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	West and Central Area Board  

5 August 2004


	
	

	Title:


	Performance – First Quarter 2004-2005

	Report of:
	Principal Housing Services Manager

	
	


Purpose of Report

1. To inform Area Board of the results for those Performance Indicators which can be reported at the end of first quarter in 2004/05. These have already been reported to Management of Performance and Resources Committee on 3 August 2004.

Background

2. A range of Performance Indicators are used to measure performance. Some are compulsory Best Value indicators for which comparisons can be made with other similar authorities and ALMOs, whilst others are local indicators set and monitored internally.

3. Area Board, at it’s meeting on 6 May 2004, received year-end information on performance against these particular indicators and agreed to receive further reports on a quarterly basis.

4. Appendix 1 contains a table of results against targets for indicators to be reported in 2004/05.

5. Some Performance Indicators by their nature can only be reported for a full year, whilst for others information to calculate performance may not be available until later in the year. These indicators have been included in the table for information purposes only.

6. Appendix 2 contains a report of those indicators capable of being assessed on an area and neighbourhood basis.

7. It is important to note that all indicators will be assessed at the end of the financial year. However, quarterly reports give the opportunity to take early corrective action where performance is at variance to the target. 

Corrective Action

8. For all four indicators the West and Central Area Board neighbourhoods fall short of their targets for the year end.

9. Area Housing Managers will implement corrective action to ensure that performance in these service areas improves during the remaining three quarters of the year.

10. Rent collection performance and arrears as a percentage of the rent roll have been affected by the three Bank holidays so far this financial year affecting four of the thirteen rent collecting weeks in the first quarter.  There has also been the added complication of the Council’s Housing Benefit IT system being replaced during the quarter resulting in no new Housing Benefit awards being made during June 2004 whilst the new PERICLES system was installed.

11. Rent and Income Teams have identified the following key corrective actions as a short-term way of improving performance:

· Increasing the use of Debit Card payments.

· Increasing the use of Direct Debit payments.

· Increasing the number of visits and contacts carried out both during normal office hours and out-of-hours.

· Decreasing the number of abortive visits where officers do not get access to tenants homes.

· Ensure that tenants awaiting Housing Benefit do at least pay the water rate element of their rent which doesn’t attract Housing Benefit.

12.
Longer-term solutions, including the preparation of neighbourhood arrears prevention and recovery strategies, are already in hand and reflect the need to improve performance by the year-end. Team leaders also carried out service quality audits on a monthly basis to ensure that procedural and customer care standards and targets are maintained during the recovery process.

13.
The average time taken to relet properties is also above target but is expected to improve throughout the rest of the year. All three neighbourhoods are over target due to an initial backlog of work and the need to adjust procedures in line with the new letting standard. Further joint training relating to the lettings standard has been carried out with staff from Local Environmental Services who have also agreed to commit additional resources to reduce the backlog and the average turnaround time.

14.
The rent loss attributable to empty properties increases as the average time to let properties increases. As that figure improves so the rent lost will reduce as well. However, we also need to reduce the overall number of empty properties if this indicator is to be reached by the year-end. Area Housing Managers have been developing neighbourhood voids and marketing strategies designed to achieve this overall reduction in empty properties.

 
Recommendation

15. The area Board is recommended to: 

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

(ii) suggest any comments or amendments for the report to go to the Board on 19 August 2004 

(iii) agree to receive future performance reports on a quarterly basis.

Contact:  Kevin Lumley, Principal Housing Services Manager   Ext: 8980

Performance Indicators – end of Quarter 1 2004/05


Key:

















	On target
	Not on target, but improved on last year
	Not on target and worse than last year
	PI reported at year end / Data not yet available

	


	Best Value Performance Indicators and Targets
	Performance 2003/04

(year end unless stated)
	Target

 2004/05
	Performance 2004/05 

Quarter 1
	Comment /

Action to be taken

	BV 66a: 

% of rent collected
	Qtr 1 

94.12%

----

Full year 96.66%
	Qtr 1 

95.60%

---

Full year 96.9%
	94.91%
	Performance was on target after 2 months, but dipped during June. Performance is still better than for the same period in previous years, and targeted arrears action will be taken to bring back in line for this year

	
	
	
	
	

	BV 185

% of repair appointments made and kept


	Qtr 1 

n/a

---

Full year

6.82%
	Qtr 1 35%

---

Full year

 50%
	40.8%


	On target for Qtr 1 with promising prospects for the full year (51.5% during June)

	
	
	
	
	

	BV 184a:

Proportion of non-decent stock at start of year


	45.88%
	40.33%


	
	To be calculated. Figure to be available by end of September.


	BV 184b:

Percentage change in non-decent stock over year


	15.48%
	8.98%
	
	Calculated at year end

	BV 63:

Energy Efficiency: average ‘SAP’ rating of dwellings


	55.5
	56
	
	Calculated at year end




(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

(year end unless stated)
	Target

 2004/05
	Performance 2004/05 

Quarter 1
	Comment /

Action to be taken

	Local G23

Average relet times 

for properties let
	39 days
	38 days
	64.7 days


	Significantly out of target, but expected to improve throughout the rest of the year. Increase due to an initial backlog of work, and the need to adjust procedures in line with the new letting standard.  A 3-month review of operation has resulted in further joint training (with LES) with action to improve performance agreed. LES are now applying additional resources to relet work.

	Local G7: 

% of rent lost through vacant properties


	1.97%
	1.9%
	2.25%


	Affected by the increase in average relet times. Overall void levels will need to decrease too if this indicator is to move nearer to target. Local targets down to Estate Officer patch level have been set.

	Local G24:

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


	4.05%
	3.3%
	 4.24% 
	 Arrears at week 13 were £2,678,513 compared to £2,419,764 at the start of the year.

Local targets have been set with the aim of reducing arrears closer to target level by Quarter 4

	Local G19:

Ratio of expenditure: 

programmed / responsive works


	34:66
	50:50
	
	Calculated at year end

	Local G17:

Percentage of repair orders carried out within new timescales


	N/A
	95%
	87%
	LES have established action plan to improve response times on repairs

For breakdown of repair categories, see management indicators and targets 

	Local C1: 

Satisfactory resolutions to NRT without need for legal action


	87.5%
	75%
	
	Reported at year end

	Local C14:

% of appropriate referrals to NRT settled through mediation


	64%
	60%
	100%
	1 case settled so far this year

	Local G9: 

Time taken to invoice leaseholders

after the end of the financial year
	25 weeks 
	20 weeks 
	
	Invoices need to be issued by 20th August 2004 to hit target

	Management Indicators and Targets

	Performance 2003/04

(year end unless stated)
	Target

2004/05
	Performance 2004/05 

Quarter 1
	Comment /

Action to be taken

	% completion of statutory gas safety checks on properties


	98%
	100%
	
	Reported at year end

	% of tenants satisfied with repair service


	9
90.1%%
	95%


	90.8%
	Results taken from random telephone surveys carried out by Repair Reporting Service. Expected to improve as more appointments offered.

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

 
	5 days
	Responsibility for processing applications for housing is shared between The Gateshead Housing Company and Gateshead Council

	Former tenant rent arrears – average recovered per week
	£6,004.10
	£5,700
	£4,756.16


	Performance on this indicator is largely affected by the number of large ‘one-off’ payments received when tenants in arrears pay off those arrears as part of RTB sale. 

	Number of vacant properties as % of stock


	2.08%


	2%


	2.18%


	507 voids at end of quarter 1

(23,230 properties)



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


	95%
	
	Not yet available (some results expected by end of quarter 2)

	Percentage of emergency repairs completed within timescale.
	-
	96%
	90%
	New category 1 – Emergency repairs (within 24 hours)

	Percentage or urgent repairs completed within timescale.
	-
	96%
	79%
	New category 2 – Urgent repairs (within 3 working days)

	Percentage of routine repairs completed within timescales.
	-
	80%
	88%
	New category 3 – Routine repairs (within 20 working days / 4 weeks)

	Percentage of planned repairs completed within timescale.
	-
	80%
	96%
	New category 4 – Planned repairs (within 40 working days / 8 weeks)

	Investment programme expenditure against budget.
	-
	+/- 2%
	
	Reported at year end
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Rent collected

Arrears as % rent roll

Average days vacant

Void rent loss

Year end

Target

Quarter 1

Year end

Target

Quarter 1

Year end

Target

Quarter 1

Year end

Target

Quarter 1

2003/04

2004/05

2004/05

2003/04

2004/05

2004/05

2003/04

2004/05

2004/05

2003/04

2004/05

2004/05

Neighbourhood 

96.00%

96.23%

94.61%

4.05%

3.15%

4.18%

52.0

50.0

65.2

2.59%

2.40%

3.00%

Central

Neighbourhood 

93.38%

93.65%

91.03%

6.28%

5.00%

6.22%

32.0

30.5

59.3

2.76%

3.18%

4.02%

Inner West

Neighbourhood 

98.75%

98.98%

97.29%

2.64%

1.93%

2.79%

35.0

34.0

86.8

1.52%

1.30%

1.77%

West

Area Board

96.08%

96.32%

94.59%

4.31%

3.35%

4.39%

41.0

38.9

67.0

2.65%

2.28%

2.92%

Central And West

Neighbourhood

96.74%

96.98%

95.52%

4.02%

3.40%

4.20%

43.0

40.9

72.7

1.62%

1.50%

1.54%

East

Neighbourhood

97.74%

97.96%

94.82%

3.57%

3.12%

3.98%

33.0

32.6

53.1

1.64%

1.48%

1.53%

South

Area Board

97.28%

97.51%

95.26%

3.78%

3.25%

4.08%

38.0

36.5

61.6

1.63%

1.49%

1.54%

East and South

The Gateshead

96.66%

96.90%

94.91%

4.05%

3.30%

4.24%

39.0

38.0

64.7

1.97%

1.90%

2.25%

Housing Company

Key:

On Target

Improved 

on year 

end

Worse 

than year 

end
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						Housing Management Performance Indicators - Quarter 1 2004/05

		Key:		On Target		Improved on year end		Worse than year end

						Rent collected						Arrears as % rent roll						Average days vacant						Void rent loss

				Year end		Target		Quarter 1		Year end		Target		Quarter 1		Year end		Target		Quarter 1		Year end		Target		Quarter 1

				2003/04		2004/05		2004/05		2003/04		2004/05		2004/05		2003/04		2004/05		2004/05		2003/04		2004/05		2004/05

		Neighbourhood		96.00%		96.23%		94.61%		4.05%		3.15%		4.18%		52.0		50.0		65.2		2.59%		2.40%		3.00%

		Central

		Neighbourhood		93.38%		93.65%		91.03%		6.28%		5.00%		6.22%		32.0		30.5		59.3		2.76%		3.18%		4.02%

		Inner West

		Neighbourhood		98.75%		98.98%		97.29%		2.64%		1.93%		2.79%		35.0		34.0		86.8		1.52%		1.30%		1.77%

		West

		Area Board		96.08%		96.32%		94.59%		4.31%		3.35%		4.39%		41.0		38.9		67.0		2.65%		2.28%		2.92%

		Central And West

		Neighbourhood		96.74%		96.98%		95.52%		4.02%		3.40%		4.20%		43.0		40.9		72.7		1.62%		1.50%		1.54%

		East

		Neighbourhood		97.74%		97.96%		94.82%		3.57%		3.12%		3.98%		33.0		32.6		53.1		1.64%		1.48%		1.53%

		South

		Area Board		97.28%		97.51%		95.26%		3.78%		3.25%		4.08%		38.0		36.5		61.6		1.63%		1.49%		1.54%

		East and South

		The Gateshead		96.66%		96.90%		94.91%		4.05%		3.30%		4.24%		39.0		38.0		64.7		1.97%		1.90%		2.25%

		Housing Company






