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Executive Summary

This document is our annual delivery plan and three year business plan.  The annual delivery 
plan sets out what we plan to deliver in the coming financial year, 2008/09.  The three year 
business plan takes us up to 2011, and beyond the Decent Homes target deadline.  By this 
time, all the stock will have been brought up to the Decent Homes standard.

However, housing needs constant investment to keep it at the Decent Homes standard and 
so we need to know the on-going cost of further investment.  These costs have been 
identified over a 30 year business plan.  The 30 year plan has demonstrated a significant 
shortfall in future resources beginning in 2011.  For this reason, the Council, working in 
partnership with PHP, will shortly be carrying out a fresh “Housing Options Appraisal” to 
identify an option that will keep the stock up to the Decent Homes standard.

The Options Appraisal will involve a wide ranging consultation exercise with all tenants and 
leaseholders across Poole.

Poole Housing Partnership is a key partner of the Borough of Poole and this plan looks at 
how we will be contributing to the Council’s Corporate Strategy “Striving for Excellence”.

Our Mission has been widened to cover quality homes and strong communities.  This is 
reflected in the work of our team which goes much further than “bricks and mortar” and is 
focussed on how we can develop really strong communities with a strong sense of place, 
across the town.

We retain a strong focus on continuous improvement and performance management.  The 
Plan looks at the trends in key areas of performance which are positive, and ways that 
performance can be made even better.

To support our aspirations for continuous improvement, we have now adopted the British 
Quality Foundation’s EFQM Excellence Model. We hope this will enable us to continue to 
deliver high quality services at the lowest cost possible.

Poole Housing Partnership completed an equal pay review and job evaluation exercise last 
year.  This was a challenging process and contributed to a higher than usual turnover of staff.  
However, it does reduce our exposure to equal pay action and the risk attached.  We are now 
moving forward and morale across the organisation has recovered.  This was confirmed in 
our most recent Investors in People (IIP) inspection in December 2007 where we again 
achieved the standard.  The IIP report covers a range of strengths including the following 
statement: “what especially impresses is the commitment to excellence and desire to be the 
best of the best”.  We will continue with this approach and hope we have an equally positive 
outcome in the Audit Commission inspection in July 2008.

The Plan should be seen as a draft and is being consulted on.  The consultation will be with 
the Council and with residents and other stakeholders.  This will include:

 Council
 Housing Strategy Panel
 Local Resident Representatives
 Staff
 Other key partners including Police, Council Service Units, Health Authority and 

Voluntary Associations

Joe Logan
Chief Executive
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Governance and Monitoring

The Board of Directors

Poole Housing Partnership is managed by a Board of Directors.  The Board includes 5 
residents (4 tenants, 1 leaseholder), 5 local authority nominated Councillors and 5 
independent members with relevant experience of social housing, finance, legal, and human 
resources.  

No one group is in the majority, and the operational independence from the Borough of Poole 
is demonstrated by the fact that the Chairman is independent, and the Vice-Chairman is a 
leaseholder.

Tenant Board members are elected by ballot by all tenants to ensure that they are genuinely 
represented.  This is carried out through the ‘At Home’ magazine.

The make-up of the Board, with a third being resident representatives, is a really important 
way of giving tenants and residents control over the management of their homes and estates.

The Board has 4 formal sub-committees; Finance, Personnel, Resident Involvement and the 
Service Improvement Review Board.  The sub committees are comprised of Board Members 
with specific experience and interest in these areas, and focus more closely on issues on 
behalf of the Board.   Board members also sit on the residents’ Housing Strategy Panel, in a 
non-voting capacity, to ensure that the views of residents are fully understood by the Board.

The aim of the Board is to ensure that all services provided by PHP meet the PHP target of 
excellence.

The Board has ultimate responsibility for the governance of Poole Housing Partnership.  It is 
the Board’s role to:

 Set the mission – where is the organisation going and what are its goals?
 Set the objectives – Set out the key objectives which need to be met in order to realise 

its mission.
 Define the strategy – the details of how the organisation will deliver the objectives.
 Define the core values – how should the organisation act and behave.

Officers of the organisation are responsible for implementing the strategy and report to the 
Board.  It is not the role of the Board members to get involved in the day to day operational 
issues.

 Ensure compliance with the values and objectives of the organisation.
 Ensure compliance with the Management Agreement, negotiated between PHP and the 

Borough of Poole.
 Agree the annual Delivery Plan with the Borough of Poole.
 Monitor the performance of the organisation.
 Approve each year’s budget and accounts prior to publication.
 Ensure that arrangements are in place for urgent decisions to be made.
 Agree policies and make decisions on all matters that might create significant financial or 

other risks to the organisation, or which may raise issues of principle.
 Satisfy itself that the organisation’s affairs are conducted lawfully and ethically, within the 

terms of its Memorandum and Articles of Association, and within generally accepted 
standards of performance and propriety.

Board members take a collective responsibility for decisions made by the Board.  Each 
member should act only in the interests of the organisation and not on behalf of any 
constituency or interest group.
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Our Mission and Objectives

PHP is a “not for profit” company, limited by guarantee, with the Borough of Poole being our 
only shareholder.

It is run by a Board of Directors comprising five residents who are directly elected by all 
residents, five Council nominations, and five independents who are selected to bring 
specialist knowledge and experience to the leadership of the company.

PHP has been assessed as 3* excellent by the Audit Commission in 2005 and will be re-
inspected in July 2008.

PHP is half way through an on-going massive investment programme which will see over £60 
million invested in improvements to homes and estates across Poole in the six year period up 
to 2010.

PHP is by far the largest landlord in Poole, managing over 5,000 homes and so is a very 
important partner for the local authority in delivering its corporate strategy.

The following mission and strategic objectives have been reviewed, discussed and developed 
by the whole team including Board, staff, residents and the Council.

They reflect the Council’s strategic objectives and the wider government objectives. They also 
reflect what is really important to the residents across Poole.

They have been written in such a way that they can be used in team and individual staff 
performance targets so that all staff will have a clear role in delivering the objectives.
 
Mission

Working with residents to deliver quality homes in strong communities 

Strategic Objectives

 Working with residents
 Strong and Sustainable Communities
 Excellent Services
 Value for Money
 Quality Homes

Working with Residents

 Provide customer focused, high quality services to our residents
 Ensure effective communication and consultation with all residents using plain 

English
 Make services available and easily accessible to all the community, including “hard 

to reach” groups
 Empower and encourage residents to participate in and shape the services they 

receive
 Consult on and publish clear, challenging and measurable standards for all service 

areas
 Use complaints and customer feedback positively to learn and improve services
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Strong and Sustainable Communities

 Enable residents to shape the communities in which they live
 Encourage a strong sense of place
 Meet the respect standard
 Meet the Council’s clean, green and safe objectives
 Act as a lead exemplary landlord within our community
 Support a healthy diverse community
 Develop social and financial inclusion
 Provide well maintained and safe estates

Excellent Services

 Remain a 3* excellent service deliverer
 Set, maintain and review service standards with residents
 Provide resident focussed services
 Empower our staff through team building and training, to deliver excellence
 Be an outward looking, learning organisation at the forefront of innovation and 

development in the housing sector
 Develop strategic partnerships with other excellent providers

Value for Money

 Maximise choice and value for money for all residents
 Achieve year on year efficiencies
 Benchmark against our peers
 Identify opportunities for income through new business
 Maximise income from existing sources
 Smart procurement
 Raise organisational focus on value for  money
 Work with all our partners to provide best value, quality solutions and continuous 

improvement across all services

Quality Homes

 Achieve the Poole Standard of Decent Homes by 2010 and maintain beyond
 Provide, safe, energy efficient, and well maintained homes
 Support residents to look after their home and environment
 Provide “homes for life” to support independent living
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How Poole Housing Partnership is contributing

PHP is a key partner in a range of strategic groups run by the Council.  These include:

Older Peoples Services Steering Group
Sheltered Housing Review
Local Area Agreements
Poole Safer Together Partnership
Safer Neighbourhoods Group

Sustainable environment group
Stronger communities group
Children Services Board
Health and Wellbeing Group

PHP staff work with a range of Council teams for example on Adult Education and 
employment initiatives.

Some additional ways PHP is contributing to the Council’s corporate strategy are as follows:

Supporting Young People
 Delivering Decent Homes; link to 

health and educational 
achievements

 Developing estate planning 
including play facilities

 Apprenticeships with contractors
 Listening to the young; focus 

groups, participation focussed 
on youth needs and aspirations

Vibrant Economy
 £60m investment into economy
 Training and employment 

opportunities with new contracts
 Future additional freedoms and 

flexibilities for excellent ALMOs
 Use of local companies and 

local labour
 Working to improve employment 

opportunities for residents

Clean, Green and Safe
 Safe and secure homes
 Safe and pleasant estates
 Energy strategy: fuel poverty, 

energy efficiency and 
sustainable energy

 Secure by design investment
 Quality cleaning contract
 Caretaking/security services
 Anti-social behaviour work
 PHP Plus reward scheme 
 Joint working with Police and 

other partners on safer 
neighbourhoods initiative

Efficient and Effective
 £3 Million savings in contract 

management
 The lowest cost ALMO in the 

South West
 Cost and Performance 

benchmarking with 60 best 
practice organisations

 Savings from joint working with 
Bournemouth

 All contracts subject to “value 
engineering” savings

Strong Sense of Community
 Resident Involvement and 

community development
 Resident-led Estate planning 

projects
 Equalities work focus on hard to 

reach groups
 Frequent Newsletters and 

information
 Rising satisfaction with ability to 

participate
 Estate management team focus
 Focus on strong, sustainable 

communities
 Development of neighbourhood 

agreements

Health and Well-Being
 Decent Homes
 Well insulated and heated 

homes
 Aids & Adaptations services
 Supporting People services:

o Tenancy Support
o Sheltered housing
o Extra-care housing

 Hostels service review
 Encouraging healthy living 

through gardening schemes
 Tenancy Audits to identify those 

who are not coping
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The National Context

The Housing Green Paper has set out the Government’s plan to provide more affordable 
housing; an ambitious target of 3 million new homes by 2020 built to high standards of 
sustainability and a high proportion to be affordable.   

One of the main changes is the ability of Councils to build new homes, either through an 
ALMO or through some other “special purpose vehicle”.

The Housing Corporation has actively invited ALMOs to bid for grants to build new homes, 
and to consider managing Housing Association stock where this would raise the standards of 
management.

PHP would wish to develop plans to re-develop some of the less well designated stock with a 
view to developing better built homes, to a higher density, and with a tenure balance.

However, it is essential that the resources are in place to meet the investment needs of the 
existing stock.  For this reason, the priority will be the Options Appraisal.  Through the 
Appraisal we will be seeking the best option for:

 Keeping all stock at the Decent Homes standard
 Re-developing poor performing stock
 Meeting the needs of future tenants on the housing register

The Government is piloting self-financing HRAs and has expressed doubt about, and 
recognises the need to review, the housing subsidy system.

The Housing and Regeneration Bill will establish the new Homes and Communities Agency 
which will combine new build, decent homes and regeneration.  

The Government has applauded the ALMO sector for empowering and giving a voice to 
residents, and raising the standards of housing management.

The past year has seen significant developments from Government relating to the future roles 
of ALMOs.

The Hill’s Report in 2007 was an important assessment of social housing.  It found:

 Social housing has improved in the last ten years
 Satisfaction is static or down
 Lettings increasingly going to homeless
 Tenants face difficulties moving to find work
 Unemployment and economic inactivity is highest amongst tenants
 Landlords should diversify stock
 Landlords should focus on employment opportunities for residents

The Board has discussed the Hill’s Report recommendations with a view to building them into 
our work.
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The local housing market and our residents

There is ongoing and buoyant demand for Council housing in Poole.  Data from the housing 
register and lettings information suggests high demand for all but a limited number of 
properties and property types.  There are nonetheless some areas of council housing at risk 
from a changing pattern of demand and these issues will be considered in the sheltered 
housing review and the housing options appraisal.

A third of the stock we manage is sheltered housing and within this there is a small proportion 
of properties that not suitable to meet the needs of future residents as identified in recent 
reviews of older persons strategy, the most obvious example being bedsit accommodation.  

There are distinct demographic trends in our communities.  A little over 50% of our tenants 
are over 65 and 31% over 75 years.  This presents us with challenges relating to their many 
support needs now, and into the future.  There are comparatively fewer families in the 25-45 
demographic.  However, most new tenants for general needs properties are under 25.

During 2006/07 the number of Council homes let were 443.  This represents a small increase 
on 2005/06 figure of 420.  This is regarded as an indicator of increasing demand for PHP 
properties, but could also be an indicator of dissatisfaction.  The main driver for the increase 
has been an increase in transfers as a result of new affordable housing built in the town 
centre.

The number of re-lets represented just over 1% of applicants on the housing register as at 1st 
April 2007 which again indicates a healthy demand for PHP properties, but reflects the 
shortage of affordable housing.

In the context of local private sector rents of between £700 and £800 per month for a 3 
bedroomed house, the average rent of a similar PHP property of £66.00 which offers very 
good value for money for households on low income.  One of the clear issues for PHP over 
the next 4 years is the active marketing of the homes and services that are provided and we 
are committed to working with the Borough of Poole on the choices available to existing and 
prospective tenants.

Our current resident population is summarised in the following tables:

Age The resident population contains a high percentage of people aged over 75 
years (31% of the population compared to 7.5% for England and Wales)

The population is generally older than both local and national averages

For Poole generally by 2028, the proportion of those 50+ will rise from 40% 
to 47% with a decrease from 38% to 34% of those aged 20-44

Income 89% of PHPs residents have income of less than £20k.

65% of tenants receive housing benefit 
(38% full housing benefit and 27% partial housing benefit)
The figures for 2006/07 were 60% of tenants receive housing benefit, 34% 
full housing benefit and 26% partial housing benefit)

Health 55% of current PHP tenants have or live with someone who has long 
standing illness, disability or infirmity (this figure is higher than Poole at 18% 
and England 33%

13% of PHP residents are registered disabled or permanently sick
Deprivation The correlation is strong between the location of our stock and the incidence 

of deprivation.  4 out of Poole’s 91 super output areas are within the 25% 
most deprived in England and these 4 areas contain a significantly high 
proportion of PHP managed property
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About PHP

The Core Business

PHP was set up in 2004 with the aim of bringing the housing stock up to the Decent Homes 
standard and to a higher “Poole Standard” by 2010.  It is on target to achieve this.

It was also set up to improve services to residents and to give residents a greater voice and 
more control over the services delivered.

As the stock is brought up to the Poole Standard, the focus is shifting to the development of 
strong local communities.

PHP currently manages a total stock of  4993 (end December 2007) made up of 4640 
tenanted and 353 leasehold.

To summarise the work, the organisation:

 Manages and maintains the housing stock
 Manages the capital programme of £12 million in the coming year
 Collects £15 million rent per annum
 Collects £1.5 million service charges per annum
 Manages the homeless hostels
 Manages 1,000 garages
 Provides a sheltered housing service to 1,360 sheltered homes
 Provides a tenancy support service 
 Encourages and supports resident involvement
 Works with the Police on providing safer neighbourhoods
 Manages the Housing Revenue Account (HRA) on behalf of the Borough of Poole

Other areas of business:

 Managing stock on behalf of RSLs
 Providing maintenance services to other organisations
 Providing financial inclusion services
 

A track record of achievement

Delivering better homes

 Non decency levels down from 76% (potential non decency)
 Homes brought up to Poole Standard
 On target to achieve 100% decency by 2010
 Satisfaction with condition of home up to 89% with just 7% dissatisfied
 Energy efficiency rating up to an all time high

Working with residents

 Satisfaction with opportunities to participate in management and decision making up to 
71% (from 52% in 2006)

 New Resident Involvement structure in place
 More residents representatives than ever before
 87% residents feel PHP keep them well informed
 Residents reviewing all areas of service
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Strong and Sustainable Communities

 84% satisfaction with neighbourhood with just 7% dissatisfied (up from 81% in 2006)
 Estate planning in place: resident led neighbourhood improvements
 Signed up to Respect Standard
 Financial Inclusion Strategy in place
 Piloting green energy project to reduce carbon emissions and fuel poverty

Excellent Services

 Top quartile performance across most key indicators
 Trend of continuous improvement
 Overall resident satisfaction up to 83% with just 7% dissatisfied
 Assessed as 3* excellent landlord
 Re-awarded CharterMark and IIP 
 Carried out HQN Pre-Inspection of services

Value for Money

 Lowest cost ALMO in South West
 Low cost: high performance front line services
 Benchmarking of cost: performance in place
 Significant savings identified
 Joint working with Bournemouth achieving efficiency savings
 Partnerships with Cheltenham and Carrick
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A focus on excellence

The PHP Board sets a clear objective to provide high quality services to the residents of 
Poole.  There is a real commitment to retaining the 3 star excellent rating when next 
inspected by the Audit Commission in July 2008.

In order to ensure the highest possible quality of service provided, we have sought a number 
of external assessments and introduced quality management systems including:

CharterMark – awarded for excellent customer services.  PHP has been holders since 2004 
and has maintained accreditation following reassessment in 2006/07.  PHP now take part in 
an annual assessment to ensure we maintain and continue improving services for customers.  
A new standard is to be launched in 2008 and PHP aims to be one of the first organisations to 
be successfully awarded the new certification.

Investor in People – PHP was recognised as an Investor in People in 2004.  In December 
2007 we were successful in being reassessed under the revised criteria.

Quarterly Assessment Framework (QAF) – PHP delivers high quality housing related 
support services to its older and vulnerable tenants through our sheltered and tenancy 
support team.  Both teams are striving to achieve level A during the period of this plan.

European Foundation Quality Model (EFQM) – as a way of improving the whole 
organisation, PHP has committed to using this framework and is to undertake a self 
assessment during 2008.

Housing Quality Network Pre-Inspection – PHP commissioned HQN to undertake a 
detailed inspection of all services.  This was seen not only as a way of preparing for the Audit 
Commission Inspection but also providing an external review and recommendations for 
achieving excellent services.

Business Planning

With the introduction in 2007 of revised strategic objectives linked to key actions the 
organisation has developed a suite of service action plans to cover all areas of business.

The action plans are to be reviewed annually and monitored regularly by Strategic 
Management Team, Service Improvement Review Board (SIRB) and the Board.

The plans are seen as an integral part of our performance management framework and are 
owned by service managers who are responsible for updating them.  The plans are to be 
amended in the light of new legislation, good practice and from feedback from customers.

The service plans are an integral part of the organisations Business Plan which is now 
reviewed annually as per the following timetable:

 1st April – current year’s business plan and delivery plan are implemented 
 July – current year’s business plan updated with performance targets following previous 

year’s outturn
 July – consultation with tenants and residents at annual conference on performance to 

date and future developments
 September/October – consultation with the Board at the annual corporate planning 

awayday
 December – service action plans reviewed and revised
 January – draft business plan submitted to the Board and Council
 February – tenants, residents and stakeholders consulted on final draft of business plan
 February – Board and Council approves Business Plan
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Performance Management

Integral to the work that PHP is undertaking is a robust performance management system 
that has now been in place since 2004 and continues to be developed and improved upon.

The performance framework has 3 key elements at its heart:

Customer focus: customer focus includes how we treat people, how we make it easy for 
them to access services, how we take into account their individual needs and circumstances 
and most importantly asks if the service outputs meet their expectations.

Managing the people we employ: it is essential that our employees have the proper training 
and development to deliver the highest quality of services to our customers.  We undertake 
extensive training for all staff from equality and diversity training through to professional 
qualifications.

We also set challenging targets for staff ensuring that investment in development and training 
brings about real benefits to the organisation and company.

Managing the processes: we review our policies, procedures and systems regularly 
ensuring that they meet the needs of our customers.  We change them where it is evident 
they are not working, as required, for example following complaints.

Within each of these three elements we have to consider issues such as equality and 
diversity and also the efficiency of our service.

Underpinning the approach to performance management is a process to collect 
comprehensive performance data across all areas of the business.

Performance indicators are reviewed annually after consultation with key stakeholders and 
partners.  The ethos is one of continuous improvement and the targets set are challenging 
with improvements being required year on year.

There is a monitoring framework at all levels which ensures that timely information is received 
and analysed.  Where targets are not being achieved, there is clear responsibility for 
corrective action plans.

 Managers review individual performance through one to one meetings and annual 
employment development interviews.

 Team leaders/section heads review monthly performance with their team

 Senior Management Team review all performance indicators both local and best value 
on a monthly basis as well as monthly service improvement plans and key projects.

 The Board of Directors review performance reports as a bi-monthly basis which 
highlights key trends as well as benchmarking with other ALMOs.

 The Housing Strategy Panel (HSP) reviews key performance indicators on a quarterly 
basis.

 The Council reviews key performance information on a bi monthly basis  and have an 
annual review in November

 Monthly performance bulletins produced for all residents, staff and partners

 Annual report distributed to all tenants and leaseholders.
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Year on Year Trend Graphs for Key Housing Management Performance Indicators
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BVPI 74a - Satisfaction of tenants of council housing with the overall service 
provided by their landlords - annual trend comparison
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Benchmarking

The use of benchmarking is integral to how PHP is managed.  Monthly performance reports 
include benchmarking information against all other ALMOs and a key objective is to ensure 
that all key indicator performance puts PHP into top quartile using this comparison. 

All services and costs are benchmarked through the National Housemark Club and 
performance compares well with other ALMOs.  Recently, PHP has joined the new estates 
service benchmarking club following feedback from residents who see this service as 
increasingly important.

We only benchmark with the very best organisations nationally.  This offers all those involved, 
the opportunity to “cherry pick” the very best ideas and practice in the other organisations and 
adopt them as their own.

We have benchmarked the sheltered Housing Service and the initial results and feedback are 
very positive indeed, suggesting a low cost:high performance service.  The detailed report will 
be shared with the Board, and with residents groups such as the Sheltered Housing Forum.

Other aspects of benchmarking that have been undertaken include:

Services for vulnerable residents with Ashfield Homes
Disabled adaptations service with Southampton Council
Resident involvement – all Dorset RSLs and Councils.

A positive approach to benchmarking and co-operative working has significantly contributed 
to the improvements in housing management services seen nationally.

The ALMO sector as a whole, has worked in a mutually supportive and co-operative way.  
This has supported new ALMOs in the development period and supported continuous 
improvement across the sector.

Benchmarking of organisational and services costs are covered in the value for money 
section of this report.
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Customer and Stakeholder Surveys

Regular surveys of key service areas are undertaken for all service areas and reported on a 
regular basis to a range of key stakeholders and included in monthly performance reports.

The PHP Board is committed to undertake regular overall satisfaction surveys and the latest 
one was completed in 2007/08.

47% of residents responded which was an excellent response and, as well as providing 
feedback on services provided, we received updated information on our customer profile.

Overall, the results were very encouraging:

 83% overall satisfaction with the service, up from 82% in 2005/06
 87% feel that rent represents good value for money, up from 81% in 2005/06
 89% of residents are happy with their accommodation, up from 86% in 2005/06
 82% are satisfied with the condition of their homes, up from 80%
 84% of residents are satisfied with their neighbourhood as a place to live, up from 

81% in 2005/06.

Satisfaction with repairs and maintenance was the same as in 2005/06 – 79% but there was 
improved levels of satisfaction with attitude of the workforce up to 94% and with quality of 
works up from 86% to 89%.

For the last 2 years PHP has utilised a priority research initiative which focuses on outcomes 
for tenants and how they would like the services improved.  In the table below is a summary 
of tenants opinions with the actions PHP is proposing to take.

You Said We did
Keep us informed about major home 
improvements; when and where they’re 
happening, and any delays

 A Decent Homes special issue of At 
Home is now sent to all residents every 
year

 Residents are involved in Core Team 
and Reinvestment Panel meetings 

 Contractors have dedicated resident 
liaison officers to ensure effective 
communication

Follow up the satisfaction cards, and get 
back to us

 All responses are monitored and 
performance reported to the Board and 
Housing Strategy Panel (HSP) 

 Residents now get individual feedback
Train your telephone staff so they can be 
more helpful with general queries and 
complaints

 Helpdesk now have “frequently asked 
questions” to help them answer calls for 
all teams

 During this year performance on 
answering phones and correspondence 
has improved

Housing Officers should advertise 
“walkabouts” on estates

 Estate inspections are advertised in At 
Home and on the website

Tell us how the results of surveys are going 
to be actioned

 The results and actions are published in 
At Home and the Annual Report and 
reported to HSP

Better inform resident representatives, to 
help them fulfil their role

 IT and a range of training is provided to 
all resident representatives

 Second Resident Involvement Officer 
appointed

 This is a really important area and we 
aim to do even more
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Peer reviews with other organisations

Over the last 2 years PHP has engaged with over 30 other housing organisations to share 
and learn about positive practice in all service areas.  Organisations involved have included 
ALMOs, Unitary Authorities, District Councils, Housing Associations and Voluntary 
Organisations.

We have undertaken peer reviews on all aspects of repairs and maintenance with 
Bournemouth Borough Council and in the last 12 months there has been joint work on 
leasehold management, and tenant satisfaction.  In October 2007 a joint management team 
awayday was held with Bournemouth.  We aim to look at further ways to work more closely 
with Bournemouth during 2008/09, including reviewing back office services.

We have developed very close partnerships with both Cheltenham Borough Homes and 
Carrick Homes, two “excellent” rated ALMOs in the South West.  Through these partnerships 
we share policies, procedures, performance and best practice information to enable all of us 
to develop services and reduce costs.

PHP are part of or have hosted the following improvement groups:

 London and South East ALMO Customer Care Group
 London and South Estate Services Improvement Group
 London and South Leasehold Services Group
 London and South Finance Group
 London and South East Respect and Anti Social Behaviour Group

As stated in our objectives, we are an outward looking, learning organisation at the forefront 
of innovation and development in the housing sector

Service Reviews

During 2005/06 it was agreed that the Best Value Review Board consisting of tenants, 
leaseholders, PHP Board Members and Officers would be renamed the Service Improvement 
Review Board.  It now has its core aim to oversee continuous improvement throughout the 
organisation.  To date, this has involved:

 Reviewing service against the Audit Commission’s key lines of enquiry
 Monitoring improvement plans arising from the HQN pre-inspection
 Approving and monitoring all service improvements including new policies and 

procedures, for example, the complaints service in 2007
 Overseeing and implementing key service reviews:

o All service level agreements 2005/06
o Rent and income collection 2007
o Disabled adaptation service 2007/08

 Implementation and progress on quality initiatives
 Development of annual service review plan.  This is to be done in partnership with HSP.

Complaints Management

Complaints are monitored and are used to bring about improvements to the service.  Trend 
analysis is monitored by Strategic Management Team and at the monthly board meetings.  
Learning outcomes and changes to relevant policies and procedures are reported to HSP,  
the Service Improvement Review Board (SIRB) and the full Board.  Complaints are a valuable 
tool for improving the way we work and ensuring a focus on the customer.
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Value for money

Value for money is paramount to this organisation.  At a time of significant investment in 
housing it is essential that the available resources are used wisely and to maximum effect.  
Whilst our focus is on improving services, year on year, this needs to be achieved using less 
resources and delivering more for less.

We know that the economy is likely to shrink and we can anticipate less money over the 
period of this plan.

We are, and aim to remain, one of the very best service providers in the country, but this has 
to be at the lowest cost possible, and without compromising on quality. This is always going to 
be a real challenge but, to date, we have been able to achieve it.

Leadership

Value for money is a guiding principle that runs through the organisation from Board of 
Directors through to front line service delivery teams

It is built into the company objectives and as such, is a priority for all who work for PHP and 
who supply services to us.

The Finance and Audit Sub-Committee of the Board takes a lead in monitoring the 
effectiveness of the strategy.

Performance on value for money is shared with the Local Authority through the Annual 
Efficiency Statements.

Definition of Value for Money

Value for money is about:

 Reducing inputs for the same outputs
 Reducing costs for the same outputs
 Getting greater outputs

Economy is the price paid for providing a service e.g. the weekly wage paid to maintenance 
operatives or the rent per square metre for office accommodation

Efficiency is a measure of productivity, how much is received for what is put in and is 
associated with the process and delivery of procurement

Available 
Resources

Value for Money
3 “E”s

Improved quality of 
service delivery

More services 
delivered

Cash savings 
delivered
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Effectiveness is a measure of the impact achieved, can be quantitative or qualitative, and is 
associated with outcomes for customers

VFM is high when there is an optimum balance between all three i.e. relatively low costs, high 
productivity and successful outcomes.

Benchmarking to achieve best value for money

We use the national Housemark benchmarking programme to compare our performance and 
cost with all other ALMOs as well as with Housing Associations and Local Authorities. The 
results of the benchmarking report of  October 2007 showed that, whilst we are one of the 
best performers on the country, our costs are generally low.

We have the lowest overall management costs among all the three star excellent ALMOs in 
the country in our Peer Group, the “Non-Metropolitans” and we have the lowest cost of any 
ALMO in the South West.

The same report confirmed that we have significantly lower costs than Housing Associations 
across our services and much better performance.

However, the report indicates higher back office costs.  These include services bought back 
from the Council.  In the year ahead, back office costs will be reviewed with the aim of 
reducing them.

The Housemark benchmarking tool has been improved upon, year on year, and is the best 
single benchmarking opportunity in the sector. We use the data provided to drill down with 
any organisations that can demonstrate even lower costs so that we can learn from them and 
adopt best practice.

For more detail, see Housemark Summary of benchmarking results October 2007
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Our Staff

Following the equal pay/job evaluation review, there was a drop in morale across many parts 
of the organisation.  As a team, we have worked hard to put this right and we are now seeing 
a return to the levels of satisfaction and motivation pre the review.

We continue to carry out a regular IIP survey of all staff to gauge trends.  A snapshot of the 
trends is shown below.

We have developed a comprehensive training and development plan, that has been costed 
and designed to be able to measure the impact and outcome of the training on individual and 
team performance.

The middle management group is working as a team on organisational development.  They 
are leading on the development of the EFQM Business Excellence model.

Following discussion with the middle management group, we now have a systematic 
approach to their training and development.  All middle managers have had external training 
in management development.

In addition, we have a programme of “in-house” training which covers key aspects of 
management, tailored to the PHP culture.

We understand that we can only deliver excellent services if all our staff are focussed on 
delivering excellent services and have the freedom and the ability to do so.

In the last year:

 Maintained IIP status with a very positive report
 Completed equal pay review in advance of government target date
 Comprehensive training and development programme in place
 90% of staff enjoy working for PHP
 98% of staff can explain how their work contributes to achievement of objectives
 94% are clear on how their training has raised their performance

I en jo y wo rk ing f o r  P H P

89 87 91 90
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SWOT Analysis

STRENGTHS WEAKNESSES
Great team
Value for money organisation
Good self awareness
Open to challenge/inspection
Excellent culture
High demand (housing)
Tenant satisfaction
Staff satisfaction
Clear leadership
Strong track record
Good use of ICT
3 * assessment
Asset management
Learning from others/outward looking
Good reputation
Council SLAs generally very good
Good Board
Stability in Senior Management
Completed Equal Pay audit
Performance Management System
Relationship with stakeholders
Strong contractors
Financial control
Independence
The Poole Standard
Strong tenant core 

Turnover in some front line posts
Funding pressures
Short term funding
Service planning
Understanding diversity
Identified HQN pre-inspection weaknesses
Impact on Councils CPA
Some Council SLAs
Inability to prioritise
Number of tenants who are actively involved
Lack of control of allocations
Residents concerns over inappropriate lettings

OPPORTUNITIES THREATS
Selling ourselves
Government Refocus on affordable housing
Relationships with Council
Travellers Site
Broadening Tenant Participation
ALMO non-HRA Pilot Schemes
Focus on sustainable communities
Options appraisal
Greater use of technologies
Partnering contracts (Open book)
New business opportunities/Local Area 
Agreement
Joint procurement
EFQM driving developments
Expand cross border working
RSL management agreements
External funding opportunities
Communications
New Build
Government 2007 Green Paper in Housing
Developing estates

Capacity to deliver
Staff sickness
Stock size
Unforeseen issues with the stock
Sheltered Housing Review
Infrastructure (utilities)
Failure at inspection
Government subsidy system
Pressure on voids and reactive repair budgets
Management Fee process
Inability to recruit best staff
Rising building costs
Tenants expectation
Lack of financial resources
Skills shortage in key areas
Grounds maintenance
Land shortage
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Action on SWOT Analysis

As a result of the analysis, we have taken steps to respond to the perceived areas of 
weakness.

High turnover in some front line posts:
 Job Shadowing
 Training
 Exit surveys
 Market supplements
 Equal pay review
 A focus on appraisal
 Board monitors turnover
 Considering rewards strategy
 Internal cover for front line posts

Funding Pressures/Short term funding:
 Value for money strategy
 Benchmarking
 Options appraisal
 Tight budget control
 Maximise income: rents, recharges, 

service charges
 Maximise other sources of income

Service Planning:
 Reviewed service planning process
 Team service plans
 Reviewed business plan link to job 

appraisal
 Away days

Understanding Diversity:
 Action Plan
 Training carried out
 Contractors covered
 Equalities lead on diversity on Board
 Gathering diversity information on IT 

system

Identified HQN pre-inspection weaknesses:
 Action plan; team by team
 Reviewed progress by SIRB
 Golden lunches

Impact on Council’s CPA:
 Original issues resolved
 Tighter communication with Council’s 

performance team

Some Council SLAs:
 Reviewing key SLAs: 

o Internal Audit
o Cash Office
o Legal
o Consumer Protection
o Estate Services

 Overseen by Finance Sub-Committee

Inability to prioritise:
 Service planning
 Project management
 Developing middle management team
 Picked up in appraisal

Number of tenants who are actively involved:
 Recruiting new representatives
 Focus on recruiting young people
 Board resident involvement Sub-

Committee
 All staff involved in the work

Lack of control of allocations:
 Regular meetings and joint working
 Further work required

Residents concerns over inappropriate 
lettings:
 Head of Housing and Community 

Services has met sheltered forum
 Further training planned
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Health and Safety

The revised health and safety policy was introduced in 2007 and management responsibilities 
are now included in role profiles.

As well as overall policy the following documents have also been developed:

 Fire policy
 Smoking in the workplace policy
 Stress policy
 Personal safety policy

Risk assessments have been carried out and will be reviewed regularly, the frequency 
dependent on the level of risk.

It is planned during 2008 to undertake a health and safety audit and any competency gaps 
will be fed into a health and safety training programme.  Training is now carried out in-house 
and the local and corporate induction programmes which, have been developed, cover health 
and safety.

New incident reporting procedures are now well established showing trends of continuous 
improvement.

Control of contractor procedures have been reviewed and a pre-qualification health and 
safety compliance scheme was implemented.

The Board receives an annual Health and Safety report which covers:

 Office issues
 Staff outside the office
 Contractors and partners
 Health and Safety issues on estates and in house

PHP has developed a comprehensive policy on Health and Safety and this is now led by a 
member of the senior management team. 
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Working with Residents

Under-pinning the work of PHP is a commitment to ensuring that tenants and service users 
are involved at the heart of the decision making process.  There are now 17 tenant resident 
associations operating, 135 tenant and leasehold representatives and all of our 32 sheltered 
housing schemes have a formal representative.  In total, over 50% of our residents are now 
represented; this is the highest ever level of involvement in Poole.

PHP and the Borough of Poole have a long history of consulting with Council tenants going 
back to the 1950s.  Resident participation is a key element of the Company’s core business 
which is firmly embedded and integrated within processes and policies.  All employees have a 
responsibility to promote participation and have received training on the importance of 
involving residents in service delivery and planning.  In addition, PHP employs a dedicated 
Resident Involvement Strategy Officer and a Resident Involvement Officer.  The Resident 
Involvement Officer attends regional and local meetings to network with other organisations 
and to obtain examples of good practice and information.

There is a wide range of mechanisms in place to facilitate consultation with residents.  Key to 
this is the company commitment to encourage residents to become involved in all aspects of 
the decision making process, to the extent that suits them.  This is evidenced in the resident 
participation structure that is contained within the resident involvement strategy developed in 
2007.  The PHP Board sees this as a key element of the strategy to improve services further 
and to support this the Board has developed a resident involvement sub-group to support and 
monitor implementation.

Currently being developed is a new tenants compact which will also include a youth 
involvement compact and will focus on developing involvement of younger people and meet 
priorities of the Council’s Youth Participation Strategy.

A key priority for the organisation is to improve the levels of participation and representation 
for all ages and areas.  Linked to this is the development of a communication strategy in 
2007, which details the commitment to effective communication with all service users.

We monitor which sections of our community make up our actively involved residents and we 
are looking to improve engagement with all sections of the community including hard to reach 
groups.

In addition, we are currently collecting statistical information of all our customers to ensure 
that we have comprehensive and reliable data available to help us plan our services so that 
involvement opportunities are accessible to all sections of our community.

There is a service standard for resident involvement which along with all our service 
standards is currently being reviewed.  A summary of the involvement strategy is made 
available to all new and existing tenants.

In 2007, a resident involvement challenge day was held to develop the resident involvement 
strategy.  A wide cross section of residents, both involved and previously involved, attended 
and heard presentations from other ALMOs and the Audit Commission on examples of best 
practice and legislative requirements.

Following on from this was the publication of a resident involvement special newsletter.  
Interestingly, since the challenge day and this special newsletter, there are more than double 
the numbers of people involved.

We have developed our annual staff conference into a joint resident and staff conference 
which looks at national housing issues and best practice in resident involvement.  
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THE WAY FORWARD

Priorities for 2008/09

The Action Plan covers the year 2008/09 in detail as well as the medium term plan for up to 
2011.

The following is a short summary of some of the key areas we will be focussing on in the 
coming year:

Preparing for inspection

We need to achieve a minimum 2* “good” assessment to keep the ALMO funding.

Our aim is to achieve again, a 3* “excellent” rating.

We need a culture which is focussed on excellence, continuous improvement, and of being 
the best in our field.

An empowered workforce

It will be our staff that delivers the service improvements.  We will be seeking to empower 
them to be able to innovate and improve on the way services are delivered, to achieve the 
best outcome for the customers.

Effective Communication

This is a priority for the Board.  It wishes to see the highest standards of communication 
within the organisation, and with residents, the Council and other stakeholders.  

We have developed our communication strategy to meet this challenge.

Managing Change

We work in a fast changing environment and we need to be quick footed to make maximum 
use of new opportunities.  However, we need to work hard to ensure staff and residents are 
comfortable with the change process.

This came across as a priority for staff in our most recent survey.

Excellent Governance

The Board has strengthened itself since it began and will continue to do so through 
recruitment, appraisal, training and development.  This will be a key area for the Audit 
Commission inspection.

Reducing back office costs

We know from the Housemark benchmarking exercise that our overall costs are fairly low.

However, the report indicated higher “back office costs”.  These involve PHP teams and 
services “bought back from the Council” through service level agreements.  These will be 
subjected to further review to reduce costs.

We will be reviewing all areas of service to see how costs can be further reduced to free up 
resources for investment in the stock.
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Options Appraisal

The Council has now set up a joint “select style” committee with PHP and resident 
representation to review the future options for the housing stock beyond 2009/10.

This will involve many staff and resident representatives, in a consultation exercise that 
reaches all residents.  The Appraisal will look at all the options, including emerging new 
options.  Given the history of past options appraisal, the process needs to be as inclusive as 
is possible.

Decent Homes

The investment programme will continue and we will soon see the impact of the investment in 
more and more homes achieving the full Decent Homes standard.

Strong and Sustainable Communities

Beyond decent homes, our work will focus on supporting communities to develop a strong 
pride in their area.  This will involve dealing with anti-social behaviour and designing out 
crime.  It will also include empowering residents, enabling them to re-design their estates and 
become active members of their community.
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Delivering better homes and strong communities

Decent Homes investment is continuing and we are on target to achieve 100% decency by 
2010.

Our contractors, all working in partnership contracts, continue to perform excellently and 
resident satisfaction confirms these standards.

The gas and energy efficiency programme has been completed early and the British Gas 
contract has now ended.  This means lower bills for households faced with increasing energy 
costs.  This is good for the residents and good for the environment.

However, we still have electrical heating, night storage heating, and other expensive and 
inefficient forms of heating.  These cause real financial difficulties for the residents.

Further sustainable energy schemes are currently being developed including bio-mass 
boilers, solar panels and photo-voltaic electricity generation, to replace the most inefficient 
systems.

Mitie Services continue to deliver excellent quality kitchens, bathrooms and walk-in showers 
with very high satisfaction ratings.

Signpost Services continue to deliver excellent re-wire programmes as well as our responsive 
repairs and voids contracts.

The door contract is now effectively completed across the town.  This has been a key factor in 
a significant reduction in domestic burglary across the town.

Having replaced 6 tower block lifts, to an improved specification, we will be doing a further 6 
in the coming year to complete the tower blocks.

Working with residents, we will be carrying out a range of estate improvements focussed on 
reducing crime, providing play facilities and supporting strong communities.

The following tables show the levels of investment and the projected increase in “decency 
levels”.

They also show the streets that will be covered in the coming year’s investment programmes.

As always, we can only give the streets.  The actual number of homes receiving improvement 
works will be subject to the validation surveys on each home.

New developments that will need to become mainstream in the coming year include:

 Implementing the 17th edition of the electrical regulations
 Housing, Health and Safety Rating System
 Energy performance certificates
 Housing Information Packs for empty properties
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Decent Homes Investment

Housing Revenue Account
Capital Programme 2004/05 to 2010/11

Actual 
Outturn
2004/05

Actual 
Outturn
2005/06

Actual 
Outturn
2006/07

Projected 
Outturn
2007/08

Budget
2008/09

Budget
2009/10

Budget
2010/11

Total 
Programme

ALMO 
Decent 
Homes 
Work 
Programme
£

1,098,000 7,703,000 10,643,000 8,411,000 8,142,000 5,258,000 3,749,000 45,004,000

Basic 
Planned 
Maintenance 
Programme
£

3,364,000 1,327,000 1,530,000 2,279,000 3,922,000 2,482,000 1,991,000 16,895,000

4,462,000 9,030,000 12,173,000 10,690,000 12,064,000 7,740,000 5,740,000 61,899,000

Decent Homes Decency  as at 3rd January 2008

2004/05 2005/06 2006/07 2007/08 2008/09 2009/10

No. of 
Non Decent 
Homes

2707 2487 2067 1147 780 0

% Non 
Decency

58% 53.39% 44.5% 25% 17% 0%

Actuals Forecast
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KITCHEN PROGRAMME 2008 / 2009

Count of HOUSENO  KIT    2008/9   
WARD STREET1 V Y Grand Total
ALDERNEY HERBERT COURT                       14 14
ALDERNEY Total   14 14
BROADSTONE SELBY CLOSE                        27 28 55
BROADSTONE Total  27 28 55
NEWTOWN PHYLDON CLOSE                       53 53
NEWTOWN Total   53 53
OAKDALE CHRISTOPHER CRESCENT               1 17 18
 DALE CLOSE                          60 60
 DALE VALLEY ROAD                    21 21
 SIMMONDS CLOSE                     3 5 8
OAKDALE  Total  4 103 107
PARKSTONE DANECOURT CLOSE                     13 13
 FERNSIDE AVENUE                     1 1
 POTTERY ROAD                        5 5
 WOODSTOCK CLOSE                     14 14
PARKSTONE  Total   33 33
PENN HILL ALEXANDRA ROAD                      8 8
PENN HILL Total   8 8
BRANKSOME WEST BOB HANN HOUSE                      30 30
 BROWNING ROAD                       1 1
BRANKSOME WEST Total   31 31
POOLE TOWN DRAKE COURT                         43 43
 GREEN ROAD                          4 4
 GRENVILLE COURT                     43 43
 NELSON COURT                        25 25
 STERTE CLOSE                        4 4
 STERTE COURT                        23 23
POOLE TOWN Total   142 142
HAMWORTHY EAST TUCKERS LANE                        1 1
HAMWORTHY EAST Total   1 1
CANFORD HEATH WEST STANLEY PEARCE HOUSE                28 28
CANFORD HEATH WEST Total   28 28
HAMWORTHY WEST JUNCTION ROAD                       2 2
HAMWORTHY WEST Total   2 2
MERLEY & BEARWOOD KING JOHN AVENUE                    3 3
 KING JOHN CLOSE                     17 17
 MONKS WAY                           8 8
 SELKIRK CLOSE                      2 18 20
 VISCOUNT WALK                       16 16
MERLEY & BEARWOOD Total  2 62 64
Grand Total  33 505 538
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BATHROOM PROGRAMME 2008 / 2009

Count of HOUSENO  BATH   2008/9   
WARD STREET1 Y V Grand Total
ALDERNEY BOYD ROAD                          44 1 45
ALDERNEY Total  44 1 45
CREEKMOOR CAVAN CRESCENT                     1 1
 HILLBOURNE ROAD                    9 9
 ROBERTS ROAD                       11 11
 SOPERS LANE                        6 6
 WAVELL AVENUE                      21 21
CREEKMOOR Total  48 48
NEWTOWN CYNTHIA HOUSE                      38 38
 HOBBS ROAD                         4 4
 PEEL CLOSE                         21 21
 SOUTHILL ROAD                      1 1
 STANFIELD CLOSE                    50 50
 STANFIELD ROAD                     17 17
 TRINIDAD CRESCENT                  11 11
 TRINIDAD HOUSE                     92 92
 TYNEHAM AVENUE                     2 2
 VICTORIA ROAD                      9 9
 WORBARROW GARDENS                  2 2
 WORRELL DRIVE                      4 4
NEWTOWN Total  251 251
OAKDALE JOHNSTON ROAD                      2 2
OAKDALE  Total  2 2
PENN HILL MANSFIELD CLOSE                    5 5
 RICHMOND ROAD                      5 5
PENN HILL Total  10 10
POOLE TOWN MALTHOUSE                          2 2
 SOUTH ROAD                         1 1
POOLE TOWN Total  3 3
HAMWORTHY EAST HAMILTON CLOSE                     2 2
 HAMILTON CRESCENT                  11 11
 HAMILTON ROAD                      6 6
 HOUNSLOW CLOSE                     5 2 7
HAMWORTHY EAST Total  24 2 26
CANFORD HEATH WEST KNOWLTON ROAD                      90 90
 STANLEY PEARCE HOUSE               32 32
 YEATMINSTER ROAD                   10 10
CANFORD HEATH WEST Total  132 132
MERLEY & BEARWOOD VISCOUNT WALK                      1 1
MERLEY & BEARWOOD Total  1 1
Grand Total  515 3 518
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BOILER PROGRAMME 2008 / 2009

Count of HOUSENO  BOILER   2008/9  
WARD STREET1 Y Grand Total
ALDERNEY GUERNSEY ROAD                      5 5
 HERBERT COURT                      15 15
 TURBARY ROAD                       2 2
ALDERNEY Total  22 22
NEWTOWN GRANVILLE ROAD                     1 1
 GROVE ROAD                         2 2
 TRINIDAD CRESCENT                  5 5
 TRINIDAD HOUSE                     1 1
 WORRELL DRIVE                      1 1
NEWTOWN Total  10 10
OAKDALE DALE CLOSE                         4 4
 DALE VALLEY ROAD                   6 6
 STANLEY GREEN ROAD                 1 1
 STOKES AVENUE                      2 2
 WIMBORNE ROAD                      1 1
OAKDALE  Total  14 14
POOLE TOWN EMERSON ROAD                       1 1
POOLE TOWN Total  1 1
HAMWORTHY EAST HOUNSLOW CLOSE                     1 1
 LULWORTH AVENUE                    1 1
HAMWORTHY EAST Total  2 2
CANFORD HEATH WEST KNOWLTON ROAD                      12 12
CANFORD HEATH WEST Total  12 12
HAMWORTHY WEST JUNCTION ROAD                      4 4
 PATCHINS ROAD                      1 1
 TURLIN ROAD                        1 1
HAMWORTHY WEST Total  6 6
HAMWORTHY WEST FITZWORTH AVENUE                   27 27
 RUSSELL GARDENS                    3 3
HAMWORTHY WEST  Total  30 30
Grand Total  97 97
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HEATING PROGRAMME 2008 / 2009

Count of HOUSENO  HEAT   2008/9  
WARD STREET1 Y Grand Total
ALDERNEY SOUTH PARK ROAD                    1 1
ALDERNEY Total  1 1
NEWTOWN PHYLDON CLOSE                      32 32
 TRINIDAD HOUSE                     3 3
NEWTOWN Total  35 35
PARKSTONE POTTERY ROAD                       2 2
PARKSTONE  Total  2 2
POOLE TOWN WHATLEIGH CLOSE                    11 11
POOLE TOWN Total  11 11
CANFORD HEATH WEST KNOWLTON ROAD                      1 1
 YEATMINSTER ROAD                   1 1
CANFORD HEATH WEST Total  2 2
HAMWORTHY WEST TURLIN ROAD                        4 4
HAMWORTHY WEST Total  4 4
Grand Total  55 55

WIRING PROGRAMME 2008 / 2009

Count of HOUSENO  WIRING 2008/9  
WARD STREET1 Y Grand Total
BROADSTONE YORK ROAD                          1 1
BROADSTONE Total  1 1
CREEKMOOR ALLENBY CLOSE                      1 1
 ALLENBY ROAD                       3 3
 FRENCH ROAD                        1 1
 GORT ROAD                          1 1
 GOUGH CRESCENT                     46 46
 KITCHENER CRESCENT                 8 8
 METHUEN ROAD                       8 8
 MILNE ROAD                         7 7
 PLUMER ROAD                        8 8
 ROBERTS ROAD                       10 10
 SOPERS LANE                        1 1
 WAVELL AVENUE                      8 8
CREEKMOOR Total  102 102
NEWTOWN BRIXEY ROAD                        1 1
 CHURCHILL ROAD                     3 3
 CRANBROOK ROAD                     5 5
 GRANVILLE ROAD                     12 12
 HARFORD ROAD                       2 2
 HASKELLS ROAD                      2 2
 RINGWOOD ROAD                      9 9
 SOUTHILL ROAD                      2 2
 TRINIDAD HOUSE                     23 23
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NEWTOWN Total  59 59
OAKDALE CURLIEU ROAD                       1 1
 DARBYS LANE                        1 1
 KENYON ROAD                        1 1
OAKDALE  Total  3 3
PARKSTONE DANECOURT ROAD                     1 1
 SALTERNS ROAD                      1 1
PARKSTONE  Total  2 2
PENN HILL MANSFIELD CLOSE                    7 7
PENN HILL Total  7 7
BRANKSOME WEST ALBERT ROAD                        2 2
 GWYNNE ROAD                        2 2
BRANKSOME WEST Total  4 4
POOLE TOWN DENMARK ROAD                       2 2
 KINGSTON ROAD                      1 1
 STANLEY ROAD                       2 2
 WHATLEIGH CLOSE                    1 1
POOLE TOWN Total  6 6
HAMWORTHY EAST COLES AVENUE                       2 2
 LEGION ROAD                        1 1
HAMWORTHY EAST Total  3 3
BRANKSOME EAST CORNELIA CRESCENT                  1 1
BRANKSOME EAST Total  1 1
HAMWORTHY WEST EGMONT ROAD                        14 14
 KEYSWORTH ROAD                     1 1
 PATCHINS ROAD                      3 3
HAMWORTHY WEST Total  18 18
MERLEY & BEARWOOD KING JOHN AVENUE                   8 8
 MONKS WAY                          1 1
MERLEY & BEARWOOD Total  9 9
Grand Total  215 215
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Key Performance Indictors

PHP continues to perform well and the following table shows performance in key areas 
together with targets for the next 2 years.

The full performance targets are shown as Appendix A of this report.

Performance 
Indicator

2004-2005 2005-2006 2006-2007 2007-
2008 
(target)

2008-2009 
(target)

Rent loss 
through voids

0.92% 0.79% 0.73% 0.82% 0.70%

Routine repairs 
completed on 
time

92.5% 96.7% 99.2% 98.2% 98.5%

Urgent repairs 
in Government 
timescales

94.0% 96.8% 97.9% 98.5% 98.5%

Emergency 
repairs 
completed on 
time

NEW 0506 95.9% 98.7% 98.9% 99.0%

% Emergency 
and urgent to 
non-urgent 
repairs

NEW 0506 65% 62% 60% 55%

Average re-let 
times

51 DAYS 26 DAYS 29 DAYS 29 DAYS 20 DAYS

Rent collection
*revised figures

*97.30% *97.74% *98.00% *98.10% *98.20%

Energy 
efficiency: SAP 
rating

58 63 70 71 72

Stock not 
meeting Decent 
Homes 
standard

59% 58% 53% 44% 17%

Repairs 
appointments 
made and kept

75.0% 90.0% 96.1% 95.0% 98.0%

Overall tenant 
satisfaction

81.0% 82.6% 83.4% 83.0% 85.0%

Satisfaction 
with 
opportunities to 
participate

67% 52% 71% 71% 72%


