to bring out of 56 Tenants and
the experience of a farm to Residents Associations
those who struggle to get out. ARAs) complied with the
It brought residents out of their ecognition Policy, which

helps ensure they are being

flats\and interacting with the
well managed

animals and other people.




YOUR HOME STANDARD
QUALITY OF ACCOMMODATION AND REPAIRS

HOUSE BUILDERS
ARE ON THE BALL...
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We are on target to deliver the
extra 1,000 council homes we
promised by 2020/21.

Since 2015/16 we have bought 285
properties and built'89; including:
new energy efficient homes at
Darnall and Manar.

We plan to build more of these
homes than originally thought,
including independent living
schemes for older people,
supported housing for disabled
people and family properties.

Over the nexl year, work continues
to improve kitchens, bathrooms,
windows, doors, roofs, boilers
and communal areas.

*

Customers gave us an average
satisfaction score of 8.7 out of
10 for our repairs service (3163
people surveyed)

We have replaced obsolete

' heating systems in 1184 homes

and replaced roofing on 6586
properties as part of a major
investment programme

96.4% of repairs (168,979)
ordered last year were
completed on time — a figure
consistent with previous years

We kept 91% of 27,653 repair
appointments made lasl year,
within a two hour time slot
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Almost a year after launching Housing+, some success
stories are starting to emerge from the new approach
to delivering housing services. At the end of March
2017, we had completed around 2,000 home visits and
Neighbourhood Officers were managing around 850

Housing Plus cases.

Real life case studies include helping a mother who
needed to downsize due to her rent arrears and finding

more suitable accommodation for an elderly tenant, whose previous living conditions

were unsafe. The personal touch seems to be paying off.

Last
year we let
3,482 empty
properties with
an average re-
let time of 54.6
days

In
2016/17
we collected
99.92% of rent
due, slightly
down on the
previous year's
100.4%

We
received
5,761
rehousing
applications
and validated
5,533 of these
(or 96%) within
7 days

TENANCY STANDARD

REHOUSING, MUTUAL EXCHANGES
AND TENANCY MANAGEMENT
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Last
year 76
customers were
supported by ourin-
house Money Advice
Team, equivalent to 51%
of those we worked with.
This compares to 96
customers in 2015/16
or 67%




NEIGHBOURHOOD AND COMMUNITY STANDARD

NEIGHBOURHOOD MANAGEMENT (INCLUDING GREEN SPACE, COMMUNAL
AREAS AND ANTI-SOCIAL BEHAVIOUR)

ICONIC ESTATE
IN A LEAGUE OF ITS OWN...

Public consultation starts soon on a masterplan to revamp Gleadless
Valley for current and future residents.

Sheffield City Council has won extra money from the Government to improve housing,
services and facilities in the area, which is close to the city centre but also on the edge of
beautiful countryside and woodland. It is hoped the project will create more opportunities
for people, encourage investment and help businesses to grow.

Email consultgleadlessvalley@sheffield.gov.uk to find out more.

We scored 6.9 out Last year 6.6 out of 10
of 10 for customer customer were satisfied
satisfaction with the with the outcome of their

support ¢
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ST \ / k MANAGING RESORCES EFFECTIVELY

Last year we spent just under £13,376,070 million responding to repair requests
from tenants. The average cost of a repair was £132.94

We have actively encouraged tenants to pay their rent by Direct
Debit, with 10,629 (nearly 26%) now doing so. This is by far

the most cost effective way to collect rent, with each payment
costing us less than for customers using payment cards

MONEY 2016/17
HOUSING REVENUE ACCOUNT EXPENDITURE
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« QUIZ QUESTION
| TOTAL EXPENDITURE *
158.1 £M Corporate
100 % CounciFIJCharges

25£M
1.6 %

Financing

. Charges
Repairs and .

Maintenance 13.5£M

36em | 86%
Transfer

ot to Reserves
Maior i 1.3 £M
ajor Home

Housing and ; Improvements 0.8 %
Environment 541 £M
Management : . =

50.7 £M 34.2%
. 321%



We welcome feedback from our customers as it helps us understand what we are doing
well and where we need to improve. In 2016/17 we "problem solved” 96% of complaints with
80% of these dealt with within 3 working days or slightly longer if agreed with the customer.
2,398 were dealt with as problems and 91 as full complaints (investigations).

Praise Proot e
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REHOUSING ﬁ_ - A Total for Praise = 739
5 Total for Problems = 2469
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The following outcomes occurred as a result of the 91 full complaints-:

Some elements of the complaint were accepted - 42
The complaint was found to be unjustified - 37
Errors had been made in service provision - 7

A misunderstanding has occurred - 4

Complaint withdrawn - 1
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UNDER 12’s
COLOURING
—TITION

Design a football badge/
shield in the shape below:

Childs Name:

Child's Address:

Contact phone number: Child’'s Age:

Send your entries to:

Sarah Green
Communications Team, Room 202
Town Hall, Surrey Street S1 2HH

Or email to:
communications@sheffield.gov.uk

Please get your entries in by Friday 15th December, Winners will be notified by felephone or post.
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excellent _ Lastyear @)
customer o

- ! Rolled out Housing+
sServices citywide
providing a more
and su pport Ttailored service and
g increased visibility on
communities estales

in getting Launched a new and
. improved rehousing
involved website

Last year
we:
Manage Carried out work
= within sheltered
tenancies schemes Lo make
them Dementia
and help Friendly
Provided debt advice
S pp 0 " to those struggling with
yo u their finances or those

affected by welfare
refaorms

WHAT WE ARE PLAN

Look after your
neighbourhood

This year .
we plan to:
improve customer \

access to our services
via the new Council
website and have staff
visit more tenants in
their own homes

Hold further open
tenant meetings
with other council teams
in local areas

This year .

we plan to:

Continue to support
tenants with the

infroduction of welfare
reforms
Offer all tenants a
Housing+ visit
and signpost those who
need support to other
council colleagues
or agencies that can
provide help at an earlier
stage

Last year o

we:

Started work to
demolish or invest
in gara%t:& sites across

Carried out targeted
workto reduce littering
and fly-tipping




NING TO DO NEXT...

Maintain - \__J

the N #:-St el This year .
li D Iiw;md we plan to:
qua lty n.m impm,fé?e“{gm;'-“ = /  Develop a number
Of yo ur kitchens, bathrooms, of new schemes for
windows, doors, roofs older people
home and and boilers

Improved communal

(o[ (=To Z[| SJ  areas within 794 blocks

of flats and mailsnneiies.
including replaced,
Sorted OUt repaired or upgraded
communal doors, door
entry systems, lighting
and flooring

This year
we plan to:

Last year
we: y o

Keep Expanded the
3 . furnished service Locate more staff with
thinki ng to provide furniture to other Council services

other housing and the police ata

ahead and organisalions and
g eﬂl n g council services
value for UG Sh s
money

joint working and
cosl efficiencies.

This year .

we plan to:

< Carry out consultation
on the regeneration
of public spaces
in Gleadless Valley
following a successful
bid to central
government for funding

Develop Local
Neighbourhood Plans
for green spaces in
each housing area

Implement a range of
fire-safety measures

local level to promote

Buy a further 60 council
homesin addition to the
177 that were built or

bought last year




Our Customer Promises

Back in 2011 many of you helped us develop a set
of Customer Promises for each area of our work,
such as repairs or rents.

Over the last six years tenants have been holding these Customer
Promises to account. Each of our Partnership Groups receives a
twice yearly report which enables them lo scrulinise performance.

Our customer Promises leaflet is available at any Neighbourhood
Area Office or you can download one from our website at

www.sheffield.gov.uk/councilhousing

+ QUIZQUESTION

At the end of 2016/17 During 2016/17 we: If you have any comments
we marl:iaged 3:,335 : > Let 3,482 properties or feedback about this
properties made up of:

> Carried out 175,339 annual report or would

> 2,668 bungalows repairs like to help produce the

next one, please email us
> 15,883 flats > Responded to 7,278 S e
e and SRS at communications@

> 18,463 houses sheffield.gov.uk or

> Received 659,190
> 2,915 maisonettes telephone CE”; phone 0114 205 3333.

This document can be supplied in alternative
formats, please contact 0114 205 3333

Sheffield City Council » Housing Services
www.sheffield.gov.uk/councilhousing
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