
Council tenants and leaseholders are at the heart of our 
services. We aim to treat you fairly and ensure that our 
services meet your needs and provide value for money. 

Annual report to 
council tenants and 
leaseholders 2011
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 c
lo

se
ly

 w
it
h

 

u
s 

to
 d

e
liv

e
r 

th
e
 s

e
rv

ic
e
s 

yo
u
 n

e
e
d
 a

n
d
 t

h
a
t 

fi
t 

yo
u
r 

p
ri
o
ri
ti
e
s.

  

La
st

 y
e
a
r’s

 r
e
p
o
rt

 in
cl

u
d
e
d
 t

e
n
a
n
ts

’ 
vi

e
w

s 

o
n
 h

o
w

 w
e
 m

e
t 

th
e
 s

ta
n
d
a
rd

s 
fo

r 
a
ll 

co
u
n
ci

l a
n
d
 h

o
u
si

n
g
 a

ss
o
ci

a
ti
o
n
 la

n
d
lo

rd
s,

 

in
tr

o
d
u
ce

d
 b

y 
th

e
 T

e
n
a
n
t 

S
e
rv

ic
e
s 

A
u
th

o
ri
ty

 

(T
S
A

) 
in

 A
p
ri
l 2

0
1
0
. 
W

e
 c

o
lle

ct
e
d
 t

h
e
m

 

th
ro

u
g
h
 q

u
e
st

io
n
n
a
ir
e
s,

 e
xe

rc
is

e
s 

w
it
h

 

re
si

d
e
n
t 

re
p
re

se
n
ta

ti
ve

s 
a
n
d
 f

o
cu

s 
g
ro

u
p

 

m
e
e
ti
n
g
s 

w
it
h
 t

e
n
a
n
ts

 n
o
t 

in
vo

lv
e
d
 in

 o
u
r 

re
si

d
e
n
t 

p
a
rt

ic
ip

a
ti
o
n
 s

tr
u
ct

u
re

. 
W

e
 u

se
d
 t

h
a
t 

in
fo

rm
a
ti
o
n
 t

o
 o

u
tl
in

e
 in

 la
st

 y
e
a
r’s

 r
e
p
o
rt

 h
o
w

 

w
e
 m

e
t 

th
e
 T

S
A

’s
 s

ta
n
d
a
rd

s,
 a

n
y 

g
a
p
s 

a
n
d

 

w
h
a
t 

w
e
 p

la
n
n
e
d
 t

o
 d

o
 b

y 
3
1
 M

a
rc

h
 2

0
1
1
 t

o
 

im
p
ro

ve
 o

u
r 

se
rv

ic
e
s 

to
 y

o
u
. 
  

T
h
is

 r
e
p
o
rt

 f
o
r 

2
0
1
0
/1

1
 s

e
ts

 o
u
t 

th
e
 p

ro
g
re

ss
 

w
e
 h

a
ve

 m
a
d
e
 in

 t
h
o
se

 im
p
ro

ve
m

e
n
t 

p
la

n
s,

 s
o
 y

o
u
 c

a
n
 s

e
e
 h

o
w

 w
e
 h

a
ve

 m
e
t 

o
u
r 

co
m

m
it
m

e
n
ts

 t
o
 y

o
u
. 
It
 s

h
o
w

s 
h
o
w

 w
e
 

m
e
a
su

re
 u

p
 a

g
a
in

st
 t

h
e
 T

S
A

’s
 r

e
g
u
la

to
ry

 

fr
a
m

e
w

o
rk

 a
n
d
 t

h
e
 p

e
rf

o
rm

a
n
ce

 o
u
tc

o
m

e
s 

w
e
’v

e
 a

g
re

e
d
 w

it
h
 t

h
e
 c

o
u
n
ci

l’s
 L

e
a
d

 

C
o
m

m
is

si
o
n
e
r 

fo
r 

H
o
u
si

n
g
 t

h
ro

u
g
h
 a

 

p
e
rf

o
rm

a
n
ce

 c
o
m

p
a
ct

. 

It
 o

u
tl
in

e
s 

th
e
 c

o
n
su

lt
a
ti
o
n
 w

e
 c

a
rr

ie
d
 o

u
t 

w
it
h
 r

e
si

d
e
n
ts

 d
u
ri
n
g
 t

h
e
 y

e
a
r 

to
 r

e
vi

e
w

 a
ll 

o
u
r 

cu
st

o
m

e
r 

ch
a
rt

e
rs

 a
n
d
 r

e
p
la

ce
 t

h
e
m

 w
it
h
 n

e
w

 

se
rv

ic
e
 p

le
d
g
e
s.

 T
h
e
se

 s
e
rv

ic
e
 p

le
d
g
e
s 

w
e
re

 

d
e
ve

lo
p
e
d
 a

n
d
 a

g
re

e
d
 w

it
h
 r

e
si

d
e
n
ts

 t
o
 r

e
fl
e
ct

 

w
h
a
t 

yo
u
 t

h
in

k
 is

 m
o
st

 im
p
o
rt

a
n
t 

in
 h

o
w

 

w
e
 p

ro
vi

d
e
 o

u
r 

se
rv

ic
e
s 

to
 y

o
u
, 
a
n
d
 t

h
e
y 

a
re

 

o
u
r 

‘lo
ca

l s
e
rv

ic
e
 o

ff
e
rs

’ 
re

q
u
ir
e
d
 b

y 
th

e
 T

S
A

. 

R
e
si

d
e
n
ts

 w
ill

 b
e
 c

lo
se

ly
 in

vo
lv

e
d
 in

 c
h
e
ck

in
g

 

th
a
t 

w
e
 m

e
e
t 

th
e
m

. 

Fi
n
a
lly

, 
th

is
 r

e
p
o
rt

 a
ls

o
 s

e
ts

 o
u
t 

th
e
 f

u
rt

h
e
r 

im
p
ro

ve
m

e
n
ts

 w
e
 p

la
n
 t

o
 m

a
k
e
 t

o
 o

u
r 

 

se
rv

ic
e
s 

th
is

 y
e
a
r.

te
n
an

ts
 a

n
d
 le

as
eh

o
ld

er
s 

to
 h

av
e 

th
ei

r 
sa

y 
in

 t
h
e
 

an
n
u
al

 r
ep

o
rt

. 
W

e 
as

ke
d
 w

h
at

 y
o
u
 t
h
in

k 
o
f 
o
u
r 

p
er

fo
rm

an
ce

 a
n
d
 o

u
r 
im

p
ro

ve
m

en
t 
p
la

n
s,

 a
n
d

 

fo
r 
re

si
d
en

ts
 t
o
 r
ep

o
rt

 in
 t
h
ei

r 
o
w

n
 w

o
rd

s 
w

h
at

 

th
ey

 a
n
d
 t
h
ei

r 
g
ro

u
p
s 

h
av

e 
ac

h
ie

ve
d
. 
W

e 
h
av

e
 

in
cl

u
d
ed

 a
 r
an

g
e 

o
f 
te

n
an

ts
’ 
an

d
 le

as
eh

o
ld

er
s’

 

q
u
o
te

s 
to

 r
efl

ec
t 
re

si
d
en

ts
’ 
fe

ed
b
ac

k 
an

d
 

ac
h
ie

ve
m

en
ts

 in
 t
h
is
 fi

n
al

 v
er

si
o
n
.

T
h

e
 fi

n
a
l 
d

ra
ft

 r
e
p

o
rt

 w
a
s 

ch
e
ck

e
d

 b
y 

re
si

d
e
n

t 
re

p
re

se
n

ta
ti
ve

s 
a
n

d
 m

e
m

b
e
rs

 o
f 

th
e
 H

o
u

si
n

g
 M

a
n

a
g

e
m

e
n

t 
C

o
n

su
lt
a
ti
ve

 

C
o

m
m

it
te

e
 (

H
M

C
C

) 
a
n

d
 t

h
e
 H

o
m

in
g

 I
n

 

Te
n

a
n

t 
E
d

it
o

ri
a
l 
B

o
a
rd

, 
th

e
n

 a
p

p
ro

ve
d

 b
y 

th
e
 C

a
b

in
e
t 

M
e
m

b
e
r 

fo
r 

H
o

u
si

n
g

. 
T
h

is
 fi

n
a
l 

re
p

o
rt

 h
a
s 

b
e
e
n

 s
e
n

t 
to

 a
ll 

te
n

a
n

ts
 a

n
d

 

le
a
se

h
o

ld
e
rs

 w
it
h

 H
o

m
in

g
 I
n

 m
a
g

a
zi

n
e
 i
n

 

S
e
p

te
m

b
e
r.

If
 y

o
u

 w
o

u
ld

 l
ik

e
 t

o
 k

n
o

w
 m

o
re

 a
b

o
u

t 
o

u
r 

p
e
rf

o
rm

a
n

ce
 o

r 
se

rv
ic

e
s 

o
r 

h
a
ve

 a
n

y 
o

th
e
r 

q
u

e
ri
e
s,

 p
le

a
se

 c
o

n
ta

ct
 y

o
u

r 
h

o
u

si
n

g
 o

ffi
ce

 

o
r 

lo
o

k
 o

n
 o

u
r 

n
e
w

ly
 i
m

p
ro

ve
d

 w
e
b

si
te

 a
t 

w
w

w
.b

ri
g

h
to

n
-h

o
ve

.g
o

v.
u

k
/c

o
u

n
ci

l-
h

o
u

si
n

g
.

N
ic

k
 H

ib
b

e
rd

, 

H
e

a
d

 o
f 

H
o

u
si

n
g

 &
 S

o
ci

a
l 

In
cl

u
si

o
n

La
st

 y
ea

r’s
 r

ep
o
rt
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6
7

W
e 

co
n
ta

ct
ed

 t
h
o
u
sa

n
d
s 

o
f 

re
si

d
en

ts
 a

sk
in

g
 

w
h
at

 y
o
u
 t

h
in

k 
o
f 

o
u
r 

se
rv

ic
es

 t
h
ro

u
g
h

 

co
m

m
u
n
it
y 

ev
en

ts
 a

n
d
 q

u
es

ti
o
n
n
ai

re
s 

to
 

d
ev

el
o
p
 t

h
e 

n
ew

 s
er

vi
ce

 p
le

d
g
es

 w
it
h
 y

o
u
. 
W

e
 

al
so

 g
o
t 

yo
u
r 

vi
ew

s 
th

ro
u
g
h
 p

ap
er

, 
p
h
o
n
e 

an
d

 

o
n
lin

e 
su

rv
ey

s 
fo

r 
C

u
st

o
m

er
 S

er
vi

ce
s 

W
ee

k,
 

th
e 

Es
ta

te
s 

Se
rv

ic
e,

 s
h
el

te
re

d
 h

o
u
si

n
g
, 
le

tt
in

g
s 

an
d
 le

as
eh

o
ld

er
s’

 s
at

is
fa

ct
io

n
 s

u
rv

ey
s 

an
d

 

al
so

 k
n
o
ck

ed
 o

n
 d

o
o
rs

 a
n
d
 h

el
d
 m

ee
ti
n
g
s 

in
 

th
e 

g
ro

u
n
d
s 

m
ai

n
te

n
an

ce
 r
ev

ie
w

 p
ilo

t 
ar

ea
s.

 

W
e 

re
p
o
rt

ed
 r
es

u
lt
s 

in
 H

o
m

in
g
 In

 a
n
d
 in

 o
u
r 

Le
as

eh
o
ld

er
 U

p
d
at

e.
  

W
e 

h
av

e 
u
se

d
 y

o
u
r 

fe
ed

b
ac

k 
to

 im
p
ro

ve
 o

u
r 

se
rv

ic
es

 in
 2

0
1
0
/1

1
. 
Fo

r 
ex

am
p
le

, 
in

 r
es

p
o
n
se

 

to
 le

as
eh

o
ld

er
s’

 c
o
n
ce

rn
s 

ab
o
u
t 

w
as

ti
n
g

 

el
ec

tr
ic

it
y,

 w
e 

ar
e 

m
o
n
it
o
ri
n
g
 a

re
as

 w
h
er

e
 

lig
h
ts

 a
re

 n
o
t 

n
ee

d
ed

 d
u
ri
n
g
 t

h
e 

d
ay

. 
W

h
er

e
 

th
ey

 w
an

te
d
 t

o
 m

ak
e 

su
re

 t
h
e 

o
u
ts

id
e 

o
f 

th
e
 

b
u
ild

in
g
 w

as
 k

ep
t 

m
u
ch

 c
le

an
er

, 
w

e 
m

ad
e 

su
re

 

lit
te

r 
p
ic

ks
 t

ak
e 

p
la

ce
. 
A

n
d
 w

h
en

 s
h
el

te
re

d
 

te
n
an

ts
 t

o
ld

 u
s 

th
ey

 w
an

te
d
 m

o
re

 s
o
ci

al
 

ac
ti
vi

ti
es

, 
w

e 
w

o
rk

ed
 w

it
h
 c

o
m

m
u
n
it
y 

g
ro

u
p
s 

to
 o

ff
er

 a
 r

an
g
e 

o
f 

n
ew

 w
ee

kl
y 

so
ci

al
 e

ve
n
ts

.

W
e 

ar
e 

m
ak

in
g
 im

p
ro

ve
m

en
ts

 in
 r
es

p
o
n
se

 t
o

 

yo
u
r 

fe
ed

b
ac

k.

W
e 

p
ro

vi
d
ed

 e
as

y 
in

st
ru

ct
io

n
 g

u
id

es
 b

y 
o
u
r 

co
m

p
u
te

rs
 in

 h
o
u
si

n
g
 o

ffi
ce

s 
th

at
 c

u
st

o
m

er
s 

ca
n
 u

se
. 
Li

b
ra

ry
 s

ta
ff

 a
n
d
 t

ra
in

ed
 v

o
lu

n
te

er
s 

ca
n
 n

o
w

 s
h
o
w

 y
o
u
 h

o
w

 t
o
 g

et
 in

fo
rm

at
io

n
 o

r 

ca
rr

y 
o
u
t 

tr
an

sa
ct

io
n
s 

o
n
 t

h
e 

in
te

rn
et

 t
h
ro

u
g
h

 

C
o
u
n
ci

l C
o
n
n
ec

t,
 in

tr
o
d
u
ce

d
 in

 li
b
ra

ri
es

 in
 

M
ar

ch
 2

0
1
1
. 
In

te
rn

et
 t

ra
n
sa

ct
io

n
s 

sa
ve

 m
o
n
ey

 

b
o
th

 f
o
r 

u
s 

an
d
 r
es

id
en

ts
, 
fr

ee
 u

p
 o

u
r 

ti
m

e
 

to
 f

o
cu

s 
o
n
 t

h
o
se

 in
 m

o
st

 n
ee

d
 o

f 
h
el

p
 a

n
d

 

im
p
ro

ve
 s

u
st

ai
n
ab

ili
ty

 b
y,

 f
o
r 

ex
am

p
le

, 
u
si

n
g

 

le
ss

 p
ap

er
. 
 

U
si

n
g
 in

fo
rm

at
io

n
 f

ro
m

 r
es

id
en

ts
 w

h
o
 h

ad
 

co
n
ta

ct
ed

 u
s,

 s
ta

ff
 a

cr
o
ss

 t
h
e 

h
o
u
si

n
g
 s

er
vi

ce
 

h
av

e 
m

ap
p
ed

 o
u
t 

h
o
w

 w
e 

g
et

 a
n
d
 d

ea
l w

it
h

 

cu
st

o
m

er
s’

 q
u
er

ie
s,

 e
g
 o

n
 m

o
vi

n
g
 h

o
m

e 
an

d
 

re
n
t 

ar
re

ar
s 

le
tt

er
s,

 t
o
 s

ee
 if

 w
e 

ca
n
 s

tr
ea

m
lin

e
 

th
em

 t
o
 im

p
ro

ve
 o

u
r 

cu
st

o
m

er
s’

 e
xp

er
ie

n
ce

, 

an
d
 d

ev
el

o
p
ed

 a
 p

la
n
 o

f 
ac

ti
o
n
s 

to
 m

ak
e
 

im
p
ro

ve
m

en
ts

. 
W

e 
re

p
o
rt

ed
 o

u
r 

cu
st

o
m

er
 

ac
ce

ss
 r
ev

ie
w

 w
o
rk

 t
o
 r
es

id
en

t 
re

p
re

se
n
ta

ti
ve

s 

at
 t

h
e 

H
o
u
si

n
g
 M

an
ag

em
en

t 
C

o
n
su

lt
at

iv
e
 

C
o
m

m
it
te

e 
(H

M
C

C
),
 w

h
ic

h
 a

g
re

ed
 w

it
h
 o

u
r 

p
ro

p
o
sa

l t
o
 s

et
 u

p
 a

 h
o
u
si

n
g
 c

u
st

o
m

er
 s

er
vi

ce
 

h
u
b
 a

s 
th

e 
m

ai
n
 c

o
n
ta

ct
 p

o
in

t 
fo

r 
al

l h
o
u
si

n
g

 

m
an

ag
em

en
t 

q
u
er

ie
s 

(a
p
ar

t 
fr

o
m

 r
ep

ai
rs

).

W
e 

ag
re

ed
 a

n
 a

ct
io

n
 p

la
n
 w

it
h
 t

h
e 

Sh
el

te
re

d
 

H
o
u
si

n
g
 A

ct
io

n
 G

ro
u
p
 o

n
 d

ev
el

o
p
in

g
 t

h
e
 

sh
el

te
re

d
 s

er
vi

ce
, 
w

it
h
 fi

ve
 t

en
an

t-
le

d
 w

o
rk

in
g

 

p
ar

ti
es

 lo
o
ki

n
g
 a

t 
ke

y 
as

p
ec

ts
. 
H

av
in

g
 r
ev

ie
w

ed
 

o
u
r 

sh
el

te
re

d
 lo

ca
l l

et
ti
n
g
 p

la
n
 a

n
d
 o

u
r 

o
u
t-

o
f-

h
o
u
rs

 s
er

vi
ce

, 
th

e 
g
ro

u
p
s 

ar
e 

n
o
w

 f
o
cu

si
n
g
 o

n
 

h
o
w

 c
ar

e 
an

d
 s

u
p
p
o
rt

 is
 p

ro
vi

d
ed

, 
p
ro

m
o
ti
n
g

 

te
n
an

t 
p
ar

ti
ci

p
at

io
n
, 
re

p
ai

rs
, 
le

tt
in

g
s 

an
d
 h

ea
lt
h

 

an
d
 s

af
et

y.
 

C
u

st
o

m
e

r 
S

e
rv

ic
e,

  
C

h
o

ic
e

 a
n

d
 C

o
m

p
la

in
ts

 

C
u

st
o

m
er

 s
er

vi
ce

H
o

w
 a

re
 w

e
 d

o
in

g
?
 

In
 2

0
1
0
/1

1
 s

ta
ff

 in
 h

o
u
si

n
g
 m

an
ag

em
en

t 

re
sp

o
n
d
ed

 t
o
 m

o
re

 t
h
an

 1
3
1
,0

0
0
 p

h
o
n
e
 

en
q
u
ir
ie

s,
 5

4
,0

0
0
 c

u
st

o
m

er
 v

is
it
s 

to
 o

u
r 

o
ffi

ce
s,

 1
7
,5

0
0
 h

o
m

e 
vi

si
ts

, 
1
0
,0

0
0
 e

m
ai

l 

en
q
u
ir
ie

s 
an

d
 5

,5
0
0
 le

tt
er

s.
 M

o
re

 t
en

an
ts

 a
n
d

 

le
as

eh
o
ld

er
s 

ar
e 

ch
o
o
si

n
g
 t

o
 u

se
 o

u
r 

w
eb

si
te

 

to
 g

et
 in

fo
rm

at
io

n
, 
p
ay

 r
en

ts
 a

n
d
 c

h
ar

g
es

, 

re
p
o
rt

 r
ep

ai
rs

 a
n
d
 o

th
er

 jo
b
s 

th
at

 n
ee

d
 d

o
in

g
, 

g
iv

e 
fe

ed
b
ac

k 
an

d
 m

ak
e 

ap
p
lic

at
io

n
s.

 T
h
is

 is
 

a 
ch

ea
p
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b
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 t
h
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 c
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es

id
en

ts
 h

ad
 t

o
ld

 

u
s 

th
ey

 w
an

te
d
.

9
1
 t

en
an

ts
 r
et

u
rn

ed
 c

u
st

o
m

er
 s

at
is

fa
ct

io
n

 

fo
rm

s 
ab

o
u
t 

th
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at
is

fi
ed

. 
Th

re
e 

p
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d
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n

y 
B

u
ck

la
n

d
, 

Sh
e
lt

e
re

d
 H

o
u

si
n

g
 

Te
a
m

 M
a
n

a
g

e
r,
 

sh
o

p
p
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 r
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 p
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 r
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 b
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 r
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h
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e
p

o
rt

 t
h

in
g

s 
yo

u
 g

e
t 

b
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R
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 c
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 c
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 c
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ra
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n
t,

 a
s 

w
el

l a
s 

g
et

ti
n
g
 a

cc
es

s 
to

 a
 w

h
o
le

 

ra
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at
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 d
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 c
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 c
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 c
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 c
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 b

e
 n

ic
e
 t

o
 h

a
ve

 a
 p

ro
p

e
r 

lo
g

 o
ff

 

b
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 t
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.
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h
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 r
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 c
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h
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u
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p
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b
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 c
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 d
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 b
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 c
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 c
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 c
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 p
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 c
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 f
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 t
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 t
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 c
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p
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 t
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p
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 d
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b
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 r
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 o
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p
la

in
ts

 a
b
o
u
t 

h
o
u
si

n
g
 m

an
ag

em
en

t 
w

it
h
in

 

1
0
 w

o
rk

in
g
 d
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e 
m

ak
e 

ch
an

g
es

 t
o

 

th
e 

se
rv

ic
e 

w
h
er

e 
w

e 
ca

n
. 
Fo

r 
ex

am
p
le

, 
El

w
yn

 

Jo
n
es

 C
o
u
rt

 t
en

an
ts

 d
id

 n
o
t 

lik
e 

th
e 

p
la

n
ti
n
g
 s

o
 

C
o
m

m
u
n
it
y 

Pa
yb

ac
k 

cl
ea

re
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h
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 b
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 t
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Housing & Social Inclusion

Brighton & Hove City 

Council

Kings House

Grand Avenue

Hove BN3 2SR

Send your comments via our website www.brighton-hove.gov.uk/council-housing,  

by email to housingcommunityparticipation@brighton-hove.gov.uk,  

through your housing office or by post to  

Carol Jenkins, Housing Stock Review Manager,  

Kings House, Grand Avenue, Hove BN3 2SR.  

 

Thank you.

Please let us know what you think of this annual report  

and what you would like in a future year’s report. 

www.facebook.com/BrightonandHoveCityCouncil

Twitter.com/BrightonHoveCC
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