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Housing Services ~ Performance Summary

Reporting Period: September 2004

Indicator

Target

Actual

%

Outturn x
- Notification: percenfage of new Housing Register apblicants_ 100% StOf 949,
advised of their position within 5 days? 0 Og:; °
Homelessness: percentage of applications with cases o 9 0
determined during last month in 33 days or less? 100% 0,";*3? f 69%
B & B: average length of stay in B & B Accommaodation (of 4 2 1d
those moving out last month)? Weeks | Leavers ay
Hostel: average length of stay in Hostel Accommodation (of 5 9 7
those moving out fast month)? Weeks | Leavers | Weeks
Appointments: number of responsive (not emergency) repairs 259, 0 No
carried out by appointment? ° system
. L 175
Emergency Repairs: percentage completed during the last 95% out of 97
month in less than 1 working day of report? 0 180 °
- _ . . 74
Urgent Repairs: percentage completed during the iast month in 85% out of 71%
less than 3 working days of report? ° 101 0
- - . ) 187
Routine Repairs: percentage completed during the last month in 85% out of 72%
within target dates (9 & 28 day)? 0 343 0
. . . | 1087
Visits: Percentage of Sheltered tenants who, in the-last month, 100% out of 100%
were visited 5 times in every 10 days? V7o 1087 M
, 12
Fire Alarms: Percentage of alarms in Sheltered Housing that in 100% Schemes’ 100%
the last month, that had been tested every two weeks? 0 O:tzof °
Voids: for activity in the last month, the average time from the 22 28_ 123
end of the previous tenancy to re-letting. c:gz;gar Propetties ca;g;gar
i . £4,083 k
Rent: Percentage of the possible rent that was collected by the 98 2% out of 98.5%
end of last month (bvpi 66A) 70 £4.123 /e

! Schemes with integral fire alarms tested.
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Housing Services — Performance

An overall performance assessment for Housing Services at this time produces mixed

impressions and clearly indicates that there is still much to do to promote a real culture of quality
within the organisation. The present difficulty in accessing meaningful data is an important
blockage to the dialogue that the service must encourage such a culture and great things have
to be expected of the investment in the Orchard database system with regard to performance
management.

The quality of customer care in Sheltered Housing is clearly now exemplary, with commitments
being met 100% of the time. It will be essential to explore the needs and aspirations of
residents, setting and monitoring targets around these so as not to become complacent or
misdirected in the future. '

Financial management has shown consistent improvement in the last 6 months, with only 1.5%
of rent uncollected during September. This contrasts with a 14.7% rate during April, however
this poor showing is thought to be mostly due to budget reconciliations on benefit changes at
the beginning of the financial year. Overall debt levels have fallen by 37% since the begmnmg of
this financial year mainly due to the write off of some longstanding debt.

The number of people presenting as homeless has roughly doubled in the last 6 months. This
appears {o be a consistent trend. Processing times for homeless people have conseqguentially
increased, with resolutions within the 33 day target falling.

There have only been two evictions made\.during the last 6 months. This is probably indicative
of success by Tenant Liaison Officers in resolving problems at an early stage and in

_-administering -Possession and Suspended Possession Orders without recourse to the final

sanction. Relatedly, complaints of Anti-Social Behaviour have fallen slightly through the last 6
months. The largest number, 30% of the total, were responses to harassment and bullying.

The number and cost of repairs completed by the DSO have both reduced (by 10% and 28%
respectively) as new management regimes have sought to drive up the response time on
routine repairs and provide a more cost effective answer to preparing empty properties for re-
habitation. Response times for emergency calls remain consistent at 97%, while urgent and
routine work have both improved, but only to a level where 7 out of ten are met within target
days. These processes are currently under review.

The void rates are now known to differ widely between General Purpose and Sheltered
properties with the former closer to the target. There are still a number of Sheltered Properties
that are proving difficult 10 let due to design, services or location and it is this core of properties
that is having such a detrimental affect on average re-let fimes.

- Dave Whiteley
Performance Manager
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