
Appendix E

Main Achievements and Outcomes

April - June 2019

Main Achievements and Outcomes July - 

September 2019

Main Achievements and Outcomes

October - December 2019

Main Achievements and Outcomes

January - March 2020

Housing

Assistant Director Gavin Fisk

The Housing Service Area includes: Home Ownership, Sheltered Housing, Tenancy Management, Income Collection, Property Services, Building Services 

(BMBS), Private Sector Housing, Housing Development, Housing Solutions, Choice Based Lettings and HRA Finance.  Our Vision is for residents of 

Babergh & Mid Suffolk to live in districts where people have access to affordable and high-quality homes that enable them to build settled, safe and 

healthy lives, within sustainable and  thriving communities.

1. We held a Housing Conference for the whole Housing Service, in May, which focussed on achieving our Housing Vision.  

2. The Housing Service have produced Service Delivery Plans for 2019/20.   

Housing Solutions  3. The Councils have been awarded £209,000 from the Ministry of Housing, Communities and Local Government (MHCLG) as part of the Government's plans to end rough sleeping by 2027 

following a joint bid.  The aim of the support team is to help people who have a history of rough sleeping or who are at risk of spending their first night on the street.  The support will include identifying a 

suitable property and then offering the required level of support to help to develop independent living skills and to manage a tenancy as well as providing access or signposting to health and care services.  

4. We have agreed with MHCLG to utilise unused Rough Sleeper monies to employ a part-time Outreach Worker for two days per week until March 2020 to tackle Rough Sleeping in our districts.  The provision 

will be provided by a team employed by West Suffolk Council.   

5. Officers from MHCLG visited the offices in June to meet with staff involved in reducing homelessness.  Where homelessness has been successfully prevented, over 50% of cases have been able to remain in 

their current home and MHCLG have recorded how pleased they are with the Councils performance.   

6. In May we responded to a Government Consultation 'Tackling Homelessness Together' on the proposal of introducing Homelessness Reduction Boards.  The response stated that a dedicated Homelessness 

Reduction Board can help focus on the stated objectives in Suffolk and have the necessary structural links with the other statutory structures to achieve positive outcomes.  

7. We have recently been part of developing a Suffolk wide event for Registered Providers, focussed on preventing homelessness and reducing the number of evictions for rent arrears.  The event was well 

attended and has received very positive feedback from attendees.   

Tenant Services  8. The Tenant Board has now increased its membership to eight and its currently scrutinising the repairs schedule.  We have also established a separate Sounding Board which is working with 

officers to develop a suite of revised letters used for the purposes of rent collection.  

9. We have successfully conducted a Satisfaction of Tenants and Residents (STAR) survey of all our general needs and sheltered tenants as well as leaseholders.  Overall we achieved a response rate of 46%.  The 

results of this survey will be presented to officers and portfolio holders in early September.    

Property Services  10. We have now adopted a new policy that allows more flexibility to access the Disabled Facilities Grant (DFG) budget process more quickly and opens up to more conditions that the 

traditional DFG legislation does not consider, such as helping those with mental health conditions.  The traditional DFG process can seem overly complex and long.  The new scheme is open to all homeowners, 

private tenants and Babergh and Mid Suffolk Council tenants in the districts.  As well as offering this new scheme, our Councils are linking up with local hospitals to help get residents out of hospital and closer 

to home and family.  The Councils are now providing an adapted half-way home in which a resident can stay for a short period of time while their own property is being adapted. 

BMBS  11. Voids performance is continuing to be maintained and has averaged 16 days for standard voids, April to June 2019.  

12. 2,547 repairs have been completed, April to June.



Key for trend graph:     

l 2016/17

l 2017/18

l    2018/19

l 2019/20

           target

Performance measure Period Data Target Council Trend Comments

2017/18 98%

Qtr. 1 97.98% 98%

Qtr. 2 97.81% 98%

Qtr. 3 97.60% 98%

Qtr. 4 97.46% 98%

2018/19 98%

Qtr. 1 97.45% 98%

Qtr. 2 96.99% 98%

Qtr. 3 96.75% 98%

Qtr. 4 96.87% 98%

2019/20

Qtr. 1 97.20% 98%

Qtr. 2

Qtr. 3

Qtr. 4

Performance measure Period Data Target Council Trend Comments

2018/19 n/a

Qtr. 2 14.54%

Qtr. 3 21.97%

Qtr. 4 29.37%

2019/20

Qtr. 1 29.96%

Qtr. 2

Qtr. 3

Qtr. 4

Tenancy Services

Corporate Manager Lee Crowdell

Key:

n/a not applicable

n/av not available

TS01 % of local authority housing rent (incl. 

garages) collected

Cabinet Member: Julie Flatman

Data Owner: Lee Crowdell/Polly Bearman

MSDC

Universal Credit is undoubtedly having an effect with total current arrears for Universal Credit 

claimants as a % of total dwelling arrears currently at 29.69%.  However, the new Income 

Management Policy and associated procedures are nearing completion, and consultation work has 

started on new, easier-to-understand, rent letters.

BDC Qtr.1 2019/20 - 97.90%

TS02 Value/percentage of arrears caused by 

Universal Credit

Cabinet Member: Julie Flatman

Data Owner: Lee Crowdell/Polly Bearman

MSDC

See above.

BDC Qtr.1 2019/20 - 34.57%

0.00%

10.00%

20.00%

30.00%

40.00%

50.00%

60.00%

70.00%

80.00%

90.00%

100.00%

17/18   18/19  19/20

0.00%

10.00%

20.00%

30.00%

40.00%

18/19      19/20



Performance measure Period Data Target Council Trend Comments

2018/19

Qtr. 1 £6,955.48

Qtr. 2 £31,253.65

Qtr. 3 £49,779.02

Qtr. 4 £72,308.96

2019/20 tbc

Qtr. 1 £7,250.89

Qtr. 2

Qtr. 3

Qtr. 4

Performance measure Period Data Target Council Trend Comments

2018/19 n/a

Qtr. 3 0

Qtr. 4 0

2019/20

Qtr. 1 1

Qtr. 2

Qtr. 3

Qtr. 4

Property Services

Corporate Manager Heather Worton

PS03 No. of House in Multiple Occupation 

licenses issued (non cumulative)

Cabinet Member: Julie Flatman

Data Owner: Christine Ambrose

We are working closely with the other Suffolk District and Borough Councils and Suffolk Fire and 

Rescue to ensure we have a consistent approach to the new HMO legislation. A joint protocol is 

being produced which details the required standards in all HMO’s.  All associated documentation 

e.g. application forms and information material will be the same across all Suffolk authorities. 

BDC Qtr.1 2019/20 - 2

£65,000

Annual

TS03 £Levels of write off against bad debt 

provision

Cabinet Member: Julie Flatman

Data Owner: Lee Crowdell/Polly Bearman
MSDC

The new Income Management Policy will implement measures that will prevent many former 

tenant debts occurring in the future by limiting house moves for tenants in arrears, and fewer 

former tenant debts will be written off.

BDC Qtr.1 2019/20 - £6,607.47

MSDC
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Performance measure Period Data Target Council Trend

2018/19 £407,855

Qtr. 1 £71,147.90

 (17% of budget) £407,855

Qtr. 2

£140145.87 (34% 

of budget) £407,855

Qtr. 3

£196532.53 (48% 

of budget) £407,855

Qtr. 4 £263553.91 (65% 

of budget) £407,855

2019/20 £590,407 (inc C/f)

Qtr. 1

£78,699.42 (13%of 

budget)

Qtr. 2

Qtr. 3

Qtr. 4

DFG’s was recently considered by Joint Overview and Scrutiny committee at their meeting held in 

July. It was discussed that whilst performance is slow to improve significant progress is being made 

to ensure the efficient delivery of Disabled Facilities Grants in the future. Examples of work streams 

include:

In March 2019 Babergh and Mid Suffolk approved a Regulatory Reform Order for Minor Adaptation 

Grants. This introduced:

•	Removal of the requirement for a means test where the adaptation costs less than £5,000

•	Simplified on-line/telephone application form.

•	Removal of the requirement for an Occupational Therapist referral.

•	Funding is now available for equipment or digital technology to assist vulnerable people and their 

families with mental or behavioural conditions.

•	Funding is now available for people with terminal conditions where temporary solutions are 

required to enable them to remain at home and their health, safety and wellbeing is not 

compromised.

Using DFG budget, Babergh and Mid Suffolk have purchased equipment which will enable us to 

react quickly in circumstances such as when a disabled person needs to be discharged from 

hospital, but their home is not suitable, or preventing a disabled person having to move to 

temporary accommodation in a crisis. Examples of the type of equipment include modular ramps, 

grab rails, wash/dry toilets and a variety of dementia products. This equipment is stored at 

Wenham Depot and can be delivered and installed in a day using staff from Babergh and Mid 

Suffolk Building Services. In many cases this equipment will enable a disabled person to remain at 

home whilst more permanent solutions are sought if necessary.

Staff from Property Services are heavily promoting the new Minor Adaptation Grants via our 

website, local charities, health providers and organisations whose client base would benefit. These 

include Sue Ryder Care, Health Watch Suffolk, GP surgeries, pharmacies and libraries. This has 

stimulated a flurry of activity and enquiries. Where an applicant does not qualify for a Minor 

Adaptation, they may well qualify for a statutory DFG.

A detailed action plan was requested from Orbit HIA setting out how they intend to address the 

current underspend and low conversion rates at Babergh and Mid Suffolk for 2019/20. A meeting 

has been arranged with Orbit on the 15 August 2019 to explore this further. 

A Suffolk wide review of DFG’s is due to take place with a workshop planned for September 2019. 

This will consider alternative delivery models beyond the existing Orbit HIA contract and involve a 

wide range of stakeholders.

In addition to the Suffolk wide review, partners are carrying out reviews within their own area as 

each council has unique local issues which need to be addressed.

PS04 £ Committed budget for Disabled 

Facilities Grants (cumulative)

Cabinet Member: Julie Flatman

Data Owner: Theresa Grzedzicki/Christine 

Ambrose

MSDC
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Performance measure Period Data Target Council Trend Comments

2019/20 93%

Qtr. 1 Job Priority 

Percentage 

Completed in time

1 Day 44.78%

3 Day 30.54%

5 Day 21.91%

20 Day 69.4%

60 Day 100%

 

By Trade Percentage 

Completed in time

Brick Layer 44.71%

Carpenter 36.46%

Day Rate 61.07%

Electrician 74.07%

Plumber 33.28%

Various 33.33%

for all subsets

Qtr. 2

Qtr. 3

BMBS Housing Maintenance

Corporate Manager Justin Wright-Newton

BMBS01 % of repairs completed within 

agreed timescale (by priority/trade)

Cabinet Member: Julie Flatman

Data Owner: Justin Wright-Newton

Both Work has taken place which has highlighted an error in the IT system we use to manage repairs. 

Work is underway alongside the Tenants Board that will alleviate all orders automatically being 

raised with a 5 day priority. Administrative staff have been working hard to ensure all new work 

raised is scheduled using technology which allocates work orders to staff. There is a number of 

overdue jobs which the team are working hard to complete which affect the % of jobs completed in 

the agreed timescale. Performance management is taking place to enhance service delivery. We 

expect later this year to introduce scheduling software allowing staff to order work with a precise 

date and time for work to be completed. In early 2020 the introduction of Open Access will allow 

tenants to order their own repairs using a tenant portal.
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Qtr. 4

Performance measure Period Data Target Council Trend Comments

2018/19 0

Qtr.1 4

Qtr.2 6

Qtr.3 8

Qtr.4 15

2019/20

Qtr. 1 2

Qtr. 2

Qtr. 3

Qtr. 4

Performance measure Period Data Target Council Trend Comments

2018/19 0 0

2019/20

HP01 No. of households in B&B 

accommodation more than six weeks (not 

cumulative) 

Cabinet Member - Julie Flatman 

Data Owner - Victoria Stuart

MSDC

We will continue to work hard to manage the demands for emergency accommodation and will be 

conducting a review of provision in 2019/20 to ensure we have adequate temporary 

accommodation available to ensure no one is accommodated in B&B more than six weeks.  Total 

households who breached the 6 week mark per quarter.

BDC Qtr.1 2019/20 - 6

Housing Solutions

Corporate Manager Heather Tucker

BMBS01 % of repairs completed within 

agreed timescale (by priority/trade)

Cabinet Member: Julie Flatman

Data Owner: Justin Wright-Newton

Both Work has taken place which has highlighted an error in the IT system we use to manage repairs. 

Work is underway alongside the Tenants Board that will alleviate all orders automatically being 

raised with a 5 day priority. Administrative staff have been working hard to ensure all new work 

raised is scheduled using technology which allocates work orders to staff. There is a number of 

overdue jobs which the team are working hard to complete which affect the % of jobs completed in 

the agreed timescale. Performance management is taking place to enhance service delivery. We 

expect later this year to introduce scheduling software allowing staff to order work with a precise 

date and time for work to be completed. In early 2020 the introduction of Open Access will allow 

tenants to order their own repairs using a tenant portal.

HP02 No. of rough sleepers recorded (this is 

an annual figure)

Cabinet Member: Julie Flatman

Data Owner:

MSDC

We carried out an estimate of rough sleeping in November.  This is in partnership with other 

organisations that are likely to work with those without accommodation.  This estimate is carried 

out in line with the Homeless Link procedure and we have verified our count with them, as 0 for 

2018.  Although we estimate on a yearly basis, we are aware that there has been an increase in the 

number of reports of rough sleepers.  Therefore, from August, we will have a dedicated Outreach 

Worker, based at West Suffolk who will offer support and engage with rough sleepers to try and 

secure suitable accommodation for them.
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Performance measure Period Data Target Council Trend Comments

2017/18 150

Qtr. 1 87 150

Qtr. 2 156 150

Qtr.3 224 150

Qtr.4 276 150

2018/19 100

Qtr.1 25 100

Qtr.2 58 100

Qtr.3 103 100

Qtr.4 154 100

2019/20

Qtr. 1 36

Qtr. 2

Qtr. 3

Qtr. 4

Performance measure Period Data Target Council Trend Comments

2019/20 n/a

Qtr. 1 25

Qtr. 2

Qtr. 3

Qtr. 4

Performance measure Period Data Target Council Trend Comments 

2019/20

Qtr.1 Band A - 24

Band B -  119

Band C -  182

Band D -  34

Band E –  346

Band F –  2                

  TOTAL- 707

Qtr.2

Qtr.3

Qtr.4

In Q4 of 2018/19 there were 30 applicants in Band A, so a reduction of 6.  There is one applicant 

less in Band B now than there was in Q4 of 2018/19.  The numbers of people on the list change 

daily.  We have been working on introducing more comprehensive, informative performance 

measures, which should be able to give a better indication of how well the service is performing.  

The average wait time in 2018/19 in Band A was 3 1/2 months, in Band B was 9.8 months and in 

Band C was 11.9 months.  However, this is only an indicator and can change all the time.

MSDC

Historically, we used to report Prevention and Relief figures quarterly through a system called the 

P1E.  Since April, we are now expected to report outcomes through a new system called H-Clic.  This 

system reports in a different way and as a result our statistical returns look very different. 

Previously, under the P1E, not only would we include all the work carried out by Officers, but we 

were able to include successful Discretionary Housing Payment (DHP) applications too.  However, 

under the new system, that is no longer possible.  The DHP figures used to account for a significant 

amount of positive outcomes and therefore, when we first started to look at our performance this 

year, it looked dramatically less. However, when we have compared like for like figures, we are 

actually able to see an improvement in performance.

BDC Qtr.1 2019/20 - 41

HP03  No. of households where 

homelessness has either been prevented or 

relieved (cumulative)

Cabinet Member: Julie Flatman

Responsible Officer:  Victoria Stuart

MSDC

No Target

Information

Only

This measure is a snap shot in time, Qtr 1 figure is based on figures from end June 2019.

BDC Qtr.1 2019/20 - 38

HP05 Movement (-/+) on the housing 

register (including total divided by bands)

Cabinet Member: Julie Flatman

Data Owner:

HP04 No. of households in temporary 

accommodation.

NEW MEASURE

Cabinet Member: Julie Flatman

Data Owner:

MSDC
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Performance measure Period Data Target Council Trend Comments

2018/19 £98,406.00

Qtr.1 £18,088.16 £98,406.00

Qtr.2 £39,198.04 £98,406.00

Qtr.3 £69,078.00 £98,406.00

Qtr.4 £76,218.85 £98,406.00

2019/20 £94,602.00

Qtr. 1 £29,461.03 £94,602.00

Qtr. 2 £94,602.00

Qtr. 3 £94,602.00

Qtr. 4 £94,602.00

Performance measure Period Data Target Council Trend Comments

2018/19 75

Qtr.1 0 75

Qtr.2 0 75

Qtr.3 6 75

Qtr.4 18 75

2019/20

Qtr. 1 7

Qtr. 2

Qtr. 3

Qtr. 4

Performance measure Period Data Target Council Trend Comments

2018/19 n/a

Qtr.1 3 25

Qtr.2 5 25

Qtr.3 2 25

Qtr.4 2 25

2019/20

Qtr. 1 2

Qtr. 2

Qtr. 3

Qtr. 4

Tenants can apply to buy their homes under Right to Buy and can be liable for up to 70% discount if 

they meet specific government criteria.  Therefore, a house sold under RTB will not give us the 

same funding as it would if sold on the housing market. 

These grants are administered by Shared Revenues Partnership and they are used to help people in 

financial difficulty, to top up rent payments, to prevent homelessness and keep people in their 

current home. The money is awarded to the SRP from the Department of Work and Pensions.

BDC Qtr.1 2019/20 -  awarded 22.4% of budget

Housing Financials

Professional Lead Tricia Anderson

HF03 No. of houses sold through Right to 

Buy 

Cabinet Member: Gerard Brewster

Data Owner: Tricia Anderson/Caroline Pearce MSDC

HP07  No. of cases in which the Tenancy 

Services Officers (Financial Inclusion) has 

likely prevented eviction (cumulative) 

Cabinet Member: Julie Flatman

Data Owner: MSDC

The Tenancy Support Officers deal with a wide variety of cases, of which, not all will be at imminent 

risk of eviction.  This means the number of interventions where homelessness has been prevented 

will vary.  

BDC Qtr.1 2019/20 - 8

HP06 £ of Discretionary Housing Grants 

awarded by Shared Revenue Partnership

Cabinet Member: Julie Flatman

Data Owner:
MSDC

£0.00

£20,000.00

£40,000.00

£60,000.00

£80,000.00

£100,000.00

£120,000.00

18/19          19/20

0

10

20

30

40

50

60

70

80

18/19            19/20

0

1

2

3

4

5

6

18/19             19/20



Performance measure Period Data Target Council Trend Comments

2018/19

Qtr.1 6

Qtr.2 0

Qtr.3 0

Qtr.4 0

2019/20

Qtr. 1 0

Qtr. 2

Qtr. 3

Qtr. 4

Performance measure Period Data Target Council Trend Comments

2018/19

Qtr.1 1

Qtr.2 7

Qtr.3 8

Qtr.4 1

2019/20

Qtr. 1 0

Qtr. 2

Qtr. 3

Qtr. 4

Performance measure Period Data Target Council Trend Comments

2018/19 n/a

Qtr.1 4

Qtr.2 2

Qtr.3 6

Qtr.4 -1

2019/20

Qtr. 1 -2

Qtr. 2

Qtr. 3

Qtr. 4

Housing Development

Assistant Director Emily Atack

Corporate Manager Anne Bennett

HD03 Net total of  HRA houses 

( Acquired + Built - Sold)

Cabinet Member: Gerard Brewster

Data Owner: Anne Bennett
MSDC

There have been no completions of properties in this first qtr but there have been 2 RTB sales.

Currently no new build properties are under construction, and therefore no completions 

anticipated in this financial year, but we have 1 schemes with planning permission ( former 

Needham Market Middle School) = total of 41 units, with tender process for building contractor due 

to start in Aug 2019.  Anticipated start on site date is Nov 2019. Stowmarket Middle School (38 

units) is currently in for planning, with the Childer Road CEC due in asap for a further 3/4 units, and 

Paddock House, Eye due to be submitted late Summer for approx 16 units.  We have a small 

pipeline of further new build schemes (approx 20 units) working through pre-app and will be 

submitted to planning as soon as possible.  There a small number of units proposed from 

conversion of under utilised space in existing sheltered schemes, but no timeline for these at 

present.

HD02 No. of houses acquired for HRA

Cabinet Member: Gerard Brewster

Data Owner: Anne Bennett
MSDC

No handover of units were undertaken in this qtr.  We are not currently in contract to purchase any 

units at this time.  But will be negotiating the legal agreements for 20 units (Mendlesham 10 units) 

and (former Needham Market Headquarters 10 units) in the near future.  We are actively seeking 

opportunities and making offers on S106 units.

Houses acquired 

are part of the 

overall target of 

210 (see above) 

Target within the 

Affordable 

Housing Strategy 

for 2017-2020 is 

210 

HD01 No. of houses built for HRA

Cabinet Member: Gerard Brewster

Data Owner: Anne Bennett

MSDC
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