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Local Authority Housing 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.  

This inspection has been carried out by the Housing Inspectorate using powers 
under section 10 of the Local Government Act 1999 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 Council; 
• 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. 
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Summary 
1 In June 2006 the Audit Commission inspected North Warwickshire Borough 

Council's landlord services and judged them to be providing a ‘poor’, zero-star 
service with uncertain prospects for improvement. A re-inspection in February 
2008 has found that the service has improved to a 'fair', one-star service with 
promising prospects for improvement.  

2 Services are generally easy to access. Good quality advice and information is 
readily available and staff have a high profile presence on estates. Services are 
developed and shaped through resident involvement and customer feedback 
Investment programmes are delivering high quality improvements offering a 
range of choice to tenants. Customers' health and safety is secured through 
timely gas servicing and a proportionate approach to tackling anti-social 
behaviour has been adopted. Rent arrears recovery is effective with an emphasis 
on addressing poverty and debt. Efficiency savings are being made and moved 
into areas important to tenants.  

3 There are, however, a number of areas which require further improvement. The 
strategic approach to value for money is not fully embedded and the housing 
repairs direct labour organisation (DLO) is still inefficient when compared to 
similar organisations. The responsive repairs service is weak and the corporate 
commitment to diversity has not been fully translated into tangible outcomes. 
Some elements of service delivery, including the time taken to install disabled 
adaptations and the disaggregation of service charges still need to be addressed.  

4 There are promising prospects that services will continue to improve. There is a 
track record of improvements to services that have been noticed by tenants. The 
majority of recommendations from the previous report have been implemented. A 
series of major decisions around the long term future of the service have been 
made with tenants at the heart of the decision making process. Performance 
indicators show generally strong performance and notable improvements in some 
areas. Effective leadership is provided by Councillors and senior officers. 
Capacity is being built through effective financial management and development 
of human resources. Performance information needs development in some areas 
and the approach to value for money is not comprehensive. 
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Scoring the service 
5 We have assessed North Warwickshire Borough Council as providing a ‘fair’, 

one-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 chart1 
 

 Prospects for improvement?  

Excellent     

Promising     

Uncertain     

Poor     

A good 
service?

 Poor Fair 
 

Good 
 

Excellent
 

 

‘a fair service that has 
promising prospects for 

improvement’ 

Source: Audit Commission 

6 We found the service to be fair because of the following. 

• A customer focus has been developed and tenant satisfaction with the service 
has increased. 

• Services have been shaped around the needs of service users and 
complaints are taken seriously. Information about services is generally of a 
high standard. 

• Staff and Councillors have been trained in diversity issues. 
• Arrangements are in place to deal with harassment, hate crime and domestic 

abuse and the needs of specific groups have been researched. 
• The decent homes standard (DHS) will be reached by 2010 and a 30-year 

funded asset management plan is in place. 
• Tenants are involved in the selection of investment works contractors and 

have a choice of fixtures and fittings. 
 
1 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. 
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• Voids are relet quickly and all gas appliances serviced annually. 
• Adaptations are completed as part of DHS works, a register of adapted 

properties has been compiled and adaptations are recycled. 
• It is easy for tenants to pay rent and the collection of former tenant arrears is 

effective. 
• The local environment is welcoming and a popular neighbourhood warden 

service has recently been introduced. The approach to ASB is effective and 
proportionate and good links have been established with other agencies 
working in the field. 

• The housing register is well managed and good use is made of the available 
social rented stock in the Borough. 

• Significant efficiency savings have been secured in some areas and invested 
in priority areas. 

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

• key information to reflect the customer experience is lacking and some 
services have improved less quickly than others; 

• profile information is lacking for over half of tenants and the monitoring of 
access to services is not comprehensive. A target for lettings to people from 
black and minority ethnic (BME) communities has not been set; 

• tenants are unaware of where asbestos may be located in their homes and 
the medium term investment plans for individual homes have not been 
advertised to tenants; 

• the responsive repairs service lacks a customer focus and is not providing 
value for money; 

• no assessment of the future demand for adaptations has been made; 
• rent collection performance has fluctuated and all tenants continue to pay for 

some services which only some tenants receive; 
• a choice based letting system has not yet been established; and 
• value for money has not been comprehensively delivered. 

8 The service has promising prospects for improvement because: 

• services have been improved in a manner which has been noticed by tenants 
and performance has generally improved; 

• good progress has been made against the previous inspection report's 
recommendations; 

• there are a range of effective plans and strategies in place; 
• improvements have been made in areas important to tenants and have been 

completed in a tenant friendly manner; 
• customers are involved when key decisions about the service are made; 
• there are several examples of learning from other social housing providers; 
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• capacity has been developed through effective human resources 
management, training and improved IT; and 

• partnership working has been developed and funds attracted from elsewhere.  

9 However, there are some barriers to improvement. These include: 

• poor performance has persisted in one or two areas such as responsive 
repairs and there is a limited understanding of the way in which services are 
delivered; 

• target setting is not comprehensive and staff lack targets in some key areas; 
and 

• large under spends have persisted on the capital improvements budget.  
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Recommendations 
10 In order 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 costs2 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 Council shares the findings of this report with tenants and 
councillors and addresses all weaknesses identified in the report. The inspection 
team makes the following recommendations. 

 
Recommendation 

R1 Ensure that Tenants are aware of the asbestos that is in their home 
with clear advice about how they should act and how the Council will 
act when asbestos is present in the property.  

The expected benefit of this recommendation is: 

• tenants will be aware of the likely locations of asbestos in their homes and 
what to do if they come across it.  

This should be implemented by September 2008. 

 
Recommendation 

R2 Ensure fair and equal access to services by: 
• gathering and maintaining comprehensive information on tenants’ 

diverse needs and use it effectively to tailor services to peoples 
specific needs; 

• monitoring, reporting and taking action on the diversity of tenants 
who do and do not access services; and  

• setting a target for lettings to people from black and minority 
ethnic communities based on the known levels of housing need in 
those communities. 

The expected benefits of this recommendation are: 

• the Council can tailor services to meet the specific needs of its customers; 
• develop an understanding of which diverse groups using services and 

address any under representation of certain groups; and 
• targets can accurately reflect the level of need in different communities. 

 
2  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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The implementation of this recommendation will have high impact with low costs. 
This should be implemented by September 2008. 

 
Recommendation 

R3 Strengthen performance management, value for money and 
outcomes for service users by: 
• monitoring and reporting on the whole customer experience of 

services including repair appointments made and kept, repairs 
completed right first time and the whole time tenants wait for aids 
and adaptations; 

• taking action to demonstrate and improve the value for money of 
the direct labour organisation;  

• addressing poor performance on repairs completed within target 
timescales; and 

• monitoring the impact of work to tackle anti-social behaviour. 

The expected benefits of this recommendation are: 

• a good understanding of the quality of services will be developed; 
• value for money will be maximised and savings can be spent on other 

priorities; 
• tenants will receive a better responsive repairs service; and 
• an understanding of the effectiveness of the different means of combating 

ASB will be developed.  

The implementation of this recommendation will have high impact with medium 
costs. This should be implemented by December 2008. 

11 We would like to thank the staff of North Warwickshire Borough Council who 
made us welcome and who met our requests efficiently and courteously. 

Dates of inspection: 25 to 29 February 2008 
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Report 

Context 
The locality 

12 North Warwickshire is a rural area of 100 square miles lying between 
Birmingham, Solihull, Coventry, Nuneaton and Tamworth. The main towns are 
Atherstone, Coleshill and Polesworth, each with populations of less than 10,000. 
It is home to 62,000 people, of whom the vast majority are white, with only  
1.3 per cent from other ethnic groups. 

13 There are around 25,200 properties in the Borough of which about 20,600  
(81 per cent) are in the private sector. The Authority’s housing stock was 2,813 at 
the end of 2005/06 and registered social landlords (RSLs) have around 789.  

14 The Council provides a landlord service for its properties and 86 leasehold 
properties. A 25 per cent stock condition survey was completed as part of a 
Housing Options appraisal, which confirmed lower than national average energy 
efficiency rating of 58.6 and a significant programme of work if the Decent Homes 
Standard (DHS) is to be reached. Tenants were offered the options of a 'bronze 
standard' which exceeded DHS if they opted to remain with the Council, a 'silver' 
standard if they chose the option of an arms length management organisation, or 
a 'gold standard' if they opted for large scale voluntary transfer. In 2005 tenants 
voted overwhelmingly to remain with the Council. 

15 The strong mining heritage in North Warwickshire is reflected in the Council’s 
stock which contains ex-National Coal Board homes. These communities 
continue to have links back to work provided by the mines. Other employment 
has now replaced that mining heritage and overall unemployment is low at  
1.5 per cent compared to 2.4 per cent nationally. 

16 In terms of deprivation, the Borough ranks 123 out of 354 areas in England 
(where 1 is the most deprived). Two wards are in the worst 30 per cent nationally.  

The Council 
17 The Council is under Conservative control and is made up of 35 councillors;  

14 Labour and 21 Conservative. 

18 The Audit Commission assessed the overall performance of the Borough as 'fair' 
as part of the comprehensive performance assessment of the Council which took 
place in 2004. 

19 The Council has a total budget expenditure of £37.36 million for 2007/08 and an 
income of £28.2 million leaving a total service expenditure of £9.2 million. 
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The service 
20 North Warwickshire Borough Council's (NWBC) Housing Division offers landlord 

services to 2,813 Council homes. There are 59 staff, of which 50 are engaged in 
frontline service delivery, including an in-house Direct Labour Organisation 
(DLO).  

21 The Housing Division’s main offices are located in the Council House in the 
centre of Atherstone. The Housing Division is part of the Council’s Directorate of 
Resources and they are located alongside the Revenues and Benefits Division.  

22 In June 2006 the Audit Commission inspected the Council's landlord services and 
judged them to be providing a ‘poor’, no-star service with uncertain prospects for 
improvement. 
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How good is the service? 

What has the service aimed to achieve? 
23 The service has a vision: 

'To provide a customer focussed service by well-trained, 
knowledgeable staff, with tenants fully involved at a level suitable for 
them at both strategic and operational levels.' 

24 Housing’s key aims are incorporated within the Council’s priorities as set out in 
North Warwickshire’s Sustainable Communities Plan and the Council’s Corporate 
Plan. They are: 

• the provision of more affordable homes; and  
• the completion of the Decent Homes programme by 2010.  

Is the service meeting the needs of the local 
community and users? 
Access and customer care 

25 The 2006 inspection found that weaknesses outweighed strengths in this area. 
There was a range of ways to access the Housing Service and customers had 
been involved in developing information leaflets. However, service standards 
were not consistently advertised or monitored, access times and office facilities 
were limited, performance on answering telephone calls was mixed and staff had 
limited knowledge about how to access interpretation and translation facilities. 
Customer satisfaction was not being measured across all services and customer 
involvement was not yet well embedded. 

26 Access to services has improved since the last inspection and strengths now 
outweigh weaknesses. It is easy to access housing services, either in person at 
the one-stop shop, over the telephone or via the Council's website. Tenants are 
playing a key role in shaping services. Access to services has been shaped 
around service user wishes and opening hours extended. Publicity material is 
well laid out, informative and has been agreed with tenants. The Council has 
shown a genuine commitment to resident involvement and this has led to a range 
of improvements. However, the website lacks some interactive features and 
information about the customer experience of some service areas is lacking. 
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27 Customers accessing services in person are well served. The Council's one-stop 
shop is well located, inviting and compliant with the Disability Discrimination Act. 
A range of services are available including all housing services and other related 
services such as benefit and debt advice. Callers to the office are promptly dealt 
with by efficient and friendly staff. While emergency access could be improved by 
displaying the out of hour's services number on the front of the building, overall 
customers are having a positive experience.  

28 Access to services has been shaped around the preferences of service users. 
The Council's contact centre opening hours have been reviewed and revised to 
reflect customer preferences. Following trials with varying take-up, the hours are 
now 8.30 am to 5.45 pm and Saturday mornings. Shaping access to services 
around customers' preferences makes them more accessible and responsive to 
their needs.  

29 Calls to the Council's contact centre are generally responded to within target 
timescales. During 2007, 86 per cent of calls were answered within the  
20-second target and 83 per cent of calls are completely resolved at the first point 
of contact. Tenants we met were happy with the speed of response and the 
manner of staff handling their queries. 

30 An increased emphasis has been placed on face to face contact with service 
users and on maintaining a visible presence in local communities. Pre- and  
post-tenancy services have been reconfigured to free up staff to visit communities 
and include a designated visiting officer for all new applicants to assess likely 
support needs and discuss housing options. Following a request from tenants a 
team of three neighbourhood wardens has been created who have adopted a 
high profile presence on estates. Tenants consider this an improvement and 
welcome the personal contact with officers.  

31 A clear emphasis has been placed on customer care from senior management 
and Councillors. All staff have been on customer care training and there is an 
increased scrutiny on their day to day performance. Customer feedback is sought 
for most service areas and compliance with service standards is measured. 
There are a number of examples of the Council responding to customer feedback 
such as reminding repair operatives to clearly display ID badges. Such an 
emphasis will help improve the customer experience and the 2007 STATUS 
survey showed that tenants' overall satisfaction with the service had increased 
from 76 per cent to 84 per cent.  

32 The Council's website is informative and easy to use but lacks some interactive 
features. The site has a generally effective search facility with simple navigation 
processes and information is in a user-friendly style and presentation. It has a 
‘browsaloud’ facility and some interactive features such as repayments and the 
downloading of forms. However, information about disabled facilities grants was 
difficult to find and the hyperlink to the County Council did not work. The site also 
lacked features such as on-line repair reporting and access to real time rent 
accounts. Some opportunities to increase access to services are being missed.  
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33 The Council is committed to tenant participation and tenants have been involved 
in a series of key decisions affecting the future of the service. In 2005 tenants 
voted to remain with the Council rather than transfer to a local Housing 
Association and tenants representatives decided to give the DLO time to 
modernise before its market testing. Tenants were well informed when making 
each decision having access to, for example, the consultant's report on the 
profitability of the DLO. Involving tenants in this manner gives them ownership of 
their homes and communities.  

34 Tenants can influence services on a day to day basis. Community panels have 
been set up in different areas with a small budget to spend on issues identified by 
tenants. This has included measures to combat anti-social behaviour (ASB) and 
to remove poor design features. Some tenants are quality checking voids and 
undertaking mystery shopping of services. Service standards and published 
materials such as leaflets and letters have been agreed with tenants. This has 
helped foster close relationships between officers and tenants and the 2007 
STATUS survey revealed that tenant satisfaction with opportunities to participate 
had improved from 65 per cent to 71 per cent.  

35 Tenants can influence services in a range of ways. The tenant partnership 
agreement sets out the full range of involvement options, such as; taking part in 
neighbourhood walks, being part of the publications group, attending local tenant 
group and panel meetings and councillorship of the borough-wide tenant forum. 
The options are rated according to the level of commitment required so tenants 
can select the level of involvement which suits them best. The impact of tenant 
involvement is monitored quarterly through the borough-wide forum work plan 
and annually when the partnership agreement is reviewed. The overall approach 
is helping to develop services which reflect tenants' needs and aspirations. 

36 Efforts are being made to promote tenant involvement opportunities. The tenant 
participation agreement has been distributed to all tenants and activities such as 
the tenant's conference and letters and visits to new tenants from the tenant 
participation officer are all raising awareness. A recent flyer in the tenants’ 
newsletter brought forward 11 new tenants wishing to become involved. The 
more tenants involved the greater the likelihood of the views of the majority being 
heard.  

37 The analysis of individual service performance is not comprehensive. Customer 
feedback is sought on most aspects of the service and a series of performance 
indicators (PIs) around such issues as telephone answering and response times 
to letters are monitored. However, some services such aids and adaptations, do 
not monitor the whole customer experience and other services lack sophisticated 
indicators, such as responsive repairs, where the number of jobs completed in 
one visit is not recorded. Presently the Council does not have a comprehensive 
understanding of their customers’ experience and how this could be improved.  
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38 It is easy to make a complaint and they are taken seriously. A review of 
complaints files showed that they had been generally responded to within 
published timescales and that they had been dealt with in a thorough and 
professional manner. However, no compensation is available for complaints 
which have been upheld. A professional and welcoming response to complaints 
will encourage people to complain which will lead to improvements in service.  

39 There are examples of complaints being used to drive improvements. Following 
feedback from new tenants, arrangements for post-letting repairs are now made 
clearer, customer care training now focuses on delivering difficult messages in an 
appropriate manner and repairs appointments have removed uncertainty about 
when trades people will call to complete work. Tenants are now receiving a better 
defined service and are clearer about what they can expect. 

Diversity 
40 In 2006 weaknesses outweighed strengths in this area. The Housing Service was 

developing its approach to equality and diversity issues but outcomes were 
limited. The Council had inadequate information on the profile of customers to 
enable services to be tailored to needs. The Council's performance on meeting 
equality and diversity targets was poor, not all staff had received equality and 
diversity training and training to deal with incidents of racial harassment had been 
limited. There had been no action taken to encourage customers from  
‘hard-to-reach’ groups to become involved in shaping service delivery. However, 
there were effective arrangements in place to deal with people experiencing 
domestic abuse.  

41 The housing service's approach to diversity has improved since the last 
inspection and strengths and weaknesses are now balanced. There is effective 
partnership working at both operational and strategic levels and the service is 
adding to its understanding of diverse needs. Appropriate arrangements are in 
place to deal with domestic abuse, harassment and hate crime. However, the 
Council has only reached level two of the Equality Standard for Local 
Government. Information on tenants' specific needs and preferences is not 
comprehensive and the housing service cannot fully demonstrate fair and equal 
access to all its services. 

42 The corporate priority to ‘address equalities in all aspects of policies and services’ 
is being pursued through a series of equality impact assessments. Housing's 
equalities policy has been revised and key policies have had equality impact 
assessments completed. A housing equalities and diversity steering group which 
includes staff and tenants has been established to oversee the implementation of 
the policy and future equality impact assessments. Equality impact assessments 
can identify aspects of policies and procedures which can unintentionally 
disadvantage specific sections of the community.  
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43 The housing service is developing an understanding of the diverse needs of all 
sections of the community. A bid for funding to research the needs of new and 
emerging communities in North Warwickshire is being developed with other 
councils in the area. Through research into the needs of gypsies and travellers it 
has developed a clear picture of the number of pitches needed. With a local third 
sector agency an understanding of the needs of people with learning and physical 
disabilities is being developed. Housing is also working closely with the 
community development team to understand the needs of young people and to 
provide and promote a range of positive activities. This ensures that diverse 
needs are better understood and met. 

44 The Council is generally meeting its targets for achieving a diverse workforce. 
The target for black and minority ethnic (BME) employees exceeds their 
representation in the local community at two per cent. The target of the 
percentage of top 5 per cent of earners that are women is narrowly exceeded. 
However the target of for the percentage of top 5 per cent of earners who are 
from an ethnic minority of 1.2 per cent is not achieved. It is also exceeding its 
target for disabled employees with 3.49 per cent employed compared to a target 
of three. This ensures that the workforce is representative of the wider community 
it serves.  

45 The Council is ensuring that all staff and others closely linked to the Council are 
equipped to deliver services fairly and equally. All staff and repair operatives must 
undergo corporate equality and diversity training as well as a tailored programme 
specific to housing. Borough Wide Tenants' Forum councillors have also 
undergone the housing specific training as have some external agencies. A 
number of staff and two tenants have completed a level two NVQ in diversity at a 
local college. Diversity training is mandatory for councillors although some have 
not done this yet. Additional training has also been provided for staff on domestic 
abuse and mental health issues. Overall this is raising awareness of the different 
needs of service users. 

46 The Council is actively engaging with a range of partners in relation to equality 
and diversity issues. Housing staff are members of the multi-agency Partnership 
Against Racism group and Warwickshire Race Equality Partnership. A housing 
team member chairs the North Warwickshire domestic violence forum. Staff also 
attend the North Warwickshire Older Persons Forum and five forum members are 
informing the development of the Council's own older person's strategy. This is 
helping the Council to develop its own operational and strategic approach. 

47 At an operational level, effective partnership working is enabling vulnerable 
people to access support to sustain their tenancies. This includes work with 
Doorway to assess the needs of 16 and 17 year olds, provide pre-tenancy 
workshops and provide ongoing support once rehoused. A floating support 
service provided by Bromford Housing Group is supporting young parents in their 
own homes. This is equipping people to live independently and sustain their 
tenancies. 
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48 Staff have easy access to translators and translated material. The Council 
subscribes to an interpreting service and staff and operatives know how to 
access this for service users. Most published information carries translation 
straplines. However, strap-lines are not consistently used on leaflets, for example 
there are none on the adaptations leaflet and whilst the Housing Benefit leaflet is 
available in Polish there is no Polish strap-line on the housing allocations policy. 
This could restrict access to services for some diverse groups.  

49 Combating hate crime is taken seriously and appropriately resourced. The  
one-stop shop is a designated reporting centre for racist incidents/hate crime and 
comprehensive guidance is available to staff on dealing with people experiencing 
domestic violence. With other local authorities a sanctuary scheme and refuge for 
people fleeing domestic violence has been recently developed. This will help 
people living in fear of violence.  

50 Corporately, progress towards the Equalities Standard for Local Government has 
been steady. Since the last inspection the Council has progressed from level one 
to level two of the standard and it is now preparing for a peer review with the aim 
of achieving level three by the end of 2008/09. Improvement in this area has been 
at a pace similar to other district councils. 

51 Some information about the diversity of tenants has been gathered but not 
always in a form which can be put to practical use. Customer profile information 
has been gathered for around 40 per cent of tenants but the information is not 
always usable. For example, while it may be known that a tenant has impaired 
sight, it is not known how they would prefer services to be delivered to 
accommodate this. Work is now taking place to address this but in the meantime 
services are not being tailored to meet tenants' diverse needs. 

52 The approach to monitoring access to services is mixed. Lettings to BME 
communities are monitored and reported on but a formal target has not been set. 
While 1.9 per cent of lettings went to BME communities in 2006/07 compared to a 
local population of 1.4 per cent, no lettings to those communities had taken place 
between April and November 2007. The Council cannot comprehensively 
demonstrate fair and equal access to all services. 

53 Not all council buildings are DDA compliant. A resourced action plan is in place to 
have completed all work by March 2014. Nevertheless this is sometime after the 
2005 deadline which was set in 1995. Presently people with disabilities cannot 
access all council buildings.  

54 The Council cannot demonstrate that it complies with the Commission for Racial 
Equality code of practice for rented housing. While customer satisfaction is 
monitored by diversity, actual access to services apart from the housing register 
is not. Presently the Council cannot demonstrate that there is fair and equal 
access to all services. 

55 The Council is generally ensuring that contractors are acting in accordance with 
its own approach to equalities and diversity. Contractors are obliged to provide 
evidence of diversity policies as part of tendering requirements. However, they 
are not currently required to undergo the Council's own equality and diversity 
training.  
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Stock investment and asset management 
Capital improvement, planned and cyclical maintenance and 
major repairs 

56 In 2006 this was an area where weaknesses outweighed strengths. Stock 
investment was not set within the strategic framework of an asset management 
strategy or an affordable warmth strategy. Stock condition data was not used 
effectively. The Council had a poor record of spending its capital resources, 
modern methods of procurement were not used, customers had not been 
involved in developing or monitoring improvement programmes and customer 
satisfaction with improvement work was mixed. No information was provided to 
customers about asbestos and very little was provided about improvement 
programmes. The Council was not undertaking routine cyclical maintenance on 
the majority of its homes. However programmes of work had effectively reduced 
the number of homes that failed the DHS. 

57 Performance in this area has improved since the last inspection and there are 
now more strengths than weaknesses. An asset management strategy informed 
by a 25 per cent stock condition survey has been agreed and a 30-year 
programme of work formulated. DHS works contracts reflect modern procurement 
methods and savings have been secured. However, underspends on capital 
programmes have been reduced, but are still large and tenants are unaware of 
the location of asbestos in their homes.  

58 The asset management strategy is comprehensive and reflects the priorities of 
the Housing Revenue Account Business Plan. The plan identifies properties 
which are likely to pose the most challenging maintenance problems and possible 
solutions to them. For example some smaller bungalow accommodation has 
been redesignated and the long term future of several garage sites is under 
discussion. The strategy has given a framework for future decision making about 
the stock and direction for Councillors, staff and tenants when considering the 
long term future of its assets.  

59 Through the asset management strategy a comprehensive, fully costed asset 
management programme has been agreed. The asset management programme 
is based on sound stock condition information and comprehensively lists each 
building item to be repaired. The programme is spread over 30 years with each 
item to be replaced within the different years. The programme is fully costed for 
each item and the total cost within each year. This is an effective way to organise 
improvements and programmed repairs, gives confidence about when 
improvements will be completed and ensures the long-term comfort of tenants. 

60 The procurement of improvement contracts reflects modern practices. The 
improvement works contract was let through a public sector partnered contract 
with costs limited to 10 per cent above estimates and an equal share on savings 
if below estimates. The contract is making significant savings on previous 
contracts and the Council is hoping to reduce the contract from three to two 
years. As a result the Council has managed to both reduce costs and improve 
services.  
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61 A home improvement standard higher than the DHS has been agreed with 
tenants. The ‘bronze standard’ standard is better than DHS in that it allows for all 
items to be replaced at failure or at the life expectancy, rather than using the 
‘totting up’ definition of the DHS. It includes smoke detectors and some 
environmental works, the cladding of solid walls and upgrading of analogue 
aerials to digital. Improving homes according to tenant's wishes will help sustain 
tenancies. 

62 Tenants have been involved in all stages of the improvement programme. 
Tenants were involved in the selection of contractors, specification of works and 
fixtures and fittings. Works to external doors were brought forward in the 
programme to reflect tenants' security concerns and tenants have a choice of 
fixtures and fittings for replacement bathrooms and kitchens. Tenants can pay for 
additional items which the Council 'front' funds. Properties visited during the 
inspection were found to have been modernised to a high standard and tenants 
were both happy with the outcomes and the way in which they were looked after 
during the works. Any adaptations required to properties are completed as part of 
the improvement works. Involving tenants to this extent means that work will be 
completed in the manner and to the standard they desire.  

63 Integrated and comprehensive IT databases of property condition and 
programmed works have been established. Databases have been created with 
details of the likely condition of individual properties and whether they meet the 
DHS. This is cross referenced with future programmes of work. Staff ordering 
responsive repairs can save money by delaying works which are shortly to be 
dealt with as part of a programme of works.  

64 NWBC is improving its homes in line with Government targets. The DHS target 
will be achieved by 2010. The percentage of properties currently meeting DHS 
fluctuates reflecting the end of life of some property elements. Presently around 
72 per cent of properties meet the DHS and this is expected to rise to nearly  
80 per cent by March 2009. An affordable warmth strategy has contributed to 
higher SAP scores (which reflects how well a property is insulated) which have 
improved from 56 in 2005/06 to 60 in 2006/07, although further improvements are 
anticipated they are presently well outside of top quartile performance. Mains gas 
supplies are being provided at the Council's expense to a number of properties 
which were formerly dependant on more expensive forms of heating. Improving 
homes in this manner makes them more comfortable and economic to live in.  

65 A variety of solutions to achieving DHS have been pursued. As well as repairing 
their own properties, three estates with structural problems have been transferred 
to a local housing association. Tenants were consulted on and supported the 
transfer. Working with partner organisations and tenants has solved a problem 
the Council had insufficient resources to deal with. 

66 Tenants are unaware of planned repairs programmes for their homes. The  
30-year programme of works or at least the first two to three years have not been 
publicised to tenants. Without details of future planned maintenance works to 
their homes tenants may complete improvements to their homes which could be 
undone.  
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67 Tenants have not been comprehensively advised about asbestos risks in their 
homes. Although they are warned of the likely presence of asbestos in their 
homes and what to do should they come across it, they have not been advised of 
the likely location of it. While databases are updated with asbestos warnings and 
details are passed to contractors, tenants are unaware of the likely location of any 
hazards in their homes. 

68 Stock condition databases are not comprehensively kept up to date. They are 
updated with programmed works but not with work done when properties are 
vacant or visited by maintenance staff. This is potentially limiting the effectiveness 
of work programming. 

69 The capital programme budget is consistently underspent. Although this has 
reduced, a significant underspend of around 15 per cent is projected for 2007/08. 
While this is managed and is in part due to sound reasons, it means that some 
tenants are waiting longer for improvements to be undertaken to their homes.  

Responsive repairs 
70 In 2006 this was an area where weaknesses significantly outweighed strengths. It 

was easy to report repairs and overall satisfaction was improving. However, there 
was a lack of customer focus in the way repair appointments were made and 
arrangements for reporting repairs out-of-hours. Performance on completing 
repairs within target times was poor and deteriorating, there were backlogs of 
repair orders and too many repairs were undertaken as emergencies or urgent 
jobs. Repairs diagnosis was ineffective, there were high levels of pre-inspections 
and variations and there was ineffective quality control of completed repairs. 
Performance reporting was flawed and the service was not delivering value for 
money.  

71 Despite a series of improvements since the last inspection, weaknesses continue 
to outweigh strengths. The service lacks a customer focus, repairs performance, 
though improving, is poor. An appointments system has only recently been 
introduced and lacks management control. Repairs diagnosis is poor and modern 
methods of working have not been adopted. However, there are high levels of 
tenant satisfaction with the service and a series of indicators show signs of recent 
improvements.  

72 An effective repairs appointment system has yet to be introduced. When reporting 
a repair the person taking the call books the repair in the operative's electronic 
diary at a date in the future which approximately reflects the priority of the repair. 
The person taking the call has to use two electronic programmes and search for 
an available date. Appointments are only available on an AM/PM basis and are 
not available outside of normal hours. Making the appointment is an involved 
process and the best performers offer appointment slots of two hours, rather than 
AM or PM. Tenants are receiving a service not as good as some other tenants 
elsewhere.  
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73 The Council does not have a detailed understanding of the efficiency and quality 
of the responsive repairs service. Information which reflects the quality of the 
service such as the number of repairs completed by an appointment and the 
number of repairs completed in one visit are not readily available. Without this 
detailed knowledge the Council cannot are unsure as to the quality of service 
tenants are receiving.   

74 Performance figures show an improving repairs service but one which is still 
falling short of best practice standards. Around 17 per cent of repairs are 
completed as emergencies and around 15 per cent as urgents. Best practice 
guidelines suggest around 10 per cent of jobs completed as emergencies and 
emergencies and urgents combined to total no more than 30 per cent. Repairs 
completed within timescale still average only around 80 per cent (for 2006/07 only 
68 per cent of repairs were completed on time, but trend information from 
November to date show around 95 per cent). Performance around repair 
completion also fluctuates between priority band. Furthermore pre- and  
post- inspections have only recently been brought within best practice guidelines. 
Service efficiency is not being optimised. 

75 Repairs diagnosis is poor and an excessive number of repair orders are varied. 
Technical officers have been put in place for staff to refer to, to help them 
diagnose repairs but this practice has yet to be embedded. Such a high level of 
variations makes budget and staff management difficult and affects the quality of 
service provided to tenants.  

76 It is easy to report a repair and tenants are well informed about the service. 
Repairs can be reported in person, over the phone or internet and an out of 
hour’s service is available. All tenants receive a receipt for the repairs ordered 
and appointments on an AM/PM basis are available. Satisfaction cards are sent 
with all orders and around a fifth are returned. Around 70 per cent of tenants say 
they are generally satisfied with the service but 97 per cent say they are happy 
with direct works operatives. Tenants have been supplied with a repairs 
handbook which contains information about the service and has diagrams of their 
properties fixtures and fittings from which they can diagnose repairs. Tenants can 
be confident that their request will be responded to and are equipped to give a 
reasonable description of the repair.  

77 Rechargeable repairs are well managed. A rechargeable repairs policy has been 
agreed with tenants and is applied in an effective manner with a leaflet explaining 
the policy with approximate charges for each item. Around one per cent of all 
repairs are recharged and nearly 60 per cent of charges are collected. This is a 
high rate of recovery and reflects the general support the policy has with tenants.  
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Empty property repairs 
78 In 2006 this was an area where strengths outweighed weaknesses. There was a 

lettable standard, which has been agreed with tenants, and properties were 
consistently repaired to that standard. Decoration allowances were used 
appropriately. Performance on re-letting empty properties had been strong but 
had deteriorated recently. However, arrangements for preventing vandalism to 
empty properties were inadequate, the costs of repairing empty properties did not 
represent value for money and the Council was not using the results of 
satisfaction surveys to improve service delivery. 

79 This inspection found that North Warwickshire has maintained its good 
performance in managing void properties. The total number of void properties has 
been consistently low and currently stands at 0.5 per cent of all stock. Voids are 
let quickly and are repaired to a reasonable standard. Tenants agreed the void 
standard and are involved in inspecting voids. However, void properties are not 
improved to the 'bronze' standard when empty.  

80 Voids are let quickly and efficiently. Performance in turning voids around is in the 
top quarter of all housing providers at around 26 days. Voids visited during the 
inspection were repaired to the agreed standard and well presented. Applicants 
are quickly found for properties and acceptance rates are high. Letting voids 
quickly increases rental income, maintains the appearance of an area and 
ensures that people in housing need do not wait longer than is unavoidable.  

81 The voids service is economical and some costs are falling. In the year 2006/07 
the authority spent around £1,376 per property, a fall from four years ago. The 
spend on voids compares well with similar housing providers and is a reflection of 
the good works completed in previous years as part of the capital programme. 
Over the last year spend on decorations has similarly fallen. This reflects the 
emphasis NWBC has placed on tenants leaving their homes in good condition 
and the use of decorating allowances rather than the more expensive decoration 
by the Council. Controlling void costs allows money to be spent on other items 
important to tenants.  

82 Both new and established tenants have helped create an improved void service. 
Existing tenants agreed the void standard and have inspected repaired voids. 
New tenants' opinions on their new home and the allocations process in general 
are gathered and show high rates of satisfaction. Refusal rates of properties are 
low at around 5 per cent. Involving tenants in this manner will help shape the 
service to reflect their needs and aspirations.  

83 Voids are not repaired to the Council's 'bronze' standard. When an unimproved 
home becomes empty it is repaired to the void standard rather than the higher 
'bronze' standard. When the property's turn is reached in the programme the 
improvement works are completed. This means that tenants may be disrupted 
again soon after moving into their new homes. Completing improvement works 
while a property is empty is cheaper, easier and does not disrupt incoming 
tenants.  
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Gas servicing 
84 Weaknesses outweighed strengths in 2006. The Council was not servicing all its 

gas appliances annually and, where access was refused, the Council was not 
using its powers to access its properties effectively. IT systems were not being 
used to track outstanding work and customer satisfaction was not measured. 
However, information for customers was clear, gas servicing was done by 
appointment and there were appropriate quality control arrangements in place. 

85 The gas servicing programme is now a strength. The programme is managed in 
an effective manner and shows significant improvements from the last inspection. 
Around 99 per cent of all gas appliances currently hold a valid gas servicing 
certificate and performance is closely monitored. The longest outstanding service 
is only around four months overdue and is being pursued in an appropriate 
manner.  

86 The programme has a number of positive features: 

• it is arranged over an eleven month period to accommodate slippage and is 
well publicised to tenants; 

• solid fuel heating systems are serviced; 
• mains wired smoke detectors are tested during gas servicing and battery 

operated CO detectors are being installed in all properties; 
• records of gas servicing are kept up to date and are accurate. Properties due 

a service are flagged on IT records;  
• appointments are made on an AM/PM basis and reminders are given, evening 

and Saturday morning appointments are available exceptionally; 
• incentives are given for easy access, such as low energy light bulbs and 

customer satisfaction is gathered which shows high levels of satisfaction with 
the service; and 

• appropriate quality control systems are in place with test certificates readily 
available.  

Tenants can enjoy safe and efficient gas and solid fuel fired heating in their 
homes. 

Aids and adaptations 
87 The last inspection found that weaknesses outweighed strengths in this area. 

Information for customers was limited and there were no service standards. 
There were long waiting times for customers who needed major adaptations, 
there was no tracking of referrals to the Occupational Therapy service and the 
Council lacked adequate information about its adapted properties. Adaptations 
were undertaken to a high standard and minor adaptations were undertaken 
quickly.  
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88 Weaknesses continue to outweigh strengths in the aids and adaptations service. 
The Council is unaware of the total waiting times for adaptations and it has not 
addressed delays in the service. Alternative means of supplying adaptations have 
not been investigated and there is no service level agreement for the fitting of 
adaptations with Social Services. Some improvements have been made since the 
last inspection with an adapted property database created, adaptations are 
installed as part of improvement works and minor adaptations are completed 
quickly.  

89 The Council is unaware of how long tenants have to wait from requesting an 
adaptation to it being fitted in their home. NWBC knows that it takes on average 
77 days to fit a major adaptation from receipt of the specification from the County 
Council's Occupational Therapist, but not from when their tenant first requested 
the adaptation. It therefore does not know the full length of time vulnerable people 
have to wait for essential adaptations to their homes or how this could be 
improved. 

90 The Council does not measure the quality of the whole customer service 
experience for people who apply for adaptations. Although customer satisfaction 
with the service is gathered, it asks only about the fitting of the adaptation rather 
than the whole experience of applying for the adaptation. Feedback gathered 
therefore does not reflect issues such as the length of time waiting or if the 
applicant was kept up to date on the progress of their application. Unless the 
whole experience of people using the service are gathered it is unlikely that the 
service will be improved.  

91 Management of the adaptations service is weak. A service level agreement with 
the County Council's Social Services department has not been agreed, 
performance details on the service are not reported to councillors and service 
standards are not yet in place. Alternative means of providing adaptations such 
as through preconstructed units or leasing equipment have not been investigated. 
Opportunities to provide an efficient and customer focused service are being 
missed.  

92 A series of improvements have been implemented since the last inspection. 

• Minor adaptations costing less than £300 are fitted quickly, and can be fitted 
as an emergency if required. 

• An adapted property database has been created and a county-wide one is in 
development. 

• A cross authority social housing group has been established which is 
maximising the use of adapted properties. 

• In the event of an emergency or to facilitate, for example a hospital discharge, 
adaptations can be ‘fast tracked’ and installed quickly.  

• When adapted properties become vacant they are matched to a suitable 
applicant.  

• Adaptations are completed as part of the 'bronze' standard improvement 
works. 
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• A leaflet advertising the service has been drawn up, but it is not easy to find it 
on the website and the hyper-link to the County Council does not work.  

• There is a servicing programme for adaptations which require regular 
maintenance.  

• These improvements have helped vulnerable people in the area to live more 
comfortably in their homes. 

Housing income management 
93 This is an area where strengths outweighed weaknesses in 2006. There was a 

wide range of payment options, performance on collecting rental income and 
processing Housing Benefit claims was strong and the Council's approach to 
collecting debts was proportionate. Independent debt advice was available for 
customers and the Council had carried out a number of successful benefit take-
up campaigns. However, information for customers about rent and service 
charges was unclear and arrangements for collecting rent arrears were not 
customer focused. There was no corporate debt strategy and the Council had not 
been effective in collecting former tenants’ arrears. 

94 The approach to rent arrears has been reviewed and improved since the last 
inspection and strengths continue to outweigh weaknesses. A comprehensive 
and customer focused approach to arrears collection with an emphasis on 
personal contact, debt management and income maximisation has been 
developed. It is easy for tenants to pay their rent and the cheapest means of 
payment are encouraged. Relationships with related agencies are good as is the 
collection of former tenant arrears. Although rent collection fell in 2006/07, the 
service is close to achieving its 2007/08 target. Service charges have yet to be 
fully disaggregated and there has been no analysis of arrears patterns to inform 
recovery action. 

95 It is easy for tenants to pay their rent and obtain information about their rent 
account. Rent can be paid at a variety of locations through payzone and on the 
payzone website. Other means of payment are also available such as over the 
phone, direct debit or at the post office. Clear rent statements are sent to tenants 
twice a year with explanations of how rents are calculated and made up. A user 
friendly rent payment leaflet explains the importance of getting help to avoid 
arrears and the wording of rent arrears letters has been agreed with tenants. 
Making it easy for tenants to pay rents will help to prevent arrears.  

96 The Council understands the transaction costs of different rent payment methods 
and it is promoting the most cost effective. A novel and eye catching Direct Debit 
leaflet endorsed by a TV personality explains the advantages of paying by Direct 
Debit and the number of payment dates has been increased from one to three. 
Overall, use of Direct Debit has increased from 700 customers in April 2005 to 
1,061 in February 2008. This saves the Council money which can be used in 
other areas.  
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97 Performance on rent collection is sound overall. While collection rates for 2006/07 
fell by 0.5 per cent from the previous year, as mid- February 2008, performance 
stood at 98.6 per cent which is close to the 98.84 per cent target for the year. 
Only 11 tenants were £1000 or more in arrears. Effective rent collection increases 
resources for service delivery and improvement and avoids tenants accruing 
unmanageable debts.  

98 Housing Benefit performance is strong which is supporting housing income 
collection. Claims for Housing Benefit are processed quickly with performance 
among the top 25 per cent of authorities and the housing service's relationship 
with the team is good. Staff can give tenants an estimate of their likely entitlement 
so they can start paying the correct rent straight away. This helps minimise 
housing benefit arrears and tenants can be confident about the amount of rent 
they have to pay.  

99 The Council is working to reduce poverty and promote financial inclusion. A 
corporate Debt Strategy was adopted in March 2007 as part of a wider exercise 
undertaken with other key local stakeholders on the adoption of a corporate  
Anti-Poverty Strategy. This has involved benefit take-up campaigns, supporting 
the financial literacy scheme mentioned above and supporting the local credit 
union. A write off policy for rent arrears is in place and should a former tenant 
owing money appear again the arrears can also be written ‘back on’. Other 
money saving initiatives have been put in place such as the supply of mains gas 
to properties formerly dependant on other more expensive forms of heating. 
Tenants have easy access to benefit and other advice to maximise their income 
and to low cost borrowing. 

100 A tenant focused approach to rent arrears has been adopted with an emphasis 
on personal contact. Money and legal advice is readily available with the Council 
supporting a financial literacy scheme run by the Citizens Advice Bureau. The 
financial literacy scheme explains financial products to people and the ways and 
means of securing cheap credit and maximising income. The CAB also provides 
'fast track' help to Council referrals of people with multiple debts. A number of 
tenants have received timely help to date. Access to good advice can help 
tenants avoid losing their home because of rent arrears.  

101 Tenants with rent arrears are encouraged to make payments during pre-paid 
(free) weeks. This is promoted as a way to reduce overall arrears during weeks 
where rent is not normally due and in March 2007 this reduced arrears by 
£64,000 with a further £73,500 in December 2007. Encouraging tenants to pay 
during pre-paid weeks reduces arrears significantly.  

102 Appropriate arrangements are in place for quality checking rent arrears casework. 
Random checks are carried out and caseloads are monitored through one to one 
meetings. Checks are completed prior to serving notice and senior officer 
approval is needed before applying for possession. This ensures that cases are 
progressed in accordance with stated policies and procedures. Although only 
recently implemented, customer survey returns show 100 per cent satisfaction 
with the service received. 
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103 Performance on recovering former tenant arrears and leaseholder service 
charges is good. Currently £83,705 in former tenants arrears is outstanding and 
£8,911 was recovered in 2006/07 and £6,325 recovered up to January 2008. 
Around 95.4 per cent of leaseholder service charges was collected in 2006/07. 
This is increasing resources to improve services. 

104 Service charges have not been comprehensively disaggregated. It was 
mentioned in the previous report that charges have not been correctly 
apportioned and this has yet to be completed  Some charges, such as window 
cleaning, have been disaggregated but communal cleaning has yet to be and this 
is not due to happen until March 2008. Presently all tenants are paying for 
services which only some tenants enjoy. 

105 The Council has not been routinely analysing rent arrears patterns. While it now 
has the ability to do this and plans to do so, opportunities to target resources for 
maximum effect are not yet being realised. This can help target scarce resources 
into areas where they are most needed.  

Tenancy and estate management 
106 The last inspection found a balance of strengths and weaknesses in this area. 

The Council had used a range of measures to address anti-social behaviour 
(ASB), there was effective partnership working with the Police, there had been 
some use of diversionary activities and support was available for vulnerable 
customers to help them sustain their tenancies. However, information for 
customers was incomplete, case management and monitoring arrangements 
were inadequate and there was inappropriate involvement of councillors. There 
were no service standards in place for estate management services and services 
were not provided to a consistently high standard. Customer satisfaction was not 
being measured. 

107 There are now more strengths than weaknesses in the approach to tenancy and 
estate management. Estates and common areas are in generally good condition 
and estate services have been shaped according to tenants' wishes. ASB is 
controlled in an effective manner with an emphasis on diversionary activities. 
Tenant involvement is a particular strength with tenants involved in a series of 
key decisions. 

108 Estates and common areas are maintained to a high standard. A tour of estates 
found them to be well maintained with little litter, graffiti or other signs of neglect. 
Similarly the common areas of flats are also maintained to a high standard with 
generally secure and clean entrances. Overall a positive living environment is 
being provided with the 2007 STATUS survey showing that 83 per cent of tenants 
are satisfied with the area in which they live. 
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109 Tenants have been closely involved in the management of their environment. 
Using savings made elsewhere in the service a neighbourhood warden team was 
established. As well as general estate management duties such as minor ground 
maintenance works, graffiti and minor fly tipping removal, the team also 
undertakes widely advertised monthly neighbourhood walks to identify issues. 
The walks include tenants, community housing officers, councillors and, where 
relevant, police community support officers. Tenants have noticed an improved 
local environment as a result and appreciate the high profile presence of the 
team. 

110 An increased emphasis on home visits and face to face contact between officers 
and tenants is developing. All new tenants are visited six weeks after moving into 
their home and a programme of annual visit to all tenants has commenced. 
Tenants met during the inspection welcomed home visits as a way of establishing 
close contact between tenants and officers.  

111 ASB is not a significant problem in the area and the Council’s approach is 
effective and proportionate. It has a good understanding of the nature of the 
problem with most cases being lower level nuisance rather than serious ASB. 
Prompt action is ensuring that cases do not escalate and the measures used are 
proportionate to the nature of the issue with support given to both complainants 
and perpetrators. An anti-social behaviour order and an ASB injunction have 
been granted and some acceptable behaviour contracts issued. Where there was 
a problem of drug dealing in a car park outside one scheme CCTV was installed 
funded by community panel funding which addressed the issue. No evictions 
have been necessary to date. Issues are being effectively resolved with surveys 
showing very high levels of customer satisfaction with the way in which their 
complaints were handled. 

112 There are appropriate arrangements in place for quality checking ASB casework 
and ensuring that cases are progressed to conclusion. Sample checks are 
regularly carried out supported by an IT system which flags overdue actions. The 
target for responding to complaints has been revised from one day for serious 
cases, five days for urgent cases and ten days for low level issues to one day for 
serious cases and five days for all others as the majority of cases were being 
dealt with within five days. This target is being met in most cases and tenants are 
receiving a prompt service which they rate highly. If tenants think their complaints 
will be taken seriously and dealt with effectively they are more likely to complain.  

113 Multi-agency working on ASB is well developed. There is close liaison with the 
police and in particular police community support officers. Staff attend monthly 
persistent and prolific offender meetings which is enabling a co-ordinated 
approach to be taken. Overall this is supporting an effective response to 
controlling nuisance. 
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114 A series of positive outcomes from joint work on ASB have been achieved. For 
example longstanding ASB problems in one area were combated by creating a 
community house which was used by the local police as a base. The high profile 
presence of the police and council officers has improved the estate leading to a 
waiting list of people who wish to live on the estate, reduced voids and higher 
tenant satisfaction. Working closely with other agencies has improved the lives of 
local people. 

115 A range of diversionary activities are being provided for young people. Most 
complaints about ASB relate to young people congregating in certain parts of the 
borough rather than actually causing nuisance. The Council's community 
development outreach workers are engaging with young people through sport 
activities and environmental improvement works, in conjunction with 
neighbourhood wardens, such as the 'grot spot to great spot' programme, garage 
painting and fencing works to address issues in some areas. This has given 
young people something to do and pride in their area.  

116 The impact of neighbourhood wardens and measures to combat ASB have not 
been formally evaluated or outcomes reported to tenants. Anecdotally both 
neighbourhood wardens and the various initiatives to combat ASB have been 
successful. However, there has been no formal assessment and the Council and 
tenants are presently unsure of the impact of its policies. An understanding of 
what has worked well will allow the efficient allocation of resources.  

117 The Council has yet to sign up to the Respect standard. A detailed  
self-assessment has been completed and the Council is on target to achieve the 
Respect standard by April 2008. Achieving the Respect standard sends a clear 
message to tenants and perpetrators of ASB that it will not be tolerated.  

Allocations and lettings 
118 The 2006 inspection found a balance of strengths and weaknesses in this area. 

The Council was effective in its use of nominations to housing associations, the 
waiting list was reviewed regularly, offers of accommodation were made in line 
with the allocations policy and accompanied viewings were undertaken. However, 
information provided to customers was not comprehensive, councillors were 
inappropriately involved in allocation decisions, sign-up procedures were not 
customer focussed and customer satisfaction was not being measured.  

119 There are now more strengths than weaknesses in the Council's approach to 
allocations. Important changes have been implemented since the last report and 
councillors are no longer involved in allocations. The waiting list is regularly 
reviewed, appropriate offers are made and applicants well supported in making 
choices. A choice based lettings scheme is at an advanced stage of 
development. However, there are no targets for allocations to people from BME 
communities.  
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120 Information for applicants is clear and provides all the information required to 
make an application. Tenants were involved in the review of the allocations policy 
and housing application form which are well laid out. The application form 
includes helpful information on the location and turnover of different property 
types and a useful leaflet provides information on the availability of housing 
association homes in the Borough. This is helping customers to make informed 
choices. 

121 The housing register is well managed. All applications are reviewed annually 
which ensures that the allocations process is not hampered by offers to 
applicants who no longer need rehousing. Housing applications are processed 
within published timescales. All applications are processed within ten days and 
the majority of customers are satisfied with the way in which their applications are 
handled. This helps meet the needs of applicants.  

122 The offer process is customer focused. All customers receive a pre-allocation visit 
and any viewings of properties offered to them are accompanied by a council 
officer. Waiting lists are kept up to date and applicant's preferences are carefully 
recorded. This, along with the overall high standard of voids, is contributing to 
very high acceptance rates with 97 per cent of homes being accepted at first offer 
in 2006/07 and 100 per cent in the first six months of 2007/08. This is making 
effective use of resources and providing a positive customer experience. 

123 Effective systems are in place for checking offers of rehousing. Offers are 
reviewed by a senior officer who has had no previous dealings with the case to 
ensure that they have been made appropriately. This will help ensure that offers 
go to those in greatest need. 

124 Although a choice based lettings system is not yet in place, plans are well 
advanced to implement a sub-regional scheme by June 2008. Choice for 
applicants is also being maximised in the meantime. The Council has 50 per cent 
nomination rights to the five housing associations operating in the Borough and 
these are being exceeded with 75 per cent being achieved with the two biggest 
providers. There are no penalties for refusing offers. This increases housing 
options for people in housing need. 

125 Some effort is made to make best use of the housing stock. A number of family 
sized homes are occupied by single people and, while there is currently no 
incentive scheme in place, allocations staff are in close liaison with the older 
persons' service to identify tenants who may be willing to move. Where single 
people succeed to tenancies of large properties sensitive approaches are made 
to offer more appropriate housing. The Council also has a list of adapted homes 
which is regularly up-dated and, when adapted homes become vacant, there are 
effective arrangements in place for matching applicants who need those features. 
In an area of affordable housing shortages it is important that best use is made of 
all housing. 
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126 A series of measures are in place to help sustain tenancies. These include: 

• the post-tenancy team being notified of any special needs or circumstances of 
the new tenant and if appropriate floating support is arranged; 

• pre-tenancy workshops for young people being housed for the first time; 
• a thorough lettings process during which the tenancy agreement is explained, 

a tenant handbook issued and information given about  tenant groups and 
tenant open days;  

• advice is given on housing and welfare benefits, decorating allowances are 
given and any items left by previous tenant which are in good condition are 
left for new tenant; and  

• post-letting visits to all new tenants six weeks after sign-up. 

Supporting new tenants in the early days of their tenancy increases the likelihood 
of it being sustained.  

127 The Council cannot demonstrate that allocations are reflecting the diversity of the 
community. No targets have been set for lettings to BME applicants and it is not 
clear if the 1.9 per cent of allocations made to BME applicants in 2006/07 is 
proportional to the levels of housing need among those communities. Without this 
information the Council cannot evidence that homes are fairly and equally 
allocated. 

Is the service delivering value for money? 
How do costs compare? 

128 There have been a number of improvements in value for money since the last 
inspection and strengths and weaknesses are in balance. The Council has 
developed an understanding of how its costs compare with other housing 
providers. Cost comparison through benchmarking clubs shows a favourable 
picture with most costs in the lower quartile when compared with other similar 
housing providers. Although some centrally provided services are no longer used 
for cost reasons, there has not been a robust assessment of the value for money 
of other centrally provided services.  

129 Benchmarking has been used to compare service costs. Cost comparison has 
been used to identify comparatively high spending areas. For example 
benchmarking comparison showed the Housing Department to be more 
expensive than comparable organisation for legal costs. Consequently estate 
management staff have been trained to present their own cases in court and save 
the department money. This is a good example of where benchmarking can be 
used to highlight potentially inefficient areas. 
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How is value for money managed? 
130 Value for money and procurement strategies specific to housing have been 

agreed. The contract for improvement works was let in an innovative method and 
the DLO has been expanded in a cost effective manner. However, there are no 
service specific targets for value for money and a lot of work in the housing 
department is very recent. The DLO has not been market tested for some time 
and has made a loss over the last three years.  

131 Value for money and procurement strategies, specific to housing have recently 
been agreed with tenants involved throughout the process. The strategies are 
being implemented through SMART (specific, measurable, agreed, realistic and 
time-bound) action plans and have already delivered a series of savings. The 
Council has made clear its intention to secure value for money in its services and 
how it will achieve this. 

132 Efforts to secure value for money have been focused on areas of greatest return. 
This has included the letting of the capital improvement programme and the 
bringing in-house of gas and electrical works. Over the next two years this will 
bring a total saving of around £120, 000; however the figures should be treated 
with some caution as the savings for gas and electricity services are based on the 
previous contract. Without ‘hard market’ testing the Council cannot be confident 
of any savings from bringing the service in house. Focusing activity in areas of 
greatest return allows more money to be spent on tenant priorities.  

133 A variety of procurement techniques have been used to secure savings and 
service improvements. Works to bring properties up to the 'bronze' standard have 
been let using a public sector partnering contract which incorporates a total cost 
ceiling and a split of any savings achieved below anticipated costs. Following a 
detailed cost assessment, the DLO has been expanded to include gas and 
electrical servicing. The Council has used its purchasing power to make savings 
and improve services.  

134 Joint procurement and the use of procurement clubs have secured further 
savings. Working with other local authorities, savings have been made on 
research into the needs of Gypsies and travellers and with housing associations 
on procuring IT and project management to introduce a choice based lettings 
scheme. Councillorship of the Eastern Shires Purchasing Organisation has given 
access to expertise to negotiate contracts and IT improvements. Working with 
other organisations has increased purchasing power and the potential for 
improved value for money. 
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135 The value for money strategy lacks service specific targets for savings and 
service priorities and spend have not been fully aligned. Although a series of 
savings have been made there are no specifically stated service specific targets 
in the strategy. Priorities for the service and expenditure across the different 
service areas have not been fully aligned. Although savings made in one area 
have been put into a tenant priority- neighbourhood wardens, there is not an 
overarching strategy to ensure expenditure reflects priorities. Setting targets for 
savings provides a measure of the strategy's impact and aligning service 
priorities and expenditure ensures that money is being spent in areas of greatest 
importance.  

136 The Council cannot demonstrate that the DLO is providing value for money and  
many inefficient working practices have persisted since the last inspection. These 
include:  

• a 24 per cent uplift on the schedule of rates, the average is 12 per cent; 
• a 30 per cent premium on emergency jobs but no reduction for work in void 

properties; 
• losses made over the last three years; 
• around 50 per cent of jobs are varied and 10 per cent of work expensively 

sub-contracted; and  
• modern working practices such as multi skilling and remote working have yet 

to be adopted.  

Tenants of NWBC are currently paying more for their repairs and receiving a 
worse service than other tenants elsewhere.  

137 The DLO is being modernised which will lead to efficiency savings and improved 
services. Following a consultant's report the DLO has been restructured in a 
manner which will make it more attractive to other maintenance companies 
working in the market. This has included its expansion and the outsourcing of all 
capital works and the bringing in house of gas and electrical works. A 
modernisation programme is in progress which includes: multi skilling, imprest 
stock on vans and more flexible working practices. The trading position of the 
DLO is to be reviewed in September following which a decision will be made 
around its market testing. This will save tenants money and improve the service 
they receive.  

138 The emphasis on value for money is recent and has yet to be embedded. The 
value for money strategy was only agreed last year and the benchmarking of 
services is even more recent. A series of efficiency measures have yet to be 
introduced, for example, frequently requested responsive repairs are not 
parcelled up into programmed works. Presently not all opportunities to save 
money are being taken. 
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What are the prospects for improvement 
to the service? 
What is the service track record in delivering improvement? 

139 The last inspection found a balance of strengths and weaknesses in this area. 
There had been some service improvements that customers would recognise and 
customers were becoming more involved in developing them. However, service 
improvements had not been consistently delivered, there were still poor areas of 
service delivery and there was no track record of sustained improvement in 
providing services that demonstrate value for money. 

140 There are now significantly more strengths than weaknesses in the Council’s 
record in improving services. There have been a series of service improvements 
which have been noticed by tenants, who are now closely involved in the 
development of the service. Performance across a range of indicators shows a 
general improvement but some areas of under performance persist. A culture of 
value for money is developing with some significant savings but more needs to be 
done to make the DLO cost effective.  

141 A significant proportion of the recommendations of the previous report have been 
acted upon. The main recommendations have been implemented which includes: 
ending councillors involvement in allocation decisions, reducing absenteeism, 
developing a value for money agenda, bringing some of the responsive repairs 
performance in line with best practice guidelines and the servicing of all gas 
appliances. Areas still require attention include the comprehensive setting of 
service standards, developing a diversity profile of customers and monitoring 
access to services.  

142 The Council has established a track record of delivering improvements which 
have been noticed by tenants. Customer facing improvements include increased 
opportunities for tenants to shape and influence services, bringing properties up 
to the 'bronze' standard, a high profile neighbourhood warden service, some 
improvements to the repairs service and easier access to services. Other 
improvements which will be noticed by a smaller number of tenants include 
supplying mains gas to homes formerly dependant on more expensive forms of 
heating and the transfer of properties in poor structural condition to a local 
housing association which has the resources to improve them. Tenants we met 
during the inspection were complimentary about the improvements and the 
increased levels of tenant satisfaction in the latest STATUS survey confirms this.  

143 Performance indicators generally show improving or sustained high performance. 
The most recent STATUS survey shows tenant satisfaction to be rising and close 
to best performing local authorities. Good performance in areas such as void 
turnaround and rent collection has been maintained. However, responsive repairs 
performance has not seen such improvements with a decline in the proportion of 
jobs completed within stated timescales. As a result tenants are not currently 
receiving a high quality service in all areas. 
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144 Progress has been made in securing value for money. A strategy and action plan 
has been agreed and activity has been focused on areas likely to deliver the most 
significant savings. As well as large savings, improvements in service and 
reduction in contract times have been achieved. Productive partnerships have 
been established with other agencies, again saving money, but also introducing 
improvements such as a sub-regional choice based lettings scheme. However, 
the approach to value for money has not been comprehensive with the 
responsive repairs service still being both more expensive and delivering a poorer 
service than that of comparable organisations.  

145 Limited progress has been made in addressing diversity issues. The profile of 
tenants is incomplete and what information has been gathered is not always 
being used in an effective manner. There have been few improvements in the 
aids and adaptations service and the Council does not have an understanding of 
how long applicants are waiting for adaptations. The diversity of people using 
services is not comprehensively monitored and there is no understanding of what 
sections of the community maybe under using services.  

146 Some services have not improved at the same rate as others. The responsive 
repairs service does not reflect the standards of other housing providers and 
there are long waits for the installation of major aids and adaptations. This means 
that some tenants will not have enjoyed the same level of improvements as other 
tenants.  

How well does the service manage performance? 
147 The 2006 inspection found more weaknesses than strengths in this area. The 

housing service had a clear set of priorities which reflected national and local 
priorities. However, improvement plans failed to include all identified weaknesses 
within the service. Arrangements for performance reporting and monitoring 
budgets were not sufficiently robust and the Council could not demonstrate a 
robust approach to learning. 

148 Performance is now managed in a more effective manner and strengths clearly 
outweigh weaknesses. The Council is committed to continuous improvement and 
learns from the feedback of customers, staff and other organisations. Priorities 
remain clear and improvement planning incorporates the weaknesses identified 
during the last inspection. Performance reporting is generally sound and budget 
monitoring has seen improvements. However, key information about service 
quality is still lacking. 

149 The Housing Revenue Account (HRA) business plan clearly sets out the priorities 
for the service. This includes meeting the DHS, securing long term futures for the 
three former National Coal Board estates and developing services for vulnerable 
people living in the area. The HRA business plan is accompanied by a SMART 
action plan. This provides a focus for service delivery and improvement. 
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150 The service is well managed and led. Senior managers and Councillors have a 
clear understanding of the strengths and weakness of the service and this was 
reflected in an accurate self assessment. A series of difficult decisions have been 
taken and kept to such as agreeing a business plan for the DLO which led to its 
the expansion and modernisation. The housing portfolio holder has a clear vision 
of how they want the service to develop. They are close to staff and tenants and 
have awareness of their needs and aspirations.  

151 A series of sound new strategies have been introduced. This includes the 
Housing Strategy and Housing Revenue Account Business Plan which have been 
assessed as 'fit for purpose' by the Government Office for the West Midlands. 
The strategies helped guide significant changes such as the transfer of a 
proportion of the stock to a housing association. Other strategies such as such as 
an affordable warmth and anti poverty strategy have also been introduced and 
are proving their effectiveness through improved performance in SAP ratings and 
rent arrears collection.  

152 Performance monitoring has improved since the last inspection. It is now more 
comprehensive and incorporates 'headline' issues such as gas servicing and 
repairs completion within target times. Performance is reported quarterly, to 
appropriate levels, and is in an easy to read 'traffic light' format. Performance 
reports also feature targets, performance in previous years and top quartile local 
authority performance. This gives the figures a context and allows stakeholders to 
draw informed conclusions about performance.  

153 The Housing Department's work plan has given staff and managers a clear focus. 
The plan has three key themes:  

• carrying out strategic reviews of all parts of the business to provide a clear 
focus on priorities; 

• creating a better staffing structure with the capacity to deliver those priorities; 
and  

• improving information systems to inform the decision making process. 

Within these themes individual tasks are listed to meet the recommendations of 
the last inspection and local and national priorities. Each task is then incorporated 
into team action plans setting out each team's delivery objectives which in turn 
are incorporated into individual staff work plans. For a small department the 
workplan is ambitious in its scope but has largely been completed which is 
reflected in improved services. 
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154 Tenants are closely involved in the running of the service and enjoy good 
relations with officers. Tenants have recently made a series of significant 
decisions about the service. Tenants overwhelmingly voted to remain with the 
Council rather than transfer their stock to a housing association and tenant 
representatives have chosen to retain the services of the DLO whilst it is 
modernised. Tenants were well informed when making these decisions and 
relations with officers are good. Tenants have access to small budgets to spend 
as they chose on estate improvements and they have been involved in shaping 
services such as the one stop shop's opening hours. Tenants and officers enjoy a 
close and productive relationship, meeting regularly to discuss housing and 
related issues.  

155 Progress against work plans is closely monitored by management and tenant 
representatives. Progress on actions is reported periodically to different forums 
and, if required, remedial action taken. Tenants receive quarterly performance 
reports which incorporate progress against action plans. Involving tenants in the 
processes has helped deliver the things which are important to them on time.  

156 Staff are generally effectively managed. They are appraised annually with a  
mid-term update on their progress. One to one meetings are carried out on a 
regular basis and staff we met during the inspection were happy working for 
NWBC. Corporate priorities are cascaded down to staff in team meetings and 
joined-up working is encouraged, for example, the voids teams are aware that 
turning properties around quickly can get people out of expensive and inadequate 
homelessness accommodation. Target setting for staff though is not 
comprehensive, for example staff collecting rent arrears have no targets for 
collection rates and there is no formal recognition and reward scheme. 

157 Through benchmarking the service has developed a good understanding of its 
costs and how they relate to similar housing providers. With the exception of 
responsive repairs, costs compare favourably with other providers and, in areas 
where they do not, such as legal services, adjustments have taken place to bring 
them into line.  

158 The Council is eager to learn from customer feedback and the activities of other 
organisations. Tenants have helped shaped services and programmes of work. 
Tenants' opinions are sought and acted upon, for example, the caretaking and 
cleaning of common areas has been remodelled according to customers' wishes 
and savings used for other priorities. Consultants are used for specialist advice 
such as the packaging of the DLO for market testing and ideas have been used 
from other housing providers such as estate-based budgets. The Council also 
promptly addressed some minor weaknesses highlighted during our on-site 
feedback, such as the hyper link to the County Council’s website. Overall this is 
ensuring that the Council is providing customer focused services. 
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159 A limited number of performance indicators are in place which do not reflect the 
whole customer experience. Service standards for responses to telephone calls 
and letters are electronically monitored and generally show good performance. 
However, standards which reflect the quality of the service in detail such as the 
percentage of repairs completed first time or the whole waiting time for aids and 
adaptations are not recorded. Without this detailed information it is difficult to 
develop an understanding of the whole customer experience and how it may be 
improved.  

160 The Council does not have a detailed understanding of the impact of its various 
policies and initiatives. For example, it is unaware of how effective its referral 
service level agreement with the CAB is in combating rent arrears or what effect 
its work to divert young people from causing ASB has been. Without this the 
Council cannot demonstrate that allocated resources are achieving the desired 
outcome. 

Does the service have the capacity to improve? 
161 The last inspection found a balance of strengths and weaknesses in this area. 

The Council was in a strong financial position to deliver planned improvements, 
IT was being used effectively and the Council was working in partnership with 
other organisations to increase its capacity to deliver service improvements. 
However, problems with recruitment, retention and high levels of sickness among 
staff had affected the Council's ability to deliver service improvements and 
capacity remained limited in some areas. Procurement had not been used 
effectively to increase capacity.  

162 This is now an area of strength and capacity has been significantly enhanced. 
Planned improvements exceed the DHS and additional works which will 
significantly improve tenants' lives, such as the installation of mains gas, have 
commenced. New housing management software has been installed and the 
modernisation of the DLO is underway. Personnel issues are being addressed 
with improvements in the retention of staff and falling absenteeism. Partnership 
working is strong. Additional resources have been attracted to the service and 
improved procurement processes are delivering savings.  

163 Improving the housing service is a council priority and it is considered a 
strategically important service. The provision of more affordable homes and 
reaching the DHS by 2010 are key aims in North Warwickshire’s Sustainable 
Communities Plan and the Council’s Corporate Plan.  

164 Resources have generally been used effectively to improve the stock and 
services received by tenants. The DHS standard will be achieved by 2010 and 
those properties which the Council had insufficient resources to repair to an 
acceptable standard have been transferred to a local housing association. 
However, underspends on the capital programme, although reduced, have 
persisted from £1m in 2005/06 to a predicted underspend of £0.5m against a 
£4.5m budget for this year.  
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165 Workforce planning has helped address problems with absenteeism and 
workforce retention. The introduction of a series of initiatives to reduce short term 
absenteeism has seen sickness levels within housing fall from 10.55 days in 
November 2006 to 4.55 days at the end of November 2007. Staff turnover is 
falling and they are on target to achieve a turnover of 10 per cent, a reduction on 
previous years. All staff are salaried, market supplements have been used to 
attract skilled staff and vacancies are currently at a reasonable level. The 
recruitment of a performance and quality officer has further helped addresses 
weaknesses in performance management.  

166 Training is used to develop capacity within the service and in individuals. Training 
resources are allocated according to Council priorities, for example, health and 
safety, customer care and diversity and to achieve corporate objectives such as 
modernising the DLO. DLO operatives have all had skills assessments to prepare 
them for multi skilling and any skills gaps have been addressed. Staff report that 
they have received sufficient training to fulfil their roles but skills assessment 
have only been completed for part of the workforce. The Council was re-awarded 
the Investors in People accreditation in 2006. Staff are being equipped to deliver 
customer focused services. 

167 Housing management IT systems are supporting service delivery. The system 
has been upgraded and, as well as day to day service delivery, is enabling 
improved monitoring and performance reporting in areas such as ASB and rent 
arrears. Staff were very positive about the way in which systems were supporting 
them to provide a responsive service. 

168 The repair service IT system is being enhanced to improve service delivery but is 
still not maximising efficiency. While databases are being integrated and their 
functionality enhanced, the repairs ordering system does not have an 
appointment facility. Whilst appointments for repairs can be offered by 
ingeniously using other IT systems in tandem, this is not efficient and information 
which reflects the customer experience, such as the percentage of appointments 
made and kept cannot be easily recovered. Opportunities to maximise efficiency 
are being missed.  

169 Partnership working is strengthening the Council's capacity in a range of ways. 
This includes multi-agency working on ASB, the financial inclusion project with 
the local CAB, work with Doorway to support 16 and 17 year olds and positive 
work around domestic violence and support to young parents. Partners were very 
positive about the quality of relationships and engagement with the Council and 
this is delivering positive outcomes for local people. 

170 A value for money culture is developing and has been used to secure savings 
and improvements in services. A recently agreed value for money strategy has 
helped secure savings and service improvements in cleaning and caretaking and 
partnering on improvement works is increasing the Council's capacity to reach 
and exceed the DHS. Joint procurement of research into housing needs and a 
choice-based lettings system is also increasing capacity for improvement.  
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171 Some smaller scale investment has been attracted from elsewhere to support 
housing services. A bid to Supporting People for an increased contract for 
£44,000 per annum has been agreed for domestic violence services and free low 
energy light bulbs have been distributed to tenants.  
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Appendix 1 – Performance indicators 
 

Performance Indicator Districts top 
quartile in 
2006/07 

NWBC 
2003/04 

NWBC 
2004/05 

NWBC 
2005/06 

NWBC 
2006/07 

BVPI 63 Average SAP 
rating 

72 51 53 56 60 

BVPI 66a Percentage rent 
collected 

98.81% 98.1% 98.67% 98.84% 98.34% 

BVPI 74a Percentage 
customers satisfied with 
overall service 

85% 82% 82% 82% 76% 

BVPI 74b Percentage BME 
customers satisfied with 
overall service 

86% 100% 86% 86% 50% 

BVPI 75A Percentage 
customers satisfied with 
participation 

70% 71% 59% 59% 65% 

BVPI 184a LA Homes 
which were non decent at 
start of year 

10% 72% 31% 42% 42% 

BVPI 184b Change in 
proportion of  
non-decent homes 

32.9% 1.6% 31.2% 32.4% 32.9% 
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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: 

• focus groups with staff and customers; 
• interviews with staff, councillors and partners; 
• viewing property improvements; 
• inspection of ready to let properties; 
• shadowing staff carrying out their activities; 
• estate inspections; 
• talking to customers; 
• various file checks; 
• review of Council's website and leaflets; and 
• mystery shopping. 
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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) 

Promoting tenancy sustainment for 16 and 17 year olds 
1 North Warwickshire Borough Council is working in partnership with a third sector 

agency to promote tenancy sustainment for young people. Working with 
Doorway, a service for 16 to 25 year olds, the Council carries out a joint housing 
needs assessment for 16 and 17 year olds. Doorway also provides pre-tenancy 
workshops for young people who are due to be made an offer of housing and 
ongoing support once they have been rehoused. This is enabling young people to 
live independently. 

Positive activities for young people 
2 North Warwickshire Borough Council is promoting a range of diversionary 

activities for young people. Most complaints about ASB relate to young people 
congregating in certain parts of the borough rather than actually causing 
nuisance. The Council's community development outreach workers are engaging 
with young people through sport activities and environmental improvement works, 
in conjunction with neighbourhood wardens, such as the 'grot spot to great spot' 
programme, garage painting and fencing works to address issues in some areas. 
This has given young people something to do and pride in their area. 

 


