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Introduction 

We want to provide you with a high-quality service that meets your needs and is value-for-money. It is 
important for tenants to know what standards of housing services they can expect from us. This report 
informs tenants what the standards are and how we have performed against these standards over the last 
year. 

We are also keen to listen to the ideas and opinions of tenants to provide them with opportunities to 
influence the way we deliver our service. We will listen to what you say and take reasonable action 
wherever we can. 

 
TSA STANDARD – TENANT INVOLVEMENT AND CUSTOMER CARE  

 

FEEDBACK 
Our last Customer Satisfaction Survey was carried out in December 2010. You 
told us that we need to ensure your views are taken into account when making 
any changes to the services we provide. We agree and in future we will seek 
your views in local scheme meetings. 
 

As a result of your feedback, during March 2011 we worked with residents at our supported housing 
service in Seven Sisters to develop a bespoke visitor’s policy. 

Over the summer, ICH staff will visit the general needs housing schemes and will speak to a number of 
residents about areas of improvement (see Maintaining your home section). 

 
A calendar of visits for 2011 is now displayed on the notice boards at the general needs housing schemes. 

 

COMPLAINTS 
During 2010 all frontline staff received training on effective complaints handling. 
 
Between April 10 and March 11 we received 267 complaints, 75% of which were resolved at Stage One 
and 84% were resolved within the timeframes set out in ICH’s complaints procedure.  
 
We will continue to review our complaints handling Policy and Procedure and would welcome your 
involvement in this. If you are interested please contact  Anjna Vaghela ICH’s Quality and Performance 
Officer on 020 7485 8889 
 

TSA STANDARD – ALLOCATING HOMES AND SETTING RENTS 

ALLOCATION OF HOMES 
We are required to let our properties in a fair, transparent and efficient manner. 

Our Supported Housing is accessed through routes agreed with the Local Authority e.g. 
through Camden Hostels Pathway Model. 

Forde House lettings are administered by Camden Choice Based Lettings.  

100% of lettings for Caulfield Court and 25% for Highgate Road are reserved for people who have      
experienced long periods of homelessness. 

Between April 2010 and March 2011, our average letting time was 25 days in comparison to the national 
average which is 29 days. 

NET RENTS are set using the Government’s formula to ensure that like rents are charged for similar sized 

properties.  We have very little discretion over this. 

SERVICE CHARGES are costs which include lighting and cleaning of communal areas and can change 

from year to year. 

PERSONAL CHARGES (where applicable) are the cost of providing, electricity, gas and water for 

individuals’ personal use. 

 

 



TSA STANDARD – MAINTAINING YOUR HOME 

 It is a government pledge that all our homes meet the Decent Homes Standard. 
This means that homes must be warm, weatherproof and have reasonably modern 
facilities. 
 
We are happy for tenants to carry out internal decorations and these are your 
responsibility. (This does not apply to residents in our Hostel accommodation) 
 
 

 Building work has now commenced on Conway House. It is expected that 6 general flats for families 
will be ready in March 2012 and 60 single supported housing units with en-suite facilities will be ready 
in November 2012. 

 Work began on a new lift at St Eugene Court and is expected to be completed in November 2011. 

 We are finalising plans to meet new legislation issued by the Health & Safety Executive where the flues 
of domestic gas boilers are hidden in ceiling voids. A boiler replacement programme has been 
developed with the aim to replace all boilers over 10 years old by the end of 2012. 

 In response to your feedback a new maintenance satisfaction survey has been introduced. 

 We have agreed improved standards with our cleaning contractors and these will be monitored at 
regular site visits.  

Maintenance performance 

Type of work Target 
Completion 

Completion  
2011 

Completion 
2010 

Increase / 
Decrease 

Emergency 
e.g. loss of 
electricity 

24 hours 99.24% 98.9% + 0.34% 

Urgent  
e.g. blocked 
drain or sink 

7 days 98.3% 98.1% + 0.2% 

Routine 
e.g. minor repair 

28 days 98.9% 97.4% +1.5% 

 
 

TSA STANDARD – GOVERNANCE & FINANCIAL VIABILITY 
 
The Board of Management is the governing body of the Irish Centre Housing and are 
responsible for its strategic direction. Senior staff are accountable to the Board of 
Management (there are 8 members) and Board meetings are held 6 times a year. 
 

Focus over the past year has been to develop long term re-investment plans to ensure the 
quality of our accommodation is maintained to a high standard. For the first time, we have 
taken out private finance at competitive rates for the re-development of Conway House 

We account for all our income and expenditure at the end of the financial year and our accounts are 
externally audited. A summary of ICH’s audited accounts shows our financial position remains healthy: 

Income  Rent and SP Grants  £4,600,573 

Expenditure  Running Costs  £4,519,617 
 
Surplus       £    80,956  

 

 

The table (on the 

left) shows how well 

ICH has dealt with 

maintenance 

requests over the 

past year how we 

have maintained and 

exceeded last year’s 

performance. 

 



 
TSA STANDARD – LOOKING AFTER THE NEIGHBOURHOOD. 
 
We recognise that the actions of individuals can sometimes have a  
detrimental impact on the quality of life of others living in the same 
building or in the vicinity.  

All incidents of anti-social behaviour are treated seriously and we 
aim to deal quickly and effectively with all reported cases.  

ICH tackles anti-social behaviour using the following initiatives: 

 All tenants in general needs accommodation are now offered an introductory one year starter tenancy. 
During the year compliance with the terms and conditions of the tenancy agreement is monitored and 
any breaches will result in the tenancy not being renewed. 

 We work very closely with the Safer Neighbourhoods Team and we encourage tenants to report anti-
social behaviour to them using the following contact numbers 

For Dunne Mews and Highgate Rd tenants (020 8721 2695), for Forde House (020 8721 2015) and 
for Caulfield Court (020 8721 2810) 

 Alternatively, if you are experiencing any noise such as a party, on a Friday or Saturday between the 
hours of 10pm and 4am, you can contact Camden Noise Patrol on 020 7974 4444 

 We encourage residents in supported housing services to report anti-social behaviour to a member 
of staff immediately – if you do not report it, we cannot do anything about it 

 

 

TSA STANDARD – VALUE FOR MONEY 

We are working hard to manage our resources to ensure that we are able  
to provide cost-efficient services to you without compromising on quality. 
 
Listed below are projects and initiatives which aim to make best use of our 
resources whilst at the same time meeting your needs. 

 We have reviewed any company that provides us with goods or services and negotiated more 
favourable terms with approved suppliers. 

 We reviewed our use of Agency staff  who in the past have covered staff absence and sickness.  We 
have built up a “bank” of locum staff which has reduced cost because there is no Agency Commission 
charge. 

 We reviewed our cleaning contractors at St Louise hostel and cleaning services are now provided   
more efficiently and for less. 

 We continue to develop and work on a planned maintenance programme so that we don’t wait for 
things to break down before we fix them. 

 We have committed funds to support tenants getting involved in the running of our services as we 
believe that working with tenants to improve services represents good value for money. 

 

 
If you have any comments or queries relating to the Annual Report to Tenants 2011, 

please do not hesitate to contact 
Anjna Vaghela 

at ICH Head Office on 020 7 485 8889 

 

 


