
 

 

 Phoenix Community Housing  
 

Our Community in Our Hands  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 ôThe Story so farõ  
Facts and Figures Winter 2009  

 

 



Phoenix Community Housing Facts & Figures Winter 2009 

 

2 | P a g e 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Contact:  

 

Jim Ripley, Chief Executive, 

0844 264 2844 

Jim.ripley@phoenixch.org.uk 
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Why are we called Phoenix? 

The Phoenix properties are disproportionately old for ex local authority stock and suffer from 

a historic lack of investment.  The projected expenditure to bring them up to standard over 5 

years was £90 million. This was way over what the income stream under Lewisham would 

support and is why a successful bid was made for £42 million of gap funding from the 

government. 

Residents decided that they wanted neither an Arms Length Management Organisation, nor 

a traditional stock transfer to an existing Housing Association. They wanted an organisation 

accountable to them and led by residents (inspired by the Preston model). With the support 

of Lewisham and the Government they set up a Shadow Board and developed a viable 

Business Plan. Residents campaigned hard for transfer and the ballot took place in 

December 2006. The results were:   

The total number of votes received was 2976 which is 51% of the total number of tenants 

eligible to vote (5889) 

 YES    2023 (67.9%) 

 NO    920 (30.9%) 

 SPOILT   33 (1.1%) 

The new organisation was named ñPhoenixò by residents after a competition to show how 

the organisation would tackle a historic lack of investment and regenerate homes and 

communities. 

The rest of Lewishamôs housing stock is managed by the Arms Length Management 

Organisation (Lewisham Homes) and there have been a number of other stock transfers to 

existing Housing Associations such as Broomleigh, Hyde and L&Q. 
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The First Community Gateway in London 

The Board is made up of 7 residents (currently 6 tenants and 1 leaseholder), 3 Council 

representatives and 5 Independent members. Both the Chair and Vice Chair are tenants.  

The Board is a real strength for Phoenix. We have an excellent record of attendance and 

participation. Monthly meetings are extremely well managed and the Board plays a 

comprehensive role in managing and scrutinising the Association as well as in setting our 

direction, effectively supplemented by the recently established Audit and Human Resources 

(HR) and Remuneration sub-committees. 

The Board members carry out a rigorous appraisal process and self-assessment of their 

effectiveness annually. This along with our rigorous recruitment process for Independent 

members ensures the Board has the skills and talents needed to carry out their job. This is 

reflected in the clear upward trend in the self-assessment results which demonstrate how the 

Board is developing and becoming more effective. 

 

Phoenix Residents Group 

The Phoenix Residents Group (óPRGô) is at the heart of the Community Gateway model.  It 

sits in parallel to the Board. Its role is to monitor and scrutinise performance and recommend 

improvements to service delivery, as well as being the key forum for policy consultation and 

the conduit between the Local Area Panels and the Board. 

For the first 10 months PRG was an open meeting. It was advertised widely so all interested 

residents could attend. Following the first  Annual General Meeting it was formalised and 

now has two delegates from each of the area panels as well as two from the Leaseholdersô 

Forum. All these delegates are elected by their peers and accountable to them. 

The Chair and Vice Chair of PRG sit as observers at the Board meetings and attend all the 

Board away days and training events. 

The PRG had their first residential training weekend in November 2009.  

The relationship between the PRG and the Board is crucial to maintaining the position of 

residents at the heart of Phoenix.  

 

Local Area Panels 

The way in which the Panels have developed since transfer has meant that although 

originally there were twelve Local Area Panels to match the twelve areas identified for the 

Business Plan and the Decent Homes Work, these have now reduced to ten Panels to 

reflect how natural communities identify themselves and assist with community cohesion.    

A typical example of how we have encouraged local ownership of Phoenix is the way we 

introduced the new local signage. Each Local Area Panel has adopted a name and identity 
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and is commissioning  tailor made new signs for their estates. This has involved more time 

and resources than if we had adopted a ñone size fits allò approach but means residents 

have produced a high quality, localised product. 

We have encouraged attendance at our panels; 640 resident attendances were recorded 

from April to November 2009. This is a 6% increase from the previous year. Each Panel has 

a small budget and ideas on how to spend it so far include; 

 Engagement events to encourage attendance at LAPs 

 Play equipment 

 Bowling green for the elderly 

 Benches 

 Increased security measures 

 Better Lighting 

 Gates 

In readiness for April 2010, each panel will now be identifying, via the consultation on the 

Corporate Plan, the local key performance indicators that they will monitor for the year.  

Panels also join together in larger meetings for important consultation exercises for example 

the proposals for the rent and service charge increase for 2010/11. 

 

Resident Impact Assessment 

PPCR  (Public Participation, Consultation and Research) produced a report in October 2008 

entitled ñReviewing the Impact of Resident Involvement at Phoenix Community Housingò. 

They concluded: 

ñIn a very short period of time, PCH has continued to build on the foundations established 

during the development of the Association, on firm Community Gateway principles, to 

provide a robust Resident Involvement Strategy, which can be nurtured and developed to 

provide even greater and more meaningful resident involvement. 

Phoenix are continually reviewing and monitoring what they do and how they do it and 

testing the results against resident satisfaction levels and resident impact on service 

delivery. In our opinion, Phoenix is clearly striving to meet the Housing Corporation, Audit 

Commission and Community Gateway best practice, and has achieved much as a relatively 

new organisation.ò 

Since that report was produced, we have used the findings from that assessment alongside  

additional feedback from our residents to review  our Resident Involvement Statement, and 

develop further the Community Empowerment Strategy.  

At the Phoenix Week in May 2010 we will launch all our new community strategies and 

initiatives. 
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Membership and Shareholders 

As a Membership organisation we are proud that we have over 1300 signed up members. 

We aim to introduce a new scheme building on the Irwell Valley Gold scheme to give our 

Members real benefits and a stake in our performance. 

We have developed an Associate Membership for members of tenantsô households and 

Phoenix staff and 65 had joined by November 2009. 

Our Annual General Meeting allows all our members the opportunity to participate by voting 

on the appointment of Independent Board Members and rule changes.  The annual accounts 

and reports on the work of the Association, including the Community Empowerment Strategy 

are also presented to the AGM.  

65 members attended this yearôs event, which was opened by the Mayor of Lewisham, Sir 

Steve Bullock. They made many valuable contributions and asked a number of questions 

about the work of their Association. 

 

Leaseholder Engagement 

 

We held Leaseholder Forums in April, July and October with more than 60 leaseholders 

attending. Attendees at the October forum also elected two leaseholder representatives to 

the Phoenix Residents Group. 

 

Weôve recruited 14 leaseholders to the Home Ownership Working Group to work directly 

with Phoenix to make improvements to the Home Ownership Service.  Their first successful 

task was to approve the Home Ownership Guide which provides essential information to 

Leaseholders.  This was then issued to all Leaseholders in June 2009.  

 

Weôve introduced sounding boards to discuss essential services.  So far this year the 

sounding boards have discussed the caretaking service, with two more planned for January 

and February 2010 to discuss the Grounds Maintenance service and Access to Phoenix and 

Home Ownership Services. 

 

We have also produced two Leaseholder specific newsletters this year, have introduced 

frequently asked questions to the leaseholders section of the website and improved the 

information provided with the 2008/2009 actual service charges. 

 

 

Our homes 

We have 5,499 tenancies and 831 leaseholders. 

55% are houses, 45% are flats. 

A critical statistic is that 77% of our homes were built before 1940 meaning our stock is 

unusually old for a local authority transfer; only 24% of Watford Community Housingôs (one 
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of the other Community Gateways) stock is pre-war! This has major implications when we 

consider the backlog of repairs and huge need for improvements that we inherited. 

 

Our residents 

The Phoenix area comprises three wards, Bellingham, Downham and Whitefoot. 

Bellingham is one of the 10% most deprived wards in England and Downham is one of the 

20% most deprived.  

Income deprivation is widespread across Lewisham with Evelyn, Downham, Bellingham, 

Whitefoot and New Cross, in that order, having the highest levels of deprivation. 

We are currently carrying out a detailed Customer profiling exercise but based on 1,965 

returns from the 2009 STATUS survey: 

 41% of respondents live on their own 

 29% of respondents have children under 16 years old 

 45% of households contain someone aged 60 years old or over 

 42% of all households are composed of single adults (under and over 60) 

 families with children (one parent or two parent households) represent the second 

largest household type, 26% 

 80% of the return sample describe themselves as White, 15% Black, 2% Mixed, 2% 

Asian and 1% Other ethnic background 

 49% of respondents state that they suffer from long-standing illness, disability or 

infirmity which limits their daily activities or work they can do. 6% have someone in 

their household using a wheelchair. 

Over 100 languages are spoken in our area so we have introduced a translation service to 

assist residents for whom English is not their first language as well as installing Google 

Translate on our website. 

 

Our Staff and the Phoenix Academy 

We have a staff establishment of 150 staff, 79 of whom transferred from Lewisham. 

We are about to restructure our Asset Management and Customer Services directorates and 

therefore would like to retain the flexibility in the very short term that having agency staff 

gives us to amend positions. We are currently revising our recruitment strategy so that post 

restructure, we can hire more effectively and get the right people for our jobs. Our residents 
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are actively involved in recruiting staff and every permanent staff recruitment process has a 

resident on the interview panel. 

In the past two years, we have delivered an effective training program. Since April this year, 

we have recorded 193 staff attendances at training or learning events, either internally or 

externally.  Four staff members have already achieved NVQ level 2 Caretaking and two have 

achieved NVQ Level 2 in Customer Services. Nine staff members are currently completing 

their NVQ in Customer Services Level 2.  Our training programme is wide ranging from 

PRINCE 2 Project Management to Respecting Diversity in the Workplace. We are currently 

developing a bespoke customer care training which will be mandatory for all staff at 

Phoenix.  All our corporate training programmes are open to residents on the Board and the 

Phoenix Residents Group.   

We have a staff suggestion scheme that rewards staff if their ideas are put into practice. This 

has been a popular scheme since its introduction, and has helped staff and the organisation 

put some efficient ideas to work.   

We also believe that everyone who works at Phoenix needs to understand the business; 

which means providing excellent housing services by putting residents first. In order to 

ensure this happens, and people across the business understand how other parts of the 

business achieve this goal, we have encouraged people to use the last Friday of the month 

as óno email daysô.  This means they can use the day to shadow colleagues or sit in a 

different area to gain a perspective on our business from another point of view. We believe 

that this promotes learning for staff and the development of what we call óThe Phoenix Wayô 

of working. 

We encourage staff to recognise their colleagues, and Phoenix Awards are peer nominated 

awards for staff who have gone above and beyond the call of duty and demonstrate the 

Phoenix Standards for excellence in service delivery. 

 

Executive Management Team 

We have restructured the Executive Management Team to meet the needs of our business. 

At transfer there was a Chief Executive, Director of Operations, Director of Resources and 

Director of Community Development and Regeneration. 

In order to strengthen front line services we have deleted the Director of Operations post and 

recruited two excellent new Directors; one for Customer services and one for Asset 

Management. The Management Team also includes the Head of HR and Head of IT & 

Facilities. The new EMT works well because it has the necessary skills to tackle the 

complicated challenges of building a new organisation and developing a workforce focussed 

on providing excellent customer services with appropriate training and resources to excel in 

their jobs. 
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Infrastructure and Offices 

Being a partial stock transfer to a Community Gateway meant we had to set up everything 

from scratch including systems, offices, contracts, finance and staffing. 

Our staff are split between five office locations which has caused major logistical problems 

for IT and telephony links and made communications very challenging.  

Finding new premises to accommodate all our office based staff in one location has been 

time consuming and very difficult due to the lack of offices in the Phoenix area; as a 

Community Gateway it is crucial we are locally based. 

We have finally found excellent local offices for all our office based staff in Bromley (Wren 

Court). We anticipate the move in early 2010 will result in much improved services, 

performance and efficiencies. We will be sharing the new office with Inspace, our repairs 

contractor, which will support partnership working and help to  improve the repairs service 

for our residents. 

The Bromley offices are just outside the Phoenix area and not within Lewishamôs borough 

boundaries so in the longer term we intend to create a purpose-built office in the Phoenix 

area.  We have made good progress on acquiring the derelict Green Man pub which is a 

regional landmark site currently owned by L&Q (London and Quadrant Housing Association). 

We have negotiated a win-win situation for all parties. We have a structurally unsound block 

of 12 flats with a large vacant garage site that we will swap with L&Q for the Green Man. 

This innovative deal will result in at least 44 new homes with fantastic new offices and 

associated community facilities for local people. We are currently working with Training for 

Life on the feasibility of providing a restaurant with substantial training opportunities for local 

people as an integral part of the Green Man project. 

We aim to acquire the Green Man site in April 2010 and open the new building in 2013.  

 

Telephony 

A key vision for Phoenix residents are ñdone in one servicesò.  At transfer we effectively 

offered two call centres; one for repairs and another for the rest of the business.   On the 27th 

April 2009 we combined our two call centres to streamline functions and move towards a 

ódone in oneô call centre.   

 We have worked hard to train call centre staff.  Each member of staff has been issued with 

óCall Centre Operation Guidesô providing essential information to help us develop the call 

centre in line with Industry best practices.  Similarly we have produced a óCodes of Practice 

for Telephone Answering which has gone to all staff. 

Since combining the call centres performance on call answering has improved.  The 

percentage of calls answered within 30 seconds is currently 83% in November 2009.   

Customer satisfaction is high; 90% of all our callers when asked answered either excellent or 

good to the question ówas the call point operator polite and courteousô. 
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With the move to Wren Court has come the opportunity to review the telephony and to 

implement new technology to help us deliver what our Board and residents want. We are 

therefore implementing a new CISCO telephone system with specific call centre technology 

to enable us to manage incoming calls effectively, record and report upon calls to the 

organisation and therefore to plan and deliver improvements based on the data. 

The basic reports we currently produce show that the call centre receives on average about 

6000 calls per month, but the rest of the organisation can receive up to 10000 more. The 

new technology and reporting tools will enable us to accurately report on all calls and identify 

trends or repeat callers. 

As part of the new telephony we are providing a free phone service (0800) and aim to give 

residents the ability to use the technology to automatically request call back at the press of a 

button. 

Moving forward we are looking to improve our service by investing in new IT during 2010/11; 

including contractor operatives in our call centre to enhance ñdone in oneò (expected early 

2010) and by continuing to develop staff through training.  Developing the Customer 

Services function is at the heart of our Phoenix strategy to have as much of the service dealt 

with at this  first point of contact for residents. 

 

IT Infrastructure 

Very much like the telephony, the IT and systems for Phoenix were set up speedily to allow 

the separation from Lewisham and independent operation of the company from the start. 

The IT systems were initially hosted from servers in Southampton, which required a CITRIX 

based environment with all staff connecting remotely. This proved problematic but 

manageable in the short term, and as soon as possible the servers were relocated to the 

John Henry Housing office.  

The network between the various operating offices is variable and therefore causes 

numerous connection problems. This will be addressed when Phoenix is based at Wren 

Court and network connectivity is greatly enhanced. 

The Academy Housing Management system was inherited from Lewisham and set up as a 

subset of the councilôs housing system. Whilst this allowed a swift implementation and 

continuation of working methods for transferring staff, it did not allow time for a proper 

process or data review.  

We have recently commissioned and received a ñHealth Checkò report on the Academy 

system which has identified a clear set of priorities to drive us forward towards the service 

provision and information management we aspire to. The Board have agreed to a broad 

timeline over the next three years for our data, systems and technology to become the 

backbone of the high performing customer focused organisation we aim to be.  
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Money and Resources 

Phoenix has a fully funded 30 year financial plan which includes the expenditure to improve 

our housing properties to the Phoenix standard, as set out in the offer document, and then 

maintaining the properties at the Phoenix standard.  We will have invested over £110 million 

on internal and external improvements and windows and doors from transfer to 2013.  This 

is being funded from our £70 million loan facility with Barclays Bank and £42 million gap 

funding from the Homes and Communities Agency.  We have focused on delivering the 

promises to residents and are not taking risks on new development or other new initiatives.  

The financial plan projects  our peak debt at £60 million and repayment of the loan in 2037 

and  we have a ógreen lightô on viability from the Tenant Services Authority.  

The loan facility with Barclays was negotiated as part of the transfer and we have óforward 

fixesô in place to provide protection against any potential future increases in interest rates.   

At the end of September 2009 we had drawn £15 million from the loan facility and claimed 

over £11 million in grant from the Homes and Communities Agency. 

We have a VAT shelter arrangement in place which means we can recover VAT incurred on 

the improvement expenditure which would otherwise  be an additional cost of over £12 

million to Phoenix.  In accordance with the Transfer Agreement 50% of the VAT shelter 

savings are paid to the Council.   

Rental and service charge income total £25 million.  The average rent is £81.  Our rents are 

lower than other housing associations operating in Lewisham and are also below the target 

rent level set by the  governmentôs rent restructuring framework (average  target rent for 

Phoenix £84).  The financial plan includes convergence of current rents to target level by 

2012.   

The Council ódepooledô some service charges from rent in 2003 but did not review the level 

of charges up to transfer.  We have reviewed our service charges and have had to increase 

some to properly recover the cost of services, in particular, caretaking.  We have 

commenced a process of consultation with residents to consider the introduction of new 

service charges for those services currently being paid for through tenantsô rent.   

 

Income Collection 

We inherited rent arrears at transfer of £1,156,000.   Housing benefit payments moved to 

being made 4 weeks in arrear and initially arrears actions were frustrated by delay in getting 

Phoenix recognised by the courts and our rent arrears increased to nearly £1,995,800 at 31 

March 2009.  System improvements and making visits in the evening and at weekends has 

produced an upward trend in income collection. 

At the end of October, Rent Collection rates had risen to above 100% and current rent 

arrears had reduced to £1,830,413. We are pleased that our partnerships with the Credit 

Union and Citizens Advice Bureau have assisted many of our residents.  

We are now focusing on reducing the Former Tenant Arrears debt. 
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Leaseholder Service charge collection  

We inherited £944,172 of leaseholder arrears at transfer.  Leaseholder service charge 

arrears have reduced to £729,319 at the end of October 2009and there are agreements in 

place to repay a further £258,338 by 31 March 2010. 

 

The Board has agreed financial support arrangements for leaseholdersô contributions 

towards the costs of major works and our Home Ownership team provide debt counselling 

advice to leaseholders. 

Phoenix is licensed under the Consumer Credit Act to be able to provide major works loans 

to leaseholders over a longer period than other landlords. 

 

Decent Homes 

Due to the age of the stock and historic lack of investment there is a lot of work to be done.  

In the consultation period prior to transfer residents were asked how they wanted to prioritise 

works. It was their decision to focus on completing the windows renewals and replacement 

kitchens and bathrooms, heating and rewiring renewals as necessary in Years 1 to 3. This 

meant that the external works and estate remodelling will not take place until after Year 3. 

We are extremely proud of our achievements. We started our Decent Homes programme 

immediately after transfer took place ï we signed contracts with Mulalleys, Lengards and 

Anglian on 3 December 2007 and commenced our first pilots in January 2008. Our 

procurement process was commended in the Housing Corporation Registration report to the 

Registration and Regulation Committee on 13 November 2007. 

To the end of September 2009 we have; 

 Provided 2302 homes with replacement windows and doors with an average 

turnaround time of 2 days and a satisfaction rate of 96%  

 Completed 1727 homes within the internal programme with an average turnaround 

time of 18 days and a satisfaction rate of 98% 

 Brought 331 homes up to the Phoenix standard which exceeds the governmentôs 

Decent Homes standard 

 Spent £28.1 million on the programme, partly funded by £10.7 million of gap funding 

grant. 
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Repairs 

Inspace were appointed as our new repairs and maintenance contractor on the day of 

transfer and took over 33 staff from Lewishamôs Direct Labour Organisation. In our first year 

of operation we were overwhelmed by a much greater demand for catch up repairs and 

higher number of voids than we had anticipated. The budget for the period from transfer to 

31 March 2009 allowed £5 million for responsive and void repairs. In fact we actually spent 

over £7 million.  

We carried out over 17,000 repairs but this and the pent-up demand put extreme pressure 

on our new contractor and our repairs contact staff. 

Our partnership is on target to go to ñopen bookò in  April 2010 and we are on target to be 

within our repairs budget for 2009/10. Our repairs performance is now on an upward trend: 

September 2009 figures 

 Emergency repairs in time  99% 

 Repair Appointments kept  96% 

 Routine Repairs in time  98% 

 Urgent repairs in time   99% 

 

Voids 

At transfer we inherited 50 voids, none of which had had any work started on them. This 

amounted to a backlog of approximately 8 weeks.  This was compounded by the continuous 

level of new voids in the Phoenix stock ï our turnover rate is just under 10% a year which is 

higher than had been expected from figures supplied by Lewisham prior to transfer.   With 

new voids being added to the numbers each week, Inspace and our repairs team couldnôt 

cope and we took a long time to work through the backlog. The high level of voids is in some 

part due to our commitment to helping Lewishamôs homeless strategy by re-housing 

homeless families on a temporary basis. In our first 16 months from transfer in December 

2007 to March 2009 we relet  403 voids via Lewishamôs Choice Based Lettings System. This 

was a significant contribution to Lewishamôs homeless and waiting list demand. 

We are proud that we have significantly reduced the number of voids from a high of 122 in 

January 2008  (2.25%) to 82 (1.48%) September 2009.  This includes 30 long-term voids 

where the properties are structurally unsound.   We are working with Lewisham Council to 

bring these properties back into use through a small disposals programme which will be 

used to fund the structural works required.  Our number of short-term voids in September 

2009 was 52, or 0.94% of our stock.  

We have worked very hard to reduce void turnaround times. Our performance here is 

affected by the poor condition of the properties outlined elsewhere. In 2008/9 we repaired 
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345 void properties at a total cost of around £2 million, an average of around £6,000 per 

property. As Decent Homes works progress we expect the condition of voids to improve 

which will significantly reduce the amount of work we have to do and make them easier to let 

ï itôs amazing the difference a new kitchen and bathroom make! 

Void turnaround times have reduced from an average of 72 days in 2008/9 to 38 days by 

September 2009. The figure for 2008/2009was measured in working days. We are now 

using calendar days to calculate turnaround times, as this is the measure used by other 

RSLs and enables us to benchmark our performance. (To compare the two figures using the 

same measure, our actual reduction in turnaround time is therefore from 72 working days to 

28 working days).   

 To further reduce void periods we have 

 Introduced a óGolden Goodbyeô . This is a payment made to tenants who leave their 

home clean and clear and who do not owe any rent arrears. We have only paid a 

small number of these out as yet. We are trying a number of ways to increase 

awareness of the scheme, including advertising the payment in the community 

newsletter, and tenants who are moving out are visited and the payment explained.  

 Made better use of the notice period 

 Introduced a standard lock system 

 Carried out a complete review of the voids process to identify delays and efficiencies 

 Implemented multiple viewings when a property has been refused once.  

 

Aids & Adaptions 

Our 2008 Status Survey gave a figure of 49% of our residents saying that they or someone 

in their household has a long term illness, health problem or disability.    Although this need 

not necessarily translate into a need for specialist adaptations, we do have a significant 

demand for aids and adaptations across the Phoenix areas. 

 In 2008/9 we spent a total of £280,000 on Aids and Adaptations for residents with special 

needs. In the current year we are up to 195 adaptation works ordered or delivered at a year 

to date value of £270k, with just under half of these being for minor works costing less than 

£500.   

We are currently working to improve our data collection procedures to be in a position to 

report on average and longest waiting times.  We are also developing a meaningful 

customer satisfaction collection process to understand where we can improve the service 

and better understand customer needs associated with the service.    
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Gas Servicing 

In our first full year of operation we carried out a gas service to 98.6% of our properties. Our 

performance had improved to over 99% by November 2009.  A recent move to co-location of 

our in-house and contractor gas teams has gone well and we expect to improve the overall 

quality of our gas servicing and maintenance delivery to our residents by working better and 

more closely with our provider. 

 

Anti Social Behaviour  

A dedicated staff team was created in December 2007 to tackle ASB in the Phoenix Area.  

The team acts as the first point of contact for any resident experiencing ASB or seeking 

advice.   Achievements so far include: 

 Signing  up to the Respect Agenda for Housing Management.  

 Developing  new case categories, with agreed target times, to ensure all cases are 

assessed in terms of their seriousness.  

 Developing  Individual Action Plans, which are shared with complainants and their 

views taken into account. 

 Signing up to MARAC (the Multi Agency Risk Assessment Conference), reducing the 

risk of serious harm in high risk DV cases. 

  Close partnership working with the local Safer Neighbourhoods Team and Anti 

Social Behaviour Action Team. 

 

Our  priorities for 2009/2010 include: 

 Using  Good Neighbourhood Agreements in order that residents influence, monitor and 

review behaviour in their communities in accordance with service standards and 

expected levels of behaviour, which they agree should be adhered by all within their 

communities. All new tenants will be taken through the agreement and will have to sign it 

 Linking  the use of Acceptable Behaviour Agreements and Parenting Agreements 

wherever possible to the provision of support and diversionary activities 

 Utilising and promoting the use of diversionary activities for young people 

 

Caretaking and Estates Management 

Phoenix has worked hard to improve the appearance of our estates since transfer. We 

initially recruited extra temporary staff to bring the blocks up to a decent standard, and 
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carried out a deep clean of all the blocks in the first year, which was the first promise to 

residents that was completed.  We have introduced a number of new initiatives to improve 

the caretaking service, including the use of a mechanised estate sweeper and joint 

inspections with residents.  In addition, all the blocks have had their communal windows 

cleaned for the first time in a number of years. Other improvements are: 

 Improving caretakersô rest rooms and storage areas. We have established a programme, 

and most of these improvements will be completed this financial year.  

 Setting up a contract to remove lumber from the estates. This has kept our estates free 

from rubbish with all bulk items being removed within 24 hours. We have also improved 

the grounds maintenance contract specification, and are working with residents on 

tendering a new contract.  

 We inherited a problem with the remote gardens, some of the sites had gardens which 

have been neglected and were overgrown and unmanageable.  We have now cleared a 

large number of these gardens, and started to put up boundary fences.  

 By the end of March 2010 we will have completed the tree programme set up to deal 

with all Health and Safety concerns with trees on estates.  

 Other initiatives in Estates Management have included a new jetting machine which 

more effectively removes graffiti externally, and a procedure for pest control. This is also 

the team which helps in other areas such as clearing gardens on voids and for 

vulnerable tenants, and they are invaluable for helping out in other areas which do not 

fall under a specific area, such as dealing with dead animals. 

 

Complaints and Compliments 

At the point of transfer we had over 150 outstanding complaints to handle. Over the first two 

years we have received over 1000 complaints and 50 compliments.  

We had in place an adequate complaints policy and procedure and 63 of the above 

complaints proceeded to stage 3. 

We offered all of the residents who take their complaint through to stage 3 an opportunity for 

a face to face interview with the Chief Executive and the Director of CDR and any other 

relevant staff. This has been very much welcomed by residents. 

At the beginning of December 2009 we launched our revised complaints policy and 

procedure. This has 3 stages: 

 Stage 1 ï Complaint is dealt by the Service Manager 

 Stage 2 ï The complaint is dealt with the relevant Director 

 Stage 3 ï The complaint goes to an independent panel drawn from  21 members. 

These members are in the main resident volunteers, although we do have an 

independent member of the board also on the panel. 
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We have analysed our complaints and the majority relate to repairs and the condition of the 

property and reflect the issues when starting a new organisation from scratch. 

The majority of compliments coming in relate to the Decent Homes work that residents have 

received. All compliments are logged and analysed in the same way as complaints. 

 

Satisfaction 

We carried out a full STATUS survey in May 2009. We found that we had achieved 

significant improvements in satisfaction from the previous survey that was carried out prior to 

transfer in 2006. 

In 2006 41% said they were satisfied with the opportunities for participation in management, 

33% had no opinion. 

 

In the 2009 STATUS survey 56% said they are satisfied with the opportunities for 

participation in management, 24% had no opinion. 

Overall satisfaction with services was 57% in 2006 and 72% in the 2009 survey. 

We aim to continue the upward trend in satisfaction in future years.  

Of Leaseholders, who had a separate survey, only 44 % (37% in 2006) expressed 

satisfaction with services so this is an area that we have committed to focus on. 

In order to measure this we will have annual smaller sample STATUS surveys and a full 

STATUS survey every 3 years. 

 

Promises 

Contained in the offer document are 152 promises which we report on a quarterly basis to 

London Borough of Lewisham. Of these; we have to date fulfilled 67 promises. There are 

some promises that we still have to make a start on, and some will be ongoing for a number 

of years. 

We are very proud of the progress against these promises and are confident that we will 

achieve all of the promises over the next 3 to 5 years. 

 

Phoenix Going Green 

We are committed to reducing our carbon footprint and minimising our residentsô fuel bills. In 

2009/10 we are rolling out a programme of cavity wall and loft insulation.  We will receive 

Energy Supplier and Government funding which will cover approximately 75% of the cost of 

the works. Other initiatives include; 
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 Installing low energy lamps (CFLs and fluorescent tubes) throughout all newly let 

properties. To kick this off we have purchased 2,500 CFLs from Homebase at 10p 

each and these will be installed in voids before re-letting by Inspace. 

 Using our newsletter to provide residents with advice on energy efficiency and how to 

reduce costs. Energy efficiency is a regular newsletter item and we will be adding 

energy related information and signposts on our website.  

 Developing an Energy Policy and Fuel Poverty Strategy. We have started a dialogue 

with Southern Gas Networks (SGN) who have just announced a new scheme to 

tackle fuel poverty. SGN are offering to install new gas supplies to all electric 

properties, free of charge or heavily subsidised, where residents are either in certain 

low income areas, are in receipt of specific benefits or are over 60. 

 Launching the Phoenix in Bloom competition in 2010 as well as working with 

residents and local schools to bring back some of our unused allotment sites within 

the Phoenix Area. 

 

 

Partnerships, local employment, trainees and apprenticeships 

Phoenix residents suffer disproportionately from unemployment and economic exclusion. To 

help regenerate our area we are proud that: 

1. 20% of our staff live locally 

2. We have created 4 PATH traineeships 

3. From December 2008 to December 2009 we have offered 28 work placements to 

students from the following schools: 

4. Forest Hill School, Crofton School, Bonus Pastor College, St Mathews Academy, 

Knights Academy, Sedgehill School, Sydenham School , Haberdashers Askes, 

Addey & Standhope, Deptford Green School, Crossways Academy, Northbrook 

School, Connexions (Mayorôs scheme) 

5. We have had three HACT (Housing Associations Charitable Trust Reach-in 

Project) refugee placements with two more joining us in January 2010 

6. We have encouraged our contractors to take on nine apprentices. We also have 

4 PATH trainees.  

7. We have in partnership with Lewisham Council been successful in supporting 

four trainees via the óFuture for Jobsô initiative and we have registered our interest 

in Round Three . 

8. We are active participants on the Local Strategic Partnership sub groups 

9. We have set up an innovative partnership with the Council ós Youth Offending 

Team and Mulalleys employing five Painting and Decorating Apprentices 

10. Our Chair is Chair of Bellingham Interagency Panel 
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11. The Chief Executive is on the Board of a Bellingham Community Project (founded 

out of the City Parochial Charity) that owns the Bellingham Leisure Centre and 

built the Gateway Youth Club 

12. We have developed an innovative Green Man partnership with the Council and 

L&Q that will result in 44 new homes and new offices and community facilities  

13. We are developing one of our disused allotment sites for use as a Community 

Garden in partnership with 2 local schools 

14. We have worked with Lewisham and been awarded Play Builder grants of £250k 

to build a great play area for young people at Shroffold Green with two more to 

follow 

15. We have hosted many important events involving all our partners and greatly 

benefiting our community including: 

Event      Attendance    Date 

 Phoenix Festival    3,500    May 2008 

 Phoenix Festival    4,500    May 2009 

 Phoenix 1st Birthday   150    Dec 2008 

 Phoenix 2nd Birthday & Awards  200    Dec 2009 

 Green Man stakeholder event  100    Feb 2009 

 Lewisham Voluntary Action   50    Oct 2009 

 Phoenix Black History Celebration 85    Oct 2009 

 

Value For Money 

We know our management costs are high. During discussions with the Department for 

Communities and Local Government (CLG) prior to transfer around the Gap Funding, the 

management costs in our Business Plan were agreed as reasonable and realistic for the 

following reasons: 

 The age profile of our stock 

 Backlog of repairs 

 As a partial community based transfer we would have to create everything from 

scratch 

 We would not have the same economies from overheads of scale  that would have 

been achieved if we had transferred to an existing housing association 
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 We did not want to be set up to fail by having insufficient resources to address 

resident expectations and achieve the ambitious promises in our offer document 

 There is an additional cost in our Community Gateway ethos and structure 

The Board and Executive Management Team are committed to making year on year savings 

in our management costs and reinvesting savings in greater investment in our stock or 

providing improved services to residents.    

Our Board agreed our Value for Money strategy in November, which sets out how we will 

achieve efficiency savings and embed value for money in all that we do.  The strategy is 

supported by a value for money action plan, which brings together all the initiatives to 

improve efficiency that are already included in our corporate and service improvement plans. 

We adopted a ózero basedô budget for 2009/10 to thoroughly review our cost base and 

incorporated the budget into the long term financial plan which demonstrated our ability to 

repay the loan from Barclays in accordance with the terms of the loan agreement. 

Key areas where we have improved efficiency are: 

 Combined the two call centre operations (repairs and customer services) into one 

with  a consequent reduction in establishment staff of 3 and improved call 

answering times 

 Increased service charges for caretaking and grounds maintenance (increase 

capped at £3) 

 Improved the speed with which void properties are let. 

 Improved rent collection performance (over 100 % at end October  2009)  

Restructures are planned to achieve savings as well as redeploy resources to areas where 

there are gaps.  We are also reviewing the energy costs, which are managed by Lewisham 

Council on our behalf with a view to setting up Phoenix contracts.  

We have introduced a staff suggestion scheme to engage our staff and Managers in striving 

to become more efficient and effective. This has resulted in some great initiatives such as: 

 Basing House railings.  A caretaker and surveyor suggested we move a large section 

of iron railings from a block due for demolition to a block on the other side of the road 

that had no railings and where the boundary wall was in poor condition. This initiative 

greatly improved the security of the block and its appearance as well as saving us 

about £7k. 

 A member of staff suggested a Phoenix Awards event. We have combined that this 

year with our 2nd birthday celebration and our Christmas party saving us £12,000. 
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Source Material: 

 

 Housing Corporation Registration 2007 

 Phoenix Community Housing: Mazars Annual Valuation May 2009 

 London Borough of  Lewisham Housing Select Report 12 January 2009 

 Annual Reports 

 Financial Statements  

 Tenant Services Authority judgement 

 London Borough of  Lewisham Housing Scrutiny Report 2008 

 Tenant Services Authority Viability Review 2009/10 

 Status Surveys 2006 and 2009 

 Reviewing the Impact of Resident Involvement at Phoenix Community Housing 

PPCR October 2008 

 

 PPCR Options Study Report 2006 (Residentsô Priorities for work to their homes). 
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Phoenix Community Housing January 20 10  
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