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	Report to West and Central Area Board

19 May 2005


	
	

	Title:


	Performance – End of Year Results 2004/2005

	Report of:
	Chief Executive

	
	


Purpose of Report

1. To inform Area Board of the results of Performance Indicators for the full year 2004/05. These have already been reported to Management of Performance and Resources Committee on 5 May 2005.  

Results 

2. Appendix One contains a table of results for 2004/05. For two indicators relating to investment programme expenditure, information is not yet available but these will be updated during May. 

3. Appendix Two contains an analysis of those indicators capable of being assessed on an area and neighbourhood basis 

Performance

4. Compared to targets for the year, results appear mixed at year-end. However the overall trend is of much improved performance in many areas over the second half of the year, particularly in repair performance and rent collection.

5. Outturn results are very close to those predicted in January when the review of future targets was carried out. As a result it is not proposed to revise those targets agreed by the Management of Performance and Resources Committee at its meeting on 27 January 2005.  

6. Appointments for repairs were introduced at the start of 2004/05, with more categories of work being added to the appointment system as the year progressed. It is particularly pleasing that performance exceeded target for this indicator, as appointments are an example of something that makes a real difference to tenants and leaseholders when they report repairs. Future targets are more challenging (70% for 2005/06) now that the appointment system applies to all qualifying repairs.

7. Targets were also achieved for performance against:

· ‘SAP’ rating (energy efficiency of homes)

·  Satisfactory resolution (without legal action) of cases of anti-social behaviour referred to the Neighbourhood Relations Team

· Resolving neighbour disputes referred for mediation

· Proportion of homes vacant at end of the year

· Satisfaction with improvement works

· Routine and Planned repairs carried out within timescale.

All of the above achievements provide positive outcomes for tenants and other residents.

8. Although not quite achieving target, performance improved compared to 2003/04 in:

· Proportion of homes not meeting the Decent Homes Standard

· Time taken to invoice leaseholders

· Gas servicing programme

· Satisfaction with repair service

9. Comments are given against each indicator on the appendix. However for those indicators with a ‘red-light’, details of contributing factors and actions to improve are provided here:

(i) BV 66a: Percentage of rent collected

Housing benefit payments make up over 60% of rent income. The introduction of a new housing benefit system this year led to delays in benefit being passed to tenants’ rent accounts. This in turn meant that rent arrears recovery work became more time-consuming and complicated. Performance was badly affected in the first half of the year, and despite significant improvements in the second half the year-end result of 96.11% was below target. It did however represent the second best result ever recorded in Gateshead (behind 2003/04 result). Action to enable improvements to continue includes an emphasis on increasing the take-up of Direct Debit as a rent payment method (there was a 41% increase in 2004/05, with the result that 12% of tenants now pay by Direct Debit). 

(ii) BV 184b: Percentage change in non-decent stock over year

The defined calculation method for this indicator is somewhat obscure, but essentially it relates to the number of properties moving from ‘non-decent’ to ‘decent’ status. In 2004/05 this was less than predicted as a result of the company not achieving a two-star rating at inspection and subsequently accessing decent homes funding. Re-inspection is scheduled for September 2005.

(iii) Local G23: Average relet times for properties let

Performance was well below the target at 63.3 days for the full year. The increase was partly due to repair partners adapting to the new letting standard in the early part of the year. The letting standard was agreed with tenants, and requires properties to be safe, secure, clean and in good condition with work carried out whilst the property is vacant. This is a high standard, but it has been well received by new tenants and prevents them from having to report a list of repairs just as they move in to their new home. 

The increase in time has also been partly due to introducing better auditing and accountability of allocations in the latter part of the year in response to inspectors’ recommendations.

Retaining these service improvements whilst restoring good performance results is a key aim for 2005/06. Two new specialised teams are being established to help achieve this: 

· A void team to ensure that repair partners quickly and consistently return vacant properties that meet the letting standard

· A lettings team to register applications, manage waiting lists and audit offers of property

· Establishing these teams will also help create the capacity to enable Estate Officers to focus on working with prospective tenants as early in the process as possible.   

(iv) Local G7: Rent lost through vacant properties

Although the target was not achieved, a result of 2.1% compares favourably with other authorities and would be regarded as ‘top quartile’. Improvements to average relet times will also help performance on this indicator, although with stock levels reducing as a result of ‘Right to Buy’ (and those properties sold having generally been popular, low turnover properties) maintaining void loss at around 2% becomes ever more difficult 

(v) Local G24: Rent arrears of current tenants as a proportion of the rent roll

Performance here is related to rent income performance, and therefore also affected by any delays in housing benefit processing. At its meeting of 27 January 2005 the Management of Performance and Resources Committee agreed a target setting report which commented that targets for 2004/05 onwards had been unrealistic and too challenging. Revised targets have been set for future years (4.2% for 2005/06, reducing by 0.1% each year thereafter).   

(vi) Average time to process applications for housing

The introduction of the letting team in 2005/06 will help improve performance.

(vii) Former tenant arrears – average amount collected per week

It has been recognised that this is not an accurate indicator of performance as it can be skewed heavily by any amounts received as part of a ‘right to buy’ completion. (This was particularly true in 2003/04 when there were twice as many RTB sales as in 2004/05) A replacement indicator is to be introduced for 2005/06. 

(viii) Percentage of emergency repairs and

(ix) Percentage of urgent repairs carried out within target timescale 

New repair categories were introduced for 2004/05, and performance was low   (particularly for urgent repairs) in the first half of the year. Significant improvements since then have seen recent performance achieving target levels for each category

Recommendations
10. The Area Board is recommended to: 

(i) note the performance information included in this report.

(ii) suggest any comments for the report to go to the Board on 9 June 2005.

Contact:  Kevin Johnson, Service Development Officer   Tel: 433 5378

 Performance Indicators – Year end 2004/05

Key:




	Achieved target
	Did not achieve target, but improved on 2003/04
	Did not achieve target, and worse than 2003/04
	Information not yet available

	
	


	Best Value Performance Indicators and Targets
	Performance 2003/04


	Target

 2004/05
	Performance 2004/05
	Comment



	BV 66a: 

% of rent collected
	96.66%
	96.9%
	96.11%
	(Qtr1 94.91%, Qtr2 94.20%, Qtr3 95.98%)

Below last year’s result, but still the second best ever recorded for Gateshead. Introduction of a new Housing Benefit system affected performance this year. 

Calculation: (rent only, not water rates/ins) £53,515,360 collected from £55,678,886 available to collect (including arrears brought forward from 2003/04) 

	BV 185

% of repair appointments made and kept


	6.82%
	 50%
	52.7% 

	(Qtr1 40.8%, Qtr2 46.0%, Qtr 3 45.8%) 
43,017 qualifying repairs. 25,775 actual appointments made over year, with 22,672 of these kept. 

(= 88% of actual appointments kept)

	BV 184a:

Proportion of non-decent stock at start of year


	45.88%
	40.33%


	40.84%
	Calculated as at the start of year, i.e. April 2004. The number made decent in 2003/04 was as predicted but property stock was 275 lower than expected (due to high number of Right to Buy sales in 2003/04) 

	BV 184b:

Percentage change in non-decent stock over year


	15.48%
	8.98%
	5.28%


	Target had been set in line with the projection of Decent Homes funding being available during 2004/05 (subject to having achieved at least a two star rating in the August 2004 ALMO inspection). However, a one-star rating was given, meaning that this funding cannot now be available until the latter part of 2005/06, (subject to the result of the Sept 2005 re-inspection).  

	BV 63:

Energy Efficiency: average ‘SAP’ rating of dwellings
	55.5
	56
	56
	Increases in performance against this indicator are linked to the type of improvement work carried out to homes – e.g. heating replacement, insulation 


(BV 74: % of tenants satisfied with overall landlord services; and BV 75: % of tenants satisfied with opportunities for participation - not collected until 2006/07) 

	Local Performance Indicators and Targets
	Performance 2003/04


	Target

 2004/05
	Performance 2004/05
	Comment



	Local G23

Average relet times 

for properties let
	39 days
	38 days
	63.3 days


	(Qtr1 64.7 days, Qtr2 62.5 days, Qtr3 62.6 days) 

43 days to become Ready to Let, 20.3 days to Let. Increase partly due to adapting to letting standard in early part of year, and partly due to improving auditing and accountability of allocations in latter part. Void Team and Letting team to be introduced to improve performance in 2005/06

	Local G7: 

% of rent lost through vacant properties


	1.97%
	1.9%
	2.1%
	(Qtr1 2.2%, Qtr2 2.2%, Qtr3 2.1%) 
£1,178,534 void rent loss over year

Although a red-light, performance is still well within top-quartile range for metropolitan authorities

	Local G24:

Rent arrears of current tenants as a proportion of the rent roll


	4.05%
	Qtr 3 

3.5%

-----

Full year

 3.3%
	4.50%
	(Qtr1: 4.24%, Qtr2 4.95%, Qtr3 4.34%)
Arrears £2,699,099 at year-end 

(£2,419,763 at end of previous year)
 

	Local G19:

Ratio of expenditure: 

programmed / responsive works


	34:66
	50:50
	
	 

	Local G17:

Percentage of repair orders carried out within new timescales


	N/A
	95%
	88.9% 


	(Qtr1 87%, Qtr2 84%, Qtr3 86.8%)

See Management Indicators for breakdown of repair categories

Performance in recent months much closer to target.

	Local C1: 

Satisfactory resolutions to NRT without need for legal action
	87.5%
	75%
	87%
	There have been 362 cases closed and 315 were resolved satisfactorily, without the need for legal action

	Local C14:

% of appropriate referrals to NRT settled through mediation
	64%
	60%
	100%
	7 cases over year

	Local G9: 

Time taken to invoice leaseholders

after the end of the financial year
	25 weeks 
	20 weeks
	23 weeks
	Improvement on last year, but delays in implementing computerised system prevented better performance this year. 

	Management Indicators and Targets

	Performance 2003/04


	Target

 2004/05
	Performance 2004/05
	Comment

	% completion of statutory gas safety checks on properties


	98%
	100%
	98.4%*
	*This figure may be amended slightly as details are still being received of some gas servicing carried out in March

	% of tenants satisfied with repair service


	9
  90.1% (tel)%
	95%


	Tel: 94.9%

Cards: 90.9%

All: 92.6%
	Tel surveys: 2047 (1943 satisfied).
Cards received: 2915 (2651 satisfied)

(In recent months satisfaction has averaged 95%)

	Average time taken to process new applications for housing
	2 days
	3 days 

 
	5 days


	Responsibility for processing applications is shared between The Gateshead Housing Company and Gateshead Council. 

	Former tenant rent arrears – average recovered per week
	£6,004.10
	£5,700
	£4,618


	(Qtr1 £4,756, Qtr2 £4,891, Qtr3 £4,745)


	Number of vacant properties as % of stock


	2.08%


	2%


	2.0%


	(Qtr1 2.18%, Qtr2 2.15%, Qtr3 2.14%)

22,735 properties, 464 void at year end.



	Percentage of tenants expressing satisfaction with investment programme works.
	91%


	95%
	95%
	Based on surveys returned to end of March 2005



	Percentage of emergency repairs completed within timescale.
	-
	96%
	93.9%
 
	Category 1: within 24 hours 

(Qtr1: 90%, Qtr2: 92%, Qtr3: 93.4%)

Performance in recent months much closer to target.

	Percentage of urgent repairs completed within timescale.
	-
	96%
	90%
	Category 2: within 3 working days 

(Qtr1: 79%, Qtr2: 86%, Qtr3: 88.2%)

Performance in recent months much closer to target.

	Percentage of routine repairs completed within timescales.
	-
	80%
	86.3%

	Category 3: within 20 working days

(Qtr1: 88%, Qtr2: 79%, Qtr3: 83%)



	Percentage of planned repairs completed within timescale.
	-
	80%
	81.1%

	Category 4: within 40 working days

(Qtr1: 96%, Qtr2: 76%, Qtr3: 78%)



	Investment programme expenditure against budget.
	-
	+/- 2%
	
	


                                             Key Indicators – Area and Neighbourhood Analysis

BV 66a - % of rent collected

	
	Target


	Performance Qtr 1
	Performance Qtr 2
	Performance Qtr 3
	Performance Qtr 4

	Area Board East/South


	97.51%


	95.26%
	94.20%
	95.96%
	96.26%

	Neighbourhood East


	96.98%
	95.52%
	94.60%
	96.36%
	96.39%

	Neighbourhood South


	97.96%
	94.82%
	93.85%
	95.61%
	96.15%

	Area Board Central/West


	96.32%
	94.59%
	94.21%
	96.00%
	95.98%

	Neighbourhood Central


	96.23%
	94.61%
	93.96%
	96.23%
	96.28%

	Neighbourhood Inner West


	93.65%
	91.03%
	91.37%
	92.88%
	93.02%

	Neighbourhood West


	98.98%
	97.29%
	97.25%
	98.86%
	98.63%

	The Gateshead Housing Company
	96.90%

Qtr 1: 95.6%

Qtr 2: 95.9%

Qtr 3: 96.3%

Qtr 4: 96.9%
	94.91%
	94.20%
	95.98%
	96.11%


Rent arrears as % of rent roll

	
	Target


	Performance Qtr 1
	Performance Qtr 2
	Performance Qtr 3
	Performance Qtr 4

	Area Board East/South


	3.25%
	4.08%
	4.87%
	4.40%
	4.57%

	Neighbourhood East


	3.40%
	4.20%
	4.94%
	4.45%
	4.63%

	Neighbourhood South


	3.12%
	3.98%
	4.80%
	4.36%
	4.51%

	Area Board Central/West


	3.35%
	4.39%
	5.03%
	4.29%
	4.43%

	Neighbourhood Central


	3.15%
	4.18%
	5.02%
	4.14%
	4.24%

	Neighbourhood Inner West


	5.00%
	6.22%
	6.98%
	6.25%
	6.37%

	Neighbourhood West


	1.93%
	2.79%
	3.13%
	2.49%
	2.69%

	The Gateshead Housing Company
	3.30%

Qtr 1:  3.9%

Qtr 2:  3.7%

Qtr 3:  3.5%

Qtr 4:  3.3%
	4.24%
	4.95%
	4.34%
	4.50%


Average days vacant

	
	Target


	Performance Qtr 1
	Performance Qtr 2
	Performance Qtr 3
	Performance Qtr 4

	Area Board East/South


	36.5
	61.6
	56.8
	57.2
	55.6

	Neighbourhood East


	40.9
	72.7
	61.1
	63.5
	59.5

	Neighbourhood South


	32.6
	53.1
	53.9
	53
	52.9

	Area Board Central/West


	38.9
	67
	66.7
	66.7
	69.3

	Neighbourhood Central


	50
	65.2
	67.1
	72.4
	77.9

	Neighbourhood Inner West


	30.5
	59.3
	59.5
	59.2
	63.8

	Neighbourhood West


	34
	86.8
	78.2
	71.4
	66.4

	The Gateshead Housing Company
	38
	64.7
	62.5
	62.6
	63.3


Void rent loss (as % of rent roll)

	
	Target


	Performance Qtr 1
	Performance Qtr 2
	Performance Qtr 3
	Performance Qtr 4

	Area Board East/South


	1.49%
	1.54%
	1.52%
	1.39%
	1.42%

	Neighbourhood East


	1.50%
	1.54%
	1.57%
	1.28%
	1.38%

	Neighbourhood South


	1.48%
	1.53%
	1.48%
	1.48%
	1.45%

	Area Board Central/West


	2.28%
	2.92%
	2.86%
	2.75%
	2.81%

	Neighbourhood Central


	2.40%
	3.00%
	2.95%
	2.87%
	2.99%

	Neighbourhood Inner West


	3.18%
	4.02%
	3.82%
	3.99%
	4.07%

	Neighbourhood West


	1.30%
	1.77%
	1.84%
	1.44%
	1.40%

	The Gateshead Housing Company
	1.90%


	2.25%
	2.21%
	2.09%
	2.13%


Repairs completed within timescales

	
	Target


	Performance Qtr 1
	Performance Qtr 2
	Performance Qtr 3
	Performance Qtr 4

	Area Board East/South


	95%
	85%
	83%
	87%
	89.4%

	Neighbourhood East


	95%
	84%
	84%
	86%
	88%

	Neighbourhood South**


	95%
	85%
	81%
	87%
	90%

	Area Board Central/West


	95%
	88%
	84%
	86.5%
	87.7%

	Neighbourhood Central


	95%
	89%
	86%
	87%
	89%

	Neighbourhood Inner West


	95%
	87%
	85%
	87%
	88%

	Neighbourhood West


	95%
	88%
	82%
	85%
	86%

	The Gateshead Housing Company
	95%
	87%
	84%
	86.8%
	88.9%


** Morrison Facilities Limited since October 2004

Satisfaction with improvement works

	
	(Scheme)
	Target


	Performance 

	Area Board East/South


	
	95%
	95%

	Neighbourhood East


	Felling 

Leam Lane Ph 7

Leam Lane Ph 8
	95%
	95%

94%

96%

	Neighbourhood South


	Birtley West
	95%
	91%

	Area Board Central/West


	
	95%
	96%

	Neighbourhood Central


	Mulgrave Villas
	95%
	100%

	Neighbourhood Inner West


	Whickham
	95%
	97%

	Neighbourhood West


	Hole in the Wall
	95%
	91%

	The Gateshead Housing Company
	
	95%
	95%
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