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	South and East Area Board  

2 November 2004


	
	

	Title:


	Performance – Second 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 the second quarter in 2004/05. These have already been reported to Management of Performance and Resources Committee on 20 October 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. Appendix 1 contains a table of results against targets for indicators to be reported in 2004/05.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.

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

5. Although all indicators will be assessed at the end of the financial year, quarterly reports give the opportunity to take early corrective action where performance is at variance to the target. 


Corrective Action

6. Performance for the first four indicators, relating to income, rent arrears, average days vacant and rent loss, are all falling short of their year-end targets.

7. Income collection and rent arrears continue to be affected by the knock-on effects of the introduction of the Council’s new Housing Benefit IT system in June 2004. The number of Housing Benefit cases being processed fell sharply creating a backlog. The actual time taken on average to process new Housing Benefit claims has risen from just over 53 days at the beginning of April 2004 to 109 days by the end of September 2004. To assist with that the Council have entered into a short-term contract until December 2004 with an external organisation to carry out additional housing benefit processing. The Council anticipate that the backlog will be cleared by the end of the calendar year.

8. The proposed corrective actions reported to the area Boards in August 2004, has resulted in payments by cash, cheque, debit card and via post offices increasing by 0.4% since the end of the first quarter. Area Housing Managers had agreed to target an increase in the numbers of Debit Card and Direct Debit payments and have been able to do so by 24% and 9% respectively. 

9. Managers will continue to target Debit Card and Direct Debit payments as well as now being able to re-focus on visits and contacts. This action and the projected reduction in Housing Benefit backlog, is expected to result in improved performance by the year-end.

10. The average time taken to relet properties is significantly above target but, as previously reported, has begun to improve. Local Environmental Services are now returning more properties and reducing both their backlog and the time taken to complete relet repairs. We expect this to continue to reflect in improved performance during the third and fourth quarters.

11. All neighbourhoods are showing improved performance, which is expected to continue as the average days vacant, and the overall number of vacant properties continues to reduce.

12. The final indicator relates to repairs completed within timescales by Strategic Partners. Whilst there is improvement in performance for both category 1 and 2 repairs, the overall performance of repairs has deteriorated to 84%, which is below its target of 95%.

13. In April 2004, there were over 16,000 outstanding repairs, which has now reduced to close to 8,000. In terms of performance this has had the following impact:

· Non-urgent repairs ordered since April are being completed on average in 19.8 days, which is within the target of 22 working days. 

· Urgent repairs are completed in 1.6 days which is well within the target of 3.0 working days

· Tenant satisfaction levels are running at 91% which is slightly short of the 95% target but has improved since 2003/04

· 46% of repair appointments have been made and kept, which exceeds the second quarter target of 42.5%. It is expected the full year target of 50% will be achieved.

14. In Neighbourhood Management Area South, the new strategic partner, Morrison is responsible for the delivery of the repairs service from 18 October 2004.
15. We are working with Local Environmental Services and Morrison to develop a strategy to address the remaining outstanding repairs in all of the neighbourhoods.
Recommendation

16. The Area Board is recommended to

· note the performance information included in this report

· suggest any comments or amendments for the report to go to the parent Board on 11 November 2004

· agree to receive future performance reports on a quarterly basis.

Contact: Julie McCartney, Principal Housing Services Manager   Tel: 433 5304


Performance Indicators – to end of Quarter 2, 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 

to end of Qtr 2

2004/05
	Comment



	BV 66a: 

% of rent collected
	Qtr 2 

95.32%

----

Full year 96.66%
	Qtr 2 

95.9%

---

Full year 96.9%
	94.20%


	Down from quarter 1 (94.91%). Rent payments made by tenants have remained steady, but income from Housing Benefit has reduced since June 2004 with the introduction of the PERICLES housing benefit system. Performance is expected to improve as the housing benefit backlog is reduced, but unlikely to achieve target 

	BV 185

% of repair appointments made and kept


	Qtr 2 

n/a

---

Full year

6.82%
	Qtr 2 

42.5%

---

Full year

 50%
	46.0%


	On target for quarter 2 and expected to achieve full year target

(Quarter 1: 40.8%)



	
	
	
	
	

	BV 184a:

Proportion of non-decent stock at start of year


	45.88%
	40.33%


	40.84%
	The number made decent in 2003/04 was as predicted but property stock at start of year 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%
	
	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)
	Target

 2004/05
	Performance 

to end of Qtr 2

2004/05
	Comment



	Local G23

Average relet times 

for properties let
	39 days
	38 days
	62.5

 days


	(Qtr 1 64.7 days) Although expected to improve, unlikely to achieve year-end target. Affected by performance in repairing vacant properties to the new Letting Standard, particularly in the higher relet repair categories. Additional resources have been applied to relet repairs, and the introduction of a new strategic partner will enable benchmarking in future.  

	Local G7: 

% of rent lost through vacant properties


	1.97%
	1.9%
	2.21%
	Slight improvement on quarter 1 (2.25%), but still affected by increase in average relet times. Void levels are below 500, despite some empty properties being held in connection with the Older Persons Strategy.



	Local G24:

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


	4.05%
	Qtr 2 

3.7%

-----

Full year

 3.3%
	4.95%


	(Qtr 1: 4.24%)  Similar to BV 66a (% rent collected): affected by the backlog of housing benefit cases, with arrears currently over £3 million. Expected to improve slightly as backlog reduces but unlikely to achieve target.

	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%
	84%
	Overall trend is down since quarter 1 (87%). Performance improvements in categories 1 and 2 (emergency and urgent repairs) have been offset by reductions in categories 3 and 4 (routine and planned) 

	Local C1: 

Satisfactory resolutions to NRT without need for legal action
	87.5%
	75%
	89.7%
	There have been 184 cases closed and 165 were resolved satisfactorily, without the need for legal action

	Local C14:

% of appropriate referrals to NRT settled through mediation
	64%
	60%
	100%
	3 cases to date this 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

(year end)
	Target

2004/05
	Performance

to end of Qtr 2

2004/05
	Comment

	% completion of statutory gas safety checks on properties


	98%
	100%
	
	Reported at year end

	% of tenants satisfied with repair service


	9
  90.1% (tel)%
	95%


	Tel: 90.3%

Cards: 91.4%

All: 91.0%
	Tel surveys ytd: 857 (774 satisfied). 
Cards received ytd: 1294 (1183 satisfied)
Overall trend – increasing slightly (90.8% in quarter 1)

	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
	£4,891


	Trend: generally increased since quarter 1 (£4,756), but subject to fluctuations caused by cases where arrears briefly transfer to former tenant accounts before being cleared as part of a RTB sale transaction   

	Number of vacant properties as % of stock


	2.08%


	2%


	2.15%


	23,083 props,496 void.

Improving since quarter 1 (2.18%), with void levels consistently under 500  

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


	95%
	
	First scheme now coming to an end – survey results expected by end of October. Remaining schemes will be completing at regular intervals up to March 2005

	Percentage of emergency repairs completed within timescale.
	-
	96%
	92%
	Category 1: within 24 hours   (Quarter 1: 90%)



	Percentage or urgent repairs completed within timescale.
	-
	96%
	86%
	Category 2: within 3 working days    (Quarter 1: 79%)



	Percentage of routine repairs completed within timescales.
	-
	80%
	79%
	Category 3: within 20 working days   (Quarter 1: 88%)



	Percentage of planned repairs completed within timescale.
	-
	80%
	76%
	Category 4:within 40 working days (Quarter 1: 96% but with limited data at that stage)



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



Area and Neighbourhood Results

BV 66a - % of Rent Collected
	
	Target


	Performance Qtr 1
	Performance Qtr 2

	Area Board East/South


	97.51%


	95.26%
	94.20%

	Neighbourhood East


	96.98%
	95.52%
	94.60%

	Neighbourhood South


	97.96%
	94.82%
	93.85%

	Area Board Central/West


	96.32%
	94.59%
	94.21%

	Neighbourhood Central


	96.23%
	94.61%
	93.96%

	Neighbourhood Inner West


	93.65%
	91.03%
	91.37%

	Neighbourhood West


	98.98%
	97.29%
	94.96%

	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%


Rent arrears as % of rent roll
	
	Target


	Performance Qtr 1
	Performance Qtr 2

	Area Board East/South


	3.25%
	4.08%
	4.87%

	Neighbourhood East


	3.40%
	4.20%
	4.94%

	Neighbourhood South


	3.12%
	3.98%
	4.80%

	Area Board Central/West


	3.35%
	4.39%
	5.03%

	Neighbourhood Central


	3.15%
	4.18%
	5.02%

	Neighbourhood Inner West


	5.00%
	6.22%
	6.98%

	Neighbourhood West


	1.93%
	2.79%
	3.13%

	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%


Average Days Vacant

	
	Target


	Performance Qtr 1
	Performance Qtr 2

	Area Board East/South


	36.5
	61.6
	56.8

	Neighbourhood East


	40.9
	72.7
	61.1

	Neighbourhood South


	32.6
	53.1
	53.9

	Area Board Central/West


	38.9
	67
	66.7

	Neighbourhood Central


	50
	65.2
	67.1

	Neighbourhood Inner West


	30.5
	59.3
	59.5

	Neighbourhood West


	34
	86.8
	78.2

	The Gateshead Housing Company
	38
	64.7
	62.5


Void rent loss (as % of rent roll)

	
	Target


	Performance Qtr 1
	Performance Qtr 2

	Area Board East/South


	1.49%
	1.54%
	1.52%

	Neighbourhood East


	1.50%
	1.54%
	1.57%

	Neighbourhood South


	1.48%
	1.53%
	1.48%

	Area Board Central/West


	2.28%
	2.92%
	2.86%

	Neighbourhood Central


	2.40%
	3.00%
	2.95%

	Neighbourhood Inner West


	3.18%
	4.02%
	3.82%

	Neighbourhood West


	1.30%
	1.77%
	1.84%

	The Gateshead Housing Company
	1.90%


	2.25%
	2.21%


Repairs Completed within timescales
	
	Repair Category
	Target


	Performance Qtr 1
	Performance Qtr 2

	Area Board East/South
	1
	96%
	88%
	90%

	
	2
	96%
	77%
	84%

	
	3
	80%
	85%
	79%

	
	4
	80%
	92%
	77%

	
	All
	95%
	85%
	83%

	Neighbourhood East
	1
	96%
	87%
	91%

	
	2
	96%
	78%
	86%

	
	3
	80%
	85%
	82%

	
	4
	80%
	90%
	78%

	
	All
	95%
	84%
	84%

	Neighbourhood South
	1
	96%
	88%
	89%

	
	2
	96%
	75%
	81%

	
	3
	80%
	84%
	76%

	
	4
	80%
	93%
	76%

	
	All
	95%
	85%
	81%

	Area Board Central/West
	1
	96%
	91%
	92%

	
	2
	96%
	83%
	88%

	
	3
	80%
	86%
	78%

	
	4
	80%
	93%
	74%

	
	All
	95%
	88%
	84%

	Neighbourhood Central
	1
	96%
	93%
	94%

	
	2
	96%
	84%
	89%

	
	3
	80%
	88%
	81%

	
	4
	80%
	92%
	79%

	
	All
	95%
	89%
	86%

	Neighbourhood Inner West
	1
	96%
	91%
	92%

	
	2
	96%
	82%
	87%

	
	3
	80%
	83%
	80%

	
	4
	80%
	91%
	70%

	
	All
	95%
	87%
	85%

	Neighbourhood West
	1
	96%
	88%
	91%

	
	2
	96%
	84%
	88%

	
	3
	80%
	87%
	73%

	
	4
	80%
	95%
	72%

	
	All
	95%
	88%
	82%

	The Gateshead Housing Company
	1
	96%
	90%
	92%

	
	2
	96%
	79%
	86%

	
	3
	80%
	88%
	79%

	
	4
	80%
	96%
	76%

	
	All
	95%
	87%
	84%
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