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Performance Report
Non Executive’s Report by the Chair, Professor
Peter Roberts

This annual report covers the year 1st April 2019 to 31st March 2020. It offers some insights
into the unprecedented and unexpected challenges that we have faced, along with some of
the exceptional work that has been carried out over the past year. While the challenges
associated with COVID-19 started just before the end of the financial year that this report
covers, their impact is still being felt across Northern Ireland and beyond; the pandemic
knows no boundaries and neither does its consequences. It would, therefore, be remiss not
to include reference to some of them in this report.

As we enter our 50" year, the impact of COVID-19 has illustrated that the core services that
we provide to the citizens of Northern Ireland are as important now as they were in 1971,
when we were founded. Then, as now, we place great emphasis on ensuring that we serve
the needs of all those who require housing and we seek also to meet many of the wider
requirements of urban and rural communities.

The Housing Executive provides excellent housing services, tailored support and good
guality homes. In these difficult and testing times, our staff have displayed a high level of
commitment, care and professionalism in the delivery of these services. My colleagues and
our partners have adapted willingly to the circumstances brought about by COVID-19, and
the Board is very grateful to both our staff and our external partners for all that has been
done to maintain services and support for our tenants and other service users.

This year saw many achievements in our key areas of activity, with the vast majority of our
statutory and non-statutory targets being met or exceeded. In some areas of activity the
impact of COVID-19 meant that we had to suspend temporarily a number of non-essential
services in order to protect our tenants, customers and staff.

As one of the largest social landlords in the UK, we continue to match and outperform many
other providers in terms of rent collection, tenant involvement and customer feedback. We
continue to support tenants through our provision of financial advice, tackling anti-social
behaviour, encouraging community involvement and cohesion, promoting social enterprise
and enabling neighbourhood development. We also continue to invest in our homes through
our programme of improvements and maintenance, with health and safety being a key
aspect of this work. We continue to administer over £500 million in Housing Benefit to
tenants in the social and private sectors, as well as assisting tenants affected by the Social
Sector Size Criteria and those claiming Universal Credit.

The recently launched COVID-19 Community Fund highlights our efforts, and the
commitment of our staff, to support communities at this difficult time. Over 200 groups
applied to the £260,000 Fund for money to enable them to provide care and assistance to
some of the most vulnerable people within our communities in order to ensure they can stay
safe and connected.
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In our role as the housing authority for Northern Ireland we deliver a wide range of functions
alongside the Department for Communities, housing associations, the statutory and
voluntary sectors and many other organisations. These functions have a positive impact on
individual households and the wider community. During the year almost 20,000 vulnerable
people were assisted through Supporting People funding. Last year, despite the impact of
Covid-19 on the construction industry, we oversaw the new build programme that completed
761 new social homes. During 2019/2020, 1,119 Disabled Facilities Grants were approved to
the value of £12 million and 6,796 projects were completed across 4,755 homes under the
Affordable Warmth and Boiler Replacement schemes, costing £13.8 million.

We continue to offer support and guidance to tenants, as well as providing a range of
housing options to an increasing number of households who are homeless or in housing
stress. Last year 6,654 social homes were allocated, a £103.5 million programme of
maintenance schemes and housing stock improvements was delivered and over 320,000
repairs were carried out. We also completed 161 major adaptations and 5,271 minor
adaptations to support independent living.

We also supported the delivery of community planning in each of the council areas and
assisted all 11 councils to prepare their Local Development Plans. The research we carried
out during the year not only helped to inform plans at local level, but was also used to inform
housing policy and practice in Northern Ireland and beyond.

I would like to thank Deirdre Hargey, the Minister for Communities, and our Permanent
Secretary, Tracy Meharg, for their support for housing and the Housing Executive throughout
the year. Our partnership with the Department for Communities is the essential platform
upon which we can deliver an extended and more ambitious programme aimed at meeting
unmet housing need and providing support for sustainable communities.

| would also like to thank the Housing Community Network, the 500 plus community groups
we work with, all the Supporting People providers, our many contractors and, especially, all
the local voluntary organisations who do so much to support people in their communities.
Our strength emanates from a shared desire to improve housing conditions and strengthen
community cohesion; the Housing Executive cannot do this alone, and we need the active
support of all those we work with.

In addition, | want to thank my fellow Board Members and all our staff colleagues for all their
work over the year. One of the key functions of the Board of the Housing Executive is to
work alongside the staff in order to ensure that the organisation achieves its targets,
provides value for money and meets the governance requirements expected of a large
public body. During the course of the year, the Board agenda covered a range of significant
and challenging matters including: our plans for tower blocks; Homeless Action Plans; our
Older People Strategy; environmental issues; the continuing impact of Welfare Reform on
our tenants; our Supporting People programmes and our Social Enterprise work. As Board
Members we experience the work of our staff colleagues at first hand and we understand
and appreciate many of the difficulties that they encounter. Our colleagues represent the
very best of public service and we owe them a substantial debt of gratitude.
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Our local teams and our colleagues across the housing sector, local representatives and
community groups deal with an increasing number of people in poverty, who are not only
struggling to pay housing costs, but also find it difficult to afford other essentials. The impact
of COVID-19 has exacerbated many of these issues and it is likely that the months ahead
will be extremely challenging. We are dealing with increasing numbers of individuals with
physical and mental health problems, including those with addictions, who require long-term
housing and associated support.

The case for a strong, strategic housing authority is as powerful as ever. We are reaching a
point when many of the successes in housing that have been achieved by the Housing
Executive and our colleagues in housing associations and the wider housing community,
could start to diminish. Only by working in partnership with our sponsor Department,

housing associations, local councils, contractors, community organisations and, especially,
local people will we be able to ensure that we can enhance the lives of everyone. In order to
continue to provide a quality service to the people of Northern Ireland we must build on the
success of the past five decades and ensure that our communities are sustainable, now and
in the future.

Professor Peter Roberts
Chair

Date: 16 October 2020
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Overview

The Northern Ireland Housing Executive was established by the Housing Executive Act
(Northern Ireland) 1971. From 1 April 2014, following a review by the Office for National
Statistics, the budgetary classification of the Housing Executive changed from solely being a
Public Corporation. It now operates, for budgetary purposes, under two different regimes.
Landlord Services (Housing Services and Asset Management Divisions) is how classified as
a Quasi-Public Corporation (which is similar to the previous designation for the entire
organisation), while Regional Services is categorised as a Non-Departmental Public Body-
(NDPB).

The Housing Executive is one of the largest social landlords in the UK, managing just under
85,000 homes across urban and rural areas throughout all of Northern Ireland. In addition,
we manage a commercial property portfolio of 394 units. The main functions delivered within
Landlord Services are tenancy and estate management; improving our properties; income
collection; involving and listening to our residents; and striving to create vibrant and
sustainable communities through our Community Safety, Cohesion, Involvement and Social
Enterprise Strategies. Many aspects of our performance are in the top quartile as measured
by Housemark, a service that benchmarks our costs and performance across a range of
core housing activities against other large social landlords in the UK.

Regional Services is the strategic enabling side of the Housing Executive, providing services
ranging from assessing housing need, managing the Social Housing Development
Programme for new social homes with our housing association partners, Supporting People
and Homelessness Services. Alongside this we undertake an on-going research programme
to produce a comprehensive body of housing market intelligence to help us

identify and determine how best to shape our services and the places where people want to
live in Northern Ireland. In addition, we are the Home Energy Conservation Authority (HECA)
for Northern Ireland. We administer the Affordable Warmth and Boiler Replacement
schemes on behalf of the Department for Communities (DfC), referred to as ‘the Department’
throughout the remainder of this report.

Support Services provide the necessary support to underpin Landlord Services and Regional
Services. Support Services is made up of our Corporate Services and Finance, Audit and
Assurance Divisions. A new Director of Corporate Services was appointed, and took up post
on 1° May 2019. Key services delivered across this division includes; Corporate Business
Planning and Performance, Communications, Legal Services and Data Protection, Equality
and Safeguarding and Human Resources. Finance, Audit and Assurance Division provides
Corporate Accounting, Financial Support IT, Housing Benefit (which we administer on
behalf of the Department), Internal Audit, Risk and Governance, and Counter Fraud and
Security.
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Our Vision and Core Values

OUR VISION:

Everyone is able to live in an affordable and decent home, appropriate to their needs, in a safe and attractive place.

We have 3 overarching strategic themes, each with its own purpose statement.

To provide housing solutions, services and
support to the people of Northern Ireland.

We have 4 high level outcomes:
1. Helping people find housing support and solutions;

2. Delivering better homes;

PEOPLE PROPERTY PLACES

To ensure everyone has access to a quality
home which is safe, affordable, warm and
appropriate to their needs.

To work with others to develop, maintain and
sustain attractive, connected, healthy and
economically active places.

We have 1 set of values:

Fairness;

3. Fostering vibrant sustainable communities; and Passion;

4. Delivering quality public services.

Expertise.

Making a difference;

OUR MAIN ACTIVITIES

UNDER ONE ROOF

OUR VISION

"Everyone is able to live in an affordable and decent home,
appropriate to their needs, in a safe and attractive place.”

PEOPLE

Homeless Services /
Landlord Services /
Supporting People Programme /
Grants Service helping people
stay in their homes /
Travellers Service /
Housing Benefit Service /
Social Enterprise Initiative /
Digital Inclusion /
Accessible Housing
Register /

PROPERTY

Asset Management of NIHE stock /
Land Owner/

Grants Service /

Energy Efficiency initiatives for
residential properties /

New social and affordable homes /
Housing Market Intelligence /
Housing Investment Plans /
Improved Property Standards /

PLACES

Place Shaping / Community Planning /
Land Assembly and Land Acquisition for
social and affordable housing /

Land Asset management / Regeneration /
Development / Communities (Building
Successful Communities & Together
Building United Communities) /
Community Safety /

Cohesion & Involvement Strategy &
Initiatives / Rural Renewal /

Rural Proofing / Sustainability

Statutory Responsibilities / Housing Market Intelligence and Research / me
Corporate Business Planning and Performance / Home Energy Conservation Authority / Equality Duties /
Environmental policy and systems / Financial Services and Corporate Accounting / Communication /
BN procurement /1T / Legal Services and Data Protection / Audit and Assurance / Business Review and Improvement e
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Our Role and Purpose

The Housing Executive was established in 1971 to provide homes and housing related
services for all the people of Northern Ireland, and we remain determined to meet our
responsibilities to the best of our ability. As the regional housing authority, and one of the
largest social landlords in the United Kingdom, we have a wide range of strategic functions
which address broader housing issues across all tenures.

Our Commitment

Our annual report gives an account of Housing Executive activities over the last 12 months. It
looks at the range of responsibilities that cover our strategic role across the wider housing
market and our operational role, which delivers services and support to all customers, across
all tenures. You will see in this report the many examples of how the Housing Executive
continues to make a real difference to many people and communities across all parts of
Northern Ireland.

By the end of the financial year, the Housing Executive, like all of us, was beginning to see
the early impact of COVID-19. The professionalism and dedication of my colleagues became
even more apparent as they continued to provide vital services to our customers in the most
challenging and unique circumstances. This was not an easy task, and the health and safety
of our customers, staff and contractors was accorded a very high priority during

‘lockdown’ as we quickly put in place new working practices to comply with social distancing
requirements and significant working from home. And we will continue to have a cautious,
responsible and sensible approach as we move, hopefully quickly, to more normal
circumstances.

My colleagues in our Homelessness and Supporting People teams ensured that those most
in need continued to be provided with the correct housing advice and support, quick access
to temporary accommodation where necessary, and that no one was rough sleeping. | was
particularly impressed by the fantastic spirit of partnership working as colleagues in different
bodies — Housing Executive, Department for Communities, homelessness organisations —
came together to tackle the common goal of looking after all our citizens and making sure
no-one was left alone on the streets. Our challenge, as we emerge from the COVID-19
emergency, must be that we do our absolute best to make sure that no-one will have to
sleep on our streets again.

All parts of the Housing Executive responded well to the crisis. Our Housing Benefit
Department continued to process payments to customers while dealing with an increased
workload due to the pandemic. As part of our agreed contingency plan, we also implemented
revised arrangements to make sure that we were able to provide essential maintenance
services for our customers in a safe and effective way. In recognition of their contribution, |
would like to thank all our contractors as well as our own Direct Labour Organisation (DLO)
who were at the forefront of these efforts. Although being restricted due to the inability to
carry out property inspections, our Private Sector Improvement Services (PSIS) team
continued to engage with customers with regards to Disabled Facility Grants, Boiler
Replacement and Affordable Warmth schemes.
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We simply would not have been able to do any of this without the help and support of
colleagues from right across the entire organisation who played a key role in successfully
enabling our response and ensuring business continuity. As Chief Executive, | could not be
prouder to represent and lead such a team of talented and dedicated colleagues.

One of our key obligations as a social housing landlord is to maintain and improve our
homes. Our Landlord Services Division, which is mostly funded by rental income, is faced
with a significant stock investment requirement of about £3bn over the next 10 years. A rent
freeze, which first came into effect during the 2016/17 financial year, was due to end on 1
April 2020 but the proposed rent increase was delayed until October 2020 at the earliest
due to COVID-19. The impact of the rent freeze extends beyond the current period and has
significantly reduced stock investment capacity in future years, resulting in a 10 year
projected funding gap of about £1bn. | welcome the proposals set out in the ‘New Decade,
New Approach’ document that seeks to narrow this gap, and look forward to how and when
these will be further developed. We have continued to ensure that our tenants are in a
position to sustain their tenancies. In 2019/20 we launched our Customer Support and
Tenancy Sustainment Strategy for 2019-22 for consultation, which outlines our simple, but
ambitious, vision: to ensure that our customers’ homes are the stable foundation upon which
they can build happy and fulfilling lives.

The number of households presenting as homeless decreased from 18,202 in March 2019,
to 16,802 in March 2020, representing a reduction of almost 8%. Those accepted as having
Full Duty Applicant (FDA) status decreased from 12,512 to 11,323 over the year,
representing a reduction of almost 10%. While | am encouraged by these lower figures,
there is no room for complacency and there is still a significant challenge ahead in reducing
these numbers further. Our Chronic Homeless Action Plan, published in February 2020,
sets out how we will address these challenges.

Throughout the last year, we continued to work with the Department for Communities and
the Department for Work and Pensions to manage the impact of the ongoing implementation
of Universal Credit. During 2019/20, a Welfare Benefits Unit was established within Housing
Services to manage and help mitigate the impacts of welfare changes on the Housing
Executive and our tenants. The Welfare Benefits Unit worked closely with the Welfare
Reform Project Team, the Universal Credit Programme within the Department for
Communities, and the Department for Work and Pensions to develop and implement a
change to the way in which Universal Credit housing costs are paid to social landlords which
prevents ‘residual’ arrears from accruing. The Housing Executive successfully piloted the
new payment arrangements from January 2020, resulting in positive impacts on rent
accounting processes and arrears. The Department for Work and Pensions is now rolling
out the new arrangements to all other social landlords across the UK.

In 2019/20, a Key Performance Indicator (LLAM KPI 4.5) within Asset Management was to
commence implementation of Year 1 of the approved Tower Block Action Plan. Following
the Board’s approval in March 2019, the Action Plan was approved by the Department for
Communities in August and work has now commenced on its implementation. The Action
Plan is a long term programme that will see many of our towers eventually replaced by
modern housing more suited to the needs of tenants, applicants and communities. Those
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that will not be redeveloped in the short to medium term will be refurbished, with the
exception of three blocks where we will be exploring private sale options.

The normal year-end Social Housing Development Programme (SHDP) activity for 2019/20
was severely disrupted by the impact of the COVID-19 pandemic. Whilst the Housing
Executive and Housing Associations had been working towards securing 1,903 new social
housing starts before year-end, only 761 units were actually started. This was disappointing.
On a more positive note, the completions target of 1,500 units was exceeded with 1,626
completions being recorded in 2019/20. This figure includes 48 wheelchair units, 118 units
for active older people, 51 supported housing units (across various client groups), and 106
units in rural areas.

You will see from this year’s annual report the scope, scale and impact of the work that we

do across Northern Ireland. | would like to pay tribute to my colleagues for their contribution
and dedication to the organisation’s performance and achievements over the year.

(oge Bade

Clark Bailie
Chief Executive

Date: 16 October 2020

Organisational Structure

Chief Executive

Clark Bailie

Director of
Regional

Director of
Housing

Director of
Corporate

Director of
Asset
Management
Paul Isherwood

Services
Siobhan
McCauley

Services
Colm
McQuillan

Services
David Moore
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The Scale of our Business - Landlord Services

A

gl

84,690

homes

managed by the
Housing Executive

(85,162 at 31 March 2019)

99.70/0 of our

housing stock

is occupied
(lettable voids
remain low -
only 0.3% of

at 31 March 2019)

our stock vacant)
(99.7% of stock occupied

6,654

social homes
allocated last year

3,695 by the

Housing Executive

h A
A
A

(7,696 social homes allocated
during 2018/19, of which 4,066 were
allocated by the Housing Executive)

......................................................................................

£103.5m

programme of maintenance
schemes and housing stock
improvements delivered

5,121

minor/shower
adaptations

|

23,488

elemental replacements to

-- Housing Executive dwellings
161

major
adaptations

&

(£128m programme of maintenance scheme included

28,223 elemental improvements, 148 major adaptations and

5,271 minor/shower adaptations during 2018/19)

((((0

]

320,000+

response
maintenance

repairs carried out
at a budgetary cost of

£52.7m

(380,000+ repairs at a cost of
£54.2m during 2018/19)

E

£622

average amount
we spent on each
dwelling for repairs

(£636 during 2018/19)

equates
to almost

4

repairs per
dwelling

......................................................................................

500

community
groups

worked in partnership
with us through the
Housing Community
Network

(500 at 31 March 2019)

£337.9m

collected in rent and
rates charges on our
homes and unattached
garages which is

98.4%

(£335m, which is 98.7% of rent
and rates collected during 2018/19)
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The Scale of our Business - Regional Services

&, Ak

38,745 27,745 11,323

applicants : of these were : housing applicants
on the housing waiting - classified as being . deemed to be homeless
list at 31 March 2020 in housing stress : after investigation
(37,859 at 31 March 2019) . (26,387 at 31 March 2019) ? (12,612 at 31 March 2019)

......................................................................................

® 1 ’ 119 395 mandatory repair grants
disabled facilities :

grants approved
to the value of

£12m

were approved resulting in
vital improvements in the
private rented sector

(383 mandatory repair grants were
approved during 2018/19)

al

..............................

and we spent 1 9'000+ e 0

A o
£1 0.8m : housing support places o
during 2019/20 on :  provided to assist the most

disabled facilities grants . vulnerable citizens in ourlocal community
4 (19,000+ at 31 March 2019)

(944 grants approved to value of £10.4m during 2018/19)

6,796 measures 1 £559m

completed across . Housing Benefit
4 755 . paid out (excludes £4.7m
I's homes - Discretionary Housing Payments)
at 31 March 2020 : (£617.2m paid out during 2018/19)
fO( The Affordable Warmth E ........................................

= Scheme and Boiler :
, Replacement Scheme, 76 1 ﬁ ﬁ
i%" am | whomes Ty gy
. started through the
o £13.8m ;

Housing Executive’s Social

(we delivered 8,753 measures, . #
across 5,865 homes, costing £16.4m . Housmg Development PrOgramme
during 2018/19) s (1,786 new homes started during 2018/19)
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Business Objectives

Our business objectives are influenced and shaped by a number of factors including the
Draft Programme for Government (PfG), Departmental priorities, trends in the local housing
market, the level of identified housing need for Northern Ireland and our duty to our tenants
as a responsible and engaged social housing landlord.

Draft Programme for Government (PfG) 2016-2021

The Draft Programme for Government (PfG) 2016-21 provides the highest level strategic
document of the Executive Office in Northern Ireland. The draft Framework contains 12
strategic outcomes which set a clear direction of travel and enable continuous improvement
on essential components of societal wellbeing. There are 49 indicators across the 12
strategic outcomes. Good quality housing and housing services have a key role to play in the
successful delivery of some of these outcomes.

The Housing Executive directly contributes to Outcome 8, “We care for others and help
those in need”, and Outcome 11, “We connect people and opportunities through our
infrastructure”. We also have the opportunity to influence Outcome 2, “We live and work
sustainably — protecting the environment” and Outcome 7, “We have a safe community
where we respect the law and each other”.

In January 2020, the Secretary of State for Northern Ireland and Tanaiste in the Republic of
Ireland published the ‘New Decade, New Approach’ document which outlined the agreed
priorities for the incoming Northern Ireland Executive. This will help shape Programme for
Government outcomes and indicators, many of which will be relevant to the Housing
Executive.

Housing Executive Corporate Plan 2017/18 — 2020/21

The Housing Executive’s Corporate Plan 2017/18 — 2020/21, covering a four year period,
was published in December 2018. In this Annual Report we present our performance against
an agreed one year business plan for 2019/20 which is based on three overarching themes:
People, Property and Place. All of the key performance indicators (KPIs) in the 2019/20
business plan (for Landlord Services, Regional Services and Support Services) can be found
at https://www.nihe.gov.uk/Documents/Corporate/Business-Plan-2019-2020.aspx

Overall Performance

Corporate Performance is reported on a monthly basis (some KPIs are reported quarterly) to
our Performance Review Committee which comprises of our Chief Executive, Directors,
Head of Internal Audit and Head of Business Planning & Performance. This information is
reported to the Housing Executive Board and regularly to the Department for Communities
(DfC).

For the 2019/20 Business Year, the Housing Executive reported corporate performance for
95 Key Performance Indicators (KPIs) using a Red, Amber or Green (RAG) status.

There are two types of KPIs in our 2019/20 Business Plan: Data and milestone KPI
reporting. The default position for the RAG (Red; Amber; Green) scoring is as follows:
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Green - 100% performance against target;
Amber — between 99.9% - 90% performance against target; and
Red - less than 90%.

There are some exceptions to the above scoring for those KPIs which have contractual KPI
scores or, where 90% is not sensitive enough to give a meaningful performance score. Also,
for milestone KPI reporting it is critical to ensure that the scoring is sensitive to the scale and
complexity of tasks/number of tasks completed during the year to progress the KPI.

Our overall performance for the 2019/20 year against all our KPIs was:

Total KPIs Green

34. | 46 13 6

Data only

*This total excludes the 12 Response Maintenance KPIs which are reported separately in
the Asset Management section later in this report+.

Performance against the 2019/20 Business Plan was strong with notable achievements
including:

Ensuring that a minimum spend of 15.5% Supporting People funding was delivered
through Floating Support;

Exceeding our objective to deliver approximately 5,200 fuel poverty measures to
approximately 3,900 homes;

Working with stakeholders to educate householders on preventative interventions
and providing onward referrals to help combat fuel poverty;

Completing and allocating the final 2 shared neighbourhoods as part of ‘Housing for
All' (formerly Together: Building an United Community);

Producing and launching an annual assessment on progress on the Homelessness
Strategy — Year 2 Action Plan and Publishing a Chronic Homelessness Action Plan;
Maintaining overall tenant satisfaction at 88%;

Working with stakeholders to exceed our target of completing 1,500 new social
homes;

Delivering Year 4 of the Rural Strategy Action Plan;

Exceeding all targets in administering the Housing Benefit Service; and

Achieving 90% or higher customer satisfaction against all our response maintenance
contractors.

There were 13 KPIs that were reported as ‘Red’ at year end. These are listed below.

LLHS KPI 7.12 Reduce the number of placements in nonstandard temporary
accommodation. (National target)

LLHS KPI 3.8 Measure Supplementary Social Value outcomes.

LLAM KPI 4.1 Major Adaptations Process Improvements — Streamline the length of
time tenants wait to have a major adaptation completed. The target for 2019/20 is
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88 weeks and by year 4 (2020/2021) to be 52 weeks or less (measured from agreed
O.T. recommendation).

e LLAM KPI 2.2.7 Commence tender for the new planned maintenance contracts
during the 4th Quarter; award contracts in the 1st Quarter 2020 and commence
contracts during the 2nd Quarter 2020.

e LLAM KPI 2.8.4 Compliance/ Health & Safety By October 2019 Asbestos Surveys to
be carried out to 3,458 properties ( these include garages, community lets, domestic
and communal areas)

e LLAM KPI 3.1 Compliance/ Health & Safety - Legionella: Surveys to be carried out to
1,366 properties (these include community lets, domestic and medium rise flats and
commercial and Hostels)

e LLAM KPI 6.9 30,550 (Gross) Housing Executive homes received completed
elemental improvements through our planned maintenance programme of work.

o RSKPI 2.1 Start 1,850 new social homes, subject to budget and Housing Association
capacity

e RSKPI 2.5 - 8.5% of New Build starts to be wheelchair accessible housing standard

¢ RSKPI 2.6 Transfer sufficient Housing Exe development sites to Housing
Associations by 31st March

e RSKPI 2.3 200 units of the SHDP starts are to be 1 bed unit

o RSKPI 5.4 Heritage in Housing — To support increased supply of long-term private
rentals (subject to funding)

e SSKPI 3.7 Develop an Older People’s Strategy and Action Plan

COVID-19 Impact on Operations

As a result of the global COVID-19 pandemic, on 23 March 2020 the UK Government issued
its ‘stay at home’ guidance. Prior to this, various preventative and social distancing
measures were already being implemented across many aspects of society, including by
those who do business with us. As a result of these practices, performance against a
number of KPIs was detrimentally impacted. Where this has been shown to directly impact
our business performance in the 2019/20 year, we have indicated it in the performance
narrative.

At the time of writing, the impact of this is still being felt across society and the Housing
Executive has continued to adapt and provide vital services to all our tenants and customers
in these challenging and unique circumstances. Some of the key challenges faced, and how
we responded to them across the organisation since the end of the 2019/20 business year
are detailed below.

Staff and customer safety have been paramount during COVID-19. Lockdown regulations
and social distancing guidelines meant that we had to restrict, temporarily, some of our
services, including routine repairs and change of tenancy work which prevented the
allocation of homes to new tenants. House sales were also suspended, inspections required
for the awarding of grant schemes were delayed and gaining access to homes to complete
statutory servicing and inspections proved challenging. Emergency repair services were
maintained throughout ensuring the safety of those living in our properties. Following
government guidance we recommenced a phased resumption of our full maintenance
service from 8 July 2020. During this period, working with contractors we continued to carry
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out approximately 20,000 emergency repairs and our Direct Labour Organisation (DLO)
completed over 15,000 response maintenance jobs and over 1,200 health and safety checks
between 18 March 2020 and 31 July 2020.

Enabling our workforce to work remotely to ensure business continuity was a key priority.
Numerous examples of agility, adaptability and innovation included the excellent work
undertaken to accommodate rough sleepers, those facing homelessness, to ensure our
supplier invoices were paid and also to continue to award Housing Benefit (HB) claims,
Discretionary Housing Payments (DHPs) and work associated with new claims for Universal
Credit.

During lockdown, there were no recorded cases of anyone sleeping on the streets of
Northern Ireland. Approximately 150 void properties were brought back into use as furnished
hostel accommodation and we received an additional £7.3 million homelessness funding
provided by the Department for Communities and the Department of Health. Between 20
March 2020 and the end of July 2020, approximately 4,000 HB claims and 10,000 DHPs
were awarded.

We set up the £290k emergency COVID-19 Fund to support 204 community groups deliver
help to their communities, Patch Managers made 800 calls to older and vulnerable
customers each week across our 13 area offices. Over 73,000 text messages were sent to
tenants, keeping them up to date and between 29 March 2020 and 4 July 2020, our
Customer Service Units dealt with almost 82,000 calls from customers.

The impact on the ability of the Housing Associations to secure land, planning approvals
and/or construction contracts to ensure full delivery of the Social Housing Development
Programme (SHDP) proved very challenging and the target number of new build starts was
not met.

The lockdown conditions meant that we were unable to inspect and assess properties but
we put in place alternative arrangements to allow us to continue to award grants for the
Affordable Warmth, Boiler Replacement and Disabled Facilities Grants schemes. The
Supporting People Programme continued to support and protect approximately 19,000
vulnerable clients during lockdown and £3.5 million was secured for Supporting People
providers for Personal Protective Equipment (PPE) funded by the Department for
Communities. Looking ahead to 2020/21 there has been development of new processes and
technical support to enable staff involved in SHDP delivery to fulfil duties on a remote basis
and continue to develop and acquire much needed homes in the social sector.

Like many other public sector organisations, we have faced significant challenges posed by
COVID-19 and, by responding swiftly and effectively we ensured essential services
continued, whilst equipping staff to work from home, where possible. We have
communicated regularly with our 85,000 tenants through media, website and social media
platforms and provided comprehensive updates to almost 500 public representatives,
keeping them informed on service delivery and changes. Our staff are continuously updated
with the latest Northern Ireland and UK government advice and information.

As we navigate our way through the ongoing COVID-19 pandemic there may be additional
challenges and uncertainties faced across areas such as homelessness, addressing an
increasing social housing waiting list, maintaining and improving tenants homes and
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providing services for the most vulnerable in our society through Housing Benefit, Grants and
Supporting People services. We, along with our partners, have adapted our services in a
remarkably short time to continue to deliver a range of housing related services and we will
continue to horizon scan, plan for, and adapt to any changes that may emerge in 2020/21
and beyond as a result of the COVID-19 pandemic.

Further information on our performance and any impact of COVID-19 across our Landlord,
Regional and Support Services functions can be found in the proceeding sections.

Page

18



Performance Analysis - Landlord Services

Landlord Services covers the work of both the Housing Services and Asset Management
Divisions and focuses on the delivery of services to the tenants of around 84,690 properties
(March 2020). Landlord Services is responsible for the management and maintenance of our
housing stock, tenancy issues including rent collection, management of arrears, allocations,
managing voids and building stronger communities. Housing Services also delivers a
number of functions on behalf of Regional Services including homelessness services and the
fundamental review of allocations, however, these are reported against in the Regional
Services section of this report.

Landlord Services Financial Challenges

Landlord Services, which is mostly funded by rental income, is faced with a significant stock
investment requirement of circa £3bn during the next 10 years in order to improve and
maintain its housing stock.

Stock investment capacity during the next 10 years is circa £2bn, reflecting the low level of
weekly rents historically charged and the imposition of a rent freeze during the period
2016/17 to 2019/20. Whilst a rent increase of 2.7% was agreed for 2020/21, a decision was
taken by the Minister for Communities to defer its implementation to October 2020 due to the
emerging COVID-19 pandemic.

The combined impact of historically low rent charges and the recent rent freeze has
significantly reduced stock investment capacity in future years resulting in a 10 year
projected funding gap of circa £1bn.

Chart 1: Landlord Services Revenue Expenditure (Em) 2015/16 to 2019/20
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Stock investment was suppressed during 2019/20 due to a number of procurement
challenges received when we tried to award a number of large scale contracts. As a
consequence, the Landlord Services Rental Income Reserve increased to circa £119m by
the end of the 2019/20 financial year. However, it should be noted that this funding will
remain available to Landlord Services in future years for stock investment purposes.
Notably, annual costs associated with the repayment of historic loans continue to decrease
year-on-year (reduction of circa £8m in 19/20), creating further opportunity to increase stock
investment expenditure correspondingly.

Chart 2: Landlord Services Capital Expenditure (Em) 2015/16 to 2019/20
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Expenditure on capital stock investment totalled circa £22m, representing a reduction on
2019/20 investment levels. This reflects a wider prioritisation of investment across both
capital and revenue during 2019/20, and the procurement challenges experienced in the
award of large scale contracts that deferred works commencing on a number of schemes
until the latter part of the financial year.
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Budgetary Management

Table 1: Landlord Services Expenditure 2019/20

Landlord Services Expenditure 2019/20 Expenditure £m

Dwelling Related Costs - Housing Stock Improvements 21.6
Dwelling Related Costs - Planned and Reactive Maintenance 134.6
Capital IT, Accommodation and Vehicles 1.7
Salaries and Administration 80.7
Loan Charges 50.6
Corporation Tax 8.9
Other Expenditure (including Rates £38.7m) 50
Total | 348.1

Delivery of our programmes and services was mostly funded through our rental income,
which was supplemented by government grants and the sale of assets (land and house
sales, shown as capital receipts in the accounts). Further information on land and house
sales can be found on page 70 of this report.

While there is an acknowledged funding gap between funds available and funds required to
carry out all the stock improvement work, the existence of the Rental Income Reserve facility
means that unspent rental income can be reprogrammed in future years.

Rental income was the largest single element at £296.9m, with a further £44.7m being
attributed to the collection of rates.

During 2019/20 Landlord Services faced a Corporation Tax liability of circa £8.9m, reflecting
a reduced stock investment programme resulting from contract award

difficulties. Representations remain ongoing with DfC, DoF and Treasury regarding the
validity of the Housing Executive being subject to Corporation Tax charges.
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Housing Services

2019/20 Overall KPI Performance

The KPI count below (a sub-set of the overall KPI totals) is for Housing Services across
all three themes of People, Property and Place. During March 2020, the final month of the
financial year, COVID-19 restrictions have, in some instances, been a major contributory
factor in not meeting year-end targets. The KPIs where it is assessed that these factors
contributed to the final outcome are indicated in the report.

Total KPIs Green Red Data only

22 | 16 2 | 0

We are the largest social landlord in Northern Ireland and one of the largest in the UK with
approximately just under 85,000 properties. Last year, out of the 6,654 allocations made to
all applicants within the social sector in Northern Ireland, 3,695 were allocated by the
Housing Executive with the remaining 2,959 allocated by Housing Associations.

In addition to this, we manage 6,090 leasehold properties (at 31 March 2020) including the
administration and delivery of a range of works and services where our leasehold properties
are located.

Under our People theme, Housing Services provided the following services:

Sustaining Tenancies

Through customer support, we actively aim to help people prepare for, look after, maintain
and enjoy their home to prevent their tenancy coming to a premature end. This support may
be delivered directly through specific landlord activities, or part of wider organisational
programmes which empower customers to manage their own housing. The successful
outcome of this is ‘tenancy sustainment’.

We actively aim to help people to sustain tenancies and we want to ensure that the support
needs of customers are clearly identified at application, or ‘presentation’, stage. By taking
these needs into consideration at this early stage, we are able to determine the most
appropriate housing support and solutions for each customer, which in turn will result in a
more sustainable tenancy from the outset.

In 2019/20 we launched our Customer Support and Tenancy Sustainment Strategy for 2019-
22 for consultation. The Strategy outlines our simple but ambitious vision; to ensure that our
customers’ homes are the stable foundation upon which they can build happy and fulfilling
lives. This is further supported by an extensive annual action plan organised around five
pillars of sustainment; housing support, money support and budgeting advice, employment
support, proactive and responsive support for at risk customers, neighbourhood and
community support.
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In Year 1 of the strategy, a number of key actions have been progressed including:

e The development of criteria for a Sustainment Innovation Fund;

e Building the specification for bespoke Mental Health Awareness Training for Social
Housing Professionals;

e Plans for a web-based furniture gifting platform in partnership with some of our
contractors;

e Procurement exercises for a pilot Decorating Voucher Scheme for new tenants, and
enhanced Sign-Up packs in partnership with the Consumer Council; and

e [Initiation of a research project into Customer Journeys in relation to tenancy failure
triggers and what/when support and sustainment interventions are most effective.

In 2019/20 we rolled out the multi-award winning and innovative ‘Dementia Friendly Homes’
initiative across all areas in Northern Ireland. This initiative was supported by a £65,000
investment and support packs containing daily living aids for those living with dementia, a
dementia friendly minor adaptations service, and practical support and advice to those and
the family of those impacted by dementia. In addition to this, we trained over 40 ‘Dementia
Champions’ and hundreds of ‘Dementia Friends’ across Housing Services who are working
collaboratively and have developed strong links with the Alzheimer’s Society and the Health
Trusts. Their aim is to improve health and well-being outcomes for customers living with
dementia in our homes and communities, and to help them remain in their own homes as
long as possible.

In the 12 months prior to 31st March 2020, 87% of new tenancies were sustained beyond
their first year, which met the agreed KPI target of 86%.

Chart 3: New Housing Executive Tenancies Sustained over 12 Months 2017/18 to
2019/20 (This has only been a KPI since 2017/18)
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The management of both the re-letting of our housing stock in a timely manner and

managing lettable empty properties (voids) has been above target all year. Ensuring that we
keep these to a minimum helps to move people off the waiting list more quickly. Relet times
were within the 21 day target with an average of 16 days turnaround time and therefore our
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KPI target was met. As a result we have remained within the top Housemark quatrtile for
performance against this activity. (See Chart 4)

Chart 4: Housing Executive Relet Times 2015/16 to 2019/20
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Our KPI to ensure that 99.3% of our stock (84,690 homes) was occupied was comfortably
met with only 251 voids at March 2020 representing 0.30% overall. (See Chart 5)

Chart 5: Housing Executive Void Properties at Year End 2015/16 — 2019/20
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Tenancy Fraud

We recognise that social housing is an increasingly valuable resource in Northern Ireland,
and that every house that is fraudulently occupied denies a genuine applicant a home. The
Housing Services Division, in conjunction with colleagues in the Counter Fraud and Security
Unit, has continued to maintain its focus on tackling tenancy fraud in all its forms and has
worked to consolidate the improvements and initiatives of recent years into best practice
across the organisation.
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The abrupt adoption of social distancing measures during the COVID-19 outbreak curtailed
the ability of the organisation to investigate any new instances of suspected tenancy fraud
towards year-end. As a result, we have been unable to collate and report the final quarter
and annual performance figures. However, as of 31/12/19:

e 664 new cases of suspected tenancy fraud had been recorded across all areas (178
of which were referred to the Tenancy Fraud Unit for investigation);

e 213 properties (including 6 deemed non-fraudulent) had been recovered (40 of these
following investigation by the Tenancy Fraud Unit).

The Housing Executive also continued to participate in the National Fraud Initiative data
matching exercise over the course of the last year, investigating and closing 1,064 cases of
error. Of these reported cases, £23,160 of customer error was identified in matches between
Housing Benefit and student loans datasets. This is in the process of recovery. There were
two instances of duplicate invoices identified which resulted in an overpayment of £24,072.
This has been fully recovered.

During the second half of 2019/20, a cross-divisional audit of the tenancy fraud investigation
process provided assurance of its governance and current performance, while
recommending a humber of actions to be completed. These actions will form the basis for a
further expansion of organisational awareness, and detection of, tenancy fraud including:

¢ the development of a new comprehensive tenancy fraud training course for staff; and
e areview of all current guidance in relation to tenancy fraud to ensure that policies
and procedures are fit for purpose.

Further information on the work carried out by the Corporate Investigation and Security Unit
can be found on page 72 in the Support Services section of this report.

During 2019/20 the Housing Policy Team worked in close collaboration with the Northern
Ireland Audit Office to develop a National Fraud Initiative (NFI) pilot data match between
Housing Executive tenants and care home residents. The pilot was a great success and 144
cases were identified by the NFI data match for investigation. As a direct result of the work of
the Team and Local Office staff, 44 properties were recovered and were able to be allocated
to applicants in housing need on the social housing waiting list, with estimated outcome
savings from the pilot of over £1.5 million. The Housing Executive was the first organisation
to undertake this matching exercise and the Cabinet Office, who run the NFI, were
impressed with the outcomes and will likely replicate this in other parts of the UK.

Income Collection and Financial Inclusion

Collecting income from our tenants is a key task for the Housing Services Division. This
rental income is then used to reinvest in the maintenance and upkeep of our stock as well as
funding a wide range of schemes and initiatives delivered by Housing Services.

Income Collection

We believe it is important to provide assistance to those tenants experiencing difficulty
paying their rent by implementing a range of intervention activities, with particular
emphasis on early and ongoing personal contact. We continue to refer our most serious
arrears cases, primarily tenants with multiple debts, for specialist advice and
assistance.
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It is essential that we collect rental income as this provides the financial resources
required to deliver services to our tenants, including repairs and improvements to their
homes. During 2019/20 we met our agreed KPI target of collecting 98.4% of rent and
rates due with a performance of 98.43% income collected (LLHS KPI 1.1). In 2019/20
we had reduced our target for maximising rental income from 99.6% to 98.4%. This was
in anticipation of any potential impacts of Welfare Reform causing technical arrears.

Total rent and rates arrears increased by £0.46m to £14.86m. Current tenant arrears
increased by £0.44m to £12.68m and former tenant arrears increased by £0.02m to
£2.18m.

The gross current rent/rates arrears target for 2019/20, established at the beginning of
the financial year, was for arrears to increase by £2,695K. This was based on the known
Welfare Reform factors at that time, in particular, the predicted increase in Universal
Credit (UC) claimants and the impact this would have on technical and residual arrears.
Current arrears increased by £439k during 2019/20 which is significantly less than the
predicted arrears increase at the start of the 2019/20 year.

In this instance, achieving a figure less than the target is a positive result and this KPI
(LLHS KPI 1.2) was achieved. Performance over the last five years is shown in Chart 6.

Chart 6: Maintain Current Arrears Level 2015/16 to 2019/20
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A change to the way UC is paid to the Housing Executive was implemented at the start
of January 2020. Housing costs are now received daily, based on the claimant’s UC
assessment date. This means payments are now staggered across the month, which
has significantly reduced both technical* and residual® arrears.®

! Technical Arrears are: 1. Payments that are due in respect of tenants who are confirmed as being in receipt of
Universal Credit / Rate Rebate; 2. Welfare Supplementary Payments due in respect of tenants impacted by the
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The impact of Welfare Reform on income collection and arrears has been identified as a
significant risk in our Corporate Risk Register. It is anticipated current arrears will
continue to rise during 2020/21; however, the rate of increase should slow down due to
the improved process implemented at the start of 2020 for making Universal Credit
housing costs payments to landlords in a more timely fashion.

Our Rental Income Maximisation Strategy and Arrears Action Plan include activities
which will help us to mitigate against factors impacting on income collection and arrears
recovery.

Rental Income Maximisation Strategy 2016-21

In September 2018, the Housing Executive Board approved a two year extension to our
Rental Income Maximisation Strategy and Action Plan until 2021. This was to enable the
full impact of Welfare Reform and the implementation of the redesign of frontline
Housing Services Programme to be addressed.

The overall aim of the Strategy is to ensure we have suitable and robust arrangements
in place to maximise rental income and minimise arrears. Implementation of the
Strategy and Action Plan continued throughout 2019/20. Continuing to deal with the
impact of Welfare Reform, and most recently the issues created by COVID-19 are likely
to be our greatest challenges in the coming year and the activities we are implementing
to address these have been prioritised accordingly. In particular, we will continue
working to ensure our tenants get maximum entitlement from Universal Credit and Rate
Rebate and that our arrears management policies and processes are as efficient and
effective as possible.

Financial Inclusion

Our Financial Inclusion Strategy has also been extended to 2021. Its primary aim is to
improve the financial wellbeing of our tenants and other customers by providing them
with the ability to access the right financial help, support and services when needed to
help them manage their money better. We achieved our KPI of ‘Delivering the Financial
Inclusion Strategy’ through the delivery of a number of initiatives outlined below.

During 2019/20 we continued to implement the initiatives and activities within our Action
Plan. In particular, in response to research we carried out the previous year, we began
the process of implementing enhanced service arrangements for customers who may
benefit from additional financial advice and assistance. Our new service has been re-
branded as ‘Making Your Money Work’ and a two stage implementation approach for

Social Sector Size Criteria / Benefit Cap; or 3. Arrears that accrue while applications for Universal Credit and
Rate Rebate are being processed.

*Residual Arrears are; 1. Additional rent arrears which were created specifically as a result of how Universal
Credit used to be paid to the Housing Executive. Under the previous payment system, it could take up to 9
weeks for the first payment to be received and it was normally equivalent to 1 month’s rent charge leaving a
“residual” debt on the rent account; or 2. A new payment system was implemented in January 2020 which
removed residual arrears so this is no longer an issue for the Housing Executive.
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existing and enhanced services was agreed. Up until the impact of COVID-19 we were
confident that the new service would be fully operational during 2020/21.

In addition, our staff have continued to contact customers to offer advice and assistance
about household budgeting and where appropriate arrange for specialist debt advice
and floating support services. Some of the other highlights include:

¢ Enhanced partnership working arrangements are now in place with colleagues in
the Department for Communities for the “Make the Call” service;

e We have agreed our approach on how to assist tenants with identifying the
banking services which best meets their needs and new partnership working
arrangements are now in place with the Irish League of Credit Unions;

¢ We have been working with the Utilities Regulator and our Corporate
Communications to determine the best approach for signposting tenants to get
the best energy deals;

e We are in the early stages of agreeing circumstances and processes for
signposting tenants and other family members to employment opportunities;

e The 2019 edition of ‘Quids In” magazine was issued to our tenants just before
Christmas 2019;

e A pilot exercise was implemented to publicise, via our website and social media,
the services provided by ‘Make the Call’, Advice NI and Credit Unions; and

e We also appointed three new Financial Inclusion Managers to provide staff and
customers with additional support and assistance.

Universal Credit

During 2019/20, a Welfare Benefits Unit was established within Housing Services. The Unit
is responsible for managing and mitigating the impacts of welfare changes on the Housing
Executive and its tenants. The Unit also has an operational role in managing the tenancy
verification processes for both Universal Credit and Rate Rebate, ensuring that tenants
receive the correct entitlement to help with their housing costs and mitigating any impact on
organisational income.

During 2019/20, a further 7,075 Housing Executive tenants made a claim for Universal
Credit, bring the total number to 13,019. Following the introduction of a range of new
business processes and working practices during 2018/19 to manage rent accounts
impacted by Universal Credit, a programme of business assurance activity commenced
during 2019/20. This was to ensure that the policy and procedures introduced are fit for
purpose, comprehensive and being implemented consistently. The first wave of activity
highlighted the need for additional training which was developed and delivered to
approximately 400 front line staff. The business assurance role is planned to continue until
2022 as Universal Credit continues to roll out and through the introduction of the ‘managed
migration’ phase of implementation (now branded Move2UC) which is due to commence in
early 2021. Universal Credit is now scheduled to be fully implemented by September 2024.

Since the introduction of Universal Credit in Northern Ireland, the Housing Executive has

been working with the Department for Communities to highlight to the Department for Work
and Pensions the problem of ‘residual’ rent arrears arising from the way in which Universal
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Credit housing costs were paid to social landlords. During 2019/20, the Welfare Benefits
Unit worked closely with the Welfare Reform Project Team, the Universal Credit Programme
within Department for Communities and Department for Work and Pensions to develop and
implement a change to the way in which Universal Credit housing costs are paid to social
landlords which prevents these arrears from accruing. The Housing Executive successfully
piloted the new payment arrangements, commencing in January 2020, resulting in positive
impacts on rent accounting processes and arrears. The Department for Work and Pensions
is now rolling out the new arrangements to all other social landlords across the UK.

Newly recruited specialist Financial Inclusion Managers deliver the objectives of the
Financial Inclusion Strategy; primarily to improve the financial wellbeing of our tenants,
including those that may be financially impacted by welfare changes. Financial Inclusion
Managers are a key support to frontline staff in identifying and assisting tenants in financial
difficulty.

We have continued with a programme of research into the impact of welfare changes,
undertaking a qualitative survey of the customer journey of tenants moving on to Universal
Credit. This will be complemented with a quantitative study to be completed during 2020/21.
Findings will be used to inform service development to ensure we are supporting tenants
appropriately and effectively during the process of moving on to Universal Credit.

Benchmarking

Housing Services carries out a yearly benchmarking exercise of its costs and performance
across a range of core housing activities. This allows us to test and ensure service levels are
consistently high, consider how we can improve and maintain performance and to ensure
that we are providing the best possible service to customers, and highlight any areas for
improvement.

This benchmarking exercise compared the Housing Executive to similar large scale social
housing landlords (with a minimum stock size of 20,000 units) from across the UK, and
covered six main areas of activity:

¢ Rent arrears and collection;
o Repairs;

e Void works and lettings;

¢ Tenancy management;

e Resident involvement;

e Estate services.

Performance comparisons across our activities for the year, using 25 different measures,
showed that Housing Executive performance was ranked in the top 25% for 16 of these and
above average for a further 4.

Tenants continue to report high levels of satisfaction with service. Overall Tenant
Satisfaction at the end of the 2019 calendar year remained a Housemark top quartile status.
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Customer Service Excellence Accreditation

Customer Service Excellence (CSE) accreditation is an acclaimed UK national standard of
excellence in service delivery. Accreditation is a crucial part of the Housing Executive’s
Excellence Framework and forms the basis of the corporate Customer Excellence Strategy.
CSE is awarded to organisations that meet challenging standards to be efficient, effective,
enabling and empowering. In 2019 Housing Services was assessed for re-accreditation of
Customer Service Excellence and in achieving this successfully met the KPI target for the
year. Housing Services retained 22 Compliance Plus or best practice elements in this
accreditation.

The CSE 2019 Assessment Report stated that:

“For the past five years, the whole organisation has been redesigning itself to be much more
customer focused, partly by giving front line staff more authority to make decisions, and by
using the experience of those front line members and tenants to redesign services and
procedures. Significant improvements in customer service are already being seen by your
tenants”.

The assessor reiterated that the “Housing Executive Landlord Services was, in his
experience and that of the organisation's customers, without doubt one of the most customer
focused services in Northern Ireland, with tenants frequently stating to the assessor that if
only other organisations were as responsive and easy to deal with, their lives would be so
much better.”

In 2019/20 we continued to demonstrate our commitment to our customers and the
communities we serve through our extensive local office network. Last year there were over
176,000 visits by customers to our local offices.

We have 33 local offices and five Customer Service Units, spread geographically across
Northern Ireland, many of these situated in the heart of local communities. These offer a
range of services such as housing and tenancy management, maintenance, income
collection and through our office network we engage on a variety of community based, and
led, initiatives. Our local presence is further complemented by a range of other
communication and engagement channels including through our website and social media
channels and on the phone which includes 24/7 support for emergency repairs and
homelessness services.

Towards the end of the 2019/20 financial year, as the COVID-19 global pandemic became
apparent, our local offices were at the forefront in mobilising quickly, working with
stakeholders and the local communities to best understand the challenges facing our
customers and communities and providing and supporting local solutions. This extended
beyond our core landlord duties including communicating key messages and helping to
combat loneliness and social isolation for some of our most vulnerable tenants.

Graduate Trainee and GEM Programme

In 2019/20, 16 new Graduate Trainees were recruited to Housing Services bringing the total
number of trainees currently working within the Graduate Trainee Programme to 32.
Feedback from previous cohorts of trainees and managers was sought and used to refine
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the programme for this latest cohort of Trainees seeking to further develop professional skills
while providing excellent services to customers. The Housing Services Graduate Training
programme is a key tool in recruiting, developing and retaining young housing professionals
and instrumental in the organisation’s succession plans.

The GEM Programme (Graduate Employment Mentoring) is a UK-wide graduate training
scheme, supported by the Incommunities Housing Association Group (based in Shipley,
Yorkshire), seeking to build careers in housing through CIH Qualifications, experiential
learning and on the job training and development. Housing Services Division has
participated as a partner in the GEM programme since 2016 having recruited nine GEMs so
far.

Under our Places theme, Housing Services provided the following services.

Communities

In addition to our core functions as a landlord such as allocating homes, collecting rent and
maintaining properties, we invest heavily in the communities we serve to help create vibrant,
safe and sustainable communities. We aim to achieve this through the work of our
Community Safety, Community Involvement, Community Cohesion, Estate Services and
Social Enterprise teams.

Last year we had 5 KPIs directly linked to the work of our ‘Communities’ teams. There were
two Community Safety KPIs and a KPI each for Community Cohesion, Community
Involvement and Social Enterprise.

Community Safety

While the majority of our estates are safe and popular places to live, we recognise that
nuisance and anti-social behaviour are real issues which can have a significant impact on
individuals and communities. We are committed to and we will work with a range of statutory
and partner agencies to address all forms of anti-social behaviour where it occurs in our
estates. During 2019/20 we received and actioned 1,920 reports of alleged anti-social
behaviour.

We use an incremental and proportionate approach and most reports of anti-social
behaviour are resolved through the use of interventions such as warning letters and follow
up visits by local office staff and we can organise support for victims and witnesses by
making referrals to specialist organisations. In an attempt to address the unacceptable
behaviour of perpetrators we will issue warning letters, mediation, offer support for
underlying issues and seek injunctions.

We will not hesitate to use our legal powers to end unacceptable behaviour. During 2019/20
four decrees for possession were obtained on the grounds of anti-social behaviour and a
further 17 properties were returned to us following action. Possession continues to be a last
resort, after we have exhausted all other interventions as a means of resolving anti-social
behaviour.

We also use mediation and restorative practices. Throughout the 2019/20 year our procured
Mediation Service Provider has worked on 52 neighbour disputes. With funding from the

Page
31



Housing Executive and the PSNI, our community based restorative partners, Northern
Ireland Alternatives and Community Restorative Justice Ireland also provided mediation and
community support in over 297 cases of neighbour disputes.

On an annual basis, funding is made available from the Community Safety budget to a range
of community based groups and Policing and Community Safety Partnerships (PCSPs) to
enable the development of local solutions to address anti-social behaviour in Housing
Executive estates. Some examples include Community Safety Warden Schemes, an
independent and confidential professional mediation service, ‘Good Morning’ services, home
safety schemes, detached youth work, diversionary activities for young people,
intergenerational programmes and schemes to support victims of hate crime. In 2019/20
£517k was awarded to address community safety in our estates.

In 2019/20 we planned to launch a new Community Safety Strategy and Year 1 Action Plan
(in line with LLHS KPI 3.1). The draft strategy was released for public consultation from
December 2019 to March 2020 and will be published in Summer 2020.

We did achieve our KPI (LLHS KPI 3.6) of continuing to provide a responsive, effective and
professional Community Safety service through the 2019/20 Action Plan. There were 12 ASB
Clinics held throughout the year and customer satisfaction remained high. Overall 79% of
those surveyed reported they would be willing to report ASB to us in the future and 77% of
those surveyed found staff courteous, sensitive, responsive and knowledgeable when
dealing with their complaint.

Estate Services

During 2019-2020 an Estate Services team was created to provide a link between Asset
Management and Housing Services. Asset Management are responsible for Response and
Planned Maintenance Contracts and the Grounds Maintenance contract which are delivered
to our customers with input from Housing Services centrally and at a local level. The role of
the Estate Services section will develop to provide support to operational Housing Services
staff and will ensure that the needs of our customers are represented in the delivery of the
aforementioned contracts. This contributes to the following outcomes as set out in the draft
Programme for Government.

The delivery of a Planned, Response and Grounds Maintenance contract which meets the
needs of our customers helps improve the quality of the places in which people live, work
and play. Our Response Maintenance contract delivers physical measures to support those
customers who are a victim of a Hate Crime (Hate Incident Practical Action - HIPA scheme
can support victims of hate incidents in their home and can provide personal and home
protection measures), and our work to assist those who are living with Dementia also
contributes to PfG Outcome 8, “We care for others and help those in need”.

In 2019/20 we also included enhanced Social Value clauses within our planned maintenance
contracts which includes for example, the provision of training days, technical days and
Community Activity Grants and apprenticeships. These planned maintenance contracts are
expected to be tendered later in the 2020/21 year.
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The Estate Services section focused on the new Planned Maintenance Contracts in terms
of reviewing and revising standards for tenant consultation and a decant policy which
incorporated a new payment for tenants under certain circumstances. Estate Services staff
were also directly involved in representing customer needs during the procurement of the
new Response Maintenance contract which enhanced the current customer appointment
system. A Housing Community Network representative was included on the Project Board
that was responsible for key decision making.

Additional resources were provided to the team to facilitate a renewed focus on the
improvement of the delivery of the Response Maintenance Service to our customers.

The new Response Maintenance contract includes an improved appointment system,
revised contract management systems, revised Social Clauses, revised Public Liability
Claims and Complaints clauses which overall aims to improve the service for our customers.

Social Housing Enterprise Strategy

An external evaluation of the first Social Enterprise Strategy, which covered the period 2015-
2018, was completed in January 2020. This indicated that, in terms of monetary return, there
were encouraging returns in terms of our pound for pound investment. Using an accredited
formula, an external evaluation established that for every £1 invested, the return was £4.52.
It also established a Social Return on Investment for our communities worth £4.97 for every
pound we invested.

Over the 2015/16 — 2017/18 period, the following results from the external independent
evaluation were recorded:

o 39 new Social economies created or progressed and 50 existing social economies
further developed;

e 115 new-part time jobs were created / 94-part time jobs were sustained:;

e 37 full time jobs were created / 100 full time jobs were sustained;

e 1,802 training opportunities created or sustained;

¢ Qualifications in Social Enterprise (OCN levels 2 and 3) were delivered to over 100
individuals, in partnership with our colleagues in Supporting Communities;

e 99% of participants identified increased awareness of the possibility of developing a
social economy;

o 88% of participants engaged in positive relationships with residents from different
community backgrounds;

e 85% of participants identified increased health and wellbeing (mental, emotional,
physical and social).

In April 2016, Creggan Enterprises received funding from the Social (Housing) Enterprise
programme to establish Hive Studios as a new stand-alone Social Enterprise. This
Community Interest Company now provides a range of commercial and subsidised digital
services to the community and local businesses in the North West.

The support provided particularly in relation to the development of our SMART Home
Assistive Technology has been particularly impactful. The Hive Team was introduced to a
range of relevant stakeholders to help raise the profile of products through the affirmation of
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a large regional body. Working in partnership with the Housing Executive, Hive Studios were
instrumental in providing a range of assistive technology and delivering training to a diverse
group of Housing Executive tenants with disabilities, to enable them to remain as
independent as possible in their homes. This pilot was recognised nationally at the National
Housing Maintenance Forum awards in January 2020, winning the ‘Best Customer Impact’
award.

In 2019/20 we developed a new ‘Social Enterprise Plus’ Strategy that was approved by the
Board in December 2019. This was due to be launched in March 2020. However, due to
COVID-19 restrictions preventing the submission and assessment of funding applications,
this was postponed and will be taken forward in the next financial year. As a result, the KPI
of ‘Implementing the Social Housing Enterprise Strategy’ was only partially met. In addition to
this, we did not meet LLHS KPI 3.8 Measure Supplementary Social Value outcomes as this
KPl is directly linked to the procurement of new planned maintenance contracts and

reporting on this KPI will not likely commence until the end of the next business year. For
more information on the planned maintenance contracts please see the procurement section
on page 38.

Community Involvement

Community Involvement is about directly involving our communities in the everyday issues
that affect them. Our Community Involvement Strategy 2018-23 provides a framework for
this. It sets out how, in partnership with the Housing Executive, residents, along with their
local community associations, can get involved in developing their local services to improve
their quality of life. This includes working with ‘hard to reach’ groups within our communities
and during 2019/20 we worked with Supporting Communities Northern Ireland, Youth
Forum, Disability Action Northern Ireland, and the Rural Residents’ forum.

We successfully implemented Year 2 of the 2018-23 Community Involvement Strategy
Action Plan and therefore achieved our KPI for this area of work. Key achievements from the
2019/20 year are noted below.

Through our work with the Central Housing Forum we have created a number of different
working groups to include social clauses/social enterprise working group, Welfare Reform
groups, and a Cavity Walls Forum.

In 2019/20 we worked with Supporting Communities to continue to develop new community
groups in under-represented areas. As a result, there were 11 new community groups
established and we increased community champions by 23% from 21 to 26. In addition to
this, we have engaged with the Rainbow Project to ensure LGBT representation on the
Central Housing Forum.

In 2019/20 we have enhanced the role of the Central Housing Forum by adding new working
groups on key areas including Welfare Reform, Planned Maintenance, Mystery Shopping
and Digital Inclusion. Supporting Communities has also provided 129 training sessions on
topics such as good governance, social enterprise, committee skills, and impact awareness
training to 369 participants.
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In March 2020, in partnership with Disability Action Northern Ireland, Supporting
Communities and the Independent Living Movement Ireland, we launched our ONSIDE
Project (Outreach & Navigation for Social Inclusion & Digital Engagement). This cross border
project is supported by €5 million Special EU Programmes Body (SEUPB) funding. Funding
to deliver a 3 year programme from INTERREG will be used to address the barriers that
prevent some of our disabled customers from becoming fully engaged through delivering
projects designed to digitally include and increase social networks in the community and
online and promote health and wellbeing. The project is based across eight geographic
locations, many of which are rural areas, and is expected to benefit 1,125 participants.

Community Cohesion

Community Cohesion is all about joined up thinking and collaborative working between and
within our communities, agencies and individuals. With 13 good relations officers, 1 race
relations officer and 1 interface officer, working on the ground within our communities on a
daily basis, the Housing Executive is continuously striving forward to build trust and safety
and promote good community relations for our tenants, residents and leaseholders within
our estates across Northern Ireland.

The Community Cohesion Strategy 2015-2020 outlines five themes:
Segregation/Integration;

Race Relations;

Communities in Transition;

Interfaces; and

Flags and Emblems.

As a result of strong performance in implementing the strategy, this KPI was achieved.

In 2019/20 we have supported:

e 155 estate based projects;

e 20 race relations projects;

e 20 reimaging projects of contentious murals on our estates to make them physically
more welcoming;

e 13 Positive Expressions of Culture along with 16 projects under our External Funding
Areas at Risk Programme;

e 5 Major Programmes under SEUPB Peace IV Programme: and

e 1 under the INTERREG funding programme.

Under the 2019/20 action plan, the Housing Executive Community Cohesion staff have also
supported the delivery of 10 Together: Building a United Community (TBUC) shared housing
schemes. This activity also contributed to the draft Programme for Government Outcome 11:
We connect people and opportunities through our infrastructure. The final scheme completed
in April 2019 and since the programme began, 483 homes have been completed

with an investment of £33.2m.
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Asset Management

The KPI dashboard below is for Asset Management Services across all three themes of
People, Property and Place. During March 2020, the final month of the financial year,
COVID-19 restrictions have, in some instances, been a major contributory factor in not
meeting year-end targets. The KPIs where it is assessed that these factors contributed to the
final outcome are indicated in the report below.

Total KPIs Green Red Data only

19%] 7 5 | 2

*Excludes 12 Maintenance KPIs, which are not included in the RAG status count above but
are represented under the Investment Programme (page 39).

Under our People theme, Asset Management provided the following services:

Adaptations to Homes

For some of our tenants, where appropriate, we undertake bespoke adaptations to our own
stock. These adaptations can either be minor or major. A minor adaptation may be installing
grab rails or replacing a bath with a shower whereas a major adaptation is more complex
and could include bespoke adaptations to properties such as internal reconfigurations,
extensions and adding access ramps. Our commitment to assisting our tenants with
maintaining their independence to allow them to live comfortably in their own homes also
contributes to Programme for Government Outcome 8: We care for others and we help
those in need. In 2019/20 we have:

e Commenced 161 major adaptations;

e |Installed 304 lifts;

o Installed 1,299 adaptation showers; and

o Completed 3,817 other minor adaptation works.
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Chart 7: Major and Minor Adaptations 2015/16 to 2019/20
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We have been working to streamline the length of time tenants wait to have a major
adaptation completed (LLAM KPI 4.1). The target for 2019/20 was 88 weeks and by year 4
(2020/2021) to be 52 weeks or less (measured from agreed Occupational Therapist
recommendation). At year end, of the 229 schemes received, 73 major adaptations were
completed or were due to be completed within the 88 week timeframe with others subject to
delays with delivery or contractor capacity. As a result we did not meet this KPI target.

Asset Management Divisional Training & Development

A key focus has been, and continues to be, providing staff with the required training to
ensure that they have the necessary skills to deliver their job role. Our focus continues to
concentrate on providing contract management training on best practice and first principles.
Over the course of the last year, training has been provided to over 200 staff, particularly
within the Project Delivery department on various Planned Maintenance contracts, including
Heating Services and Disabled Adaptations contract training. There has also been a
particular focus on providing staff training on payment processes and provisions under these
contracts, to ensure full understanding of the importance of adherence to contractual
timeframes and consequent implications if not adhered to. This has all been supported by
significant work in providing standard contract templates for staff use.

We also achieved our target for 2019/20 of developing a proposal and action plan for a new
Asset Management Construction Skills and Learning Centre Action Plan and presented it to
the Housing Executive Board for approval (LLAM KPI 5.4)

Graduate Trainee Programme

Our award winning Asset Management Graduate Trainee Programme, the division’s
succession planning model, continues to deliver successfully graduates from key technical
disciplines to meet our staffing requirements.

Since the programme commenced in 2015, we have recruited and retained 38 Graduate

trainees within job roles across key divisional departments such as Asset Strategy, Project
Delivery and Compliance Health & Safety.
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To date, 30 graduate trainees have successfully completed the programme and are now fully
embedded in their job role within the staffing structure. A further eight graduate trainees are
due to complete the programme in Summer 2020. The programme aims to develop staff and
provide them with multi-purpose skillsets which can be utilised on projects across the
division, resulting in a well-informed, flexible and motivated staff resource, who understand
our business. A number of staff, who have come through the programme, have been
successful over the course of the last year in securing promotion within the organisation to
management positions.

A key focus of our recruitment process and advertising campaign continues to proactively
encourage female applicants, aiming to change the profile of the male dominated
construction industry. To date, 20% of our graduates are female. Due to the success of the
programme we anticipate recruiting a further tranche of graduate trainees in 2020 from key
technical disciplines, primarily for roles within the Project Delivery department. During
2019/20 we were runners up for the Guardian Newspaper’s Public Service Awards in the
category of ‘Workforce Learning and Development’.

Procurement

The actions of the Corporate Procurement Unit (CPU) contribute to the creation of a strong,
competitive, regionally balanced economy by ensuring that an annual contract spend of
approximately £200 million is managed effectively by the Centre of Procurement Expertise
(CoPE) for the housing sector. Many procurement strategies implemented by the CPU result
in more people in better jobs. The primary objective of a significant number of the contracts
we procure is to help those in need and ensure that our tenants can live in a decent home,
appropriate to their needs, in a safe and attractive place.

In the 2019/20 financial period, CPU awarded over 130 contracts worth approximately £120
million. This included the first tranche of an External Wall thermal improvement tender,
valued at £19m and part funded by the European Regional Development Fund. The second
tranche will be tendered once COVID-19 restrictions are relaxed sufficiently to allow this type
of work to recommence.

As a result of the need to stand down the Planned Maintenance tenders in the previous year,
an interim tender programme with an approximate value of £60m was developed to deliver
major elements of planned maintenance. This was largely awarded through the use of a
number of different procurement vehicles. It should be noted that a new long term Planned
Maintenance tender was due to be issued to the market in March 2020; however with the
COVID-19 outbreak this was placed on hold as uncertainty in the market would make it
difficult for contractors to price a long term contract. As a result, the KPI of commencing
tender for the new planned maintenance contracts and awarding contracts in the 1% quarter
of 2020 was not met.

The Housing Executive has, in the past, received a significant number of legal challenges
that have hampered our ability to award contracts such as the Planned Maintenance Tender.
However during the period of uncertainty surrounding the COVID-19 outbreak, the Housing
Executive has awarded the Response Maintenance Tender for a 1+1+1 year period and is
currently tendering the second tranche of the European Regional Development Fund

Page

38



(ERDF) External Wall Insulation Scheme. We are also on the verge of tendering for the
Planned Maintenance Programme due to be published in late September 2020.

The CPU has achieved its remaining key priorities for 2019/20 however it is expected that
delivery for 2020/21 will be significantly impacted by the COVID-19 outbreak. Many
procurements that were underway before the outbreak were suspended in March 2020.
These actions were taken to allow time to assess and mitigate the increased risks relating to
procurement and contractors’ ability to deliver. It also enabled the CPU to redirect resources
to focus on the disruption within our existing supply chain. Although many procurements are
now underway again, the impact of the COVID-19 and the ongoing uncertainty caused by
the pandemic will likely be reflected in the 2020/21 performance.

Accommodation

In 2019/20 the relocation from our former Belfast Regional Office building Great Victoria
Street to a newly refurbished and reconfigured ground floor accommodation in the Housing
Centre was successfully completed. The new accommodation has been purposely
redesigned to create a modern and customer orientated service counter area for a range of
key housing related services. This move included the transfer of 250 staff to the Housing
Centre which was facilitated by some Landlord Services staff moving in 2018/19 to our other
city centre office location at 9 Lanyon Place.

A KPI for the 2019/20 year, ‘Develop a Housing Executive Office Accommodation Strategy’
(LLAM KPI 5.3), was paused during January 2020 by the Chief Executive’s Business
Committee and therefore not completed. Two new projects were instead initiated to develop
accommodation strategies, one within Belfast and the second more widely across the
organisation.

Under our Property theme, Asset Management provided the following services.

Investment Programme

In 2019/20 we carried out a significant investment programme, including replacing various
elements of tenant’s homes such as kitchens, bathrooms, roofs, doors, heating installations
and External Cyclical Maintenance schemes. Under KPI LLAM KPI 6.9 we aimed to carry out
30,550 of these improvements through our planned maintenance programme of work. At
year end we achieved 23,488 elemental improvements (a number of which took place during
the change of tenancy process).

The investment programme did not meet all its targets for the year. This was due, in part, to
procurement challenges/issues that the programme has faced as well as contractor capacity
issues across all regions which meant that contractors could not meet the demand of work
required. Whilst we achieved elemental improvement targets for Bathrooms, Kitchens and
Doors, we did not meet the targets for External Cyclical Maintenance works, Heating
Installations, Bathroom, Kitchen and Rewire schemes (BKR), window replacements and roof
replacements.

Despite this shortfall we have improved the fabric and quality of a significant proportion of
our housing stock which will benefit our tenants now and in the future.

Page

39



Asset Strategy & Investment Plan

During the year we continued to plan and programme stock investment in line with the
strategic approach focusing on core landlord activities that were agreed with the Department
for Communities in 2017. With the award of funding from the European Regional
Development Fund, under its Investment for Growth and Jobs Programme for Northern
Ireland 2014-2020, we have now also been able to put in place an Energy Efficiency in
Social Housing programme that will improve the thermal performance of some 2,700 of our
non-traditional properties. This will make a significant, and positive, difference to the comfort
and health of those tenants. Indeed, with the growing global focus on climate change,
energy efficiency will be an increasingly important key driver in our future plans and we are
finalising a new Energy Efficiency Strategy that will set out how we plan to reduce carbon
emissions and address Fuel Poverty in our homes. As part of this we are finalising a Cavity
Wall Insulation Action Plan for our stock arising out of both the research carried out by the
British Board of Agrément published in May 2019 and further consultation that we
subsequently undertook with the insulation industry. This draft Action Plan will be published
for public consultation in the second half of 2020. Developing an Action Plan in response to
the BBA report was a KPI (LLAM KPI 4.7) and while completed, was scheduled to be
presented to the Housing Executive Board meeting in March 2020. However, due to
COVID-19 restrictions, this was deferred to the new business year. As a result, this KPI has
slipped just outside the financial year.

One of our KPIs for the year, LLAM KPI 4.6, was to pilot Modern Methods of Construction
projects with the Department for Communities. The business case for the original pilot in
North Belfast was approved by the Housing Executive’s Board in March 2020 and we have
submitted a proposal to the Department for Communities for a re-provision scheme. This
will combine Modern Methods of Construction techniques and low energy standards that if
approved, would see the Housing Executive constructing new social housing for the first time
in nearly twenty years.

However, addressing all that we want to do - indeed, all that we need to do to achieve and
maintain modern standards in our stock - will require funding over and above the level of
resources that we currently project being available. We welcome the proposals set out in
New Decade, New Approach document that seek to narrow this gap, and keenly look
forward to how and when these will be further developed. This further contributes towards
PfG Outcome 11, ‘We connect people and opportunities though our infrastructure”, and
Indicator 48, “Gap between the number of houses we need and the number of houses we
have”.

As 2020 marks the 5 year point for our Asset Management Strategy, and the end of the 3
year period for our temporary revised investment approach, we will be reviewing the
Strategy as the basis for further discussions with the Department for Communities on this
key issue of medium to long term stock investment needs and resources.

Tower Blocks Action Plan

In 2019/20 a KPI (LLAM KPI 4.5) within Asset Management was to commence
implementation of Year 1 of the approved Tower Block Action Plan. Following the Board’s
approval in March 2019, the Action Plan was approved by the Department for Communities
in August and work has now commenced on its implementation. DfC approval of the
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Strategic Outline Case was not obtained until August 2019 and there has been some delay
in achieving the anticipated deliverables. As a result, this KPI was scored as Amber.

The Action Plan is a long term programme that will see many of our tower blocks replaced
by modern housing more suited to tenants’, applicants’ and communities’ needs. Those that
will not be redeveloped in the short-medium term will be refurbished, with the exception of
three blocks where we will be exploring private sale options. Business cases setting out our
proposals for each block are underway and the first of these, for the demolition of
Monkscoole House in Rathcoole, was approved by the Department for Communities in
January 2020. Monkscoole House is now vacant and we hope to carry out the demolition in
early 2021/22. We are also preparing the refurbishment plan for the first tranche of retained
blocks and hope to be on site with the first improvement scheme in 2022.

European Regional Development Fund Update

In September 2019, the Housing Executive announced the Energy Efficiency in Social
Housing project to improve the energy performance of almost 2,700 of its homes across
Northern Ireland. The six year €45 million programme is expected to be completed by the
end of 2023, and a number of schemes addressing aluminum bungalows have already been
completed or are currently on site across South Antrim, Causeway, Magherafelt and
Omagh.

Improvements to the thermal efficiency of these homes include cladding, new double glazing
and insulation. The remainder of the programme will see similar works to more aluminum
bungalows and over 2,500 No-fines” properties all across Northern Ireland.

In February 2020 the contracts were awarded to deliver the first tranche of schemes to
address over 700 No-fines dwellings across our local office areas.

Response Maintenance
In 2019/20 we carried out over 320,000 response maintenance repairs to our tenants across
our stock of just under 85,000 properties.

Contractor performance is monitored through Key Performance Indicators (KPIs) set out as
contract requirement. These measure the contractor’s performance to meet targets in terms
of cost, time, quality and customer satisfaction.

There are 13 Housing Executive Areas in 3 Regions serviced by nine contract lots. Three
are serviced by our in-house Direct Labour Organisation (DLO), and six are serviced by four
external contractors. Each contract has 12 KPIs: one is an annual KPI (KPI 6), and 11 are
monthly. Against KPI 6, which is reported at the end of August, five contracts met the target
and four failed. Of the rest of the monthly KPIs per lot, five are consistently performing well
and four have seen performance slip over the past 12 months. Please note that there is no
Northern Ireland figure as the KPIs are measured by individual contract.

Table 2 below shows the KPI reference number, description and target for each KPI whilst
Table 3 shows the overall average contractor performance for 2019/20 year.

* A ‘No-Fines’ property refers to a construction method of homes and “no-fine” refers to the type of concrete
used — concrete with no fine aggregates.
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Table 2: Response Maintenance Key Performance Indicator Description

KPI Description Target
LLHS KPI 4.1 Customer Satisfaction — Overall — Response Maintenance 96%
LLHS KPI 4.2Q Employers Post Inspections — Pass Rate Response Maintenance 92%

(Quality)
LLHS KPI 4.2C Employers Post Inspections — Pass Rate Response Maintenance 92%

(Cost)
LLHS KPI 4.3E Time — Response Maintenance Completed on Time E 94%
LLHS KPI 4.3U Time — Response Maintenance Completed on Time U 92%
BESENE RIS Time — Response Maintenance Completed on Time R 92%
LLHS KPI 4.4 Time — Voids completed on Time 97.5%
LLHS KP14.5 Time — Adaptations completed on Time 96%
LLHS KPI 4.6 Safety — Contractors Accident Rate, Response and Planned 500+
LLHS KP14.7 First Time Fix (Responsive Maintenance) 87%
LLHS KPI 4.8 Recalls to Defects in the Defects Liability Period 95%
LLHS KPI 4.9 Time — Response Maintenance Appointments Kept 94%

Table 3: Overall Average Contractor Performance, per KPI for 2019/20.

KPI KPI KPI KPI KPI KPI
KPI1 2Q 2C 3E 3U 3R KPl4 KPI5 | 7 KPI8 KPI9

Contract 1 96.05 | 92.59 | 93.43 | 94.89 | 95.53 | 94.27 | 99.03 | 98.06 | 91.47 | 95.82 | 94.83

Contract 2 91.09 | 92.59 | 90.84 | 90.81 | 87.68 | 88.52 | 94.08 | 87.69 | 90.43 | 94.78 | 92.47

Contract 3 95.92 | 88.94 [ 93.05 | 92.94 | 87.68 | 93.07 | 96.62 | 94.30 | 88.30 | 94.39 | 94.88

Contract 4 95.97 | 90.20 | 92.53 | 92.94 | 91.36 | 90.28 | 99.36 | 95.54 | 86.79 | 93.81 | 94.39

Contract 5 93.49 | 93.37 | 93.35 | 94.97 | 92.66 | 87.21 | 97.84 | 85.46 | 92.53 | 95.82 | 92.55

Contract 6 95.02 | 92.66 | 91.00 | 88.79 | 89.29 | 85.15 | 100 81.51 | 88.60 | 95.66 | 89.22

Contract 7 100 97.95 | 97.00 | 96.38 | 97.37 | 92.93 | 98.88 | 98.80 | 91.11 | 96.13 | 95.83

Contract 8 98.93 | 94.10 | 93.34 | 9555 | 94.79 | 94.15 | 99.15 | 99.33 | 92.32 | 95.56 | 95.49

Contract 9 98.93 | 92.79 [ 93.71 | 95.72 | 94.75 | 93.46 | 98.79 | 97.34 | 93.63 | 95.40 | 95.94

SlEG RO 98.93 | 93.32 | 94.51 | 95.79 | 96.28 | 94.58 | 99.61 | 99.38 | 90.97 | 95.81 | 95.74

SR 96.67 | 93.72 | 92.65 | 95.85 | 94.57 | 93.21 | 99.36 | 97.64 | 91.65 | 95.22 | 96.34

(OG8N 99.46 | 95.40 | 93.72 | 95.83 | 96.61 | 93.53 | 99.72 | 97.87 | 91.51 | 96.39 | 95.88

ShliEGRAN 99.68 | 96.06 | 95.03 | 97.18 | 96.49 | 94.56 | 100 96.69 | 91.19 | 95.92 | 98.36

SNIEGEEE 97,10 | 90.95 | 92.05 | 93.71 | 92.24 | 88.91 | 97.13 | 93.91 | 90.92 | 95.06 | 94.24

(ShliE@REEN 96.78 | 87.30 | 90.23 | 93.27 | 91.77 | 83.22 | 97.30 | 82.16 | 89.74 | 95.82 | 93.54

Direct Labour Organisation

Our in-house Direct Labour Organisation (DLO) continues to deliver a response maintenance
service to almost 26,000 homes in North and West Belfast, and Portadown and

Coleraine.

The current DLO business consists of 460 staff (including agency staff). Alongside the

response maintenance service, staff are engaged in the delivery of a grounds maintenance
service, the motor vehicle workshop and electrical health and safety inspections.
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The DLO delivers the response repairs services from depots located in each of the current
three contract areas with depots located in Belfast, at Stockman’s Way, in Portadown from
Annagh Hill, and in Coleraine from Hillmans Way.

Performance and service delivery are measured against both organisational and contract
KPIs similar to external suppliers. The DLO aims to meet challenging targets on repair
guality and repair completion, provide continual training to develop a highly skilled and
committed workforce, and develop best in class and best value models.

Compliance and Health and Safety

The Compliance Health and Safety Department provides the organisation with the
assurance that compliance/health and safety requirements are being coordinated and
centrally monitored. The Department consists of three teams:

« Compliance - Gas Safety, Electrical Safety, Oil Remediation, Fire Safety,
Asbestos and Legionella;

+ Health and Safety — Corporate and Construction

+ Inspection and Risk - Technical Inspection Unit and Risk and Governance.

The Health and Safety (H&S) Team were also responsible for successfully delivering against
KPI LLAM KPI 2.9.1 which aims to carry out an inspection on site of each principal contractor
at least once a month. Despite significant effort by the contractor, H&S Team and

local Area Office staff, we narrowly missed our target against LLAM KPI 3.1 that aims to
carry out Legionella Surveys against properties, including community lets, domestic and
medium high rise flats and commercial properties.

Key achievements by the Compliance/Health and Safety Team during 2019/2020
included:

« The completion of 99.52% annual landlord gas safety with the remaining
properties being managed through the “no access” procedure;

- Achieving 94% of the fire safety risk assessments programme for 2019/2020
and progressing fire safety remedial works; remaining properties will be
completed in 2020/2021,

« The establishment of regular liaison meetings with the Health and Safety
Executive for Northern Ireland;

- Reviewing the impact of recent fire safety reports arising out of Grenfell on
Housing Executive Tower Blocks and other relevant property tenures;

- Completed 82% of remaining bespoke domestic property archetypes asbestos
surveys; outstanding surveys will be completed in 2020/2021 including
remaining communal areas and garages;

- Completed 99.4% of the planned legionella risk assessments;

- Publishing monthly Health & Safety Bulletins and twice yearly Safety Bulletins
that continue to inform and update staff on key health & safety issues, new
policies and lessons learnt;

- Carried out a programme of Compliance/Health & Safety Policies reviews and
developed new Policies;

« Participated in a Department for Communities (DfC) Audit on the role of
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the Construction Health and Safety Team; and
- Procured accredited and specialised Health & Safety Training from a number
of external providers and launched these in January 2020.
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Regional Services Performance Analysis

The Housing Executive is the Strategic Regional Housing Authority for Northern Ireland.
Regional Services work encapsulates this strategic role.

We work strategically on housing matters across Northern Ireland, supporting a range of
stakeholders to create sustainable places and communities where people want to live.
Many of our Key Performance Indicators help to deliver Programme for Government
outcomes and these will be indicated along with the KPI reference.

We carry out significant customer-led research and market intelligence. This ranges
from customer surveys, housing market analysis, house condition surveys, through to
assessing housing need. The latter informs local authority community planning
frameworks as well as the basis for the new build programme which is

delivered in conjunction with our housing association partners as well as supporting
people across the spectrum of health, housing and justice to live as independently as
possible and for as long as possible in their own homes.

In addition, we deliver a range of grant initiatives to address fuel poverty and housing
disability adaptations in the private sector and are leading out through our land portfolio
on a range of projects which are developing mixed use, mixed developments of
housing.

As the Home Energy Conservation Authority for Northern Ireland, our role is to consider
best practice and seeks to support improvements in home energy efficiency across the
entire housing stock in the region. This is an important role which will gain in strategic
importance in the coming years as climate change issues move up governments’
agendas.

The following section will outline our progress on achieving these important areas of
work.

Regional Services - Financial Challenges

Regional Services, which is funded by Government grant, continues to experience significant
increasing demands and costs in the delivery of its statutory homelessness and other
services. Given the austerity funding constraints introduced across the wider public sector in
recent years, there has been a continued requirement to seek efficiencies in order to deliver
services within a reduced year-on-year opening revenue budget allocation. These funding
cuts represent a real-terms reduction in revenue funding of circa 18% since 2014/15 and
have proven particularly challenging given increasing demands placed on our homeless and
other core services during the past few years. Whilst a more targeted funding approach has
been adopted in relation to the delivery of statutory services, the aim remains to protect and
invest in key frontline customer services.
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Chart 8 — Regional Services Revenue Expenditure 2015/16 to 2019/20
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Regional Services revenue funding has presented significant challenges in the delivery of
both statutory and non-statutory functions. Key trends that have resulted include:

Supporting People funding has been protected during the past 5 years reflecting
sector pressures in the provision of supported accommodation;

Salaries and Administration costs have reduced significantly in real terms, mirroring a
year-on-year reduction in staffing levels;

Homeless accommodation service demands continue to grow year-on-year,
necessitating increased use of temporary accommodation in the form of single lets
and, but only as a last resort, hon-standard accommaodation such as hotels and bed
and breakfast accommodation.
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Chart 9: Regional Services Capital Expenditure 2015/16 to 2019/20
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The Regional Services’ capital expenditure trend illustrates a continuing commitment to
delivery of the Social Housing Development Programme, albeit the latter part of the 2019/20
programme was significantly impacted by the COVID-19 pandemic. Separately, investment in
Private Sector Grants & Energy Efficiency has largely been sustained over the period, with
an increasing focus on Affordable Warmth grants since 2016/17.

Budgetary Management

Regional Services spent a total of £276.8m in 2019/20, as summarised below:

Table 4: Regional Services Capital Expenditure in 2019/20

Regional Services Capital Expenditure 2019/20 Expenditure £m

Social Housing Development Programme (including TBUC) 115.1
Private Sector Grants 15.6
Energy Efficiency 13.8
SPED Purchases 0.3
Other Expenditure 0.8
Land & Property 0.3
Total | 145.9
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Table 5: Regional Services Revenue Expenditure in 2019/20

Regional Services Revenue Expenditure 2019/20 Expenditure £m

Salaries & Administration 39.6
Homelessness & Asylum Seekers 14.1
Research 0.5
Payments to Councils (Affordable Warmth) 0.6
Vulnerable Persons Resettlement Scheme 1.7
Other Expenditure 1.1
Total \ 130.9

Delivery of our programmes and services was funded almost entirely through grant aid from
the Department. Other income of £3.2m was received, the largest element of this for the cost
of housing services for Asylum Seekers (£1.7m).

The KPI count below (a sub-set of the overall KPI totals) is for Regional Services across
all three themes of People, Property and Place. During March 2020, the final month of the
financial year, COVID-19 restrictions have, in some instances, been a major contributory
factor in not meeting year-end targets. The KPIs where it is assessed that these factors
contributed to the final outcome are indicated in the report.

Total KPIs Green Red Data only

31 | 14 5 | 2

Under our People theme, Regional Services provided the following services:

Supporting People

The financial year 2019/20 marked the 16" year of the Supporting People (SP)
Programme. Since the programme began in 2003, approximately £1 billion of grant
funding has been distributed by the Housing Executive to support the delivery of housing
related support services. For the 2019/20 financial year the original SP budget was
£72.798m. An allocation of £0.43m was made to the Provider Investment Fund (PIF). In
recognition of additional expenses arising from COVID-19, SP made £300k available to
providers for expenditure incurred in 19/20. Overall in 2019/20, £73.279m was distributed to
over 850 housing support schemes, with the capacity to support over 19,000 vulnerable
people.

Our Supporting People work contributes to the draft Programme for Government
Outcome 8: We care for others and we help those in need. Applicable KPIs are RSKPI
4.10: Floating Support (FS) and the Supporting People Review and Implementation Plan
RSKPI 4.5.1 & RSKPI 4.5.5. Commentary is provided below.

Chart 9 shows performance has been above target and in 2019/20 the target to ensure
a minimum spend of SP Programme funding delivered through Floating Support (FS)
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was 15.5% and was exceeded with 16% achieved. The purpose of prioritising FS was
as a mechanism for promoting an early prevention and support approach to living
independently within a home setting.

Chart 10: Floating Support Percentage Spend Against Target
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We continued to progress the two remaining recommendations from the 2015
Departmental Review of the SP Programme.

Recommendation 1 (RSKPI 4.5.1) - Strategic Needs Assessment (SNA); To introduce a
new strategic, intelligence-led approach to needs assessment across all client groups,
which takes proper account of demographic trends and other social factors to identify
current and future patterns of need.

During 2019/20 progress continued to be made to further develop the needs
assessment framework, in partnership with key stakeholders. It was noted that
substantive progress had been made to develop an initial analysis, risks and issues to
the overall project status and that the project team had scoped alternative plans to
progress the project in response to COVID-19. It is anticipated that a final needs
assessment report will be completed by September 2020 in line with agreed project
delivery timescales.

Recommendation 5 (4.5.5) - Standardised Regional Payment Rates (SRPR):
“Standardised regional payment rates should be developed for Supporting People
services, based on the existing banding system, and in conjunction with service
providers. The new rates should ensure all schemes represent value for money”.

In 2019/20 the Housing Executive undertook a public consultation on the options for
implementing Standardised Regional Payment Rates. Following this, the Housing
Executive Board agreed the implementation of standardised rates in principle, subject to
DfC endorsement. Department for Communities recognised the work completed and have
asked for comparable alternatives to be presented, this piece will be taken forward in
2020/21.
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The KPI (RSKPI 4.12) to fully expend the Provider Innovation Fund by March 2020 was
achieved.

Strategic Direction

The Supporting People Plan for 2019/20 and Strategic Intent 2020-22 was published in
March 2019. This document set out the rationale for exploratory work and changes to be
made during the 2019/20 business year and a plan for the parallel development of a
three year Strategy. During 2019/20, through engagement, we developed a three year
Strategy. The public consultation period on the final draft, although delayed by the
COVID-19 pandemic, will be undertaken in the autumn of 2020.

COVID-19

The 2019/20 year ended in an unplanned way with the unprecedented effect of COVID-
19. We issued a COVID-19 Contingency Plan and shared Public Health and Central
Government Guidance with all service providers. We temporarily suspended contract
management and reporting requirements and gave flexibility, to allow for adaptions in
service delivery.

Homelessness Services

The Housing Services Division delivers the homelessness function on behalf of

Regional Services. In 2019/20 the number of households presenting as homeless
decreased from a target of 18,202 (March 2019 outturn figure) to 16,802, representing a
reduction of almost 8%. As a result, this KPI (LLHS KPI 7.03) was achieved. Those accepted
as having Full Duty Applicant (FDA) decreased from 12,512 to 11,323 over the year
representing a reduction of almost 10%. Single people, at 43.7% of the total awarded FDA,
remain the highest overall presenter household category grouping.

The top three reasons for homeless presentations continue to be accommodation not
reasonable, sharing breakdown/family dispute, and loss of rented accommodation. Overall,
60.7% of presenters are in these categories.

In 2019/20 there was a total of 6,654 allocations for properties in social rented properties
with 6,423 of these being to Full Duty Applicants. Allocations to Full Duty Applicants
represented a total of 96.5% of all allocations in 2019/20.

Over the course of the past year we have provided total funding of approximately £37.9m for
homeless services across Northern Ireland with this funding helping to provide:

e £7.5m on temporary accommodation, including Dispersed Intensively Managed
Emergency (DIME);

e £1.8m for storage of personal belongings;

e £3.35m on outside agencies in the voluntary sector; and

e £27m on Supporting People funding of homelessness services.

The Homelessness Strategy 2017-22 was published in April 2017 and over the course of
2019/20 there has been significant work to achieve the Year 3 actions within the Strategy.
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The Housing Executive is solely responsible for 15 of the 17 actions included in the Strategy
which were completed in line with the milestones set out in April 2019. Of these 15 actions
the full implementation of two actions was subject to minor delays as a result of COVID-19
while the provision of a Private Rented Sector Access Scheme was not completed due to
funding challenges. Despite this, significant progress was made in year to implement year 3
actions and this KPI was scored as amber. Key achievements over the course of 2019/20
included:

e The delivery of a Homelessness Prevention Fund which assisted organisations
across Northern Ireland in the delivery of 29 projects which aimed to assist
households in sustaining their current tenancies;

¢ The continued development of a Common Assessment Framework which aims to
provide a single assessment tool which the Housing Executive and other partner
agencies use to share information relating to the background of, accommodation
and/or support needs of individuals subject to their agreement;

e The publication of a Chronic Homelessness Action Plan following a 13 week public
consultation on a draft document. The final Chronic Homelessness Action Plan was
published in February 2020. As a result we achieved our KPI (LLHS KPI 7.11);

e The Annual Progress Report of Year 1 of the Homelessness Strategy Action Plan
was produced and launched at an event in October 2019, thus meeting the
associated KPI. (LLHS KPI 7.09)

e Achieved our KPI (LLHS KPI 7.04) of maintaining the average length of time in
temporary accommodation from March 2019 outturn figure from 40.1 weeks to 39.3
weeks.

e The continued delivery of Homelessness Local Area Groups and a Service User
Forum which ensure that partner agencies at a local level and service users are
involved in the delivery of the Homelessness Strategy.

In addition to work carried out on the delivery of the Homelessness Strategy additional
achievements included:

e The successful delivery of an out of hours homelessness service by the Housing
Executive since 1% April 2020. This service was previously delivered by the Regional
Emergency Social Work Service within Belfast Trust;

¢ The implementation of outcomes reporting for projects funded directly from the
Housing Executive’s homelessness budget;

e Work on protocols that reflect the multi-agency nature of preventing and addressing
homelessness. Such protocols include hospital discharge protocols and a prisoners
protocaol;

e The extension of the Dispersed Intensively Managed Emergency Accommodation
(DIME), a service which is vital to the Housing Executive in assisting some of the
most vulnerable individuals who present for homelessness assistance.

While the impact of COVID-19 was only felt at the conclusion of 2019/20 it is necessary to
note the significant impact this will have on homelessness throughout 2020/21. It is expected
that there will be significant additional demand for temporary accommodation while the
economic impact may lead to circumstances that result in many households presenting as
homelessness as result of job losses resulting from the ongoing pandemic. The Housing
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Executive will work closely with all of our partners in delivering our COVID-19 Surge Plan
and the accompanying Exit Strategy which will govern how we as an organisation respond to
the challenges presented by COVID-19.

Chart 11: Five year trend for Homelessness Presenters and Acceptances 2015/16
to 2019/20
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Disabled Facilities Grants

Disabled Facilities Grants (adaptations) is one of two mandatory grants offered by the
Housing Executive. They are delivered in partnership with Health Trusts and Occupational
Therapists. This work helps people to remain living independently for as long as possible.

Our work contributes to the draft PfG Outcome 8: We care for others and we help those in
need, specifically RSKPI 3.9 to improve service delivery times for Disabled Facilities Grants.

A new process and information technology system were implemented during the year and
two areas were identified to measure future performance. However, the introduction of the
new system and processes was only implemented in all offices during June 2019 and the
throughput of cases was deemed limited for the purpose of setting meaningful baselines. It
has been agreed that improvements will be evaluated after December 2020 when sufficient
volume will have been processed in the new environment.

During 2019/20 a total of £10.8m was invested through our Grants services and there were
1,119 Disabled Facilities Grants approved against a target of 900 (See Chart 12).
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Chart 12: Disabled Facilities Grants (DFGs) Approved 2015/16 — 2019/20
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Accessible Housing Register (AHR)

The Accessible Housing Register (AHR) is a signature project, the importance of which is
acknowledged within the Northern Ireland Executive’s Active Ageing Strategy 2016-21; as
well as the Department for Communities’ Facing the Future Housing Strategy 2012-17; and
the Inter-Departmental Review of Adaptations Report & Action Plan 2016-17.

The key drivers for the development of the AHR are legislation, government policy &
objectives, demographics, and economics. The AHR has evolved from being intended for
use solely as an information tool, to the point where it will also serve to assist frontline staff
offering housing advice and assistance and as a forward planning and allocations tool.

Accessible housing is a key enabler for people with disabilities, as it helps to promote better
social inclusion and facilitates independent living.

We have interim AHR arrangements in place and are currently working with the Northern
Ireland Federation of Housing Associations (NIFHA) to develop a cross-sector AHR solution.

The AHR was programmed for completion and “go live” in May 2020, however this originally
anticipated completion date has been delayed due to the impact of the Covid-19

pandemic. Both the Housing Executive & NIFHA are committed to the implementation of the
AHR and intend to have the system fully operational as early as is practically possible during
2020/21.

Housing the Traveller Community

We continue to assess accommodation options for Travellers. Throughout 2019, the
Housing Executive commenced work on two major strategic Irish Traveller projects.
Publication of both the Irish Traveller Accommodation Survey 2018/19 and lIrish
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Travellers’ Accommodation Strategy 2020 — 2025 (RSKPI 2.11) is expected in Summer
2020.

Housing Research

Our Research Unit continues to play a key role in supporting the development of housing
policy and strategy within and beyond the Housing Executive. Our annual research
programme (RSKPI 1.1) is formulated in consultation with a range of stakeholders, including
the Department for Communities, with the aim of providing evidence to help inform planning
and decision-making — and ultimately the fulfilment of relevant Programme for Government
objectives — by the housing sector as a whole in Northern Ireland.

Research published by the Housing Executive during 2019/20 included two reports on the
potential impacts of the Social Size Criteria (bedroom tax) on Housing Executive tenants.
The findin