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Summary 
The purpose of this revised strategy is to provide the Board with a comprehensive insight into the current and future activities proposed for the association in respect of the maintenance, repair and improvement of its Property Portfolio.

Whilst a substantive document, it has dual purpose in that it seeks to inform in some depth on a variety of topics central to the requirements of a modern asset management function as well as set out the strategic direction for the next three years and beyond. It is therefore a live document which will be a useful reference point for the business unit.
Split into three sections it refers to Customer, Place and Organisation three core elements that underpin our activities moving forward.

Rooted firmly in the corporate objectives the strategy aims to build upon Hexagons key values of:-

Fostering equality of opportunity and embrace diversity in everything we do

Commitment to ensuring affordability of all our homes and services

Striving to be open and accountable to our customers and partners

Placing the interests of our residents at the heart of what we do

Valuing our staff and committing them to achieving their true potential

With a projected spend of £488m over the next 30 years it is imperative that we have a robust set of policies and procedures to underpin our daily operations whereby we can be confident that we are meeting in full Hexagons agreed definition of asset management:-

“Ensuring our housing stock meets needs and standards and reflects customers aspirations”
This will achieved by an asset management investment mechanism which optimises the decision making process including that of assessing the potential for disposal if any part of our stock is displaying signs of unsustainability. 
Property Services is committed to creating a culture the puts the “Customer at the Heart” of its business activities where high quality and cost effective services are designed in conjunction with our residents who will help shape and influence our forward momentum.

To do this 5 key dimensions of effective customer service will be our guide:-

Access –               The ease and convenience of accessing our service

Reliability –           The ability to perform a service dependably and accurately

Responsiveness – Willingness to help customers and provide a prompt service
Assurance –      The knowledge and courtesy of employees and their ability to convey trust and confidence

Empathy –          The ability to see services from the customers point of view

All this will be achieved within the framework of the HCA’s home standards, whereby people have the opportunity to live in a building that suits their circumstances, adapting it to changing climate whilst helping them in reducing their energy consumption.
In taking our business forward we will continue to strive to meet the changing future needs of our customers and their aspirations by encouraging close working relationships and driving forward an effective procurement strategy that maximises our value for money goals.
Planned re investment is central to maximising our returns on investment and is supported by accurate and detailed stock condition data that enables us to identify yearly programmes over at least a 30 year cycle. This data supports our corporate financial plans and is essential in creating the in depth knowledge required to help inform investment and borrowing decisions.
Moving forward one of the biggest challenges facing Hexagon is providing homes which are energy efficient and affordable showing a clear impact in the reduction of carbon emissions resulting from the UK’s agreement in signing off the Kyoto accord.

A target of 80% reduction in C02 by 2050 has been set with an intermediary 2020 review to assess progress towards it. Housing in the UK provides 27% of the total output and as such we as landlords are expected to lead the way in ensuring that these targets are met on time.

Several activities have been introduced over recent years with a view to raising awareness and preparing the marketplace for a sustained intervention. The Green Deal has been announced and is to be supported by ECO the Energy Company Obligation which is aimed at improving the energy efficiency of properties across the UK where energy assessors will put together a package of improvements to suit individual properties that are paid for out of saving made from energy not used.

Due to be launched in October this year it has been delayed whilst several issues are resolved, Hexagons approach to this is outlined in the strategy and its appendixes but will be further clarified in the coming months with a paper on “Greening the Property Portfolio”.

Having achieved Decent Homes in 2010 month by month components within our properties require replacing and will serve to take us out of this standard unless we are on top of the replacement cycles. Maintaining an effective and live database is absolutely critical to all of our asset management activities. 

This database enables us to review component performances and can bring forward or conversely delay renewal based upon actual condition enabling us to operate on a ‘just in time’ basis. A significant amount of work is underway in auditing and improving the accuracy of the data to ensure we are maximising our resources and focusing on adding value to our portfolio.
Day to day responsive repairs and the refurbishment of properties that become vacant continue to challenge us at a place where we strive to ensure our legal and contractual obligations to our residents are met in full. Delivering the right repair at the right time, first time is core to service activities for all contractors and will be the focus of regular service improvement meetings over the duration of this strategy and beyond.

Our health and safety obligations in respect of gas appliance  testing, water management, electrical testing, fire risk assessments, asbestos management and environmental impacted issues such as subsidence relating to trees and vegetation will be constantly monitored with additional performance indicators providing the reassurance required.
Implicit in all of the Asset Management Strategy is the core requirement to achieve value for money, subjected to regular external audits and internal reviews it is embedded across the entire business. The property services directorate with its substantial budgets recognises the role it has to play and continues to seek out opportunities either through cost reductions, service improvements or through enhanced technology and material performances.

Risk assessments and internal control policies are in place to effectively identify and manage all major areas of risk within the directorate and  recognise elements such as changes in regulation, statutory obligations or changes to building regulations are subject to change and could have a major impact on both strategy and cost. We also recognise that the economic climate causes significant pressures on budgets, contractors and other resources affecting the ability to deliver works.

As with any business there is always the unforseen and this business is perhaps more vulnerable than most with the age of some of our properties and volatile climate conditions conspiring to add substantially to original costs and estimates.
In conclusion, we will strive to add to the awards already won in respect of the Sustainability for Hexagon, in maintaining our existing homes and providing services to residents and service users we are committed to a holistic approach delivering social, environmental and economic benefits
Recommendation
That the board approve this strategy.
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SECTION 1:


EXECUTIVE SUMMARY
1.0
The aim of this strategy is to satisfy Hexagons key objectives to:

· Provide a strategy developed on a common basis that all parts of Hexagon will use.

· Ensure we involve and consult our residents in our business planning process

· Provide a mechanism to ensure ongoing compliance with the Decent Homes Standard and its successors alongside the delivery of our stock investment strategies.

· Ensure satisfactory thermal comfort standards, promote energy efficiency, water efficiency, and contribute to the elimination of fuel poverty.

· Comply with the guiding principles outlined by the HCA.

SECTION 2:


INTRODUCTION

2.0
Hexagon is an operating organisation which owns and manages 
approximately 3800 homes for rent, lease and shared ownership within
South East London
2.1 This Strategy details how Hexagon will manage its property portfolio taking into account its residents’ needs, our specific business requirements and the energy efficiency of our homes
2.2 The Strategy is based upon the Hexagon key values :-

· Fostering equality of opportunity and embrace diversity in everything we do.

· Commitment to ensuring affordability of all our homes and services.

· Striving to be open and accountable to our customers and partners.

· Placing the interests of our residents at the heart of what we do.

· Valuing our staff and are committing to them achieving their true potential.

 

2.3 As a key social housing provider and commercial organisation we have a critical role to play in creating sustainable communities. This is being achieved through developing and delivering high quality, cost effective services within our social housing activity and by actively developing job and training opportunities. We are determined to play our part in the regeneration of our neighbourhoods.

2.4
To achieve our business objectives we are investing heavily in creating new homes and maintaining existing ones to high standards by using our rental income streams, disposal revenues and limited grant funding. 
2.5 This also extends to expanding Hexagons property portfolio through new build and the possibility of acquisitions. The investment obligations of the Business are continuous and including nominal figures for inflation this will be in excess of £55.5m for development in the 2011 – 2015 development round and £488m including inflation (taken from the Base Cost Business Plan June 2012) for repairs, maintenance and improvement of the portfolio over the next 30 years.

Geographical Spread of Hexagons Property Portfolio
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Number of properties across the portfolio by Local Authority

	Properties / Blocks                                   Number of beds 
	 
	 
	 

	 
	
	Bedsit/rooms
	1
	2
	3
	4
	5
	6
	Totals 

	Bexley 
	282
	2
	52
	129
	89
	12
	0
	0
	284

	Bromley
	11
	3
	2
	2
	4
	0
	0
	0
	11

	Croydon 
	142
	0
	9
	84
	44
	5
	0
	0
	142

	Greenwich
	331
	1
	23
	155
	110
	42
	0
	0
	331

	Lambeth
	5
	0
	1
	0
	0
	0
	0
	4
	5

	Lewisham
	965
	30
	373
	333
	143
	74
	8
	4
	965

	Southwark
	1283
	61
	441
	384
	277
	84
	21
	14
	1282

	Sutton
	12
	12
	0
	0
	0
	0
	0
	0
	12

	Swale 
	10
	0
	0
	0
	0
	10
	0
	0
	10

	 
	3041
	109
	901
	1087
	667
	227
	29
	22
	3042


SECTION 3:


HEXAGON ASSET MANAGEMENT POLICIES

3.1
This strategy is aligned with and influenced by policies already encapsulated within the Property Services Directorate:

	Responsive Repairs Policies
	 
	 
	SIP Policies
	 
	 

	Void to Let Policy
	
	
	
	Cyclical Decorations Policy
	 

	Rechargeable Repairs Policy
	
	
	Aids and Adaptations Policy
	 

	Pre & Post Inspection Policy
	
	
	
	
	
	 

	Gas Safety Policy
	
	
	
	
	
	
	 

	Repair Priority Policy
	
	
	
	
	
	
	 

	Wood flooring Policy
	
	
	
	
	
	
	 

	Compensation Policy
	
	
	
	
	
	
	 

	Aids & Adaption’s Policy 
	
	
	
	
	
	 

	E&D Policy Contractors
	
	
	
	
	
	 

	Responsive Repairs Procedures
	 
	SIP Procedures 
	 
	 

	Voids Procedure
	
	
	
	Stock Condition Survey Procedure

	System Review Procedure
	
	
	Section 20 Consultation Procedure

	SOR Contractors Void Procedure
	
	Lifespan data input Procedure
	 

	Void to SIP Procedure
	
	
	Planned Maintenance Procedure 

	Post inspection Procedure
	
	
	PIV Procedure
	
	 

	Advice & Call Logging on Genero Procedure
	Local Authority Emergency Procedure

	Gas Fitting Procedure
	
	
	Internal Package Procedure 
	 

	Invoice Payment Procedure
	
	
	Fire risk Assessment Procedure
	 

	Outstanding Inspections Procedure
	
	
	
	
	 

	Maintenance Procedure
	
	
	
	
	
	 

	Boiler Replacement Procedure
	
	
	
	
	
	 

	Gas Safety Procedure
	
	
	
	
	
	 

	Gas Invoicing Procedure
	
	
	
	
	
	 

	Disposal Procedure
	
	
	
	
	
	
	 

	Void Variation order procedure
	
	
	
	
	
	 

	Variation Order Procedure
	
	
	
	
	
	 

	Fire Risk Assessment Procedure 
	
	
	
	
	 

	Safety for Co-ops Procedure
	
	
	
	
	
	 

	Responsive Repairs Plans, Standards & Codes
	 
	 
	 
	SIP Plans, Strategies & Codes

	Minimum Letting Standard
	
	
	Contractors code of conduct
	 

	Decent Homes Plan
	
	
	
	Asset Management Strategy
	 

	Contractor code of conduct
	
	
	Procurement strategy
	 

	Service Standards Aids & Adaptations
	
	Maintenance Strategy
	 

	 
	
	
	
	Decent Homes Plan
	
	 

	 
	
	
	
	Asbestos Management Plan
	 

	 
	 
	 
	 
	Service Standards Aids & Adaptations


SECTION 4:


STRATEGIC OBJECTIVES

What is “Asset Management?”

4.1 We manage property assets to support our main business, which is the provision of housing and associated services for our tenants. It is important therefore that our properties are managed and maintained effectively delivering against our core aims, and specifically, the provision of quality homes for our tenants.

4.2 Hexagon agreed standard definition of asset management is:-

“Ensuring our housing stock meets needs and standards and reflects customers aspirations”

4.3 This approach ensures that the business can adapt its strategic objectives  to meet the challenges of a rapidly changing environment. 

4.4
This aims to fully satisfy the Governments approach, where Hexagon will ensure its tenants priorities effectively shape our services involved in determining targets, monitoring our performance and its outcomes.

How is this achieved?

4.5
By developing a strategy where reinvestment is informed by 
an asset management assessment mechanism. This enables more effective investment decision making, including those possibilities of disposal, where any part of our stock is displaying signs of un-sustainability.  This assessment mechanism will enable us to:
· Identify the individual properties most at risk of becoming unsustainable

· Investigate the reasons why

· Develop and appraise options that deliver solutions

4.6
Investment in existing properties will focus on reducing energy consumption which in turn will assist in reducing carbon dioxide emissions, benefitting the environment and meeting Government targets. New properties will aim to achieve Code for sustainable homes level 4 from 1st April 2012 and above there after, up to CSH 6 by April 2016.
4.7
The Corporate plan envisages that our property portfolio will continue to grow through new development and potentially acquisitions but within a planned and strategic manner that reflects our wider corporate objectives and business philosophy. Our development strategy identifies these core routes to the future growth of Hexagon across all tenures.
4.8
Our Strategic objectives as a developer of new stock are to:

· Maintain and grow Hexagon’s development programme within the area

· Build high quality (life-time) homes in the right locations, that people want to live in

· Construct cost effectively, creating long term viable investments

· Improve the energy efficiency and sustainability of the homes we build

· Make a real contribution to improving the quality of life of customers and communities

· Work in partnership with residents and local stakeholders

4.9
Hexagon will continue to develop approximately 70 new homes a year until 2015
4.10
The priority areas for development are our existing local authority areas in Lewisham, Croydon, Southwark, Greenwich and Bexley.

SECTION 5:
CUSTOMER

Customer at the Heart
5.1
Hexagon is fully committed to creating a Customer at the Heart culture within all of its operations, especially its Property Service business activities, where high quality, cost effective services are designed in conjunction with residents remains our paramount goal

5.2 The Customer at the Heart culture will shape the services we provide and will drive our growth and influence them, it is central to, and underpins, our Business Plans. Attaining service excellence is integral to our success and this approach is set out in our Customer at the Heart corporate objective which is based on the following key dimensions of effective customer service.

· Access – The ease and convenience of accessing a service

· Reliability – The ability to perform a service dependably and accurately

· Responsiveness – Willingness to help customers and provide prompt service

· Assurance – The knowledge and courtesy of employees and their ability to convey trust and confidence

· Empathy – The ability to see the services from the customer’s point of view

5.3
All services related to asset management shall be influenced and shaped by residents to ensure they meet their needs and aspirations

5.4
This commitment shall be fully endorsed by all in asset management ensuring staff and suppliers share this ethos, work openly to provide services and place the organisation in the upper quartile of service providers in the region.

5.5
In conducting any work to a home we will ensure that residents are effectively involved and engaged, enabling us and our suppliers to fully understand and meet their particular needs. We will particularly encourage involvement 
and feedback in a range of asset management activities with an aim to achieve exemplary levels of customer satisfaction. 
5.6
This extends to proactively engaging residents in the review, development and publication of stock investment programmes, aiming to meet residents’ needs and aspirations. It is important that residents feel confident their input is valued and acted upon, and they monitor and dictate our performance standards. In addition we will fully consult and involve individual residents included within specific work programmes with an aim to ensure resident satisfaction is high and evidenced by customer feedback.


HCA’s Home Standard

5.7 The HCA’s Home Standard is our principle minimum standard in ensuring all homes we provide or maintain remain warm, weatherproof, have modern facilities and are cost effective to run and continue to meet the Decent Homes Standard. 
5.8 The HCA states that “Good design is an important part of making places successful. This involves giving people the opportunity to live in buildings that suit their circumstances throughout their lifetime. It also means adapting existing buildings to our changing climate and helping residents to reduce their energy consumption and save money”.
5.9 Within Hexagon’s culture of continuous improvement in service provision we  intend to develop further,  with our residents, a revised Hexagon Standard to meet changing future needs and aspirations both for our customers and that of our business.
5.10 The need to generate accurate long term stock condition data supports our desire to further strengthen an effective and efficient Procurement Strategy. Procurement practises and placing greater emphasis on securing long term   contracts and better value for money underpin longer term certainties and economies of scale.

SECTION 6:
PLACE

Planned Re-investment

6.1
In creating homes where our residents wish and can afford to live requires a robust investment plan developed in conjunction with residents.

6.2
Appendix 2 shows the budgetary requirements for 2012/13 including a 3 year budgetary forecast until 2015/16 as part of the 30 year business plan summary. The budgetary forecasts will include all work necessary to continually satisfy decent homes criteria. Any potential additional investment above our current 
commitment to exceed the revised Hexagon standard is not included in the current forecasts.

6.3
The forecasts will be annually reviewed and adjusted to reflect inflationary cost indices to ensure they remain current, as well as including additional funding required to 
meet new legislative or aspirational requirements.

6.4
It will also be an essential requirement to carry out regular financial appraisal and trend analysis to assess where and what expenditure is made against programmed 
expenditure. This will include utilising benchmarking club data to determining if value for money is being achieved and where efficiency savings are being made.
Current position:  

The 30 year projections are, in places, not aligned causing increased financial projections making accurate forecasting unreliable. Changes to component costs are currently inflating projected forward budgetary requirements.  

Link to SWOT :     Quality / quantity of stock data and projections

Action Plan:


Undertake a review of all stock data on the Lifespan System, identify and prioritise any anomalies for rectification, sort out all stock data by March 2015 ensuring 100% confidence on data captured and entered into the system. 100% stock condition survey data, is now validated and managed on a month by month basis driving forward the planned reinvestment activities on 3 yearly cycles.
Energy Efficiency and Affordable Warmth

6.5 One of our biggest challenges is in providing existing homes which are energy efficient and affordable when helping us to reduce carbon emissions to achieve UK national targets. This will be achieved:

· using data obtained from the energy assessment (EPC assessment) surveys due to take place in 2012 / 2015 and linked to the development of satisfactory thermal comfort standards

·  educational programmes of energy efficiency in partnership with our contractors

·  national best practice methodologies and the elimination of fuel poverty through our future planned and investment programmes.

6.6 Committed to working to an environmentally sensitive agenda we will achieve energy efficiency savings by:

· adopting a greater emphasis on improved insulation and reducing heat loss. This being achieved in part by prudent access to grant funding, including exploring the recovery of fuel cost savings made by residents following our investment programmes.

6.7
Wherever possible we will try to use sustainable materials but this may sometimes 
conflict with a preferred technical solution or with resident choices. When this 
occurs we will consider the alternatives available, liaise with residents on their choice but also consider the environmental and sustainable impact when making 
decisions. We will continue to review the environmental impact of all our major building materials. Hexagon’s sustainability strategy will provide the key link to meet these objectives.

6.8 Following the completion of the decent homes activity, standards were  muted to supplement the ‘Decent Homes’ objectives most likely including requirements for environmental sustainability, energy performance of properties and reduction of fuel poverty. Hexagon in developing its own “Standard” and “energy efficiency investment programme” is in a good position to adopt any future standards ensuring the benefit of our residents and their communities.
6.9 Energy efficiency is a key focal activity over the next 3 years and beyond, working with key partners and providers to take advantage of external funding opportunities. Green Deal and ECO options are being finalised through Parliament at the time of writing this strategy and the resulting opportunities and Hexagons Strategic approach will form an additional paper later in the year. To assist further with this key topic please see appendix 4 

Current position: A comprehensive strategy for tackling the fuel poverty / affordable warmth implications will follow on from this asset management strategy taking its lead from the Green Deal, ECO and Renewable Heat Incentive programmes about to be launched. Isolated interventions have already taken place where and when resources have allowed, but these have not yet formed part of a comprehensive strategy. 

Link to SWOT:  Fuel poverty / affordable warmth interventions
Action Plan:  To generate detailed energy performance data from our surveying activities, mapping across our stock energy performances as identified by our involvement with SHIFT and Eco Homes XB. Using this to review our current standard and identify improvements that can enhance stock performance across the piece. First phase of this to be completed by February 2013, with Second phase completed 1 year thereafter.  

Maintaining Decent Homes

6.10
Our commitment to satisfy the Decent Homes Standard (DHS) is well established;
year on year properties will continue to be at risk of failing if our planned investment programmes are not followed through. 
6.11
Hexagon will continue to improve upon its own “Hexagon Standard”, which superseded the DHS in line with resident’s needs and aspirations following consultation.  It will now focus on furthering energy and environmental issues and maintaining the sustainability of our property portfolio.
We will also satisfy other regulatory/legislative requirements i.e. Housing Health and Safety Rating Scheme (HHSRS) to ensure resident’s well-being is proactively maintained.
6.12
We will continue to carry out stock condition surveys to:

· Determine the current condition and costs of repair and improvements

· Determine maintenance and improvement liabilities in budgets and business plans

· Provide data on investment priorities for planned maintenance programmes

· Identify the reinvestment inputs relative to each locality or group of properties when conducting option appraisals

· Calculate the energy efficiency of each property and energy consumption

6.13
To enhance the current data we will be aiming to achieve a 100% EPC/stock survey over the next three years. With on-going validation, stock condition surveys will be carried out to 20% of the portfolio annually to ensure accurate asset data is continually maintained and fully refreshed every 5 years.

6.14
In preparing future survey programmes analysis of responsive repairs, their frequency, alongside void data will be used to assess high priority areas for possible investment. This will assist in ensuring the property remains a viable asset and assist in improving service delivery.

6.15
The stock condition survey identifies the current condition and the remaining life expectancy of each key component, for example, kitchen, bathroom, windows, roof etc for each property. This enables the Asset Database to be developed and maintained from which programmes of planned and cyclical maintenance is compiled ensuring key components are replaced at or around the end of their expected life.
6.16
Standard life cycles are applied to all key components and used to project forward from the next date of renewal (based on condition) to establish budget requirements over a 30 year rolling business plan.

6.17
Maintaining data integrity is absolutely vital to a successful asset management strategy. 

Current position:  Currently we have 6 properties where tenants have refused   improvements to take place. A substantial number of properties have not been physically surveyed since 2006 and several hundred prior to that, giving rise to further concern in relation to accurate Repairs Maintenance and Improvement forecasting

Link to SWOT: 
Not maintaining Decent Homes standard or HHSRS

Action Plan:   Stock data is being updated and audited and will be completed by end November 2012. Stock Condition Surveys are being carried out and 1000 of the most out of date have been targeted be completed by March 2013. A review of the Hexagon Standard will be undertaken in January 2013 once further details emerge from the current activities underway. A new approach to developing our annual core programme will be established and implemented in 2013. A work flow depicting this is to be found in Appendix 5.

Planned, Cyclical and Improvement Programmes

6.18
Policy is to review the condition of key components due for renewal for each year of a rolling programme and to bring forward (or conversely delay) renewal, dependent on actual condition, only renewing such components on a ‘just in time’ basis.

6.19
The key advantages to the business of being able to programme planned maintenance work over a multi-year period enables residents receiving early notification of work planned for their properties. It also enables us to secure long term contracts on terms which reflect long term certainty, economies of scale and therefore Value for Money.

6.20 It is imperative that we actively consult and involve all residents in the decision making processes associated with asset management. This not only includes formulation of programmes but procurement of suitable contractors, suppliers and materials used.
Current position:  

Planned programmes at present are hampered by data projections that are unrealistic, in a recent review nearly 43% of components identified for renewal in the next financial year were between 5 and 10 years ahead of schedule. Improvement plans are further hampered by limited data, gaps within Tree Management, Electrical testing, and energy efficiency upgrades are pertinent examples. 



Link to SWOT: 
Quality / quantity of stock data and projections
Action Plan:   

The updating of the core data combined with the auditing exercise will give a clear picture on nearly half of our properties. By amending our Lifespan automatic calculation process we will remove the uncertainty of work identified as required, giving us a dedicated year for replacement / renewal. This will be in place by March 2013.  


Responsive Maintenance & Void Repairs

6.21
The business will continue to deliver a responsive repairs service to supplement the planned and cyclical maintenance and to ensure our legal and contractual obligations to residents are met in full. By ensuring clear lines of responsibility within the Property Services unit we will deliver the right repair, at the right time, first time.

6.22
Our focus will be to review the volume and processes of these works and to adopt a more systematic approach, securing improved service delivery and cost effectiveness. Our key aims are to ensure that our agreed response targets priorities are met and excellent levels of resident satisfaction achieved with services reflecting the diverse needs of our residents.

6.23
We aim to minimise the volume of responsive repairs through effective planned / cyclical functions. Reviewing this aim is scheduled for the 31 March 2014, with incremental improvements expected up to this deadline. Cyclical maintenance is not subject to any specific ratio due to the nature of work carried out. 

6.24
The aim for our empty properties (voids) is to carry out work quickly to a set standard (defined in the void procedure - Minimum Letable Standard), to maximise rental income and reduce foreseeable responsive repairs in the short term. (Although we will consider undertaking planned maintenance or improvement works at the same time if key components require replacement within the next 2/3 years.

Current position:  

Responsive repairs accounts for £2m of our total annual budget. It generates a significant amount of interest from customers in terms of performance and the impact it has on their homes. Having moved our entire repairs operation (excluding Gas) to one main external contractor we are in a position of moving from a reactive client to that of a pro active one. We undertake circa 10000 repairs per year with an aspiration of securing a max cost of £115 per repair. Void costs and performance continue to be challenging and new requirements identified by our customers are being implemented. New IT systems are being rolled out by both Client and Contractor in an effort to increase compatibility and reliability.

Link to SWOT: 
Detailed responsive repair knowledge and cost implications

Action Plan:
To establish a Management Information System that gives detailed and accurate monthly information, assisting in shaping the service as we move forward. By March 2013, 6 months detailed information will be able to be reviewed, highlighting elements in terms of costs, volumes, effectiveness and sustainability. This info will then be utilised in developing CI targets, for our contractors resulting in added value benefits for our customers.


Disabled Adaptations
6.25
Defined in the Aids and Adaptation policy, we are committed where possible to meet the specific needs of our residents and members of their immediate household who require adaptive support, to ensure where possible they are able to remain within and benefit from a lifetime home.

6.26
The asset database will record properties benefiting from adaptation work, assisting in the re-letting of properties for those needing the benefit of an adapted property. It will also be important to assess the long term sustainability of the property prior to authorising any adaptation work.
6.27 In carrying out adaptation work we will aim to obtain all appropriate DFG funding from the LA to assist in financing the work cost. This will ensure our available budget is benefiting a maximum number of houses each year.
Current position:  

Hexagon has local agreements in place with local councils where any Aids and Adaptation works below £1k are carried out direct by us. Anything over that automatically triggers a Disabled Facility Grant (DFG) application which has to be completed by the tenant, supported by the LA Disability Officer. This is by no means a guarantee for funding and certainly can take between 2 – 8 months plus before we can effect a solution. In 2012 we contacted over 390 residents over the age of 65 to see if they could benefit from minor adaptations to enhance their lifestyle, 96 opportunities were identified and to date 56 such adaptations have taken place.

Link to SWOT: 
Improved services / portfolio; general needs / supported housing

Action Plan:

To further streamline our activities, pulling our surveyor support services together under 1 surveyor, who will be the main contact for all requests and actions, thereby generating internal knowledge across all the stock. This surveyor will also be targeted with opportunities for re cycling equipment and liaising with the Housing department in respect of homes already adapted which are due to become void in an effort to stop unnecessary adaptation reversals.

Estate Improvements

6.28
The business will seek to deliver widespread estate environmental improvements working in partnership with our residents to significantly benefit and enhance the “place” in which they live by building upon the Estate Grading Project activities currently underway.
6.29 The key considerations in any scheme delivery revolve around community buy-in, recommendations and sustainability; the right improvements will depend on the nature of the space and the needs and preferences of the community
Current position:  

This is a very successful element of the strategy, with well established and effective procedures in place. Housing officers undertake monthly visits to monitor standards and quarterly visits with Surveyors to address any physical issues. An Estate Grading Team consisting of 7 residents carry out inspections served at ensuring best possible standards are constantly achieved, grades of Bronze, Silver and Gold act as an audit trail highly visible to residents based upon month on month service delivery.

Link to SWOT: 
Not achieving resident consultation / participation
Action Plan:

To continue to support / learn from the feedback and suggestions made by the residents, and to reflect this in business planning for successive years. To hold at least twice yearly meetings, with estate champions, to review opportunities for enhancements and to undertake visits to sites where specific issues reoccur.

Asbestos Management

6.30
The Control of Asbestos at Work Regulations 2002 introduced a new explicit duty to manage asbestos in non-domestic premises. It applies to all those with a contractual obligation in relation to maintenance and/or repair of premises. Consequently best practice within the social housing sector is dictating that rented domestic properties be treated as ‘non-domestic’ where work is carried out by the landlord. This practice mitigates any future claim from contractors or residents from alleged exposure to asbestos containing materials within the property.

6.31 In an effort to eliminate, or where necessary effectively control the risks associated with asbestos the business will adopt the requirements as defined within the Asbestos Policy by recording the presence and condition of asbestos on an Asbestos Register which will be accessible to all contractors and residents. This will be further developed during 2012/13
Current position:  

At present we have an asbestos register which is accessible to Hexagon staff and via a web portal to our contractors. We have 836 records completed, out of 2178 pre 1991 properties. Currently out of the 836 we are showing 210 properties with 378 occurrences of Asbestos Containing Materials of which we have removed 137 and clearly labelled the remainder. Tenants have been advised on how we are managing this and the remaining 1342 properties will all be surveyed before March 2015

Link to SWOT: 
Not maintaining decent homes of HHSRS
Action Plan:

All asbestos surveys are targeted to be completed by March 2015, any properties with anything above low level will be targeted and specialist removal programmes will be initiated. Care will be taken to inform and advise tenants in a way which is informative and confident reducing the risk of anxiety or stress.

Electrical Testing

6.32
As a landlord, we are required to maintain the electrical systems under our control in a safe condition. Hexagon carries out full electrical safety checks, associated 
improvement works and statutory certification whenever a property becomes vacant and before re-letting. We also will carry out a safety check to Hexagon’s properties on a rolling testing programme of minimum 5 years for houses of multiple occupation and 10 years for everything else. This process will ensure that our stock is maintained to appropriate levels of electrical safety standards, recorded on our stock database, and will facilitate our improvement and renewal programme where upgrading of electrical services is required in our homes.
Current position:  

Hexagon currently undertakes electrical inspections only when a property becomes void, with circa 130 voids per annum this is does not meet industry best practise and has implications for our insurance premiums.

Link to SWOT: 
Improved services / portfolio; general needs / supported housing

Action Plan:

A programme of electrical safety checks will be drawn up to deliver a 5 yearly cycle of activity, this will be linked where possible to our Gas servicing activities to combine efficiency and reduce impact on our tenants. This plan will commence in April 2013


Fire Regulations

6.33
We will continue to maintain a schedule of fire-risk assessments on all appropriate 
stock, in order to meet the Regulatory Reform (Fire Safety) Order legislation that came into force in October 2006. In conjunction with our Health and Safety committee we will continue to monitor our monthly FRA activities, using these to create priorities for our works programme which are recorded and maintained within our stock database. 

Current position:  

Fire risk assessments have been completed for all Hexagons stock. Housing officers and Surveyors are currently engaged in reviewing on a monthly basis those properties due for follow ups this year and will inform Stock Improvement of any anomalies to be revisited. The Stock Improvement Administrator maintains a central register of all FRA’s undertaken and this is updated on a monthly basis. Supported housing have revised some categorisation of properties in terms of vulnerabilities and amendments are nearing completion to the policy documents to reflect this. 

.

Link to SWOT: 
Not maintaining decent homes / HHSRS
Action Plan:

All Fire risk assessment documentation that is collated centrally will be migrated to project management software that will be set up specifically to monitor and drive forward this activity. This is targeted to be fully operational by May 2013

Gas Servicing

6.34 The management and monitoring of all gas servicing and maintenance is carried out in a centralised role. Our contract co-ordinator is responsible for ensuring that all gas appliances are serviced annually, managing the boiler replacement programme, for dealing with any gas emergencies, repairs to appliances and maintaining detailed records on our stock database. They also support other sections of Hexagon in matters relating to gas appliances.
Current position:  

Hexagon has just changed it contractors after 7 years. Cost savings have been made and early indications are that of improvements to the service. We currently have a 10 month servicing cycle, this enables us to ensure we are as close to the 100% compliance targets month on month even allowing for legal interventions. In July and August 2012 we achieved 100% across all of our stock the first time ever.

Link to SWOT: 
Not maintaining decent homes / HHSRS

Action Plan:

Targets have been set for the contractor to achieve 100% constantly from September 2012 onwards; once this has been achieved in April 2013 we will be looking to change the cycle to that of 11 months, saving approximately 300 additional visits per year.

Water Treatment and Testing

6.35 A process of regular inspection, sampling and treatment is in place to identify and manage the risks of Legionnaires’ disease. All at-risk water storage and supply systems have been assessed for long and short term risk and programmes of remedial action are put in place. 
6.36 We appoint specialists to work alongside our Handypersons to carry out a structured testing regime and also provide reactive expertise and action as required. This work includes planned and random testing of water system infrastructures and advice on best practice for the management of water supplies and storage systems. Testing records will also be kept centrally on the stock database.

Current position:  

Our specialist contractor undertakes the majority of this work based upon a service contract which is due for revision next year 2013. Their service is for a mixture of annual and bi annual visits with a call out option as and when required. Handy persons monitor / test temperatures on a monthly basis which also informs and remedial actions. 

Link to SWOT:   Not maintaining decent homes / HHSRS
Action Plan:

We will be changing our contract next year, 2013, to a six monthly activity with one visit being the main control visit with the follow up six month later acting as a mid term safety check. Additional training is being sourced to be given not only to Handy persons but staff to enable them to play a pro active role in water treatment and testing.
Tree Management

6.39 Environmental volatility with extremes in weather conditions necessitates us to take a more pro active stance in respect of preserving the structural integrity of our stock from subsidence and other vegetation related impacts. A tree management plan is being commissioned to assist in our risk mitigation strategy, providing detailed mapping and plans to ensure our knowledge and preventative activities are kept fully focused. This will become part an integral of our cyclical activities.

6.40 Whilst the impact of trees in a structural capacity has implications for the business, the wholesale removal or severe restriction of them within our communities has a negative impact on the environment and therefore its inhabitants.

6.41 The tree management plan will form part of a balanced activity where we will be seeking to enhance the environment whilst not creating potential problems for the future in terms of excessive arboriculture interventions.

Current position:  

At present we do not have a tree management policy or pro active plan in respect of managing such. We have a specialist tree surgeon / arboriculturist who undertake discrete pieces of work and advise us on specific requirements such as pruning, lopping, disease management and removal / replacements.

Link to SWOT: 
Improved services / portfolio; general needs / supported housing

Action Plan:

A dedicated management plan will be commissioned, to identify a rolling plan of action in relation to our tree conservation, management and replacement requirements. This will be completed by March 2013 and included in our 2013 -2014 planned programme
Water conservation
6.37 Water management is increasing in importance with changes in global temperatures, parts of the South East of England are getting less rainfall than in parts of the African Continent. 

6.38 Recent predictions indicate longer drier summers and warmer winters leading to periods of drought followed by periods of flooding, almost feast and famine conditions. 

6.39  Water harvesting, utilising grey water systems and water buts will be utilised if circumstances allow and water saving devices such as Aerated taps, Dual flush toilets and Water meters will be installed wherever possible. 

6.40 A range of educational activities targeted at our customers educating and informing them of lifestyle changes needed to ensure environmental sustainability remains at the forefront of their lifestyle choices.

Current position:  

Integral part of the sustainability strategy whereby new build decisions are shaped by questions in relation to water conservation. Aerated taps are specified as replacements to existing stock and dual flush toilets are standard replacements in refurbishment programmes.

Link to SWOT: 
Sustainability
Action Plan:

Part of the “Greening of the Stock” will incorporate specific targets in relation to water conservation. Discussions with Thames Water have indicated we can benefit from a web based educational tool to assist residents in understanding their water usage and how they can assist in its conservation through small lifestyle changes. Web based tool to be available from March 2013
SECTION 7:



Value for Money

7.1
Modern procurement principles help us to achieve improvements in efficiency and value for money. We are utilising and developing procurement methodologies that 
ensure that the financial resources we have available will stretch as far as possible, so that tenants and leaseholders receive quality repairs and improvements at the 
best possible price, on time, when required and meeting their specific needs. In line with our own strategy, industry reports highlight that the management of assets relies upon:
· Strategic planning

· Partnering principles
· rationalised supplier bases

· professionally qualified staff

· life cycle costing and planning

· continuous improvement

· utilising Hexagon’s procurement opportunities and purchasing power

· procurement clubs that consolidate services and products in order to secure better rates for higher volumes

· focus on efficiency and value for money

7.2
Hexagon’s procurement objective is to provide ‘choice’ to tenants in service provision in conjunction with seeking best value solutions through the provision of clear procurement policies which utilise good practice and innovation, encompassing 
the government’s procurement initiatives and requirements as well as wider industry trends.
Current position:  

Hexagons VFM policy is fully embedded within the business and has been acknowledged by both auditors and external consultants as having prominence amongst staff daily activities. The Property Services Department has made significant strides in achieving substantive savings in the last financial year, based upon focused tendering activities and the use of buying clubs such as the South East Consortium and Fusion 21 to name but two.

Link to SWOT:
 Failure to provided VFM in service procurement

Action Plan:

To build upon the successes of this past year, identifying other contracts that can be improved upon, reviewing our service level agreements and turning our attention to some of the smaller elements where we can make some progress. Planning visits more effectively, amalgamating service visits and creating service days for schemes where repair requests are grouped together for servicing on one day not the subject of several visits per week.

Risk Management

7.3
Within the context of the asset management strategy it is essential that the risk management and internal controls assurance processes are upheld which will enable the business to effectively identify and manage all major risks affecting this area of the business.

7.4
Risks identified include:

· Changes in regulation, statutory obligations or building regulations, and similar external issues, are subject to change and could have a major impact on strategy and cost.
· Economic conditions – significant economic unrest or inflation or deflation causes significant pressures on budgets, contractors and other resources affecting the ability to deliver works.
· Shortage of labour – lack of skilled labour or major construction projects, such as seen during the Olympics, may produce a shortage of labour in some areas or key skills. E.g. Air Condition engineers, water engineers, tree surgeons.

· Unforeseen works – despite continuous improvements in the scope and accuracy of data, unforeseen works sometimes become apparent and require additional funding.
· Budget shortfall – there is a risk that tenders for the work identified in forthcoming programmes will exceed the budget available for the year.

Current position:  

Risk management within the business unit is subject to quarterly reviews and benefits from the new programme of activities undertaken by our auditors. Management are responsible for monitoring their areas and producing action plans with SMART objectives which are captured in cross cutting plans that are reviewed and challenged by the Directors Group

Link to SWOT:   Not maintaining pro actively the Risk Register.        

Action Plan:

As part of developing the Property Services Department the Risk Map will be actively reviewed by all staff at their team meetings and where possible individuals will have the opportunity of being responsible for risk mitigation. Under the supervision of the management team members will be encouraged to take the lead on delivering solutions and maintaining mitigation activities as part of their everyday role.
Sustainability

7.5 Hexagon has a substantial track record on sustainability underpinned by a comprehensive strategy, already winning awards and making it a key core policy activity embedded across the entire business.

7.6 It’s strategy offers a “Golden Thread” throughout the business which is underpinned by the following statement and the objectives directly relating to this Asset management Strategy.

“Hexagon is committed to achieving sustainability in all that we do; in our office premises, employment and business practices; in our core services of building new homes, maintaining our existing homes and providing services to residents and service users. We are committed to a holistic approach to sustainability which balances the achievement of social, environmental and economic benefits.”

7.7
In Building new homes our objective is to achieve and where we can afford to, exceed, the sustainability standards for new homes set by the Homes and Communities Agency and local planning authorities. We will aim to do this using designs and technologies which improve the quality of life for residents and can be easily maintained over the lifetime of the homes. To this end, the Board agreed a Sustainable Development Strategy in March 2010.
7.7 Improving the sustainability of existing homes and having measured the environmental performance of 83% of our existing homes through the use of the Eco Homes (XB) assessment tool, we aim to identify priorities for improvement. We will then implement a realistic plan of action focussed on retro-fitting targeted properties which we can clearly show makes the best use of the resources available, and takes into account our fuel poverty and energy efficiency aspirations and the need to adapt to climate change risks.
7.8 Our ongoing and developing relationship with SHIFT will act as an additional support mechanism for embedding and externally validating this work, utilising this 3rd party data and benchmarking techniques we will be able to ensure we are progressing towards our targets in a rational, measured and objective way.
Current position:  

We are focusing on getting the core baseline data into a position where we can confidently develop a strategic approach to the “greening of our stock”. We are in advanced discussions with several bodies that can assist us with securing the resources to meet our aspirations over a 15 year period. The imminent launch of Green Deal and associated programmes are seen as the foundation on which Hexagon can build it programmes of retro fitting its properties to achieve substantive carbon reductions and reducing their energy consumption.

Link to SWOT:   Fuel poverty / affordable warmth interventions
Action Plan:

In November 2012 we will be producing our draft strategy in relation to “Greening the stock” This will outline in some detail where we currently are as a business in relation to the performance of its stock and identify where we can make some early wins that will assist us in getting tenants on board with lifestyle changes and choices in respect of future energy based impacts on them. Whilst not at this moment in time anticipating becoming a Green Deal provider we will be identifying where Hexagon is best suited to achieve its longer term ambitions within its financial and operational constraints.
Equality and Diversity

7.9
Hexagon has a relatively diverse community. We are committed to eliminating discrimination and harassment in the communities where we work, within our own 
workforce and those of our partners and stakeholders for all our services. Our aim is 
to ensure that our residents and all other stakeholders receive responsive and culturally sensitive services and value diversity in all forms.
7.10
We promote diversity at all levels within the organisation to ensure we maximise the opportunities for participation, inclusion and partnership.

Monitoring and Review

7.11
It will be essential that this strategy is reviewed annually by the Board to ensure that it reflects the Business’ current aims and objectives and amended working practices gained from staff experience and knowledge in using the strategy framework.

7.12
The strategy also contains an Action Plan (appendix 3) to enable Board and Hexagon Directors Group to monitor and review progress. Comments will be made 
against each of the actions/targets identifying the progress made, action to be taken and any proposed changes to the activity or alteration to the target dates. Some actions are already contained within the Corporate Plan but are duplicated within this action plan due to their bearing in satisfying this strategy.
SECTION 8:


PROFILING ASSESSMENT


Introduction

8.1
Within the context of this asset management strategy, reinvestment based on technical assessment derived from the stock condition survey, property/community sustainability and financial affordability will be the primary drivers defining the planned and improvement programmes. It is intended that the following assessment model would not only inform the initial reinvestment programme, by allowing a wider sustainability appraisal of the property portfolio to be carried out, but also a more detailed appraisal of buildings, schemes or tenures displaying indicators of un-sustainability.


Stock Classification

8.2
We will initially classify our existing properties using a RAG or red, amber, green, ‘traffic light’ system, which operates using the criteria shown below, to indicate the overall value of the 
stock to Hexagon. This provides important information when we are considering whether to maintain, improve, remodel or dispose of properties.

8.3
It will be succeeded later in the 2014-2015 year by a more comprehensive Portfolio Scoring Scheme which is currently being scoped, however in the meantime:-

8.4 Properties will be classified into the traffic light system as follows:
· Green
Properties = meeting the aspirations of Hexagon & residents

· Amber
 Properties = areas of concern from one or more of the key criteria

· Red Properties = with an agreed disposal or reinvestment strategy

8.5
To evaluate the value of individual properties and schemes, we will assess them against the following criteria:

Key Criteria

Desirability
8.6 Let ability and demand – measured by percentage turnover and void loss, number of refusals, resident feedback and likely future demand.
8.7 Manageability – whether properties are difficult to manage, have geographical or tenancy problems (including anti-social behaviour, rent arrears, complaints, crime and health problems) and management time spent on them.


Current Financial Performance
8.8 Historic cost against rental stream

8.9 Future long-term cost of properties – based upon stock condition, Decent Homes or other improvement requirements.


Strategic Fit
8.10
The strategic fit of the property – linked to current and future business imperatives and the growth strategy.

8.11
Assessments of individual properties, blocks, schemes or areas would be undertaken against the criteria above. Those failing to meet one or more criteria will be flagged as Amber and will move to a further assessment stage where a full asset appraisal can be carried out

8.12 The full asset appraisal would consider the issues highlighted and evaluate the options available for the future of the property. The options may include all or some of the following:
· Maintain the property

· Improvement to specific areas or whole parts of the property or management requirements

· Refurbishment

· Redevelopment

· Tenure changes

· Disposal – transfer, swap, or sale
8.13 The key aim of the appraisal recommendation is to ensure that the properties meet:
· Hexagon business requirements

· Resident needs & aspirations

· Current & future demand


Location

8.14
The appraisal will also consider the location of the property and its link with Hexagon’s Development Strategy. This will provide additional information to enable a decision on the future of any particular property.

8.15
Our Local Authorities are Lewisham, Croydon, Southwark, Greenwich and Bexley and are the areas where Hexagon is active in developing new properties.


Disposal Strategy
8.16
The four key criteria below show whether our properties are meeting the aspirations of Hexagon, which helps us to decide whether and how we will continue to invest in those schemes. Where appropriate, it may be necessary to consider disposing of properties that do not meet these criteria.

8.17
We would consider disposal in cases where:

· Properties require significant investment to repair or modernise

· Properties do not provide the type or style of accommodation required by our residents, making them difficult to let

· Properties are difficult to manage

· Properties do not form part of the key strategic objectives of the organisation

8.18
When recommending a property for disposal, the following methods are considered in making the appropriate business case:

· Open market sale through auction or agents.

· Stock swap with another RSL

· Existing use sale to RSL

HEXAGON: ASSET MANAGEMENT STRATEGY

SWOT ANALYSIS





Appendix 1
This SWOT analysis resulted from an exercise carried out with the Property Services Team, as part of them considering their role in the wider business and the impacts that their daily activities have on Hexagon as a whole. As a result of their involvement in the revision of the Asset Management Strategy it was considered appropriate to include and use as part of driving the service forward. 
	STRENGTHS
Supportive Board

Repairs Partnering Contractor 

Implementation of Asset management Strategy 

IF Project & software implementation

New Business Partner approach to working- impetus to do things right

Age of stock holding

Staff knowledge of stock

Operating in various business (housing) sectors

Robust financial business planning process
	WEAKNESSES
· Tenant involvement in asset management function

· Understanding of Genero system

· Limited benchmarking of Planned maintenance/responsive outputs

· Short term business plan due to lack of stock data to influence works programme

· Quality/quantity of stock data and projections
· Constrained resources
· VFM in servicing outsourcing
· Service contracts

· Fuel poverty / Affordable warmth interventions
· Detailed responsive repair knowledge and cost implications

	OPPORTUNITIES
Improved services/portfolio; general needs/supported housing

Wider community improvements

Improved Value for Money

Benchmarking

Partnering – Contractor/supplies

Tenant participation/community initiatives

Best value reviews

Efficiency gains/savings through continuous improvement culture


	THREATS
· Not maintaining decent Homes or HHSRS

· Maintaining up-to-date stock data

· Not achieving resident consultation / participation
· Not maintaining the risk register
· Maintaining sufficient resources to administer contracts

· Increased construction costs

· Failure to prove value for money in service procurement

· Inefficient/ ineffective staff

· Asbestos data and management
· Sustainability


Appendix 2

Budgets 2012 / 15

30yr indicative Business Plan Maintenance Costs.

INSERT APPENDIX 3

                                                                                                  Appendix 4

Green Deal Energy and Sustainability intervention

Unveiled in 2010, and promoted with the promise that "every British home will be able to install energy-saving technologies such as insulation at no upfront cost", is set to be formally launched on Monday 1st October 2012.

The Government is stating that Big and small firms will be able to borrow from a central fund and use the money to install energy efficiency measures in homes. The householder gradually pays for the work done via the savings they will see in lower gas and electricity bills. 
In truth it is more complicated than that, significantly more so with a myriad of answers still awaited on the practicalities and potential liabilities especially in the wake of the FIT’s debacle. But as a scheme targeted at making homes more energy efficient and for those who don't have the money available upfront, this scheme is designed to kick start the UK into meeting the commitment to 80% carbon reduction by 2050.

It is important to note that this scheme is targeted directly at consumers who will be able to arrange for a green deal assessor to visit their home to calculate how best the property can be improved. Wall insulation or a new boiler are likely to be the most recommended work, but a host of other measures are also possible under the scheme's terms.
This poses a dilemma for organizations such as ours where for the first time the control of what happens to our stock can effectively be out of our hands.
Once a home improvement plan in place, you will have to wait until January 2013 before you can sign up for work to start. The scheme will particularly appeal to those living in rural areas not able to use gas who currently heat their home using oil or LPG. When combined with the government's Renewable Heat Incentive, due next year, householders will be able to replace their heating with a renewable heating system such as ground source heating and spread payments over many years.

Energy-efficiency firms across the UK (though not in Northern Ireland) have been gearing up for the green deal, which they hope will rejuvenate the sector and help bring Britain's traditionally poor housing stock into the 21st century.  Ministers are keen to get the scheme up and running with a good take-up, and backing it with £200m, it looks as though those signing up at the start will see some financial benefits for being an early adopter.

So how does it work in detail? At the heart of the green deal legislation is the "golden rule," which states that estimated savings on bills must always equal or exceed the cost of the work.

If you agree to have work done, the firm that installs the measures informs your electricity supplier about your green deal "plan" so that your payments for the work can start to be collected through your electricity bills. Your energy supplier then writes to you confirming the details.

The Department of Energy and Climate Change (DECC) says it particularly wants to encourage the take-up of solid wall insulation and "hard-to-treat" cavity wall insulation, which is often expensive – typically £5,000-£10,000 per home for solid wall insulation. It can take many years to recoup the cost in lower energy bills, but once this type of insulation is installed, it can transform a home's energy efficiency, delivering benefits for decades.

How much you (the consumer) can "borrow" will depend on the identified savings based on the size of your home, the number of occupants and the current size of your bills. Some work, such as double glazing, may require an upfront part-payment. The same may apply to those looking to install an A-rated gas boiler, typically costing £2,500. Householders will be able to use the scheme to pay to install electricity generating solar panels, but won't be able to include the feed-in-tariff payments when calculating the savings, meaning some upfront payments will again be required.

Consumers will initially have an Energy Performance Certificate (EPC) survey carried out which will be used to create their green deal plan. Some companies will charge householders for the survey and plan, while other firms are expected to offer them free as long as you take their package of measures.

DECC says it has put in place a scheme that will let "the market" decide how the deal is offered to consumers. It expects some firms to be able to offer deals on an interest-free basis, while others will charge interest. Currently, it looks as though 7.5% will be a typical rate, but this could change.

DECC says it has set up the scheme in a way that householders will be able to use their local plumber, provided they have been through the accreditation process. It adds that consumers signing up should see a seamless process.
Once again the opportunity for using the local labour force has some concerns for Registered Providers, whilst on one hand it resonates with Hexagon in its pro active stance on generating opportunities for the communities in which it operates, on the other it is not regulated by us and could lead to a multitude of problems that cost us time and money to put right.
What looks certain is that those householders signing up will have to do a lot of shopping around. Different companies will offer different terms, and it will be a case of working out which is best. Those "borrowing" more than £10,000 will be required to get several quotes. Buyers will also want to compare what they are told with the cost of borrowing on the high street. Expect a rash of websites comparing the cost of these offerings.

Green deal borrowers will be able to pay off their "loans" early, but there might be redemption fees, which could be significant if the loan was taken over more than 15 years. Tenants will be able to sign up to the deal, and social housing providers are expected to be big users.

Although much of this area looks set to be dominated by the "big six" energy firms, the government wants the scheme to be available through small plumbing and other energy firms as well. Meanwhile, Ecology building society and the Energy Saving Co-operative have launched what they describe as a "co-operative, community-based alternative" to the green deal that will be available initially in Oxfordshire and the Midlands. They say it is about putting power in the hands of homeowners and small businesses to help them capture the benefits "rather than handing these over to the financial markets and the 'big six'".

DECC says anyone selling green deal products will have to be accredited, and needs to have been through the training process. It hopes this will cut out much of the mis-selling that has blighted the energy and solar markets in particular. Strict standards will be put in place to prevent consumers being ripped off by cowboys, it says. Customers in dispute with providers will have access to an ombudsman service.

Some people will wonder what happens if they move house after signing up. One of the clever bits of the green deal is that the debt remains on the home's electricity account until it is paid off. If you move house, the next owner is expected to take on the repayments, which is fair given that they will be enjoying the benefits. Equally, renters moving into a private property will have to pay for any measurers carried out by previous tenant/landlord.
Again there are a few issue being raised in respect of this in relation to tenants choice when looking to take on a new social housing property, lifestyle issues and levels of payments could pose some challenges for the sector.
The government says anyone who has had work done will still be able to switch gas and electricity supplier – although very small/new suppliers may not accept green deal debts.
Hexagons challenge is to establish a policy in the next few months that will assist us to achieve a degree of comfort for us and our lenders in respect of changes to our housing stock. It also requires us to take a view on how we can effectively control or perhaps ensure that companies operating on our patch are fully accredited and are not chance operators seeking to make gains from tenants who are not fully conversant with their rights in this respect.
                                                                                   Appendix 5
Planned Programme Process

Starting in April 2013 a new approach to delivering our services to the customers is to be rolled out. This is based upon meeting our business aspirations of not only Customer at the Heart, but also customer choice, increasing customer involvement and recognising our impact within the local economy. It is best described in the input to output cascade diagram below:-
 SHAPE  \* MERGEFORMAT 



Starting at the top, knowledge gained through our activities will shape the following years activities.
· Special Projects such as Green Deal, Eco and Energy projects will have an impact on our forward activities and therefore will be pulled into the mix.

· Portfolio mapping scoring activities which will give us greater insights into investment and de-investment options.
· Local offer /  actions will identify our customer specific and area improvement requirements.
· The Asset Management core programme of planned works identifying lifecycle replacements.
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