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Introduction by Eric 

 
As the chair of the Lincoln Tenants’ Panel (LTP), I would like to welcome you to this 
year’s annual report. 

LTP has done very well. Over the last year, membership has increased, training has 
been successful and the new members are doing great. 

I am particularly proud of how we have focused on tackling anti-social behaviour see 

pg.13 and the tenant void inspections see pg.4 

The report aims to give you an idea of how the council has performed as your land-

lord in 2015/16. This includes completing repairs see pg. 9, rent collection see pg.14 

and investing in your homes see pg.10. 

I hope you enjoy reading this report.  



Snapshot 

The table below gives you a snapshot of how we have performed in 2015/16. 

 

 

 

  

 

  

 

 

 

 

 

 

 

What we said we 

would measure 

How did 
we do in 
2014/15? 

How did 
we do in 

2015/16? 

Average time to re-
let a property 
(excluding major 
works) 

34 days 20 days 

Emergency repairs 94% 99.7% 

Rent collected 97.52% 99.66 % 

Homes with a gas 
safety certificate as 
of 31 March 2016 

100% 

 

100 % 

 

 



Involving you by John  

I am the chair of the ‘Neighbourhood, Community, Involvement and Home’ review group. Last 

year we carried out a review of the information available to tenants about repairs. We found that 

there were too many leaflets about repairs and it would be better to have just two. The review 

went really well and I felt that we have made a difference. As a result of our work, the council is 

now looking at changing the leaflets. 

If you would like to join us for the next review, contact the resident involvement team by emailing  

customer.services@lincoln.gov.uk or telephoning 873333. On the next page there is a round up 

of the Lincoln Tenants’ Panel’s activities for last year.  



Inspecting properties by Richard  

When a property becomes empty it is inspected and then refurbished. This process involves op-
eratives from the council and contractors carrying out work to ensure that the incoming tenant re-
ceives a property of a good standard, certainly of a better quality than offered by some private 
sector landlords.  
 
Prior to the incoming tenant receiving the keys, a sample of the properties are inspected by 

teams of two tenant void inspectors. This is in addition to all properties being inspected by a 

council officer.  A comprehensive checklist is filled in with all sections covered, from gas and 

electrical safety, flooring and decoration, to smoke alarms, new toilet seats and locks on external 

doors.  The property is then judged against the ‘empty property letting standard’ and receives a 

score of green, amber or red. These results are fed back to the council and they use these to 

make improvements. Last year 39 out of 50 properties scored green.  This scrutiny and construc-

tive criticism role is an important part of being involved as a tenant.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

What we said 
we would 
measure 

How did we do in 
2014/15? 

How did we do in 
2015/16? 

Average time to 
re-let a property 
(excluding major 
works) 

34 days 20 days 

Offers accepted 
first time 

86% 86% 



Involving you continued.  

The Lincoln Tenants Panel’ (LTP) is a group of tenants and a leaseholder from across the city 

whose aim is to ensure that your views are taken into account and also to monitor the council’s 

performance.  

Last year the Lincoln Tenants’ Panel: 

 Increased its membership and attended events to promote the work of the panel 

 Attended housing scrutiny sub-committee meetings 

 Took part in the anti-social behaviour improvement group 

 Attended East Midlands Tenant Participation conferences 

 Discussed all housing related executive reports and made comments on these. 

 

If you would like LTP to raise any issues, they can be contacted by emailing LTP@lincoln.gov.uk 
or telephoning 873333. 

Currently the panel is urgently seeking members for the following areas. These are: 

 Birchwood (x2 seats) 

 Ermine West (x2 seats) 

 Bracebridge/Manse. 

For further information about applying to become an LTP member, please email 

customer.services@lincoln.gov.uk or telephone 873333. 

 



Involving leaseholders by Felicity  

I have attended every meeting of the of the leaseholder forum, since October 2015.  The forum 

meetings have been really worthwhile. It has given me the opportunity to meet other leaseholders 

and hear their concerns and to meet council officials. In particular, when they attend and answer 

specific questions. Some of the areas we have discussed include; anti-social behaviour, custom-

er services and the procurement procedure for contracts. They have all been interesting and in-

formative and I look forward to future meetings. If you are a leaseholder and would like to attend 

a meeting please contact the resident involvement team by emailing custom-

er.services@lincoln.gov.uk or calling telephoning 873333. 

 

 

 

What we said we 
would measure 

How did we do 
in 2014/15? 

How did we do 
in 2015/16? 

Answer telephone calls 
within 60 seconds 

66% 67% 

Answer complaints 
within 10 working days 

77.39% 98.19% 



Tell us campaign  

 

 



Looking after and improving your home by Sheila. 

The council are fantastic! It only took them one day to install a brand new kitchen and one day to 
install a new shower. I am very happy with the council repair service. In terms of performance, 
the council improved in several areas related to repairs last year. On average, it took only seven 
days to complete a repair and 99.7 per cent of emergency repairs were carried out on time. We 
also made sure that 100% of homes had a gas safety certificate.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

What we said we would 

measure 

How did we do in 

2014/15? 

 

How did we do in  

2015/16? 

Average repair cost per 

property per week 

£20 £19.55 

Emergency repairs com-

pleted on time 

94% 99.7% 

All reactive repairs carried 

out within timescales 

90% 90.5% 

Average number of days 

to complete a repair 

21 days 7 days 

Tenant satisfaction with 

repairs service 

95% 96% 

Keeping appointments 

first time 

82.1% 96.3% 

Homes with a gas safety 

certificate as at 31 March 

2016 

100% 100% 

Homes that don’t meet the 

decent homes standard 

0.46% 1.12% 



 

Investing in Lincoln 

Each year we invest a significant amount of money in your homes. The table 

below shows you where the money was invested.  

 Fitted 180 kitchens,  

 Installed 347 bathrooms   

 Put in 361 boilers.  

 Spent £11,731,266 improving your homes 

 Built 20 new Bungalows 

 Spent 3.2 million on Shuttleworth House (with funding from the governments ECO scheme). 

 



Your neighbourhood by Christine  

Where I live I’ve noticed that residents would often talk about issues and how something should 
be done to improve them. With this in mind, a few local residents set up the Lower City Centre 
Community Group in September 2015. 
 
I  thought coming together as a group could help resolve issues and would be a great way  of 
getting to know people where I live.   
 
We meet every few of months and discuss ways to make life better for residents. There are many 
different nationalities in the area and we would like to bring the whole community together. 
 
To achieve this, the group are looking at a couple of projects. These include, organising a street 
party in the area and working on a project to install benches.   
 
I have made friends on the group and  we often meet for coffee. If you would like to join please 
contact the resident involvement team by emailing customer.services@lincoln.gov.uk or tele-
phoning 873333. 
 
 
 
 
 
 

 



Keep it Clear Campaign  

 

Why should you care about Keep It Clear? 

Many tenants are unaware that one of the biggest causes of blockages in pipes are caused by 
non flushable items being put down the toilet.  

Anglian Water, through its programme Keep It Clear, is working with communities to raise aware-
ness of the issues, the costs, the misery blockages can cause with internal and external flooding, 
loss of toilet use, potential pollution and harm to the environment. This can cost £80 million annu-
ally to resolve and means that your water bill can increase. 

To help stop this happening, please avoid flushing the following items down toilets: 

 Baby wipes 

 Nappies 

 Sanitary products 

 Food waste 

 Fats and cooking oils. 

These should be disposed of by putting them in the bin.  

Dianne Slapp, Area Co-ordinator from Voluntary Centre Services said: “To find out more, or to 
invite us to come and talk about these issues at your local group or meeting, please get in touch 
with us. We have some lovely give-aways that Anglian Water have provided us with to help get 
this message out. You can find us in The Network office on the ground floor of City Hall in Lin-
coln. We also promote volunteering and recruit volunteers for hundreds of charities and organisa-
tions across the city. We can provide advice, training and other support to community groups and 
organisations”. Voluntary Centre Services is one of the partners in The Network, which is a new 
resource of information and advice for young people 16-24 based in City Hall: 
www.networklincoln.co.uk  Drop in and visit for information on: training, education, volunteering 
or employment.  

Voluntary Centre Services  

City Hall 

Beaumont Fee 

Lincoln LN1 1DF 

Tel: 01522 551683 

http://www.networklincoln.co.uk


Tackling anti-social behaviour (ASB) by Debbie  

The Lincoln Tenants’ Panel felt that the council’s response to ASB needed to be better. There 

seemed to be a lack of training for staff and tenants often received an inconsistent service when 

reporting complaints. I felt something needed to be done and we raised our concerns with the 

council. This helped to get the ball rolling on a review of how ASB is dealt with.  

Several LTP members joined a group, along with staff, to look at how the council could improve 

its service.  I found being on the group useful because I could offer first-hand experience of being 

a victim of ASB.   

The  group was a success and put in place a number of steps to make improvements.  These in-

clude, a better structure for staff and tenants when dealing with ASB. This means that tenants 

can now see how their cases are progressing and they are supported the whole way through the 

process. I believe that the service has greatly improved and will receive accreditation.  

 

 
What we said we 

would measure 

How did we do in How did we do in  

Closed cases of ASB 

that were resolved 

92% 86% 

Average number of 

days to revolve cases 

of anti-social behaviour 

152 days 77 days 

Satisfaction with the 

outcome of your ASB 

complaint 

50% 59% 

Satisfaction with the 

handling of your ASB 

complaint 

50% 60% 



How your rent was spent by Caroline  

 

I feel that I get excellent value for the rent I pay to the council.  Rent payments include, repairs 

being carried out and an annual boiler service.  Tenants are given an appointment for work to be 

completed within a reasonable time frame and emergencies are carried out on the same day, 

where possible. It’s also easy to pay your rent because you can pay by direct debit, online, over 

the phone or by a payment card. The value for money is best demonstrated when you consider 

it’s generally cheaper than private renting.  

 

 

 

 

What we said 
we would 
measure 

How did 
we do in 

2014/15? 

How did we do 
in 

2015/16? 

Rent collected 
against rent due 

97.52% 99.66% 

Level of arrears 
against total 
rent due 

3.28% 2.32% 



Service Standards and local offers   

Since April 2012, we have been working to a regulatory framework under the Homes and Communities 

Agency. This sets out the service that we should provide to you, including: 

 Supporting the formation and activities of tenant panels or equivalent groups and responding in a 

constructive and timely manner to them  

 Ensure that tenants’ homes meet the standard set out in section five of the government’s Decent 

Homes Guidance1 and continue to maintain homes to at least this standard 

 Provide a cost-effective repairs and maintenance service to homes and communal areas that re-

sponds to the needs of, and offers choices to, tenants and has the objective of completing repairs 

and improvements right first time 

 They shall meet all applicable statutory and legal requirements in relation to the form and use of ten-

ancy agreements or terms of occupation. 

 Registered providers shall develop and provide services that will support tenants to maintain their 

tenancy and prevent unnecessary evictions. 

 Registered providers shall minimise the time that properties are empty between each letting. When 

doing this, they shall take into account the circumstances of the tenants who have been offered the 

properties. 

The framework focuses on landlords and tenants working together to improve services. The full copy of 

the framework can be found at www.gov.uk/government/organisations/homes-and-communities-agency 

We have also published a set of service standards and local offers. They set out the service you can ex-

pect to receive from us. These include: 

 Consult and involve tenants and leaseholders about decisions affecting the management of their 

homes; 

 Ensure that all our properties will remain at the decent homes; 

 Keep appointments for repairs; 

 Carry out lettings in accordance with our allocations policy and local lettings policy; 

 Ensure that we do everything to prevent you from falling into arrears; 

The full copy can be found on our website at www.lincoln.gov.uk 

 


