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1.0 INTRODUCTION
Welcome to our 2021/22 Annual Report to Tenants.
The Regulator for Social Housing requires social landlords to produce an annual report demonstrating
how they are offering high standards in terms of consumer standards relating to:
•
•
•
•
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Your home
Your tenancy
Your neighborhood and community
Tenant involvement
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2.0 KEY SUCCESSES FOR
2021/22

■ We are still building new homes. We worked
with several housing associations, who
completed 125 new affordable homes in the
borough in 2021/22.

Some of our main achievements over the past year
are highlighted in this section. All of them were
delivered against the backdrop of our ongoing
recovery from the pandemic.

■ Bell House, a disused building at the bottom of
Lawford Road received Homes England
funding to provide 13x 1 bedroom flats and
5x 2 bedroom flats. This project was
completed at the end of 2021.

■ We have invested £2.4m in improving homes.
■ We bought 6 new homes to help in meeting
needs.
■ Secured £6.8m of funding from Homes
England to regenerate the Biart Place High Rise
site
■ We have now completed the process of
rehousing tenants to enable the demolition of
Rounds Gardens, another high-rise scheme
that is no longer fit for purpose.

■ We have sustained our performance in
bringing our empty properties back into use in
light of the pandemic.
■ Our gas servicing compliance averaged at
99.46% for the year. This was completed by
our new gas contractor Phoenix Gas Services
Ltd.

3.0 YOUR HOME
At the time of writing, the Council has a portfolio of
3,484 homes.
Of these, 2,213 are for meeting general housing
needs and 1,271 are Independent Living
accommodation for our most vulnerable tenants
including level access ground floor flats and
bungalows.

Improving Your Home
As a landlord, it is important that we provide you
with a high-quality home that meets your needs.
During 2021/22 we invested £2.4M on works to
improve your homes.

Repairs and Maintenance
During the 2021/22 year, our repairs and
maintenance team have completed 6,366
responsive repairs jobs on our properties.
■ The total cost for these repair jobs is £1,129,588
■ During the same period, there were also a total
of 403 repairs jobs done on empty properties
to bring them back into use.
■ The total cost of these repairs came to
£419,329.
■ Since the pandemic we are extremely proud of
these figures and how we have been able to
maintain business as usual in keeping your
homes in a good state of repair.

The key highlights for 2021/22 were the
investment of:

1%

■
■
■
■

£1,156,000 on boiler replacements
£360,000 on new security doors
£418,000 on bathroom works
£29,500 to complete electrical inspection
reports
■ £205,500 on adaptations to properties
■ £135,000 to externally decorate properties
■ £81,000 on new kitchens

15%
18%
3%
6%

Investment in 2021/22
Electrical Inspection Reports
Bathroom Upgrades
Decorate Properties Externally
Adaptations
Boiler Swaps
New Kitchens
Security Doors
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9%
48%
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Rent sense has significantly reduced in the
workload of Tenancy Sustainment Officers,
meaning more focus can be given to those tenants
who need more intensive support.

4.0 YOUR TENANCY
The council is required to operate a separate
account for the management and maintenance of
its housing stock. This is called the Housing
Revenue Account. The only income to this account
is rent and service charges paid by tenants, whilst
all expenditure must relate to the cost of the
housing services we provide for our tenants.
During the period 2021/22 the Housing
Services Rents Team collected 98.34%
of rents due, a huge achievement for
the Team which we are very proud of.
This can be attributed to the
dedication of this specialist team who
not only collect rent but proactively
work with tenants on income
maximisation and benefit take up, but
also with the assistance of a web
based system called Rent sense
introduced in 2020 which uses
algorithms to predict tenants
payment patterns and highlights key
accounts for action.

Illustrated below, is the breakdown of how every
pound was spent in 2021/22:

Interest
Payable

36p
Management
Costs

45p

Democratic

2p

It makes sense to let our empty properties as soon
as we can to ensure that people have a home when
they need it and to minimise rent losses. However,
letting homes can take longer than one would
expect. Reasons for this include:
■ It is quicker, cheaper and more convenient for
tenants if major works are carried out while a
property is empty. Sometimes therefore we will
install a new kitchen, bathroom or heating
system if it is needed or is shortly due for
renewal.

Repairs
and
Maintenance

16p

Empty Properties

Other
Costs (Rates,

During 2021/22 we let 277 properties. On average
a property was empty for 96 days prior to reletting
and this resulted in an average rental loss of
£1280.89 per property.
This compares with an average empty property
turnaround time of 81 days in 2020/21.
During the recovery from the pandemic, our
performance has remained consistent with the
previous year.

■ Some of our properties in rural areas are less
accessible to some people on the waiting list
so take longer to allocate.
■ There are occasions where a property is
handed back to us in a poor state of repair and
many trades have to be brought in to bring it
up to an acceptable standard for letting.

Pension, Debt
Management
expenses)

1p
How do our Rents Compare with Other Landlords?
We believe the rent for your home presents good value for money. The table below provides a
comparison between council rents and those in being charged by Housing Associations and Private
Landlords in Rugby:

Property size
One bed
Two bed
Three bed
Four bed
Five bed
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Council

Housing association

Private

87.43

92.71

133.33

99.79

103.61

167.53

112.78

110.18

218.58

117.76

128.09

292.31

141.47

159.02

575.77
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5.0 YOUR NEIGHBOURHOOD
AND COMMUNITY
One of the most important aspects of the
service we offer is ensuring that your
neighbourhood is a safe, clean and pleasant
place to live.
During 2021/22:
■ Our Housing Services Team continue to
provide much needed support to our most
vulnerable tenants to assist them in sustaining
their tenancies and empowering them to live
independently. The Tenancy Sustainment Team
and Tenancy Coach Service have supported 75
households to sustain their tenancies.
■ We have investigated 115 incidents of
perceived nuisance and anti-social behaviour.
This is an increase from 64 cases last year and
demonstrates the Team’s commitment to being
out on our estates, working in partnership with
the Community Safety Partnership Team and
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our Safer Neighbourhood Teams. Our partners
include the Police, Community Mental Health
Team, Adult and Children’s Services, Tenancy
Support Services, Probation and Change Grow
Live(CGL) to name but a few.
■ Tenancy Sustainment Officers have continued
to conduct Estate Walkabouts whilst on site to
identify any health and safety issues and to
oversee the general upkeep of areas. Whilst we
were unable to encourage tenant Involvement
in this during the Covid pandemic we are
working closely with the Community and
Projects Team to reintroduce this over the
coming months.
■ Our Control Centre maintained 24/7 service to
provide much needed support for our Lifeline
customers. They also continued to fit Lifeline
equipment in tenants’ homes to ensure that
hospital discharges were not delayed.

Health and Wellbeing
The wellbeing and health of our communities has
been amongst our highest priorities over the past
year, carrying more importance than ever before.
We have worked with partners to implement
schemes which seek to maintain wellbeing,
address the key issues associated with the
pandemic and overcome inequalities.

Improvement to Outdoor Space
Throughout the pandemic, the importance of
good quality green spaces has become more
prominent, as has the role which they play in
delivering mental and physical health benefits for
their users.

Our parks and ground maintenance teams
continued to operate on all sites, adapting to
ensure that legislative requirements were met.
Their efforts to ensure the continued provision of
high-quality facilities for our residents w
recognised in the achievement of 5 Green Flag
awards. This is the benchmark international
standard for publicly accessible parks and green
spaces in the United Kingdom and around the
world.
We will be looking at consulting with residents at
the individual Independent Living Schemes to see
how we can improve their outdoor spaces. We aim
to encourage residents to socialise with each other,
utilising communal spaces to build a strong
community spirit as well as improving health and
wellbeing and tackling loneliness and isolation.
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6.0 TENANT INVOLVEMENT
We have lots of opportunities available for
tenants to get involved in helping to shape our
service delivery. This includes:
■ Being a representative on our Tenants’ Panel
■ Joining us on our Estate Walkabouts
■ The Readers’ Panel (which reviews all of our
communications with tenants - whether
emails, letters or documents - to help us ensure
we communicate with you in customerfriendly, easy to understand, plain English).
■ Participating in pre-letting property
inspections to ensure our properties meet our
lettable standards
■ Assisting us in carrying out communal cleaning
inspections in accordance with our cleaning
contract
■ Joining the Scrutiny Panel to assist us in
reviewing how we work and making
recommendations based on the findings
■ Joining the Tenant Facebook group
■ Completing digital surveys, both general and
specially targeted to certain areas, to gather
feedback regarding local communities and the
services we provide.
If you are interested in participating in any of the
above opportunities, please contact us via phone
at 01788 533 533 for more details or visit our
website at www.rugby.gov.uk
During 2021/22, the Tenant Representatives Panel
assisted us in reviewing:
■ Our current Lettable Standard so we can
ensure that our properties are being let to a
high standard
■ Our Local Offers (additional services on top of
national standards)
■ The Tenant magazine
■ How we can improve and make better use of
our outdoor space within our Independent
Living Schemes.

10

■ How we can make better use of our community
rooms
■ We are considering ways to expand and
improve our opportunities for tenants to get
involved. We are looking to do this in a number
of ways:
■ Updating and improving our digital platform to
promote and encourage tenant engagement
as well as share information with our tenants
via a monthly Newsletter.
■ Creating a set of tenant satisfaction measures
on things that matter to tenants
■ Using our improved digital platform to
broaden the skills mix and diversity of Tenant
Representative Panel members and increase
the number of tenants involved.

There are also community gardens growing
vegetables, fruits and plants; supported by the
Community Associations, they are open to
everyone – at the Chapel in Newbold, Brownsover
Community Garden, Gladstone Green and Jubilee
Park in New Bilton.
Comments, Compliments and Complaints
We received 119 compliments in the past year;
We also received 51 complaints during the same
period.

our residents via any of our communication
channels.
Rugby Borough Council is a member of the
Housing Ombudsman Scheme. The Ombudsman
provides useful advice to tenants as well as
adjudicating on complaints which have exhausted
our internal complaints procedure.
We have recently published a self-assessment of
our compliance with the Ombudsman’s Complaint
Handling Code. This document is available on our
website.

We welcome any feedback you can provide to us
which will help us to improve our services for all

Community Associations
The Council works with a number of Community
Associations in Rugby that provide much valued
support to the people of Rugby .
The Community Associations have taken cautious
steps forward to re-engage with the communities.
Together with volunteers they have dedicated their
time to tackle social isolation, loneliness and
essentially support health and wellbeing of
vulnerable people across the Borough.
Whether someone was looking for a friendly chat,
signposting, or help with job search and IT, the
Community Associations have been running
regular drop-ins.
Those interested in arts and cultural activities could
attend The Express Art Group organised by the
Rugby Art Gallery and Museum at the Benn
Partnership Centre, or take part in the Long
Lawford Community Association Heritage Project.
For anyone who enjoys outdoor activities, Benn
Partnership Community Association have been
running Community Walking Group exploring
Rugby’s green areas, and the Brownsover
Community Association organises Community
Litter Pick.
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7.0 UPCOMING CHALLENGES
Climate Emergency
In 2019 the UK Parliament set a commitment in law
to reach net zero carbon emissions by 2050.
Achieving this target will require considerable
effort with public bodies, private sector
organisations, the third sector and individuals
working together.
Rugby Borough Council declared a climate
emergency in 2019, and in doing so committed to
move the council’s operations to being carbon
neutral by 2030.
Improving the Energy and Carbon
Performance of our Homes
Rugby Borough Council is committed to
addressing the Climate Emergency. In order to do
this, we will be working with a number of
consultants who will assist us in establishing a
baseline of emissions along with a list of
recommendations.
Currently RBC are engaging with E.ON to submit a
bid for the Social Housing Decarbonisation Fund
for the purposes of obtaining funding to improve
the energy performance of our stock.
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Cost of Living Crisis
The ‘cost of living crisis’ refers to the fall in real
disposable incomes (that is, adjusted for inflation
and after taxes and benefits) that the UK has
experienced since late 2021. It is being caused
predominantly by high inflation outstripping
wages and benefit increases and has been further
exacerbated by recent tax increases.
The current cost of living crisis which the country
faces will be one of our main challenges moving
forward.
We will look to support our residents in as many
ways as possible and ensure that we tackle the
crisis as a priority.
Help and Advice
For further help and advice the Council can be
contacted in the following ways;
■ Mail – Rugby Borough Council, Town Hall,
Evreux Way, Rugby, CV21 2RR
■ In person – Monday to Friday 9am – 4.30pm
■ Phone – 01788 533 533
■ Website – www.rugby.gov.uk

