Report to Lewisham West and Penge GC 3rd February 2012

Councillor Susan Wise, Perry Vale ward and Cabinet Member for Customer Service

Background
I have been a Perry Vale ward councillor since the 2006 local elections, and ward councillor for Forest Hill/Horniman from 1998-2006. I have been the Cabinet Member for Housing since 2002, and for Customer Services since 2006.  Customer Services is one of the four Lewisham Council directorates and provides most of the Council’s frontline services. I am Chair of the South East London Housing Partnership (SELHP) and Co-Chair of Lewisham’s Homelessness Forum (LHF).  This report is in two parts.
1. Customer Services Cabinet Role; our Customer Services Vision
Is to deliver high quality, user focused services and driving improved customer service and user involvement.
Our Customer Services Strategic Aims are; 

· Working collaboratively to drive forward the vision for excellent customer services across the borough

· Work together across service boundaries to provide excellent support to the organisation through a range of specialist services

· Develop, value and motivate staff, equipping them to deliver excellent services

· Creating a safe, attractive, healthy and sustainable environment for the benefit of local people

The Directorate is divided into four divisions, each managed by a head of service; 
Environment, which includes the following services;

· Waste Management (refuse and recycling)
· Street cleansing (graffiti and fly-tip removal)
· Greenscene (parks, open spaces and nature reserves)
· Trading Standards and street markets

· Environmental Health, Enforcement and Animal Welfare
· Fleet services, and since 10/11, Door2Door Passenger services
· Bereavement services (cemeteries and crematorium)
Public Services, which includes the following services;
· Service Point, AccessPoint, CallPoint and Registration and Telephony
· Benefits and Revenues, Council Tax and Business Rates collection 
· Emergency Planning

· Parking Enforcement since 10/11

Strategic Housing and Regulatory Services, which include the following services;

· Housing Strategy and development
· Housing Needs (including Housing Options and Homesearch)

· Private Sector Housing and Building Control

· Licensing
Strategy and Performance is responsible for leading the Council’s work on customer service transformation and supports services across the Council in delivering better, more customer focused services.  It provides strategic and practical support to service areas within the directorate and also to the Customer Services Management Team.

Customer Services Achievements and Service Improvements
As the Cabinet Member for Customer Services, I am proud to have led and been responsible for the following achievements and service improvements. I also take on casework for Customer Services referred to me by other Lewisham members.  Housing still represents  the largest proportion of casework.
Environment

Lewisham’s Recycling and Waste Management division provides an excellent service to residents, therefore, the Council has chosen to keep it in-house The Mayor and I are very clear that we will provide a weekly, and not fortnightly, collection service.  As well as introducing free battery and mattress collection; the free seasonal Christmas tree collection sites in January, and the green garden waste collection sites through March to November  complement my commitment to recycling.  In December 2011, the council awarded a new dry recyclables contract to Bywaters, Leyton, which offers the recycling of additional items, reduces our vehicles road miles and provides an income to the Council.  The Council’s foresight in buying in to the SELCHP incinerator means that we are the 4th lowest authority for landfill, and the electricity generated is supplied to 46,000 local homes .I am proud to host our annual Clean and Green school awards which encourage our primary schoolchildren to promote recycling in their schools and homes.  Last year, I spoke with the pupils at John Ball, Blackheath, who gave me a insight of what they do and their thoughts on how to save our planet, and I spent an afternoon at Kelvin Grove watching their talented pupils act out saving our world. This year, I have arranged for our waste management advisors to attend the ward assemblies and combine distributing information and literature produced by our comms team to enable residents to increase our recycling output.
The improved reporting and deployment of staff in Street Cleansing has led to reduced turnaround times  for removal of fly-tips and graffiti; incidents have reduced thanks to the recognition that Lewisham has a zero tolerance policy for this activity.
I have been working with lead officers to promote LoveLewisham and our LoveCleanStreets envirocrime reporting application by visiting other local authorities, such as Medway, Bath and Merton and hosted visits from York, and Kingston, Jamaica. In March 2011, the Mayor of London adopted the app as LoveCleanLondon in time for our Capital’s 2012 Olympics, which led to me launching the annual London Capital Clean-Up in Lewisham in June 2011 with the Mayor of London’s Environment advisor, Kulveer Ranger.  This provided more positive publicity for our excellent services.
Lewisham’s many Parks and Green Spaces are well used by residents, supported by dedicated park user groups and recognised externally for their excellence. Following a detailed improvement Masterplan, Deptford Park is now a much loved and used open space with areas set aside for activities, including a new play area for youngsters. Via EU funding for flood alleviation, Ladywell Fields has been transformed at the Ladywell Station end and, with our previous government’s PlayBuilder funding, a challenging adventure playground at the Catford end. I have been proud to collect two design awards for Margaret McMillan park which is now an open space that residents visit, rather than just use as a walk through. The new parks’ contract from March 2010 with Glendale, ensures more  park improvements and annual efficiency savings for the council.
Trading Standards continues to make using business/retail services and our street markets safer for consumers by promoting quality regulation. I am the Council’s Member Champion to LACORS, and we have successfully prosecuted a removal firm that demanded higher charges to release clients’ furniture, launched pilot Restricted Cold Calling Zones with the accompanying “No Thanks” stickers to cold callers.  These were distributed recently at the Pensioners’ Forum/LPCCG conference and were well received by all  attendees.  Our most recent consumer advice is directing  elderly and vulnerable residents to the official Digital UK Switchover Help Scheme for support leading up to the digital switchover in April 2012.
Environmental Health and Enforcement continues to make Lewisham an environmentally safer borough and to successfully prosecute and fine those who fly-tip, or not meet the required health safety standards in fast food establishments or restaurants. The residential arm of this service also investigate such breaches by private sector landlords.
Residents have recently been reminded that Lewisham is a Smoke Control Area  and to only use smokeless fuels on household open fires..  
Fleet Services maintain and service the council’s vehicle fleet.  Lewisham has a rolling programme of investment in and purchasing of replacement vehicles.  All our service vehicles meet the Low Emission Zone legislation, and we are piloting electric and LPG vehicles.  I have been out on the refuse trucks and will take part in a Door2Door round to welcome this service into the Customer Services family.
Bereavement Services provide a supportive service to those who choose our crematorium and cemetery, now renamed Hither Green to better reflect its location, and our cemeteries at Brockley and Ladywell and Grove Park. I have assured funding of £1.5M for the crematorium from the council’s Capital Programme to meet the Mercury Abatement legislation.  I was honoured to take part in the recent rededication of war memorial plaques at Hither Green Cemetery which replaced those stolen by metal thieves due to the rise in metal prices. Following the spate of metal theft across the borough, and the loss of nearly 200 memorials at Hither Green, I asked officers to check the business practices of the seven dealers registered in Lewisham.  Nothing was flagged up, but it reminded the dealers of the seriousness of the issue, and officers will regularly monitor their premises.
Public Services 
Lewisham’s ServicePoint customer interface has been improved by the launch last year of the refurbished AccessPoint at Catford and satellite services at Downham Leisure Centre and Deptford Lounge. As with our waste management service, Lewisham’s CallPoint provides an excellent call-centre service, which is why we have also chosen to keep it in-house.  The Council’s new Telephony system and automated switchboard introduced in January 2011 provide a more cost effective and efficient service to residents, as does the recently introduced online forms facility via Lewisham Council’s new website.
I have worked with Registration Services to make this service more user friendly, and it is now easier to register births and deaths in the borough, with facilities in Lewisham Hospital and at AccessPoint. I have successfully worked to introduce a Just Once Bereavement Registration service, where when a registering a death, all the other agencies, or organisations, that require notification can be notified by our service to forestall the deceased’s family receiving distressing letters or calls for the deceased.  Lewisham’s Citizenship registration and Citizenship Ceremonies have become an example of good practice, and hosting the ceremonies is one of the most rewarding parts of my cabinet member role.
The recent introduction of the Face2Face appointment system in the Benefits section has greatly improved our service provision, and reduced the number of contacts by individual customers, with the majority of cases resolved at first contact. Lewisham continues to provide a walk-in service. I have arranged for our Benefits lead officer to attend LHF meetings to update the forum on the government’s legislative changes to housing and welfare benefits, and the move to Universal Credit. Last month at the Town hall, we received a visit from Lord Freud to review the transitional arrangements Lewisham has in place to address this radical benefit change The minister left impressed with our service preparations. 
Revenues administers the collection of Council Tax, Business Rates and debt to the authority.
Emergency Planning co-ordinates the council’s response with partners to events in the borough or across the capital.  The most recent example is the disturbances in August 2011. 
Public Services is in charge of the distribution of concessionary travel passes, including Blue Badges, and now has responsibility for the Parking contract which was recently extended until July 2013.  A joint future contract procurement was being considered with Southwark, but they have chosen to bring their service back in house.  We are currently piloting online parking permit renewal.
Strategic Housing and Regulatory Services
Housing Strategy and development; i continue to lead on Lewisham’s Decent Homes Strategy which was approved by the government in 2005.  This has seen a tenant led mixed approach to improvement in the council’s housing stock, which in 2005 totalled 31,793 properties in poor condition.  Following a two year consultation period with tenants and leaseholders, and via successful tenant ballots, this led to 9 stock transfers of 12,273 homes to four housing providers (Affinity Sutton, Hyde, L+Q and the creation of Phoenix, a community housing association), the Brockley PFI managing 1800 homes, and a borough wide ALMO, Lewisham Homes responsible for the council’s remaining 18,000 homes.  This successful strategy attracted more than £260 of external investment  for decent homes work and environmental improvements.  This government has assigned £94.5M over four years to Lewisham Homes to meet their decent homes investment need; unfortunately, years 3 and 4 do not have secured funding, and the £94.5M meets only half the required amount..  
I am currently working with officers to address Lewisham’s current housing demand which exceeds supply across all tenures, and our housing investment need..  We are approaching the issue from two directions, firstly, with an investment options appraisal via the changes to the local authority housing finance regime (Housing Revenue Account, HRA) taking place in April 2012, and secondly, with the creation of a Private Rented Sector Unit to secure more private rented sector properties to accommodate our homeless households.

There is a net requirement for 6.800 Lewisham homes to be supplied by 2012, however, at the end of March 2011, 4.409 were completed, with a further by 826 by next month.  This represents a shortfall of 1,435. Lewisham has worked hard with developers to increase supply, unfortunately, lack of government funding and the adverse economy has limited the increase. 
Our regeneration schemes at Heathside and Lethbridge and Excalibur progress, and the decants at Milford Towers have begun. 
In December I hosted and chaired my 8th annual SELHP Conference in the Civic Suite.
Since 2002, improving Lewisham’s Housing Needs service has been one of my priorities.  I have led on restructuring and relocating the service to provide an improved environment for both clients and staff.  The service’s focuses on homelessness prevention, promoting housing options, and providing temporary accommodation.  The SHIP service, Single Homelessness Intervention and Prevention, created to provide advice and support to single homeless people, releases officers at the Housing Options Centre to manage family approaches. I have asked officers to create a short stay hostel model to reduce our B+B pressure. Homesearch is the council’s Choice Based Lettings (CBL) scheme.
Lewisham’s Private Sector Housing and the private rented sector is increasing in importance.  The number of private rental dwellings have doubled in the past 10 years to over 31,000.  This effect has led to competition for access to accommodation for those on the housing register. To improve this, I have hosted and chaired 4 annual Landlord Days for the council to engage with Lewisham property landlords to increase our supply. Bringing private sector empty homes back into use is a major policy objective for Lewisham, and we are proactive in doing so as it forms part of our commitment to increase the borough’s housing supply. Lewisham has 1,951 empty private properties which have been empty for more than 6 months.  This represents 1.6% of the borough’s housing stock, with the Inner London average at 2.56%.  Using GLA funding, we work closely with private landlords to bring empty homes back into use, employing EDMOs as a last resort.  Using a range of interventions, the council brings more than 300 residential units per annum back. into use, most recently one in Sydenham at Elderton Road.
Since 2002, amongst other legislation, Lewisham has seen the introduction and implementation in Licensing  of the Gambling Act 2005,  the Licensing Act 2005 and the Smoke Free legislation under the Health Act 2006, all leading to improvements in the quality of life in our borough.
This report, and my following reports, can be found at the Lewisham Labour Group website;

My Customer Services reports sent to M+C between 2006-2012

Housing Reform

Future of Housing

Challenges
Apart from the constant resources pressures, Customer Services strives to deliver on the recent budget savings and to meet the demands of the next two years CSR.

Environment;
· Budget pressures 
· Improving recycling rates

· The need  for more burial space.
· Fleet replacement investment programme

Public Services, Strategic Housing and Housing Needs;

· The implications of the Localism Act and the introduction of Universal Credit will bring pressures for our residents and on our service provision.

· Collection Rates for Council Tax and Business Rates

· Localisation of Business Rates- Review of NNDR
· Parking income delivery

· HRA and Self financing
· Increasing demands on reducing housing supply and funding issues for development
· Securing funding for regeneration schemes 

· Impact of Affordable Rent Model and flexible tenancies

This report can only provide a snapshot of the work I have done and am doing.  For any comments or questions, please email me at cllr_susan.wise@lewisham.gov.uk or phone at 0208699 6520.

2. Councillor for Perry Vale ward 
Representing the ward in which I live is a privilege and local knowledge helps when dealing with casework. As most of it arrives via email or telephone, our monthly surgeries meet residents needs. My casework ranges from helping to repatriate a church bollard from Stanstead Road to the City, through improvements at Dacres Road Bridge to resolving dog fouling issues, incorporating housing or planning complaints along the way.

I promote the council and Perry Vale ward by publishing articles in se23 magazine and the Sydenham Society newsletter, and posting on the se23.com and LovePerryVale websites.

I have spent the past six months promoting the Perry Vale Energy Savers programme, which is a new energy efficient project helping residents save money on fuel bills and reduce carbon emissions.  Lewisham Council secured funding from the GLA, and a visit from Groundwork’s Green Doctor adviser assess on residents’ energy and water saving measures.  This has been extended across the borough via a Saving Energy Insulation Partnership with Osborne to provide loft and/or cavity wall insulation free or at low cost.

As a Friend of Mayow Park, I have helped oversee park  improvements, most recently the installation of the new playground, the community orchard, new signage and path resurfacing.
As a trustee of Sydenham Garden, I have encouraged the organisation to open up our resource centre for community use.
I have spent the past three months carrying out site visits to the Perry Vale Lewisham Homes estates with officers to review improvements to the estates, including resolving the communal lighting issues at Valentine Court, removal of trailers at Pikethorne, review of grounds maintenance  and external decs at Bampton, Dacres and Perrystreete estates, and caretaker cleansing at Polecroft.  I am visiting Sunderland Mount later this month. I have recently toured the properties transferred to L+Q in 2010, and seen the decent homes work performed on the street properties.
The Perry Vale ward assembly is one of the most well attended in the borough, drawing in residents of all ages. Our priorities are  the environment, roads and traffic, younger people’s activities, ASB and crime, whole community activities. We funded the following projects;

£25K at 17/02/11 the assembly funded

· Ageing Well in Lewisham         £5,448

· Rockbourne Youth Club           £9,951.60

· Kilmorie Road School garden   £3.800
£24,550 at 19/05/11 the assembly funded

· Trilby Road Security mirror           £350

· Lewisham Thunder BasketBall    £8,800

· Sydenham Garden                       £4,400

· Grow Mayow                                £4.930

· Teachsport                                   £2,920

· Seniors                                         £2.950

· Sydenham Arts open film show    £200  

The next assembly meeting will be held on 20th March 2012 at 7pm at Forest Hill Methodist Church Normanton Road SE23 2DS
Again, this report can only provide a snapshot of what I do in the ward.
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