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Working in partnership is the key to success 
London Borough of Waltham Forest Property Services 
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A collaborative 

relationship 

achieves  

high- level 

performance  

 

The housing maintenance service 

provided to residents by the London 

Borough of Waltham Forest is one of the 

best in the capital, according to a recent 

study. 

The work by independent consultancy 

HouseMark found that, of the repairs 

services of 19 of London’s local authorities 

and arm’s-length management 

organisations (ALMOs), the London 

Borough of Waltham Forest is in the 

‘upper quartile’ for the low cost per 

property of its repair service. This is across 

a portfolio of 12,300 homes, including 

1,800 leaseholds and encompasses a 

wide range of services covering housing  

 

repairs, void refurbishments and planned 

refurb works. 

On average, the cost is £230 lower than 

the median for London boroughs and 

ALMOs. Importantly this saving is not at 

the expense of quality or service for 

residents, as average customer 

satisfaction for 2015/2016 is 97 per cent. 

While Osborne and our partner Waltham 

Forest are delighted by these findings, 

they have not come about by accident. 

This high-level of performance has been 

achieved by our collaborative 

relationship.   

This brings a more joined-up approach to 

managing housing assets, creating 

significant savings, better resident support 

and improved effectiveness, through 

better use of planned maintenance work 

instead of expensive emergency repairs. 

However, our partnership is about more 

than simply delivering a better housing 

repairs, maintenance and voids service. 

By working more closely we have been 

able to help support investment in the 

local community.  

 

For instance, in Waltham Forest half of 

sub-contracting staff are residents of the 

borough. This has a hugely positive 

impact on both the council and 

residents. This has been recognised by the 

prestigious UK Housing Awards, where 

Osborne and Waltham Forest were 

shortlisted for ‘an outstanding approach 

to repairs & maintenance’ award. 

But we are not going to rest on our 

laurels. We will ensure that this all round 

beneficial partnership continues to 

deliver a comprehensive maintenance 

service and that an extensive annual 

works programme is delivered to help the 

council meet its increasing financial 

challenges and environmental 

responsibilities.  


