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1. Introduction
From the Chair
As I reflect over the past year there is no doubt that the world has changed
immeasurably. This time last year in my introduction I was reflecting on
the Addison Act and over 100 years of council housing in the borough.
Now, as we respond to the impact of coronavirus, the rapid changes
to service delivery and massive disruption to daily life, there is some
congruence with both events – they mark us recognising that we need
to find new ways of housing and supporting our local community.

Yet again we have been shown the continuing need for the
services that we provide at Homes for Haringey. Not just in
terms of bricks and mortar, but the additional support that
we can offer our residents and others who seek our help.
We have believed for a long time that social housing
management is about more than just being a landlord;
we are responsible for supporting whole communities.
This is something that may have been lost sight of
over the past years but that has been brought to the
forefront again as we continue to deliver services
and support residents in unprecedented times.

Like all social landlords, we must never forget
the importance of putting our residents front and
centre of all that we do. Our work can have
such a big impact on the safety of people’s
homes, the support vulnerable people need and
the protection people deserve from domestic
abuse. The Board of Homes for Haringey fully
understands that in our business lives really are
at stake.

We are continually finding ways that we can
improve our service delivery, some of which are
outlined in more detail later in this report.
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From the Managing Director
Spring 2020 looked and felt very different from 2019. And yet while there can be no
doubt that change can be anxiety inducing and unsettling it can also bring positives.
Back in 2019, we had already begun to put into place measures to improve the way
we manage housing and deliver services. The events of early 2020 have meant that
many of these have had to be delivered at lightning speed.

We continue to adapt and find new ways of working and whilst I will not say that
it has always been easy, I will say that many of our residents and stakeholders
noticed the level of service and support that has been given to them by
Homes for Haringey. I was extremely humbled by much of the praise
that our frontline workers receive and how those behind the scenes
in our office have adapted.

I would like to thank all of our residents for their p
understanding whilst we have had to adapt to eng
our customers in different ways, and yet we have
to achieve something we would never have dream
a year ago.

As we look ahead, we can be sure that the public
feeling towards key workers has never been highe
We have a new understanding of what it is like
to be elderly or vulnerable, and cut off from the
world. We realise how important it is to have a
safe place to call home. In 2019/20 we move
into a new decade, and we begin a new era
taking forward a refreshed vision for Homes
for Haringey.
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2. A refreshed vision
At Homes for Haringey our values have not changed, they are still as relevant as ever. However, as we enter a new
decade, we have refreshed our vision, so it clearly articulates our purpose and the environment in which we work.
Our vision is one that puts customer care and excellent services at the heart of what we do, whilst recognising the
importance of great people and quality homes. These aspects of our business must all work together to give our residents
what they truly need.

This refreshed vision is easily understandable for our residents, staff, and stakeholders. Everyone who works for Homes
for Haringey will be asked to sign up to this vision. It will be continually monitored, and we will be held accountable
if we are not delivering on this, from senior management to front-line staff. We want residents and our partners to feel
confident when working with Homes for Haringey that we are a committed and efficient organisation, that does its best
for its residents and the local community. We know that ‘Together we make a difference.’

Values
• Trusted partner

• Business like

Vision
‘Housing is about people and communities, not just bricks and mortar. This means mixed and inclusive
neighbourhoods where residents can lead happy and fulfilling lives.’

We promise to:
Care for
residents

Provide quality
homes

Work with great
people

Deliver excellent
services
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3. Performance
highlights

• Our Emergency, Out of Hours and Communal repairs services
exceeded their performance targets during the year

• Tenant satisfaction with the last repair carried out by our repairs
service, HRS, was above target at year end, with 91.2% of tenants
satisfied with their last repair

• Our community support service, ‘Project 2020’ met their year end
target by providing support, employment, training, and advice to
298 of their service users against a target of 240

• Our Housing Needs service continues to perform well against
its targets. The service has helped around 1,500 households
avoid homelessness and the number of households entering
temporary accommodation has remained stable at approximately
300 households

• Based on survey returns, people suffering from domestic abuse
felt 100% ‘well advised and supported’ by our Hearthstone service.
During 2019/20, they had 206 satisfied service users

• We invested £278k in a new cleaning team and equipment
in preparation for a rolling programme of deeper estate
cleans. Kenneth Robbins House was the first to be completed
in March 2019

91.2%
of tenants satisfied with

their last repair.

16866 Haringey Annual Report 2020 v8.indd 616866 Haringey Annual Report 2020 v8.indd 6 07/09/2020 14:0907/09/2020 14:09



7

4. Resident Engagement
Every three years resident board members are elected by tenants and leaseholders. They have an essential role in
shaping the future of the organisation and ensuring it remains resident focussed.

In September, Homes for Haringey residents successfully elected three new residents and re-elected one existing resident
to join its Board of Directors. Jessica McDaid, Margaret Morris, and Edward Robinson are the newly elected tenant
board members and Adzowa Kwabla-Oklikah has been re-elected as the leaseholder board member. She is also vice
chair of the board and chair of the Audit & Risk committee.

Homes for Haringey’s board comprises six independent
members with specialist skills and experience, three councillors
and four residents.

The board has overall responsibility for leading and
directing Homes for Haringey. It sets plans and monitors
the organisation’s performance across a range of services.
The resident board member’s role is to make sure that the
residents’ perspective is always considered in the decision-
making process.

The resident board member election process is very
thorough. Candidates must be nominated, interviewed,
and then elected by their fellow residents.

The level of resident engagement was extremely high with a
record 48% voter turnout.

Board member and vice chair, Adzowa Kwabla-Oklikah is
passionate about public service, she says;

Edward Robinson Jessica McDaid Adzowa Kwabla-OklikahMargaret Morris

I want the highest levels of service for
residents, ensuring value for our money

and pushing Homes for Haringey to keep
driving up standards for all residents.
High-quality housing means homes in

which people feel safe and warm, where
access is provided for those who are less

mobile and homes that are maintained to a
high standard all the time. In cases where
those standards fall short, I want to see

repairs being carried out quickly.

16866 Haringey Annual Report 2020 v8.indd 716866 Haringey Annual Report 2020 v8.indd 7 07/09/2020 14:0907/09/2020 14:09



8

Resident Scrutiny Panel

Homes for Haringey’s Resident Scrutiny Panel is an independent, resident-led panel
made up of both tenants and leaseholders. It checks and challenges how Homes for
Haringey delivers services. The panel has a very important role to review how services
are delivered and puts forward recommendations to help us to continue to improve.
Customer insight is very valuable to us all. We have recruited new members to the
Resident Scrutiny Panel bringing a wider range of skills and experience to the Panel.

During the year, the panel reviewed the management of empty properties
(voids), which involved looking at the way homes are managed from the
time they become vacant to when a new tenant moves in.

Previously, the panel has reviewed and made recommendations on
a range of services including, customer services and engagement,
responsive repairs, sheltered and supported housing, estate
inspections and management of complaints.

As a result of these reviews, management have listened and
continue to make changes to help improve how these services
are delivered.

Director of Corporate Affairs, Puneet Rajput says;

Homes for Haringey positively
encourages resident involvement
in the management and scrutiny

of its services.

The Resident Scrutiny Panel is an
excellent example of how residents
can affect real change and help us

to continuously improve. They produce
work to a really high standard that
is a credit to their hard work and

contribution.
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Community Engagement Team
• Organised and delivered 29 resident and

community events including BBQs, Fun Days,
Eco Days, seasonal events and wellbeing events
across the borough

• Largest resident recruitment drive leading to
150 new involved residents, three new board
members, 16 new resident scrutiny members,
13 new complaints advisory panel members

• 500 residents signed up to our online
consultative pool

• Resident Scrutiny Panel members took part in
the recruitment of three senior staff in both
Homes for Haringey and Haringey Council

• Resident Scrutiny Panel members took part
in the procurement of two major contracts
providing a resident perspective

• Two summer play schemes run by
residents’ associations

• Three summer youth engagement projects
delivered by residents’ associations

• Supported Housing summer trip organised and
run by the Association of Tenants and Residents

• Three community centres/hubs have been
refurbished and are used by the community

• Over 70 entries for Housing in Bloom
Competition which included schools and
community groups as well as individuals

• £47,503 of additional funding was generated
through partnerships with residents’ associations
and groups

• Over 1,300 hours of volunteering given by
residents’ associations and other representatives

• 19 free training courses to residents with over
180 residents attending and learning

entries for
Housing in Bloom

Competition

resident and
community events

2

70

29

summer play
schemes
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Project 2020 – Employment Support Offer & Youth Development

Project 2020 engaged with 148 young people between April 2019 – March 2020

• Project 2020 ran ve school holiday varied programmes. Including: competitions, skill
building activities, arts and crafts, first aid, music, bike maintenance, sports, and cooking

• Funding secured:–
£410 through the Tottenham Youth Fund
£43,000 secured through ‘Youth Music’ for our Create 20x20
Music Programme
£617 staff bike ride

• Four off-site trips were offered free of charge to young people.
Between 12-15 young people attended each trip

• Visit to Tottenham Stadium: Young people had the opportunity to visit the
Tottenham Hotspur Stadium as part of a music and sport podcast programme

• Three young people successfully completed their Duke of Edinburgh Award
Scheme to the Bronze Standard

• An annual Christmas party was attended by 54 young people. All had a meal,
gift and met Santa. Certificates and prizes were also handed out, for those who
had gone above and beyond

• ‘16 days of action’: A session on domestic abuse included a film and discussion
in which 12 young women participated

5
school

holiday varied
programmes

Information, Advice
and Guidance

Numbers into
Employment

Numbers into Training
and Apprenticeships

KPI

Target 2019/20

Achieved

160

170

60

67

35

60
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210 people helped by our youth team

Funding secured for our Create
20x20 Music Programme

£43,000
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5. Serving our
Communities
Homes for Haringey
Community FoodBox
In 2019 Homes for Haringey opened its own
Community FoodBox where Haringey residents
who are in a crisis can get emergency food
supplies such as canned food, tinned meat,
toiletries, children’s nappies and wipes.

The Community FoodBox is based at Commerce
Road Community Centre. It is managed by Homes
for Haringey and run by volunteers from Homes for
Haringey and the wider community. The service provides
support and wellbeing services as well as food to people who
find themselves in a crisis. Beneficiaries of this service will need
to be referred by local community-based organisations.

• Haringey Community FoodBox launched in December 2019
and up until April 2020 it has helped 320 families in crisis

• Haringey Community FoodBox attracted £17,000
in donations

£17,000
in donations to the Haringey

Community FoodBox
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Apprenticeships
Homes for Haringey runs an
apprenticeship programme with around
20 apprentices in placements across
the business at any one time. We are
keen to support young people from the
borough and help them to develop a
rewarding career. We offer a wide
variety of apprenticeship placements
across many areas of the business
including accounting, human resources,
carpentry, repairs and maintenance
and we are pleased to see that our
apprentices are gaining confidence
in the workplace as well as valuable
skills and support to progress in their
chosen careers.

Henry Cragg, one of our apprentices in the Haringey Repair Services said;

“I am working very hard to complete my course and get a full-time job.
Right now, I am attached to HRS and I am earning money while learning
at the same time.”

Another apprentice Jovani Michael Teixura who is training to
be an electrician said;

“The apprenticeship is giving me flexibility to learn,
work and earn.”

Zaynah Usman, an apprentice in the Corporate Affairs
Department said;

“I am enjoying my apprenticeship and I cannot wait
to be permanently employed. My advice to young
people, no matter what background you come from,
is that there are many opportunities so struggle, strive,
and persevere and you will get there. Be the outcome
you want to be and do not let others pick your fate
because you are the one who is in control and you
are the one who will determine what you will be.
It is possible to work your way up so put the hard
work in and you will see a huge difference.”

Stephan Suleman, a Business
Improvement Apprentice said;

I have been employed as an
Apprentice for Homes for Haringey

for almost 4 months now. It has been
a great experience so far on the job
learning combined with a college

course in Business Administration has
been a very educational experience.

Everyone at Homes for Haringey
has been welcoming and helpful at
all times. I have no doubt that the

remainder of the apprenticeship will
be a rich fruitful experience.
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My name is Qasim, I am a Customer Services Practitioner
level 2 Apprenticeship with Homes for Haringey. Mencap
is my training provider. I am the first apprenticeship
ambassador with a learning disability for the National
Apprenticeship Service’s Fire it Up campaign.

I started my programme here in January 2019. I had the
pleasure to meet Sadiq Khan at London Excel at the Learning
Disability Week event. Mencap seeks to dispel myths about
learning disability and showcase the benefits and opportunities
of apprenticeships. In my time at Homes for Haringey, I have had
a very good experience, made good friends and I have engaged
with lots of people. This programme has boosted my confidence and
improved my vocabulary and how I manage tasks. I love my job
and I have learned so much.

Home Improvements
Homes for Haringey has been renewing kitchens and
bathrooms since 2006 through contractors to help
improve residents’ living conditions and to bring
properties up to the national ‘decent home’ standard.

Homes for Haringey Managing Director, Sean
McLaughlin, and Haringey Council’s Cabinet
Member for Housing and Estate Renewal,
Cllr Emine Ibrahim, visited resident Rahim Shabbir
to see first-hand one of the latest finished works
in Wood Green.

Homes for Haringey also provides a responsive
repairs service to council residents, and satisfaction
with this work has regularly topped 90%.

Haringey Council has a five-year plan budgeted at £250m to improve council properties in Haringey. The long-term
strategy allows Homes for Haringey – who manage these properties – to improve older kitchens and bathrooms as
well as communal areas of blocks and estates.
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Women in Housing
Hyacinth Foster, the Employment and Social
Regeneration Manager who runs an initiative called
Project 2020 was the winner in the ‘Improving the
lives of women or communities’ category at the
Women in Housing Awards in Manchester.

Hyacinth was shortlisted for her work running Project
2020 which was initially set up to engage and
support young people aged 16-24 years that were
not in employment, education, or training. Since then
the project has widened its offer to help all residents
in Haringey to receive access to employment,
training, volunteering, apprenticeships, and work
experience opportunities.

Broadway Brunches at
Support and Wellbeing
Mrs. Rose and Baby Arun Jacksons Lane Arts Centre.

This photo is from the fortnightly Broadway Brunch which is a
wildly popular cabaret that tours Homes for Haringey Schemes.

It is delivered by Jacksons Lane Arts Centre as part of our Together
Project, funded by City Bridge, which works through the arts to
support the wellbeing and reduce isolation of older people and
people living with dementia in the borough.

At the brunches we bring the world of Drag, Burlesque, Circus, Dance
& Music to 30 Homes for Haringey tenants- plus a delicious 2 course
meal provided by Blooming Scent. Over the past 2.5 years we have created
a strong family unit and have a wonderful volunteer team which includes Karuna
and Mike Wood who have been volunteering for two years, and their mothers.

Karuna was volunteering whilst she was pregnant and could hear baby kicking
along with the entertainment. Baby Arun Jay is now bringing even more joy to the
brunches and loves having cuddles and being spoilt by the tenants and is a big fan
of the sparkly Drag Queens!

Tenants were knitting for Arun before he was born, and this is the feeling of home for
Rose and Arun – one of inclusiveness and happiness and across all barriers of age, race and gender.
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Repairs and Maintenance Provider of the Year
Our Haringey Repairs Service (HRS) celebrated being ‘Highly Commended’
in the 24housing Awards. HRS were strong finalists in the ‘Repairs & Maintenance
Provider of the Year’ category for the service improvements made over the past
year, leading to much improved and impressive customer satisfaction results.

Some of their on-going achievements include a monthly high of 94.76% in
customer satisfaction; introducing innovative systems to work smarter to achieve
an increase in productivity and continuously improving on the technology
offer to residents.

Adapting during coronavirus
The coronavirus outbreak meant that we had to adapt the way that we were able to deliver our services and find new
ways of working in an incredibly short period of time.

While some face-to-face services have had to temporarily cease, a few other customer services have adapted and our
office support services such as Finance and IT have continued to operate normally albeit remotely via home working.

In other areas such as financial inclusion, training and employment
and domestic abuse we were able to switch to a telephone advice
and support service.

We have had teams visiting
sheltered blocks and properties
with rubbish chutes to carry out
any essential work required.
Due to everyone being at home
and using delivery services there
was a lot more rubbish to deal
with than normal.

Top 50
Social Landlords

For the third year in a row,
we secured a place in the
Top 50 Social Landlords
list in the country in the
24housing competition.94.76%

high in customer satisfaction
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An emergency service was being provided by
mechanical and electrical engineering contractors;
this means that we continued to run our gas servicing
programme to keep residents safe.

Our repairs service carried out emergency work
only, plus priority work for vulnerable residents.
Some of our repair operatives were redeployed;
driving around the borough delivering food parcels
to those in need.

On average we have delivered over 130 meals to
homeless clients placed in emergency accommodation.

We have also been reaching out to our vulnerable residents. Thousands were contacted by phone. We have been able
to speak with them and assess their needs to ensure that they receive the support that they require. Many residents were
anxious about the coronavirus situation and were grateful just to have a conversation with someone. Staff have found
the task to be very humbling and positive with lots of our residents supporting each other and demonstrating a real
community spirit.

A massive thank you, it made
me emotional. I very much
appreciated your help and

now I can access the washing
machine more easily.

Thank you for the cakes for
my birthday tomorrow.

Blessing you all.

Big thank you for
looking after my 90

year old Mum in these
testing times. Bless
the volunteers and
the generous food

suppliers.

I would like to thank you
for putting all the hours

you’ve done into helping
find a house to call

home, it wasn’t easy and
I appreciate everything

you’ve done for me
thanks sincerely.

130
meals to homeless clients
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6. Preventing homelessness
Although we had 300 homeless households in 2019/20, we continue to perform well against our homelessness
targets. The the number of households entering temporary accommodation did not increase on the previous year.

We have been working with our customers to avoid homelessness and prevented 1,447 cases, 400 more than
the previous year.

During the coronavirus outbreak incredible work was done to accommodate people who were rough sleeping, or at
imminent risk of rough sleeping. We placed over 200 people into emergency housing to try to safeguard residents.
The Housing Needs team opened 129 new cases over a seven-day period and colleagues in Housing Supply have
been busy procuring hotel rooms for these people to move to – and this is all on top of their normal day job.

200 129
placed into

emergency housing
during the coronavirus

outbreak

new cases over
a seven-day period

Excellent
Services

Great
People

Quality
Homes

Care for
Residents
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7. Learning from our
Complaints and Feedback

• Whilst the year end figures were disappointing, the best performance seen was during the month of February and
shows our targets are achievable. We achieved a 26% decrease in complaints being escalated to Stage 2 which
is a positive step in the right direction

• A total of 27 Ombudsman cases were closed during 2019/20. Two were upheld with maladministration, no injustice
and eight were upheld with maladministration and injustice

How we can improve
• Member Enquiries and Stage One complaints are being answered on day eleven – just one day late. To ensure

cases are responded to on time, a new process has been agreed

• Our repairs service has taken greater ownership of complaints allowing better direct communication between
complainant and investigating officer which speeds up the response and prevents complaints from escalating

• We are working more closely with the Haringey Council contact centre to streamline processes and improve the
communication between the contact centre and Homes for Haringey

• We are reminding our contractors on the importance of communicating to all parties where works may impede
on neighbouring properties – e.g. where scaffolding may need to go into neighbouring property to safely carry
out repair

• Job planning – we are looking at how jobs are managed where scaffolding is required to ensure improved
planning of works

26% 27
decrease in complaints being

escalated to Stage 2
Ombudsman cases were
closed during 2019/20
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Compliance
In 2019 we learnt that there were some serious issues with the way in which we were managing our Gas Safety
programme that were resulting in vulnerable residents having their gas supply turned off or ‘capped’ in order to comply
with gas safety requirements. Upon discovering this we undertook a review into the way that the programme was
managed and made a series of changes.

• There should be no capping of gas purely for LGSR (Landlord Gas Safety Record Service) compliance purposes.
Gas may need to be capped for dangerous appliances or gas leaks but on every occasion the contractor should be
issuing us a warning notice. All warning notices must be checked and followed through to conclusion by the team

• We have since identified all other properties where the gas supply was capped apparently because of non-payment
or lack of credit. We are ensuring that alternative arrangements for heating and hot water can be offered if necessary,
and referrals made for support services

• To implement a process for monitoring the gas contractors more effectively around
timescales for completion of warning notices and a specific process for working
with vulnerable residents

• To review the gas safety policy to be clear regarding the capping of gas,
the monitoring of warning notices and dealing with vulnerable residents

• To ensure that the new gas contracts currently being procured are very
clear on our expectations regarding capping of supplies, warning
notices and vulnerability
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8. Becoming an employer of choice

Gender pay gap
Our gender pay gap evaluation revealed that the average hourly rate of pay for Homes for Haringey female employees
was -1.5%, meaning that on average women were paid slightly higher than Homes for Haringey male employees. Our
pay gap is much smaller than the national and public sector averages where male employees are still being paid, on
average, more than female employees.

For 2019/20 we also analysed pay equality by the ethnicity of our male and female employees. Our analysis showed
that for the different Black and Minority Ethnic (BAME) groups, the average pay for women was either higher than or
equal to the average pay for men.

1.5%
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Equality and diversity
We are committed to meeting our equalities obligations and work towards eliminating all forms of discrimination,
disadvantage and unfair treatment. This commitment is underpinned in our equality, diversity and inclusion policy which
is approved by the Board.

We recognise the importance and benefits of equalities and diversity; as an organisation, as a service provider and as
an employer. We aim to reflect the diversity of the community we serve, provide appropriate and accessible services for
all, and to be a representative, democratic, and accountable organisation. We have appropriate monitoring and review
mechanisms to assess our performance and progress in achieving our aim.

Investing in People
We were reassessed against a new tougher standard and awarded a Silver grading.
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9. Our Performance
Financial summary
In 2019/20, the total amount of money paid for our services (‘the Management Fee’) was £44.6m compared to
£42.7m in the previous year. In 2019/20, our total income was £66.3m.

The Management Fee we receive from the Haringey Council covers all our operational costs. For 2019/20, we realised
an operational surplus for the year of £80k before pension calculations.

In 2019/20 we experienced a number of cost pressures that impacted our financial performance. These were mainly
in relation to redundancy and restructuring costs, use of temporary agency employees, disrepair work and associated
compensation costs, trading losses within the repairs service and costs associated with the impact from the coronavirus
towards the end of the year.

These pressures were managed through a combination of measures including the use of our reserves. During the year
we used our reserves to help fund investment in new technology, investment in a new team and equipment for intensive
cleaning of our estates, setting up a new food parcel and support service in the community and funding unforeseen cost
pressures. At the end of the year we held £710k in our reserves.

£66.3m £710k
total income for 2019/20 in reserve at the end of 2019
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Operational costs
For 2019/20, our group operating expenditure was £70m, including an adjustment of £4.3m for pensions.
We remain one of the largest employers in the borough, employing around 700 permanent and temporary staff
and adding £38m to the economy through salaries and benefits.

Our contractor repair costs, totalling circa £15m, represented 21% of our expenditure, and were made up
of the following:

• Gas contractor payments of £5.6m

• Mechanical and electrical contractor payments of £1.6m

• Haringey Repairs Service sub-contractor payments of £7.8m

We work in partnership with the Haringey Council and 9.4% of our operating costs relate to services we procure
from them, through service level agreements. These include, for example, HR, Finance, Customer Services, Legal
Services and IT infrastructure.

Operating costs 2019/20
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Performance Stats
We set ourselves targets that are based on incremental and sustained improvement that help us work towards our
goal of being a high performing organisation. The position against a range of indicators of performance is set out
in the table below.

Performance Indicator Target Outturn

Homeless acceptance per 1,000 in the borough 2.0 1.11

Homeless preventions per 1,000 in the borough 2.5 5.34

Victims of domestic violence feeling well advised and supported – 100%

Income collection

Proportion of rent collected (General Needs and Sheltered Housing) 100.2% 98.5%

Proportion of rent collected (Garages) 92% 93.15%

Voids (Empty properties)

Average time to re-let a void (General Needs) 23 days 28.1 days

Average time to re-let a void (Sheltered Housing) 30 days 38.5 days

Repairs and homes

Emergency and out of hours repairs completed in time 98.5% 98.7%

Resident satisfaction with the last repair 82% 91.2%

Homes meeting the Decent Homes Standard 86% 83%

Feedback and community

Stage 1 complaints responded to within 10 working days 95% 86%

Members enquiries answered within 10 working days 95% 89%

Residents provided with support, employment and training advice 240 298
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The Board remains keen that areas of underperformance are addressed, and this is reflected in Homes for Haringey’s
annual plan objectives and its strategic priorities. Key areas of focus in 2020/21 are:

• Improve governance and oversight of capital programme management and health and safety compliance including
implementing recommendations from the phase 1 report of the Grenfell Tower Inquiry

• Deliver the next phase of our Broadwater Farm improvement programme

• Develop and implement a new transformation programme for the organisation

• Address levels of disrepair in council housing

• Improve the leasehold service and levels of leasehold satisfaction

• Enhance our approach to prevention and ‘front door’ offer to people facing homelessness
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