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Westminster Housing Services  
 
1 General Update 

 
1.1 It has been five months since CityWest Homes transferred to Westminster Council, which 

has allowed us to see how the transfer has bedded in and the progress that has been 
made on Westminster’s housing services. 

 
1.2 Highlights within the portfolio include an improvement in repairs, which has seen some of 

the best performance in KPIs, void & maintenance and engineering compliance since 
2017. Our Call Centre has performed well in the context of an overall an increase in 
complaints, with 83.1% of our residents satisfied by the service. Our Westminster on 
Wheels initiative has also been a success. Nearly 900 residents visited the bus, 95% of 
whom were very happy or happy with the bus being on the estate. 

 
1.3 The new Housing Director took up post at the end of May and has set out the five key 

priorities for housing services, to: 
 

A. Improve the responsiveness and quality of the repairs service and major works 
B. Provide a better service for leaseholders, particularly in relation to major works 
C. Support vulnerable residents 
D. Develop a local offer and increase resident involvement, and  
E. Prevent Homelessness. 

 
 
2 Customer services - Contact Centre 

 
2.1 Since the housing service return to direct council-management in April, contact centre 

performance has been positive, with call handle performance remaining within target for 
the first quarter of 2019/20: 

  
 We received a total of 52,161 calls. 
 80% of calls handled were within the 30 second Service Level Agreement (SLA).  
 Following the transfer of CityWest Homes we had an increase in complaints from 193 in 

Quarter 4 to 227 in Quarter 1, with 102 received in April.  Complaints have been 
encouraged at the Westminster on Wheels and local forums but have seen a reduction 
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month by month, with just 27 received in August.  Of the complaints in Quarter 1, 90% 
were responded to within target.  

 Only 12 (5%) were escalated to Stage 2. 
 A total of 1,398 Customer Satisfaction Surveys were completed and overall 83.1% of 

residents were satisfied. 68.6% of residents believed their query to be resolved and both 
engagement and empathy levels were tracking above 85%.  

 We received 306 Tweet requests and all were responded to within four hours of receipt. 
 
 

3 Repairs  

3.1 The repairs service is making progress:  
 Repair work-in-progress levels and outstanding repairs are the lowest since the contract 

commenced. 
 Based on 1,114 responses in a Repairs Survey, 93% of repair appointments have been 

kept since the beginning of 2019.  
 Statutory services relating to electrical testing, gas safety checks and water tank 

monitoring all continue to perform very well, with compliance levels all at 100%.  
 KPI’s among the best the service has achieved since the contracts commenced in 

August 2017. 
 

Property Services KPIs at 31 July 2019 Target July 

Satisfaction with quality of repair (independent telephone 
survey) 

85% 83% 

First Time Fix  85% 87% 

% of repairs completed within timescale [Immediate] 1 day 99.5%  

% of repairs completed within timescale [Appointed] 20 working days 88.1% 

 
 
4 Major Works 
 
4.1 Housing is undertaking a significant programme of major works, with 15 projects on site or 

to be on site in 2019/20. There have been challenges and we recognise that 
improvements need to be made in a number of areas.  
 
 

5 Estimates and bills for leaseholders  
 

5.1 Our billing process, particularly around timing, accuracy and frequency of bills needs 
improving and there is a plan being developed to ensure these are put right. We have 
already sent estimates for this year, so the first step is to improve the letters and 
information we send out. This will be done with a focus group of leaseholders.  

 
5.2 Work is also underway to make sure our estimates better reflect the final bill. Work will be 

undertaken with the capital programme team to provide estimated major works charges 
based on Section 20 notices. This process will ensure our estimated service charges are 
more reflective of the costs to be incurred. The improved costings will also be used in our 
Section 125 offer notices for Right to Buy applicants. 

 
5.3 Leasehold operations will also develop a closer working relationship with each of the 

budget holders to ensure the estimated service charges for the day to day management 
and maintenance charges are improved where possible. We plan to use the 2018/2019 
actual service charges to focus on where the variances between the estimated and actual 
service charges are, to ensure the 2020/2021 estimated service charges are far more 



3 

 

reflective of the costs to be incurred during the year. A key arear of focus will be the 
electricity costs, responsive repairs and known planned preventative maintenance. 

 
5.4 Currently, Westminster Council issues half-yearly estimated service charges. We will need 

to serve the second estimated demand in October of this year, but this is the last time that 
we serve two estimated service charge demands for the same financial year. From April 
2020, we will issue one annual service charge demand for the financial year 1 April 2020 
to 31 March 2021. Our leaseholders will receive the letter in March 2020.  

 
5.5 The annual service charge demand for 2020/2021 will include the day to day management 

and maintenance charges. It may also include any major works service charges where we 
have served consultation through the statutory Section 20 process. 
 

 
6 Rent collection  

 
6.1 At the end of July 2019, current tenancy rent arrears stood at £1,044,033 which 

represents just 1.29% of the debt.  For the 2018/19 financial year, Westminster Council 
was in the top three of local authorities for rent collection.  
 

6.2 There have only been three evictions in 2019/20 due to rent arrears. The income 
management team works in partnership with the Citizens Advice Bureau (CAB) to ensure 
tenants have access to money management advice, debt counselling and help with 
claiming benefits.     

 
 

7 Estate Services 
 In June, cleaning standards across the borough were recorded at 97.1% and grounds 

maintenance was 96.2%, based on 834 inspections undertaken.  
 In July, 408 communal repairs were raised by the compliance team across the borough 

compared to 305 repairs raised in June.  
 

7.1 Working in partnership with the housing teams and Continental Landscapes, we have 
officially retained the Green Flag Award for Churchill Gardens, Lillington & Longmore and 
Lisson Green. These Green Flags signify that Westminster’s housing teams and partners 
continue to provide some of the best green spaces in the heart of London.  

 
7.2 As of August 1st, our in-house gardening team have now TUPE’d over to Continental 

Landscapes and we are looking forward to continuing to provide a very high standard of 
ground maintenance.  

 
 
8 Estate Priorities   

 
8.1 As part of our review of the service we will be engaging with residents about their 

priorities and formulating action plans for all our estates. This will form the agreement and 
accountability between Westminster and our tenants.  

 
8.2 The Westminster on Wheels programme is continuing to run alongside this and continues 

to be well received by the local communities it is visiting.  So far nearly 900 residents 
have visited the bus and we have found that: 
 95% were very happy or happy with the bus being on the estate 
 95% found the bus accessible  
 Nearly 3/4 of issues resolved on the bus. Other queries contributed to ongoing repair, 

housing and ASB matters. 
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 79% believed Westminster Housing services will improve 
 85% found the service met their expectations 
 25 referrals for employment  

9 Parking 
 

9.1 Consultation on and implementation of the Traffic Management Orders is underway. 
Orders have been made covering approximately fifty parking areas and statutory 
enforcement underway in six areas. The current estimated completion date for the project, 
with city-wide enforcement in place, is October 2019. There has been some slippage from 
the previous target date of September 2019, but this has been due to taking on board 
some local issues raised during the consultation process and amendments being made 
accordingly. There have also been some issues with access for installing road markings. 

 
 
10 Resident Engagement 

 
10.1 We continue to work with residents to set up new groups who wish to represent their 

estates. To help facilitate these groups, we have held resident training events such as 
‘Chairing Skills’. Since June, we helped set up new Residents’ Associations on Grosvenor 
and Regency estate, with 30% of the 876 households signed up to membership.  
 

10.2 Other residents’ groups recently established include Martlett Court. West Streets set up 
Residents’ Voices and Blandford Court estate reformed their Residents’ Association.  
 

10.3 On August 14th we held a Residents’ Representatives meeting (residents’ associations, 
panels, sounding boards) to seek their views on our current thinking on how the formal 
engagement structure can be improved and how they would like to be involved.  
 

10.4 We will also seek their views on how we have improved the service through initiatives 
such as Westminster on Wheels.  

 
10.5 We visited Lambeth to view their online engagement offer to residents and we are 

currently working to see how we can introduce an online offer to our residents. 
 

10.6 My previous report to the Committee explained that four Tenant Management 
Organisations had Service Improvement Plans served on them in April. We are now 
considering whether to serve Breach Notices as the Tenant Management Organisations 
have not met all of the actions within the recommendations.  

 
 
11 Fire Doors 

 
11.1 A total of 212 blocks have been identified for fire door works, made up of blocks of six 

storeys and over with a small number of priority four and five storey blocks. Works to the 

212 blocks have been compiled into a three-year programme.  The inspection programme 

for all remaining blocks of five storeys and below will commence once works to the 212 

blocks are complete. Affected residents will be advised in writing when the programme is 

agreed and the information will also be made available on the website. 

 

11.2 As leaseholders are responsible for ensuring that their own fire doors are to standard, we 

have been writing to leaseholders individually to ensure we have confirmation that doors 

meet current performance requirements. 
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11.3 We can offer leaseholders the opportunity to opt-in, via written agreement, to have their 

fire doors replaced by the same manufacturer in buildings where we are also replacing 

tenanted doors as part of planned major works.  

12 Warwick and Brindley estate towers 

 
12.1   Following extensive consultation, the decision has been taken to change from external 

cladding panels to external wall insulation. Work is expected to start in October 2019 and 

to be completed in Summer 2020. Balcony work started in January and the door 

replacement programme is expected to start in October 2019. 

 

13 Glastonbury House and Glarus Court 

13.1 Work is progressing well at Glastonbury House, including important fire safety work which 

includes the retrofit of sprinklers to flats, new fire doors, fire stopping and the provision of 

mobility scooter storage facilities. This work remains on track for completion by December 

2019. 

13.2 In addition, Glarus Court (low rise, extra care scheme) will also have sprinklers retrofitted 

to its twenty flats within the next twelve months. Works are likely to start in the Autumn, 

following resident consultation. 

 

14 Torridon House  
 

14.1 A new non-combustible façade is being designed for the block following issues being 
identified during the installation at the pilot flat in the block.   

 
14.2 Work is due to commence in October 2019 and be completed by Spring 2020. In the 

interim, individual fire alarm systems (LD2s) will fitted in each flat. Residents, the TMO 
and ward members have been updated on the position and the approach has been 
supported by the London Fire Brigade. 

 

15 Sprinklers  

15.1 It is a continued priority for the Council to ensure that the sprinkler programme is delivered 

to time. The costs of this programme will be considered and agreed as part of the HRA 

business plan for the 2020/2021 financial year. The funding for Glastonbury House and 

Glarus Court sprinklers is already included in the business plan for 2019/2020. 

15.2 An information gathering exercise is proposed for leaseholders in tall buildings (over 30 

meters) to establish their views on the sprinkler roll-out. This is important because as the 

law currently stands, we have no legal authority to install sprinklers without the 

leaseholder’s agreement. 

15.3 Our approach to sprinkler installation is consistent with other councils as the table below 

indicates. 

Council Approach 



6 

 

WCC Installing to community housing schemes then general needs blocks 

Camden Installing to high rise sheltered housing blocks only 

Croydon Installing to sheltered housing and general needs blocks. Started in Summer 

2018 

Hounslow Waiting for the current reviews to be completed 

Southwark Fitted to all sheltered housing blocks and hostels 

Southampton Installing to sheltered housing and general needs blocks 

Lewisham Installing to sheltered housing blocks  

Barnet Homes Installing to blocks of 10 floors or more, sheltered blocks and hostels. 

LBHF Carrying out feasibilities studies before decision is made 

Lambeth Installing to sheltered housing blocks and hostels 

Wandsworth  Installing to sheltered housing blocks and hostels 

Birmingham Just started 3-year programme. Prioritising sheltered housing blocks 

 
Anti-Social Behaviour (ASB) Service 
 
16 Noise nuisance  

 
16.1 Noise nuisance continues to be the main reported issue of anti-social behaviour. Cases 

are often related to everyday living noise, which tends to escalate in school holidays. To 
help reduce the impact of everyday noise, the team has been working closely with an 
early help practitioner who specialises in supporting families with young children who may 
be involved in low level nuisance. The early help practitioner recently attended a 
Westminster on Wheels event with the ASB team to speak to parents and listen to 
resident’ concerns. 
 
 

17 Rough sleeping on estates 
 

17.1 Housing Services have been working with other departments to address serious nuisance 
and crime on the Lillington and Longmoore estate and the Hallfield estate, where there 
has been an increase in individuals bedding down on estate grounds. We are working 
with the rough sleeping outreach teams to provide support to those sleeping rough. 

 
 
18 Drug misuse and dealing 

 
18.1 During July and August, Housing Services have assisted police in identifying four 

properties linked to drug misuse, dealing and ASB, including a property that was occupied 
without permission. These properties were found to be causing serious detriment to their 
community, with the police making several arrests.  
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Homelessness Prevention  

 

19 Solutions Service  
 

19.1 Following a demanding year of the Homelessness Reduction Act being fully implemented, 
our frontline statutory homelessness services provided by the Housing Solutions 
Partnership of Places for People, their subsidiary RMG Ltd, Shelter & Passage have 
placed an emphasis on continuous improvement in delivering a high-quality service.  

 
19.2 Overall, approaches for the first quarter of this year are higher than last year. In the first 

quarter of the 2018/19 financial year, there were 831 approaches in comparison to 1,201 
approaches of the same period this year. Moreover, there was a further increase in the 
number of homeless applications which saw 573 homelessness applications in the first 
quarter of the 2018/19 financial year in comparison to 640 homelessness applications in 
the same period for this financial year. 

 
19.3 Steps taken to meet this demand and provide continuous improvement include re-

designing the service standards which the service are held accountable to. The standards 
have been redeveloped to give customers a clearer and better understanding of the 
processes, from first contact right through to the duty owed to prevent or relieve 
customer’s homelessness.  

 
19.4 As well as informing customers of the service they should expect, the re-designing of 

service standards will provide more transparency and clearer expectations for customers 
as well as Housing Solutions Service staff.  

 
19.5 Additionally, Westminster City Council have begun quarterly quality checks of cases and 

annual letter audits. A major focus of the quality checks has been around Personalised 
Housing Plans (PHPs) and the service is reviewing how these can be developed in order 
to maintain the balance of conveying necessary statutory information in a customer-
friendly way. 

 
19.6 Furthermore, the desire for service users to be provided with information in a customer 

friendly way was expressed in a recently established Service Improvement Group. The 
group was established as part of the quality assurance framework with ‘Customers’ being 
one of the core Principles. This was created in order to understand the customer 
experience of contacting and interacting with the service whilst recognising that customers 
should always be at the core of service delivery.  

 
19.7 The Service Improvement Group was a success, with attendees positively welcoming the 

opportunity to comment and be consulted on issues in relation to the service. As a result, 
the service will be conducting these improvement groups on a quarterly basis. The service 
will also use this as an opportunity to identify customers who could act as a point of 
contact and be a ‘critical friend’ when establishing changes with the service. 

 
  
20 Commissioning 

 
20.1 The mental health re-procurement referenced in my previous report to the Committee is 

progressing well and the team are now engaging with the transformation of the 
Community Mental Health Partnership delivered between Central London Clinical 
Commissioning Group, Central & North West London NHS and Westminster City Council.  
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20.2 Our aim is to ensure our pathway remains an aspirational place for people to improve their 
mental wellbeing and develop the skills to live as independently as they aspire to. 
Psychological interventions that focus on the trauma that individuals have suffered is 
being offered across our young adults accommodation and services for females, 
particularly those suffering from domestic abuse. There is growing evidence of the impact 
that a trauma-informed, psychological approach has with our client group and 
Westminster Services continue to be at the forefront of delivery. 
 

20.3 Westminster’s ‘Move On and Resettlement’ Service, designed for those with a rough 
sleeping history, managed to successfully move one person into permanent independent 
living every two weeks in the previous quarter. The hard work of the individual as well as 
the support teams around them continue to demonstrate what is possible with the right 
interventions at the right time. 

 
20.4 Westminster’s Housing First programme saw six of our original cohort of ten people 

offered fully assured tenancies. This achievement essentially guarantees a once highly 
service-dependent and vulnerable group of people a home for life – an approach that 
works and something that Westminster intends to build on over the coming years. 
 

  
21 Serious Weather Emergency Protocol  

 
21.1 The hot weather in July triggered the first Hot Weather Serious Weather Emergency 

Protocol for rough sleepers in Westminster. The Protocol ensured that our high support 
accommodation services were equipped with ‘Hot Weather Packs’ – essentials such as 
sun cream, water and hydration tablets - to ensure some of our most vulnerable residents 
were given advice alongside practical essentials to make sure that they were safe. The 
initiative was the first of its kind in the UK and garnered national media attention. 

  
 
22 Trailblazer  
 

22.1 The Trailblazers, our early intervention homelessness prevention service, continues to go 
from strength to strength. Since its inception, this hard-working team have engaged 280 
separate households that have been identified from within the community who were at risk 
of potential homelessness. Not only have they successfully prevented homelessness in 
99% of cases, they have also helped to reduce the demand on our housing solutions 
service with unnecessary presentations. 
 

22.2 This service is integral to Westminster’s response and delivery against our recently 
released homelessness strategy, currently out for consultation. We are excited by the 
results of this team to date but feel the service can develop further. We not only aspire to 
prevent further households from becoming homeless but begin to help change the culture 
on how partners view their roles in relation to homelessness prevention.  

 

 

23 Temporary Accommodation: Meeting Demand from Households in Housing Need 

23.1 Demand for housing has been in line with the projections set out in my previous report to 

the Committee, with current Temporary Accommodation at 2,740 and an average of 

approximately 200 applications per month being made under the new Homeless 

Reduction Act legislation.  
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23.2 The focus of work remains on homeless prevention and approximately 25 - 30 households 

per month are supported to move into the private rented sector to prevent homelessness 

or discharge the Council’s housing duty. 

 
 

24 Homelessness Strategy 2019 – 2024 

 

24.1 The draft Strategy is being consulted on until September 11th. It does not cover rough 

sleeping as this is covered in a separate strategy. It sets out a ten-point plan to: 

 

 Prevent more people from becoming homeless in the first place – for example, by 

reaching more people at risk of homelessness at an earlier stage by building a network 

of prevention and support, working with partners and communities. Proposals include 

holding events and training in the community to raise awareness about our services and 

making them more visible through campaigns. 

 Improve our services and response when people do become homeless – by 

making our housing services more transparent, accountable and accessible, by setting 

up a new Partnership Boards to hold them to account and carrying out mystery-

shopping exercises.   

 Meet the challenges ahead and have a homelessness system fit for the future –by 

becoming a leader in the field of homelessness prevention. We want to use the learning 

from the Early Intervention Trailblazer Service and make the case to Government on 

how the welfare system could work better in central London.  

 


