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Hackney’s Council Stock

Tower Blocks: 10+ Storeys

White rugh nise Is typicaly cefined os s storeys and over, In
Hackney we have tower blocks going up to 23 storeys. We
baave 74 blocks 10 soreys and highwr, of which 7 are 20 1o
21 storeys.

These tower blocks share @ number of feabures relevant to
csset monogement. They are usaally kower cost per unit to
martan due 1o the high number of properties n them

While acgess for aperatives Lo extemal facodes IS
chalenging, they nead cccess kess often os these buldings
are usualy cesigned with minimal extermnal mantenance
needs; they dmost dways hove temal communal orecs,
Interryd drairrs and rarely hove extemal painted finshes or
brickwork

Typical mantenance chalenges include fre safety, |Fts and
the intermd dioinage nuns,

They bove usually been bult i the 19608 and 19705 ored
coreful attention neads to be gven to the condition of the
cancrete and structure.

Low Rise: Up to 6 Storeys

Street Property Houses

Thes % by for the most commen Lypology. Constraction i
usun by quite Bodtiondl with extensive use of boak focodes,
ooty coretruction and usualy on inner concrete frame.
Rocfs are o mixture of fot and low pitch.

They were ariginally buit with gute bosk mechonkal
ond electncol servces, ond retrofiing of replading these
syxcessfully remains a challerge,

Urnesually there = a very high propertion of maksonettes at
owver S0 per cent. Thesefore whie construction types hove
b makenance demands_ rger urit sizes offsel ths

These were not buik as soaol housing, but purchosed As
such they are sootlered around the borough, présentng
logistical challenges inworking on them

They are aff pre-war properties, and many are Victorion
My are in consevation ares of Isted O foundot ors
were nol buil with damp prool courses so dampness con be
a problem

Traditional detallng and large properties contribute to very
high unk costs.

Estate Houses

Sub-divided Street Property Houses

High Rise: 6 to 9 Storeys

These are six Lo nine storeys ond could be Nots o
mascoettes. 0ften Blodks will contan a mie. Unit costs tend
to be higher than tower blocks, os they wikl mere often need
external maintenance with access for operatves.

There are oddionat fre safety buliding reguictions on
butkdings abowve sx storeys indhading o imit on <combustible
matenas on the extemal focode

Communal areas are usudlly nternal though there ore quite
o fow with open deck occess. As with tower blocks, ofl wil
hove ol least one ML Marmoinng estemal concréte in good
condition is g poonly.

Estote houses are purpose-butl houses, fourd on our
estotes, amost ol have been coretructed since 194%,
usualy using quite standard traditicnal canstruction

Lechnigques,

There are no communal arecs of sennces, and aCcess s
stroghtforwand so mantenande casts are lowes, Coreful
cttention ks required to ensure frechold properties are
Identified

These have the same challenges os stondord street
properties. as they are ol pre-war houses converted into
flats

This conversion trings additicnal chalenges especidly n
ensuring fre compartmentation & adequate, of alarms are
in place. Communal areas are an addtional work crea,

Uil casts are wery high, thoogh not as high as single street
properties

Pre-War Mansion Blocks: Up to 6 Storeys

New Build: Since 2000

These are usualy fou to six storeys in height and wamark
separate attention due to their traditional detoilng, sash
windows, andd of ten having umsud ot loyouts, end
marsard rool Noor kevels

Access s usoally cpen deck, and these Blodks were not
budk with Mfts, bt some have later [ift tower additions
They usucly hove no covties to add wall insulation and
o't howve extemd wal insulation apgiled either due 16
decorative finishes and spoce limitalices on apen dedk
access bakonies.

Homes constrocted since 2000 will hove been bulk 1o high
stondards of energy-ef ioency and occessibiity

AS @ resul they hove more mechanicol ard eectricnl (MSER
equipment, often of a specialst natwe, which requres
mantenance, though the buliding fabric shoud require
limeed wark Tor some years 10 Come

THis section contains a mex of 590 Nats and 78 houses but
buiking maintenance s limted and numbers ore low, o
there Is no significant nead to separcte these as typologies.




Hackney: A Changing Housing Complaints Environment

September 2020:
* |Introduction of the new HOS

L ]
Complaint Handling Code H - - -
. : . H S C laint
- New Housing Services complaint ousin g Procedure fitle OUI_'TQE d"ig'gr‘zcggfec'”

handling procedure Ombudsman Service

Purpose Staff guidance on how to manage complaints.

Scope Applies to all Housing Services staff

Complaint Handling Code

Qur Complaint Handling Code sets out good practice that will allow landlords to respond to complaints effectively
and Fairly

October 2020: Central Housing Complaints Team
» Establishment of new Central
Housing Complaints team Performance & Complaints

Improvement Manager

Officer Officer Officer
November 2020:
« Launch of new complaints system - H Hackne
iCasework




Housing Service Complaint Handling Procedure: Key Aims

Section

Content

1

Housing Complaints - General Information

What is a Complaint?

What Can a Customer Complain About?

What Isn't a Complaint?

Who Can Make a Complaint?

Who Can Help Customers With Their Complaint?

How Can a Customer Make a Complaint?

Procedure title

Housing Service Complaint
Handling Procedure

Centralised Housing Complaints Team (CHCT) & Housing
Services Procedure

Receipt of Complaint

Verification

Purpose

Staff guidance on how to manage complaints.

Logging & Allocation

Table 1 - Complaints Handling Process Map

Scope

Applies to all Housing Services staff

Allocation to Service Areas

Monitoring & Customer Updates

Management Line Escalation

Table 2 - Escalation of Delayed Cases Process Map

Maintenance of Records

Corporate Standards

Performance Management & Lessons Learnt

Awarding Compensation

Logging of Compensation Offers

Compensation Payments




Implementing Complaints Handling Changes: A Testing
Environment
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Technical problems

Due to technical problems, you may experience difficulty accessing
online services, such as One Account and payments today. We're trying
to fix this ASAP

S

HACKNEY BOROUGH COUNCIL

Visitors to the council's website were greeted with this message in October




The Current Complaints Environment

Stage 1

Stage 1 Complaint Investigations Received,
2016/17-2022/23
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Learning Lessons,
|dentifying Trends,
Improving Services — The
Early Days (April 2021)

* First Monthly Complaints
Performance Report to HSMT
meetings.

* Basic volumes of cases
received, closed.

* Manual calculation of
response times via
spreadsheet.

* High level summary of lessons
learnt log spreadsheet.

ROOT CAUSE ANALYSIS/LESSONS LEARNT

The Central Housing Complaints team have set up a Lessons Leamnt log so that we can
keep tabs on the types of complaints that we are receiving, identify commeon or arising
themes and start addressing any operational or performance issues that may be generating
such complaints. Shme of the key issues that we have identified so far include:

Complaints over what Contact Centre staff deem to be emergency jobs during the
latest lockdown.

|ssues with repairs operatives attending appointments agreed in the aftermath of the
cyber attack.

Contractor performance in addressing heating and hot water issues for the properties
that they look after.

Communal boiler performance.
Scale of energy bills in newbuild properties.
Failure to process rehousing applications quickly enough.

Leaseholders being unable to query arrears letters that they have received as they
can't contact officers in the team.

Lift breakdowns and the impact that they have on vulnerable people.

MNewbuild defects/regen documentation.

We have also set up an issues log in order to identify ways in which we can process
complaints more efficiently going forward. Over the four months since the roll out of
OneCase, we have identified both good and bad practice in terms of complaints handling
and will be putting into place a number of initiatives to extend the good working practices
across the whole of Housing Services.




Learning Lessons, ldentifying
Trends, Improving Services —
Increasing Use Of System
Data

Stage 1 Case Findings By Category
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BACT - Stage 2 Cases received - BACT - Stage 2 Cases received View data grid All Hackney Council emails and attachments are priva...

Tasks created - Housing Ombudsman Prem - Housing - You have been subscribed to the following report: Tasks created - Housing Omb...

Cases received resolved upon receipt (Housing) - Cases received resolved upon receipt (Housing) View data grid All Hackney Council e...
Housing Ombudsman - Live Formal Enquiries - Housing Ombudsman - Live Formal Enquiries View data grid All Hackney Council emails ...
Corrective actions for closed cases (Housing Services) - Corrective actions for closed cases (Housing Services) View dat..

Housing Services - Overdue Mayor's Office Enquiries - Housing Services - Overdue Mayor's Office Enquiries View data grid All Hackney ...
Housing - Daily corrective actions for closed cases - Housing - Daily corrective actions for closed cases View data grid All Hackney ...
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|+ Case management reports

|~ Customer profile analysis
L+ Administrative reports
l#* Member enquiry analysis

|~ Quarterly cross-tabular reports
|~ Monthly cross-tabular reports
l#” Quarterly analysis - Corporate
l#” Quarterly analysis - Directorate
L~ Monthly analysis - Corporate

L Monthly analysis - Directorate



Learning Lessons, ldentifying
Trends, Improving Services —
QlikSense Transformation
(autumn 2022)

* Migration of OneCase data to
QlikSense Bl tool.

* Key metrics (e.g. case
volumes, response
times/rates, satisfaction
survey results) available in real
time.

* Monthly complaints report
development time slashed.

* More time to focus on trends,
analysis and lessons.

2021/22 202223 [PLVETRS

Stage 1 complaints cases received

249

Stage 1 complaints

Stage 1 complaints comp

Stage 1 complaints completed

leted

Stage 1 complaints cases completed

Last received date

Last month' Last 12 months 03/06f‘2023
Stage 1 complaints avg days to complete Stage 1 complaints completed in target
206 16.04 57.8%
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Learning Lessons,
|dentifying Trends,

Improving Services
— Data Challenges

Change of Tenan... P&AM Liaison other

1.5% 2.2%
Low level ASB CRT
1.1% 14.6%
DLO other
1.5%
Drainage Damp
1.5% 4.1%
Neighbour disputes Carpentry
1.1% 3.4%
Housing Transfor... Other contractor
1.5% 1.9%
Alterations PAM Planned Wo...
1.5% 1.1%
Leasehold Services - TMO Services other
1.5% 0.7%
Plumbing Communal issues
22% 2.2%
Rehousing CHCT other
3.0% Yy 0
Lifts oo
1.9% Customer Service
1.1%

BM Communal W...
23.1% “
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2020/21 | 2021/22 2022/23 2023/24 = Apr | May Jun | Jul| Aug Sep | Oct| Nov Dec Jan | Feb Mar Enter search word a
Enter a word in the search box to retrieve
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e I l I yI I I re n S 60 471138 Complaint Please accept this email as a formal complaint
53 about damp and mouldy living conditions for
number of years.
L] L]
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2 I have contacted Hackney Council repairs on
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i - N Dear Sir/Madam,
- 10
I I 539531 Complaint Towhom it may concern,
’ B R G B R A ) > .
~ VoA A ’ VA S S £ g il 540729 Complaint Towhom it may concern,
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the roof abave our flat which has led to water




Learning
Lessons,
|dentifying
Trends,
Improving

Services —
Embedding
Learning Across
Housing Services

Currently

Monthly complaint report to
senior management team each
month.

Increasingly data rich report — e.g.
appendices containing all cases
where fault found, breakdown by
service areas/root cause analysis,
free text on service failures.

Report circulated to managers to
review lessons learnt.

HOS case tracker standing item on
senior management team agenda
each fortnight.

In Progress

Dedicated service failure/lessons
learnt reports circulated to managers
each month.

Service failure improvement action
plans owned by Heads of Service with
detailed monitoring of progress.

Monthly lessons learnt meetings with
Housing Transformation to review
progress and identify improvement
initiatives.

Roll out of training on OneCase
corrective actions functionality to
ensure that actions promised in
complaint responses are delivered on.

Training on better root cause analysis
classifications.

Internal storytelling.



Learning Lessons, Identifying Trends, Improving Services:
Surveyor Inspections

* Learnings ldentified
surveyor related complaints received
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* Post cyber attack workaround systems
had broken the flow of intelligence on
the progress of jobs and their latest

position.
Actions
* Use of QlikSense Bl tool to build a new
monitoring regime.
_ * Live performance dashboards for
I management of surveyors (e.g.
o )

ceived

ge 1re

Sta

producing reports, raising work orders).

D D D D D P Contractor site visits

Dedicated surveyor resource for
progressing lapsed cases.
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Using Data To Deliver Service Improvements - Damp & Mould

Spotlight on:
Damp and mould

Housing
Ombudsman Service

October 2021

* Recommendation 5: Landlords should implement a

data driven, risk-based approach with respect to
damp and mould. This will reduce over reliance on
residents to report issues, help landlords identify
hidden issues and support landlords to anticipate
and prioritise interventions before a complaint or
disrepair claim is made.

Recommendation 12: Landlords should consider
their current approach to record keeping and satisfy
themselves it is sufficiently accurate and robust. We
would encourage landlords to go further and
consider whether their record keeping systems and
processes support a risk-based approach to damp
and mould.

* Aim: Use all relevant data in our data warehouse (of which complaint/enquiry data is a key component) and
increasingly advanced analytical techniques to achieve the above.
* Apply the same principles across other areas of housing to deliver service improvements to residents.



Using Data To Deliver Service Improvements - Damp & Mould

Building Maintenance
Surveyors

Building Maintenance
Contractors

Customer Relationship
Team

Building Maintenance
Surveyors

Customer Relationship
Team

Building Maintenance
Surveyors

Building Maintenance
Surveyors

Building Maintenance
Surveyors

Central Housing
Complaints Team

Legal Disrepair
Building Maintenance
DLO

Customer Relationship
Team

Members enquiry

Members enquiry

Members enquiry
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Complaint

Complaint
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Cases by postcode
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Using Data To
Deliver Service
Improvements
- Damp &
Mould

Improvement Action Plan

Clear the backlog of responsive repairs built up as a result of limiting
the service to emergency / urgent repairs only for 12 months.
QlikSense dashboard established to monitor overdue repairs and
manage progress in carrying them out.

Increase the operational capacity of the repairs team through
recruitment of additional trade operatives and appointment of
external contractors.

Reduce the number of Legal Disrepair cases via use of a data led
case management tool to prioritise the workload.

Undertake a sample borough wide stock condition survey which will
include specific assessments of damp and mould and prioritising
blocks more likely to suffer from damp and mould.

Create a Property MOT which looks at the general condition of
properties. Predictive data model in development to aid the
prioritisation of blocks and properties most at risk.

Design a proactive service for the 10% of tenants that generate the
least contact, including developing a proactive service for vulnerable
tenants.

Design a proactive service for the tenants that generate most
contact to reduce complaints and manage demand.
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