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Housing Association Inspections 
The Audit Commission is an independent body responsible for ensuring that public money 
is spent economically, efficiently and effectively and delivers high quality local services for 
the public.  

Within the Audit Commission, the Housing Inspectorate inspects and monitors the 
performance of a number of bodies and services. These include local authority housing 
departments, local authorities administering Supporting People programmes, arms length 
management organisations and housing associations. Our key lines of enquiry (KLOEs) 
set out the main issues which we consider when forming our judgements on the quality of 
services. The KLOEs can be found on the Audit Commission’s website at  
www.audit-commission.gov.uk/housing.  

For housing associations our inspection role and remit is set out in sections 41(A) and 
41(B) of the Audit Commission Act 1998 (as amended by section 109 of the Local 
Government Act 2003), and is in line with the Audit Commission’s strategic regulation 
principles. In broad terms, these principles look to minimise the burden of regulation while 
maximising its impact. To meet these principles this inspection: 

• is proportionate to risk and the performance of the association; 
• judges the quality of the service for service users and the value for money of the 

service; 
• promotes further improvements in the service; and 
• has cost no more than is necessary to safeguard the public interest. 

We are committed to working in partnership with other regulators, and the Audit 
Commission and the Housing Corporation are working together to improve the 
performance and efficiency of housing associations. Our shared objectives are to ensure 
that associations provide services for the diverse range of customers in their areas of 
operation, high standards of customer services and access, and value for money for both 
customers and the taxpayer. 

The Housing Corporation is the statutory body which regulates housing associations to 
ensure that they are well governed, well managed and financially viable, as set out in its 
Regulatory Code. Its lead regulation staff work with housing inspectors to ensure that there 
is adequate information provided for the inspection and that the inspected body 
implements recommendations in the inspection report. The overall findings of the 
inspection are also used to inform the Housing Corporation Assessment (HCA) which 
determines eligibility for further public investment and may influence the Housing 
Association’s future business prospects. 
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Summary 
1 Residents have above average satisfaction and benefit from local estate offices, good 

quality literature, opportunities for involvement and community services. The 
organisation is committed to diversity with strategies in place and useful actions taken. 
It is working with hard to reach residents, helping vulnerable residents and responding 
effectively to domestic violence.  

2 Eastend Homes carries out major works to timetable and to a high standard with 
resident input. The Association maintains and decorates communal areas effectively 
and maintains mechanical and electrical equipment well. Customers can access the 
responsive repairs service easily and satisfaction with repairs is high. Void properties 
are relet quickly, gas servicing is strong and aids and adaptations are carried out on 
target with a high level of satisfaction. 

3 Rent arrears collection is strong and eviction levels are low. Estates are clean and well 
managed with robust inspections leading to high levels of satisfaction. Eastend Homes 
makes use of regular benchmarking exercises and has introduced effective initiatives 
that are improving overall efficiency. It is working well with partners to lever in 
resources from development opportunities to invest in its homes. 

4 Eastend Homes has improved performance across a range of services while setting up 
and expanding a new organisation. Residents believe the service is better, 
performance indicators are going in the right direction and value for money is 
improving. Ambitious and coordinated strategies and plans are strengthened by clear 
values and the involvement of staff and residents. Processes are in place for Eastend 
Homes to learn and improve.  

5 Leadership is strong and improved by resident involvement. A culture of improvement, 
positive morale and effective human resource management are improving the output of 
staff.  

6 However office opening hours are limited, satisfaction surveys are not always in line 
with good practice and some temporary offices do not comply with the Disability 
Discrimination Act. Translation needs are addressed but not in a proactive way, 
Eastend Homes only knows the profile of half of its residents and does not have the 
systems to make full use of the information that it has.  

7 The asset management strategy is not comprehensive and the speed of repairs is only 
average. Satisfaction with void properties is not high, service charge calculations for 
tenants do not represent actual costs and the collection of former tenant arrears and 
leaseholder service charges is improving but still not satisfactory. The association has 
only developed a strategic approach to value for money recently, does not explain the 
costs of services to residents and does not run some areas of the service efficiently.  

8 The association has been slow to bring about consistency in standards, lacks long 
term plans and some performance indicators are misleading and action plans are not 
all SMART1. 

 
1  Specific, Measurable, Agreed, Realistic and Time-bound 
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Scoring the service 
9 We have assessed Eastend Homes as providing a ‘good’ two-star service that has 

promising prospects for improvement. Our judgements are based on the evidence 
obtained during the inspection and are outlined below. 

Figure 1 Scoring chart2 
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10 We found the service to be good because it has a range of strengths including: 

• Eastend Homes has high or above average levels of satisfaction in most areas, 
well-used local offices, good quality literature and opportunities for involvement and 
community services;  

• the organisation is committed to diversity with strategies in place and useful actions 
taken. It is working with hard to reach residents, helping vulnerable residents and 
responding effectively to domestic violence;  

• Eastend Homes carries out major works to timetable and to a high standard with 
resident input. The Association maintains and decorates communal areas 
effectively and maintains mechanical and electrical equipment well. Customers can 
access the responsive repairs service easily and satisfaction is high. Void 
properties are relet fast, gas servicing is strong and aids and adaptations are 
carried out on target with a high level of satisfaction. 

• rent arrears collection is strong and eviction levels are low;  
 
2  The scoring chart displays performance in two dimensions. The horizontal axis shows how good the service or function 

is now, on a scale ranging from no stars for a service that is poor (at the left-hand end) to three stars for an excellent 
service (right-hand end). The vertical axis shows the improvement prospects of the service, also on a four-point scale. 



Scoring the service 

 

Eastend Homes  6
 

• estates are clean and well managed with robust inspections leading to high levels 
of satisfaction; and 

• Eastend Homes makes use of regular benchmarking exercises and has introduced 
effective initiatives that are improving overall efficiency. It is working well with 
partners to lever in resources from development to invest in its homes. 

11 However, there are some areas which require improvement. These include: 

• office opening hours are limited and satisfaction surveys are not always in line with 
good practice; 

• some temporary offices do not comply with the Disability Discrimination Act. 
Translation needs are addressed but not in a proactive way. Eastend Homes only 
knows the profile of half of its residents and does not have the systems to make full 
use of the information that it has; 

• the asset management strategy is not comprehensive, the speed of repairs is only 
average and satisfaction with void properties is not high; and 

• service charge calculations for tenants do not represent actual costs and the 
collection of former tenant arrears and leaseholder service charges is weak. The 
association has only developed a strategic approach to value for money recently, 
does not explain the costs of services to residents and does not run some areas of 
the service efficiently.  

12 The service has promising prospects for improvement because: 

• Eastend Homes has successfully improved performance across a range of 
services while setting up and expanding a new organisation. Residents believe 
services have improved, performance indicators are going in the right direction and 
value for money is improving. Ambitious and coordinated strategies and plans are 
strengthened by clear values and the involvement of staff and residents. Processes 
are in place for Eastend Homes to learn and improve; and  

• leadership is strong and improved by resident involvement. A culture of 
improvement, positive morale and effective HR management are improving the 
output of staff.  

13 However, there are barriers to improvement. These include: 

• the association has been slow to achieve consistency in standards and lacks long 
term plans, some performance indicators are misleading and action plans are not 
all SMART3. 

 
3  Specific, Measurable, Agreed, Realistic and Time-bound 
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Recommendations 
14 To rise to the challenge of continuous improvement, organisations need inspection 

reports that offer practical pointers for improvement. Our recommendations identify the 
expected benefits for both local people and the organisation. In addition, we identify 
the approximate costs4 and indicate the priority we place on each recommendation and 
key dates for delivering these where they are considered appropriate. In this context, 
the inspection team recommends that the Association shares the findings of this report 
with tenants and board members, and addresses all weaknesses identified in the 
report. Associations forming part of a group structure should share the lessons and 
findings of the report amongst the wider group. The inspection team makes the 
following recommendations. 

 
Recommendation 
R1 Improve services to residents with vulnerabilities and communication challenges 

by: 
•  complying with the Disability Discrimination Act; 
•  completing the profile of residents so that their needs are known; and 
•  developing systems to collate and use this information to meet the needs of 

residents. 

The expected benefits of this recommendation are: 

• all residents will be able to access offices; 
• residents who need alternative formats of communication will receive 

communications they can use; and 
• better use can be made of information about groups of residents to improve 

services. 

The implementation of this recommendation will have high medium impact with low 
costs. This should be implemented within 18 months. 

 
4  Low cost is defined as less than 1 per cent of the annual service cost, medium cost is between 1 and 5 per cent and 

high cost is over 5 per cent. 
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Recommendation 
R2 Ensure that properties and estates will be fit for purpose in the long term by: 

•  reviewing the asset management strategy to address wider community and 
social issues; and 

•  developing plans for the organisation and the estates that look beyond the 
immediate regeneration and achievement of decent homes.  

The expected benefits of this recommendation are: 

• a better understanding of challenges facing different estates; and 
• the opportunity for residents to be involved in the long term improvement of their 

estates and neighbourhoods. 

The implementation of this recommendation will have medium impact with low costs. 
This should be implemented within 18 months. 

 
Recommendation 
R3 Improve value for money and accountability to residents by:  

•  analysing costs closely; 
•  assessing the costs of running estate based offices and other services where 

costs are high; and 
•  reporting to residents on the cost on the costs of these service areas and 

alternative options for service provision. 

The expected benefits of this recommendation are: 

• a clearer understanding of costs; 
• greater accountability to residents; and 
• providing options to residents to release resources to other service areas.  

The implementation of this recommendation will have potentially high impact with low 
costs. This should be implemented within 18 months. 
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Recommendation 
R4 Improve the service to leaseholders by:  

•  training frontline staff in leaseholder issues and concerns; 
•  improve service charge collection rates to bring them into line with the top 

performers in this area; and 
•  improve benchmarking on leaseholder issues such as service charge collection. 

The expected benefits of this recommendation are: 

• a better day to day service for leaseholders seeking help from estate offices; 
• improved cash revenue from leaseholders enabling a better service for those who 

pay their charges; and 
• improved systems learnt by identifying and learning from the best performers in 

providing a leasehold service.  

The implementation of this recommendation will have potentially high impact with low 
costs. This should be implemented within 18 months. 

 
Recommendation 
R5 Make good use of this inspection report by: 

•  addressing all other weaknesses in the report in such a way that the benefits 
outweigh the costs; and 

•  sharing the findings of the report with tenants and Board members. 
 

15 We would like to thank the staff of Eastend Homes who made us welcome and who 
met our requests efficiently and courteously. 

Dates of inspection: 13 to 17 October 2008 

 

Regional contact details 
Audit Commission 

1st Floor 

Millbank Tower 

Millbank 

London SW1P 4HQ 

Telephone: 0207 828 1212 

Fax: 0207 976 6187 

www.audit-commission.gov.uk 
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Report 
The service 

The locality 
16 Eastend Homes estates are located across the London Borough of Tower Hamlets; 

with clusters of estates at Mile End, the Isle of Dogs, in Shadwell and Wapping and on 
the fringe of the City of London near Spitalfields. 

17 Tower Hamlets is the one of the most ethnically diverse areas in the country. The area 
has a majority of black and minority ethnic (BME) residents, mainly Bangladeshi and 
Somali. It also has a rapidly growing Eastern European population. 

18 It is also one of the most deprived boroughs in England. Fifty-seven per cent of 
residents are classed as ‘poor’, with over half of primary and secondary children 
claiming free school meals. Tuberculosis and mental health problems in Tower 
Hamlets are higher than the London average. The proportion of young people is high 
with 22.9 per cent of the population under 16 years old compared with 19.5 per cent for 
inner London as a whole.5 

The service 
19 Eastend Homes is a new organisation set up through Tower Hamlet's stock transfer 

programme. The programme aimed to enable tenants to select and develop transfer 
proposals with a housing association of their choice. The Association's current stock 
totals 3,526 homes of which 2,096 are rented and 1,430 leased. 

20 Between May 2004 and July 2006, Eastend Homes was involved in eight stock 
transfer ballots. Six of the ballots resulted in positive votes for transfer, five of these 
subsequently proceeding to transfer. The Housing Corporation registered the 
Association as an RSL in January 2005 and it received its first transfer of housing 
stock - the Mile End East estates - in April 2005. The most recent transfer was the 
Glamis Estate in October 2007. 

21 Partnership with a developer has enabled Eastend Homes to undertake a regeneration 
programme of over £25m on the British Street Estate without any grant or gap funding 
from the Government. The Association is working to develop new and replacement 
housing on all its estates as part of an improvement and regeneration programme. 

22 Eighty-three commercial properties were included in the transfers, over 40 of which are 
within the Petticoat Lane market area.  

23 The board consists of 18 board positions. Of these, two are local authority 
representatives, eight are independent members and eight are resident members. 
There are currently 15 board members and three vacancies, to which the board is 
recruiting. 

 
5  2001 Census 
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How good is the service? 
What has the service aimed to achieve? 
24 Eastend Homes has a mission statement which is:  

‘to provide a local housing service which is efficient, gives value for 
money and meets the needs, priorities and aspirations of all residents. 

25 The Eastend Homes Corporate Plan is set within the key themes of the Community 
Plan adopted by the Tower Hamlets Partnership. These comprise: 

• providing a better place for living safely; 
• providing a better place for living well; 
• creating and sharing prosperity; 
• providing a better place for learning achievement and leisure; and 
• providing excellent public services. 

Is the service meeting the needs of the local community and users? 

Access and customer care 
26 Strengths outweigh weaknesses in this area. Residents are satisfied with the service 

and appreciate having a neighbourhood office. They have many ways of being 
involved and influencing services. Communications work well, residents benefit from 
extra services such as low cost home insurance, help with employment and access to 
community buildings. However monitoring of services is too new to have an impact, 
staff lack training in leaseholder issues and communications with contractors is not 
reliable. 

27 Resident satisfaction with services is higher than average. The latest survey in 2008 
shows that 73 per cent of tenants are satisfied with the overall service. This compares 
with Ipsos-Mori’s housing frontiers predictive score of 63 per cent and a London 
housing association average of 70 per cent. Residents we spoke to all told us of 
improvements and despite specific issues raised were pleased overall with the service, 
regarding it as an improvement on the service they received before the transfer.  

28 The service is easy to access with five neighbourhood offices, a high number for 2,500 
residents within one local authority area. Residents make good use of the local offices; 
a survey shows that over half of residents last contacted Eastend Homes by visiting 
their local office. The localised offices make it easier for services to be tailored to the 
specific needs of the local residents and the distinctive stock they occupy. This results 
in a personalised and responsive service for day-to-day services and major works. 
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29 Access to services does have limitations. The local offices are only open from 9:00 to 
12:00 and 14:00 to 16:30 with a telephone service from 9:00 to 5:00. Not all local 
offices provide full services; rents, lettings and leaseholder service are only available 
by appointment from most offices. However the service standard does offer residents 
out of hours visits to their homes. The service is not easy to access out of office hours. 

30 Residents benefit from opportunities to be involved with the Association and influence 
decision making. Eastend Homes has strong formal tenant involvement as part of the 
governance arrangements. Each of the five estate areas elects its own estate board by 
postal ballot. That Board then elects members on to the main board. Key papers go to 
the estate boards and the main board delegates some budgets and decision making 
down to estate board level. Eastend Homes involves residents in checking all 
customer facing publications. Residents can choose from various ways of being 
involved including selecting contractors. Several service improvements have resulted 
from resident initiatives and the service is responsive to residents' needs. 

31 Performance standards are clear and comprehensive. A service standard leaflet sets 
out about 130 standards covering all areas of the service. The leaflet outlines 
standards for both tenants and leaseholders, providing clarity for the different sets of 
residents. The organisation consulted residents on the standard but is not telling them 
whether it is meeting the standards. The standard for replying to letters is complicated 
and not challenging, however it is met 99 per cent of the time. 

32 Eastend Homes produces high quality literature and information. Residents have 
reviewed standard rent arrears letters, the rent statement and recent leaflets and the 
Plain English Campaign have then checked and simplified the language used. All 
estates have well-used notice boards. The handbook is clear and comprehensive while 
quarterly newsletters are engaging, colourful and informative and supplemented by 
estate based newsletters. The website is reasonable for the size of the organisation; it 
is attractive and easy to navigate with a browse aloud facility. Policies and leaflets can 
be downloaded along with information on the major works plans for each block. The 
website has limitations. Information available is not comprehensive, in particular 
around resident involvement activities and only one line of information is available in 
community languages. Residents can understand what to expect and how to access 
services thanks to the information provided. 

33 Tenants have available a low-cost contents insurance. Tenants over 60 can pay as 
little as £48 a year while other tenants can pay a minimum of £78 per year. The first 
three months is free to all new tenants and payment is rolled up with the rent. However 
only 140 tenants are taking advantage of this. This provides value for money and 
convenience for tenants, and residents and the landlord can avoid problems caused by 
floods and theft by using the scheme. 
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34 Eastend Homes effectively promotes community development. Residents benefit from 
the 14 community buildings the Association owns. The community uses these for 
English classes, youth clubs, homework clubs, keep fit and 20 other activities. In 
addition, the organisation uses them to produce income. Twenty-six local residents 
have been helped to enter the job market through Eastend Homes' support and 
Eastend Homes is rolling out further plans to help residents to progress vocational 
training schemes at Eastend Homes’ sites. This is free and Eastend Homes is 
contributing to the ‘back into work’ support for tenants who successfully get jobs. 
Community health, skills and job prospects are being improved by the Association.  

35 Eastend Homes offers residents settling in visits within four weeks of the start of 
tenancy. Three quarters of new residents have benefited from these visits which help 
them understand the service and their obligations and deal with benefits issues. The 
Association also uses the visits to identify vulnerable tenants and put in place support 
to enable them to maintain their tenancies. 

36 Complaints handling is adequate. The complaints leaflet is clear and easy to follow and 
Eastend Homes responds to 90 per cent of complaints correspondence within target 
times, most of which are well written. The Housing Management Team considers the 
learning outcomes from each complaint as a standard agenda item. However the 
complaints process is long with four stages. It is also potentially confusing as the first 
formal stage has no number and the second stage is called stage one. Eastend 
Homes has started to monitor satisfaction, but the level of response is currently too low 
to draw any conclusions. The approach to compensation for service failures is not 
clear with no guidance in the compensation policy and no ongoing record of payments 
to guide future decisions. However complaints are being resolved and lessons learnt.  

37 The service lacks mystery shopping and phone monitoring to assess service quality 
and drive improvements. Eastend Homes has started work on both of these, however 
the results are too few and recent to be of any use yet. As a result, the Association 
does not have comprehensive information on its customer services. 

38 Housing Officers lack leasehold training. Although the leasehold manager does attend 
team meetings, and leasehold officers deal with more complex issues, housing officers 
are the main point of contact for leaseholders. Frontline staff spend a large minority of 
their time dealing with leaseholders and the lack of dedicated training will compromise 
their capacity to deliver effective services. 

39 The standards of service offered by offices is not consistent. Residents report 
inconsistent standards in phone answering and other services between different 
offices. Issues include speed of answering the phone, opening on time and cover for 
absent colleagues. As a result, residents are not confident they will receive equitable 
services.  

40 Communication with contractors is not always easy and reliable. Residents say that 
both major repair and routine repair contractors are not easy to contact. Residents also 
said that communications between contractors and Eastend Homes has not always 
worked well, with messages not being passed between the different parties. This 
results in delays and frustration for residents.  
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Diversity 
41 Strengths and weaknesses are in balance. Eastend Homes shows a commitment to 

diversity leading to improvements in services for diverse and vulnerable residents. The 
organisation is giving a voice to hard to reach residents. However some offices are 
temporary and do not comply with the Disability Discrimination Act, Eastend Homes 
only has demographic and vulnerability data for half of the residents and is not making 
full use of the information that it does have.  

42 Eastend Homes committed to addressing and improving issues around diversity. 

• Strategies and actions have been put in place for different strands of diversity and 
a useful Equality and Diversity Strategic Framework oversees the ten strategies, 
policies and schemes that promote equality and diversity. 

• The Chief Executive chairs the Disability Forum, and Job Centre Plus has awarded 
the Association the 'two ticks positive about disabled people' symbol in response to 
positive practices in employment. 

• Eastend Homes shows commitment to valuing gay and lesbian staff by applying for 
accreditation from Stonewall and appointing a champion for this area of work. 

• Eastend Homes is recruiting a workforce that is more representative of the 
community it serves and now has 42 per cent black and minority ethnic (BME) 
employees. 

• The Association has the required equality schemes in place and complies with the 
CRE Code of Practice on Racial Equality in Housing. 

43 By showing a clear and effective lead the organisation is producing a positive culture in 
addressing diversity and taking suitable steps to helping disadvantaged residents. 

44 An effective vulnerability strategy and a positive culture are leading to practical steps to 
help vulnerable and disabled residents. Staff can signpost residents to support 
agencies easily with an informative and well laid out list of over 200 organisations. 
Vulnerability champions within each section have been trained on referral 
mechanisms; they help staff access support from these agencies. Staff help individual 
residents, for example caretakers who look after a garden or a manager who drops by 
to read to a tenant. The Christchurch estate had the major works brought forward by 
12 months because of the number of older people who were suffering from draughts 
and cold. 

45 Staff have taken successful steps to reach hard to reach residents. For example, 
Eastend Homes has set up a Bangladeshi women’s group. Directors also meet with 
two separate Muslim community groups and a mixed gender Bangladeshi group. The 
aim is to bring them into formal structures and involve them in activities like Equality 
Impact Assessments. Services are already improving because of suggestions from 
these groups. 

46 The organisation shows sensitivity to cultural issues. For example, major works take 
into account religious festivals, so that improvement works respect and are more 
accepted by all sections of the community. 
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47 An innovative and effective scheme has been introduced to check the well-being of 
residents who are potentially at risk. The ‘safe and well’ strategy offers support for 
older and vulnerable residents. This well advertised scheme offers residents regular 
contact. Residents can choose how often they would like staff to contact them, and a 
member of staff will ring them if there has been no contact for this length of time. Forty 
residents benefit from this scheme that both provides peace of mind and has led to 
resolving some practical issues. 

48 Vulnerable tenants benefit from extra repairs services. Under a scheme coordinated by 
the Council and partly funded by Supporting People, Eastend Homes decorates two 
rooms for elderly and disabled tenants every five years. This activity also helps pick up 
additional repair needs. In spring and summer, the organisation will resolve lack of 
heating and hot water within 24 hours for vulnerable residents while other residents 
might have to wait a week. 

49 Eastend Homes responds effectively to reports of domestic violence. The customer 
care leaflet states that third parties can report domestic violence which will help 
increase the number of incidents of domestic violence reported. Our own mystery 
shopping exercise demonstrated a high quality of response to a report of domestic 
violence. As a result, victims of domestic violence can be confident they will receive a 
quick and sensitive response from the Association. 

50 Staff can easily identify and respond to vulnerabilities and language problems where 
the information is known. Eastend Homes records the language and vulnerability 
needs of residents in a consistent format. Ten per cent of residents have been 
identified as having such needs. This is highlighted by a flag that pops up automatically 
in both the rents and the repairs modules so ensuring that staff are aware of key needs 
of vulnerable residents. We found that this worked well, allowing staff take into account 
the needs of individual residents. 

51 Overall the response to translation needs is mixed given the high proportion of Bengali 
speakers. The 15 most important leaflets are translated into Bengali. In addition, a 
useful document provides a list translated into 30 languages of all the available 
leaflets, so non-English reading residents can choose which leaflets they would like to 
read in their own language. Contractors carry translation cards and employ Bengali 
speaking workers. Language line is available and several staff can provide 
interpretation. However although Eastend Homes knows that residents' want 
communications in, for example, Bengali, staff do not send out letters in that language. 
The Association sends out documents in English, with straplines, but does not send 
out any information in the requested language. A significant minority of residents are 
Bengali and do not speak English, but Eastend Homes does not know how many there 
are because of weak information systems. As a result, the Association does not 
proactively inform residents of services in a format they require.  

52 More detailed information on the needs of vulnerable residents or issues of cultural 
sensitivity is not readily available. Staff cannot easily access general information like 
how to respond when somebody stops taking medication or who to contact when they 
stop cleaning their flat or that the tenant always wants visitors to always take off their 
shoes when entering the house. As new staff arrive they will not be able to pick up 
easily on the individual needs and preferences of the residents. 
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53 Eastend Homes has limited profile information on its residents with information only 
available for 55 per cent of the residents. The only information that the London 
Borough of Tower Hamlets transferred over was gender. So Eastend Homes is 
systematically collecting information on the other five diversity strands as well as 
information on vulnerability and language needs. The organisation missed an 
opportunity by not prioritising this earlier and collecting it while re-signing up all the 
tenants when they transferred from the Council. The Association is not able to tailor 
services as effectively due to lack of information.  

54 Not all the local offices are compliant with the requirements of the Disability 
Discrimination Act for access by residents with a disability. One of the five 
neighbourhood offices is not accessible for wheelchair users and another requires 
somebody to open the doors. These are both temporary offices. Although all offices 
have hearing loops, the relevant signs are not always visible. Disabled residents are 
not able to access the service with the same ease as other residents.  

55 The involvement by residents and partner organisations in the disability equality 
scheme has been limited. Eastend Homes approved the scheme in May 2008 and 
consulted on it three months later by presenting it to the Disability Forum who 
welcomed the scheme without comments or amendments. The Tower Hamlets 
Disability Group will be consulted on it in the future. Consultation is key to a successful 
disability scheme and the scheme is less likely to be useful because of the lack of input 
from disabled people. 

56 Eastend Homes has had limited outcomes from working with partners to improve its 
understanding of residents needs and tailoring services for diverse communities. This 
is a weaker part of the Equality & Diversity Policy. The relationship with social services 
in providing help for vulnerable tenants is variable. Eastend Homes has tried to 
address this by developing a relationship with the Council's tenancy support team 
which identifies support partners for tenants. Work with various partners is leading to 
positive outcomes, for example on art and grounds maintenance. However, apart from 
plans to work with the Tower Hamlets Disability Group, this is not focused on 
improving services for diverse communities. 

57 The various action plans are focused more at internal processes than outcomes for 
residents. Eastend Homes is a young organisation and has an understandable focus 
on improving recording and information gathering. However, most of the planned 
actions will have little significant direct benefit for residents.  

Stock investment and asset management 

Capital improvement, planned and cyclical maintenance, major repair works 
58 Strengths outweigh weaknesses. Stock information is fit for purpose and Eastend 

Homes carries out works to plan and to a high standard with resident input. The 
Association maintains and decorates communal areas effectively, maintains 
mechanical and electrical equipment well and controls asbestos adequately. However 
the asset management strategy is not comprehensive and satisfaction surveys are not 
consistent or always in line with good practice. 
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59 Eastend Homes has a robust approach to surveying the condition of its stock given the 
circumstances of phased transfer and major works. The last comprehensive stock 
survey of all the estates is old, dating from 2000 and based on 10 per cent internal and 
100 per cent external sample. However, surveys have been carried out for the Mile 
End and Holland (over half the stock) before starting major works. The survey for the 
rest of the stock is due for completion in early 2009. Staff update the database after 
carrying out works to individual properties. Eastend Homes carried out a separate 
HHSRS survey of its stock, and loaded the information into the main database. This 
shows that 55 additional homes do not meet the Decent Home Standard6. Eastend 
Homes has the information it needs to prioritise and carry out planned and major 
works. 

60 The Association is carrying out Decent Homes and major works quickly and to a high 
standard. So far it has delivered capital works on time and on budget. The proportion 
of decent homes has risen from 29 per cent in 2005/06 to 59 per cent in 2007/08, and 
all homes will reach the Decent Homes Standard by 2010. Residents can check 
progress of the DHS programme on the Eastend Homes website. Most of the tenants 
that we spoke to were happy with the results of major works although there were some 
disappointments with the process. Surveys of one completed estate showed  
97 per cent satisfaction. Our own checks indicated a high quality of completed work. 
Leaseholders have access to the contract work, for wiring, heating systems, new 
kitchens and bathrooms. A few have bought the secure by design door replacements. 
As a result, the Association can be confident that major works are fully benefiting its 
residents.  

61 Eastend Homes involves residents well in major works. A steering group including 
residents developed master plans before the ballot stage. In each phase residents are 
involved in choosing contractors, they have a show flat provided three months before 
contract and they have a visit from the contractor to help them choose their colours, 
tiles, floors, worktops and fittings. A regular open day keeps residents informed and in 
touch and the Estate Management Board checks progress every two months. 
Residents confirmed that the Association had been flexible and listened to their 
concerns and views during the works to their homes. This means that major works are 
reflecting the priorities and aspirations of its residents. 

62 The approach to the maintenance and decoration of communal parts is innovative and 
effective. Many of the blocks were in poor decorative condition at transfer. Providing a 
cyclical decoration programme is not appropriate as all properties are due for major 
works within three or four years of transfer. Eastend Homes employs ‘blitz teams’ 
which are specialist teams which carry out a deep clean, repaint and apply an  
anti-graffiti surface. The works are completed by priority, according to the condition of 
an area. Eastend Homes uses the teams flexibly to respond to a variety of problems 
quickly. Resident satisfaction with this approach has been high and the work will allow 
the scope of the major works to be reduced. 

 
6  The Decent Homes Standard is set by the government  
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63 Eastend Homes includes ‘secure by design’7 in its major works. All doors fitted are 
validated as safe by design. Eastend Homes has an officer seconded from the 
Metropolitan Police to help with design issues. This will reduce anti-social behaviour 
and crime following major works. 

64 Eastend Homes maintains mechanical and electrical equipment effectively. It has 
appropriate programmes in place, including testing of electrical equipment, fire alarms 
and water installations. The Association monitors lift performance remotely, and 
responds quickly to breakdowns. As a result, the health and safety, and the 
convenience for residents is ensured. 

65 Asbestos is reasonably well controlled. Eastend Homes informs residents of asbestos 
in their homes, gives the contractors a CD every six months containing the asbestos 
register and ensures that staff and contractors are adequately trained. However the 
Association does not tell contractors about asbestos where it is relevant to individual 
repair orders. Information on asbestos is updated as the detailed stock condition 
survey is carried out. Given that contractors are unlikely to inspect the register for 
every order; this is an area of risk. Risks of exposure to asbestos are managed but not 
minimised. 

66 The current asset management strategy is not comprehensive. It is a reasonable 
statement of intent, but does not include up-to-date information or links to other 
strategies. For example there are no links to strategies such as anti-social behaviour, 
no reference to procurement or analysis of value for money and no details about the 
many commercial properties. The appraisal of options is limited. Plans are not 
coordinated which reduces effectiveness and suitable data and information gathering 
processes are not in place. This limits the ability of the Association to plan long term 
maintenance of its stock. 

67 Eastend Homes lacks an integrated database for stock. Aids and adaptations, 
asbestos and gas servicing information are all held on separate databases. Eastend 
Homes plans to set up a comprehensive planned maintenance module during the 
autumn. This means that information held on stock is not fully updated as works 
progress, while updating systems manually takes time and is more likely to cause 
error.  

68 The collection of satisfaction data for major works lacks an effective and standard 
methodology. Different schemes have used different methodologies and achieved 
significantly different return rates. While residents we contacted were satisfied with the 
overall outcomes, the survey results do not accurately reflect some of the frustrations 
residents had with some of the processes. Without consistent systems that follow best 
practice, trends and comparisons between contractors will be unreliable and 
opportunities for improvement missed.  

69 The finishing off and snagging for major works has taken longer than necessary. 
Eastend Homes recognise this problem and are taking steps to address it. Residents' 
enjoyment of new bathrooms and kitchens and their confidence in the Association's 
commitment to quality are compromised by the failure to finish jobs in a timely way and 
to consistent standard. 

 
7  The layout of areas and the use of products that make it harder for crimes to be committed. 
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Responsive repairs 
70 Strengths and weaknesses are in balance. Customers can access the responsive 

repairs service easily and the handyperson service works well. However satisfaction 
rates and speed of repairs are average, systems are not always effective and the out 
of hours service is not value for money. 

71 It is easy for tenants to order and receive repairs. They can order repairs in various 
ways, by telephone, calling in to the local office, by email or on the website. 
Appointments are available in two hour slots when ordering a repair, although for some 
estates this will only come in to place in April 2009. Contractors text residents to 
confirm an appointment on the day of an appointment and phone as they finish the 
previous job. This means that the Association is maximising access, and providing 
repairs at times that are convenient to residents. 

72 The handyperson service works well. Eastend Homes’ data confirms that the 
handyperson service carries out repairs faster than the contractors at a lower cost than 
the schedule of rates and with higher satisfaction from residents.  

73 Tenant satisfaction with repairs is average. An in-house survey is collated from a 
mixture of response slips and telephone calls following repairs. It shows that 93 per 
cent of tenants are satisfied with their most recent repair which is positive. However 
the standard housing association benchmark involves asking all tenants about overall 
satisfaction with repairs services. On this measure 68 per cent are satisfied which is 
average compared with London housing associations.  

74 The speed of repairs performance is mixed. In 2007/08 for all categories of repair 92 or 
93 per cent were completed within the target. For emergency repairs this performance 
was below average but performance is close to average for the other two categories. 
However performance has improved in the six months to September 2008 with  
95 per cent for routine repairs completed on time which is better than average.  

75 The effectiveness of systems is mixed. 

• Eastend Homes has successfully improved repairs carried out on time from  
86 per cent in 2006/07 to 93 per cent in 2008/09.  

• Staff carry out the right level of pre-inspections at about 10 per cent.  
• The level of variations is reducing from 13.8 per cent in 2007/8 to 10.6 per cent in 

the six months to September 2008.  
• However the post inspection repairs process is flawed. The method of generating 

post inspections has contributed to high levels of post inspections running at  
32 per cent in six months to September 2008.  

• Eastend Homes does not monitor some processes well. The 92 per cent figure for 
appointment made and kept is misleading because for some contracts Eastend 
Homes records an appointment as kept unless the tenant contacts to say 
otherwise.  
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• Eastend Homes is trying to measure whether contractors complete repairs right 
first time which is positive and has introduced incentives for contractors. However 
this has not proved effective and there are no signs of improvements to the service 
as a result. 

76 The out-of-hours telephone service does not provide accurate diagnosis of problems or 
value for money. Eastend Homes accept the service does not provide value and is 
changing the supplier. Contractors find the present supplier does not put enough effort 
into diagnosis and that many of the calls are not genuine emergencies. Although 
Eastend Homes plans to replace this service, the current system leads to wasted time 
and resources.  

Void repairs 
77 Strengths outweigh weaknesses because although the quality of voids is not high the 

turn around time is very positive.  

78 Eastend Homes relets properties quickly, turning around empty properties in an 
average of at 21.2 days in the six months to September 2008. Effective management 
performance has improved void turn around from 38 days in 2006/07 and 25 days in 
2007/08. The organisation sets challenging targets for contractors, monitors closely, 
has set up a specialist lettings team and multiple viewings. A new incentive scheme is 
starting to address the low level of pre-termination visits and interviews. The 
Association is saving money and meeting the housing needs of more households. 

79 The quality of void properties is not high. Many tenants are not satisfied; only  
53 per cent registered satisfaction with the condition of their home in 2007/08 falling to 
50 per cent for the six months to September 2008. This is in contrast to satisfaction 
with information provided at the viewing and the handling of the viewing where 
satisfaction is closer to 100 per cent.  

80 The approach to decorating voids and providing decoration allowance is neither clear 
nor consistent. Staff are not clear of the procedure, for example whether all older 
people can have the property decorated for them. The guidelines for the allowance 
given is not clear either leaving it to the housing officer's discretion, which may create 
inconsistencies in the service offered.  

Gas servicing 
81 Gas servicing is an area of strength. The annual servicing is done on time, tenant 

satisfaction is high and Eastend Homes carries out effective measures to help gain 
access. However, Eastend Homes does not gear the timing of gas service 
appointments towards ease of access. 

82 Performance with gas servicing is strong as 99.5 per cent of tenants have a valid gas 
safety certificate. Of the seven properties without an up-to-date certificate, only one is 
more than six weeks beyond the servicing deadline. This means that residents can be 
confident that the Association is taking appropriate steps to ensure their safety. 

83 Tenant satisfaction with the gas servicing is positive. In six months to September 2008, 
98 per cent of the 128 tenants who responded to the survey declared themselves 
satisfied. This is up from 93 per cent in 2007/08.  
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84 Eastend Homes takes effective measures to increase access to homes to carry out 
gas servicing, including: 

• fitting time-limiting gas appliance protectors in void properties and properties where 
getting access has been difficult; 

• involving Housing Officers in resolving problems with access and using a pop-up 
flag on screens to inform staff when an access problem arises; 

• offering tenants appointments for Saturdays between 9:00am and 1:00pm and up 
to 7:00pm during the week, and at other times in exceptional cases;  

• putting an advert on a local Muslim radio station to encourage tenants to give 
access; and 

• offering vulnerable tenants suitable support in having their gas appliances 
serviced. 

85 Eastend Homes takes appropriate steps to check the service. Staff who have been 
accredited check a proportion of the gas servicing carried out by the contractors. The 
Association commissioned CORGI8 to carry out a gas safety management audit which 
reported in August 2008. The organisation has responded quickly to the 
recommendations, rewriting and implementing new procedures. It now carries out gas 
servicing within three days of a mutual exchange. The service meets all reasonable 
safety requirements. 

86 Eastend Homes does not link the timing of gas servicing to knowledge on how easy 
access is. The association aims to carry out all gas servicing ten months after the last 
service. Eastend Homes knows many tenants that it can be confident will grant access 
quickly and easily and it is not value for money to have these properties serviced early.  

Aids and adaptation 
87 Strengths outweigh weaknesses in aids and adaptations. Eastend Homes carries out 

minor works quickly, assesses needs properly and carries out adaptations as part of 
major works where possible. Resident satisfaction is high. However the association 
does not measure and prioritise major works well. 

88 Eastend Homes carries out minor adaptations quickly. The target to complete all minor 
adaptations is 28 days. This target was met for 96 per cent of works in 2007/08 and all 
such works in the six months to September 2008/09.  

89 Satisfaction with aids and adaptations is high. In the 18 months to September 2008,  
18 people out of 29 responded to the satisfaction survey and all of them were satisfied.  

90 Information for tenants on aids and adaptations is reasonable but not comprehensive. 
A leaflet explains to residents what service to expect and the 28-day target for minor 
works. However it gives no timescale for major works. This means that residents may 
not be aware of the service standards they can expect in this area. 

 
8  CORGI is the national watchdog for gas safety in the United Kingdom 
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91 Eastend Homes delivers aids and adaptations well through the major works 
programme. As part of the programme to deliver the Decent Homes Standard, the 
Association employs an Occupational Therapist to identify tenants' needs. Where work 
is urgent it is carried out first and the Disabled Facilities Grant is claimed from the 
Council later. This approach speeds up the assessment, saves money and reduces 
inconvenience for the tenant.   

92 Eastend Homes does not measure and distinguish different types of major aids and 
adaptations in a way that makes satisfactory performance assessment possible. 
Residents are not given any target times for this work. The target of 180 days does not 
distinguish between high priority work and other work. While Eastend Homes meets 
this target, this is not a challenging target for smaller and more urgent cases. Many 
requests for aids and adaptations come through social services. Eastend Homes lacks 
a protocol for recording when these requests are made and so does not know how 
long tenants are waiting from first request to finished product. Eastend Homes cannot 
focus resources according to need and some urgent requests for aids and adaptations 
might be waiting an unreasonably long time.  

Housing income management  
93 Strengths outweigh weaknesses in this area. Rent arrears collection is strong eviction 

levels are low and staff support vulnerable tenants well. Tenants can access debt 
advice and income maximisation and have a comprehensive choice of rent payment 
methods. However service charge calculations for tenants do not represent actual 
costs, tenants cannot pay their first week's rent on time, the collection of former tenant 
arrears is not prioritised and leaseholder service arrears are high.  

94 Eastend Homes is successful at collecting rent arrears. Taken at the week that 
Housing Benefit is paid, rent arrears have reduced from 4.2 per cent in March 2006 to 
3.1 per cent in September 2008. This has been achieved despite the transfer of an 
estate which caused overall arrears to rise by 0.35 per cent. Rent collection at  
year-end has improved from 97 per cent in 2005/06 to 100 per cent in 2007/08. 

95 Eviction levels are low. In 2007/08 it evicted two tenants representing 0.1 per cent of 
all tenants which is in line with the best 25 per cent of housing associations. 

96 Staff take a positive approach to vulnerable tenants in arrears. The procedures give a 
clear definition of vulnerability. Where a tenant is vulnerable and has arrears, staff 
contact them initially by telephone, offer home visits and liaise with other agencies. 
Vulnerable tenants get extra help to resolve their financial difficulties, enabling them to 
sustain their tenancies. 
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97 Tenants can access suitable debt advice and information on income maximisation. 
Eastend Homes has a new financial inclusion strategy and is putting in several 
measures to help residents with their finances. An agreement with Fair Finance has 
been able to offers financial advice to 30 residents a year since June 2008 and has 
helped six residents so far. Every Tuesday morning since September, Bromley-by-Bow 
has offered a three-hour advice session with wider benefit and income maximisation 
work and ‘better off’ calculations for those seeking to move into employment. 
Providence Row helps residents with more complicated debt cases. Service 
agreements are in place and regular feedback allows Eastend Homes to assess the 
progress and value of these services. Residents have opportunities to resolve and 
improve their financial situation. 

98 Successful benefit campaigns have increased benefit take up. Eastend Homes has 
participated in a Housing Benefit campaign that has worked in a targeted way on 
people who might be entitled to benefits. This has led to an additional 25 tenants 
receiving Housing Benefit. Tenant's financial situations are improved by proactive 
work.  

99 Eastend Homes benefits from good relations with Housing Benefit and the courts. The 
service by Housing Benefit is monitored through a service level agreement and regular 
meetings. A two-way electronic interface saves resources and provides up-to-date and 
valuable information for Housing Benefit on tenancies and for Eastend Homes on 
benefit entitlement. The Housing Benefit service is fast and effective and staff say the 
service is easy to contact to get problems resolved. Good relations with the court 
enable Eastend Homes to resolve issues direct with the court manager. Eastend 
Homes saves time and resources as a result of these effective working relations.  

100 Eastend Homes shows effective customer focus by measuring satisfaction with the 
service. In 2007/08 Eastend Homes gathered tenants' satisfaction ratings with 
information on rents and help with dealing with arrears. The satisfaction level was  
69 per cent with the former and 64 per cent with the latter. The organisation is able to 
measure the impact of its improvements on customer views of the service.  

101 Residents have access to a comprehensive choice of payment methods. They can pay 
by direct debit, by phone, by post, over the internet, at the post office and at many 
retail outlets. An innovative new service was launched recently allowing residents to 
pay using text messages from a mobile phone. The direct debit system is flexible with 
a choice of payments weekly, fortnightly or any day of the month. However, residents 
cannot pay by standing order. Residents can pay in a way that is convenient to them.  

102 However staff are unable to promote payment methods to the benefit of both 
customers and the association. The relevant staff are not aware of all the potential 
advantages and disadvantages to residents of each different payment method. Nor do 
staff know the cost benefits to the Association of the different methods. Although there 
is an incentive scheme for direct debit, managers do not monitor the progress of this in 
the different patches. As a result value for money is being maximised and residents 
are less able to make informed choices about payment options. 
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103 Eastend Homes does not calculate service charges for tenants accurately. The 
charges are not based on actual costs but on previous practice and increased in line 
with inflation. This means that tenants are not paying the correct amount. Computer 
systems do not allow proper break down of costs by block for tenants. The association 
has a plan to address this and bring charges in line with costs. Tenants are not paying 
the same for the same service as a leaseholder in the same block and staff cannot 
consult them effectively on the cost and quality of the service.  

104 Rent accounts are not set up as quickly as they could be. Tenants do not get a card to 
pay the rent with until three days after the tenancy starts. Eastend Homes recognises 
that this could be done quicker. The tenancy agreement requires tenants to pay in 
advance but tenants cannot do this at the start of their tenancy, setting the wrong 
payment culture. 

105 Eastend Homes is not giving priority to collecting former tenants' arrears. Until 
September 2008 the officer responsible for chasing these debts was asked to prioritise 
other work over collecting former tenant arrears. Despite this, £60,000 was collected 
including £5,000 from Housing Benefit which was 21 per cent of the former tenant debt 
payable in the year. Eastend Homes has not made any value for money assessment of 
the former tenant arrears collection process or made any enquiries into the cost of 
contracting out the work or using tracing agents. Eastend Homes is missing an 
opportunity to collect money owed and failing to send a message to current tenants 
that rent debts stay with them after they leave.  

106 The collection of service charges from leaseholders is improving but not satisfactory. 
The Association has faced challenges in promoting a payment culture among 
leaseholders who have transferred from the Council. It has only recently made inroads 
into what has been a large and mounting debt as shown by the figures below. 

Table 1 Service charges collected from leaseholders as  a 
percentage of the service charges due 

 

 2005/06 2006/07 2007/08 April - September 2008 

% collected 45% 66% 75% 135%9 

Arrears % 55% 67% 74% 43%10 

 

 
9  This figure is over 6 months and means that 8.1 months worth of payments have been paid.  
 
10  Accounting for the fact that many leaseholders pay in advance, the arrears are more realistically around 48%. 

This is still a drop of 26% which is a significant improvement. 
 



How good is the service? 

 

25   Eastend Homes 
 

107 Performance indicators and targets have not been clear and so not helped to drive 
performance. The Association has used technically accurate indicators that have 
involved changing the performance figures for previous years as the debts are 
collected. The target under this system was for the percentage of service charges not 
collected to be under 25 per cent. The figures appeared to be getting worse with the 
rent not collected changing from 2 per cent for 2005/06 to 59 per cent for quarter 2 in 
2008/09. Without appropriate measures, it is harder to assess performance and 
motivate staff. 

108 Eastend Homes lacks a clear approach to tolerated trespassers. It is not mentioned in 
the procedures and there is no evidence of any appropriate response taken on the 
issue in practice. Tenants are not being made aware of their current or potential 
tenancy status as the result of court action and the association is not recording or 
responding to residents according to their actual legal status.  

Tenancy and estate management (excluding ASB) 
109 Strengths significantly outweigh weaknesses in estate management. Estates are clean 

and well managed with effective initiatives improving the quality of the estates, 
satisfaction levels are high, inspections robust and caring for the environment is 
prioritised. A more proactive approach to the relationship with leaseholders' subtenants 
is missing and standards are not consistent. 

110 Eastend Homes sets up the early relationship with tenants well. New tenants benefit 
from a comprehensive pack of information that 86 per cent of tenants are satisfied 
with. Staff conduct sign-up interviews well and the settling in visits four weeks later are 
valuable. Tenants start their tenancies well-informed. 

111 Estates are well looked after. We found them to be clean and free from litter, graffiti 
and dumped cars, with well-maintained green areas with good quality and improved 
planting. The small exception was an area used as a contractor's site compound. 
Residents we spoke to confirmed this view with most of them telling us they value the 
caretaking services. In surveys resident satisfaction varies between neighbourhoods 
but across nine measures, eight out of ten see the service as good or satisfactory. 
Similarly, estate inspections suggest that both internally and externally the standards 
are acceptable 96 per cent of the time. Caretakers are enthusiastic about their work 
and improving the service. As a result residents benefit from clean estates.  

112 Eastend Homes has taken various initiatives that have contributed to noticeable 
improvements in the environment of estates. 

• Caretakers jet wash the bin areas every three months. 
• Eastend Homes has taken horticulture in-house and increased the number of times 

grass and bushes are cut from three to ten or more times a year. 
• The 'blitz squad' work mentioned above under capital improvement has 

substantially improved the worst looking areas. 
• Caretakers now work weekends and have cleaning rotas signed off by managers. 
• Incident reporting allows staff to identify ASB hot spots which then benefit from 

greater attention. 
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• A bulk refuse van visits estates every week. 
• Caretakers are positive about their equipment and training, with 27 awarded a 

National Vocational Qualification in caretaking and many attending over half a 
dozen other training sessions.  

113 Residents benefit from a frequent and robust estate inspection. Staff carry out estate 
inspections every six weeks, involving residents and telling them the results. A clear 
standard has been developed and agreed with residents with four grades for cleaning 
and three for horticulture. Eastend Homes offers residents a £20 voucher to train them 
in the assessment method and to attend inspections (but attendance is low). Results 
are reported on by block with summaries by neighbourhood for the Board. As a result, 
residents can be confident that estate services are checked and they are receiving a 
good quality service.  

114 Eastend Homes effectively promotes care for the wider environment. The caretakers 
encourage recycling; litter collection vehicles can recycle bottles and paper and the 
cleaners have leaflets about recycling and can hand out recycling and dog waste bags. 
The Island Gardens communal resident gardens are well cultivated and deliberately 
include overgrown wild areas, encouraging biodiversity. Eastend Homes cultivates 
plants from seedlings to provide free plants for all Eastend Homes managed gardens. 
Local schools and corporate sponsors have contributed funding and labour in 
partnership with The Environment Trust at no cost to Eastend Homes. This produces 
an inviting environment and encourages interest in recycling and environment issues 
among residents.  

115 Eastend Homes has had some success at dealing with under-occupation. Tenants can 
receive £1,000 per room from the Council plus £500 from Eastend Homes if they move 
to a smaller home. This has led to three moves in 2007/08 and one in 2008/09. This 
helps reduce overcrowding.  

116 The approach to dealing with tenants of absentee leaseholders is not well-developed. 
The main complaint from tenants at the focus group was about other tenants, 
particularly subtenants of leaseholders, not leaving the estate environment clean. 
These subtenants sometimes do not understand what to do with their rubbish. The 
leaseholders' handbook does not address this issue adequately. A leaflet for sub-
letting leaseholders is useful but Eastend Homes does not address the importance of 
the subtenant having a relationship with Eastend Homes. The Association does have 
plans to address this issue. However at present Eastend Homes is missing an 
opportunity to identify these residents and provide information in a way that will make 
the estates better for other residents. 

117 The outcome of cleaning work is not always consistent. Some residents told us the 
high standard and frequency of cleaning in high-rise blocks was not mirrored in the 
low-rise areas, and that not enough was done in areas where people congregate. 
Eastend Homes has tried to address this with extra cleaning carried out in response to 
mess from major works and areas where people congregate and drop litter. Similarly 
satisfaction with the cleaning of lobby areas varies between 68 per cent and  
93 per cent. Inconsistency in cleaning outcomes has led to some resident 
dissatisfaction. 
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Is the service delivering value for money? 
118 Strengths and weaknesses are in balance in this area. Overall costs are higher than 

average but in some areas Eastend Homes is working efficiently in a context that 
causes costs to be high. Eastend Homes makes use of regular benchmarking 
exercises and has introduced effective initiatives that are improving overall efficiency. It 
is working well with partners to lever resources from development to invest in its 
homes. However the association has only developed a strategic approach to value for 
money recently and does not run some areas of the service efficiently.  

How do costs compare? 
119 Overall Eastend Homes is a relatively high cost organisation although the picture is 

mixed depending on both the survey used and the area of the organisation. It incurs 
extra costs by having locally based offices and property in need of substantial work. 
Eastend Homes spends relatively more on front-line staff and relatively less on 
overheads than comparator organisations. One benchmarking exercise for 2006/07 
shows the following costs compared with a group of 19 similar sized London housing 
associations. 

• Total core housing management cost per property including overheads were in line 
with the most expensive 25 per cent in the group. 

• Back office costs (overheads) as a proportion of direct front-line staff costs for the 
whole organisation were less than average. 

• Total tenancy related housing management costs were average. 
• The cost of direct staff involved in arrears management and those involved in 

empty property management was line with those associations with the lowest  
25 per cent of costs. 

• The cost of direct staff involved in tenancy and estates management was above 
average. 

120 Eastend Homes is reasonably efficient in property management in a context where the 
requirements to spend are high. Properties transferred from the Council required 
significant major repairs and responsive repairs, with fewer than a third meeting the 
Decent Homes Standard. The benchmarking exercise shows Eastend Homes as 
having high costs but reasonable efficiency. 

• Eastend Homes had the highest or second highest spend per property on major 
and cyclical repairs, and responsive and void repairs.  

• The cost per property of direct staff involved in responsive repairs management 
was the third highest in the group. 

• As a percentage of spend, costs were low; the management costs as a percentage 
of the spend on major and cyclical repairs were the lowest in the group. The cost of 
direct staff involved in responsive repairs management as a proportion of spend 
was below average. 
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121 A more up-to-date benchmarking exercise in 2008 put Eastend Homes in a more 
favourable light. It finds that Eastend Homes has the second lowest costs for 
responsive repairs out of seven London landlords (none of them housing associations). 
Performance is strong with a measure of six days as an average time taken for all jobs. 
Eastend Homes void works are relatively fast and void costs are below average 
compared with a sample of London landlords.  

How is value for money managed? 
122 Eastend Homes has a positive approach to benchmarking. It is a member of a 

benchmarking group of seven housing associations based in Tower Hamlets. Eastend 
Homes has used a value for money toolkit to compare costs and outcomes in rent 
collection across the group and used it when carrying out a review of structures. It 
carried out two other benchmark exercises, one of all costs and one of property 
maintenance costs. The consultants who provided the information have advised on 
areas to address such as clearance and cleaning costs in void properties. Eastend 
Homes is developing an understanding of its costs and performances and is starting to 
use this to improve services and value for money. 

123 The association has made the service more efficient. It has achieved five per cent 
savings year on year on the overall budget. This has been achieved through 
economies of scale and by centralising rent and leasehold services. Eastend Homes 
can now spend resources on higher priority areas.  

124 The handyperson service provides value for money. In 2007/08 the total costs of the 
service provided by three staff was £114,094, including training, vans and equipment. 
Setting this against the equivalent cost of contractors, it is estimated that this saved 
£34,000 in 2007/08. The speed of the service and the satisfaction recorded by tenants 
is better than for contractors. This means that Eastend Homes can fully evidence VFM 
in the handyperson service.  

125 Eastend Homes has successfully taken initiatives that have improved efficiency. For 
example: 

• the new insurance contract saved £150,000 which was used to fund the blitz 
estates team for a year (as referred to early in this report); 

• bringing concierge services in house is saving £50,000 each year; 
• reducing the number of housing officers from 11 to 10 to reduce costs; 
• reducing the void period from 38 to 21 days over two years; 
• reducing arrears by an equivalent of 1.5 per cent of the rent roll in two and a half 

years; 
• reviewing commercial property rents has raised a further £50,000; and 
• reducing the cost of responsive repairs by replacing an existing contractor and 

expanding the use of the cost-effective handyperson service. 
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126 Eastend Homes has improved efficiency by reviewing service level agreements 
(SLAs). Three SLAs (bulk refuse, concierge and horticulture) have been taken in 
house, leading to improved services. The out-of-hours service is being moved from the 
Council to a provider shared with other authorities, with anticipated savings of over  
75 per cent of overall costs. The legal services SLA will be more flexible allowing 
Eastend Homes to use other legal firms and compare performance and value for 
money. As a result, the Association is able to prioritise resources to high cost areas. 

127 Eastend Homes is bringing in funds from other organisations and by making use of the 
property market. Significant improvements are being made to the British Street Estate, 
with £25 million accessed through a partnership with private developers to sell 
properties built on Eastend Homes land. A community fund is supporting community 
initiatives and sports activities paid for out of the rent from commercial properties and 
£100,000 from contractors. This means that Eastend Homes is levering in additional 
resources to improve resident services.  

128 The strategic approach to achieving value for money is mixed. On the positive side, 
Eastend Homes involves residents and staff in decisions which improves the value 
side of the equation. However a systematic and strategic approach to value for money 
has only recently been developed. An initial value for money strategy was presented to 
the board in March 2008 but this was not robust enough and it was reviewed with a 
consultant and adopted in July 2008. The original strategy and the current corporate 
plan are statements of intent, and are not driven by research, benchmarking data or an 
analysis of how savings will be achieved. The procurement strategy lacks detail. This 
means that the full benefits of these strategies have not yet been realised. 

129 Eastend Homes does not explain costs well to residents. Residents value having local 
neighbourhood offices but do not know the cost of providing the service. The 
association has started to analyse costs for frontline services and found that the lowest 
cost office has 161 properties per staff member and costs £186 per property to run. 
The most expensive has 67 properties per staff member and costs £542 to run. 
However costs have not been related to usage or explained to residents. Meanwhile 
decisions about resource allocation are not well-informed.  

130 Eastend Homes cannot be confident that it is recovering all applicable costs from 
leaseholders. Frontline staff spend a significant proportion of their time on leaseholder 
issues and the system for assessing service charge costs is not fully capturing this. As 
a result, tenants may be paying for costs that arise from leaseholder activities. 

131 Service Charge collection is low. At the end of September 2008 Eastend Homes had 
collected 64 per cent of the service charges that leaseholders should have paid by the 
end of January 2008. This reduces the resources available to improve services. 

132 Eastend Homes carries out limited recharging of residents for repairs and voids costs. 
In 2007/08, £8,900 was billed and 17 per cent of this was collected. Eastend Homes 
has revised procedures and believes a better charge and collection rate is possible.  
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133 Eastend Homes carries out a level of emergency repairs and urgent repairs that are 
too high compared with routine repairs. Two out of three responsive repairs were 
responded to as emergency or urgent in 2006/07. This is twice the proportion 
recommended by the Audit Commission as good practice and was in the highest  
25 per cent of those benchmarked. This response increases the costs for the 
contractor, which has a negative impact on the service. 
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What are the prospects for 
improvement to the service? 
What is the service track record in delivering improvement? 
134 Track record is an area of strength. A new organisation has been set up successfully 

from scratch and expanded rapidly while delivering improvements across all areas of 
service. Residents believe the service is better, performance indicators are going in the 
right direction and value for money is improving. 

135 Eastend Homes is successfully delivering improvements in a challenging environment. 
The improvements listed below have been achieved by an organisation that has only 
been running for three and a half years. It has taken over properties which require 
substantial investment, without any gap funding available. While setting itself up, it has 
been absorbed in the resource intensive process of bidding for stock and growing by 
30 per cent in 2006 and 20 per cent more in 2007.  

136 Eastend Homes has introduced or improved several processes that have resulted in 
improved services which residents have noticed and valued. 

• Over half of the tenants have benefited from new kitchens and bathrooms. 
• Five hundred and thirty four properties (25 per cent) have been brought up the 

Decent Homes Standard (and 101 have fallen back to be short of the standard). 
• The introduction of estate offices in the place of the call centre approach used by 

the Council. 
• Greater resident involvement with local accountability to the new estate offices and 

resident involvement in contract procurement. 
• An improved caretaking service with more and much better managed caretakers. 
• The introduction of the successful handyperson service. 
• A faster and more flexible response to problems such as hiring the police for an 

estate with significant problems of anti-social behaviour. 
• A higher quality of literature for residents. 
• Improved horticultural and concierge services. 
• The stock came over with a large backlog of repairs which the association has 

dealt with. 

137 Residents believe that services are improving. All the residents we spoke to said the 
service has improved since transfer from the Council. In surveys two out of three said 
the service has improved. Satisfaction with overall services has increased from  
65 per cent in 2007 to 73 per cent in 2008.  
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138 Eastend Homes has learnt from its experience of major repairs and is improving the 
service as a result. It has carried out the work in phases and is managing later phases 
better with the benefit of the lessons and feedback from the first. For example later 
phases have three liaison officers rather than one, extra labour to clear rubbish, 
contractor newsletters, defects reporting procedures, fast track procedures for urgent 
work and other customer facing improvements. As a result, residents are experiencing 
improved quality of major works. 

139 The association is on track to deliver on its transfer promises to residents. Both 
residents and the Council hold the Association accountable for these promises, which 
were made prior to transfer. Due to the difficult financial climate, Eastend Homes will 
not deliver some of the added improvements that it had said that it would like to make. 
However the indications are that residents will receive the services promised to them in 
return for their vote. 

140 Performance indicators are improving. Since 2006/07: 

• void turnaround has improved from 38 to 21 days; 
• repairs satisfaction has improved from 80 to 94 per cent; 
• repairs completed on time has improved from 86 to 93 per cent; 
• rent arrears have reduced from 4.0 to 3.1 per cent; and 
• the speed of complaints handling has improved significantly. 

141 Eastend Homes has improved efficiency, resulting in greater value for money. This is 
shown by the annual efficiency statements and the number of areas where 
performance has improved and where costs have reduced or remained static.  

How well does the service manage performance? 
142 Strengths outweigh weaknesses in this area. Ambitious and coordinated strategies and 

plans are strengthened by clear values and the involvement of staff and residents. 
Processes are in place for Eastend Homes to learn and improve. However the 
association has no long term plans, been slow to bring about consistency in standards 
and surveys, some PIs have not been accurate and action plans are not all SMART11. 

143 Eastend Homes benefits from an ambitious series of strategies that link well with team 
plans. Strategies link in with the corporate plan priorities and the actions from them 
feed into team plans. The association monitors plans and strategies effectively. 
Strategies and plans are effective at coordinating actions to drive improvement. 

144 The Association recognises weaknesses and improves the services by developing new 
strategies and plans. It has carried out a detailed gap analysis against the Audit 
Commission's key lines of enquiry which as resulted in 86 improvement actions. 
Eastend Homes has a four-year plan for carrying out best value service reviews on ten 
areas of service. Many of the weaknesses outlined in this report have been recognised 
and the Association has plans in place to address them. Examples of this include 
former tenant arrears, rechargeable repairs, profiling, anti-social behaviour, office 
opening times, satisfaction surveys and making best use of computer systems. 

 
11  Specific, Measurable, Agreed, Realistic and Time-bound 
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Eastend Homes has an ambitious series of new strategies and systems in place or 
being developed: 

• a financial inclusion strategy; 
• a community cohesion strategy; 
• an overcrowding strategy; 
• an anti-social behaviour strategy following a best value review;  
• benchmarking; and 
• mystery shopping and telephone monitoring. 

145 Planning is strengthened by effective staff involvement. Eastend Homes holds service 
days for all staff to enable them to put forward ideas for improvements, which it then 
includes in plans. In the team plans, 18 actions are highlighted as the ideas came from 
staff. Fully involving staff has boosted morale and improved the quality of plans.  

146 Eastend Homes benefits from clear values to help set priorities. Priority is given to 
delivering services efficiently to meet resident needs in particular keeping estates 
clean and in good condition. The organisation focuses on delivering the transfer 
promises and on actions prioritised by residents. This was set out in a consultation 
before the ballot and managers and staff understand this. Clear values and priorities 
help produce effective and well coordinated work. 

147 However the organisation has no longer term plan or vision. Eastend Homes is a 
young organisation and has clear priorities for the next four years around estate 
regeneration and decent homes. It has not yet developed a vision or plan beyond that, 
although the aims and structures of being a tenant-led organisation based around 
localised devolved neighbourhood boards give it a distinctive character for the future. 
The extra involvement that accompanies major repairs and estate improvement is an 
opportunity to set out and consult on a longer term vision. Without planning ahead, 
Eastend Homes might lose momentum and direction in the future.  

148 Resident involvement in leading the organisation is strong with effective systems for 
tenant led decision making. The five estate boards consist of elected residents and 
they receive comprehensive performance reporting at estate and association level. 
Tenants have chosen ten key indicators and the quarterly newsletters report on 
performance against these. A Service Review Board of 12 members, (9 nominated by 
local estate boards and 3 by the main Board) monitors progress on performance and 
service reviews. However the association lacks a formal way for residents to influence 
priorities for the annual corporate plan. The organisation is responsive to residents' 
views and priorities. 
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149 Performance management works well. Eastend Homes has introduced stronger 
performance management systems that have helped improve the productive culture of 
the association. Estate inspections and published work schedules have enabled 
caretakers work to have a higher profile and motivated them to work more effectively. 
Local office managers have more responsibility and authority, while being more 
accountable to residents. Eastend Homes tests the reliability of performance 
information provided by contractors; some repairs are checked by ringing the resident 
to see if the data provided by the contractor is correct. Clearer, written systems for 
appraisals linked to corporate objectives have contributed to this improvement. 
Residents confirm that better performance management has led to improvements in 
individual staff performance. 

150 Eastend Homes learns well both externally and internally. The organisation has been 
reviewing and changing all the procedures and forms that it inherited from the Council. 
This has led to looking for better practices in issues ranging from choice of lawnmower 
to approaches to estate inspections. Staff have visited more than 18 organisations and 
events which has led to learning and improvement in ten policy and service areas. The 
Management Team considers learning outcomes for each complaint and from other 
resident feedback. Where there are negative results from surveys, issues are followed 
up. Residents are benefiting from an improving service as learning continues. 

151 Eastend Homes has only started embedding value for money in the work of the 
Association. A Value for Money action plan has been agreed and staff are aware of the 
importance of realising efficiencies and have been involved in exercises to this end. 
Efficiency savings will continue to develop as plans are carried out. 

152 The Association has not been able to fully address inconsistencies in the service 
between estates and between blocks. Eastend Homes has been addressing this 
through training and by making staff structures more consistent. This year resident 
surveys have been standardised. However satisfaction levels vary considerably and 
inconsistencies in standards exist as highlighted earlier in this report. New monitoring 
systems such as phone answering and mystery shopping have not yet produced 
sufficient information to drive improvements. Therefore, residents cannot currently rely 
on a consistent service. 

153 Information from surveys has lacked quality and consistency. Some surveys have 
been too small to draw conclusions. For example there have been 6 out of 19 
responses on complaints, 3 out of 8 responses on aids and adaptations and 24 out of 
388 for responsive repairs. The first round of mystery shopping produced only a 
handful of results from which no conclusions can be drawn. Estates have used 
different surveys, making comparison and trend analysis difficult. Some surveys do not 
have an even balance of positive and negative options for customers to choose from 
which is not good practice. Better quality surveys that are consistent over time drive 
improvement forward more effectively. 
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154 The approach to reporting performance indicators has some strengths but also has 
some weaknesses. Two measures in the regular table on performance are misleading. 
The indicators for rent collection and the method for calculating appointments carried 
out on time both overstate performance. One indicator was given the wrong description 
in the annual report. The performance indicator used for leaseholder service charge 
collection is not clear. Performance issues cannot be addressed well with inaccurate 
indicators. 

155 Eastend Homes has not investigated adequately into an area where performance is 
not strong. Successful housing applicants are asked their views on the quality of the 
property they are living in. The responses are not positive as indicated earlier in the 
report. No further work has been done to analyse the reasons behind these 
judgements or the views of those who have turned down offers. Services cannot 
improve unless problems are clearly identified.  

156 Action plans are not SMART enough and or focused enough on outcomes for 
residents. The action plans are wide-ranging and include hundreds of separate 
actions. However many actions are based on processes with no measure of outcomes. 
Not all the actions or targets are specific and measurable. Residents would gain more 
benefit from action plans if the plans had clearer measures that were more outcome 
focused. 

Does the service have the capacity to improve? 
157 Strengths outweigh weaknesses in this area. The leadership is strong and the 

residents bring greater capacity and focus. A culture of improvement, positive morale 
and effective human resource management are improving the output of staff. 
Computer systems are satisfactory but under exploited and the association has had 
some success in bringing in extra resources. 

158 The leadership and board are strong with motivated individuals and a coherent vision. 
They have improved services while the organisation was growing rapidly. The 
leadership provides a clear tone for the organisation that is responsive to residents and 
has built a customer focused culture. The leadership has made difficult decisions. It is 
also adept at knowing when to allow residents to make decisions, when to discuss and 
persuade at length and when (in few cases) to overrule the wishes of the local estate 
boards. This reduces conflict and builds trust and interest in greater involvement. 
Greater community involvement and resident focused decision making will help 
improve services. 

159 The emphasis on resident empowerment is successfully developing the local capacity 
of community leadership and ensuring focus on the right issues. The Board and 
management team share a vision of resident-led decision making. The estate boards 
are becoming more influential as the members develop. The devolved local resident 
structure allows neighbourhoods to develop their own priorities and work effectively 
with the community organisations of their choice. The Association invests in 
developing skills and understanding among resident representatives. As a result the 
organisation taps into more resources and focuses on what counts for residents. 
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160 The organisation has a strong culture of improvement. It is fast at responding when 
issues are identified that it can resolve quickly. Officers provide clear reports to the 
boards, including options where relevant, which help the Board make good decisions. 
Staff are motivated by this culture and have welcomed the opportunities to improve 
themselves, improve the organisation and taken a positive view of the challenges that 
residents have set for them. A positive culture and staff attitude will help the 
organisation to continue to improve. 

161 Staff and human resources management have increased the organisations capacity. 
Appraisals work well and link into wider performance management and planning. Staff 
have plenty of training opportunities and were able to provide examples of the way that 
this training had changed their practices. Staff morale is high because of useful 
inductions, successful management, good relationships between teams and greater 
accountability to residents. Residents have noticed the difference in how individual 
staff members do their jobs. Sickness levels are below average. Staff are given the 
support necessary to deliver and improve services.  

162 Eastend Homes is working in partnerships and gaining extra resources to the benefit of 
residents. Examples include: 

• the partnership with developers is enabling the association to access resources 
from the land it owns; 

• the association is building a cultural and community centre on British Street Estate 
jointly with developers; 

• Bromley-by-Bow and Telford College are providing free NVQ training for staff on 
cleaning and customer care; 

• the 'Sliver of Time' initiative provides flexible working arrangements that results in 
Eastend Homes accessing labour otherwise not available and involves residents in 
the life of the estate; and 

• local businesses provide volunteers to help with environmental improvements. 

163 The computer systems are not used to their full potential. Staff do speak positively 
about computer systems, when they go wrong they are fixed quickly, the main housing 
software is easy to use and it has positive features like prompts for arrears actions. 
However the organisation has not taken full advantage of computer systems as it is not 
using useful recent modules and updates. Staff calculate arrears indicators by copying 
figures each week from the rents software on to a spreadsheet which is inefficient. 
Asset management software is not integrated and Eastend Homes has set up a 
second database of information on residents because it has not been able to adapt its 
existing database to meet its information. Computer systems are not increasing 
capacity as much as they could.  
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Appendix 1 – Performance 
indicators 
1 Performance Indicators and Comparative Information for the year to 31 March 2007. 
 

Performance 
Indicator 

2005/06 2006/07 2007/08 
(not 
verified) 

Six 
months to 
September 
2008 (not 
verified) 

2006/07 
Comparison 
Group Mean 

2006/07 
Comparison 
Group 
Median 

 2006/07 
Quartile 
Position in 
Comparison 
Group 

Stock Failing 
Decent Home 
Standard 

72.2% 43.6% 57.90% 57.20% 9.8% 7.5% 4 

Average GN SAP 
rating 

46 61 N/A 61 70 70 4 

Routine repairs 
completed in 
target 

91.0% 90.4% 93% 95% 93.0% 94.2% 3 

Vacant Dwellings  - 2.2% - - 2.6% 1.8% 3 

Vacant General 
Needs Dwellings  

- 2.2%   2.0% 1.5% 3 

Re-let time (all 
managed stock) 

- 62.0 
days 

25 days 21.2 days 48.1 days 43.8 days 4 

GN Re-let time 
(for managed 
stock) 

37 days 62.0 
days 

25 days 21.2 days 44.8 days 41.1 days 4 

Current tenant 
arrears at FYE 

- 3.7% 4.9% 3.1% 7.1% 6.5% 1 

Tenant 
satisfaction 
overall 

- - 65% 73% 70% 70% - 

Tenant 
satisfaction with 
participation 

- - 53% 60% 52% 49% - 

Tenants satisfied 
with repairs & 
maintenance 

- - 63% 68% 67% 67% - 

Shared owner 
satisfaction 
overall 

- - - - 53% 54% - 

 

2 The comparison group is all the housing associations in London with more than 1,000 
homes. 
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Appendix 2 – Reality checks 
undertaken 
1 When we went on-site we carried out a number of different checks, building on the 

work described above, in order to get a full picture of how good the service is. These 
on-site reality checks were designed to gather evidence about what it is like to use the 
service and to see how well it works. Our reality checks included: 

• visiting and observing the local estate offices; 
• holding two focus groups with residents; 
• observing a local Estate Board meeting; 
• observing a Service Review Board meeting; 
• phoning residents; 
• looking at complaints files; 
• visiting a number of estates and void properties; 
• looking at the income collection system; and  
• interviewing a number of staff. 

 



Appendix 3 – Positive practice  

 

39   Eastend Homes 
 

Appendix 3 – Positive practice 
‘The Commission will identify and promote good practice. Every 
inspection will look for examples of good practice and innovation, and 
for creative ways to overcome barriers and resistance to change or 
make better use of resources’. (Seeing is Believing) 
‘The Commission will identify and promote good practice. Every 
inspection will look for examples of good practice and innovation, and 
for creative ways to overcome barriers and resistance to change or 
make better use of resources.’ (Seeing is Believing) 

Prioritising cyclical decorations in advance of major repairs 
1 The 'blitz team' approach to the maintenance and decoration of communal parts is 

innovative and effective. Many of the blocks were in poor decorative condition at 
transfer and an ordinary cyclical decoration programme is not appropriate as all 
properties are due for major works within three or four years of transfer. Eastend 
Homes employs 'blitz teams' which are specialist teams which carry out a deep clean, 
repaint and apply an anti-graffiti surface. The works are done by priority according to 
the condition of an area rather than systematically. Eastend Homes uses the teams 
flexibly to respond to problems quickly. Resident satisfaction with this approach has 
been high and the work will allow the scope of the major works to be reduced. 

Confirming responsive repairs appointments 
2 In response to resident requests Eastend Homes have introduced two appointment 

confirmation systems. The afternoon before a routine responsive repair, a text is sent 
to the landline or mobile phone of the tenant reminding them of the appointment. 
Before leaving the site for the previous job, the operative phones the tenant to confirm 
the appointment. This gives confidence to tenants who are waiting and reduces the 
chance of the tenant not being in when the operative arrives.  

Keeping in touch with residents who are potentially at risk 
3 An innovative and effective scheme has been introduced to check the well-being of 

residents who are potentially at risk. The ‘safe and well’ strategy offers support for 
older and vulnerable residents. This well advertised scheme offers residents regular 
contact. Residents can choose how often they would like staff to contact them, and a 
member of staff will ring them if there has been no contact for this length of time. Forty 
residents benefit from this scheme that both provides peace of mind and has led to 
resolving some practical issues. 

 



 

 

The Audit Commission 
The Audit Commission is an independent watchdog, driving economy, efficiency and 
effectiveness in local public services to deliver better outcomes for everyone. 

Our work across local government, health, housing, community safety and fire and rescue 
services means that we have a unique perspective. We promote value for money for 
taxpayers, auditing the £200 billion spent by 11,000 local public bodies.  

As a force for improvement, we work in partnership to assess local public services and 
make practical recommendations for promoting a better quality of life for local people. 
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