






BOARD KPI REPORT - QUARTER 3: 2013-14

Neighbourhood Management

Q4 2012-13 Q1 Q2 Q3 YTD Status Target 

Target 

for 

period

Target 

2014/15

Grounds maintenance

% Inspections achieving required standards 97.4% 96.9% 96.9% 96.4% 97.9% 97.1% >=95% >=95%

Cleaning

Callbacks 48 136 43 47 31 121 <20p/m <20p/m

QA failures 0 2 0 0 1 1

ASB

New cases 61 233 69 57 47 173

Live cases 132 132 88 73 69 69

Satisfaction with handling 80.0% 85.0% 42.9% 63.6% - 55.6% >=76% >=76%

Satisfaction with outcome 80.0% 90.9% 42.9% 78.6% - 66.7% >=81% >=81%

Community Alarms Service

Total Calls Received 28,967 103,247 22,149 23,886 23,736 69,771

Answered within 60 seconds 98.4% 97.9% 98.5% 97.7% 98.4% 98.2% 90% 90%

Emergency visits attended within 45 mins 94.2% 95.9% 98.5% 95.5% 93.8% 95.9% 90% 90%

Customer satisfaction 100% 99.6% 98.7% 98.0% 98.0% 98.3% 90% 90%

Resident involvement
No. residents engaging in all TMO events, 

activities and involvement opportunities 753 2049 740 1644 952 3336 1440 920 -

No. new residents signing up to become involved 

in decision making involvement activities 12 122 31 17 56 104 144 108 -

Attendance at Residents' Conference - 182 - 240 - 240 150 250

No. Members voting in AGM - 90 - 681 - 681 515 749
Number of new RA or Compacts 0 5 2 1 3 6 7 4 8
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Commentary on 2014/15 proposed targets

Community Alarms Service: Retain as per CAS industry standard

Anti Social Behaviour: Existing targets retained, but an additional PI will be monitored for the percentage of closed cases with a completed survey. Target will be to increase participation by 
>=10%. This will improve the reliability of satisfaction results.

Grounds Maintenance & Cleaning: Retain as per contract.

Resident Involvement: Targets increased for AGM voting, Resident Conference attendance and the number of new RAs or Compacts. New PI for membership of the Youth Forum, a new initiative 
for 2014/15.



BOARD KPI REPORT - QUARTER 3: 2013-14

Complaints & Correspondence

Q4 2012-13 Q1 Q2 Q3 YTD Status Target

Target 

2014/15 UQB

Complaints

Stage 1 complaints answered 49 226 39 29 48 116

% answered in target 100.0% 83.6% 100.0% 96.6% 85.4% 93.1% 90% 90%

Stage 2 complaints answered 2 9 0 0 0 0

% answered in target 50% 56% - - - - 90% 90%

Appeals answered 0 0 0 0 0 0

% answered in target - - - - - - 90% 90%

Correspondence

W2 correspondence actioned 2486 8084 2408 1936 2342 6686

% answered in target 97.6% 96.8% 98.1% 96.6% 96.3% 97.0% 90% 90%

 
21/03/2014 14:21 Page 4

Commentary on 2014/15 proposed targets

Complaints: Existing targets will be retained. Additional information on the number of new complaints received will be provided.

Correspondence: Existing targets will be retained.



BOARD KPI REPORT - QUARTER 3: 2013-14

Human Resources & Governance

YTD Q1 Q2 Q3 YTD Status Target

Target 

for 

period

Target 

2014/15 UQB

Human resources (quarterly)

Total establishment 192 198 192 193 193 - -

Sickness days absence per employee 5.2 5.5 4.95 5.34 5.34 6.6  5.5 8.2

Governance (quarterly)

Percentage attendance at Board meetings 79.5% 76.9% 83.3% 93.3% 84.5% - -

No. new TMO Members signed up 535 124 182 55 361 460 342 +10%
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Commentary on 2014/15 proposed targets

Governance: The target for the number of new Members for 2014/15 will be to increase year end membership by >=10%.

Human Resources: Target for the average number of sickness absenses per employee will be reduced to 5.5 days.



Corporate Business Plan 2013/14                

November 2013
Priority Service Plan Objective Task Lead Service Plan Target date Dependancies Status Comments

1

Increase resident satisfaction and put 

customers at the centre of everything 

we do

Repairs Direct (also included in 

Grow our business and protect 

our assets)

Ensure that Repairs Direct is rolled-out on time and fit-

for-purpose.

Managing 

Director - 

Repairs Direct

Q2 Completed item Repairs Direct went live 2nd September.

2 Customer Loyalty 
Maintain a 10% increase on final 2012/13 membership 

figure
Co Sec Co Sec Q1-4

ADNM                

REM

Item on target for 

completion

361 members signed-up this year (55 at 

end of Q3) against an annual target of 

460.

3 Worklessness Implement Worklessness Project DDP&P REM Q1-4
RBKC                  

SMT
Completed item

The fourth and final  Map Out Your 

Future Road Show for 13/14 was held on 

22nd February.   February =  90 residents 

attended/ October = 140 residents 

attended/132 residents attended the 

first two shows).   The Welfare Reform 

Officers have made contact with all 

those affected by a 25% reduction in 

their Housng Benefit entitlement and all 

those affected by the Benefit Cap.

4 Residents' Conference Hold Residents' Conference REM REM Q1 All Completed item

 Residents Conference held on  21st 

September.                                                                                                                                                                                  

5 Resident Capacity Training Introduce a programme for 13/14 Co Sec Co Sec Q1-4

REM            

NM+CSC            

CoM 

Completed item

The Resident Capacity Building Training 

took place between 30th April and 29th 

May 2013. 80 residents took part.

6 Intranet
Make information and services more accessible for 

residents and staff
CoM CoM Q2 Completed item

TMO on-line service launched on 14th 

October.

7
Better use of Community 

Facilities

Review of Community Rooms to ensure that they are 

being used to their full capacity and for the general 

good of the area 

PrM PrM Q4 2015

RET                        

NM                      

R&M                 

RBKC

Target for 

completion of 

item scheduled 

for later in the 

Letter sent out to all RA Chairs and 

resident survey being prepared.  

Community Centres Officer appointed 

March 2014.

8 Customer Services Resolve 80% of customer enquiries at CSC ADCC&A ADCC&A Q4 2015 All

Target for 

completion of 

item scheduled 

for later in the 

Initial meeting with managers  to 

discuss what other departments want 

the CSC to do for them held on 13th 

March 2014.

9

Raise Housing Service Standards by 

Delivering Quality and Accessible 

Services 

Welfare Reform (also included 

in  Maintain Financial Viability)
Implement Rent Assurance project PrM PrM Q1-4

REM                            

PIM

Item on target for 

completion

Currently the welfare reform changes 

have had no effect on the TMO's rent 

arrears.    This can be attributed to:  165 

households (42.75%) have received DHP 

payments, staff have worked closely 

with households to manage their rent.  

10 Asset Management Strategy
Deveop Asset Management Strategy to be defined by 

ET and DA&R and ADHO

DA&R         

ADHO
DA&R Q1-4

Co Sec                       

RBKC                   

E&D Officer

Completed item

The strategy was presented to the 

Board in a workshop and formally at 

Board meeting for approval. It has also 

been approved by RBKC's scrutiny 

committee. 



Priority Service Plan Objective Task Lead Service Plan Target date Dependancies Status Comments

11
Deliver the Asset 

Management Programme

Develop a five-year Capital Works plan including more 

accurate programming of major works; review the 

stock through Keystone in order to achieve above; 

achieve accurate five year estimates

DA&R DA&R Q1-4 ADHO, DFS
Item on target for 

completion

TMO are working with RBKC on looking 

at the long-term investment and the 

benefits and opportunities arising from 

HRA self-financing. Anticipated that 5 

year programme will commence 

2014/15.

12
Grow our business and protect our 

assets
Fire Risk Assessments (FRAs) Comply with FRA process HS&FM HS&FM Q4 A&R

Item on target for 

completion

Health & Safety Review completed.  

Consultant employed to complete Fire 

Risk Assessment action plan.

13 Asset Management Strategy
Work with RBKC on Asset Management and 

Regeneration Strategy
ET Q1-4

Item on target for 

completion

14 Hidden Homes
Deliver on Hidden Homes inititive at Greaves Tower 

and Holmefield House on time and in budget
DA&R

DA&R &PA 

(WORKS AND 

SERVICES)

Q3 DFS Completed item

Hidden Homes project for Greaves 

Tower completed  and produced 3 x 

homes. Holmefield House launch due in 

December.

15 Grenfell Tower
Deliver on Grenfell Tower initiative on time and in 

budget
DA&R

DA&R &PA 

(WOKS AND 

SERVICES)

Q4 DFS
Item on target for 

completion
Work on Genfell Tower being tendered.

16 Car spaces/Parking Project Make better, more efficient VFM use of space PrM PrM Q1-4
CSC                           

NM

Item on target for 

completion

First commercial leases set-up with a 

value of £7.6m over 25 years.  Other 

sites have been identified and are being 

investigated.  

17 Maintain financial viability Service Charge Collection
Collect Service Charges and reduce legal costs and 

ensure that collection meets or exceeds the target
ADHO Q1-4

Item on target for 

completion
This is ongoing.

18 Rent Income Collection

Collect HRA Rent Income collection                              

Ensure collection meets or exceeds targets                

Continue to promote Direct Debit                              

Monitor effect of Welfare Reform legislation

DFS All Q1-4
Item on target for 

completion
This is ongoing.

19 CAS Income increase Increase CAS chages by 4%  HHSS HHSS Q1-4 Completed item Implemented from 1st April. 

20 Improve organisational capability Complaints Performance Achieve turnaround of 90% in target PIM PIM Q1-4
Item on target for 

completion

Currently as at 11th March, complaints 

turnaround reduced to 90.4%.  This is 

attributable to the increase in 

complaints due to the bedding in of 

Repairs Direct and the reorganisation of 

the repairs team in Q 3. 

21 W2 Workflow

Workflows in progress:                                                                                                                                                                                                                                                                                                               

Estate Inspections                                                                    

CSE Parking                                                                                     

FOI Requests                                                                         

Company Invoice Authorisation                                               

Fixed Term Tenancies                                                       

Health & Safety inspectIon reports                                     

Property based data amendments                                      

CAS installation packs 

Item on target for 

completion

The following workflows were launched:                                              

leasehold disputes                                         

mutual exchanges                                        

fire risk inspection reports                  

Pathways to Work                                   

welfare reform case work                               

on line registration for See My Data

22

See My Data (also included in 

Raise Housing Standards by 

Delivering Quality and 

Accessible Services)

Implement customer accessible web tool HICT HICT Q2 Comms Completed item
TMO on-line service launched on 14th 

October.

23
Corporate Social 

Responsibility

Build-up Corporate Social Responsibility strategy to be 

agreed by SMT, ET and the Board
MF Q4

SMT                         

ET

Item on target for 

completion

Managers' Forum is developing an 

action plan.



Priority Service Plan Objective Task Lead Service Plan Target date Dependancies Status Comments

24 Business Plan 14-18 Develop a new Business Plan PIM PIM Q4/Q1 14/15 All
Item on target for 

completion

5 x Board champions appointed.  

Meetings held in  November and 

January to dicuss Business Plan further.   

2013/14 Service Plans will be extended 

until new Busienss Plan agreed.

25
Organisational Training & 

Development

Ensure that all staff have competencies to deliver their 

role.  Renew and implement organisational training 

and development to include corporate induction 

process

ADHR ADHR Q1-4 SMT
Item on target for 

completion

Induction package rolled out on 18th 

July. Training & Development 

Programme completed.  A set of core 

workshops to deliver the training needs 

identified within the PDR process and to 

support the TMO’s focus on customer 

service. Have been set-up.

26 Select HR
Enusre that system delivers on efficient service for 

users
ADHR ADHR Q1-4 SMT

Item on target for 

completion

System will be able to deal with leave 

and sickness.  PDRs will be on line from 

next year.  Potential for recruitment on 

line will be reviewed. 



Priority Service Plan Objective Task Lead Service Plan Target date Dependancies Status Comments

Service 

Plan Staff 

key

ADCC&A

Assistant 

Director of 

Customer 

Contact & 

Access

ODM

Organisational 

Development 

Manager 

ADHO

Assistant 

Director of 

Home 

Ownership 

PA 
Principal 

Accountant

ADNM

Assistant 

Director of 

Neighbourho

od 

Management

PeM
Performance 

Manager

ADP

Assistant 

Director 

Partnering

PIM

Policy & 

Improvement 

Manager

CE
Chief 

Executive
PPA

Principal Project 

Accountant

Co Sec
Company 

Secretary
PrM Project Manager

CoM 
Communicati

ons Manager
REM

Resident 

Engagement 

Manager

DA&R

Director of 

Assets & 

Regeneration 

Other 

Abbreviations

DFS

Director of 

Financial 

Services

ET Executive Team

DO
Director of 

Operations
MF

Managers' 

Forum

DP&P

Director of 

People & 

Performance

RBKC

Royal Borough 

of Kensington & 

Chelsea

HICT

Head of 

Information 

Communicati

ons 

Technology 

SMT

Senior 

Management 

Team

HSH

Head of 

Supported 

Housing



Service Plan Staff key Progress key Description

ADCC&A Assistant Director of Customer Contact & Access Completed item

ADHO Assistant Director of Home Ownership Item on target for completion

ADNM Assistant Director of Neighbourhood Management Item delayed but there is a robust plan for completion

ADP Assistant Director Partnering Item delayed and there are serious concerns regarding its completion

CE Chief Executive Target for completion of item scheduled for later in the year

Co Sec Company Secretary Risks to the organisation reviewed by the Finance & Audit Committee quarterly.

CoM Communications Manager

DA&R Director of Assets & Regeneration 

DFS Director of Financial Services

DO Director of Operations

DP&P Director of People & Performance

HICT Head of Information Communications Technology 

HSH Head of Supported Housing

ODM Organisational Development Manager 

PA Principal Accountant

PeM Performance Manager  

PIM Policy & Improvement Manager

PPA Principal Project Accountant

PrM Project Manager

REM Resident Engagement Manager

Other Abbreviations

ET Executive Team

MF Managers' Forum

RBKC Royal Borough of Kensington & Chelsea

SMT Senior Management Team
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THE ROYAL BOROUGH OF KENSINGTON AND CHELSEA 

TENANT MANAGEMENT ORGANISATION LIMITED 
 

Open 

 

For information 

 

TMO Board – 27th March 2014 

 

 

Authority for decision: The Board has overall responsibility of 
monitoring the outturns against the annual 
budget. 

 

Recommendations: The  Board to note the report. 
 

Regulatory/legal  requirements: The Board have legal responsibility of 
ensuring the organisation resources are 
used in accordance with the budget and 
business plan. 

 

Business Plan link: Being competitive and increasing our 
income. 

 

Equality Impact Assessment/comment: None required. 
 

Resident consultation: None required. 
 

Resource implications/VFM statement: This is the subject of the report. 
 

Risk:  
 

Appendices: 1 

 

Total number of pages including 
appendices: 

18 

 

Name, position and contact details of 
author: 

Rupa Bhola 
Assistant Director of Financial Services 
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Report title: Budget monitoring April – February  2014 



   

 

TENANT MANAGEMENT ORGANISATION LIMITED 
 

TMO BOARD – 27th March 2014 
 

REPORT BY THE ASSISTANT DIRECTOR OF FINANCIAL SERVICES 
 

BUDGET MONITORING 2013/14 
 

(PERIOD 11 – February 2014) 
 

 
 
2. Introduction 

The TMO Company budgets reported in this paper are based on the 
2013/14 company budgets. This report includes the financial position of the 
Lancaster West Estate. 
 
This report shows a £36k surplus, the current forecast projecting a £6k 
positive variance from the overall budget of £30k surplus. 
 
 

3. TMO Company Budgets 
 
3.1 Lancaster West – Break-even forecast and budget.  
 

The Lancaster West out-turn is expected to be break-even, this is in line 
with the budget set for the year.  
 

 
3.2 CEO – £(33k) adverse variance to budget. 
  

This is a small adverse variance to budget, however savings have been 
identified in other areas to offset the costs. 

 
3.3 Operations – £(23k) adverse variance to budget. 
  
 Legal costs recovery is £140k ahead of budget based on the higher costs 

to ensure collection targets are being met in light of recent legislation 
changes. The costs are being monitored closely to ensure that wherever 
possible they are recovered and based on the actual costs incurred to 
date, a significant proportion has already been recovered via a recharge to 
RBKC.  

1. Purpose of the Report 
 
1.1 The purpose of this report is to advise the TMO Board of the financial position 

of the TMO Company Budgets, TMO Repairs Direct and the HRA Managed 
Budgets for 2013/14 Financial year based on the budget monitoring for 
February 2014. 

FOR INFORMATION 



   

 

 
 Consultants costs are £(50k) higher than budgeted in the division. This 

reflects the expertise brought in to manage and process map for the 
Customer Contact and Access centre with a view to streamline the 
processes between the client side and Repairs Direct. 

 
 Legal costs are £(90k) adverse variance to budget. This reflects the current 

spend but the extra costs are offset by increased recovery.  
  
3.4 People and Performance – £40k favourable variance to budget. 

 
  Other income is forecast to be £47k ahead of budget. This is mainly due to 

the recharge of services provided to Repairs Direct by the TMO of £38k 
and the balance of income generated from club room hire this year. 

 
3.5 Financial Services (Includes Home Ownership) – £22k positive variance to 

budget. 
  
 Income for the finance division is forecast to be £57k above budget.  
 

The recharge for services provided by TMO to Repairs Direct is of £98k. 
This is offset by the additional staff recruited within the directorate to 
provide the services. Additionally increase in Leasehold enquiries has 
generated more income and the forecast for commission payable to TMO 
by Thames water to manage the individual water rates has a positive 
impact on the forecast, thus Other Income is higher by £167k to budget.  In 
contrast Legal costs recovered in relation to Home Ownership is below 
budget by £(110k) but this is also reflected by lower than budgeted legal 
costs for the division. 

 
 People costs are forecast to be £(109k) above budget. The variance is 

attributed to the additional staff required for the services being provided to 
Repairs Direct from the beginning of September. As mentioned above this 
extra cost is offset by the recharge being made to Repairs Direct. 

 
Depreciation is expected to be £65k below budget. This reflects the ICT 
expenditure on hardware taking place in the later part of this financial year. 
The delay is due to the heavy involvement of the IT team in the 
mobilisation of Repairs Direct. Further to this ICT services costs are above 
budget by £(47k) reflecting the additional expense incurred for replacing 
small hardware like display monitors and Wyse terminals and the costs of 
consultancy required to undertake upgrades during the year. 
 
Legal Costs within the division are forecast to be £75k below budget 
reflected the lower number of cases having to be passed for legal advice or 
intervention. 

 
4 Balance Sheet on 28th February 2014. 
  



   

 

4.1 Trade debtors – Decrease of £76k. This reflects the collection of most 
charges by direct debit and next quarterly billing due in March 2014 for the 
new financial year. 

  
4.2 Cash at bank and in hand – Increase of £307k. The increase reflects that 

timing of the final payment run for the month of February 2014.  As 
reflected by the current balance of Trade Creditors. 

 
4.3 Trade creditors – A decrease of £63k since 31st March 2013.  
 
4.4 Defined benefit pension scheme liability – The value is based on the 

FRS17 report dated 31st March 2013.  
 
 
5. Kensington & Chelsea TMO Repairs Direct. 
 
5.1 The current position for the investment from KCTMO in Repairs Direct is at 

£606k against a budget of £713k. This amount is split between capital of 
£515k and revenue of £91k. Some further costs are expected to go 
through by the end of this calendar year.  

 
5.2 Operational Position of Repairs Direct. 

5.2.1 The reports attached have the budget figures on the basis of the approved 
Financial Plan and the actuals and forecast have been updated to reflect 
the current position of Repairs Direct. 

 We have invoiced 8,651 individual jobs to RBKC. The time period of the 
jobs is spread from September 2013 to February 2014. The average job 
cost for Responsive repairs is £118 after reclassifying the jobs with a value 
of £1k or more under Major Works.  

 
5.2.2 The current forecast stands at £61k surplus against a revised budgeted 

surplus of £67k, an adverse variance of £(6k) excluding Capital Works. 
 

5.2.3 There is a £300k positive variance to budget for overall income excluding 
Capital Works. Responsive repairs has a positive variance of £123k due to 
a small increase in the number of jobs received since the launch of 
Repairs Direct. In addition to this, Voids has addition income of £200k 
reflecting both the increased number of jobs and some significantly high 
value voids which included works for replacing kitchens, bathrooms and 
rewiring.  

 
There has been no undertaking of Capital works. In the financial plan, the 
impact on the net surplus is of £(11k) if no Capital works are undertaken at 
all in this financial year up till 31 March 2014. 
The current income reflects actual income from 8,651 jobs (£1,775k) and 
accrued income of £596k for outstanding jobs relating to the months 
September – February. 



   

 

  
A new sub-contractor portal is also being procured for the start of the new 
financial year. This portal is expected to reduce the administrative time for 
the processing of the jobs to completion and include all variations. This will 
eliminate high proportion of work currently being undertaken by the back 
office staff to enable accurate invoicing of the completed jobs. 
 

5.2.4 People costs are forecasting a positive variance of £114k. 
 
 The business plan included oncosts for employer’s pension costs on a 

similar basis to TMO pension costs for every individual employee. 
However the actual employers’ pension costs for Repairs Direct is 
significantly lower and there has been a less than 50% uptake on the 
pension benefit. 

 
5.2.5 Other costs are currently forecast at £(419k) adverse variance to budget.  
 

Subcontractor costs are £(880k) ahead of budget. In the initial months the 
number of jobs subcontracted has been higher than anticipated. This 
percentage is now dropping more towards the 20% target. The increase 
has been to support Repairs Direct settle its new staff and cover for any 
staff changes that has been experienced in the period so far. There has 
also been higher demand for certain trades due to the extreme wet 
weather, and this demand could only be managed with the help of the 
subcontractors. 
 

5.2.6 The actual spend to date for Materials are lower than expected. The 
budget has also been revised downwards to reflect the reduced costs. This 
is a direct impact from the number of jobs sub-contracted which include 
materials used by sub-contractors for the respective jobs. 
 

 
6. HRA Managed Budgets (Revenue)  
 
 Introduction 
  
 The revised forecast for the year is projecting a net income of £34million 

income against a revised budget £34.23million, this is an adverse variance 
of £(285k). 

  
 The variances are explained in more detail below: 
 
6.1 Total Income 
  

The income budgets are forecast to remain as per the Revised Budgets for 
2013-14.  

 
6.2 Total Expenditure 
 



   

 

The revised forecast is £20.47million against the revised budget of £20.18 
million which is an adverse variance of £(285K).  
 
The variance are explained in more detail below - 

 
6.2.1   Planned Maintenance – an adverse variance of £(217k) 
 

A £(189K) overspend is forecast on the external decorations budget as the 
milder weather has enabled more work to be completed than had been 
anticipated. In addition, there is an overspend of £28K on the Horticulture 
Improvement budget due to the hidden homes project at Holmefield 
House. 
 

6.2.2  Responsive Maintenance – adverse variance of £(233K) 
 
This is due to a higher than normal demand for responsive repairs, mainly 
due to the wet winter which increased the demand for emergency 
drainage, roofing and leakage works. The increase in responsive repairs is 
indicative of the investment required in the stock to maintain it to a high 
standard. 
 

6.2.3 Aids and Adaptation - Revised Budget has been reduced by £100K 
 
This expenditure is forecast to be reduced by £100k reflecting the capital 
nature of some of the adaptation works undertaken. 

   
6.2.4 Provision for Bad Debt - Revised Budget reduced by £50K 

 
The 2013/14 budget included an additional provision to reflect the potential 
implications of the welfare reform changes. The welfare reforms officers 
have successfully engaged with most of the households affected by the 
changes and have, where appropriate, encouraged households to claim a 
Discretionary Housing Payment. 
 
This has resulted in lower than expected increase in the debt levels as a 
direct result of the welfare changes - (see 8.1 below for further details). 
 
 

7. HRA Managed Budgets (Capital Programme) 
 
The approved budget for 2013/14 is £7.339 million, with the current 
forecast for the year standing at £7.539million. 
  
An adverse variance of (£200K) is forecasted this reflects higher 
expenditure on void properties where in some cases opportunities have 
been taken to replace kitchens and bathrooms and undertake rewiring 
work as appropriate.  
 
RBKC have agreed that the 2014/15 budget will be reduced by the actual 
level of any overspend from the current year. 



   

 

 
 
8. HRA Debt 
 
8.1    Tenant Debt – There is an increase in the tenant debt balance by £ (40k) 

during this financial year. An increase was expected in light of the uplift in 
the rent charges from the 1st of April 2013 and the introduction of The 
Under-Occupancy Housing Benefit reduction commonly known as “The 
Bedroom Tax”.  

 
  The Rent Income team are now able to take payments from tenants via 
telephone this is anticipated to help to further reduce the debt level in the 
future. In addition to this two welfare officers have been employed to 
mitigate the potential risk of any adverse impact of the benefit reforms by 
working with tenants affected by the changes to educate them on the 
range of options available to find longer term solutions. 

 
  The minimum increase in the tenants’ debt to date indicates the joined up 
work being done by the rent income team and the welfare officers to 
support tenants and inform them of the resources available to assist them 
with money management. 
 
The Rent Income team continue to offer support where necessary to the 
tenants whilst at the same time pursuing legal action where required.  

 
8.2 Leaseholder Service Charges and Major Works – The overall debt has 

decreased by £986k (Service Charges a decrease of £660k, Major Works 
a decrease of £326k). It is expected that both the service charge and major 
work debt will continue to fall in the foreseeable future as more payment 
plans are agreed and set up. 

 
9. Conclusion 
 
9.1 The TMO Board is asked to note the contents of the above report. 
 
 

      Rupa Bhola 
     Assistant Director of Financial Services  



NOTE

BALANCE SHEET 28th Feb 2014 31st Mar 2013

FIXED ASSETS

Tangible assets 1,294 1,504

CURRENT ASSETS: amounts falling due within one year

Trade debtors 1 9 85

Less: provision for bad debts (1) (1)

8 84

Other debtors 59 226

Prepayments and accrued income 471 650

Debtors 538 960

Investment In Repairs Direct 606 285

Cash at bank and in hand 2 1,248 941

2,391 2,186

CREDITORS: amounts falling due within one year

Trade creditors 3 428 491

Corporation tax 0 49

Other taxes and social security 291 307

Other creditors 16 14

Accruals and deferred income 696 620

1,431 1,483

NET CURRENT ASSETS 960 703

TOTAL ASSETS LESS CURRENT LIABILITIES 2,255 2,208

NET ASSETS BEFORE DEFINED BENEFIT PENSION SCHEME LIABILITY 2,255 2,208

Defined benefit pension scheme liability 4 (6,412) (6,412)

TOTAL NET LIABILITIES, INCLUDING DEFINED BENEFIT PENSION SCHEME DEFICIT (4,158) (4,205)

CAPITAL AND RESERVES

Profit and loss account excluding pension scheme deficit 2,255 2,208

Defined benefit pension scheme liability (6,412) (6,412)

Members' funds (4,158) (4,205)

TENANT MANAGEMENT ORGANISATION DIVISIONAL REPORTING 
BALANCE SHEET

MANAGEMENT REPORTING FOR PERIOD ENDED 28th February 2014
All figures in £'000

POSITION AS AT



A C D (C-A) E(D/A) I J K(J-I) E(D/A)

Managament Fees 10,110 10,110 (0) -0% 9,267 9,268 0 0%

Capital Programme Fee 502 525 23 5% 460 483 23 5%

CAS Income 473 507 33 7% 434 473 39 9%

Legal Costs Recovered 265 295 30 11% 243 258 15 6%

Other Income 646 820 174 27% 592 596 4 1%

Digital TV Income 480 480 0 0% 440 462 22 5%

TOTAL INCOME 12,475 12,736 261 2% 11,436 11,539 103 1%

Staff Salaries (8,096) (7,094) 1,002 12% (7,421) (6,529) 893 12%

Agency costs 0 (1,086) (1,086) -100% 0 (999) (999) -100%

Staff Related Costs (222) (250) (27) -12% (204) (221) (17) -8%

TOTAL PEOPLE COSTS (8,318) (8,429) (111) -1% (7,625) (7,748) (123) -2%

Accommodation (774) (805) (32) -4% (709) (738) (29) -4%

CAS Service Costs (94) (108) (14) -15% (86) (103) (17) -20%

Communication & Publication (160) (165) (5) -3% (147) (122) 25 17%

Consultants (250) (300) (50) -20% (229) (207) 22 10%

Depreciation (416) (353) 63 15% (381) (324) 58 15%

Digital TV (480) (480) 0 0% (440) (462) (22) -5%

Facilities Costs (120) (112) 7 6% (110) (107) 3 3%

ICT Service Costs (523) (567) (45) -9% (479) (477) 2 0%

Legal Costs (Non SLA) (310) (400) (90) -29% (284) (348) (64) -23%

Legal Costs (SLA) (360) (280) 80 22% (330) (253) 77 23%

Service Delivery (362) (401) (39) -11% (331) (333) (2) -1%

SLA Costs (excluding Legal) (279) (299) (20) -7% (256) (283) (26) -10%

TOTAL OTHER COSTS (4,127) (4,271) (144) -3% (3,783) (3,757) 26 1%

Surplus/(Deficit) before Tax ex Lanc West 30 36 6 20% 28 33 6 22%

Lanc West (0) 0 0 0% (0) 16 16 100%

Trasfer From Reserves 0 0 0 0% 0 0 0 0%

Surplus/(Deficit) before Tax inc Lanc West 30 36 6 20% 27 49 22 22%

TENANT MANAGEMENT ORGANISATION DIVISIONAL REPORTING 
TMO BOARD REPORT

MANAGEMENT REPORTING FOR PERIOD ENDED 28th February 2014
All figures in £'000

ANNUAL FORECAST POSITION TO DATE

Variance from 

Budget to Date% Variance % Variance

DESCRIPTION Budget

(2013-14)

Forecast (Current 

Month) Variance Budget YTD

Spend/ Income 

YTD



A C D (C-A) E(D/A) I J K(J-I) E(D/A)

Managament Fees 363 363 0 0% 333 333 0 0%

Other Income 0 2 2 0% 0 2 2 0%

TOTAL INCOME 363 365 2 1% 333 335 2 1%

Staff Salaries (266) (247) 19 7% (244) (223) 21 9%

Agency costs (1) (45) (44) -100% (1) (37) (36) -100%

Staff Related Costs (5) (2) 3 69% (4) (1) 4 85%

TOTAL PEOPLE COSTS (272) (294) (22) -8% (249) (260) (11) -4%

Communication & Publication (1) 0 1 100% (1) 0 1 0%

Consultants (1) 0 1 100% (1) 0 1 0%

Facilities Costs (40) (29) 12 28% (37) (24) 13 36%

ICT Service Costs (11) (10) 1 9% (10) (5) 5 9%

Legal Costs (Non SLA) (1) 0 1 100% (1) 0 1 100%

Service Delivery (37) (33) 4 12% (34) (30) 4 10%

TOTAL OTHER COSTS (91) (72) 20 22% (84) (59) 25 30%

Surplus/(Deficit) before Tax (0) 0 0 0% (0) 16 16 100%

TENANT MANAGEMENT ORGANISATION DIVISIONAL REPORTING 
LANCASTER WEST DIVISION

MANAGEMENT REPORTING FOR PERIOD ENDED 28th February 2014
All figures in £'000

ANNUAL FORECAST POSITION TO DATE

Variance from 

Budget to Date% Variance % Variance

DESCRIPTION Budget

(2013-14)

Forecast (Current 

Month) Variance Budget YTD

Spend/ Income 

YTD



A C D (C-A) E(D/A) I J K(J-I) E(D/A)

Managament Fees 10,038 10,038 0 0% 9,201 9,202 0 0%

Other Income 0 0 0 0% 0 0 0 0%

TOTAL INCOME 10,038 10,038 0 0% 9,201 9,202 0 0%

Staff Salaries (791) (797) (6) -1% (725) (751) (26) -4%

Agency costs 0 0 0 0% 0 0 0 0%

Staff Related Costs (17) (33) (15) -91% (16) (30) (14) -91%

TOTAL PEOPLE COSTS (808) (829) (21) -3% (740) (781) (40) -5%

Consultants (140) (140) 0 0% (128) (90) 38 30%

Facilities Costs (41) (45) (4) -10% (38) (45) (7) -19%

Legal Costs (Non SLA) (15) (10) 5 33% (14) (5) 9 63%

Service Delivery (63) (76) (13) -20% (58) (68) (11) -19%

TOTAL OTHER COSTS (259) (271) (12) -4% (237) (209) 29 12%

Surplus/(Deficit) before Tax 8,971 8,938 (33) -0% 8,224 8,212 (11) -0%

TENANT MANAGEMENT ORGANISATION DIVISIONAL REPORTING 
CEO   DIVISION

MANAGEMENT REPORTING FOR PERIOD ENDED 28th February 2014
All figures in £'000

ANNUAL FORECAST POSITION TO DATE

Variance from 

Budget to Date% Variance % Variance

DESCRIPTION Budget

(2013-14)

Forecast (Current 

Month) Variance Budget YTD

Spend/ Income 

YTD



% Variance

A C D (C-A) E(D/A) I J K(J-I) E(D/A)

Capital Programme Fee 502 525 23 5% 460 483 23 5%

CAS Income 473 507 33 7% 434 473 39 9%

Legal Costs Recovered 50 190 140 280% 46 173 128 278%

Management Fees 72 72 0 0% 66 66 0 0%

Other Income 382 341 (40) -11% 350 341 (9) -2%

TOTAL INCOME 1,479 1,635 156 11% 1,355 1,536 181 13%

Staff Salaries (4,925) (4,067) 858 17% (4,515) (3,751) 764 17%

Agency costs 0 (840) (840) -100% 0 (767) (767) -100%

Staff Related Costs (6) (5) 1 13% (6) (3) 3 57%

TOTAL PEOPLE COSTS (4,931) (4,912) 19 0% (4,520) (4,520) 1 0%

Accommodation (45) (70) (25) -56% (41) (62) (21) -51%

CAS Service Costs (94) (108) (14) -15% (86) (103) (17) -20%

Communication & Publication (29) (45) (17) -58% (26) (43) (17) -64%

Consultants (110) (160) (50) -45% (101) (117) (16) -16%

Depreciation (35) (37) (2) -6% (32) (35) (3) -10%

Facilities Costs (5) (4) 2 29% (5) (4) 1 22%

ICT Service Costs (2) 0 2 105% (2) 0 2 100%

Legal Costs (Non SLA) (145) (320) (175) -121% (133) (293) (160) -120%

Legal Costs (SLA) (300) (215) 85 28% (275) (199) 76 28%

Service Delivery (185) (183) 2 1% (170) (151) 18 11%

SLA Costs (excluding Legal) (207) (213) (6) -3% (190) (200) (10) -5%

TOTAL OTHER COSTS (1,157) (1,354) (197) -17% (1,061) (1,207) (146) -14%

Surplus/(Deficit) before Tax (4,610) (4,632) (23) -0% (4,226) (4,190) 36 1%

TENANT MANAGEMENT ORGANISATION DIVISIONAL REPORTING 
OPERATIONS DIVISION

MANAGEMENT REPORTING FOR PERIOD ENDED 28th February 2014
All figures in £'000

ANNUAL FORECAST POSITION TO DATE

Variance from 

Budget to Date% Variance

DESCRIPTION Budget

(2013-14)

Forecast (Current 

Month) Variance Budget YTD

Spend/ Income 

YTD



A C D (C-A) E(D/A) I J K(J-I) E(D/A)

Other Income 2 50 47 0% 2 47 45 1949%

TOTAL INCOME 2 50 47 0% 2 47 45 1949%

Staff Salaries (1,049) (937) 112 11% (961) (851) 110 11%

Agency costs 0 (100) (100) -100% 0 (96) (96) -100%

Staff Related Costs (187) (198) (11) -6% (171) (178) (7) -4%

TOTAL PEOPLE COSTS (1,235) (1,235) 0 0% (1,132) (1,125) 7 1%

Communication & Publication (111) (98) 13 12% (102) (58) 44 44%

Depreciation (24) (24) 0 0% (22) (22) 0 1%

Facilities Costs (1) 0 1 110% (1) 0 1 100%

Legal Costs (Non SLA) (20) (20) 0 1% (18) (6) 13 69%

Service Delivery (75) (97) (22) -30% (69) (80) (12) -17%

SLA Costs (excluding Legal) (1) (1) 0 8% (1) 0 1 100%

TOTAL OTHER COSTS (232) (240) (8) -3% (213) (165) 48 22%

Surplus/(Deficit) before Tax (1,465) (1,425) 40 3% (1,343) (1,243) 100 7%

TENANT MANAGEMENT ORGANISATION DIVISIONAL REPORTING 
PEOPLE AND PERFORMANCE DIVISION

MANAGEMENT REPORTING FOR PERIOD ENDED 28th February 2014
All figures in £'000

ANNUAL FORECAST POSITION TO DATE

Variance from 

Budget to Date% Variance % Variance

DESCRIPTION Budget

(2012-13)

Forecast (Current 

Month) Variance Budget YTD

Spend/ Income 

YTD



A C D (C-A) E(D/A) I J K(J-I) E(D/A)

Legal Costs Recovered 215 105 (110) -51% 197 84 (113) -57%

29 Other Income 261 429 167 64% 239 207 (32) -13%

Digital TV Income 480 480 0 0% 440 462 22 5%

TOTAL INCOME 956 1,014 57 6% 877 754 (123) -14%

Staff Salaries (1,331) (1,294) 37 3% (1,220) (1,175) 45 4%

Agency costs 0 (145) (145) -100% 0 (136) (136) -100%

Staff Related Costs (13) (14) (2) -12% (11) (11) 1 8%

TOTAL PEOPLE COSTS (1,344) (1,453) (109) -8% (1,232) (1,322) (90) -7%

Accommodation (729) (735) (7) -1% (668) (676) (8) -1%

Communication & Publication (20) (22) (1) -7% (18) (21) (3) -16%

Depreciation (357) (292) 65 18% (327) (267) 61 19%

Digital TV (480) (480) 0 0% (440) (462) (22) -5%

Facilities costs (72) (64) 9 12% (66) (58) 8 12%

ICT Service Costs (520) (567) (47) -9% (477) (477) (0) -0%

Legal Costs (Non SLA) (130) (50) 80 62% (119) (45) 74 62%

Legal Costs (SLA) (60) (65) (5) -8% (55) (54) 1 1%

Service Delivery (39) (45) (6) -15% (36) (33) 2 7%

SLA Costs (excluding Legal) (71) (85) (14) -20% (65) (83) (18) -27%

TOTAL OTHER COSTS (2,479) (2,405) 74 3% (2,272) (2,177) 95 4%

Surplus/(Deficit) before Tax (2,866) (2,845) 22 1% (2,627) (2,745) (118) -4%

TENANT MANAGEMENT ORGANISATION DIVISIONAL REPORTING 
FINANCE DIVISION

MANAGEMENT REPORTING FOR PERIOD ENDED 28th February 2014
All figures in £'000

ANNUAL FORECAST POSITION TO DATE

Variance from 

Budget to Date% Variance % Variance

DESCRIPTION Budget

(2013-14)

Forecast (Current 

Month) Variance Budget YTD

Spend/ Income 

YTD



Ref

A C D (C-A) E(D/A) I J K(J-I) E(K/I)

Income 3,400 2,490 2,790 300 12% 2,134 2,371 237 11%

Other Income 0 0 0 0 0% 0 0 0 0%

TOTAL INCOME 5.2.3 3,400 2,490 2,790 300 12% 2,134 2,371 237 11%

Staff Salaries (1,043) (950) (882) 67 7% (814) (749) 65 8%

Agency costs (104) (95) (35) 59 100% (81) (9) 72 89%

Staff Related Costs (17) (17) (30) (13) -76% (15) (31) (16) -111%

TOTAL PEOPLE COSTS 5.2.4 (1,164) (1,062) (948) 114 11% (910) (789) 121 13%

Accommodation (11) (11) 0 11 100% (9) 0 9 100%

Consultants (26) (26) (52) (26) -97% (23) (52) (30) -130%

Depreciation (74) (74) (40) 34 46% (63) (35) 28 44%

Corporate Insurance 0 0 (9) (9) -100% 0 (8) (8) -100%

ICT Service Costs (40) (40) (26) 14 34% (34) (21) 13 37%

Legal Costs (Non SLA) (8) (8) (4) 4 55% (7) (3) 3 52%

Service Delivery (58) (58) (5) 54 92% (50) (4) 46 92%

Salary Recharges from TMO (237) (237) (135) 102 43% (203) (115) 88 43%

Subcontractor Costs 5.2.5 (948) (261) (1,141) (880) -338% (223) (1,004) (780) -349%

Materials Costs 5.2.6 (623) (514) (240) 274 53% (440) (174) 267 61%

Vehicles Costs (133) (133) (130) 2 2% (114) (114) (0) -0%

TOTAL OTHER COSTS (2,158) (1,361) (1,781) (419) -31% (1,167) (1,531) (364) -31%

Surplus/(Deficit) before Tax 78 67 61 (6) -9% 57 51 (6) -10%

TENANT MANAGEMENT ORGANISATION DIVISIONAL REPORTING 
KCTMO REPAIRS DIRECT DIVISIONAL REPORTING 

MANAGEMENT REPORTING FOR PERIOD ENDED 28th February 2014
All figures in £'000

ANNUAL FORECAST POSITION TO DATE

Spend/ Income 

YTD

Variance from 

Budget to Date% Variance % Variance

DESCRIPTION Budget

(2013-14)

Budget

(2013-14) Ex 

Capital

Forecast (Current 

Month) Variance Budget YTD



HRA MANAGED BUDGETS
Budget 

(Revised)

Forecast (Current 

Month)

Variance Forecast 

from Revised 

Budget

% Variance Forecast 

from Revised 

Budget

Revised 

Budget YTD Spend/Income YTD

Variance 

from Budget 

to Date 

B C D (C-B) F (C/B) H I J (I-H)

Dwelling Rents 39,927 39,927 0 0% 36,600 36,844 244

Tenant Service Charges 4,310 4,310 0 0% 3,951 3,948 (3)

Leaseholder Service Charges 3,951 3,951 0 0% 3,622 3,837 215

Heating & Hot Water Charges 2,465 2,465 0 0% 2,259 1,967 (292)

Commercial Properties Rent Income 3,070 3,070 0 0% 2,814 2,922 107

Garage Rent Income 685 685 0 0% 628 664 36

Other Charges for Services & Facilities 62 62 0 0% 57 51 (6)

Supporting People Contract Income 0 0 0 0% 0 24 24

Total Income 54,470 54,470 0 0% 49,931 50,257 326

Rents, Rates, Taxes and Other Charges (163) (163) 0 0% (150) (223) (73)

Planned Maintenance (6,078) (6,295) (217) -4% (5,571) (4,330) 1,241

Responsive Maintenance (5,492) (5,725) (233) -4% (5,034) (4,869) 165

Planned Response Repairs (200) (100) 100 50% (183) (77) 106

Electricity, Heating & Hot Water (3,438) (3,438) 0 0% (3,152) (1,280) 1,872

Provision for Bad and Doubtful Debts (523) (473) 50 10% (479) 0 479

Legal Costs (204) (204) 0 0% (187) (177) 10

Contract Cleaning (2,211) (2,211) 0 0% (2,027) (1,885) 142

Pest Control (225) (225) 0 0% (206) (205) 2

Refuse Collection (144) (144) 0 0% (132) (135) (3)

General Management (607) (607) 0 0% (556) (468) 89

Supporting People expenditure (220) (220) 0 0% (202) (264) (62)

Digital TV Costs (480) (465) 15 3% (440) (364) 76

Area Revenue Works (200) (200) 0 0% (183) (120) 63

Total Expenditure (20,184) (20,469) (285) -1% (18,502) (14,396) 4,106

Transfer To/From Reserves (HRA) 0 0 0 0% 0 0 0

Net Income/(Expenditure) 34,286 34,001 (285) -1% 31,429 35,860 4,432

TENANT MANAGEMENT ORGANISATION REPORTING
HRA BOARD REPORT

MANAGEMENT REPORTING FOR PERIOD ENDED 28th February 2014
All figures in £'000

ANNUAL FORECAST POSITION TO DATE

Cause for concern  Room for Improvement  



Last 3 Years

Description End March End March End March End April End Aug End Dec End Feb

2011 2012 2013 2013 2013 2013 2014

£ £ £ £ £ £ £

Tenant 1,053,849 1,222,862 1,131,681 1,213,393 1,304,671 1,311,136 1,091,609

Leasehold - Service Charges 1,350,147 1,193,813 1,279,928 820,480 588,017 625,908 619,644

Leasehold - Major Works 3,126,213 2,236,309 1,599,319 1,518,581 1,804,545 1,398,733 1,273,829

Total Debt 5,530,209 4,652,984 4,010,928 3,552,453 3,697,234 3,335,777 2,985,082

TENANT MANAGEMENT ORGANISATION REPORTING
MANAGEMENT REPORTING FOR PERIOD ENDED 28th February 2014

HRA DEBT POSITION

All figures in £'000

CURRENT YEAR 



Reserves / 

Allocation 

Brought 

Forward

2013/14 Annual 

Budget 

(Original)

2013/14 Total 

Funds 

Available

Actual Spend 

Year to Date

Carry Forward to 

2014/15

DESCRIPTION A B C (A+B) D

LANCASTER WEST (57) (24) (80) (40) (40)
KENSAL 1 (24) (23) (30) 8
NORTH KENSINGTON (23) (24) (46) (6) (40)
NOTTINGHILL (40) (24) (63) (22) (41)
PORTOBELLO (28) (24) (51) (0) (51)
BROMPTON (39) (28) (68) 0 (68)
CHELSEA (50) (28) (78) (10) (67)
WORLDS END (14) (15) (29) (0) (29)
SHELTERED (5) (10) (15) (10) (5)
UNALLOCATED (17) 0 (17) (0) (17)

AREA REVENUE WORKS BUDGET (271) (200) (470) (119) (351)

TMO REGENERATION ALLOCATION 0 0 0 0 0

GRAND-TOTAL (271) (200) (470) (119) (351)

TENANT MANAGEMENT ORGANISATION REPORTING

HRA - AREA REVENUE WORKS

MANAGEMENT REPORTING FOR PERIOD ENDED 28th February 2014

All figures in £'000



Agenda Item 8 

 
THE ROYAL BOROUGH OF KENSINGTON AND CHELSEA 

TENANT MANAGEMENT ORGANISATION 
 

TMO BOARD  
27TH MARCH 2014 

 

FEEDBACK FROM THE COMMITTEES 
 

REPORT BY COMPANY SECRETARY 
 

1. Purpose 
 
1.1 The Board is asked to: 
 
1.1.1 Note the matters discussed and agreed by the Operations Committee at its 

meetings on 30th January 2014 and 6th March 2014. 
 

FOR INFORMATION  
 
2. Operations Committee 

 
2.1. Meeting on 30th January 2014 
 
The Committee received reports on capital programme progress update, update 
on projects, performance report, home ownership report, neighbourhood 
management progress report and a parking update. 
 
2.2. Meeting on 6th March 2014 
 
The Committee considered the project bids submitted for the Housing 
Regeneration Programme. Fifteen projects were reviewed and voted on and a 
shortlist of bids has been recommended to the council for final approval. 

 
 

Angela Bosnjak-Szekeres 
Company Secretary 
 

Clare Lees 
Governance Officer 




