
 
Living in Hackney Scrutiny Commission 

 
All Members of the Living in Hackney Scrutiny Commission are requested to attend the 
meeting of the Commission to be held as follows 
 
Monday 11 December 2023 
 
7.00 pm 
 
Council Chamber, Hackney Town Hall, Mare Street, London E8 1EA 
 
This meeting can be viewed (or replayed) via the following link: 
 
https://youtube.com/live/2xeTzM26SSE 
 
A back up link is provided in the event of any technical difficulties: 
 
https://youtube.com/live/2o8IhRg37nQ 
 
Should you wish to attend the meeting please give notice to the contact below and 
note the guidance included in the frontsheet. 
 
Contact: 
Craig Player 
 020 8356 4316 
 craig.player@hackney.gov.uk 
 
Dawn Carter-McDonald 
Interim Chief Executive, London Borough of Hackney 
 
Members:  Cllr M Can Ozsen, Cllr Ian Rathbone, Cllr Soraya Adejare (Chair), 

Cllr Clare Joseph (Vice-Chair), Cllr Joseph Ogundemuren, Cllr Sam Pallis, 
Cll Ali Sadek, Cllr Zoe Garbett, Cllr Caroline Selman and 
Cllr Yvonne Maxwell 

 
  

Supplementary Agenda 
 

ALL MEETINGS ARE OPEN TO THE PUBLIC 
  

5 Housing Repairs  
 
The following late submission is included: 

• Item 5a. Presentation from Housing Services 

(Pages 7 - 28) 

 
 
 

https://youtube.com/live/2xeTzM26SSE
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Access and Information 
 

Public Involvement and Recording 
 
Public Attendance at the Town Hall for Meetings 
 
Scrutiny meetings are held in public, rather than being public meetings. This 
means that whilst residents and press are welcome to attend, they can only 
ask questions at the discretion of the Chair. For further information relating to 
public access to information, please see Part 4 of the council’s constitution, 
available at https://hackney.gov.uk/council-business  or by contacting 
Governance Services (020 8356 3503) 
 
Following the lifting of all Covid-19 restrictions by the Government and the 
Council updating its assessment of access to its buildings, the Town Hall is 
now open to the public and members of the public may attend meetings of the 
Council. 
 
We recognise, however, that you may find it more convenient to observe the 
meeting via the live-stream facility, the link for which appears on the agenda 
front sheet.  
 
We would ask that if you have either tested positive for Covid-19 or have any 
symptoms that you do not attend the meeting, but rather use the livestream 
facility. If this applies and you are attending the meeting to ask a question, 
make a deputation or present a petition then you may contact the Officer 
named at the beginning of the agenda and they will be able to make 
arrangements for the Chair of the meeting to ask the question, make the 
deputation or present the petition on your behalf.  
 
The Council will continue to ensure that access to our meetings is in line with 
any Covid-19 restrictions that may be in force from time to time and also in 
line with public health advice. The latest general advice can be found here - 
https://hackney.gov.uk/coronavirus-support   
 
Rights of Press and Public to Report on Meetings 
Where a meeting of the Council and its committees are open to the public, the 
press and public are welcome to report on meetings of the Council and its 
committees, through any audio, visual or written methods and may use digital 
and social media providing they do not disturb the conduct of the meeting and 
providing that the person reporting or providing the commentary is present at 
the meeting.  
 
Those wishing to film, photograph or audio record a meeting are asked to 
notify the Council’s Monitoring Officer by noon on the day of the meeting, if 
possible, or any time prior to the start of the meeting or notify the Chair at the 
start of the meeting.  

https://hackney.gov.uk/council-business
https://hackney.gov.uk/coronavirus-support


 
The Monitoring Officer, or the Chair of the meeting, may designate a set area 
from which all recording must take place at a meeting.  
 
The Council will endeavour to provide reasonable space and seating to view, 
hear and record the meeting. If those intending to record a meeting require 
any other reasonable facilities, notice should be given to the Monitoring 
Officer in advance of the meeting and will only be provided if practicable to do 
so.  
 
The Chair shall have discretion to regulate the behaviour of all those present 
recording a meeting in the interests of the efficient conduct of the meeting. 
Anyone acting in a disruptive manner may be required by the Chair to cease 
recording or may be excluded from the meeting.  
 
Disruptive behaviour may include moving from any designated recording area; 
causing excessive noise; intrusive lighting; interrupting the meeting; or filming 
members of the public who have asked not to be filmed.  
 
All those visually recording a meeting are requested to only focus on 
recording Councillors, officers and the public who are directly involved in the 
conduct of the meeting. The Chair of the meeting will ask any members of the 
public present if they have objections to being visually recorded. Those 
visually recording a meeting are asked to respect the wishes of those who do 
not wish to be filmed or photographed.  Failure by someone recording a 
meeting to respect the wishes of those who do not wish to be filmed and 
photographed may result in the Chair instructing them to cease recording or in 
their exclusion from the meeting.  
 
If a meeting passes a motion to exclude the press and public then in order to 
consider confidential or exempt information, all recording must cease, and all 
recording equipment must be removed from the meeting. The press and 
public are not permitted to use any means which might enable them to see or 
hear the proceedings whilst they are excluded from a meeting and confidential 
or exempt information is under consideration.  
 
Providing oral commentary during a meeting is not permitted. 
 
 

 
 



 

Advice to Members on Declaring Interests 
 
Advice to Members on Declaring Interests 
 
Hackney Council’s Code of Conduct applies to all Members of the Council, 
the Mayor and co-opted Members.  
  
This note is intended to provide general guidance for Members on declaring 
interests.  However, you may need to obtain specific advice on whether you 
have an interest in a particular matter. If you need advice, you can contact:  
 

• Director of Legal, Democratic and Electoral Services  
• the Legal Adviser to the Committee; or  
• Governance Services.  

 
If at all possible, you should try to identify any potential interest you may have 
before the meeting so that you and the person you ask for advice can fully 
consider all the circumstances before reaching a conclusion on what action 
you should take.   
 
You will have a disclosable pecuniary interest in a matter if it:   
 
i. relates to an interest that you have already registered in Parts A and C of 
the Register of Pecuniary Interests of you or your spouse/civil partner, or 
anyone living with you as if they were your spouse/civil partner;  
 
ii. relates to an interest that should be registered in Parts A and C of the 
Register of Pecuniary Interests of your spouse/civil partner, or anyone living 
with you as if they were your spouse/civil partner, but you have not yet done 
so; or  
 
iii. affects your well-being or financial position or that of your spouse/civil 
partner, or anyone living with you as if they were your spouse/civil partner.   
 
If you have a disclosable pecuniary interest in an item on the agenda 
you must:  
 
i. Declare the existence and nature of the interest (in relation to the relevant 
agenda item) as soon as it becomes apparent to you (subject to the rules 
regarding sensitive interests).   
 
ii. You must leave the meeting when the item in which you have an interest is 
being discussed. You cannot stay in the meeting whilst discussion of the item 
takes place, and you cannot vote on the matter. In addition, you must not 
seek to improperly influence the decision.  
 
iii. If you have, however, obtained dispensation from the Monitoring Officer or 
Standards Committee you may remain in the meeting and participate in the 



meeting. If dispensation has been granted it will stipulate the extent of your 
involvement, such as whether you can only be present to make 
representations, provide evidence or whether you are able to fully participate 
and vote on the matter in which you have a pecuniary interest.  
 
Do you have any other non-pecuniary interest on any matter on the 
agenda which is being considered at the meeting?  
 
You will have ‘other non-pecuniary interest’ in a matter if:  
 
i. It relates to an external body that you have been appointed to as a Member 
or in another capacity; or   
 
ii. It relates to an organisation or individual which you have actively engaged 
in supporting.  
 
If you have other non-pecuniary interest in an item on the agenda you 
must:  
 
i. Declare the existence and nature of the interest (in relation to the relevant 
agenda item) as soon as it becomes apparent to you.   
 
ii. You may remain in the meeting, participate in any discussion or vote 
provided that contractual, financial, consent, permission or licence matters are 
not under consideration relating to the item in which you have an interest.   
 
iii. If you have an interest in a contractual, financial, consent, permission, or 
licence matter under consideration, you must leave the meeting unless you 
have obtained a dispensation from the Monitoring Officer or Standards 
Committee. You cannot stay in the meeting whilst discussion of the item takes 
place, and you cannot vote on the matter. In addition, you must not seek to 
improperly influence the decision. Where members of the public are allowed 
to make representations, or to give evidence or answer questions about the 
matter you may, with the permission of the meeting, speak on a matter then 
leave the meeting. Once you have finished making your representation, you 
must leave the meeting whilst the matter is being discussed.   
 
iv. If you have been granted dispensation, in accordance with the Council’s 
dispensation procedure you may remain in the meeting. If dispensation has 
been granted it will stipulate the extent of your involvement, such as whether 
you can only be present to make representations, provide evidence or 
whether you are able to fully participate and vote on the matter in which you 
have a non-pecuniary interest.   
 
Further Information  
 
Advice can be obtained from Dawn Carter-McDonald, Director of Legal, 
Democratic and Electoral Services via email dawn.carter-
mcdonald@hackney.gov.uk  
 

 

mailto:dawn.carter-mcdonald@hackney.gov.uk
mailto:dawn.carter-mcdonald@hackney.gov.uk


 
 

Getting to the Town Hall 

For a map of how to find the Town Hall, please visit the council’s website 
http://www.hackney.gov.uk/contact-us.htm or contact the Overview and 
Scrutiny Officer using the details provided on the front cover of this agenda. 

 
 

Accessibility 

There are public toilets available, with wheelchair access, on the ground floor 
of the Town Hall. 
 
Induction loop facilities are available in the Assembly Halls and the Council 
Chamber. Access for people with mobility difficulties can be obtained through 
the ramp on the side to the main Town Hall entrance. 

 
 

Further Information about the Commission 
 
If you would like any more information about the Scrutiny 
Commission, including the membership details, meeting 
dates and previous reviews, please visit the website or use 
this QR Code (accessible via phone or tablet ‘app’) 
http://www.hackney.gov.uk/individual-scrutiny-
commissions-living-in-hackney.htm   
 

 

http://www.hackney.gov.uk/contact-us.htm
http://www.hackney.gov.uk/individual-scrutiny-commissions-living-in-hackney.htm
http://www.hackney.gov.uk/individual-scrutiny-commissions-living-in-hackney.htm
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11th December 

Housing Repairs 
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Key Areas

● The Commission is keen to follow up on progress against the improvement actions 
identified across the Building Maintenance and Customer Care services including:

● Damp, Mould and Leaks Hub

● Property MOTs

● DLO growth

● Roll out of Repairs Hub

● Contract management

● Disrepair case management

● Alternative Dispute Resolution
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Damp, Mould and Leaks
● 5 day target for reports of damp and mould -  average time to inspect 4.92 days 

(Oct 23)
● All plumbing jobs to be raised and attend by end of next working day - 

○ 88% of plumbing leaks are being raised as emergency (24hours) or 
immediate (2 hours) priority

○ Plumbing leaks are being completed on average in 1.45 days (Oct 23)
● Resident Satisfaction with plumbing has increased from 56% in Oct 2022 to 76% 

in Oct 2023.
● Further improvements have been made to follow on work and leak hub referrals, 

plumbers fully completing one job at a time.
● The Leaks Hub team are handling complex cases that involve more than one 

home and taking a proactive approach to access and resolution.
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Damp & Mould Update - 5 Day Inspection
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Plumbing Leaks - Response by end of next working day
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Property MOTs

● Colville Estate - visited properties at Higgins House, Girling House, Ray 
House, and Kellett House. We have completed further surveys and will now 
look to collate our survey information with the regeneration team.

● Tradescant House - where we have reviewed damp and mould issues within 
properties, with a long-term aim to develop a future works programme. Also 
while surveying the properties, any general build issues identified orders have 
been raised to address immediate issues.

● Vain House - We have inspected 8 properties following leaks, floods and 
upsurges in recent weeks, and are planning to extend these surveys to the 
whole block to review waste pipe services. We also have had a productive 
meeting with residents from Vaine House to progress their concerns.
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Preventative approach

● We have been working closely with the Regen Team on the property 
condition survey for Woodberry Down Estate and actively addressing 
cases of damp and mould.

● We are commencing a data-insight led approach to predict likely cases of 
damp and mould and we will proactively contact those residents to 
arrange surveys.

● In addition we have reviewed our damp and mould process in line with 
Ombudsman recommendations and are following up with residents after 
works have been completed.
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DLO Growth
● We have increased the trade operative base from 145 in 2021/22 to 165 

today and are on track to achieve 20% manifesto target by end of 2023/24
● In addition to the 20% growth target we have approved a business case to 

expand by a further 20 trade posts over the next 2 years to increase our 
Alternative Dispute Resolution (ADR) team

● In addition to growing the number of operatives we are also looking to 
improve the infrastructure and invest in workforce development:
○ Improved Depot and Stores facility
○ Renew the fleet of trade vehicles
○ Skills and development of our workforce

● We took on a further 9 apprentices this September to                              
continue our successful programme
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Progress & Performance

Measure 2021/22 2022/23 2023/24

No. of FTE DLO Operatives 145 157 165

No. of completed repairs (DLO & 
Contractors)

58,000 91,000 101,000 (Forecast)

Void Turnaround Times 107 Days 
(March 2022)

118 Days 
(March 2023)

84 Days (Nov 2023)

24 Hour Leaks Jobs Completed 2,250 7,600 12,000 (Forecast)

ADR / Disrepair Settled Cases 60 120 (13 ADR) 285 (79 ADR) YTD
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Building Maintenance
● The backlog of over 7000 jobs from November 2022 has been cleared. However, there 

are currently 460 overdue repairs with the DLO, and 1,800 with contractors.  The vast 
majority of these are only just out of time and the external contractor element is, in the 
main, linked to the demobilisation of the current contract.

● Each month we undertake transaction satisfaction surveys (see below)

Performance Indicator October 2022 October 2023

Overall Satisfaction 63.06% 71.11%

Average days to complete a repair 11.07 days 10.20 days

Satisfaction with quality of work 67.57% 68.82%

Satisfaction with complete on first visit 65.77% 63.33%
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Building Maintenance
● Return visits for same job, compared to previous six months (if this                           has 

begun to be recorded since the meeting in December) 
○ It is still not possible to record this until new IT                                               

systems are implemented.
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Repairs Hub & IT Systems

● All repairs DLO and main contractor is on the Repairs Hub system
● Work ongoing with IT to onboard all remaining contractors on to the 

system (new contractors will be on the system from day one)
● Recently went live with ‘one job at a time’ for plumbers which improves 

efficiency and responsiveness 
○ roll out planned for other trades

● Scoping and requirement gathering underway for integrated housing IT 
systems and will be going out to tender shortly.

● Priority area to procure a data and information management system
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Contract Management

● Improved management and performance of contractors:
○ Onboarding all contractors to Repairs Hub will further improve 

visibility and management of contractor performance.
○ Expanded supply chain with onboarding of specialist contractors, 

particularly to support our approach to damp and mould.
○ Regular contractor performance management meetings, review of 

suite of reporting data and information.
○ Added Quantity Surveyors and audit team function to the 

commercial and contracts team to scrutinise contractor and DLO 
performance

● Re-tendering of DLO support contract with 4 contractors                 
rather than one
○ 2 large / 2 small
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Disrepair & Alternative Dispute Resolution (ADR)

● The overall number of disrepair cases continues to increase as is the case 
across London (current position 1,100) but over the last 6 months we have 
seen the trend of new cases reducing. 

● More cases are being completed and closed with 3 times more cases 
closed / completed in the last 12 months than the previous 12 months.  
The ADR approach will make a significant positive impact.

● We are expanding the resources of the legal disrepair and ADR team to 
resolve a higher number of cases more quickly.

● The ADR approach has fully resolved 92 cases so far, with repairs 
completed much more quickly, and the resident receiving 100%                
of any compensation.
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Disrepair & Alternative Dispute Resolution (ADR)

● Breakdown of spend on disrepair cases since November 2022, compared 
to previous six months - 
○ Repair costs - to be confirmed at the meeting
○ Compensation - to be confirmed at the meeting
○ Legal fees - to be confirmed at the meeting

● It was expected that spend would increased as more cases are completed, 
however there are significant savings for cases completed via ADR instead 
of legal disrepair.
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Customer Care
● Complaint numbers have continued to increase however our time to respond 

has reduced (we do not break complaints by issue)*:
○ 2021/22 - 672 complaints / 19.15 average days to respond 
○ 2022/23 - 1323 complaints / 13.50 average days to respond
○ 2023/24 (to date) 832 complaints / 14.78 average days to respond 

● We have had a 27% increase in stage 1 responses being provided on target 
compared to 2021/22 and an 11% increase compared to 2022/23.

● So far this year only around 1% of DLO reactive repairs have turned into stage 
1 complaints.
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Annual STAR Resident Satisfaction Survey
Measure 2023/24 2022/23

Overall Satisfaction 59% 52%

Satisfaction with overall repairs service in the last 12 months 63% 58%

Satisfaction with time taken to complete the most recent repair 60% 52%

Satisfaction that home is well maintained 61% 53%

Satisfaction that home is safe 63% 58%

Satisfaction that landlord listens to views and acts on them 54% 44%

Satisfaction that landlord keeps tenants informed about things that matter 71% 56%

Agreement that landlord treats tenants fairly and with respect 70% 61%

Satisfaction with landlords approach to handling complaints 28% 26%

Satisfaction landlord keeps communal areas clean and well maintained 62% 59%

Satisfaction landlord makes a positive contribution to neighbourhood 69% 56%
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Repair Call - Key Statistics  

● Demand reduced by 6% - 1,152 calls less in Oct 23 compared to Oct 22
● However, we have seen a seasonal increase in the volume of calls by 46% 

from Sept 23 - Oct 23. (18,930 calls received in total)
● Average call volumes 4,400 per week
● Call demand is 15-20% higher than pre-pandemic volumes. 
● 9% increase in routine repair calls answered - 74% Oct 22 / 83% Oct 23
● 7% increase in emergency calls answered - 87% Oct 22 / 94% Oct 23
● 47% improvement in wait time for routine repair calls - 17 mins / 9 mins
● 50% improvement in wait time for emergency calls - 6 mins / 3 mins
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Questions and Discussion
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