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PRESENT 
 
Committee members: Councillors Daryl Brown, Adam Connell, Alan De'Ath 
(Chair) and Harry Phibbs 
 
Other Councillors:  Councillors Ben Coleman, Sue Fennimore and Lisa Homan 
 
Officers: Steve Barrett (Head of Revenues & Benefits), Craig Bowdery (Scrutiny 
Manager), Richard Buckley (Head of Corporate Safety & Residential Operations), 
John D’Souza (Mitie), Mike England (Director for Housing Options Skills & 
Economic Development), John Francis (Procurement Consultant), Steven Kirrage 
(Director for Asset Management & Property Services), Alan Parry (Procurement 
Consultant) and Michael White (Principal Development Manager).  
 

 
56. APOLOGIES FOR ABSENCE  

 
Apologies for absence were received from Cllr Ivimy.  
 
 

57. DECLARATIONS OF INTEREST  
 
There were no declarations of interest.  
 
 

58. MINUTES  
 
RESOLVED –  
That the minutes of the meeting held on 14th April 2015 be approved as a 
correct record and signed by the Chair.  
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59. PROGRESS REVIEW OF THE ISSUES ADDRESSED BY THE PAC SINCE 
ITS FORMATION  
 
At the Committee’s previous meeting, it received updates on the items it had 
considered during its first year. Due to time constraints not all items were 
reviewed and so the Committee received a report on the remaining issues.  
 
Procurement 
 
The Committee noted that the Taskforce on Social Value Procurement had 
been established and its final report and recommendations were included 
later in the agenda.  
 
Resident housing inspection programme 
 
A representative from a Housing Representative Forum informed the 
Committee that the training had been delivered. The policy had been changed 
and a new format for inspections would be used from the second quarter of 
2015/16. The Forums had not yet received the finalised new procedures and 
officers undertook to investigate. Residents also explained that the training 
had not been what they were expecting and was more of a workshop to 
discuss developing new forms and practises. It was suggested that further 
training was now needed. The Chair invited residents to send further details 
on what they thought the training should include and Cllr Homan agreed to 
follow-up the issue.  

Action: Steven Kirrage and Cllr Homan  
 
Street properties and gap sites 
 
Cllr Homan reported that she had proposed some individuals to represent 
those blocks of flats not classified as part of an estate. However one of the 
key representatives had recently been unwell so progress had been delayed. 
She agreed to update the Committee at a future meeting.  

Action: Cllr Homan 
 
Measurement of Mitie and Pinnacle  
 
Officers reported that a focus group with the Housing Representative Forums 
would be taking place on 10th June 2015. The group will be considering new 
Key Performance Indicators (KPIs), with the first session likely to focus on 
measuring repairs and customer satisfaction. Seven members of the 
community were currently confirmed as attending. Officers also explained that 
there would be a representative from Savills in attendance to facilitate the 
sessions and to give examples of good and bad practise from elsewhere. It 
was also confirmed that the KPIs for the preceding year were now available.  
 
Members noted the length of time it took for the Mitie contract to be made 
available online and asked why this was. It was reported that before being 
made publicly available, the contract had to be redacted in parts to remove 
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commercially sensitive information. There was also an ongoing dispute with 
the previous contractor which meant that the Council needed to be especially 
careful what data was released. Members of the public were invited to review 
the contract and its accompanying easier-to-follow Executive Summary and to 
challenge its contents.  
 
Mitie’s communication with residents  
 
Officers from Mitie described how effective communication with residents was 
always a challenge given the Borough’s diverse population and Mitie being a 
large organisation. They reported that resident communication was improving 
but acknowledged that it was not yet at a standard they wished it to be. Two 
new full time employees had been recruited to improve face to face 
interactions at the housing offices and a further employee would be added 
solely to attend resident meetings and forums. It was intended that resident 
representatives would be involved in the recruitment process for this position.  
 
Some of the residents present agreed that improvement had been apparent 
and that the organisation was moving in the right direction. However other 
residents present felt communication was deteriorating with many employees 
not being sufficiently fluent English speakers. Officers from Mitie undertook to 
investigate any specific issues of poor service. They also described how 
when the service transferred to Mitie, they inherited many staff. Those who 
had not been able to deliver a high quality service had been replaced and 
there was substantial investment in building staff capacity and quality. Mitie’s 
was committed to developing and improving its staff, and so any instances of 
poor service needed to be reported so that they could be addressed. There 
was a range of customer service training delivered to staff focussing on things 
such as tone of voice and members of the Committee requested further 
details on this.  
 
A resident described her frustration at trying to report a relatively minor 
complaint by phone and how she had been passed between Mitie, Pinnacle 
and the Council with operators apparently unwilling to resolve her issue. 
Members agreed that such service was not acceptable and argued that it 
should not be the responsibility of a resident to know which organisation was 
responsible for what task. Officers recognised this and explained that they 
were aware of the overly complicated current system. Work was underway to 
redesign the service to ensure it meets the residents’ needs first and provide 
a more seamless provision. Cllr Coleman reported that as the new Cabinet 
Member for Commercial Revenue & Resident Satisfaction, ensuring the 
Council and contractors communicated better and provided a single point of 
contact for residents would be a key priority. It would also be important to 
develop a system that logged complaints properly so that the data could be 
used to improve services.  
 
Tenancy Allocation 
 
Cllr Homan reported that the Housing Strategy had been agreed in May. 
Policies on tenancy allocations were based on the Housing Strategy so now 
that this had been agreed, work on allocations could progress. It was agreed 
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that the Committee would receive a full report on allocations at its next 
meeting as part of the public consultation.  
 
Private rented housing  
 
Cllr Homan highlighted that privately rented housing accounted for a third of 
all properties in the Borough and that this was increasing. To ensure 
residents were not mistreated, the Council had been developing licensing 
restrictions for bad landlords. Officers also reported that the Council had been 
taking action against rogue landlords with some significant prosecutions 
leading to £20,000 fines. The Council had also introduced a redress scheme 
whereby agents signed up to comply by the Ombudsman, giving tenants 
greater opportunity for redress. Funding had also been secured from the 
Public Health budget to provide a range of improvements for unsafe homes. A 
draft Landlords Charter would have a soft launch in July ahead of a full report 
to Cabinet in October.  
 
Better housing for disabled residents 
 
Officers reported that a new housing register application form had been 
developed and successfully road-tested and was now in use. The Committee 
had commissioned a full report on this topic, which would be provided to the 
July meeting. [Post-meeting note: this item will now be considered at the 
September meeting] 
 
Extension of handyman service to all estates  
 
Officers described that prior to a public consultation on whether to extend the 
service, work to ascertain the precise demand was necessary. The required 
resources and resident expectations were not fully understood and it was not 
yet confirmed that extending the handyman service was the correct solution 
for every estate. This work would be completed by the end of the calendar 
year.  
 
Definition of a decent home 
 
The Committee noted the update in the report.  
 
RESOLVED –  
That the report be noted.  
 
 

60. TASKFORCE ON SOCIAL VALUE PROCUREMENT  
 
The Committee received a report from the Scrutiny Manager presenting the 
final report and recommendations from the Taskforce on Social Value 
Procurement.  
 
Cllr Coleman highlighted the context of the report and explained that in 
2013/14 the Council spent £306million contracting with 3,427 different 
organisations for services, supplies and works. Of this, only £8.6million was 
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spent on local SMEs (Small and Medium Enterprises) and just £2.1million 
with micro-businesses in the Borough. He described that the intent of the 
recommendations was to change the Council’s approach to procurement to 
deliver maximum levels of social value and wider benefit for the community. It 
was not a question of the Council spending more, but spending better.  
 
Noting the recommendation regarding sub-contractors being required to pay 
as promptly as the Council, a resident argued that the Council was not itself a 
prompt payer recently. Cllr Coleman explained that the Council had recently 
moved onto a new payment and accounting platform and that there had been 
significant issues implementing the new system. Cllr Fennimore reported that 
the Leader of the Council was looking at all issues and reviewing the teething 
problems to address the negative impact on service.  
 
A resident asked how the Council countered any efforts from businesses to 
charge higher prices because the public sector was perceived as being soft in 
negotiations. Officers explained that before procuring goods or services, the 
Council went to the open market to understand what the costs should be and 
who the main providers are. For smaller markets one to one discussions are 
held with the providers while a sample of providers was used for more mature 
and established markets. In such conversations the Council makes it clear 
what its desired outcomes are and engages providers to understand their 
commercial drivers. This communication also helps to draw out ways in which 
the Council could make it easier for a provider to deliver a service, which 
further drives down costs. The award criteria for every contract need to be 
publicly stated and value for money demonstrated.  
 
Mr Battle from the Social Value Portal highlighted the work conducted by Lord 
Young on behalf of the Government and his finding that seeking out 
opportunities for social value could have a positive impact of between 10 and 
20%. In effect, this meant that the £306million spent by the Council in 
2013/14 could have achieved up to £360million of local benefit. Mr Battle also 
emphasised the importance of breaking down the barrier between the private 
and public sectors and to build market capacity in partnership. It was also 
important to remember that large, international companies were also capable 
of delivering social value. Mr Battle also suggested that the Council should 
work with other public bodies in the Borough to make the impact of a shared 
social value policy even greater.  
 
Members of the Committee highlighted the challenges faced by smaller 
businesses when they were required to complete a full Pre-Qualifying 
Questionnaire (PQQ) as part of the tendering process. It was suggested by 
some members that the threshold for contracts which required a PQQ should 
be raised and that the PQQ should be streamlined to remove unnecessary 
questions. Cllr Coleman explained that the Taskforce recommendations 
included simplifying the PQQ and removing barriers for smaller firms. 
However it was the view of the Taskforce that raising the threshold on its own 
would be sufficient to help local businesses compete.  
 
It was asked what the vision for Council procurement in three years’ time was 
and Cllr Coleman explained that he hoped that there would be more local 



_____________________________________________________________________________________________________ 
Minutes are subject to confirmation at the next meeting as a correct record of the proceedings and any amendments arising will 
be recorded in the minutes of that subsequent meeting. 

 

people in work with more local firms tendering with the Council. It was also 
hoped that more Council money would be spent with local businesses and 
third sector organisations with a much larger and more developed local 
supply chain. It would also be important to ensure that such work was 
measured and recorded properly to ensure there was quantifiable evidence 
that the policy was delivering the intended results. Shani Lee from the Desta 
Consortium highlighted that if the policy worked well, then the borough would 
also have a thriving voluntary sector, which was in decline elsewhere.  
 
Members discussed the importance of ensuring value for money was 
delivered by all public contracts, and it was asked how the proposed policy 
would reflect this. Officers explained that procurement regulations required 
councils to be extremely transparent on the contract award criteria. As such if 
the published award criteria included social value requirements and was 
sufficiently robust, it would be legal. The Committee was also informed that 
according to the regulations, value for money included the economic 
wellbeing of an area.  
 
RESOLVED –  
That the Final Report of the Taskforce on Social Value Procurement be 
approved and forwarded to the Cabinet for its consideration.  
 
 

61. DRAFT RESPONSE TO THE GOVERNMENT'S BUSINESS RATES 
REVIEW  
 
The Committee received a report from the Scrutiny Manager proposing a 
Council response to the Government’s review of business rates. The 
proposed response was based on the work of the Business Rates Scrutiny 
Task Group which reported its findings in 2014. 
 
Some members proposed that the Council’s approach should focus on the 
existing opportunities that local authorities had to offer reductions to 
businesses. For example in Brent they gave a reduction to businesses paying 
their staff the London Living Wage. Cllr Coleman explained that the aspiration 
for the Council was to increase businesses locally and increase their income. 
Reductions in business rates cost the Council money and diverted funds 
away from supporting more vulnerable residents. He also argued that 
lowering business rates would not increase local footfall for a struggling 
business and so was not addressing wider issues. The Council was therefore 
advocating a more dynamic and entrepreneurial approach with initiatives such 
as vinyl-wrapping empty shops. 
 
Cllr Phibbs requested that research into the impact of business rate reduction 
schemes used elsewhere be considered at a future meeting of the 
Committee.  
 
Members also requested that officers explore strengthening the Council’s 
response to question seven of the consultation to include more detail on 
initiatives that could be supported.  
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RESOLVED –  
That the draft response be agreed and submitted to the Government’s 
consultation.  
 
 

62. DATES OF FUTURE MEETINGS  
 
The dates of future meetings were agreed as follows:  

 Tuesday 7th July 2015 

 Tuesday 8th September 2015  

 Tuesday 3rd November 2015  

 Tuesday 1st December 2015  

 Tuesday 19th January 2016 

 Tuesday 8th March 2016 

 Wednesday 20th April 2016  
 
 

 
Meeting started: 7.00pm 
Meeting ended: 9.17 pm 

 
 

Chairman   

 
 
 
 

Contact officer: Craig Bowdery 
Scrutiny Manager 
Governance and Scrutiny 

 : 020 8756 2278 
 E-mail: craig.bowdery@lbhf.gov.uk  
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