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APPENDIX A
Draft Annual report to tenants 2013/14-V5

Foreword

Welcome to this year’s annual report to tenants, which sets out how we have 
performed as your landlord in 2014-2015.

This report has been put together jointly by the council and tenant 
representatives on Lincoln Tenants Panel. 

This annual report is our report to you on the outcome of our previous year 
and what the priorities are proposed to be for the future. We made some key 
changes in 2014/15 which will see our service to you improve. There is more 
we want to do to make our service to you, our customer, as responsive as we 
can. Elsewhere in this report you will find figures on how many properties we 
let and how many repairs we did, amongst other things, and in some 
instances how we compare with social sector landlords elsewhere in England 
in undertaking those activities. We want to do better on some of these 
performance issues and this will be the focus of our effort in the coming 
months and years.

Whilst we are running the normal housing service we also have a number of 
substantial additional projects to undertake as well. We are spending more on 
your homes than we’ve ever done before and we have plans to increase that 
still further. In addition, we are proposing to spend more on the environment 
around people’s homes which is key to making people feel satisfied with the 
area they live in. 

You will also see, elsewhere in this report that we’re proposing to install 
electric showers in all homes that don’t currently have one. Please respond to 
the consultation and tell us whether you agree this should be a priority and 
what other matters you think are a priority for investment. We are also 
proposing to put non-slip flooring in all designated elderly persons’ 
accommodation as a way of trying to prevent falls within the home and 
contribute towards keeping people fit and healthy. Also proposed for elderly 
persons accommodation are lever taps in the kitchen and bathroom that are 
easier to use for those suffering with arthritis.  Again, please tell us on the 
consultation form enclosed with this report whether you agree with these 
investments.

Our current largest single projects are the £1.3m upgrade that we are 
undertaking at St Botolphs Court in Lincoln to upgrade and modernise the 
bedsits there, the £3.2m heating and insulation upgrade to the Shuttleworth 
House high rise block and the £2m project to put 20 bungalows on 5 ex 
garage sites in Birchwood. All three projects are evidence of the council's 
commitment to offer local people a better housing situation - warmer, more 
cost efficient and modern homes. 

I hope you find this report interesting. 
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Our vision

Our vision is that:

‘All Lincoln residents can have a decent, suitable home which they can 
afford in a community where they want to live, with the support they 
need to live independently.’

What’s it all about?

The Homes and Community Agency (HCA) sets out national housing 
standards that social landlords are required to meet. Each section of our 
report sets out the standards that we measure ourselves against. We also tell 
you how well we are doing compared to other social landlords.

We involve our tenants in scrutinising our performance and tenants can 
challenge any aspect of our service and make recommendations about how 
we can improve things.

We also publish our service standards and local offers that we have agreed 
with you on our website.

This year’s highlights

Some of this year’s highlights include:

 Won an APSE award for most improved repairs service
 Constructed a community garden at Gaunt Street
 Reduced rent arrears. 
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Lincoln Anti-Poverty Strategy

Protecting the poorest people in Lincoln remains one of the council’s priorities. 
We do this is through our Lincoln Anti-Poverty Strategy which has seven 
objectives:

 Making the move into work easier
 Helping with the cost of raising a child
 Breaking the link between poor health and poverty
 Making sure older people get the services they need
 Improving the condition of people’s homes
 Working in a joined up way
 Helping people maximise their income.

Sometimes we all need a helping hand

This year we are running a Helping Hand campaign that aims to show people 
who might need money, benefits or debt advice where the organisations are 
that they can get help from. Throughout the summer, advice cards will be 
available to pick up at all GP surgeries in the city and pharmacies across the 
city. 

If you need advice and support on money issues, please contact any of the 
local organisations below.

For benefits advice
City of Lincoln Council – 01522 881188
Citizens Advice Bureau – 03444 111 444

For debt and budgeting advice
Christians Against Poverty – 0800 328 0006

For budgeting and savings support
Lincolnshire Credit Union – 01522 873550

For signposting to general help and advice
Lincs 2 Advice – 0300 

How we have assessed our performance

We have included information about how we have assessed our performance, 
including local offers and service standards.
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The chart below shows you cost compared to performance for each area of 
activity. If an area of activity is missing from the chart, it is because we do not 
have all the information required for that area of activity.

Insert housemark chart 

1 Responsive repairs and empty property works
2 Rent arrears and collection
3 Anti-social behaviour

Average number of days taken to resolve ASB cases - ALL 

Percentage of anti-social behaviour cases resolved successfully 

4 Major works and cyclical maintenance
5 Lettings
6 Tenancy management
7 Resident involvement
8 Estate services

 2014-15
Our Result 151.60
Upper 66.60
Median 89.00
Lower 143.50

 2014-15 
Our Result 92.11
Upper 97.72
Median 93.22
Lower 85.99
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Some of the things that have we done for you in the last year, include:

Carried out 34353 repairs

Answered 43396 housing helpdesk calls 

Installed 125 new bathrooms

Dealt with 279 cases of anti-social behaviour.

Tenant involvement and empowerment, customer choice and 
complaints

‘All Lincoln council tenants and leaseholders can have an influence in shaping 
housing services through a range of involvement opportunities in partnership 

with the council.’

 To ensure that all tenants are able to participate at a level that suits 
them while recognising the needs of special interest groups

 To co-ordinate and monitor effectively different methods and areas of 
involvement so that tenants can be involved in delivering high 
standards of service

 To keep all tenants informed to ensure that information is 
comprehensive, customer approved, in plain language and is timely

 To effectively use tenant feedback to improve service delivery and 
meet customer needs

 To provide sufficient resources to make tenant involvement effective.

The HCA says we should:

 Provide choices, information and communication that is appropriate to 
the needs of our tenants

 Have a complaints process that is clear, simple and accessible and 
which resolves your complaints promptly, polite and fairly

 Enable you to influence decisions and set service standards
 Develop and agree local offers of service with you
 Involve you in developing our annual report to tenants.

What you can expect from us

We will:

 Answer your enquiries professionally
 Notify you of changes in our housing officers
 Listen to your views and seek to improve our services
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 Consult and involve tenants and leaseholders about decisions affecting 
the management of homes

 Deal with you politely and treat you with respect. 
 Aim to resolve complaints efficiently and effectively to your satisfaction.

What we expect from you

We would ask you to:

 Treat all staff politely, courteously and with respect
 Provide any information we ask you for when we ask for it or as soon 

as possible

Last year we:

 Re-launched the tenant empty property inspector programme 
 Supported two tenant led service reviews
 Were re-inspected for our Customer Services Excellence Award and 

retained this. 

Facts

We received over 43396 calls about general housing issues. Last year, we 
received 230 housing complaints of which 118 were either fully upheld or 
partially upheld.

Lincoln Tenants Panel 

The Lincoln Tenants Panel (LTP) is a group of tenants from across the city. 
Their aim is to ensure that tenants’ views are taken into account and monitor 
our performance. This is to help make sure we are providing an excellent 
service for you. 

Last year our tenants panel:

 Restructured to allow more effective monitoring and scrutiny of the 
council’s performance

 Put in place procedures to ensure all new LTP members are elected

 Introduced a governance paper to ensure they have a vision and 
achieve outcomes

 Agreed a plan for monitoring the Housing Revenue Account service 
delivery plan

 Discussed all housing related executive reports and made comments 
on these 
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 Introduced a training programme and one-to-ones for members

 Attended training where members gained the first part of a level two 
scrutiny qualification 

 Under took and achieved the National Tenants Organisation 
accreditation. 

This year the Lincoln Tenants Panel will:

 Seek to increase its membership
 Comment on all housing related executive committee reports to ensure 

tenants’ views are taken into account when the council makes decision 
s

 Scrutinise the council’s performance on empty properties and dealing 
with anti-social behaviour 

 Continue with their training programme to develop the knowledge and 
skills of their members. 

Urgently needed-LTP members- vacant seats on the Lincoln Tenants 
Panel

We still have some vacant seats on the Lincoln Tenants Panel in the following 
areas:

TBC

If you would like to represent your area on the Lincoln Tenants Panel please 
contact us on 873333 or email us at customer.services@lincoln.gov.uk

What we said we 
would measure

How did we do 
2013/14?

How did we do 
2014/15?

How we rate our 
service

Answer 
telephone calls 
within 30 seconds

65 per cent 66 per cent Below target of 
80 per cent 

See visitors at the 
contact centre in 
20 minutes

10 minute 
average waiting 
time 

11 minute 
average waiting 
time

Good

Answer 
complaints within 
10 working days

85 per cent 77 per cent Below the target 
of 85 per cent
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Tenant led service reviews 

Last year the council supported us in carrying out two ‘tenant led scrutiny 
reviews.’ This is the first time tenants have undertaken reviews and we chose 
two topics to look at. These were garden maintenance and the customer 
experience of allocations.

The reviews took nine months to complete and involved us looking at policies, 
reviewing performance data and talking to staff. From this information, we 
were able to put forward to a number of recommendations for service 
improvement. These included:

 Housing officers being equipped with garden cards to offer tenants 
advice on gardens

 Providing better information about garden boundaries when tenants 
move into properties

 The Lincoln Tenants Panel should monitor complaints about dumped 
rubbish 

 Providing more seating for customers waiting and ensure that it is 
suitable for the elderly and those with disabilities.

We enjoyed carrying out the reviews and found the experience gratifying. The 
council has agreed to implement the above recommendations in 2015/2016. 
Next year we plan to review:

 The customer experience of repairs
 Incentive schemes to encourage under occupying tenants to downsize 

to a smaller home.
 
Look out for the results of these reviews in the Home! magazine in early 2016. 

Designated tenants panel 

The designated tenants panel was set up to assist in resolving complaints 
made against us. Tenants are able to ask for a review of their complaint after 
they have been through our complaint procedure. The idea is for the panel to 
seek a resolution for the tenant, without the need to go to the ombudsman.  
This year the panel reviewed two complaints.  These were:

 Complaint one- complaint regarding repair-the council’s decision was 
upheld 

 Complaint two-improvements/rechargeable repairs-part of the 
complaint was upheld in favour of the council and part of it was sent 
back for further investigation. 
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What are we doing to improve our tenant involvement service?

This year we will:

 Increase the number of residents groups across the city
 Carry out a further two tenant led service reviews on under-occupation 

and repairs
 Set up a Facebook page to allow us to engage and consult with a wider 

range of tenants
 Seek greater involvement from leaseholders.

Home standard

The HCA says we should:

 Make sure your home meets the decent homes standard or above
 Provide a cost effective repairs and maintenance service which offers 

choices to tenants
 Complete repairs right first time
 Make sure that your home and any communal areas meet all health 

and safety legislation.

What you can expect from us:

 Ensure that all our properties will remain at the decent homes standard
 Provide all tenants with information on the future programme of works
 Keep appointments for repairs
 Complete repairs right first time
 Prioritise repairs for customers who are vulnerable.

Last year we:

 Constructed a community garden on Gaunt Street
 94 per cent of our properties met the Decent Homes Standard 
 Replaced decoration vouchers with decoration packs
 Carried out 34,353 repairs
 Installed 120 new kitchens, 125 new bathrooms and  335 new boilers
 Received praise from the health and safety executive about of gas 

safety arrangements. 
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‘You said, we did’- The Lenton Green illuminations

‘You said, we did. 

“We would like extra lighting at Lenton Green. Currently part of the scheme is 
unlit and this makes it difficult to walk down the path in the winter. This is of 
particular concern for many of the elderly residents who have trouble seeing”-
the Lenton Green residents’ group.  

Installed extra lighting. Two of the council’s partners, Kiers, carried this out 
and Aaron Services carried out the work  

Facts

We spent £10,670,812 improving your homes. 

What we said 
we would 
measure

How did we 
do
2013/14?

How did 
we do 
2014/15?

How we rate 
our service

Average repair 
cost per 
property per 
week

£20 £20

All repairs? 
carried out 
within timescale

95 per cent 90 per 
cent

Emergency? 
repairs 
completed on 
time

95 per cent 94 per 
cent

Average 
number of days 
to complete a 
repair

12 days 21 days

Tenant 
satisfaction with 
repairs 
surveyed after 
work complete

99 per cent 95 per 
cent

Met target of 
95 per cent 

Getting repairs 
right first time

66.5 per cent No data 

Keeping 
appointments 
first time

86 per cent 82 per 
cent 

Below target 
of 85 per cent 

Homes with a 
gas safety 
certificate as at 

100 per cent 100 per 
cent

On target
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31 March 2015
Homes that 
don’t meet the 
decent homes 
standard

2 per cent 0.46 per 
cent

Exceeded 
target of 3 per 
cent 

What are we doing to improve our home service?

This year we will:

 Consult with you about fitting electric showers in homes that don’t 
currently have one 

 Consult with you about fitting lever taps for elderly tenants and those 
with arthritis

 Carry out work to improve the environment on the estates
 Complete the first phase of the new build programme to build five new 

bungalows on Birchwood
 Improve Shuttleworth House to upgrade the heating system by 

installing a bio-mass boiler, new windows and cladding
 Complete the modernisation project at St Botolphs Court
 Carry out a stock condition survey on 20 per cent of our homes
 Improve our repair service by getting a higher per cent of jobs right first 

time.

Tenancy standard

The HCA says we should:

 Let our homes in a fair, transparent and efficient  way
 Take into account the needs of tenants and make the best use of 

homes available
 Develop and provide services that will support tenants to maintain their 

tenancies
 Support tenants who want to move through our mutual exchange 

scheme
 Offer tenancies that meet legal requirements.

What you can expect from us

We will:

 Provide comprehensive housing advice
 Carry out lettings in accordance with our allocations policies
 Provide information on our anticipated waiting times for property types
 Provide new tenants with information on their new home and provide a 

new tenants handbook
 Let our empty homes as quickly as we can



Draft

 Ensure all our properties meet our empty homes lettings standard 
before you move in

 Signpost new tenants to other support agencies.

Last year we:

 Launched a new tenancy agreement
 Carried out 31 empty home inspections between October and March.

Facts

Last year we re-let 606 of our properties and carried out 121 mutual 
exchanges. 

What we said 
we would 
measure

How did we 
do 2013/14?

How did we 
do 2014/15?

How we rate 
our service

Average time to 
re-let a property

35 days 34 days Below the 
target of 20 
days

Offers accepted 
first time

84 per cent 86 per cent Exceeded 
target of 75 
per cent 

Meet the empty home inspectors  

In October 2014, we re-launched the empty home tenant inspectors team. 
There are 10 inspectors who take it in turns to carry out inspections of empty 
council properties. Every Friday, I meet with the council’s voids team and 
select two properties to inspect the following week, our aim is to check 10 per 
cent of all properties let.  The inspectors will then meet a council officer at the 
property and carry out the inspection. When carrying out these checks, we 
judge the house or flat against the ‘empty property letting standard.’ This 
involves checking for cleanliness, general condition and that that all rubbish 
has been removed.  We record our scores and submit these back to the 
council. Between October 2014 and March 2015 we carried out 31 
inspections. The results were:

 23 properties scored green
 8 properties scored amber
 0 properties scored red. 

This is an independent check and helps to make sure that the council lets 
homes in a decent condition.  During our inspections, we noticed that many 
window handles were broken and as a result the council now checks for these 
faults.
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I am proud of the work that the team has done the team and believe we have 
worked well with the council to help ensure that tenants receive excellent 
service. 

What are we doing to improve our tenancy service?

This year we:

 Implement our equitable tenancy agreement policy
 Put into place a new mutual exchange policy to take into account the 

bedroom tax.

Neighbourhood and community standard

The HCA says we should:

 Keep your estate and communal areas clean and tidy
 Work with you and other organisations to make your neighbourhood a 

better place to live
 Work with the police and other organisations to tackle anti social- 

behaviour.

What you can expect from us:

We will:

 Provide you with a supportive response which is consistent and keeps 
you informed of progress

 Regularly clean and maintain all communal areas to a high standard
 Work with tenants to ensure they uphold the terms of their tenancy
 Hold an annual programme of estate inspections and carry out estate 

improvements.

Last year we:

 Commenced a review of how we deal with anti-social behaviour
 Worked with residents to design and build a community garden at 

Gaunt Street
 Funded a project officer to keep Britain Tidy.
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Facts

Last year we dealt with 279 cases of anti-social behaviour. This resulted in 
five tenants being evicted for causing anti-social behaviour.

-We sent out 123 warning letters and carried out 144 interviews with 
perpetrators and issued a closure order at a property. 

What we said 
we would 
measure

How did we 
do 2013/14?

How did we 
do in 
2014/15?

How we rate 
our service

Closed cases 
of anti-social 
behaviour that 
were resolved

89 per cent 92 per cent Ahead of 
target of 
90per cent 

Average 
number of 
days to 
revolve cases 
of anti-social 
behaviour

98 days 152 days No target set 
in 14-15. 

80 days target 
for 15-16.

Improving services

We take reports of anti-social behaviour seriously and always want to improve 
how we deal with incidents. To demonstrate this commitment, last year we:

Formed an anti-social behaviour focus group

We invited tenants who had experienced anti-social behaviour to come and 
talk to us about how they felt we could improve our responses. The tenants  
told us that:

 We don’t always give out clear advice on how long it will take to resolve 
a complaint or what will happen next

 There isn’t a way to report ASB through the council’s website
 Information provided in council leaflets and on the council’s website 

about ASB is poor
 Staff should carry out an assessment at the first point of contact to 

detriment the seriousness of the complaint.

We will consider this feedback and use it to review our approach to dealing 
with anti-social behaviour. 

Hermit Street security improvements 

Following incidents of anti-social behaviour, the residents of Hermit Street 
contacted the council to askfor help.  We met with the residents and decided 
to install gates around  Hermit Street. 
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Customer 
service

How did we 
do 2013/14 
survey?

How did we 
do in 
2014/15?

How we rate 
our service

Satisfaction 
with the 
overall estate 
services

90 per cent Did not carry 
out survey.

What are we doing to improve our neighbourhood and community 
service?

This year we will:

 Look at applying for anti-social behaviour accreditation 
 Look into re-generating parts of Birchwood
 Put into place a new anti-social behaviour policy that is in line with new 

legislation 
 Carry out a risk assessment when you report anti-social behaviour.

Rent

The HCA says we should:

 Set our rent in line with government guidelines

What you can expect from us?

We will:

 Provide advice on whether you may be able to receive assistance with 
your rent

 Help you to complete a housing benefit claim form
 Ensure that we do everything to prevent you from falling into arrears
 Give you four weeks notice of any rent increase
 Provide you with value for money

Facts

Last year we collected £28,341,575.82 in rent.  That’s £445,750.33 more than the 
previous year or more importantly to you that could pay for:. 

 18 tenants were evicted for not paying their rent. (check figures) 
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What we said 
we would 
measure?

How did we 
do 2013/14?

How did 
we do in 
2014/15?

How we 
compare to 
others

How we rate 
our service

Rent collected 
against rent 
due

100 per cent 97.52 per 
cent 

Met target set 
at 97.5 per 
cent 

Level of 
arrears 
against total 
rent due

3.36 per cent 3.28 per 
cent 

Upper quartile Met target set 
at 3.3per cent 

What are we doing to improve our rent service.

This year we will:

In November 2014, we asked a company called ‘BMG research’ to undertake 
an independent satisfaction survey. This is what you said:

Question 2010
 %

2012
%

2014
% Change since 2012

Satisfied with the overall service

% respondents satisfied 86% 88% 85% -3%

Satisfied with the quality of the home

% Satisfied 85% 90% 88% -2%

Satisfied with condition of property

% Satisfied 83% 86% 84% -2%

Satisfied with value for money for rent

% Satisfied 84% 78% 82% +4%

Satisfied with the neighbourhood as a place to live

% Satisfied 80% 81% 77% -4%

Made contact with CLC

% Contacted 65% 67% 80% +13%

Ease of getting hold of the right person

% Easy 62% 72% 78% +6%

Helpfulness of staff

% Helpful 79% 86% 85% -1%

Ability of staff to deal with the problem

% Able 78% 80% 79% -1%

Satisfied with final outcome of contact
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% Satisfied 68% 78% 67% -11%

Satisfied with repairs and maintenance

% Satisfied 78% 85% 84% -1%

Satisfied that views are taken into account by CLC

% Satisfied 61% 67% 69% +2%

Keeping tenants informed

% Good 76% 79% 78% -1%

We are looking at ways to improve satisfaction in all areas that we work. 

30 Years in a council house 

In July this year, Mrs Rush a tenant of St Giles, celebrated a rather special 
anniversary, 30 years living in her council house.  

When did you move in?

I moved in on 1 July 1985, I have lived on the estate my entire life. My parents 
moved into a house on Coleridge Gardens when it was first built. 

What’s the best part about the area?

There is a big sense of community where I live, everyone helps each other 
and looks out for one another. For example, I make stew for my neighbours in 
the winter.

How have you seen the area change?

If I am honest, nothing has changed but I mean that in a good way. Plenty of 
people have come and gone over the years but everyone remains friendly and 
helps each other. 

 

 


