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Tenant and Leaseholder Annual Report 2017/18

This latest annual report lets you know how 
Harlow Council’s Housing Service performed 
in 2017/18. Our top priority continues to be 
more and better housing - generally that is 
affordable.

It has been another year of challenges, 
with increased Government directives and 
legislation and fewer resources to tackle local 
priorities. However, your housing service 
continues to report strong performance overall. 
A major achievement in 2017/18 included 
the one year anniversary since the transfer 
of repairs and environmental maintenance 
services from Kier Harlow Ltd to the new Local 
Authority Trading Company, HTS (Property 
and Environment) Ltd. This company started 
running services from 1 February 2017 and 
continues to flourish and perform exceptionally.

In 2013, the Council started its ambitious five 
year housing investment programme designed 
to bring all homes up to the Government`s 
Decent Homes Standard. This standard was 
met in 2015, however, the current programme 
ceases in 2018/19 and there is a requirement 
to review future plans with expected reduced 
resources and changing national priorities. 
To date the programme has improved around 
8500 homes with 48,200 improvements, which 
illustrates the ambition and scale of delivery in 
helping to transform Council housing in Harlow.

These priorities included replacement of 
kitchens and bathrooms, installation of energy 
efficiency schemes, replacement of electrical 
wiring, replacement of district heating systems 
and carrying out external improvement works. 

In 2017/18, The Council has also:
• Continued strong performance collecting rent 

and service charges, turning round empty 
properties and repairing your homes. 

• Helped residents manage their financial 
circumstances by raising awareness of the 
support on offer, working with agencies in 
understanding and managing the impact of 
Universal Credit.

• Celebrated, for the fourth year, the 
partnership with Essex County Council and 
Maorcourt Homecare to provide extra care 
housing at Sumners Farm Close for the 
elderly and vulnerable.

• Achieved a national accreditation award for 
our Careline scheme which offers security to 
our most vulnerable residents

The housing service is regulated by the 
Homes and Communities Agency (HCA) 
which focuses on ensuring all regulatory and 
statutory requirements are met according to the 
HCA Regulatory Framework. This regulatory 
environment has been in place since 1 April 
2012, and is currently being reviewed following 
the tragic fire at Grenfell Tower in London. 

The Council reviews its fire risk assessments 
annually, identifying short, medium and long-
term priorities. Residents will continue to be 
updated on what national changes mean for 
housing in Harlow. 

Having less resources to meet our priorities will 
remain and therefore the Council will continue 
to plan ahead. The priorities for housing and 
what is important locally are:
• Making more housing available in Harlow, 

with a wider choice of  housing types which 
are genuinely affordable.

• Tackling the growing need for Supported 
Housing.

• Helping to improve choices for those in 
housing need.

• Improving residents’ health and wellbeing by 
improving housing conditions

•  Improving housing standards with energy 
efficient, modern home facilities, tackling 
local priorities and statutory requirements.

Councillor Mark Wilkinson
Portfolio Holder for Housing, 
Harlow Council
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Welcome to your ninth 
Housing Annual Report 
from Harlow Council 
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Involvement
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How did we do in 2017/18?
The Council continues to work together with tenant 
representatives on crucial projects and gather 
their feedback when making important decisions.

These projects include monitoring progress of 
the Modern Homes Programme, monitoring how 
money is spent on housing, helping to improve 
working practices in line with Government 
changes and helping to inspect empty homes 
before they are re-let.

Housing Services continues to strive to improve 
tenant satisfaction. Harlow Council’s independent 
biennial survey showed that overall tenant 
satisfaction was 74% in 2014, increasing to 88% 
in 2017 (BMG Independent Survey).

What is a Local Offer?
Local Offers are an initiative introduced as part of 
the Housing Regulator’s regulatory regime and 
assist Housing Providers to tailor their services to 
meet local priorities and needs. 

Local offers for involvement
• To continue to use the tenant and leaseholder 

engagement strategy to allow tenants and 
leaseholders to examine Harlow Council’s 
performance. This will improve communication 
and increase involvement in decision making.

• To continue to provide easy to understand 
information for tenants and leaseholders, 
which promotes awareness of Housing 
Services and provides opportunities to become 
involved, through participating and providing 
feedback on future services.

• To continue to increase the number of involved 
residents, especially people from hard-to- 
reach groups.

• To continue to improve performance 
and satisfaction levels for involvement 
by establishing a successful tenant and 
leaseholder engagement model.

• To continue to include residents on the 
Housing Standards Board, a body that is linked 
to the Council’s decision-making structure.

• To continue to run an annual training 
programme for interested tenants and 
leaseholders to gain a good understanding of 
the current and future challenges being faced 
by the Council.

Our plans for the future
• Further strengthen tenant and leaseholder 

engagement and awareness through the 
Tenant and Leaseholder Engagement Strategy, 
using social media to build stronger and more 
effective means of communication.

• Continue to publish performance information 
which shows “how well we do” in getting more 
people involved and promoting awareness of 
the Housing Service.

• To continue to implement initiatives to help 
promote how the Council engages with all 
tenants and leaseholders.

• To conduct a biennial Landlord Survey to 
collect feedback from Tenants of how satisfied 
they are with their Housing Services.

Level of complaints for 2017/18
In its role as a Housing Provider with over nine 
thousand properties, each year the Council 
undertakes in excess of 600,000 housing 
transactions.

Complaints: Stage1 Stage2 Stage 3 Total

Housing 246 62 18 326

HTS Housing 368 46 11 425



How did we do in 2017/18?
Between April 2017 and March 2018 the Council 
housed a total of 419 households:

• 177 applicants were home seekers, 166    
were transfers and 76 were homeless.

• 288 of these were placed in general needs 
properties, 62 in supported housing and 69   
in housing association properites.

Types of Antisocial Behaviour Reported:

Critical  - threats to kill, actual bodily harm: 3
Urgent  - violence or threats of violence,    
   drug dealing: 0
Non-urgent  - minor breaches of the tenancy  
  agreement: 227

There were 29 evictions in 2017/18, of which 
26 were due to rent arrears, 2 were due to ASB,   
and 1 was for non-occupation of the property.

Local offers for tenancy
• Provide tenants with options through the 

Choice-Based Lettings scheme.
• Make the best use of housing available 

through our Allocations Policy. Operate a 
clear housing application process including 
decisions and appeals.

• Offer financial incentives and other support to 
tenants wishing to move to a smaller home.

• Visit all new tenants within 21 days of the start 
of their tenancy.

• Assess the type of support needed by new 
tenants and provide relevant advice and 
information.

• Work within the regulatory framework when 
setting our rents.

• Write to all tenants and leaseholders before 
increases in rents and/or service charges.

• Produce a tenant handbook and regularly 
review to provide the information tenants want.

• Assess all new tenants of Sheltered Housing 
within 24 hours of application.

• Offer and issue the most secure form of 
tenancy compatible with housing and the 
sustainability of the community.

• Meet all statutory requirements relating to 
the use of tenancy agreements. Ensuring 
antisocial behaviour and conditions of tenancy 
are managed and investigated in an efficient, 
effective and impartial manner.

• To treat everyone equally - the rights of secure 
and introductory tenants are made as similar 
as possible.

• Publish the rents of properties so that any 
prospective tenants can budget responsibly.

• Provide support to help vulnerable tenants.
• Make sure the Council has all the information 

about rent, service charges and any benefits 
residents may be entitled to when signing their 
tenancy agreement.

• Provide debt advice and make sure that any 
action the Council takes is fair and reasonable.  
Only where there is persistent non-payment 
will the Council proceed with enforcement 
action through the Courts, in line with the ‘can’t 
pay won’t pay’ policy.

Our plans for the future
• We will continue to let our homes in a fair, 

open and efficient manner.
• Maintain good performance in income 

recovery.
• Continue to help tenants manage their 

financial circumstances in line with 
the Welfare Reform Act including the 
implementation of Universal Credit.

• We will seek to collect “Customer Insight” 
information to assist in improving future 
Housing Services.
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Tenancy
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Band Number Band Number

Band 1 156 Band 3 30

Band 2 232 Band 4 1

The total amount of rent 
collected for 2017/18. 99.15%



How did we do in 2017/18? Local offers for leaseholders
• Maintain a focus on controlling costs to 

leaseholders, while achieving and maintaining 
high standards of service.

• Continue to ensure that the major works 
process meets the needs of leaseholders.

• Improve the standard of information supplied to 
leaseholders about major works and monitoring 
communal repairs.

• Continue and improve two-way communication 
with leaseholders through the Standards 
Panels, Leaseholder Forums, Harlow Times 
and other channels of communication.

• Continue to deal with leaseholder enquiries and 
act on their concerns.

• Carry out scrutiny on areas within the Council 
and its subsidiary organisations that affect 
leaseholders.

Our plans for the future
• To continue to improve value for money by 

annually reviewing the management fee, 
making savings where possible.

• To encourage more leaseholders to pay by 
direct debit and increase the 75.09% that 
currently pay by this method.

• To scrutinise the service provided by HTS and 
continue to review customer satisfaction on 
repairs, including communal cleaning.

• To review all Leaseholder information to ensure 
any changes to current legislation is included.
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Leaseholders
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The total amount of annual 
service charge collected for 
2017/18.

75.09% of leaseholders paid by 
direct debit.

9 complaints were received.

18 compliments were received.

72.5% overall satisfaction with the 
Council’s Home Ownership Team.

80% leaseholder satisfaction (being 
kept informed of issues that affect 
them).

30 leaseholders took advantage of the 
Council’s prompt payment discount.

6,783 major works notices were 
served.

152 leaseholders have applied for 
a loan from Harlow Council since the 
introduction of improved payment 
options.

99.63%



Other achievements:
• Customer satisfaction with the 2017/18 

Capital Works: 98%.
• 100% Compliance with the Government’s 

Decent Homes Standard maintained
• Complaints - April 2017 to March 2018: 50  

(14 were at Stages 2 and 3). Actual number  
of tenants involved: 36.

• MP and Councillor enquiries: 18.
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Property

Local offers for property
• Continue to invest in the Modern Homes 

Programme to ensure homes continue to be 
maintained at a decent level.

• Continue to improve the energy efficiency and 
sustainability of Council homes.

• Continue to provide a good service of repair 
and maintenance. Work with contractors and 
residents to improve customer satisfaction.

• Continue to offer appointments for repairs.
• Meet all statutory and regulatory requirements 

for example gas, electricity and water.
• Continue to focus on Environmental Services, 

which include mobile cleaning, street scene, 
caretaking and ground maintenance.

• Continue to ensure all of the Council’s high/low 
rise flat blocks remain safe and that changes 
to regulation requirements for fire safety are 
acted upon. 

Our plans for the future
• Develop a programme of Council house building. 
• The Council’s Modern Homes Programme 

continues to improve the quality of homes and 
ensures all the Council stock complies with the 
Governments Decent Homes Standard.

• The External Works Programme continues to 
deliver a comprehensive range of improvement 
works to properties across Harlow.

• Continue to tackle fuel poverty with an 
ongoing commitment to the energy efficiency 
programme. This includes improving the 
thermal insulation of properties, installation of 
heat meters and refurbishment of all Council 
owned communal and district heating systems.

• Refurbish and redevelop garage sites to 
improve parking and ease congestion within 
estates. Redevelopment of redundant sites, 
and creation of additional off street parking.

• The lift refurbishment programme continues on 
all communal lifts within sheltered housing and 
flat/tower blocks across the town.

• Continued investment and programme of 
improving the quality of Council owned 
temporary accommodation stock.

How did we do in 2017/18?
95.95% Satisfied with repairs

100% Annual gas services completed

94.47% Satisfied with communal repairs

88.14% Satisfied with street cleaning

98.04% Satisfied with ground maintenance
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Kitchens
301

Doors
423

Windows
627

Bathrooms
359

Additional WC
48

Heating 
distribution

106

Gas boilers
280

Electric safety
inspections

727

Council home improvements
Total properties with work completed: 1,938.
Tenants who refused work: 93.

The amount of time taken to 
turn around void properties.16 Days

Repairs 2016/17
Bricklaying        286 Fencing        687 
Garage 
repairs        820 Glazing        690 

Minor 
adaptations        144 Gas 

breakdowns     8,480 

Carpentry     4,079 Plumbing     7,010 
Door entry        144 Plastering        603 
Drainage        838 Roofing     1,917 
Electrical     4,008 Total 29,706
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How did we do in 2017/18? 
Local offers for finance
•  Continue to improve services and ensure 

value for money by learning from other 
housing providers and developing ways of 
comparing performance.

• Carry out a quarterly progress review on the 
Council’s performance.

• Continue to provide an annual report to 
tenants and leaseholders.

• Continue to provide information for tenants 
and leaseholders in Harlow Times.

Our plans for the future
• Continue to monitor the quarterly 

performance and financial housing reports 
at the Housing Standards Board with tenant 
and leaseholder representatives.

• To continue monitoring the Housing Revenue 
Account Business Plan to ensure it is       
sustainable and fit for purpose.

Expenditure 2017/18            £000’s 
General management  11,112 
Special management  6,788
Repairs inc. insurance appropriations  9,907
Rents rates taxes and other charges  110
Provision for bad and doubtful debts  85
Supporting people transitional arrangements  5
Major repairs reserve (net depreciation)  11,801
Interest charges  6,779
Debt management expenses  17
Revenue contribution to Capital Expenditure  1,503
  48,107

Income
Dwelling rents  43,884
Garage rents  988
Other rents    62
Charges for services and facilities  4,214
Interest receivable    88
 49,236

Balance in hand at 1 April 2018  12,975
Surplus / (deficit) for year  1,129
Balance in hand at 31 March 2018  14,104

HRA year-end figures
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Your feedback is always welcome. Please complete the form below and return it to 
Zulfi Kiani-Mackintosh, Community Engagement Co-ordinator, Harlow Council, Civic Centre, 
The Water Gardens, Harlow, Essex CM20 1WG. 

Alternatively, you can call Zulfi on 01279 446330. fill in an online feedback form at: 
www.harlow.gov.uk/tenant-leaseholder-annual-report. This document is also available in large print.

Did you find the information in this annual report useful?   	Yes    	No

Do you like the way it is presented?     	Yes    	No

What would you like to see next year? 	More information about how Housing Services is performing

 	More comments from tenants and leaseholders

 	Comparisons with other Councils/Housing Associations

 	Different layout

What did you find useful? 

What would you like to see next year?
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Give us your feedback...




