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Tenant Involvement and Empowerment

This standard focuses on providing 
opportunities for tenant involvement and 
empowerment; supporting customers to 
scrutinise and improve services; having 
a clear focus on good customer service, 
choice and complaints and having a clear 
understanding and response to the diverse 
needs of our customers.

Involving tenants and leaseholders
This standard is one of four that registered 
providers of social housing, like Harlow Council, 
must comply with. We want as many customers 
as possible to tell us what they think through 
a variety of ways. You can share your views at 
tenant and leaseholder events held throughout 
the year, housing consultations and estate 
inspections. Visit our website for more details.

Complaints
If you are not happy with the service you have 
received, the council will attempt to resolve 
the issue straight away. If this is not possible, 
you can log a complaint (stage 1). You can 
then request a further investigation (stage 2) 
and if you are still not satisfied, you can take 
your complaint to the Housing Ombudsman, 
an independent body that deals with disputes 
between landlords and tenants.

Tenant Satisfaction Measures
The Regulator of Social Housing has created 
a new system for assessing how well social 
housing landlords in England provide good 
quality homes and services. In addition to 
revised consumer standards, there are a set 
of Tenant Satisfaction Measures (TSMs) that 
social housing landlords must report on. 

BS01 Proportion of homes for which all required gas safety checks 
have been carried out. 100%

BS02 Proportion of homes for which all required fire risk assessments 
have been carried out. 16.4%

BS03 Proportion of homes for which all required asbestos management 
surveys or re-inspections have been carried out. 100%

BS04 Proportion of homes for which all required legionella risk 
assessments have been carried out. 100%

BS05 Proportion of homes for which all required communal passenger 
lift safety checks have been carried out. 100%

NM01 
(pt1) Number of anti-social behaviour cases opened per 1,000 homes. 43%

NM01 
(pt2) 

Number of anti-social behaviour cases that involve hate incidents 
opened per 1,000 homes. 0.1%

RP01 Proportion of homes that do not meet the Decent Homes 
Standard. 0.2%

RP02 
(pt1)  

Proportion of non-emergency responsive repairs completed 
within the landlord’s target timescale. 96.8%

RP02 
(pt2) 

Proportion of emergency responsive repairs completed within the 
landlord’s target timescale. 99.2%

��������������
����
Stage 1   376
Stage 2 62
Total  438

���������������������������
����
Stage 1   253
Stage 2 48
Total  301

TP01 Overall satisfaction. 67.8%
TP02 Satisfaction with repairs. 76.6%
TP03 Satisfaction with time taken to complete the most recent repair. 69.1%
TP04 Satisfaction that the home is well maintained. 64.0%
TP05 Satisfaction that the home is safe. 68.9%

TP06 Satisfaction that Harlow Council housing service listens to tenant 
views and acts upon them. 49.7%

TP07 Satisfaction that Harlow Council housing service keeps tenants 
informed about things that matter to them. 69.6%

TP08 Agreement that Harlow Council housing service treats tenants 
fairly and with respect. 65.8%

TP09 Satisfaction with Harlow Council’s housing service approach to 
handling complaints. 30.9%

TP10 Satisfaction that Harlow Council housing service keeps 
communal areas clean and well maintained. 50.9%

TP11 Satisfaction that Harlow Council housing service makes a positive 
contribution to neighbourhoods. 53.2%

TP12 Satisfaction with Harlow Council’s housing service approach to 
handling anti-social behaviour. 41.1%
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You can use these measures to understand how 
well we are doing. Harlow Council has 22 TSMs, 
reflecting themes and issues set out in the 
Social Housing White Paper. 12 are collected 
through tenant perception surveys and 10 from 
registered providers’ management information. 
Below are results for 2023/24:
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This standard focuses on the provision 
of quality homes that meet the Decent 
Homes Standard, a cost-eff ective repairs 
and maintenance service, the health and 
safety of customers, and the provision of an 
adaptations service that meets customer 
needs.

Leaseholders
Harlow Council, as landlord, is responsible for 
2,601 leasehold properties. The leaseholder(s) 
are responsible for repairs and maintenance 
to the interior of their home. Day-to-day 
repairs and maintenance to the structure, and 
communal areas are carried out by HTS on 
behalf of the council and costs are recovered 
from leaseholders through the annual service 
charges. Major or planned works will be 
consulted on with leaseholders.

The Leasehold Standard Panel review items 
from their annual work plan which includes 
service charge monitoring, scrutiny of the 
management fee, review of service charge 
invoices and statements and documentation 
provided, compile the leaseholder survey and 
agree this with off icers from the council and 
review the results. 

88 leaseholders took advantage of the council’s 
prompt payment discount (compared to 66 in 
2022/23).

72.43% of leaseholders paid by direct debit 
(compared to 72.8% in 2022/23).

6 Complaints were received. 3 of these 
complaints were not upheld, 2 partially upheld 
and 1 upheld. 

26 Compliments were received.

840 formal notices for major works were 
served.

292 leaseholders applied for a loan from Harlow 
Council since the introduction of improved 
payment options (274 in 2022/23).

Home Standard

Repairs
You can report a repair by:
• telephoning the repairs centre on 
01279 446666 (best if your repair is 
urgent).

• using your MyHome account.

• visiting the Civic Centre, where a 
free phone service is available direct 
to the repairs centre.

• email repairs@htsgroupltd.co.uk

• If your repair is about damp or mould, 
you need to report this to us online.

It’s really important to let the council know if 
you cannot attend your repairs appointment. 

page 3

The percentage of annual service 
charges collected for 2023/24 was 
98.21%.

page 4
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This standard focuses on the cleanliness and 
safety of neighbourhoods and communal 
areas; the promotion of social, environmental, 
economic wellbeing and the prevention and 
tackling of anti-social behaviour (ASB).

Tenancy Enforcement
During the year the council has continued to 
work with and provide support to those tenants 
suff ering financial diff iculties aff ecting payment 
of rent, while taking appropriate action to deal 
with those tenants who persistently failed to 
maintain payments:

• The council obtained 80 possession 
orders for non-payment of rent.

• 8 tenants were evicted for non-payment 
of rent.

2022 2023

Very satisfied

Fairly satisfied

Neither satisfied 
nor dissatisfied

Fairly dissatisfied

Very dissatisfied

In addition:

1 tenant was evicted for anti-social 
behaviour.

Anti-social behaviour injunction 
orders were obtained against 2
tenants.

5 tenants were evicted for other 
reasons.

As part of the requirements relating to a new 
Government White Paper, the council will 
introduce tenancy audits, where housing 
off icers will visit all tenants to make sure our 
tenancy and property details are up to date.

Harlow Council’s housing service keeps communal 
areas clean and well maintained:

Harlow Council’s housing service makes a positive 
contribution to your neighbourhood:

��

��

��

���

���

� �

��

���

���

� �

2022 2023

Very satisfied

Fairly satisfied

Neither satisfied 
nor dissatisfied

Fairly dissatisfied

Very dissatisfied

���
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 �
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� �
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��

Neighbourhood and 
Community Standard
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Harlow Council continues to improve 
services and ensure value for money by 
learning from other housing providers 
and developing ways of comparing 
performance. 

This information is shared in quarterly 
performance progress reviews, in the 
annual report to tenants and leaseholders 
and in Harlow Times magazine.

Expenditure ��� ����
� �

������������������������ ���� �����
	����������������� ��������� ���������
���������������� ����  �� ����
��������������������� ��������� ��������
������������������������� ����� � ��������
������������������������������������ � � �����
������� ��������� ����� ��
������������������������������������� ������ ���� ��
������������������ ���������  ������

�������������������������������
������������ ���� �

����� ��������� � ��� ����

Income 2022/23 2023/24
£ £

Dwellings rents 45,110,013 48,404,914
Charges for services and facilities 5,584,709 5,690,087
Garage rents 976,198 1,080,740
Interest receivable 548,396 1,321,040
Other rents 79,439 63,938
Total 52,298,755 56,560,719

Balance in hand at 1 April 11,986,926 13,809,163
Surplus / (deficit) for year 1,822,237 -3,028,792
Balance in hand at 31 March 13,809,163 10,780,371

Making Money Matter

We review the quarterly performance 
and financial housing reports at the 
Housing Standards Board with tenant and 
leaseholder representatives. The Housing 
Revenue Account Business Plan is also 
reviewed to ensure it is sustainable and fit 
for purpose.

2023/24
Income

2023/24
Expenditure

Very satisfied          Fairly satisfied

Neither satisfied nor dissatisfied

Fairly dissatisfied          Very dissatisfied

Very satisfied          Fairly satisfied

Fairly dissatisfied          Very dissatisfied

Satisfaction with value for money: housing rents

Satisfaction with value for money: service charges

11%

2022

6%

17%

39%

3%

35%

74% 2023

6%

17%

38%

5%

34%

9%

73%

19%

2023

11%

9%

25%
30%

25%

56%2022

9%

10%

25%

35%

21%
19%

57%
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