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Minutes of Board 23 September 2020 6pm 
Via Conference Call 
 
Board Members Present: Geraldine Kay (Chair), Gordon Bell, Christine Stobbs, Keith Tallintire, 
Nigel Emmerson, Victoria Beattie, Annette Patten, Caroline Prince, Nick Kemp and Amanda 
Senior. 
 
BCT Officers Present: Philip Pollard (DoO), James Clifford (DoF) and Jaime Flinn (taking 
minutes)  
 
Observers: None  

 
1. WELCOME 

 
1.1 The Chair welcomed everyone to the meeting.  

 

2. APOLOGIES FOR ABSENCE 
 

2.1 Apologies were received from Nicola Snowdon, Anthony Itiat, Michelle Bell (DoP) and 
Jill Haley (CE). 
 

3. DECLARATIONS OF INTEREST 
 

3.1 
 

There were no new declarations of interest. 

4. URGENT ITEMS WHICH BOARD MEMBERS WISH TO RAISE 
 

4.1 
 

There were no urgent items arising.  
 

5. HEALTH AND SAFETY (H&S) VERBAL UPDATE  
 

5.1 The Director of Finance and Resources (DoF) provided Board with the H&S update:  

 All compliance areas were up to date until the end of August 2020 with the exception 
of EICRs; 

 Great progress has been made to catch up on the backlog of EICRs using both 
Karbon Solutions Limited (KSL) and AJ Keith. A strict risk assessment is in place to 
complete the EICR, therefore BCT are working with tenants on a case by case basis 
to schedule in the test 
- Of the 69 that were outstanding to the end of June, 56 of these are now complete. 

13 outstanding.  
- 42 EICRs due between 1 July and 23 September 8 completed. 
- BCT has five outstanding gas pipework CP12s which were due this month 

(between 2 and 23 September) – legal action has commenced to gain access to 
these properties;   

 BCT has had 2 incidents since the last Board meeting where a resident in Mount 
Pleasant sheltered accommodation and Chirton House have both tested positive for 
Covid-19. A deep clean has been carried out on the communal areas of both 
buildings and residents updated.  

 
5.2 The Director of Operations (DoO) advised that BCT had returned to being fully open for 

5 days a week as of 21 September. Following the Government guidance for the North 
East region to “work from home if you can”, the office will revert back to the opening of 
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the reception for 3 days per week, by appointment only, as of 28 September. Board will 
be kept up to date with any future changes as a result of Government guidance.  
 

5.3 It was further advised that the face to face consultation sessions regarding the proposed 
partnership with Karbon Homes that were scheduled to commence from  Monday 28 
September were to be cancelled in light of the Government guidance and it is likely that 
the Tenant Conference at the end of October would also be cancelled. The Chair 
advised that the DoO might want to contact tenants by phone for the consultation.  
 

6. APPROVAL OF BOARD MINUTES AND MATTERS ARISING 
 

6.1 
 

The Minutes of the last Board meeting held on 29 July 2020 were agreed as a correct 
record.  
 

7. APPOINTMENT OF BOARD AND COMMITTEE MEMBERS  
 

7.1 The DoF advised that Nigel Emmerson had agreed to volunteer as a member of the 
Audit and Risk Committee to support with the upcoming due diligence.  
 

7.2 The Board approved the reappointment of the Committee members. 
 

8. CE MONTHLY PROGRESS REPORT  
 

8.1 The DoF presented the report, which provided an update on progress since the last 
meeting, as well as any relevant, regional or national developments. 
 

8.2 It was advised that due diligence work has started with Karbon Homes, there were two 
responses to the legal tender exercise with Bevan Brittan being the successful tender.  
 

8.3 The DoO provided an update on the tenant consultations regarding the partnership with 
Karbon Homes. The Customer Scrutiny Committee and Shareholders met with Paul 
Fiddaman, Chief Executive of Karbon Homes, on 14 September where a presentation 
was delivered. The consultation document was posted to BCT tenants and although the 
face to face meetings will be affected, there are a number of other ways for tenants to 
get in touch and provide feedback.  
 

9. BI ANNUAL UPDATE OF PROCUREMENT STRATEGY INLUDING PROCUREMENT 
RULES  
 

9.1 The DoF presented the report which sets out BCT’s strategic approach to procurement. 
It was advised that during the Brexit transition period, public procurements continue to 
be bound by the same UK and EU rules as they are now. From 1 January 2021, the 
Public Procurement Amendment Regulations 2019 will come into force with a new e-
notification service called ‘Find a Tender’ which will be used to post and view public 
sector procurement notices. 
 

9.2 The DoF highlighted that procurement rules have been aligned to the limits set out in the 
Scheme of Delegations.  
 

9.3 Board approved BCT’s updated Procurement Strategy and updated Procurement Rules.  
  

10. SELF ASSESSMENT AGAINST THE HOUSING OMBUDSMAN  
 

10.1 The DoO presented the report and provided an overview of the Housing Ombudsman 
Complaints Handling Code. It was advised that BCT has undertaken a self-assessment 
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against the Code in conjunction with the Customer Scrutiny Committee that will be 
uploaded onto the BCT website.  
 

10.2 A Board Member queried the Housing Green Paper from 2018 and the potential for this 
to become a White Paper. The DoO stated that there is a strong focus upon involving 
tenants in the decision-making process, something which BCT has a robust framework 
in place to do so. 
 

11. AOB 
 

11.1 There were no other items of business. 
 

 
 
 
 
…………………………. 
Chair of Byker Community Trust Board  
1 December 2020 
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Board 1 December 2020 
 
Title: Health and Safety Update Q1 and Q2 2020/21 and Annual Approval of 
Asbestos Policy 
 

Report By: Michelle Bell, Director of Property & Development 
 

FOR DECISION 
 

Business Implications 

Risk  Non-compliance with Health & Safety (H&S) can cause serious harm or 
death to someone. BCT’s H&S Policy and management arrangements 
proactively manage compliance with legislation to provide Board with 
reassurance that the risk of any potential breaches in H&S is reduced.  

 Emerging health and safety (H&S) issues are reported to ensure 
risk/emerging risk is minimised, monitored and where applicable, 
appropriate action implemented.   

 Continuous review of Government guidelines in relation to Covid-19 (CV19) 
to ensure a risk-based approach to compliance is adopted and any 
temporary mitigation measures implemented where required. 

Financial and Value for Money 
 

 BCT will, with its contracting partners, manage H&S risks to effectively 
reduce the risk of potential financial loss via litigation, accidents and 
incidents, staff absence or construction related delays. 

People/Consultation 
 

 BCT ensures its H&S management and monitoring measures are regularly 
reviewed to protect the health, safety and welfare of staff, partners, 
contractors, tenants and the public as far as reasonably practicable. 

 BCT’s H&S and Wellbeing Committee consults its employees on H&S 
matters to ensure its  policies, procedures and working practices regarding 
H&S meet or exceed any legal obligations and promote good H&S 
management and wellbeing within the organisation. 

Equality and Diversity 
 

 This report ensures a non-discriminatory approach is adopted in our H&S 
Policy and its management and monitoring processes.  

Environment Implications 
 

 Board and staff receive training as appropriate to ensure all safe working 
practices are adhered to, and H&S is monitored in the wider environment to 
guarantee the safety of tenants and members of the public.  

Contractor Implications  A number of legal and statutory H&S responsibilities are delivered through 
our partnership agreement with Karbon Solutions Limited. Close 
partnership working ensures all appropriate measures are continually 
managed and monitored. 

 
1. 

 
Executive Summary 
 

1.1 BCT have a moral and legal responsibility to ensure the health, safety and welfare of its 
staff, partners, contractors, tenants and members of the public as far as reasonably 
practicable. This report provides an update of H&S activity between 1 April 2020 and 30 
September 2020, to assure Board that BCT are compliant with all relevant legislation. The 
main issues to highlight are: 

 BCT is compliant with H&S, with the exception of non-accesses to complete Electrical 
Inspection Condition Reports (EICRs) as detailed in item 11, and non-accesses to 
complete gas safety inspections as detailed in item 12.  

 An annual review of BCT’s Asbestos Policy has been carried out with no substantive 
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changes and minor amendments to formatting only.  

 A staff H&S and Wellbeing Committee has been established and an update of their 
Q2 meeting provided in Appendix B.  
 

1.2 
 
 
 
 

Appendix Documents  
 

Appendix A Q1&Q2 2020/21 Fire Risk Assessment (FRA) actions and progress 

Appendix B H&S and Wellbeing Committee Q2 meeting feedback 
 

3. 
 

Recommendations 
 

3.1 
 

The Board is recommended to: 

 Note the content of this report including appendices. 

 Note there has been no substantive changes to BCT’s Asbestos Policy and agree 
minor amendments to formatting only. A copy is available in VBR for approval.  

 
4. Background Information 

 
4.1 As an employer, BCT is required to comply with the requirements of the H&S at Work 

Act 1974 and various other regulations. The main responsibilities are identified in 
BCT’s H&S Policy, and we continue to comply. 

 
4.2 BCT have three members of staff trained to emergency at work first aid standards and 

two trained designated Fire Wardens. 
 

4.3 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

To ensure BCT are compliant with all H&S legislation as a landlord, we monitor 
monthly, our statutory H&S obligations delivered through our contractual agreements 
with G & A Security and Newcastle City Council (NCC), and our partnership 
agreement with Karbon Solutions Limited (KSL) for: 
1. The provision of support services delivered by G & A Security which includes 

security and enquiry services; 
2. The provision of support services delivered by NCC which includes cleaning 

services;   
3. The Member’s agreement in relation to a cost sharing arrangement with KSL with 

agreement for the provision of: - 
a. Property Services which includes responsive repairs, voids maintenance and 

delivery of compliance related maintenance services; and 
b. Grounds maintenance and environmental response services including 

playground inspections. 

4.4 Following the Governments restrictions relating to CV19, a comprehensive review of 
all H&S compliance was carried out. During the Q1 lockdown period, where 
restrictions prevented BCT achieving full compliance, a risk-based approach was 
adopted, and temporary mitigation measures implemented. During Q2 all compliance 
activities have resumed, and Board have been provided compliance updates as part of 
the monthly CV19 Briefing Note.   
 

5. Investment Programme 
 

5.1 The Construction Design and Management Regulations 2015 (CDM) place duties 
upon clients and contractors for construction related work.  BCT continue to ensure 
their duties under the CDM Regulations are being met and discharged where 
appropriate on capital contracts. 
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5.2 Any reportable accidents or incidents on capital contracts categorised as RIDDOR 
(Reporting of Injuries, Disease and Dangerous Occurrences Regulations 2013), which 
require reporting to the H&S Executive should also be reported to BCT Board. 
Between 01 April 2020 and 30 September 2020 there were no reportable incidents 
classed as RIDDOR. 
 

6. Leaseholders 
 

6.1 
 
 

BCT currently own the freehold to 30 leasehold properties across the Byker Estate. 
We are aware that three of these leaseholders have gas appliances who purchased 
their property after 2009 so under the terms of their lease, have provided BCT with a 
valid CP12 certificate.   
 

7. KSL Services (as detailed in 4.3)  
 

7.1 Between 1 April 2020 and 30 September 2020 in relation to services provided by KSL 
they have: 
1. Continually reviewed legislation that impacts on H&S compliance for these service 

areas; 
2. Not amended any method statements/risk assessments in these service areas;  
3. Have updated their Lone Working Policy; 
4. Completed routine play area inspections (weekly) and operational visits (monthly) of 

all BCT play areas; 
5. Confirmed there has been no accidents in Byker categorised as RIDDOR that 

require reporting to the H&S Executive; and 
6. Confirmed there have been no incidents in Byker. 
 

8. G & A Security Contracted Services (as detailed in 4.3) 
 

8.1 Between 1 April 2020 and 30 September 2020 in relation to services provided by G & 
A Security, they have: 
1. Continually reviewed legislation that impact on H&S compliance for these service 

areas; 
2. Not amended any method statements / risk assessments in these service areas; 
3. Not updated any Corporate H&S Policy Statements; 
4. Confirmed there has been no accidents in Byker categorised as RIDDOR that 

require reporting to the H&S Executive; and 
5. Confirmed there has been no accidents or incidents in Byker. 
 

9. NCC Contracted Services (as detailed in 4.3) 
 

9.1 Between 1 April 2020 and 30 September 2020 in relation to services provided by 
NCC, they have: 
1. Continually reviewed legislation that impact on H&S compliance for these service 

areas; 
2. Not amended any method statements / risk assessments in these service areas; 
3. Not updated any Corporate H&S Policy Statements; 
4. Confirmed there has been no accidents in Byker categorised as RIDDOR that 

require reporting to the H&S Executive; and 
5. Confirmed there has been no accidents or incidents in Byker. 
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10. 
 
10.1 
 

Compliance Contracts  
 
The table below details the position of all compliance related contracts as of 30 
September 2020.  
 

H&S 
Legislative 
Requirement 

No of location 
inspections 
across the 
Estate 

Frequency Status Comments 

Fire risk 
assessments 
(FRA)  

33 
3 years / 1 
year 
reviews 

 Compliant to the end of September 2020 

Lift 
examination 
and testing 

18 Quarterly   Compliant to the end of September 2020  

Water 
hygiene 

7 Monthly  Compliant to the end of September 2020  

Communal 
Area 
Asbestos 
Monitoring 

29 Annual  Compliant to the end of September 2020  

Portable 
Appliance 
Testing (PAT) 

6 Annual  Compliant to the end of September 2020  

Emergency 
Lighting 

32 6 Monthly  Compliant to the end of September 2020 

Fire Fighting 
Equipment 

21 Annual  Compliant to the end of September 2020  

Gas Servicing 
100 homes + 1 
Comm Boiler. 

 
Annual  Compliant to the end of September 2020  

Gas Servicing 
of Live 
Pipework 

424 Annual  

3 outstanding gas safety inspections due 
September 2020  
See item 12 for update on completing 
these gas inspections 

Gas 5% 
Quality 
Assurance 
(QA) Checks 

24 
 

Annual  
KSL have not completed any QA checks 
due to adopting safe working practices 
during the CV19 pandemic.  

Property 
Electrical 
Installation 
Condition 
Report 
(EICR) 

EICRs due and 
2020/21 voids 

10 yearly 
  

 

157 EICRs complete  

23 EICRs outstanding 
See item 11 for update on completing 
these EICRs.  
 

EICR 5% QA 
Checks 

24 Annual   

24 QA checks due in 2020/21. 11 QA 
checks completed to voids only, due to 
adopting safe working practices during the 
CV19 pandemic. 
 

RIDDORs  0 N/A  N/A 

Accidents & 
Incidents 

0 N/A  N/A 
 

 
10.2 
 
 

 
NCC operate five district heating substations, and H&S compliance of these buildings is 
their responsibility. Compliance records for firefighting equipment have been received and 
NCC have confirmed outstanding compliance information will be provided by end of 
November 2020.  
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11. Electrical Installation Condition Report (EICR) 
 

11.1 
 

As a landlord, BCT have a legal responsibility and a duty of care to our tenants under the 
Landlord and Tenant Act 1985, to ensure that tenants have a decent, warm and safe 
place to live.  
 

11.2 
 

Unlike gas safety, there is no legally prescribed interval for electrical safety inspections 
but rather guidance in the codes of practice that support the Regulations, and importantly, 
British Standard BS7671:2018 otherwise known as the IET 18th Edition. The guidance 
and British Standard recommend domestic dwellings to be tested on change of tenancy 
and at intervals not exceeding five years. Therefore, like other Registered Providers of 
Social Housing, BCT are currently working towards delivering our EICR testing within a 
five-year cycle which we anticipate will be in place by 2022-23.    
 

11.3 
 

BCT’s EICR contractor, KSL, temporarily suspended EICR works in March following 
CV19 Government guidelines and resumed completing EICRs on 13 July 2020, in 
accordance with safe systems of work and an approved risk assessment and method 
statement (RAMS). 
 

11.4 
 

During this period, BCT explored other subcontractors to temporarily deliver its EICR 
programme, however RAMS produced could not get the residual risk factor down to an 
acceptable level for electricians to carry out EICRs in occupied properties, that was 
deemed safe for both the electrician and our tenants. BCT contacted all tenants affected 
by this by telephone and in writing, rebooked their EICR and discussed any electrical or 
smoke detection concerns, or repairs which in the interim, were programmed as an 
emergency repair. 
 

11.5 
 

Good progress is being made in completing the backlog of EICRs and delivering the 
2020/21 EICR programme using both KSL and an additional electrical subcontractor.  
Tenants are being contacted and notified in writing of how the EICR will be carried out in 
their home and receive a reminder phone call the day before their agreed appointment. 
All remedial works and a smoke detector upgrade are being completed as part of the 
EICR. 
 

11.6 At the end of Q2, there were 23 properties outside of a ten-year cycle. We are working 
with tenants on a case by case basis to arrange appointments for the EICR to be 
completed in accordance with the RAMS. Ten of these properties were due prior to the 
end of June 2020 and despite numerous access and communication attempts the EICRs 
have not been completed. Legal action has commenced against eight tenants and two 
properties now have appointments scheduled. 
 

12. Gas  
 

12.1 
 

During 2019/20 BCT employed a Gas Engineer to inspect all BCT’s properties, where 
Northern Gas Networks (NGN) had not confirmed supplies were disconnected, to identify 
any legacy gas pipework. The final four property inspections were completed Q1 and this 
exercise is now 100% complete.   
 

12.2 
 

The findings are as follows: 
 

Total number of properties to inspect 1430 

Gas inspections complete 1430 

Gas inspections to complete  0 

Live Gas Supply 424 
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Live Gas supplies disconnected (and 
confirmation received in writing from NGN) 

33 

No Gas Supply 973 

Gas Meters Identified  42 

Gas Meters Removed 42 
 

 
12.3 
 
 
 
 
 
 

 
Where a property has a live gas supply, a CP12 has been completed on the pipework. 
BCT are working closely with NGN and have provided them details of all properties with a 
live gas supply, where their pipework requires disconnection. NGN have commenced 
removing their pipework supplies across the Estate, with 33 supplies removed to date, 
and confirmation of property disconnections have been received in writing from NGN. 
BCT will complete an annual gas safety check on live pipework until NGN confirm in 
writing their gas supply has been removed. 
 

12.4 
 

NGN have also confirmed in writing to BCT that they will not authorise any future gas 
supply requests from tenants without BCT consent. 
 

12.5 
 

BCT has three outstanding statutory gas inspections on live pipework which were due 
September 2020. The three tenants have failed to provide access despite five 
appointments and a further four communication attempts to arrange access. The tenants 
were issued a solicitor’s letter advising that appointments were scheduled for the 6 
November 2020, however access was not achieved. Legal proceedings have 
commenced and BCT are seeking injunctions to gain access and complete these 
statutory gas inspections. 
 

13. Fire Risk Assessments (FRA) 
 

13.1 The frequency of BCT’s Type 3 FRAs is recommended in the completed building FRA.  
Normally these are every three years with an annual review, except for BCT’s multi-
occupancy buildings which require a FRA annually. All FRAs are up to date.  
 

13.2 During Q1/Q2 2020210, one FRA has been completed.  
 

13.3 All recommendations have been actioned and a summary of categories and progress is 
detailed in Appendix A.  
 

13.4 
 
 
 
 
 

FRA Actions, currently amber status at Avondale House and Dalton Crescent FRA annual 
review, relate to fire rated glazing. Glass supply has been an issue during CV19, and 
BCT have chased KSL for a forecast completion date. The amber action at Ralph Erskine 
House relates to fire stopping in a duct at ceiling level. BCT have chased Esh for a 
forecast completion date and this will be rectified as a defect.  
 

13.5 All remaining amber status FRA Actions are major works being delivered through BCT’s 
investment programme. These major works have not been completed in accordance with 
their FRA recommended timescale due to the lead in time for comprehensive surveys and 
procurement of capital works. They relate to the installation of fire safety door 
replacements being undertaken as part of the Dunn Terrace External Upgrade by Esh 
Construction and fire breach rectification works being undertaken by Novus Solutions.  
The door replacements are now complete with certification expected November 2020.  
Novus Solutions successfully completed a pilot installation of a revised method of 
stairwell panelling on 22 September 2020. The change in panel material and design has 
led to increased costs on the project.  Novus Solutions have submitted revised costs to 
reflect the changes and protracted discussions are ongoing with RNJ Partnership LLP to 
ensure that value for money is achieved. Revised start on site date to be agreed Q3.  
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14. 
 

 
H&S Policy Reviews 
 

14.1 
 

During Q2, BCT’s Asbestos Policy has been reviewed with no substantive changes and 
minor amendments to formatting only. A copy is available in Virtual Boardroom.  
 

14.2 
 

An internal audit of H&S is planned for Q3 which will consider the H&S arrangements in 
place for general management of the BCT office, communal areas and staff H&S.  Board 
will be updated of TIAA’s findings in the next H&S report. 
 

15. Caution Alert Policy & Register 
 

15.1 
 

Where tenants are known to have been violent or abusive, or can be reasonably 
anticipated to merit caution, BCT implements its Caution Alert Policy and records the risk 
associated with the tenant on a Caution Alert Register. This provides guidance for staff 
and partners working on behalf of BCT to help them keep safe. The information is stored 
on the OTIS Housing Management System and will provide an indicator against a 
tenancy together with guidance on visiting the property or not as the case may be.  
 

15.2 BCT have 38 tenants with a Caution Alert Registered. 0 were added in Q1&Q2 2020/21.  
 

15.3 
 
 
 
 
 
 
 

Additionally, to protect the safety of staff, we have Lone Working procedures in place and 
have carried out a BCT Office CV19 Risk Assessment.  This includes a Procedure for use 
of the BCT office which details office opening hours and the maximum staff numbers in 
the office at any one time. During restricted office opening hours the key holder is 
responsible for ensuring staff return home or to the office safely before leaving for the 
day. If the office is closed and staff are working on the Estate, they will call their manager 
and confirm their safe return home.  
 

15.4 BCT employees who regularly visit tenants have a mobile phone which has an alert 
facility to a monitoring centre to request emergency assistance if required. 
 

16. Governments Building Safety Programme 
 

16.1 
 
 

In May 2020, Board were provided a detailed update on emerging advice from the 
Governments Building Safety Programme and in particular the draft Fire Safety Bill. 
 

16.2 Consultation on the draft Fire Safety Bill ended on 12 October 2020 and it is now 
progressing through the parliamentary stages for scrutiny and amendment. A further 
update will be provided once it has received Royal Ascent. 
 

16.3 BCT have been invited to form part of Karbon Homes Fire Safety Group, who are working 
to ensure preparation is in place for any new legislation, including the development of any 
guidelines and identifying how buildings can be made safer. BCT’s Technical Services 
Manager is attending the Fire Safety Group.  
 

17. 
 

Health Safety and Wellbeing Committee 

17.1 During Q2, BCT established a Health and Safety and Wellbeing Committee which 
formalises its H&S consultation with a cross section of staff who are employed by BCT. 
 

17.2 The role of the Committee is to collaborate and ensure that BCT’s policies, procedures 
and working practices regarding H&S meet or exceed any legal obligations. It will 
highlight the importance of promoting good H&S management and wellbeing in the 
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organisation, with the overall objective of involving and consulting staff on H&S matters.  
 

17.3 In accordance with the Committees Terms of Reference, it will meet on a quarterly basis 
and will provide feedback to team meetings, the Executive Team and a bi-annual update 
to BCT Board as an appendix to the H&S report. 
 

17.4 A Q2 update on the H&S and Wellbeing Committee is included in Appendix B.  
 

18. 
 

Contact Officer 
 

18.1 
 

If you have any questions about this report that you would like clarifying before the 
meeting, you can contact Michelle Bell by telephone on 0800 533 5442 or email 
michelle.bell@bykerct.co.uk 
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Health and Safety Update Appendix A 
 
Q1&Q2 2020/21 Fire Risk Assessment (FRA) actions and progress  
 
 

FRA and Annual 
Review (AR) 

Risk 
Profile 

Status 
Target Completion 

Date 

Brinkburn Close 
Headlam Green 
Graham House 
Salisbury House  
10-14 Raby Cross 

Medium 

These actions relate to the 
relocation of wheelie bins too 
close to the proximity of the 
buildings. JDDK have been 
instructed to provide design 
solutions that can be delivered 
in accordance with the Grade II* 
listed status.  

Included in Phase 1 
environmental H&S 

works. Designs 
have been 

submitted to NCC 
Planning for 

feedback.   
 
 

Avondale House 
 

Medium 
3 Complete 

April 2020 
1 In progress  

Medium 8 In progress April 2021 

Low 
1 In progress 

Oct 2021 
1 Complete 

Chirton House 

Medium 
5 In progress 

April 2021 
1 Complete 

Low 
2 In progress 

Oct 2021 
1 Complete 

Kendal House 

Low 
1 In progress 

Feb 2020 
7 Complete  

Medium 
1 In progress Aug 2019 

2 Complete Jun-Aug 2019 

Kendal House AR 

Low 5 Complete Jan 2021 

Medium 
1 In progress  

July 2020 
4 Complete 

Headlam House 

Low 4 Complete Feb 2020 

Medium 
4 In progress August 2019 

2 Complete  Jun 2019 

Headlam House AR 

Low 2 Complete Oct 2020 

Medium 
1 In progress  

May-July 2020 
5 Complete 

Brinkburn House 
Medium 

2 In progress 
Aug 2019 

1 Complete 

Low 5 Complete Feb 2020 

Brinkburn House AR 
Medium 

1 In progress July 2020 
 2 Complete  

Low 2 Complete Jan 2021 

Graham House 

Low 6 Complete  Feb 2020 

Medium 
4 Complete Jun-Aug 2019 

1 In progress Aug 2019 
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Graham House AR Low 1 In progress Feb 2021 

Felton House AR  
Medium 5 In progress July 2020 

Low 3 Complete Oct 2020 

Dunn Terrace Medium 
2 In progress 

Aug 2019 
1 Complete 

Byker Crescent  Medium 
4 In progress 

Aug 2019 
1 Complete  

Wolseley House 
Low 

5 Complete  Oct 2019-Feb 2020 

1 In progress Oct 2019 

Medium 2 Complete Jun-Aug 2019 

Dalton Crescent  Medium 
4 In progress 

Aug 2019 
4 Complete 

Dalton Crescent AR  Medium 1 In progress  Aug 2020 

Gordon House Medium 
1 in progress 

Aug 2019 
3 Complete  

Bamburgh Terrace Medium 
1 Complete 

Aug 2019 
2 In progress 

Salisbury House 
Low 

4 Complete Nov2019-Feb 2020 

2 In progress Feb 2020 

Medium 2 Complete  Jun-Aug 2019 

Long Headlam Medium 
4 In progress 

Aug 2019 
1 Complete  

Northumberland Terrace  

Medium 
2 In progress 

Aug 2019 
3 Complete 

Low 
5 In progress 

Feb 2020 
3 Complete 

Felton Walk Medium 
4 In progress 

Aug 2019 
2 Complete  

Shipley Walk Medium 
4 In progress 

Aug 2019 
1 Complete 

Rabygate  Medium  
2 In progress 

Aug 2019 
2 Complete 

Rabygate AR Medium 
1 In progress 

Aug 2020 
1 Complete 

Shipley Rise Medium 
3 In progress 

Sept 2019 
1 Complete  

Tom Collins House 
General 

Medium 
3 Complete July 2020 

1 In progress March 2021 

Low 
2 Complete 

Nov 2020 
1 In progress 

Brinkburn Close 

Medium 1 In progress July 2020 

Low 
2 Complete 

Jan 2021 
1 In progress 

Ralph Erskine House  

High  1 Complete March 2020 

Medium 
1 In progress 

July 2020 
1 Complete 

Low 1 Complete Jan 2021 

10-14 Raby Cross 
Medium 1 In progress Aug 2020 

Low 2 Complete Feb 2021 
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Appendix B  
Health and Safety and Wellbeing Committee 
 
Introduction 
 

 The Committee comprises a Chair, who is BCT’s Technical Services Manager, the Director of 
Property and Development, three members of staff from the Neighbourhood Housing Team 
and three members of staff from the Finance and Resources team. The quorum for a meeting 
of the Committee is any three of its members with representation from each team. All areas of 
the business are represented. 

 The Committee held their first meeting on 27 July 2020. 

 Minutes of the Committee meetings are shared with all BCT staff members, and feedback 
provided by members to their respective team meetings.  

 Feedback from the Committee is a standard agenda item on the Executive Team meetings, 
where the Director of Property and Development provides an update. 
 

Committee Terms of Reference (ToR) 
 
The Committee shall:  

 Have responsibility for reviewing and recommending the approval of the BCT Health and 

Safety Policy (the “Policy”). 

 Annually review the Policy, together with the codes of practice included in the Policy and 

recommend such changes to the Policy and the codes of practice as considered appropriate. 

 As part of this process, ensure any operational risk assessments referred to in the codes of 

practice are reviewed annually or following a health and safety incident to ensure the 

implementation of any corrective action if considered appropriate.   

 Ensure that all Directors are kept informed of their H&S responsibilities and duties as 

necessary. 

 Ensure that the Executive Team and Board are kept abreast of any regulatory changes in 

relation to H&S and the impact such changes may have on BCT.  

 Receive reports from the Executive Team as to H&S policies and arrangements, compliance 

with those policies and arrangements and any proposed changes to those policies and 

arrangements.  

 Receive reports on any major health and safety incidents so as to ensure that management 

identify and implement any corrective action considered appropriate in order to achieve 

compliance and raise performance where required.  

 To receive and consider reports from Safety Representatives, Specialist Advisors, 

Management, Health and Safety Executive and Local Authority Inspectors. 

 Review BCT’s compliance performance and cross team working methods to continually 

improve compliance management.  

 Discuss staff feedback on H&S, mandatory and recommended training and staff wellbeing.  

 To contribute to the appraisal and development of safety training, H&S communication and 

publicity in the workplace. 
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Progress 
During Q2: 
 

 The Committee members have agreed and signed the ToR.   

 Agreed a standard agenda to ensure all areas of the ToR are monitored and discussed.  

 Reviewed the Governments guidelines in relation to CV19 and agreed BCTs operating 
arrangements.   

 Commenced a review of BCTs Health and Safety Policy and associated codes of practice.  
Any suggested changes will be discussed prior to being recommended to the Executive Team 
and Board. 

 Reviewed staff mandatory training and confirmed as meeting staff needs with no additional 
training recommended. 

 No legislative changes in relation to H&S have been made in this period and the Committee 
were updated on the Governments Building Safety Programme, in particular BCTs safety 
measures keep its buildings safe for residents and staff. Members were happy with the 
arrangements in place. 

 Commenced a review of H&S information included on BCTs website, including information 
leaflets shared with residents.  

 
Recommendations 

  The Committee have no recommendations for Board. 
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Board 1 December 2020 

 

Title: Quarterly Investment Programme Update 

 
Report By: Michelle Bell, Director of Property and Development  
 
FOR DECISION 

 

Business Implications 

Risk Progress and cost updates to Board provide close monitoring of the Investment 
Programme and any potential risks.  
Continuous review of Government guidelines in relation to Covid-19 (CV19) in order to 
assess the impact of any delay in delivering BCT’s Investment Programme.  
Emerging health and safety (H&S) issues are reported to ensure risk/emerging risk is 
minimised, monitored and where applicable, appropriate action implemented.   

Financial and Value for 
Money (VfM) 
 

Maximising value for money (VFM) and social/economic benefits via delivery of the 
Investment Programme by ensuring projects align with BCT’s Procurement Strategy and 
BCT’s Capital Investment Strategic Brief.  
Costs are closely monitored to align with the Business Plan budgets. 
Opportunities for grant funding are explored and progressed where appropriate. 

People/Consultation 
 

Achieving added value and maximising training and job opportunities for the benefit of 
residents through the delivery of its Investment Programme is a key objective. 
The Investment Programme can be shaped to address resident’s needs and concerns. 
Full consultation is undertaken with residents affected by each project. 

Equality and Diversity A non-discriminatory approach is adopted in procurement and consultation processes. 

Environment Implications 
 

The Investment Programme will improve homes on the Byker Estate and the lives of 
residents, contributing to BCT’s Vision of making Byker an Estate of Choice.   

Contractor Implications A strategic partnership approach and a commitment to BCT’s Mission, Vision and Values 
are adopted by all BCT’s contracting partners. 

 
1. Executive Summary 

 
1.1 The report provides a quarterly progress update on the delivery of BCT’s Investment 

Programme and advises Board of issues that may affect its delivery. The main issues to 
highlight are: 

 All investment contracts have resumed on site following CV19 restrictions. Revised 
completion dates agreed for all projects with the exception of Work Package Three 
(WP3), which will be agreed Q3. 

 Surveys complete and costs obtained to negotiate 110 door replacements included in 
the Business Plan with Esh Construction as part of the Dunn Terrace External 
Upgrade. (item 10) 

 Following technical issues encountered during the pilot, a revised specification has 
been approved for the replacement of stairwell panelling in the Byker Wall fire 
rectification contract. Discussions ongoing with Novus Solutions regarding their draft 
programme and proposed cost increase. (item 11) 

 The communal block lighting upgrade contract is out to tender with returns due 18 
December 2020. (item 14) 

1.2 
 
 
 

Appendix Documents  
 

Appendix A Confidential Investment Programme Cost Update 
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2. Recommendations 
 

2.1 The Board is recommended to: 
 Note the content of this report and progress of the BCT Investment Programme; 
 Note the confidential Appendix A, BCT Investment Programme Cost Update;  
 Agree to instruct Esh Construction to proceed with the 2020-2025 Door 

Replacements;  
 On completion of a VFM exercise, agree to delegate approval of an agreed cost 

increase on the Byker Wall fire rectification works with Novus Solutions, to the Chair 
and Chief Executive;  

 Agree to delegate approval of preferred contractor for the block communal lighting 
upgrade to the Chair and Chief Executive.  

 
3. District Heating Works 

 
3.1 Residential Heat Supply Agreement (RHSA) Works 2020/21 

 
3.1.1 
 
 

Essential pipework repairs were completed in July 2020 to repair a burst on the primary 
mains network near Walker Road. All follow up ground works are now complete.   

3.1.2 
 
 
 

Additional repairs have been identified on the primary mains pipework entering Chirton 
plant room and to a section of secondary mains at Harvey Gardens. These works are 
scheduled to commence in Q3.  
 

3.1.3 Confirmation of costs is awaited from Newcastle City Council (NCC). Budget provision is 
included in the 2020/21 RHSA included in Confidential Appendix A.  
 

3.2 Work Package 3 (WP3) – Internal Upgrade Works 
 

3.2.1 H. Malone and Sons started on site on 25 June 2018 and have completed 1092 property 
upgrades. Works stopped due to CV19 on 24 March 2020 and resumed on 1 September 
2020, following approval of a satisfactory Risk Assessment and Method Statement 
(RAMS). Malones have implemented a staged return and are currently completing 
upgrades at a reduced rate to comply with safe methods of work. Tenants are being 
contacted to arrange appointments and a revised programme will be agreed Q3. 
 

3.2.2 
 
 
 
 

BCT contacted 156 Freeholders (owner occupiers) during Q2 to provide an update on the 
upgrade works to their homes. Freeholders have been asked to sign an indemnity form 
and provide a valid electrical installation condition report, prior to their upgrade works 
being programmed. The deadline for responses is 7 December 2020.  

3.2.3 Customer satisfaction feedback is being requested on all completed upgrades.  
A 17% response has been received with 89% of customers satisfied with the  
quality of work. 
 

4. Decent Homes Omit Programme 
  

4.1 
 

During Q1&Q2 decent homes upgrade works have been completed to 7 properties. BCT 
are progressing works to the 6 remaining omit properties which have an unsatisfactory 
electrical test.  We are working with each tenant to ensure they receive a package of 
support where required to electrically upgrade their homes, together with kitchen, 
bathroom and heating replacements. 
 

4.2 
 

Subject to CV19 Government restrictions, BCT are procuring sub-contractors to complete 
all outstanding omits by the end of March 2021. 
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5. Comprehensive Environmental Upgrade  
 

5.1 BCT are continuing to progress the Phase 1 H&S works identified during the consultation 
process and aim to be on site with all elements of work by the end of Q4. Consultation on 
designs are nearing completion with NCC including feedback on where statutory consents 
will be required. Regular meetings are being held with NCC and progress of each of the 
H&S works is as follows: 
 

5.1.1 Creation of external bin stores to tackle FRA recommendations at four blocks:  

 Awaited feedback from NCC on the proposed designs for each FRA block;  

 Consultation is ongoing with NCC on the design and communal waste bin locations 
across the Dunn Terrace pilot area. A meeting has been arranged on site with NCC’s 
planning and waste teams on 25 November to review capacity and locations. This will 
allow detailed designs, specifications, and costings to be prepared ahead of 
consultation with residents and submission of planning permission (PP) and listed 
building consent (LBC) applications. 

 
5.1.2 Additional litter bins across the Estate:  

 A schedule of proposed locations, design proposals and foundation implications on 
adopted and unadopted highway has been issued to NCC for feedback. 

 
5.1.3 Construction of a new footpath link along the east side of Raby Way where currently there 

is no path: 

 Several proposals have been developed and presented to NCC for the footpath 
construction. NCC have now confirmed their preferred construction involves the 
removal of a large tree which was previously declined. The design team are now 
designing and costing this proposal. NCC have confirmed PP and LBC will not be 
required.   

  
5.1.4 Production of a tree management survey and plan for future growth: 

 The Estate-wide tree condition survey is now complete, and the design team are 
commencing the Tree Management Plan, starting at Dunn Terrace.  
 

5.1.5 
 
 
 

Provision of barriers on staircases where falls are >0.6m, handrails/surfacing on key 
pedestrian through routes in areas of greatest need:  

 A comprehensive Estate wide survey has been completed detailing H&S works and 
their priority to pedestrian routes on adopted and unadopted paths; 

 Todd Milburn Partnership have prepared a cost estimate for all highway work, split by 
areas of responsibility and tender documents are being prepared for the unadopted 
highway works.  

 NCC highways have verbally confirmed the identified H&S works on adopted highway 
do not fall within their highway inspection criteria for rectification. BCT has requested 
in writing the reasons why, in order to prepare a formal response to NCC.   

 
6. Disabled Adaptations Programme 

 

6.1 During Q2, there have been 8 disabled adaptation referrals and 11 carried over from 
2019/20 of which: 

 6 Minor adaptations have been completed by BCT; 

 4 Minor adaptations have been approved and work is being programmed by BCT; 

 1 major adaptation being delivered through NCC’s Disabled Facilities Grants (DFG) is 
complete. 

 8 major adaptations are being delivered through NCC’s DFG. 
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7. Lift Replacement Programme  
 

7.1 
 
 

Classic Lifts started on site 23 April 2019 on the passenger lift replacement programme.  
Works stopped due to CV19 on 27 March 2020 and resumed on 11 May 2020 following 
approval of satisfactory RAMS.  
 

7.2 Classic Lifts have completed the replacement of all 13 passenger lifts. The final lift was 
completed on 2 October 2020 and the defects liability period will expire on 1 October 
2021.  
 

8. Re-roofing Programme 
 

8.1 
 
 
 

Esh Property Services started on site on 24 June 2019. The scheme included the 
replacement of 319 roofs, benefiting 411 properties. Works stopped due to CV19 on 27 
March 2020 and resumed on 27 April 2020, following approval of satisfactory RAMS. 
 

8.2 
 
 
 
 

All concrete tile and metal roof included in the project are complete. The final blocks were 
completed on 16 November 2020 and the defects liability period will expire on 15 
November 2021. The original contract completion date was 30 October 2020, and an 
extension of time has been agreed for the delay as a result of CV19.   

8.3 
 

A saving is forecast on the contract sum and will be agreed at final account. The saving, 
which is estimated in Confidential Appendix A, is as a result of roof structures being in a 
significantly better condition than originally identified during the sample intrusive survey. 
 

9. Dunn Terrace External Upgrade 
 

9.1 
 
 
 

Esh Construction started on site on the external upgrade of the Dunn Terrace section of 
the Byker Wall from Wolseley House to Salisbury House on 24 February 2020. Door 
replacements identified in the Byker Wall FRAs are included in this scheme. 

9.2 
 
 
 

Works stopped due to CV19 on 27 March 2020 and resumed on 11 May 2020, following 
approval of satisfactory RAMS. The programme has been reviewed and the original 
completion date of November 2020 has been extended to March 2021. An extension of 
time will be issued for the delay as a result of CV19.  
 

9.3 
 
 
 

Work is progressing well with the majority of the cladding replacement, fire stopping, 
concrete and timber repairs complete. The additional intumescent painting works are 
ongoing and overall the project is 60% complete.  

9.4 
 

All door replacements identified in the Fire Risk Assessments (FRA) are complete, and 
awaiting inspection and sign off, which will complete by the end of Q3.   
 

9.5 Customer satisfactions surveys will commence as blocks complete. 
 

9.6 
 

Work is continuing to profile the use of an intumescent paint system on the next external 
paint cycle of all communal blocks, including whether external paint programmes need to 
be brought forward to mitigate the risk from external timbers. Additional surveys will be 
carried out during Q4 to assess the financial impact on the painting programme. 
 

10. 
 

Door Replacement Programme 2020-2025 
 

10.1 Following BCT’s stock condition surveys 110 doors across the Estate were identified for 
replacement up to 2025.  
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10.2 In May 2020, Board appointed RNJ Partnership LLP to survey, specify and schedule the 
replacement of these doors and all surveys completed Q2. 
 

10.3 As Esh Construction are on site carrying out similar works, with a tendered supply chain in 
place, it is proposed to negotiate the door replacements with them to maximise VFM and 
complete these door replacements as part of the Dunn Terrace contract. 
 

10.4 Esh Construction have provided a quotation which has been reviewed by RNJ 
Partnership LLP. The costs are slightly higher than the original Business Plan provision 
and include inflated material costs from the door manufacturer and a £10k contingency. 
RNJ conclude that negotiating this work with Esh Construction still represents VFM in 
terms of time in procuring these works and cost in terms of higher preliminaries for site 
establishment of a new contractor. The costs are included in Confidential Appendix A for 
consideration and approval.  
 

11. Byker Wall Fire Rectification Works 
 

11.1 
 
 

Following a competitive tender process, Novus Solutions were appointed to complete the 
fire breach rectifications works identified across the Byker Wall and its link blocks. 
 

11.2 
 
 
 

Following a pre-start meeting, Novus Solutions commenced site set up late February 
2020. Start on site was initially delayed due to the requirement for additional asbestos 
surveys which were completed, then works were temporarily suspended due to CV19.   

11.3 
 
 
 

Novus Solutions recommenced work on a pilot stairwell on 6 July 2020 however they 
encountered technical difficulties and the method for replacing the stairwell panelling was 
unsuccessful. Using an alternative material, a revised method has been developed and 
approved by the FRA assessor.  Novus Solutions successfully completed a pilot 
installation using the revised method on 22 September 2020.  
 

11.4 Discussions are ongoing with Novus Solutions regarding their draft programme and 
proposed cost increase for the change to the panelling specification. RNJ Partnership LLP 
have reviewed the revised costs submitted by Novus Solutions but at this stage do not 
recommend they demonstrate VFM.  RNJ have requested several cost clarifications  
from Novus Solutions to conclude a VFM exercise.   
 

11.5 To achieve a restart on site in Q4, it is requested that Board delegate agreement of 
increased costs to the Chair and Chief Executive for approval. If VFM cannot be 
demonstrated, it is proposed to re-tender this contract. 
 

12. 
 

Kitchen & Bathroom Replacement Programme  
 

12.1 
 

Following BCT’s stock condition survey and investment profiling, 272 kitchens and 354  
bathrooms across the Estate have been identified for replacement up to 2025. These  
properties form the 2020-2022 Kitchen and Bathroom Replacement Programmes. 
 

12.2 Elvet Construction Consultants Ltd were appointed for consultancy services to support  
with the procurement and contract/project management. 
 

12.3 
 
 
 
 

Elvet have done sample surveys of void and occupied properties and are finalising the 
costed feasibility report for both the kitchens and bathrooms (expected December 2020).  
A technical review of connecting showers to the district heating system has commenced.  
 

12.4 
 

The procurement of a contractor to deliver these works will commence in the New Year.  
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13. Conversion of Three Commercial Units into New Homes 
 

13.1 Subject to a separate report on this agenda.  
 

14. Block Communal Lighting Upgrade 
 

14.1 
 

Costs are included in BCT’s Business Plan, which was last approved by Board in May 
2020, to replace the original bulkhead communal lighting to 16 stilt and communal blocks. 
The project is out to tender and the deadline for tender return is 18 December 2020. The 
Business Plan provision for these works is included in Confidential Appendix A. 
 

14.2 
 

In order to achieve a start on site in Q4, on receipt of the tenders, it is requested that 
Board delegate the decision to approve the preferred contractor to the Chair and Chief 
Executive.  
 

15. Contact Officer  
 

15.1 If you have any questions about this report that you would like clarifying before the 
meeting, you can contact Michelle Bell by telephone on 0800 533 5442 or email 
michelle.bell@bykerct.co.uk 

 
 
 

10
.

Page 21 of 73



 

 
 

 
 
 

Board 1 December 2020 

 
Title: BCT Strategic Risk Register Update Q2 
 
Report By: James Clifford, Director of Finance and Resources  
 
FOR DECISION 
 

Business Implications 

Risk Strategic Risks are owned by the Board and the Risk Management Framework 
is a vital part of the Board’s assurance that BCT is properly managed. 

Financial and Value for Money Managing risk effectively reduces likelihood and impact of financial loss and 
promoting value for money.  There are specific strategic risks related to 
reduced income, increased costs and fraud. 

People/Consultation BCT considers how tenant priorities can be delivered. Various communication 
channels are in place to appropriately communicate and consult with 
customers.  

Equality and Diversity A strategic risk relates to the effectiveness of BCT’s engagement with tenants, 
and this includes giving every tenant an opportunity to contribute. 

Environment Implications The risks of Health and Safety (H&S) incidents and reduced demand for the 
Estate are identified. 

Contractor Implications Contractor risk has been identified separately and controls put in place to 
review and check that their work conforms to BCT’s standards and policies.   

 

 
1. 

 
Recommendations 
 

1.1 The Board is recommended to review risk scores and actions since the last update. 
 

2. Synopsis 
 

2.1 BCT’s Strategic Risk Register (SRR) has been updated to reflect changes which have 
occurred to September 2020. 
 

2.2 The SRR has been reviewed in detail by the Audit and Risk Committee (A&RC) on 27 
October 2020. 
 

3. Strategic Risk Register - Actions and Changes 
 

3.1 New strategic risks 
 

3.1.1 None. 
 

3.2 
 

Score changes 
 

3.2.1 There are no score changes for Q2. 
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3.3 Updates 
 

3.3.1 At the last meeting, the Board was updated on the rent collection rate which had been 
adversely affected by Covid-19 during Q1.  In Q2, there has been a gradual improvement in 
the collection rate, although it remains below what we would expect in a normal year.  The 
number of tenants claiming universal credit has increased to 770 (Q1: 739), contributing to 
the lower collection rate. 
 

3.3.2 
 
 
 
 
 
 

The following table shows the collection rate compared to last year.  The gap to 2019-20 
performance has narrowed during the quarter. 
 

Collection Rate Q1 Q2 Q3 Q4 

2020-21 93.6% 94.3%   

2019-20 97.7% 96.1% 96.7% 98.6% 
 

3.3.3 We still expect a strong improvement during Q3 and Q4 (due to the rent-free weeks).  This 
should improve the collection rate above the target of 96.0%.  Forecasting is difficult given 
the economic uncertainty going into the winter, and the Director of Operations (DoO) is 
continuing to monitor the situation closely. 
 

4. Covid-19 Risk Register 
  

4.1 At the October meeting, A&RC reviewed the Risk Register maintained by Executive Team to 
assist the return to normal on-site operations.  During the second national lockdown, BCT 
has maintained its responsive and major repairs, property compliance and lettings services.  
Safe systems of work are in place to adhere to government guidance and reduce the risk of 
virus transmission.   
 

5. Partnership Project Risk Register 
 

5.1 
 
 

A&RC has also reviewed the partnership project risk register to deliver the necessary steps 
towards successful Partnership.   

5.2 Three risks were identified on the critical path for the project: District Heating System 
contracts, pension arrangements, and treasury.  The Committee was asked to discuss these 
risks in more detail.  Further progress against these risk items is reported in the CE’s 
partnership update.  
 

6. 
 
6.1 

Contact Officer 
 
If you have any questions about this report that you would like clarifying before the meeting, 
you can contact James Clifford by telephone on 0800 5335 442 or email 
james.clifford@bykerct.co.uk   
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Strategic Risk Register 2020-21 
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Risk Scoring:  All risks are scored in terms of likelihood and impact as follows 

Impact 

 Minor Moderate Major Critical 

Service Delivery / 
Business Interruption 

 Loss of service for 1 day. 

 Limited impact on customer 
satisfaction. 

 4 days business disruption. 

 Impact on the organisation 
resulting in reduced 
performance with targets not 
being met. 

 Organisation existence is not 
threatened, but could be 
subject to significant review. 

 1 week business disruption. 

 Major service interruption / 
breakdown in delivery of key 
services and or core activities 
leading to reduction in 
performance in key service 
areas. 

 

 1-month business disruption. 

 Critical failure / service 
interruption resulting in 
inability to deliver key 
services and core activities – 
emergency action required.   

 Significant long-term impact 
on customers and customer 
satisfaction. 

Reputational 

 No effects on reputation. 
 

 Headline local article. 

 Temporary reputational 
damage. 

 Regional media. 

 Regional reputational 
damage. 

 National coverage. 

 Sustained reputation 
damage.  

 Regulator intervention. 

Legal/ Regulatory/ 
Health and Safety 

 Minimal chance of change to 
HCA governance or financial 
viability standard grading. 

 Minor injury. 

 Likely downgrade to HCA 
governance or financial 
viability standard. 

 Expected downgrade to RSH 
governance or financial 
viability standard.  

 Moderate injury requiring 
medical attention. 

 Expected downgrade to RSH 
non-compliant G3 or V3. 

 Major injury or Fatality. 

Financial 
 0.5%-1% of annual turnover 

Value - £45k-90k. 
 1-3% of annual turnover 

£90k-£270k. 
 3%-5% of annual turnover 

£270k-£450k. 
 Greater than 5% annual 

turnover £450k+. 

ICT/Data Security 

 Loss of non-critical files, data 
or records. 

 Recoverable loss of business 
critical files (no personal 
data). 

 Large loss or theft of 
business data.   

 Severe inability to access 
critical files, data or records. 

 Loss of personal data (not 
sensitive). 

 Non-recoverable loss of 
critical data or records. 

 Loss of highly sensitive 
personal data. 

Personnel 

 Difficulty recruiting or 
replacing staff in critical key 
positions within reasonable 
timeframes. 

 Perceived inequality. 

 Inability to attract and retain 
key personnel  

 Inequality issue raised by 
member of staff. 

 Low retention rates of key 
personnel. 

 Disciplinary action or 
complaint about inequality. 

 Sudden or unexpected loss 
of a number of key 
personnel. 

 Serious Employment 
Tribunal. 

Assets  
 

 Routine minor property 
damage. 

 Significant but temporary 
damage to assets or property 
/ facilities. 

 Sustained damage to assets.   

 Repairs or replacements 
lasting more than two 
months. 

 Long-term and permanent 
loss of critical 
assets/buildings. 

Environmental  
 Environmental damage 

reversible over the short-
term. 

 Environmental damage 
reversible over the medium-
term. 

 Major environmental 
damage, reversible with long-
term remediation. 

 Major environmental 
damage, reversible over long 
term or irreversible. 
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Likelihood 
 

Very Likely  Very likely to happen more than once within the current year 

Likely  Likely to happen once within the current year  

Possible Possible to happen every 1 - 3 years 

Unlikely  Unlikely to happen every 3 – 5 years  

 

 

The risks are combined to give an overall risk score: 
 

 Impact 

MINOR MODERATE MAJOR CRITICAL 

 

L
ik

e
li

h
o

o
d

 

Very Likely  
MEDIUM 

4 
HIGH 

8 
CRITICAL 

12 
CRITICAL 

16 

Likely 
LOW 

3 
MEDIUM 

6 
HIGH 

9 
CRITICAL 

12 

Possible  
LOW 

2 
LOW 

4 
MEDIUM 

6 
HIGH 

8 

Unlikely   
LOW 

1 
LOW 

2 
LOW 

3 
MEDIUM 

4 
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Summary table 
 

Risk No. Description 
2020/21  

Q1 
2020/21 

Q2 Change 

SR1 BCT cannot deliver its vision to make Byker an estate of choice  HIGH (9) HIGH (9) - 

SR2 BCT does not collect enough income HIGH (9) HIGH (9) - 

SR3 BCT expenditure is too high MEDIUM (6) MEDIUM (6) - 

SR4 Serious Health and Safety Incident HIGH (8) HIGH (8) - 

SR5 Business Disruption HIGH (8) HIGH (8) - 

SR6 Data Breach LOW (4) LOW (4) - 

SR7 District Heating Failure LOW (4) LOW (4) - 

SR8 Failure / withdrawal of key partner or contractor MEDIUM (6) MEDIUM (6) - 

SR9 Fraud LOW (4) LOW (4) - 

SR10 Failure of Governance controls or regulatory breach LOW (4) LOW (4) - 

SR11 BCT cannot attract or retain key personnel MEDIUM (6) MEDIUM (6) - 

SR12 Anti-Social behaviour MEDIUM (6) MEDIUM (6) - 

SR13 Litter, waste management, fly tipping. MEDIUM (6) MEDIUM (6) - 

SR14 New housing White Paper and strengthening the RSH powers on consumer regulation HIGH (8) HIGH (8) - 
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Risk Maps 
 

 

 

  

Q2 
Impact 

MINOR MODERATE MAJOR CRITICAL 
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Very Likely   
SR4 SR5  

SR14 
  

Likely  SR8 SR12 SR13 SR1    SR2   

Possible   
SR6 SR7 SR9 

SR10 
SR3   SR11       

Unlikely       

Q1 
Impact 

MINOR MODERATE MAJOR CRITICAL 
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Very Likely   
SR4 SR5  

SR14 
  

Likely  SR8 SR12 SR13 SR1    SR2   

Possible   
SR6 SR7 SR9 

SR10 
SR3   SR11       

Unlikely       
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SR1 
BCT cannot deliver its objectives of making Byker an ‘Estate 
of Choice’, ‘Contributing to a Thriving Byker’ and ‘Ensuring 
that BCT’s Community Ethos is Sustained’   

FINANCIAL 
REPUTATIONAL 

Description 
BCT is unable to make the Byker Estate an “estate of choice”.  Demand for properties continues to be 
low, turnover of properties continues to be high and tenants do not score the Estate or BCT highly.  
Budget limitations prevent transformational change of the Byker Estate and reputation. 

Risk 
Manager 

Chief Executive, Director of Operations. 

Early 
warning 
indicators 

Tenancy turnover:  
Q2 – 4.44% 
Amber: 14.0% 
Red: 16.0% 

Days to let (after works): 
Q2 – 8.0 days 
Amber:  
Red:  

Length of tenancy: 
Q2 – 8.6 years (average) 
Amber:  
Red:  

Gross Risk 
Score 

LIKELIHOOD: 
VERY LIKELY 

IMPACT: 
MAJOR 

TOTAL: 
CRITICAL 

Current 
Controls 

1st Line of Defence 2nd Line of Defence 3rd Line of Defence 

 Customer Scrutiny 
Committee, Tenant 
Engagement Framework. 

 Comms and Marketing 
plan. 

 Voids policy and standard. 

 Environmental upgrade 
programme. 

 KPIs reported to Board. 

 Trends in property refusal 
reasons. 

 Demand trends for BCT 
properties. 

 CCV data. 

 Environmental Upgrade 
Consultation. 

 STAR (Survey of tenants and 
residents). 

 Internal audit of voids 
procedure. 

Net Risk 
Score 

LIKELIHOOD: 
LIKELY 

IMPACT: 
MAJOR 

TOTAL: 
HIGH (9) 

Actions and 
updates 

2020/21 Q1 

 All BCT sites carrying out external works remobilised during Q1.  Delays remain 
remobilising district heating internal improvements and internal decent homes omits 
whilst safe systems of work are agreed.  

 BCT and KH colleagues are preparing an outline business case for approval by both 
boards in September 2020.  The OBC will set out the transformation investment in the 
estate and the approach that KH will take to maintain the community ethos of Byker.  

 Tyne and Wear Homes has reopened and BCT properties are being re-let.  We are 
continuing to experience a very low level of tenancy terminations. 

 In supporting the Thriving Byker Partnership BCT have provided resources and a 
different programme of summer events. 

 BCT continue to offer support to community groups on the Estate. 
2020/21 Q2 

 September Board, the outline business case for full partnership with KH was approved. 
The project now moves into stage 1: due diligence has been commissioned and 
consultation with our tenants is underway.  

 At the AGM the Chair presented shareholders with the recent results showing strong 
performance for the year which allowed for continued investment in the Byker Estate. 

 All investment projects have now resumed and are onsite following CV19 restrictions. 

Possible 
new control 
actions 

 Increased marketing to raise positive awareness of the Byker Estate. 

 Continued analysis of customer data and insight. 

 Careful monitoring and consideration of all PR relating to the Byker Estate. 

 A customer complaint action learning session will be organised for the Customer 
Scrutiny Committee.  Additional staff training in Q3 will be carried out to reiterate the 
importance of effective complaint handling and learning from the problems that 
customers are reporting to BCT.  

Mitigations 
(if risk 
happens) 

 BCT Board would review the strategy and further options for delivery. 
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SR2 BCT does not collect enough income FINANCIAL 

Description 

Financial risk that BCT does not achieve income levels required to fund the Business Plan 
including stock transfer promises and other Corporate Plan actions. Risk of breaching loan 
covenants. 
Risks come from reforms to benefit system, poor rent collection performance, empty homes, 
statutory rent reductions to 2020, and future uncertainty on rent levels. 

Risk 
Manager 

Director of Operations 

Early 
warning 
indicators 

Collection rate: 94.32% 
Amber: 97% 
Red: 96% 

Void rent loss: 1.60% 
Amber: 1.8% 
Red: 2.0% 

No. of tenants in receipt of 
Universal Credit.  
770 

Gross Risk 
Score 

LIKELIHOOD: 
LIKELY 

IMPACT: 
CRITICAL 

TOTAL: 
CRITICAL 

Current 
Controls 

1st Line of Defence 2nd Line of Defence 3rd Line of Defence 

 Rent collection policy. 

 Pre-tenancy training. 

 Void procedure. 

 Welfare support officers 
recruited. 

 Performance reports to 
Board and Exec. 

 Analysis of UC data. 

 Benchmarking. 

 Performance data 
reconciled to financial 
data. 

 Review of voids procedure by 
TIAA (year 2). 

 Relevant reports and actions 
from internal audit of KH rent 
collection processes. 

Net Risk 
Score 

LIKELIHOOD: 
LIKELY 

IMPACT: 
MAJOR 

TOTAL: 
HIGH (9) 

Actions and 
updates 

2020/21 Q1 

 BCT has collected 93.61% of income in the first quarter (97.72% last year). This can be 
attributed to a reduction in 200 direct debits in April, an additional number of 53 tenants 
claiming UC. By the end of the quarter the monthly collection rate returned to normal.  
The total number of collected direct debits has returned to the usual value pre CV19. 
Further analysis of the tracking would suggest that if there are no similar problems, we 
are on track to achieve 98% collection rate by the end of the year.  The unknown risk to 
this is the impact of the furlough scheme.  

 300 vulnerable tenants have been contacted weekly plus an additional 325 monthly 
calls, to offer tenancy support including welfare and benefit advice.  

 Monitor reductions in direct debits, other payment methods and Universal Credit 
applications. 

 EEA nationals need to apply for pre-settled or settled status prior to July 2021 otherwise 
they will not be able to work or claim benefits and therefore may not be able to pay their 
rent. 

 Grant funding bid requesting £90k has been submitted to Homes England towards the 
conversion of 3 commercial units into 4 homes for affordable rent.  

2020/21 Q2 

 BCT has collected 94.32% of income in the second quarter (96.09% last year).   

 Our 2 dedicated welfare advisors continue to support all vulnerable tenant on the Estate. 

 YHN and NCC to contact all EEA nationals affected on the Byker Estate. 

 Grant funding bid of £90k was successful from Homes England. 

Possible 
new control 
actions 

 BCT will support all of the potential tenancies at risk due to EEA citizen rights situation. 

 DoO to contact YHN to establish the total number of BCT tenants who are EEA 
nationals affected.  

Mitigations 
(if risk 
happens) 

 No direct mitigations identified to improve performance in short term. 

 Indirect mitigations from cost reduction actions. 
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SR3 BCT expenditure is too high FINANCIAL 

Description 

Financial risk that BCT expenditure is higher than assumed in the Business Plan meaning investment 
plans and viability are at risk, loan covenants at risk.  Risk comes from poor budget control or 
planning, unplanned price increases (including inflation and Brexit impact), unforeseen spending 
requirements, interest rate increases. 

Risk 
Manager 

Director of Finance and Resources 

Early 
warning 
indicators 

Recurring variance to 
operational budgets: 
Amber: £50k adverse  
Red: £100k adverse 
 

Price changes: 
Inflation and interest rate headlines 
Notifications from suppliers 
Sector news – prices increases, material shortages. 
Tender prices exceeding expectations. 

Gross Risk 
Score 

LIKELIHOOD: 
LIKELY 

IMPACT: 
MAJOR 

TOTAL: 
MEDIUM 

Current 
Controls 

1st Line of Defence 2nd Line of Defence 3rd Line of Defence 

 Procurement policy. 

 Basic expenditure 
controls. 

 Contract management 

 Budget control meetings. 

 Treasury management. 

 Closure of DB pension 
scheme to new entrants. 

 Management accounts. 

 Business Plan updates. 

 Scenario testing the 
business plan. 

 TIAA audit business plan 
process, and expenditure 
controls. 

 External Audit review quality 
of information in financial 
statements. 

 Review of BP inputs by 
Abovo. 

Net Risk 
Score 

LIKELIHOOD: 
POSSIBLE 

IMPACT: 
MAJOR 

TOTAL: 
MEDIUM (6) 

Actions and 
updates 

2020/21 Q1 

 Interest rates and inflation are at historical lows. 

 No material additional funding announced for the social housing sector during the 
Chancellor’s Spring Statement. 

 As expected, there was a of saving in the KSL management accounts for Q1 mainly due 
to delivering an emergency and essential repairs service only during this period.  

 Minor costs only in preparing the BCT office for a return to work on site. 
2020/21 Q2 

 Operating surplus is £1,687,000 against a budget of £1,266,000 an improvement of 
£431,000. 

 Future major projects may be at risk from increased tender prices, as contractors seek to 
mitigate the costs and risks of complying with safe methods of work during the CV19 
pandemic.  

Possible 
new control 
actions 

 Use of contingency budgets to meet demand.  

 Close monitoring of any rising costs in labour or materials through the supply chain.  

 BCT will closely review tender prices in comparison to business plan provision. 

Mitigations 
(if risk 
happens) 

 The list of potential cost reduction mitigations prepared for review at stress-testing 
workshop. 
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SR4 Serious Health and Safety (H&S) Incident 
HEALTH & 
SAFETY, 

REPUTATIONAL 

Description 
Risk that of serious injury/death resulting from H&S compliance failure.  Reputational 
damage following.  Risk comes from: Fire, Gas, Asbestos, Electrical faults, Legionella, 
structural or other issues. 

Risk 
Manager 

Director of Property and Development 

Early 
warning 
indicators 

Properties with a valid 
gas safety certificate (for 
cooker)  
Q2 100% 

Properties with a valid gas 
safety certificate for live 
pipework  
Q2 99%  

No. of RIDDOR 
reported incidents.  
Q2 Zero 

No. of consecutive 
days without an 
injury. 183 

Amber: 99%   Red:     98% 

Gross Risk 
Score 

LIKELIHOOD: 
LIKELY 

IMPACT: 
CRITICAL 

TOTAL: 
CRITICAL 

Current 
Controls 

1st Line of Defence 2nd Line of Defence 3rd Line of Defence 

 Gas safety certificate 
programme. 

 Rolling compliance 
programme completed 
by professionally. 
competent 
contractors. 

 Fire Safety checks, 
sprinkler added to 
design spec. 

 FRA actions 
monitoring sheet. 

 Sample check of gas safety. 

 Internal review of compliance 
data by NEBOSH qualified 
Technical Services Manager. 

 H&S reports to Board bi-
annually and updates to all 
Board meetings on H&S 
compliance.  

 Any high-risk FRA actions 
immediately reported to Board. 
And progress of FRA actions 
reported to Board quarterly. 

 TIAA review of Asbestos 
policy & procedures (Year 
one). 

 External fire risk assessments 
of all buildings with communal 
areas in accordance with 
legislation.  

 Insurance provider review of 
plans and procedures. 

 Transparency of H&S 
reporting and fire risk 
assessments on website. 

Net Risk 
Score 

LIKELIHOOD: 
POSSIBLE 

IMPACT: 
CRITICAL 

TOTAL: 
HIGH (8) 

Actions 
and 
updates 

2020/21 Q1 

 All compliance inspections delivered Q1 except for EICRs and water temperature 
checks, which will resume in Q2. All non-accesses for gas safety are closely monitored 
and access attempts recorded in accordance with Government Advice.  

 EICRs to resume Q2, completing the 69 outstanding EICRs and commencing the 
2020/21 programme. BCT/KSL has completed a full review of the EICR access process.  

 All BCT contractors are implementing safe systems of work in accordance with revised 
risk assessments and method statements. 

 BCT H&S and Wellbeing Committee established.  First meeting to be held Q2.  

 BCT Board reviewed and approved the annual update of BCT’s H&S policy, including 
gas, water, electrical and fire safety policies.  

 Compliance updates provided to Board as part of monthly CV19 briefing note including a 
separate CV19 risk register which is reported to ARC and reviewed monthly. 

2020/21 Q2 

 All compliance inspections resumed, and a H&S update will be reported to Board Q3.    

 EICR programme resumed with 35 EICRs outstanding at end of Q2.  

 BCT H&S and Wellbeing Committee have met on 27/7 and 10/9. Update to be reported 
to Board Q3.   

 All gas safety inspection non-accesses continue to be closely monitored with 4 
outstanding at end of Q2 where legal action to gain access has commenced.  

Possible 
new 
control 
actions 
 

 BCT continue to review all best practice or emerging legislation as a result of the 
Government’s Building Safely Programme.  

 Internal audit of H&S policy (incl codes of practice) and lifts to be carried out during 
2020/21. 

 BCT are closely monitoring the current Tier 2 restrictions, and will implement risk 
mitigation measures, where required if Tier 3 restrictions are applied. 

Mitigations 
(if risk 
happens) 

 Direct mitigations if incident should happen include insurance cover, investigation work, 
and communication strategy.   
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SR5 Serious Business Disruption 

SERVICE 
DELIVERY 

REPUTATIONAL 
ICT 

Description 
Risk that BCT cannot carry out business due to failure of premises (including adverse 
weather), ICT resources, personnel resources. 

Risk 
Manager 

Chief Executive 

Early 
warning 
indicators 

Weather warnings, ICT virus threats, news of widespread sickness, planned downtime 
and closures. 

Gross Risk 
Score 

LIKELIHOODD: 
VERY LIKELY 

IMPACT: 
MAJOR 

TOTAL: 
CRITICAL (12) 

Current 
Controls 

1st Line of Defence 2nd Line of Defence 3rd Line of Defence 

 Working from home ability. 

 Emergency contact 
schedule. 

 Recovery plans to get BCT 
operational again. 

 ICT continuity plans at KH. 

 Walkthrough testing of 
plans. 

 Internal audit of business 
continuity. 

Net Risk 
Score 

LIKELIHOOD: 
VERY LIKELY  

IMPACT: 
MODERATE 

TOTAL: 
HIGH (8) 

Actions and 
updates 

2020/21 Q1 

 All appropriate office and estate working risk assessments have been completed in 
line with Government advice.  

 A CV19 risk assessment has been developed which will be shared with audit and risk 
committee.  

 A staff health & safety and wellbeing committee was established, to help review 
BCT’s office remobilisation plan and risk assessments.  A staff working at home 
survey was carried out in May 2020 and findings reported back to staff via team brief 
and individuals with areas of concern. 

 The procedure for use of the BCT office (CV19) is now in place and full remobilisation 
is planned during September 2020. 

 CORS survey on business disruption completed each month for the Regulator of 
Social Housing.  

 Weekly review of staff workloads during the business disruption period. 
2020/21 Q2 

 BCT moved towards full business remobilisation, however due to everchanging 
Government guidance, we have reverted back to stage 2 of the office operating 
procedure.  Staff on the H&S and wellbeing committee approved all decisions on 
office remobilisation.  

 All tenant and customer consultation exercises and the annual tenant conference 
have been cancelled in line with Government guidance. 

Possible 
new control 
actions 

 Bi-annual disaster recovery drills to review areas of serious business disruption 
(currently annual). 

 Annual review of disaster recovery arrangements (currently 2yrs). 

Mitigations 
(if risk 
happens) 

 Direct mitigations if incident should happen include Disaster Recovery Plan including 
communication plan to staff and customers. 
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SR6 Data Breach 
ICT/DATA 
SECURITY 

REPUTATIONAL 

Description 
Risk that there is a loss of sensitive or large-scale data from BCT, or BCT does not follow 
GDPR principles in its handling of personal data. 

Risk 
Manager 

Company Secretary 

Early 
warning 
indicators 

Proliferation of subject access requests, notification from contractor that is a data 
processor for BCT, customer complaint, supplier complaint. 

Gross Risk 
Score 

LIKELIHOOD: 
LIKELY 

IMPACT: 
MAJOR 

TOTAL: 
HIGH 

Current 
Controls 

1st Line of Defence 2nd Line of Defence 3rd Line of Defence 

 Data protection policy. 

 Privacy statement. 

 Code of conduct. 

 Data breach plan. 

 DPIA actions (not yet 
complete). 

 GDPR action plan. 

 Review of DPIAs and 
process notes. 

 TIAA to review GDPR 
compliance in year 2. 

 External review of 
readiness and 
documentation. 

Net Risk 
Score 

LIKELIHOOD: 
POSSIBLE 

IMPACT: 
MODERATE 

TOTAL: 
LOW (4) 

Actions and 
updates 

2020/21 Q1 

 Cyber security insurance now in place. 

 Governance and remuneration committee received an update on progress against 
GDPR actions arising from internal audit.  

2020/21 Q2 

 No data breaches in Q2. 

Possible 
new control 
actions 

 DoF leading work to continually improve data protection measures. 

Mitigations 
(if risk 
happens) 

 Data breach plan. 

 Cyber security insurance. 
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SR7 District Heating Failure 

BUSINESS 
INTERRUPTION 
REPUTATIONAL 

HEALTH & SAFETY 

Description 
Widespread or prolonged loss of heat supply from the District Heating plant/system.  
Loss of heat to homes of residents, offices, causing reputational damage and potentially 
health damage to residents. 

Risk 
Manager 

Director of Property and Development. 

Early 
warning 
indicators 

Drop in water pressure 
highlighted by building 
management system. 

Increased number of 
repairs required. 

Adverse weather 
forecasts. 

Gross Risk 
Score 

LIKELIHOOD: 
LIKELY 

IMPACT: 
MAJOR 

TOTAL: 
HIGH 

Current 
Controls 

1st Line of Defence 2nd Line of Defence 3rd Line of Defence 

 Residential heat supply – 
outsourced. 

 Building management alert 
system. 

 Upgrade and maintenance 
to pipework. 

 Back up boilers. 

 BDHS disaster resilience 
plan. 

 Proactive £2.6m 
investment to deliver 
upgrade to remaining 
pipework 

 Budget provision for major 
repairs 

 Review of performance 
information by BCT. 

 BCT employ consultant to 
coordinate Dist Heat 
works. 

 

Net Risk 
Score 

LIKELIHOOD: 
POSSIBLE 

IMPACT: 
MODERATE 

TOTAL: 
LOW (4) 

Actions and 
updates 

2020/21 Q1 

 Work package 3 continues to be temporarily suspended.  Working with contractor to 
review risk assessments and method statements to prepare for works to resume in 
Q2.  

 Leak identified on the primary mains network.  Repair programme for Q2 will be 
funded through the Residential Heat Supply Agreement.  

2020/21 Q2 

 Following implementation of safe working due to CV19, work on WP3 has resumed.  

Possible 
new control 
actions 

 More frequent disaster recovery drills. 

Mitigations 
(if risk 
happens) 

 NCC disaster recovery plan specific to district heating systems. 

 Back up boilers off site, separate to main plant room.  Temporary heat source to 
whole estate.  

 Supply of electric fan heaters in stock for vulnerable residents. 

 During the CV19 pandemic, the district heating continues to be operated as normal 
including the operation of the biomass boiler and CHP plant. 
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SR8 Failure / withdrawal of key partner or contractor 
SERVICE DELIVERY 

Reputational 

Description 
BCT relies on partners to deliver many of its functions including repairs, compliance work, 
concierge, ICT, financial systems.  BCT should maintain a productive but challenging 
relationship with partners. 

Risk 
Manager 

Chief Executive 

Early 
warning 
indicators 

Verbal/unofficial feedback from partners, “soft” information on partners (e.g. profit 
warnings, downgrades, press releases) accounts information, strategy announcements.  
Poor contractual performance. 

Gross Risk 
Score 

LIKELIHOOD: 
LIKELY 

IMPACT: 
MAJOR 

TOTAL: 
MEDIUM 

Current 
Controls 

1st Line of Defence 2nd Line of Defence 3rd Line of Defence 

 Contract documents. 

 Regular contract 
management meetings. 

 Financial monitoring of 
contract performance. 

 CE is Director on Karbon 
Solutions Board and 
reports back to BCT 
Board. 

 IDA of service provider 
carried out by RSH. 

 VFM assessment of 
service provided under 
contract by 3rd party. 

Net Risk 
Score 

LIKELIHOOD: 
LIKELY 

IMPACT: 
MODERATE 

TOTAL: 
MEDIUM (6) 

Actions and 
updates 

2020/21 Q1 

 Regular contact with BCT contractors to discuss any issues arising due to the impact 
of CV19.  

 BCT’s main contractors continue to have difficulty in sourcing certain materials in the 
supply chain, in particular plaster and PPE.  

 New Byker Wall cleaning contract began in Q1 delivered by NCC and is running 
smoothly.  

 Executive Team monthly meetings and CE quarterly board meetings with KSL.    
2020/21 Q2 

 BCT continue to have regular dialogue with all contactors. 

Possible 
new control 
actions 

 Stronger due diligence prior to appointment of large contractors to reduce 
counterparty risk to be picked up in new Financial Regulations. 

 Disaster recovery plan to be expanded to cover failure of all major contractor 
relationships.  

Mitigations 
(if risk 
happens) 

 Access frameworks or work with other local partners to cover gaps in service delivery.  
Look for UK suppliers in case of Brexit issues.  Activate penalty clauses in contracts 
where they exist. 
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SR9 Fraud 
FINANCIAL 

REPUTATIONAL 

Description 
BCT employee or Board member defrauds BCT of cash or other assets unlawfully, or 
behaviour is unfairly influenced through bribery or incentives. 

Risk 
Manager 

Company Secretary 

Early 
warning 
indicators 

Unexplained transactions, growing debtors, reconciliation errors, change in employee 
behaviour, unusual contract awards. 

Gross Risk 
Score 

LIKELIHOOD: 
LIKELY 

IMPACT: 
MODERATE 

TOTAL: 
MEDIUM 

Current 
Controls 

1st Line of Defence 2nd Line of Defence 3rd Line of Defence 

 Financial regulations, 
spend and procurement 
controls. 

 Separation of duties. 

 Declaration of interests. 

 Regular financial 
reconciliations. 

 Hospitality policy. 

 Fraud/ Whistle-blower 
policy. 

 Review of hospitality and 
interests. 

 2nd review of 
reconciliations. 

 TIAA audit financial 
policies. 

 External Audit report on 
unusual items. 

Net Risk 
Score 

LIKELIHOOD: 
POSSIBLE 

IMPACT: 
MODERATE 

TOTAL: 
LOW (4) 

Actions and 
updates 

2020/21 Q1 

 No identified fraudulent activity during the quarter. 
 Fraud training to be delivered.  
2020/21 Q2 

 Delayed fraud training to be delivered during Q3. 

Possible 
new control 
actions 

 Continue to document and review financial processes to improve controls. 

 Recent audit recommendations (training) will be put in place in Q2.   

Mitigations 
(if risk 
happens) 

 Investigation, police action, employee suspension for suspected fraud.  Actions to 
recover funds.  
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SR10 Failure of Governance controls or regulatory breach 
REGULATORY 

REPUTATIONAL 
FINANCIAL 

Description 
BCT employees or Board members act beyond their delegated authority, or BCT fails to 
follow regulations or the law due to poor or badly-defined governance rules potentially 
leading to downgrade or fines. 

Risk 
Manager 

Company Secretary 

Early 
warning 
indicators 

Confusing Governance documents, uncertain delegations and authorities. Unclear 
processes for completing regulatory returns or setting rents.   

Gross Risk 
Score 

LIKELIHOOD: 
LIKELY 

IMPACT: 
MAJOR 

TOTAL: 
HIGH 

Current 
Controls 

1st Line of Defence 2nd Line of Defence 3rd Line of Defence 

 Internal Control 
Framework including risk 
management. 

 Scheme of delegations. 

 Clear governance 
documents  

 Annual review of: Sector 
Risk Profile, Regulating 
the Standards and internal 
governance documents. 

 Regulatory returns – key 
controls document. 

 Company Secretary to 
advise on decision-making 
processes. 

 Regulation self-
assessments and annual 
report to tenants. 

 HQN review of 
governance.  

 Internal Audit (Regulatory 
returns audit Oct-18). 

Net Risk 
Score 

LIKELIHOOD: 
POSSIBLE 

IMPACT: 
MODERATE 

TOTAL: 
LOW (4) 

Actions and 
updates 

2020/21 Q1 

 No data submission errors in returns to RSH. 

 FFR due by 30 September 2020, SDR due to 31 October 2020. 

 BCT are reviewing all governance documents prior to July 2020.   

 All Board members have completed a board effectiveness survey, annual appraisals 
and collective feedback/training has been compiled into an action plan monitored by 
the CE and Chair.  

2020/21 Q2 

 Regulatory returns submitted on time to RSH. 

 Board training delivered on governance, regulation and finance.  

 At Board members’ request executive summaries have been added to board papers 
and CE has offered all Board members a chance to discuss the papers prior to the 
meeting. 

Possible 
new control 
actions 

 Ongoing review of control documents and sign off of controls by responsible director. 

Mitigations 
(if risk 
happens) 

 Investigation and resulting actions.  Informing relevant authorities.   
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SR11 BCT cannot attract or retain key personnel PERSONNEL 

Description 
BCT unable to retain or attract employees or Board members who individually or as a 
group have the required skills and experience. 

Risk 
Manager 

Chair, Chief Executive 

Early 
warning 
indicators 

High staff/Board turnover, difficulty recruiting to key posts.  High staff sickness.  Sector 
news about skills shortages.  Exit interviews. 

Gross Risk 
Score 

LIKELIHOOD: 
POSSIBLE 

IMPACT: 
MAJOR 

TOTAL: 
MEDIUM 

Current 
Controls 

1st Line of Defence 2nd Line of Defence 3rd Line of Defence 

 BCT pension and other 
benefits. 

 Competency framework 
and appraisal system to 
identify issues. 

 Absence management. 

 Staff turnover KPI. 

 Staff sickness KPI. 

 Regular independent 
review of terms and 
conditions. 

Net Risk 
Score 

LIKELIHOOD: 
POSSIBLE 

IMPACT: 
MAJOR 

TOTAL: 
MEDIUM (6) 

Actions and 
updates 

2020/21 Q1 

 BCT recruitment continues to be on hold.  

 All Board members have had an appraisal with the Chair and their feedback will form 
the basis of an action plan to be delivered by the Chair and CE. 

2020/21 Q2 

 During Q2 the recruitment procedure for Community Engagement Officer has begun, 
other recruitment is on hold.  

 Following the approval of the outline business case, all BCT staff received an update 
from Paul Fiddaman (CE of KH) to communicate progress so far on partnership. 

Possible 
new control 
actions 

 The training program for Board members is now refreshed to be implemented during 
2020-21. 

 All BCT staff to receive a further update following the approval of the detailed 
business case (scheduled for December). 

Mitigations 
(if risk 
happens) 

 If recruitment is an issue: review conditions of employment and other advertisement 
routes. 

 If turnover is an issue, get feedback from employees leaving, consider accruing 
benefits for long service. 
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SR12 Anti-Social Behaviour 
REPUTATIONAL  

SERVICE DELIVERY 

Description 
Antisocial behaviour on the Estate causes misery for residents, reputational damage, 
increasing turnover of properties, repair costs and low demand. 

Risk 
Manager 

Director of Operations 

Early 
warning 
indicators 

Customer complaints, informal and formal.  Higher turnover, difficult to let properties in 
particular areas, high external repairs in certain areas.  Feedback from customer care 
visits. 

Gross Risk 
Score 

LIKELIHOOD: 
VERY LIKELY 

IMPACT: 
MODERATE 

TOTAL: 
HIGH 

Current 
Controls 

1st Line of Defence 2nd Line of Defence 3rd Line of Defence 

 Tenancy enforcement  

 ASB policy. 

 New locks added to 
communal areas. 

 Education and 
engagement with 
community. 

 Involved in YEIHA. 

 Statutory enforcement 
powers. 

 Review numbers of ASB 
cases 

 Review cases for patterns 

 Internal audit of ASB 
procedures. 

Net Risk 
Score 

LIKELIHOOD: 
LIKELY 

IMPACT: 
MODERATE 

TOTAL: 
MEDIUM (6) 

Actions and 
updates 

2020/21 Q1 

 Updated ASB policy approved by Board in Q4 and implemented from Q1.  

 Continued new breaches of government guidelines in relation to social 
distancing/CV19. 

 Increase in noise related activity complaints. 

 No noted increase in reports of domestic violence.  

 Housing Management are applying all tools available to handle current ASB issues 
across the Estate. 

 There are options available for tenants to report any ASB breaches as part of home 
working arrangements.  

 BCT is proactively contacting vulnerable tenants to help prevent ASB or domestic 
violence. 

2020/21 Q2 

 A socially distanced Best Summer Ever was delivered during Q2 by BCT and its 
partners. 

 BCT continue to proactively contact vulnerable tenants. 

 There is a consistent level of general household noise complaints being received. 

 Housing Management are applying all tools available to handle current ASB issues 
across the Estate. 

Possible 
new control 
actions 

 Further activities planned for youth engagement during Q3. 

 Darker nights campaign running during October in partnership with NCC, Tyne and 
Wear Fire Service and Northumbria Police.  

Mitigations 
(if risk 
happens) 

 More enhanced communications with tenants and press, escalation with Police 
Commissioner. 
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SR13 Litter, waste management, fly tipping. 
REPUTATIONAL  

SERVICE 
DELIVERY 

Description 
Refuse collection, litter and street cleaning service delivered by NCC does not meet 
tenant’s expectations, causing reputational damage to BCT. Tenants are not clear where 
responsibility for these services lies. 

Risk 
Manager 

Director of Operations 

Early 
warning 
indicators 

Customer complaints, informal and formal.  STAR Survey feedback.  Feedback from 
customer care visits. Visible signs of reduced or missed service. Increase in Grounds 
Maintenance work load managing litter. 

Gross Risk 
Score 

LIKELIHOOD: 
VERY LIKELY 

IMPACT: 
MAJOR 

TOTAL: 
HIGH 

Current 
Controls 

1st Line of Defence 2nd Line of Defence 3rd Line of Defence 

 Waste management 
guidance included 
regularly in newsletters. 

 Tenants empowered to 
contact NCC and log 
complaints. 

 Regular meetings with 
NCC to discuss waste 
management. 

 Complaints and 
compliments. 

 Customer Care Visits. 

 TARAs.  

 Customer Scrutiny 
Committee oversight. 

 STAR survey 
commissioned to gain 
insight into tenant’s 
opinions. 

Net Risk 
Score 

LIKELIHOOD: 
LIKELY 

IMPACT: 
MODERATE 

TOTAL: 
MEDIUM (6) 

Actions and 
updates 

2020/21 Q1 

 Grounds Maintenance team have continued to work during Q1 with minimal reports of 
fly tipping on BCT land.  

 Award of the cleaning contract to NCC which has better aligned management of 
external bin areas.  

 BCT instructed NCC to carry out an initial deep clean by new contractor to bring 
Estate up to a good standard. 

2020/21 Q2 

 Fly tipping reports reduced during Q2. 

 No issues or complaints raised in relation to the Byker Wall cleaning contract.  

 Meeting held Q2 with NCC to discuss pilot communal bin area designs for Dunn 
Terrace.  

 Skip days to be held during the last week in October which has been published in the 
Byker Newsletter.  

Possible 
new control 
actions 

 Further work with tenants’ groups to develop waste management and recycling 
champions. 

 Better waste management and recycling to be facilitated through the Environmental 
Upgrade investment. 

Mitigations  Possible options for BCT to increase expenditure on litter control. 
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SR14 
New housing White Paper and strengthening the RSH powers 
on consumer regulation 

FINANCIAL  
REPUTATIONAL 

HEALTH & 
SAFETY 

Description 
New primary legislation or changes to the consumer standards require BCT to increase 
expenditure and implement further compliance or controls.  

Risk 
Manager 

All Exec 

Early 
warning 
indicators 

Government announcements, consultations, Grenfell enquiry, Regulator announcements 
and meetings, industry press.  

Gross Risk 
Score 

LIKELIHOOD: 
VERY LIKELY 

IMPACT: 
MAJOR 

TOTAL: 
CRITICAL 

Current 
Controls 

1st Line of Defence 2nd Line of Defence 3rd Line of Defence 

 Adopt best practice for fire 
and electrical safety. 

 Annual consumer 
regulation review. 

 Fire stopping measures 
approved by Board.  

 Customer scrutiny 
committee and review of 
complaints policy. 

 Annual gas safety checks.  

 Horizon scanning. 

 Internal audit. 

 Transparency.  

Net Risk 
Score 

LIKELIHOOD: 
VERY LIKELY 

IMPACT: 
MODERATE 

TOTAL: 
HIGH (8) 

Actions and 
updates 

Possible new legislation: Customer 

 Consumer regulation on tenant engagement, involvement and decision making.  

 New KPIs on consumer matters. 

 Introduction of Housing Ombudsman Complaint Handling Code.  
Property 

 New decent homes standard, with potential increase focus on energy efficiency.  

 Increased compliance requirements in relation to electrical safety and fire. 

 Fit for Human Habitation Act, leading to an increase in disrepair claims.  

 Grenfell building enquiry – potentially result in increased fire safety measures to the 
external fabric e.g. protecting balconies with fire retardant paint.  

 Potential concern about the fire resistance of timber frame buildings and the impact 
on tenant safety and property valuation.  

 Building management requirements emerging from the Grenfell enquiry which will 
impact on BCT buildings.  Also, potential to expand this requirement to multiple 
occupancy buildings and review the stay put guidance.  

2020/21 Q1 

 Board updated on all recent announcements as part of the Governments Building 
Safety Programme as part of the Q3&Q4 2019/20 H&S update.  

 BCT has commenced applying intumescent paint to external timber work and 
cladding to the blocks included in the Dunn Terrace external upgrade scheme.  

 To ensure that BCT is listening and learning from customer complaints, 
the Customer Scrutiny Committee introduced a new complaints procedure in 2020 
and they will be analysing complaints on a quarterly basis. A customer complaint 
action learning session will be organised for the Customer Scrutiny Committee. 

 Publish complaints and other consumer KPIs to the BCT website updated quarterly 
following performance reporting cycles. 

 Commenced a review of the energy performance of BCT stock.  
2020/21 Q2 

 The Government has announced that the Housing White Paper should be introduced 
in late Autumn which is expected to introduce stronger consumer regulation. 

 The draft Building Safety Bill has been published and BCT are implementing 
recommendations in advance of legislation.  

 The Housing Ombudsman’s Complaint Handling Code is being reported as part of the 
CE report in July 2020. 

 A new section in the Annual Report to Tenants in 2020 contains information on 
customer complaints. 
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Possible 
new control 
actions 

 BCT is reviewing the painting programme and the cost impact of applying fire 
retardant paint to the next paint cycle of all communal blocks. 

 A CE review of The Housing White Paper will be reported to Board when it is 
published (expected by the end of 2020). 

 BCT is an early adopter of the National Housing Federation’s Together with Tenants 
initiative, introduced as a sector led response to the concerns in the Green Paper. 

Mitigations 
(if risk 
happens) 

 Prioritise expenditure on meeting legislative requirements at the expense of other 
investment priorities.  

 Ensure records are kept documenting access attempts to complete necessary 
compliance checks in BCT properties. 
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Board 1 December 2020 
 

Title: National Housing Federation (NHF) Code of Governance   
 

Report By: James Clifford, Director of Finance and Resources  
 

FOR DECISION  
 

Business Implications 

Risk The NHF Code of Governance has been updated in 2020 to reduce the risk to 
housing associations from poor governance.  Adoption and compliance will 
help to reduce the risk of BCT’s SR10 – Failure of Governance Controls. 

Financial and Value for Money The Code emphasises the importance of social and environmental 
sustainability, which (along with financial sustainability) forms the triple bottom 
line in BCT’s Value for Money strategy. 

People/Consultation The Code will be reviewed by Executive Team and Governance and 
Remuneration Committee (G&RC).  The Code was revised in consultation with 
tenants groups and the Regulator of Social Housing. 

Equality and Diversity The revised Code gives the Board explicit responsibility for Diversity of the 
organisation and its own members. 

Environment Implications No direct implications. 

Contractor Implications Board may wish to get independent assurance of adherence to the NHF 
Governance Code after a full compliance assessment is achieved. 

 

 

1. Executive Summary 
 

1.1 
 
 
 
 

All housing associations are required to adopt a Code of Governance and declare their 
compliance to it in their annual accounts. BCT has adopted the NHF Code of Governance 
2015, and this has now been superseded by the 2020 version. The changes are 
summarised and the steps towards full compliance are proposed. 

1.2 The NHF Code of Governance is available in Virtual Board Room  
 

2. Recommendations 

2.1 Board is recommended to adopt the NHF Code of Governance 2020 and agree the steps 
towards achieving full compliance. 

3. NHF Code of Governance 2020 
 

3.1 The NHF has revised and updated its Code of Governance, in consultation with the 
Regulator of Social Housing, housing associations, and tenant groups.  
 

3.2 The revised code moves from eight principles to four: 

 Principle 1 – Mission and values  

 Principle 2 – Strategy and delivery  

 Principle 3 – Board effectiveness  

 Principle 4 – Control and assurance  
 

3.3 The NHF is calling for all housing associations to adopt the Code by 31 March 2021, 
including some significant changes which reflect changes in good practice, the greater 
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complexity in the sector and the importance of getting tenants involved in the governance 
process.  In particular, the revised Code places a greater emphasis on: 

 Resident focus (listening to residents); 

 Diversity within the Board and organisation; 

 The Board setting the culture for the organisation; 

 Economic and social sustainability (in addition to financial sustainability); 

 Working in partnership with stakeholders;  

 Assurance and control of health and safety matters; and  

 Renewing and refreshing Board membership. 
 

3.4 The Code helps ensure that boards take responsibility for property safety and consider the 
views of tenants in decision-making and this overlaps with the Social Housing White Paper.   
 

3.5 Of less relevance to BCT, the Code also sets out the importance of group boards having 
control and knowledge of the workings of group subsidiaries. 
 

3.6 Each principle is supported by ‘compliance: from principle to practice’ sections which give 
advice on implementation.  This version of the Code is less prescriptive, and it is up to each 
housing association to decide how best to achieve compliance with each principle.  
Evidencing satisfactory compliance may require more time for discussion and review. 
 

3.8 The Code is closely linked to the NHF’s own Together with Tenants Charter. Adopting and 
implementing the Charter will provide evidence towards compliance with the Code of 
Governance.  
 

4. Next Steps  
 

4.1 The NHF has published additional guidance and a checklist to help housing associations 
assess the gap to full compliance and suggest the following route towards achieving it: 

 This code has been published in November 2020. As a next step we would expect 
organisations to read the code and carry out some form of gap analysis to highlight 
what work will need to be completed in order for compliance to be achieved; 

 We suggest that a paper is brought to the earliest possible board meeting to 
recommend adoption of the new code; 

 Then work can commence to ensure compliance, including, for example, what reports 
will need to go to the board and when; 

 We anticipate that for most organisations, a statement of compliance with the new code 
will first appear in the 2021-22 annual report (financial statements) for those with a 31 
March year end, with the organisation having taken the 2021-22 financial year to embed 
compliance. 

 
4.3 It is recommended therefore that: 

 Board adopt the NHF Code of Governance 2020; 

 A gap analysis is carried out to assess the work required to achieve full compliance 
and that the findings are reviewed by Governance and Remuneration Committee;  

 The agreed action plan to be reported to the Board for approval. 
 

5. Contact Officer 
5.1 If you have any questions about this report that you would like clarifying before the 

meeting, you can contact James Clifford by telephone on 0800 5335 442 or email 
james.clifford@bykerct.co.uk   
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Board 1 December 2020  

 
Title: Chief Executive’s Progress Report  
 
Report By: Jill Haley, Chief Executive (CE)  
 
FOR INFORMATION  
 
1. 

 
Recommendations 
 

1.1 
 

The Board is recommended to consider and note the content of the report. 

2. Synopsis 
 

2.1 This report aims to bring Board members an update of information and progress since 
the last meeting, as well as any relevant, regional or national developments. 
 

3. Actions from last Board meeting 
 

3.1 
 

Actions from the minutes of the meeting of 23 September 2020 were reported separately 
in an email to Board on 23 October 2020.  
 

4. Delegated Decisions  
 

4.1 There have been no delegated decisions since the last Board meeting on 23 September 
2020. 
 

5. Corporate Plan Action Plan (CPAP) 2020/21 - Quarter 2  
 

5.1 The CPAP for 2020/21 including Q2 progress updates is available to read in Virtual 
Board Room (VBR) or on the BCT website.  
 

6. Regulator of Social Housing (RSH) 
 

6.1 BCT Stability Check 2020 
 

6.1.1 The CE had a Teams meeting with BCT’s Regulation Manager, Rachael Craggs on 13 
November, to discuss progress made in relation to the Karbon Homes partnership.  As 
part of the catch-up conversation Rachael also confirmed that BCT would be notified of 
our 2020 Strapline Judgment in the next few months.    
 

6.2 Consumer Regulation Review (CRR) 2019/20  
 

6.2.1 The annual CRR sets out the key issues identified by the RSH during 2019/20 and 
serves as a reminder to Registered Providers’ (RPs) Board members of expectations.  It 
also reinforces that well-run and well-governed organisations need to have systems in 
place to listen to and engage with tenants, and to take prompt and effective action when 
tenants may be at risk. 
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6.2.2 This year, the RSH found a breach of the consumer standards and serious detriment in 
15 cases, the highest number to date. While they have recognised that most RPs are 
well-run, and this represents only a small proportion of them, the number of non-
compliant RPs has increased significantly over the last year. 
 

6.2.3 The 2020 report sets out the details of the 15 cases where a breach of the standards 
and serious detriment was found, including seven findings made against local 
authorities, and for the first time, a breach of the Tenant Involvement and Empowerment 
standard. The report sets out the themes and learning from the RSH casework and they 
have encouraged all housing associations and local authorities to read this report, and 
for their boards and governing bodies to reflect on the lessons learned, in order to take 
steps to improve their systems and processes. 
 

6.2.4 A full copy of the RSH’s CRR 2019/20 is available to read in VBR.  The key messages 
from the report include: 

 Ensuring tenants are safe in their homes is a fundamental responsibility of any 
social landlord. In doing so, RPs and local authorities must meet the full range of 
statutory health and safety obligations. 

 RPs and local authorities must treat tenants with fairness and respect, and they 
must demonstrate that they have taken tenants’ diverse needs into account in the 
course of their business. The quality of a RP’s relationship with tenants underpins 
the trust and confidence that tenants and stakeholders have in the organisation. 

 RPs and local authorities should respond to complaints promptly and effectively, 
and in such a way that allows emerging issues to be identified and addressed at 
an early stage. The importance of providers getting it right when handling 
complaints applies to complaints from all tenants, including shared owners. 

 Being able to maintain and evidence compliance is paramount, as all RPs must 
comply with the consumer standards and be able to demonstrate their compliance 
to tenants and stakeholders. RPs and local authorities must be clear on the legal 
and regulatory requirements and their responsibilities as well as having a good 
understanding of the stock they own. It also requires them to have in place robust 
reporting and oversight arrangements for their governing bodies. 

 Effective assurance relies on good quality data and effective systems. 

 Transparency with the RSH as well as with tenants and stakeholders is critical. 
The principle of co-regulation relies upon openness and transparency, and it 
gives the RSH confidence that RPs and local authorities are willing and able to 
resolve issues as they emerge. The decision on the level of regulatory 
intervention required will be shaped, in part, by the quality of the engagement it 
receives from RPs. 

 
7. Social Housing White Paper - November 2020 

 
7.1 Titled ‘The Charter for Social Housing’ the government first put forward the plan for a 

social housing White Paper in September 2017 following the Grenfell Tower fire in June 
of that year.  At the time, then-housing secretary Sajid Javid said it would be a “wide-
ranging top-to-bottom review of the issues facing the sector” and the “most substantial 
report of its kind for a generation”. 
 

7.2 A Green Paper was published in August 2018, with a consultation ending in November 
2018.  The White Paper was due to be released in the Spring but was paused due to the 
pandemic and has been keenly awaited by the sector.  
 

7.3 A major change included in the policy document is the move towards proactive 
regulation of the RSH’s Consumer Standards, in line with the approach taken on 
Governance and Financial Viability Standards. This will see a “new arm” of the RSH 
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created “to proactively regulate on Consumer Standards, including quality of homes, 
repairs, meaningful engagement with tenants and complaints handling”. 
 

7.4 This appears to be a complete reversal of the coalition government’s decision to scrap 
the Tenant Services Authority in 2010. 
 

7.5 
 
 
 
7.6 

The full policy document is available in VBR for members to read and introduces a new 
‘Charter’ for social housing residents, setting out what every social resident should 
expect from their landlord.   
 
The salient points from the Charter and other key measures are summarized in 
Appendix A. 
 

8. Draft Board and Committee Dates 2021/22 
 

8.1 The Board is recommended to review and agree the proposed meeting dates which 
cover the 2021/22 year (April 2021 to March 2022), as set out in Appendix B.  
 

8.2 The meeting dates could be withdrawn subject to completion of the partnership project 
with Karbon Homes with effect from April 2021. 
 

9. Contact Officer  
 

9.1 If you have any questions about this report that you would like clarifying before the 
meeting, you can contact Jill Haley by telephone on 0191 290 3910 or email 
jill.haley@bykerct.co.uk 
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Appendix A  
 
Social Housing White Paper - November 2020 

 

Summary of ‘The Charter’ for Social Housing’ which has been shaped in partnership with residents 

and sets out seven commitments that residents should expect from their landlord: 

 

1. To be safe in your home.  
Building and fire safety is a paramount concern for residents and the government are 
committed to ensuring that all homes are safe to live in  They have identified ways both to raise 
safety standards and to help residents feel safer in their homes by: 

 Legislating to strengthen the RSH’s consumer regulation objectives to explicitly include 
safety. 

 Legislating to require social landlords to identify a nominated person responsible for 
complying with their health and safety requirements. 

 Requiring the RSH to prepare a Memorandum of Understanding with the Health and Safety 
Executive to ensure effective sharing of information with the Building Safety Regulator.  

 Launching a consultation on requiring smoke alarms in social housing and introducing new 
expectations for carbon monoxide alarms.  

 Consulting on measures to ensure that social housing residents are protected from harm 
caused by poor electrical safety. 

 Continuing to work with the Social Sector (Building Safety) Engagement Best Practice 
Group and the Building Safety Regulator to ensure resident voices are heard.  

2. To know how your landlord is performing. 
Including information on repairs, complaints, safety, also how money is being spent and what 
decisions are being made by: 

 Allowing tenants to challenge their landlord when things are not working as they should, 
and to compare its performance with that of other social landlords. 

 Creating a set of tenant satisfaction measures for landlords on things that matter to tenants. 

 Introducing a new access to information scheme for social housing tenants of housing 
associations and other private registered providers of social housing, so that information 
relating to landlords is easily available. 

 Landlords to provide a clear breakdown of how their income is being spent. 

 Requiring landlords to identify a senior person in their organisation responsible for ensuring 
that they comply with the consumer standards set by the RSH. 
 

3. To have your complaints dealt with promptly and fairly with access to a strong 
Ombudsman.  
Strong, swift and fair redress when needed by: 

 Speeding up access to the Housing Ombudsman by removing the need for residents to 
either go to a ‘designated person’ or wait eight weeks before approaching the Ombudsman 
directly. 

 Expanding the Housing Ombudsman service, and increasing its powers, so it will make 
decisions more quickly and can take stronger action against landlords where needed.  

 Providing residents with consistency across landlord complaint handling by ensuring 
landlords self-assess against the Housing Ombudsman’s Complaint Handling Code by 31 
December 2020. 

 Ensuring tenants know how to raise complaints and have confidence in the system by 
launching a communications campaign. Government will expect landlords, the Housing 
Ombudsman and the Building Safety Regulator to ensure residents have clear and up to 
date information on how to complain. 
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 Legislating to ensure clear co-operation between the Housing Ombudsman and the RSH to 
hold landlords to account more effectively when things go wrong. 

 Make landlords more accountable for their actions by publicising the details of cases 
determined. 
 

4. To be treated with respect, backed by a strong consumer regulator and improved 
consumer standards for tenants.  
Aim is to move back to a proactive approach to consumer regulation, in line with the 
regime for economic standards and returning to the days before the Tenant Services 
Authority was scrapped by the coalition government in 2010: 

 Transformation of consumer regulation to further drive the right behaviours and hold 
landlords to account when they fail.  

 Tenants to have their voice heard by their landlord, for example through regular meetings, 
scrutiny panels or being on its Board.  

 Remove the ‘serious detriment test’ and introduce routine inspections for the 
largest landlords (those with over 1,000 homes) every four years. 

 Change the RSH objectives to explicitly cover safety and transparency, and work with it to 
review its consumer standards to ensure they are up to date and deliver its 
revised objectives. 

 Give the RSH the power to publish a Code of Practice on the consumer standards to be 
clear what landlords are required to deliver. 

 Strengthen the RSH’s enforcement powers to tackle failing landlords and to respond to new 
challenges facing the sector. 

 Local Authority landlords, including how they manage Arms Length Management 
Organisations and Tenant Management Organisations, to be held to account and to make 
sure they deliver a good service to tenants. 

 RSH to set up an Advisory Committee to provide independent and unbiased advice on 
discharging its functions. 

5. To have your voice heard by your landlord. 
Impetus on stronger resident engagement by landlords who will give residents 
a clearer voice so they can hold their landlord to account by: 

 RSH to require landlords to seek out best practice and consider how they can continually 
improve the way they engage with social housing tenants. 

 Government to deliver a new opportunities and empowerment programme for social 
housing residents, to support more effective engagement between landlords and residents, 
and to give residents tools to influence their landlords and hold them to account. 

 A review professional training and development to ensure residents receive a high standard 
of customer service. 

6. To have a good quality home and neighbourhood to live in, with your landlord keeping 

your home in good repair. 
Ensuring that landlords keep all homes in good repair. Many tenants are proud of their 
communities and want greater investment in them. The government want to ensure social 
tenants have good quality, decent homes and neighbourhoods, including access to green 
space and support for wellbeing by:  

 Reviewing the Decent Homes Standard, including access to and the quality of 
green spaces.  

 Tackling anti-social behaviour by enabling tenants to know who is responsible for action 
and who can support and assist them if they are faced with antisocial behaviour. 

 Considering the results of the allocations evidence collection exercise findings to ensure 
that housing is allocated in the fairest way possible and achieves the best outcomes for 
local places and communities. 
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7. The government will ensure social housing can support people to take their first step to 

ownership. 
Government aim to increase the supply of good quality social homes and give as many 
residents as possible the right to purchase their own home by: 

 Investing £11.5 billion to build up to 180,000 affordable homes and around half of these 
new homes will be for affordable home ownership. 

 Implementing a new, fairer and more accessible model for Shared Ownership. 

 Implementing a new Right to Shared Ownership for tenants of housing associations and 
other private registered providers who live in new grant funded homes for rent. 

 Emphasising through a new National Design Guide the importance of building beautiful and 
well-designed social homes. 

 Introducing a new Affordable Homes Guarantee Scheme. 

 Encouraging local authorities to take advantage of the removal of the borrowing cap to build 
more council homes 
 

Other key measures 
The white paper promises a range of reforms to ensure landlords meet the charter: 

 A reformed Regulator of Social Housing with new reactive and proactive consumer 
regulation.  

 The regulator to inspect organisations with over 1,000 homes at least once every four years 
to review compliance with the consumer standards. 

 A strengthened Housing Ombudsman which allows tenants easier access and speeds up 
complaint resolution, as well as new quarterly webinars for residents on insight reports, 
complaints data, learning points and case studies. 

 A series of key performance indicators (KPIs) that landlords will be required to report 
against, with proposed satisfaction measures on repairs, safety, complaints, engagement 
and neighbourhood management. Landlords will also be required to report on executive pay 
and how they spend their money. 

 A new accountable person for safety, and consumer standards, within each landlord. 
 An expectation that tenants should be able to access key information from their landlord, 

though housing associations will not be subject to Freedom of Information (FOI) requests. 
 An intention to tackle anti-social behaviour by clarifying the roles of different agencies and 

signposting who can support residents. 
 

The measures in the White Paper apply to social housing landlords and residents in England.  
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Board Calendar 2021-22 
All Board meetings are to be held either at the BCT office at 17 Raby Cross or virtually via 

Microsoft Teams. 
 

Month Date Meeting Time 

April 2021 28 BCT Board Workshop 5:30pm – 7pm 

May 2021 

4 Audit & Risk Committee  8am – 9:30am 

19 BCT Board  6pm – 8pm 

27 Customer Scrutiny Committee  6pm – 7:30pm  

June 2021  24 Governance & Remuneration Committee  5pm – 6:30pm 

July 2021 27 Audit and Risk Committee 8am – 9:30am 

August 2021 

11 BCT Board 6pm – 8pm 

19 Customer Scrutiny Committee  6pm – 7:30pm  

September 2021 
22 Annual General Meeting 5pm – 6pm 

22 BCT Board 6pm – 8pm 

October 2021 16 Board Away Day  9am – 4pm 

November 2021 

2 Audit & Risk Committee  8am – 9:30am 

17 BCT Board  6pm – 8pm 

25  Customer Scrutiny Committee 6pm – 7:30pm 

January 2022 27 Governance & Remuneration Committee 5pm – 6:30pm 

February 2022 
1 Audit & Risk Committee 8am – 9:30am 

16 BCT Board  6pm – 8pm 

March 2022 
3 Customer Scrutiny Committee 6pm – 7:30pm 

30 BCT Board  6pm – 8pm 
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Board 1 December 2020 

 
Title:  Operational and Financial Performance Quarter 2 Report 2020/21 
 
Report By: Philip Pollard, Director of Operations 
 
FOR INFORMATION  
 

Business Implications 

Risk Performance reporting against Key Performance Indicators (KPIs) allows 
Board to evaluate any potential risks to the Business Plan targets not being 
met. Where satisfactory performance is not being achieved, mitigations are 
outlined to ensure performance improvement.    

Financial and Value for Money KPIs and the monitoring of Service Level Agreements (SLAs) is contained 
within the scorecard. Where performance is not satisfactory, mitigations are 
outlined to ensure that cost, quality and customer satisfaction targets are 
achieved and that BCT continue to achieve Value for Money (VFM).  

People/Consultation By working with our tenants through Customer Care Visits and the Tenant 
Engagement Framework BCT can establish customer priorities whilst also 
maintaining open communication channels.  

Equality and Diversity Byker has a very diverse community and by engaging with all residents 
through various methods we are able to reach people whose characteristics 
are detailed in the Equality Act.    

Environment Implications The failure to meet Business Plan targets, particularly income collection and 

repairs and maintenance spend, could impact adversely upon the Investment 

Plan Budget.  

Contractor Implications The performance of contractors is closely monitored through SLAs by the 
Senior Management Team to ensure that performance is achieved.  

 

 
1. 
 

 

Executive Summary  
 

1.1 This report is a quarterly agenda item providing the Board with an overview of BCT’s 
operational and financial performance against a number of key performance indicators, 
including: 

 Income Collection 

 Empty Homes 

 Responsive Repairs 

 Satisfaction and Demand 

 Income and Expenditure 

 Financial Indicators 
 

1.2 BCT Board have set a number of challenging targets with the aim of meeting the median 
level of benchmarked performance, against a peer group with similar attributes to BCT, 
by 2020.  
 

1.3 Board should note that some performance indicators, particularly the income collection 
target, have fallen below the required performance level during the first two quarters of 
2020/21, as a result of the impact of Covid-19, however the rate is showing constant signs 
of improvement and BCT are on track to achieve Business Plan targets by the end of the 
year.  
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1.4 Appendix Documents 
 
 
 
 

 

Appendix A Operational and Financial Performance Scorecard 

Appendix B    Income Collection and Payment Methods 
 

2. Recommendations  
 

2.1 The Board is recommended to note and discuss the contents of the report. 
 

3. Synopsis 
 

3.1 This report covers the BCT Operational and Financial Performance Scorecard (OFPS) 
(Appendix A) for Quarter 2 of 2020/21.  
 

3.2 BCT’s HouseMark benchmarking peer group includes 12 housing associations with 
similarities to BCT and was established in 2018. The same peer group remains relevant 
and has been used for 2020/21.  
 

3.3 Where possible, the OFPS identifies median levels of peer performance, using 
HouseMark benchmarking guidelines, against all indictors in line with the BCT Board 
objective of achieving the median level by 2020. 
 

4. Operational and Financial Performance Scorecard 
 

4.1 The OFPS places a focus upon key operational and financial performance indicators 
that are grouped into the following areas: 

 Executive Summary; 

 Rent Collection; 

 Empty Homes; 

 Responsive Repairs; 

 Satisfaction and Demand; 

 Income and Expenditure; and 

 Financial Indicators. 
 

4.2 The OFPS includes a description of how each indicator is calculated, statistical and 
graphical information. In addition there are comments detailing performance as well as 
any identified future actions that will improve or maintain levels of performance. 
 

4.3 A benchmarking exercise has been completed using HouseMark guidelines that is 
reflective of BCT in terms of size and demographics. This will assist Board in monitoring 
performance against the objective of achieving median levels of performance by 2020. 
 

4.4 Board should consider that the HouseMark data that is used for the comparison of 
median levels of performance relates to the Q4 2019/20 information for operational 
measures and 2018/19 information for financial measures. HouseMark data for 2019/20 
covering financial measures should be available from the Autumn 2020.  
 

5. Key Performance Headlines 
 

5.1 
 
 
 

Income Collection for Q2 was 94.32% of the total debit, which is 1.77% below the 
comparative collection rate of 96.09% for Q2 2019/20. The collection rate remains below 
the BCT Business Plan expectations of 96% for the year. The collection rate has 
improved from 93.61% as of the end of Q1. 
 

5.2 
 

Board should note that there was a large reduction in income collection during the 
month of April as a result of Covid-19. Collection rates have stabilised since that period 
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and returned to pre-Covid-19 levels.  Further detail of payment methods for the period 
February 20 – September 20 is attached at Appendix B. 
 

5.3 Due to the suspension of the County Court process, BCT currently have 13 pending 
court and eviction cases. The rent arrears balance of the 13 cases at the point of 
lockdown on 23 March was £38,594. As a result of non-payment and no evictions taking 
place, this balance increased by £15,302 to £53,896 during the quarter. Court action for 
an eviction commenced again in September, however no BCT case had been heard by 
a judge prior to the end of Q2. 
 

5.4 Universal Credit (U/C) roll out continues, with 769 tenants now in receipt, increasing by 
30 cases from 739 at the end of Q1, equating to £689K of arrears as a result. This 
represents an increase of £155k since the start of the year.  
 

5.5 Payment Breakdown Total 

Universal Credit 769 

Housing Benefit 334 (See breakdown)  

HB Full 105  

HB Partial 229 

HB 65+ 234 

 
 

5.6 
 
 

The above table provides a breakdown of how rent is paid to BCT and is based on 
information as of the end of Q2 2020/21. 
 

5.7 Void rent loss for Q2 was 1.6% compared to 1.18% in Q2 of 2019/20. This has reduced 
from 1.72% in Q1.  
 

5.8 Since the re-opening of Tyne and Wear Homes in June, BCT have continued to let 
homes following safe systems of work. There has been a lower level of property 
turnover in comparison to previous year and there continues to be demand for all 
properties BCT have advertised.  
 

5.9 The average re-let time for the year to date as of the end of Q2 stood at 35 days, which 
is an increase on the 2019/20 average of 30.7 days. Performance is outside of the 
agreed target of 30 days. The reason for the increase is due to the closure of Tyne and 
Wear Homes during Q1 and the letting of a number of properties that had been void 
during that period. 
 

5.10 The turnover of properties during Q2 2020/21 was 54 properties, which is below the 
annual target by 18 terminations as of the end of Q2. In 2019/20, there were 69 property 
terminations during the second quarter. Performance is averaging 13.1 terminations per 
month against a target of 15.6.  An analysis of property turnover data shows that 46% of 
turnover related to one-bedroomed properties, 33% to two-bedroom properties and 16% 
for three bedroomed properties.  
 

5.11 The cost of responsive repairs as of Q2 2020/21 was £294,940 against a budget of 
£369,025. There was a total of 2,439 responsive repairs completed against an 
assumption of 3,600, which equated to £121 per responsive repair. Following the 
capitalisation and removal of £12,163 included in the Q2 accounts, the average cost per 
responsive repair was £116. This is above the SLA target of £102.50 per responsive 
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repair and the median target of £106. All activity in Q1 & Q2 has been impacted upon by 
Covid-19 restrictions including some material shortages and safe working practices. 
Other factors affecting the Q2 average responsive repair cost relate to apportionment of 
Q1 labour and van hire costs and expenditure for personal protective equipment not 
charged until Q2 and a rise in the number of non-accesses resulting in abortive time. 
 

5.12 The cost of void works for Q1 & Q2 2020/21 was £302,611 which includes some work in 
progress including work on two omit properties, against a budget of £301,350. There 
was a total of 77 void works completed against an assumption of 123 during the period 
at an average of £3,930. Following the removal of a 2019/20 accrual and capitalisation 
costs totalling £48,433 included in the Q2 accounts, the average cost per void was 
£3,171. This is above the SLA target of £2,460 per void and the median target of 
£2,096. Activity in Q1 & Q2 has been impacted upon by Covid-19 restrictions including 
material shortages and safe working practices affecting the duration of void works and 
reducing productivity time. Other factors affecting the Q2 average void cost relate to 
lower void volumes affecting the fixed resource and a higher proportion of major void 
works.  
 

5.13 BCT budgets are performing well as at the end of Q2, resulting in a surplus of 
£1,487,000 against a predicted budget surplus of £1,025,000. This is £463,000 ahead of 
Business Plan expectations. This is mainly as a result of contingencies for District 
Heating and Due diligence repairs not being required.  See management accounts 
report for more information 
 

5.14 
 

 

Budget performance against the Karbon Solution SLA’s show a year to date expenditure 
at £1,017,000 against an SLA budget of £1,183,000.  Spend has increased significantly 
this quarter as voids and repairs activity has accelerated after lockdown.   
 

5.15 BCT budgets for the year include provisions for the expected impact of Covid-19 on 
repair volumes, rent collection and void rates. 
 

6. 
 
6.1 

Contact Officer  
 
If you have any questions about this report that you would like clarifying before the 
meeting, you can contact Philip Pollard by telephone on 0800 533 5442 or email 
philip.pollard@bykerct.co.uk  
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Executive Summary

Collection Rate Void rent loss (non-occupancy)

Surplus vs. Budget Investment Programme

Executive Team Summary:

Collection Rate
Approximate gap to Median: £714,352

Void rent loss
Approximate gap to Median: £37,158

Budget
BCT operating surplus for the year is £431,000 better than the 
budget set by the Board. 

The budget for 2020-21 incudes amendments to a create 
contingency against adverse operating conditions under 
Covid-19. 

Rents and service charges are running close to budget.   The 
level of tenancy turnover remains very low.

The repairs budget is marginally overspent, but the budget 
was reduced significantly in Q1 for the expected low volumes 
during lockdown.

There are underspends in most of the operating expenditure 
budgets.  Service charge expenditure is below budget - the 
District Heating service is under budget.  Provision has been 
made for a major repair carried out during the summer.

Housing management is on budget.  Savings have been made 
within employee costs, vacancies have been held during the 
lockdown and two members of staff were furloughed on full 
pay.

The bad debt budget has been increased to accommodate a 
potential worsening of rent collection performance resulting 
from the continuing economic conditions.  

The due diligence budget for the year to date of £100,000 
remains unspent to the end of Q2.

Investment Programme
BCT has invested £1,691,000 in major capital repairs in the 
second quarter.  This is  £592,000 more than was expected 
when the budget was revised for lockdown restrictions.   

Excellent progress has been made in the refurbishment of the 
Dunn Terrace section of the Byker Wall.  In Q2 £1,360,00 
investment was made.

Work Package 3 has resumed with £58,000 expenditure in 
Q2, and this level is expected each month going forward.
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Rent Collection

RC1 - Current arrears as a % of debit

Definition:

This is the amount of arrears owed to BCT by current tenants, shown as a 

percentage of all rent due for the year.

HouseMark Calculation:

This is calculated as:

                                    Rent arrears at end of period                                    

(annualised rent and charges for year - cum. rent loss due to empty properties)

                                                       x 100

Comments: There was a increase in rent arrears of £112k during the quarter, based on the position at the end of Q1. Current arrears as a percentage of the debit stood at 10.24% at the end of Q2, 

increasing from 9.4% at the end of Q1. During Q2 there was an increase of 30 tenants in receipt of Universal Credit (U/C) equating to an increase of U/C related arrears of £155k since the start of the 

year. In addition there are 13 pending court and eviction cases that have seen an increase of £15k in arrears balances. 

Future actions: Monthly monitoring meetings are held with Karbon Solutions (KSL) covering the Income Management SLA.  An additional management report has been introduced to monitor UC cases 

which has subsequently been adapted to consider changes in circumstances caused as a result of Covid-19 and is closely monitored to ensure that tenants receive appropriate support.  In addition all 

payment methods are being closely monitored on a weekly basis to observe any Covid-19 related trends. 

Apr May Q1 Jul Aug Q2 Oct Nov Q3 Jan Feb Q4

Median 2.94% 2.94% 2.94% 2.94% 2.94% 2.94% 2.94% 2.94% 2.94% 2.94% 2.94% 2.94%

Median (£) £273,009 £273,014 £273,018 £273,026 £273,040 £273,049

2020-21 (£) £800,281 £845,557 £911,652 £938,656 £968,649 £1,023,464

2020-21 8.51% 9.05% 9.40% 9.72% 10.07% 10.24%

2019-20 8.63% 8.38% 8.64% 8.76% 9.05% 9.13% 9.61% 9.71% 9.61% 8.81% 8.94% 7.98%
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Rent Collection

RC2 - Former tenant arrears

Definition:

This is the amount of money still owed to BCT relating to former tenancies.  

The monthly levels of collection and write off for non-recoverable amounts is also 

shown.

Comments: The Former Tenants Arrears (FTA) total balance has increased during the quarter by £39k with £13,558 in total being collected.  All FTA accounts are at the correct stage of the collection 

process.  The has been £69K written off of FTA during Q2. There were no evictions during Q2 as the County Court process only restarted in September and there is a considerable backlog of cases, 

Future actions: FTA accounts are monitored closely and discussed during monthly monitoring meetings with KSL.  There are 83 active payment arrangements in place which will continue to reduce FTA 

debt. There are 13 cases with rent arrears that are pending eviction or court action that equates to £53k of arrears which could impact upon FTA in the future.  

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

2020-21 £293,697 £293,217 £295,063 £318,675 £294,160 £265,932

2019-20 £293,442 £273,601 £296,842 £303,925 £309,376 £335,281 £345,465 £331,686 £335,161 £342,988 £341,608 £292,573

Written Off £0 £0 £0 £36,705 £32,368 £0

Collected £2,659 £3,382 £5,412 £5,834 £4,275 £3,449
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Rent Collection

RC3 - Universal Credit analysis

Comments:  There was an increase of 30 tenants who are now in receipt of UC during the quarter, bringing the total to 769.  Of the 358 working age tenants who are still in receipt of Housing Benefit, 105 

receive full HB which would indicate that BCT are well over two thirds of the way through the UC transition. The Tenancy Sustainment and Welfare Reform Team have obtained £135k in additional income 

for tenants during Q2.  It should be noted that HouseMark has  predicted that across the sector it will take between 3 and 5 years for collection rates to even out above 100% due to the impact of UC.

Future actions: BCT have been actively engaging with tenants during the lockdown period to offer advice and support concerning welfare benefits and universal credit. This approach will continue 

moving forwards. Pre-tenancy support continues to be offered to all BCT tenants where a financial risk is identified.  BCT continues to have access to the DWP Landlord Portal which allows support to be 

provided to tenants making UC claims.  BCT promotes the work of the Tenancy Sustainment and Welfare Reform Team through publications and social media channels.

Definition:

This is a breakdown of arrears of BCT tenants that are in receipt of Universal 

Credit compared with those that pay by other methods and the proportion of 

arrears between the two groups.

There are currently 40% of our tenants now in receipt of Universal Credit, with a 

potential of a further 19% still to be transferred to Universal Credit.  The chart 

below illustrates the proportions:

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

Arrears £548,174 £575,525 £610,454 £642,784 £670,865 £699,502

Tenants on UC 719 723 739 750 756 769

Arrears £252,737 £270,977 £302,225 £297,234 £298,533 £324,841

Tenants Non UC 1095 1088 1086 1070 1059 1057
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Empty Homes 1

EH1 - Average Number of Days to Relet

HouseMark Definition:

This indicator measures the average time (in calendar days) to re-let vacant 

properties during the period benchmarked. It is calculated by dividing the total 

number of days re-let properties were vacant in the period, by the number of re-

lets in the period.

The number of days vacant of a re-let is the number of days between the tenancy 

end date and the tenancy start date. Note that the termination date does not 

count as one day. Hence if a tenancy ends on a Sunday and is let the following 

day, this counts as a 0 day re-let time. Negative re-let times cannot exist.

The table below shows KSL's completion performance by void category against 

Service Level Agreement KPIs (times shown in working days):

Comments: The KPI for survey (2 working days) and repair (17 working days) across minor, routine and major voids totals 19 working days and equates to 27 calendar days. Survey and repair 

performance for Q1 & Q2 was 26.4 calander days, and despite lower volumes of voids, durations have been longer due to KSL implementing COVID-19 safe systems of work .  Overall performance for 

reletting a property during Q1 & Q2 2020-21 averaged 35 calendar days (or approximately 24.9 working days) against the HouseMark median of 34.6 (or approximately 24.7 working days). Void work 

stopped due to COVID-19 on 20 March 2020 and restarted on 22 April 2020 so this period has been excluded from the duration calculations.  Tyne and Wear Homes closed due to COVID-19 and did not 

open until 8 June 2020 preventing any moves. The table above identifies the number of voids by category for Q1 & Q2 2020-21 in working days and illustrates that there are a higher number of major 

voids (38) than routine (6). BCT have monitored, inspected and recorded a sample of 14% voids.  Quality has been good with some minor issues identified for rectification.  

Future actions: High demand voids are being prioritised for turnaround to maximise income and the fixed labour resource is being carefully managed to balance resources between voids and responsive 

repairs. 

A M J J A S O N D J F M YTD

Keys In n/a 0 0.5 0.1 0 1.6 0.7

Survey & Repair n/a 15 25.9 28.7 28.7 27.8 26.4

Ready to Let n/a 2.8 10.3 7 9.1 7.3 8.0

Monthly Average n/a 17.8 36.6 32.7 41.3 36.6 35.0

Void Type Count Average Days Count Average Days Count Average Days Count Average Days

Follow Through (1 day) 0 0 0 0 0 0 0 0

Minor (5 days) 0 0 0 0 0 0 1 10

Routine (10 days) 0 0 0 0 6 11 11 9

Major (20 days) 12 19.8 9 20.0 17 21.8 52 21.2

Structural (33 days) 0 0 0 0 0 0 0 0

Totals 12 19.8 9 20.0 23 21.2 64 19.3

July August September Year to Date
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Empty Homes

EH2 - Turnover of properties

Definition:

This is the number of BCT properties that change hands after a tenancy ends, 

shown as a percentage of all stock owned.

HouseMark Calculation:

                                       Total number of re-let properties          x 100

                                      total number of properties in stock

Comments: There was a total of 79 tenancy terminations as at the end of quarter 2, with 54 terminations during the quarter. The property type with the highest number of terminations was one bedroom 

properties (25) followed by two bedroom (18) and three bedroom (9). A Local Lettings Plan (LLP) remains in place for Shipley Rise, Shipley Walk, Dalton Crescent and Rabygate in order to create more 

sustainable tenancies and address ASB issues that have been overserved in those areas previously. 

Future actions: BCT continue to monitor the Shipley Rise, Shipley Walk, Dalton Crescent and Rabygate arears closely. There is close partnership working in place with Northumbria Police to ensure 

appropriate  property allocations in these areas and timely action is taken in any cases of ASB. BCT and Northumbria Police have also recently placed a focus upon the Raby Street area due to soe youth 

related anti-scoial behaviour and this course of action will continue in Q3. 

A M J J A S O N D J F M

Stock 1779 1779 1779 1778 1778 1777

Terminations 4 8 13 22 19 13

Turnover % 0.22% 0.45% 0.73% 1.24% 1.07% 0.73%

YTD 4 12 25 47 66 79

Cumul. % 0.22% 0.67% 1.41% 2.64% 3.71% 4.45%

Median 0.59% 0.59% 0.59% 0.59% 0.59% 0.59% 0.59% 0.59% 0.59% 0.59% 0.59% 0.59%

Median (Cumul.) 0.59% 1.17% 1.76% 2.34% 2.93% 3.51% 4.10% 4.68% 5.27% 5.85% 6.44% 7.02%
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Empty Homes

EH3 - Cost Per Void Repair

Definition:

This is the average cost of the works carried out to make a property ready for a 

new tenant once the previous tenant moves out.  It is worked out by dividing the 

total amount spent on void repairs completed in a period and dividing the amount 

by the total number of void properties completed during the same period.

May figure has been averaged across two months as no accounts are produced 

in April.

Comments: The average void cost for Q1 & Q2 2020/21 at £3,930 exceeds the HouseMark median benchmark of £2,096 by £1,834 per void and the KPI target of £2,460 by £1,470 per void. Overall 

during Q1 & Q2 the number of major and structural voids exceed routine and minor voids by 472%.  All tenant damage or recharges continue to be recharged and during Q1 & Q2 2020/21 rechargeable 

repairs across voids and responsive repairs was £26,760.  The increase in average cost of void has been distorted by the inclusion of a £10k accrual in Q1 and capitalised costs totalling £48,433, which 

overall reduced the average cost of a void to £3,171. Other factors affecting the increased cost include COVID-19 restrictions impacting on the duration of void works due to implementing of safe systems 

of work and reducing productivity time, delays in sourcing materials, lower void volumes affecting the fixed resource and staff sickness including self-isolation. BCT reviews, records and authorises all 

voids exceeding £3k. 

Future actions: BCT will continue to monitor the costs of voids and notify Board of any impending budget pressures for at the earliest opportunity. BCT's fixed labour resource is being carefully managed 

to balance resources between voids and responsive repairs.

A M J J A S O N D J F M TOTALS

Direct Costs £27,432.00 £27,432.00 £36,678 £53,121 £54,368 £103,580 £302,611

No. Voids Completed 9.5 9.5 6 12 12 28 77

Average Void Cost 20/21 £2,888 £2,888 £6,113 £4,427 £4,531 £3,699 £3,930

Average Void Cost 19/20 £2,365 £2,365 £4,672 £1,467 £2,562 £2,186 £2,209 £2,481 £2,895 £3,295 £3,603 £2,505 £2,563

Target £2,460 £2,460 £2,460 £2,460 £2,460 £2,460 £2,460 £2,460 £2,460 £2,460 £2,460 £2,460 £2,460

Median £2,096 £2,096 £2,096 £2,096 £2,096 £2,096 £2,096 £2,096 £2,096 £2,096 £2,096 £2,096 £2,096
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Responsive Repairs

RR1 - Cost per Repair

*Above table and graph show all financial data for Q1 combined in June as split for accounts was not made for April and May

Definition:

This is the average cost  a responsive repair.  It is calculated by dividing the total 

amount spent on responsive repairs in a period and by the total number of 

repairs completed during the same period.       

May figure has been averaged across two months as no accounts are produced 

in April.

Comments: The average repair cost for Q1 & Q2 2020/21 at £121 is above the HouseMark median benchmark of £120, and above the KPI target of £102.50 by £18.50 per repair. There is £12,163 of 

capitalised work included which reduce the average cost of a repair to £116. The volume of repairs in Q1 & Q2 is £2,439 against the SLA target of £3,600 as due to COVID-19 restrictions only emergency 

and essential repairs were carried out during the Q1 lockdown period, with follow up works and visits completed Q2. The number of responsive repairs steadily started to increase from May 2020 due to 

KSL recommencing the backlog of repairs reported pre COVID-19 in external and communal areas. From 15 June 2020, KSL recommenced completing the backlog of non-essential repairs inside 

customers homes and are forecasting to complete this backlog by December 2020.  Normal activity resumed in Q2 with customers able to report new non-essential repairs from 6 July 2020, although we 

are not yet experiencing our pre-COVID average repair volume of 600 repairs per month, fully utilising the fixed resource. KSL have confirmed other factors affecting the increase in the Q2 average repair 

cost relates to Q1 labour and van hire apportionment costs and expenditure for PPE not included until Q2 and a rise in the number of non accesses resulting in abortive time. All tenant damage or 

recharges continue to be recharged and during Q1 & Q2 2020/21 rechargeable repairs across voids and responsive repairs totals £26,760. BCT has carried out monthly repairs analysis during the period 

and no trends have been identified.  

Future actions: BCT continue to review repair costs to ensure any high value or repetitive works are captured as soon as possible. This is also the subject of monthly meetings with trade operatives to 

capture direct feedback. BCT will closely monitor the costs of responsive repairs and notify Board of any impending budget pressures at the earliest opportunity. The Customer Scruitiny Committee will 

meet in December to continue their review of repair timescale categories after the Governments Covid-19 restrictions are lifted.

A M J J A S O N D J F M TOTALS

Direct Costs n/a n/a £46,316 £74,018 £90,091 £84,515 £294,940

No. Repairs Completed n/a n/a 827 558 479 575 2,439

Average Repair Cost 20/21 n/a n/a £56 £133 £188 £147 £121

Average Repair Cost 19/20 £97 £97 £92 £87 £115 £136 £102 £67 £77 £82 £109 £70 £94

Target £103 £103 £103 £103 £103 £103 £103 £103 £103 £103 £103 £103 £103

Median £120 £120 £120 £120 £120 £120 £120 £120 £120 £120 £120 £120 £120
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Responsive Repairs

RR2 - Number Repairs per Property

Definition:

This is an average of how many repairs have been reported on each of our 

properties.  This is calculated by dividing the number of repairs by the total 

number of properties we own.

Comments: The average number of repairs per property for 2020/21 at 2.2 jobs is below the HouseMark median benchmark of 3.8. Figures include tenants not in for their scheduled appointment of which 

there have been 121 during Q2 2020-21. There are no emerging trends identified from the operative feedback. 

Future actions: BCT continues to monitor repair volumes monthly for any emerging trends that could be included in a planned capital programme. 

A M J J A S O N D J F M

2020-21 1.0 1.6 2.2 3.6 3.1 3.8

2019-20 3.7 3.6 3.8 3.6 3.8 3.0 4.1 3.5 3.5 3.8 3.7 2.9

Median 3.8 3.8 3.8 3.8 3.8 3.8 3.8 3.8 3.8 3.8 3.8 3.8
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Responsive Repairs

RR3 - Days to Complete a Repair

HouseMark Definition:

The number of calendar days taken to complete a repair should be measured 

from the date that the repair was brought to the landlord’s attention by the tenant 

until the date that the repair was complete, as confirmed by the 

contractor/operative.

A responsive repair is an unplanned report of a defect that is the landlord’s 

responsibility to make good. Landlords’ repair responsibilities are set out in the 

Landlord and Tenant Act 1985.

Includes all emergency and standard repairs completed during the period. Does 

not include repairs to empty properties (voids) or any planned cyclical 

maintenance.

Comments: The average number of days to complete a repair in Q1 & Q2 2020/21 at 10.8 working days is above the HouseMark median benchmark of 7.96 days, and above the KPI target of 9 days by 

1.8 days per repair.  Figures include tenants not in for their scheduled appointment of which there were 130 year to date, compared to 25 in the same period 2019/20. Q1 & Q2 activity in April and May 

was impacted by COVID-19 with only emergency or essential being carried out. KSL commenced completing the backlog of non-essential repairs in customers homes from 15 June 2020 and the full 

repair service resumed from  6 July 2020. 

Future actions: The fixed operative resource requires a balance to be achieved between voids and responsive repairs in order to meet KPI and median benchmark performance.  BCT will continue to 

monitor demand and resources across both service areas.

A M J J A S O N D J F M

2 1.6 11.2 11 11.7 16.4

9.7 9.7 9.7 9.7 9.7 9.7 9.7 9.7 9.7 9.7 9.7 9.7
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Satisfaction and Demand

SD1 - Satisfaction with Repairs

 

Definition:

This is data gathered from customer satisfaction surveys of those tenants that 

have had repairs completed within the last quarter.  The HouseMark standard 

defines anything that is rated below 'Fairly Satisfied' is classed as a negative 

response.

Satisfaction surveys are completed by Voluntas, an organisation who are 

independent of both BCT and Karbon.

Comments: Overall the customer satisfaction on the repairs service during Q1 & Q2 2020/21 at 89% exceeds the Housemark median benchmark of 88.3% and is below the KPI target of 93%. Customer 

satisfaction of the repairs service averaged 94% of customers satisfied across 2019/20 and 89% across 2018/19. 

Future actions: All tenants who request a call back are contacted to resolve any outstanding issues or identify areas for service learning, and any outstanding issues are monitored until completion and 

the satisfaction of the tenant. 

Very 

Satisfied

Fairly 

Satisfied

Neither 

Satisfied 

nor 

Dissatisfied

Fairly 

Dissatisfied

Very 

Dissatisfied Total

% 

Satisfied Target Median

April 10 5 0 2 1 18 83% 93% 88.3%

May 28 4 0 0 1 33 97% 93% 88.3%

June 39 7 2 0 0 48 96% 93% 88.3%

July 36 4 4 3 3 50 80% 93% 88.3%

August 38 2 3 3 2 48 83% 93% 88.3%

September 39 8 3 0 1 51 92% 93% 88.3%

TOTAL: 190 30 12 8 8 248 89% 93% 88.3%
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Satisfaction and Demand

SD2 - Terminations reasons

Definition:

Termination reasons are recorded by categories agreed by Tyne and Wear 

Homes and the Abritas Choice Based Lettings (CBL) system is built around 

these categories.

Comments: The main reason for tenancy termination at the end of Q2 was due to medical or health reasons (16).  Neighbour problems or ASB was second highest reason (10) and Property too small the 

third reason (9).  

Future actions: Termination reasons continue to be monitored closely. BCT reviewed the termination process during 2018-19, which brought about a positive reduction in terminations by the end of 

19/20, Additional training was provided to staff and performance continues to be monitored through weekly team and individual meetings which has continued to support a downward trend in property 

terminations. 

A M J J A S O N D J F M

Terminations 4 8 13 22 19 13

Cumulative 4 12 25 47 66 79
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Operational and Financial Performance Report 

Q2 2020-21

Satisfaction and Demand

SD3 - Customer Care Visits

Definition:

Customer Care Visits are keep in touch visits which include a satisfaction survey 

conducted face to face with every BCT tenant.

Comments: Customer Care Visits (CCV) continue to be completed by telephone due to COVID-19 and the latest Government guidance. Over 2000 CCV's have now been completed with 197 customers 

having achieved Valued Customer Status as at the end of Q2. The focus has been placed upon tenancies with an outstanding customer care visit during Q2. 60 customer care visits remain outstanding 

and a targeted approach is being taken by the Neighbourhood Housing Team to complete outstanding visits. .  

Future actions: Customer Care Visits will continue to be completed, with the second phase of visits now underway. Work will continue to address those properties where a successful visit has not been 

completed by the end of the year. Staff will continue to complete telephone CCV's in line with Government COVID-19 guidelines. 

Q1 Q2 Q3 Q4

2017 63 138 51 262

Cumulative 63 201 252 514

2018 237 169 163 180

Cumulative 751 920 1083 1263

2019 231 191 171 145

Cumulative 1494 1685 1856 2001

2020 38 6

Cumulative 2039 2045 2045 2045
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Glossary of Terms

Average Number of days 

to re-let

This is the average time it takes for BCT to complete any works 

and re-let the property to a new tenant after the end of the 

previous tenancy.

Benchmark

Standard, or a set of standards, used as a point of reference for 

evaluating performance or level of quality.

Benchmarks in this case are drawn from a selected peer group 

of similar organisations.

Budget

This shows the amount BCT has to spend on its services  

against the amount actually spent.

Collection Rate

This is the amount of rent BCT has collected from current and 

former tenants, shown as a percentage of the rent due.

Cost per Repair

This is the average amount that each repair costs.  It is worked 

out by dividing the total amount spent on repairs in a period and 

divided by the total amount of repairs carried out during the 

same period.

Cost per void repair

This is the average cost of the works carried out to make a 

property ready to let upon the end of a tenancy.  It is calculated 

by dividing the total amount spent on void repairs in a period 

and diving the amount by the total number of void properties 

repaired during the same period.

Current Arrears as % of 

Debit

This is the amount of arrears owed to BCT by current tenants, 

shown as a percentage of all rent due.

Days to complete a 

repair

This is the average number of days it takes for BCT to complete 

a repair after it has been reported.  This is calculated out by 

dividing the total number of days taken to complete all repairs 

by the total number of repairs completed.

Former Tenant Arrears

This is the amount of money still owed to BCT by former 

tenants.

Investment Programme

This shows the amount invested by BCT on the upkeep and 

maintenance of its properties and estate.

Median

Divides the range in the middle and has 50 percent of the data 

below it.

Number of repairs per 

property

This is an average of how many repairs have been carried out 

on each of our properties.  This is calculated by dividing the 

number of repairs by the total number of properties we own.

Satisfaction with repairs

This is data gathered from customer satisfaction surveys of 

those tenants that have had repairs completed by us within the 

last month.

Termination Reasons

These are the reasons why people have ended their tenancy 

with BCT.

Turnover of Properties

This is the amount of BCT properties that become empty after a 

tenancy ends, shown as a percentage of all stock owned.

Universal Credit 

Analysis

This is a breakdown of the number of BCT tenants that are in 

receipt of Universal Credit compared with those that pay by 

other methods and the proportion of arrears between the two 

groups.

Void Rent Loss

This is the amount of rent BCT cannot charge because 

properties are unoccupied.  This is shown as a percentage of all 

rent due.
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Appendix B 

Performance Scorecard – Quarter 1 2020/21            

 

Allpay payment method July 2020 August 2020 September 2020 

Direct Debit Transactions 1,883 245,467.91 1,636 218,150.79 1,844 249,381.38 

Host - Allpay Mobile App 33 11,525.98 35 8,877.07 33 9,127.11 

Host - Allpayments (Credit Card) 10 1,201.00 7 677.09 3 587.07 

Host - Allpayments (Debit Card) 137 26,720.53 132 26,838.88 140 28,367.34 

Host - CallPay (Credit Card) 13 1,966.17 10 362.74 11 867.44 

Host - CallPay (Debit Card) 237 63,244.76 213 60,919.89 262 75,915.05 

Host - Recurring Payments (Debit 
Card) 

63 7,323.76 60 8,186.45 54 7,643.38 

PayPoint Transactions 679 45,600.31 696 48,705.95 733 51,602.84 

Post Office Transactions 530 73,299.51 457 63,307.23 514 70,968.88 

Total 3,585 476,349.93 3,246 436,026.09 3,594 494,460.49 
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Performance Scorecard – Quarter 1 2020/21            

 

Allpay payment method Mar-20 Apr-20 May-20 Jun-20 

Direct Debit Transactions 1,829 251,003.16 1,610 216,730.80 1,747 223,572.62 1,818 242,736.63 

Host - Allpay Mobile App 33 7,139.40 24 6,766.86 31 9,755.56 29 8,663.24 

Host - Allpayments (Credit Card) 8 604.78 9 498.52 11 828.55 12 1,250.30 

Host - Allpayments (Debit Card) 119 19,286.90 115 21,889.99 135 26,503.08 137 26,528.35 

Host - CallPay (Credit Card) 5 506.92 7 613.42 7 1,086.92 11 917.44 

Host - CallPay (Debit Card) 215 52,526.32 236 61,533.42 255 67,925.88 247 64,815.12 

Host - Recurring Payments (Debit 
Card) 

67 8,108.48 61 7,850.78 52 7,144.51 65 8,181.50 

PayPoint Transactions 746 48,489.20 664 43,290.78 716 49,317.18 689 47,909.70 

Post Office Transactions 514 59,971.79 471 61,273.11 489 68,489.05 529 68,200.91 

Total 3,536 447,636.95 3,197 420,447.70 3,443 454,623.35 3,537 469,203.20 
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