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.  London Borough of Hammersmith & Fulham 
Finance & Delivery Policy & Accountability Committee 

Open Minutes 
 

Wednesday 13 December 2017 
 

 

 
 

PRESENT 
 
Committee members: Councillors PJ Murphy (Chair), Guy Vincent, Michael Adam, 
Lucy Ivimy and Vivienne Lukey 
 
Co-opted members: Tony Boys, Erik Hohenstein, Chris Littmoden and Judith 
Worthy 
 
Other Councillors:  
Councillor Max Schmid 
Officers: Kim Dero (Interim Chief Executive), Mark Grimley (Director of HR), Emily 
Hill (Head of Corporate Finance), Michael Hainge (Commercial Director), Hitesh 
Jolapara (Strategic Finance Director), Geoff Cowart (Head of Corporate 
Communications), Alistair Ayres (Head of Emergency Planning), Nick Austin 
(Director of Environmental Health),Kathleen Corbett (HCH Director of Finance and 
Resources)  Glendine Shepherd (Head of Housing Solutions), Steve Miley (Director 
of Children’s Services), Lisa Redfern (Director of Adult Social Care),(Matthew Sales 
(Programme Manager) and Charles Francis (Committee Services) 
 

 
1. MINUTES  

 
The minutes of the meeting held on 8 November 2017 were agreed as an 
accurate record. 
 

2. APOLOGIES FOR ABSENCE  
 
There were no apologies for absence. 
 

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

4. H&F COUNCIL'S EMERGENCY RESPONSE TO MAJOR INCIDENTS IN 
JUNE AND SEPTEMBER 2017  
 
At the start of the meeting, the Chair explained that four of the five members 
of the Committee had already considered the report in depth at the Audit, 
Pensions and Standards Committee held on 6 December 2017. The minutes 
of this meeting can be found at the following link: 
http://democracy.lbhf.gov.uk/ieListDocuments.aspx?CId=338&MId=5624&Ver
=4 
 

http://democracy.lbhf.gov.uk/ieListDocuments.aspx?CId=338&MId=5624&Ver=4
http://democracy.lbhf.gov.uk/ieListDocuments.aspx?CId=338&MId=5624&Ver=4
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Peter Smith (Head of Policy and Strategy) introduced the draft report and 
highlighted that there were two major incidents in and around Hammersmith & 
Fulham in 2017 that required the Council to implement its emergency 
planning procedures – the fire at Grenfell Tower in June and an explosion on 
a tube train in Parsons Green in September. The report reviewed the 
Authorities’ response to those incidents at both strategic and operational 
levels and considered the views of local businesses and community 
organisations that participated in a ‘hackathon’ event convened by the 
Council to examine the views of partners. 
 
The report identified action taken to improve the Council’s readiness and 
response to major incidents and made recommendations for additional action 
for further improvements.  The Committee was invited to discuss the report’s 
findings and consider the draft recommendations. Following the meeting, the 
Council’s other Policy and Accountability Committees would also be 
consulted before the report was finalised for Cabinet agreement in February 
2018. 
 
Councillor Lucy Ivimy commended the report and highlighted that by their 
very nature, emergency events were unpredictable. Noting the important role 
played by voluntary groups in the immediate aftermath of Grenfell, she 
commented that it was not the job of the Council to control these groups but 
to harness their local knowledge to enhance the Council’s response. 
 
The Chair asked what the top three or four lessons were which had been 
learnt from both incidents. Kim Dero (Chief Executive) explained that it was 
difficult to comment on a specific top three at this stage but a number of 
learning streams had emerged. It was noted that the Hackathon event had 
highlighted there was scope to improve communications. This included the 
information on emergencies provided on the Council’s website and the speed 
and effectiveness of emails emanating from the Council. 
 
Kim Dero (Chief Executive) added that the importance of donations 
management had been quickly recognised given the scale and scope of the 
public response in the immediate aftermath of the fire.  
 
The Chair felt that it would be beneficial if all the PACs commented on the 
lessons learnt section of the report, so a final agreed list could be presented 
to Cabinet. 
 
The Chair asked about the timeline of when the Council offered help to RBKC 
following the Grenfell Tower fire and when that support was formally 
accepted. Kim Dero explained that due to the ongoing public inquiry into the 
fire, officers had worked with legal services to ensure the report did not 
prejudice that process. With that in mind, there were certain details that could 
not be released until the inquiry concluded. It was noted that there were 
complications because of shared services. Staff were initially deployed to help 
through local work contacts rather than a formal agreement between 
organisations.  
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As a closing remark, Kim Dero added that the Council recognised the 
importance of working with the community and partners to build community 
resilience. In addition to improving communications, the Council was also 
providing training for community outreach responders so the Council could 
give key people in local communities the right information and they could 
spread it through their networks. 
 
The Chair thanked officers for their contributions to the report. 
 
RESOLVED 
 

1. That the report be noted 
 

 
5. COMPLAINTS ASSURANCE REPORT  

 
James Filus (Head of Contacts) introduced the report which set out how many 
complaints had been handled by the Authority at each stage, where within the 
complaints process they were handled, as well as the lessons which could be 
learnt. 
  
The report summarised how the complaints process worked as well as 
providing statistics on the numbers of complaints received. It was noted that 
in 2016/17, 1,574 complaints were handled at Stage 1 of the complaints 
process and that based on part-year data; modelling suggested there would 
be fewer complaints in 2017/18. Information was provided on the number of 
complaints that escalated to the Local Government Ombudsman and it was 
noted that the trend for these was that they had reduced in number over time. 
  
The report provided a breakdown of the complaints received by Departmental 
area, as well as details of the types of specific complaint.  It was noted that 
the chart within the report did not include those complaints handled by Adult 
Social Care or Children’s Services, as complaints in these areas were 
predominantly handled under a separate, statutory process and were co-
ordinated by shared service teams, on separate case management systems. 
Details were also provided on the degree of satisfaction with the complaints 
procedure and the learning arising from complaints. 
  
The Chair highlighted the report mostly contained figures and not a narrative, 
as per paragraph 8, and asked why there had been a significant spike in 
Stage 2 complaints? Councillor Vivienne Lukey asked for further explanation 
to be provided on instances where there was ambiguity as to whether a 
complaint had been made, the difference between a complaint and a service 
request and what parameters were needed to feed it into the corporate 
complaints system? Members also asked to be reassured that complaints 
were fed into the system. In response, James Filus explained that officers 
encouraged all concerns to be raised with the Service Department in the first 
instance and if an issue could not be resolved, then information and guidance 
was provided to residents to ensure they were aware of the complaints 
process and how this operated. 
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Councillor Vivienne Lukey asked about staff training and whether there was 
scope for this to be improved to ensure that all complaints were processed 
and not overlooked. James Filus explained that the H&F INTOUCH Team had 
been in place since 2010 and he was confident that complaints were 
processed in accordance with the Council’s protocols. 
  
The Chair asked about informal complaints handling, what happened and 
what the mechanisms were for capturing this data so these could be resolved, 
as well as generate useful data so that the Council could learn as an 
organisation? Councillor Guy Vincent stated that anecdotal evidence 
suggested there were a number of complaints that had been received about 
Mitie repair work and that having registered a complaint, remedial work (on a 
resident’s property) sometimes ceased. Councillor Vincent suggested it was 
important that the complaints policy clearly stated that if a complaint was 
made, it was clear that corrective works would continue. He also asked about 
how many complaints were upheld? In response, James Filus confirmed that 
roughly a third of complaints were upheld. 
  
Councillor Michael Adam questioned the findings of the report and in 
particular the confidence that complaints were decreasing in number. He 
enquired what the evidence base was for this conclusion, as well as how 
multiple complaints were recorded if remedial works had not satisfactorily 
addressed the issue. In which case, he suggested it was likely that the 
number of overall complaints was increasing. 
  
The Chair felt the report contained a considerable amount of information but 
no interpretation of the data. In which case, he stated it was the duty of the 
committee to re-examine complaints at such a time that comprehensive trend 
data and detailed commentary could be provided. Kim Dero commented that 
she was confident that officers acted on the feedback they received from 
complaints and Glendine Shepherd confirmed that with respect to Housing 
complaints, front line staff regularly received training so that they were in a 
position to assist residents as fully as possible. With regards to the number of 
Housing complaints and these reducing, Glendine Shepherd confirmed that 
the Department had a specific Client Team which tracked complaints from 
inception to conclusion, so officers were confident the complaint had been 
satisfactorily addressed.  
  
Councillor Lucy Ivimy asked about the production of 6 months’ figures and 
suggested it would be helpful in future to know how the various breakdowns 
of the figures worked. In response, James Filus confirmed that officers 
consulted a linear chart, as well as performed comparative checks over the 
same period from the previous year. Councillor Lucy Ivimy stated that there 
were two clear reasons why complaints increased. This was due to a decline 
in service quality and/or that more residents were minded to complain. 
Officers were asked for their comments. In response, Glendine Shepherd 
confirmed that the levels of resident engagement had improved, more 
residents were approaching the Council and more residents had a voice 
today compared to the recent past. 
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Eric Hohenstein noted that a third of complaints were upheld and commented 
that it would be helpful if further information was provided on the timescales 
required to resolve complaints and whether or not different types of complaint 
were prioritised according to the severity of need or perceived level of 
injustice. Chris Littmoden commented that 596 complaints against Mitie in 
2017/18 seemed very low and asked what impact the findings of the 
complaints process had on Mitie quality control in the future? In response, 
Glendine Shepherd confirmed that Housing held a range of meetings with 
Mitie to monitor its performance throughout the year. Chris Littmoden thanked 
officers for the assurance they had provided that Mitie was a reactive 
organisation. 
  
As a general point, the Committee asked whether the Chief Executive had 
sight of complaints and any direct involvement in them. Kim Dero confirmed 
that she did see a proportion of complaints, it was important to apologise 
promptly where mistakes had been made and to translate this into improved 
staff empathy, as demonstrated in the Better Letters Training which all staff 
had attended. Glendine Shepherd explained that when complaints were 
upheld, the Council would set out what the outcomes were and where 
appropriate, any compensation was determined on an individual basis. Kim 
Dero confirmed that where multiple complaints had been received on a 
particular issue, the Council examined policy in the relevant area and 
complaints findings were used to inform future policy development. The Chief 
Executive stated that an update could be provided in several months’ time 
about how officers closed the negative feedback loop. 
  
The Committee asked for further information to be provided about how and 
why complaints escalated, as well and the timescales required to resolve 
complaints. It was noted that if a complaint was investigated by the 
Ombudsman it was not unusual for a complaint to remain active for a year or 
longer (in the case of the Housing Ombudsman). The Chair asked whether 
complaints were a standing agenda item amongst Teams within the Council. 
In response officers confirmed that they were a standard item at most DMTs, 
with the exceptions being Children’s Services which were reviewed quarterly 
and Safeguarding issues where different timescales applied. 
  
The Chair thanked officers for the report and requested that a further report 
be prepared in a few months’ time providing greater trend analysis, detailed 
commentary and addressing the issues which had been flagged in the 
meeting. 
  
RESOLVED 
  

1. That the report be noted. 
2. That Officers prepare a further detailed report in a few months’ time, 

addressing the issues which had been raised at the meeting.  
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6. CORPORATE REVENUE MONITOR (MONTH 5) - FOR INFORMATION  
 
Hitesh Jolapara (Strategic Finance Director) introduced the report which 
provided details of the revenue expenditure position for the Council and its 
departments. It was noted that The General Fund 2017/18 forecast outturn 
variance for month 5 was a gross overspend of £4.887m an improvement of 
£0.275m since month 4.  
 
The Committee learnt that the budget area forecasting the largest overspend 
was General Fund Housing. Factors included, rent inflation, an increase in the 
number of clients housed in both temporary accommodation and Bed and 
Breakfast, and competition with other local authorities bidding for properties 
were pushing up costs. He explained that the Council was also having to fund 
incentive payments to landlords to secure accommodation. £0.956m of 
planned savings had also not been realised.  
 
Details were provided on the forecast overspend outturn variances reported 
by other departments and in overspend value order, these were: 
 

1. Children’s Services, primarily due to Commissioning, Education, 
and Family Services 

2. Environmental Services, due to underachievement of income within 
building and property management and commercial operations 

3. Adult Social Care, experiencing pressures within the Home Care 
and Direct Payments budgets 

4. Centrally Managed Budgets, due to low interest rates on cash 
balances 

5. Libraries and Archives, due to non-delivery of planned savings. 
 
Councillor Guy Vincent asked about the net forecast overspend, after 
mitigating actions of £3.032m, the actions being taken to close the gap and 
whether any grant funding was available. In response, Hitesh Jolapara 
explained that action plans to mitigate the forecast overspends were 
summarised in table 2 of the report and confirmed that all overspending 
departments would need to respond with further actions to reduce the net 
forecast overspend to nil by year-end. It was noted that any overspends at 
year end would require the use of Council reserves.  
 
Councillor Max Schmid commented on the budgetary pressures facing 
Children’s Services. He also highlighted some recent successes which 
included improved Commercial Revenue Streams and an available Corporate 
Contingency of £1.5 million.  
 
Hitesh Jolapara explained that it was likely that grant funding would be 
reduced by up to £20 million by 2021. It was also noted that  work was being 
undertaken on a pilot London Business rates pool and other opportunities for 
how additional income streams might be generated. 
 
The Chair asked whether, retrospectively, any of the overspends could have 
been anticipated? In response, Hitesh Jolapara explained that officers had 
regard to the 16/17 forecast out turn in considering savings and growth items 
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and the budget paper included known risks. As was usually the case, officers 
had anticipated some overspends but there were always items which were 
unforeseen. 
 
Councillor Michael Adam commented that if officers could not recoup the 
overspend and had used the Corporate contingency then it was matter of 
using reserves which was only sustainable in the short term. In response, 
Hitesh Jolapara explained that contingencies would need to be used before 
any reserves could be called upon. If this was the case, then Members would 
be faced with making choices in relation to how these monies were used. It 
was noted the Council was relatively well placed as it had mid level reserves 
compared to the pan London average. 
 
Councillor Michael Adam enquired whether there was a structural overspend 
within the Council and whether reserves were being used to supress an 
increase in Council tax?  
 
Councillor Max Schmid confirmed that the trends showed the Council’s 
reserves were increasing and that there would be growth in the forthcoming 
budget proposals. The Chair asked officers to comment of the pressures 
faced by Departments, how severe the problems were and what actions could 
be taken to make savings. In response, Hitesh Jolapara assured the 
Committee that budget monitoring meetings were held on a monthly basis 
and the recommendations arising from the Audit Committee reports were 
implemented where controls could be increased further. 
 
The Chair asked if there were any steps the Committee could take to increase 
financial controls within Departments? The Chair asked if the Committee 
could investigate the financial performance of a specific Council Department 
through the use of Internal Audit and consider the findings at a future 
meeting. 
 
Chris Littmoden stated that the report did not provide a percentage figure 
against the anticipated out turn and asked which areas were 
underperforming?  
 
RESOLVED 
 
1. That the report be noted 
2. That officers investigate the financial performance of a specific Council 

Department through the use of Internal Audit and consider the findings 
at a future meeting. 

 
7. DATES OF FUTURE MEETINGS  

 
The next meeting is scheduled for Tuesday 16 January 2018. 
 

8. EXCLUSION OF PRESS AND PUBLIC  
 
The Committee is invited to resolve, under Section 100A (4) of the Local 
Government Act 1972, that the public and press be excluded from the 
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meeting during the consideration of the following items of business, on 
the grounds that they contain the likely disclosure of exempt information, 
as defined in paragraph 3 of Schedule 12A of the said Act, and that the 
public interest in maintaining the exemption currently outweighs the 
public interest in disclosing the information. 
 
 
 
 

9. MANAGED SERVICES PROGRAMME REPORT - PERFORMANCE 
UPDATE (EXEMPT)  
 
The Committee considered the progress report on managed services. 
 

 
Meeting started: 7:30 pm 
Meeting ended: 9:20 pm 

 
 

Chairman   

 
 
 
 

Contact officer: Charles Francis 
Committee Co-ordinator 
Governance and Scrutiny 

  020 8753 2062 
 E-mail: charles.francis@lbhf.gov.uk 
 


