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‘Exceptions report

Performance Summary 2016/17

Good

‘ VL1la-d ‘Average void re-let time by category

N
N

‘ VL2 ‘Average void repair time - days

‘ VL3 ‘Average time from repair complete to relet - days

% rent loss due to voids

Ref Title Target Result performance
Home Options EQY

‘ HO1 ‘Average stay in temporary accommodation (all) - days 100 929 ‘ v ’ 5 ‘
‘ HO2 ‘Average stay in temporary accommodation (HRA) - days 120 103 ‘ v ’ 6 ‘
‘ HO3 ‘Average stay in temporary accommodation (Budget hotels) - days 3 ‘ v ’ 7 ‘
‘ HO4 ‘Homeless cases determined within timescale 80.00% 80.72% ‘ 0 ’ 8 ‘
‘ HOS5 ‘Number new Money Advice cases m 705 ‘ 0 ’ 9 ‘
‘ HO6 ‘Benefits awarded due to Money Advice Team intervention (£'s) SAC{oN0[o[oNo[0olN £1,440,456.22 ‘ N ‘ 10 ‘
‘ HO7 ‘Reduction in arrears due to Money Advice Team intervention (£'s) s pJoNo[ooNoolN £321,196.40 ‘ N ‘ 11 ‘
‘ ‘Home Options management information

Asset Management
‘ AM1 |% properties with valid gas certificate 100% 100.00% ‘ N ’ 13
‘ AM2 |% jobs completed in timescale - All repairs 97.50% 98.19% ‘ N ’ 14 ‘
‘ AM3 % appointments made - Response repairs 66.00% 96.21% ‘ N ’ 15 ‘
‘ AM4 |% appointments kept - Response repairs 96.00% 96.00% ‘ 0 ’ 16
‘ AMS5 |% Minor adaptation works completed on time 97.50% 100.00% ‘ 0 ’ 17 ‘
‘ AM6 |% Major adaptation works completed on time 95.00% 96.04% ‘ 0 ’ 18 ‘
‘ ‘Asset Management - management information

Voids and lettings page
‘ VL1 ‘Average re-let time of voids - days 23 ‘ N ‘ 21

‘ VL13

‘ VL16 ‘Numberofvoids

e

e
1.20% N
100 58 | v |

‘Voids & Lettings management information

27
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fet Title Target Result periomance Pa8E

Neighbourhood Services EQY
‘ NS1 % rent collected of rent due 97.90%
NS2 % leaseholder service charges collected 98.50%
‘ NS3 % former tenancy arrears collected 15.00%
NS4 % Rent paid by Direct Debit 35.57% 3388% | 1 |32
‘NSS Mutual exchanges completed 64

NS6  ASB cases completed to satisfaction of customer (private / public) 80.00%

| NS7 % high rise blocks passing inspection (cleaning) 96.00% 9a.48% | 1 |35
| NS8 % low rise blocks passing inspection (cleaning) 96.00% 95.24% | 1 |36
| e U e e L e e e e
Corporate
\ KD
\ EaD)
|
|

.l
~

Commercial
‘ CM1a ‘Number of HRA new homes delivered - units 7 m
‘ CM1b ‘Number of HRA new homes delivered - spend (£'s) £5,187,290 m
‘ CcM3 ‘Income from commercial activity — Better Places (£'s) £0.00

Income from commercial activity — Well Being (£'s)

CM5
- self funding Well Being service users

£50,000

EN
w
=

191
N

‘Commercial management information
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Ref

‘NSS

Exception report
Description Target Actual

Mutual exchanges completed 64

Following the refreshed advertising campaign there was an increase in
completions during October and November the drop in uptake in December has
continued through to February. The number of enquiries and applications to
undertake an exchange has increased but conversion rate remains low, there is
not one single reason for this but mainly people just change their minds and
withdraw.

In the 12 months ending 31 March 2017 a total of 3933.58 days were lost due
to sick absence, the top three reasons being: stress/anxiety/depression 1312.25
days (33.4%) which is slight decrease since last period, musculo-skeletal 746.88
days (19%) which is an increase since last period and cancer 471.48 days (12%)
which is a slight improvement since last period. At the end of March there were
6 staff members off sick (4 long term and 2 short term), down from 10 at end of
last period.

Overall there was a marginal improvement, however, should be noted that
whilst there has been an improvement in long term absence short term
absence has increased.

CM1b

Number of HRA new homes delivered - spend (£'s) £5,187,290

The 17 unit Shared ownership scheme at Richmond Road is scheduled for
completion ahead of schedule on 13 April 2017, the Ipswich Walk temporary
accommodation centre will be completed and handed over on 12 May 2017
with the first residents moving in w/c 22 May 2017. The 51 unit extra care
scheme is scheduled to start on 10 April 2017 and is scheduled to complete on
15 October 2018.

In terms of annual budget; the year end (Quarter 4) expenditure was
£4,462,298 which is under budget . This is a result of the delays of obtaining
S77 Ministerial consent before confirming a start on site date at the Coleshill
Heath extra care scheme. The 2016/17 Base budget has also changed during
the year.

Similar to other individual development projects which operate over more than
one financial year the predicted year underspend will need to be carried
forward to future years so that total budget available over more than one
financial year is identical to the original approved budget.

% Rent paid by Direct Debit 33.88%

The number of payments by DD has increased by 8.9% from 5197 to 5660 and
the actual amount paid has increased by 8.6% (£41820) so target of 10%
increase just missed. However, as a percentage of the total amount collected
the amount collected by DD has only increased by 4.6%.

% high rise blocks passing inspection (cleaning) 94.48%

Performance maintained in quarter 4 with 103 inspections undertaken resulting
in just 4 failures, two of these were in March which resulted in target being
missed but quarterly target met so target achieved for final three quarters of
year but poor performance in quarter 1 resulted in overall target not being
achieved. Intervention action has been taken with Contractor to address
failings.
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NS8 % low rise blocks passing inspection (cleaning) 95.24%
In quarter 4 performance was again just below target with 534 inspections
resulting in 26 failures.During the year there were 2120 inspections undertaken
with 101 failures. Continue to work with contractor to identify issues and to
ensure that standards are maintained.
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2016/17

Target

2015/16

2014/15

HO1 Average stay in temporary accommodation (all) - days
Qtrl Qtr2 Qtr3 Qtrd EOY
93 99 105 99 99
Apr | May | Jun | Jul | Aug | Sep | Oct | Nov | Dec | Jan | Feb | Mar
81 98 | 92 97 | 83 - 94 - 83 - 97 | 98
100/ 100/ 100{ 100/ 100| 100/ 100/ 100/ 100/ 100| 100/ 100 100
111 | 290 | 111 | 78 94 | 97 79 78 97 82 53 98
144 89 84 78 99
61 56 | 46 59 37 81 71 66 | 106 | 51 76 | 77
54 61 82 66 65
Average stay in temporary accommodation (all) - days
———2016/17
2015/16
Y >

0

Apr

Oct

Feb

Comments

Target achieved
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2016/17

Target

2015/16

2014/15

HO2 | Average stay in temporary accommodation (HRA) - days
Qtrl Qtr2 Qtr3 Qtr4 EOY
96 93 102 130 103
Apr | May | Jun | Jul | Aug | Sep | Oct | Nov | Dec | Jan | Feb | Mar
87 | 106 | 102 | 96 | 82 | 102 | 92 | 114 | 92 | 92 - 129
120/ 120/ 120| 120| 120/ 120/ 120/ 120/ 120| 120/ 120| 120 120
143 | 297 | 150 | 104 | 111 | 123 | 99 | 103 | 118 | 103 | 58 | 112
193 109 106 91 127
109 | 88 | 98 | 107 | 59 | 122 | 118 | 73 | 129 | 88 | 123 | 72
98 100 106 89 98

350

Average stay in temporary accommodation (HRA) - days

300

250

200

150

100

——2016/17
——Target

2015/16

Comments

Overall target achieved, during quarter 4 several long term TA cases that had been waiting
for larger family accommodation managed to secure permanent accommodation so targets
missed in February and March but overall target achieved.
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HO3 |Average stay in temporary accommodation (Budget hotels) - days

Qtrl Qtr2 Qtr3 Qtra EOY

0 0 3 3 3

Apr | May | Jun Jul Aug Sep Oct Nov Dec Jan Feb | Mar

N 0| o 0 0 0 0 2 4 2 4 | 3

42 42 42 42 42 42 42 42 42 42 42 42 42

Target

19 44 17 27 27 10 45 11 32 3 29 25

2015/16

28 23 30 19 25

31 32 30 30 23 47 46 57 32 17 37 99

2014/15

31 34 48 34 35

Average stay in temporary accommodation (Budget hotels) - days

——2016/17
25 —

——Target

2015/16

Apr May Jun Jul Aug Sep oct Nov Dec Jan Feb Mar

Comments

Ceased use of budget hotels April 2016 for regular homeless enquiries but use approved for SWEP
(Severe Weather Emergency Protocol). 33 placements under SWEP, 2 placements following Police advice
both for 14 days. At end of March no cases remained in budget hotels.
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2016/17

Target

2015/16

2014/15

HO4

Homeless cases determined within timescale

Qtrl

Qtr2

Qtr3

Qtrd

EOY

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
80.00% 80.00% 80.00% 80.00% 80.00% 80.00% 80.00% 80.00% 80.00% 80.00% 80.00% 80.00% 80.00%
81.00% | 78.00% 93.00% 76.00% 63.00% 52.00% 88.00% 73.00% 69.00% 72.00% 78.00% 73.00%
82.00% 69.00% 78.00% 74.00% 76.00%
81.00% | 75.00% 70.00% 61.00% 63.00% 53.00% 76.00% 77.00% 76.00% 74.00% 77.00% 72.00%
75.00% 59.00% 76.00% 74.00% 71.12%

Homeless cases determined within timescale

L

33

N

01

oct Nov

—2016/17
—Target
——2015/16

Comments

Year end target achieved.
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HO5 Number new Money Advice cases

Qtrl Qtr2 Qtr3 Qtr4 EOY
Actual 165 320 506 705 705
Target 100 200 300 400 400
gt 450 600 600
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
55 49 61 61 41 53 63 83 40 58 70 71
2016/17 55 104 | 165 | 226 | 267 | 320 | 383 | 466 | 506 | 564 | 634 | 705
Target 33 67| 100| 133 167/ 200| 233| 267 300/ 333| 367| 400/ 400
»o15/16 50 90 121 | 173 | 218 | 274 | 325 | 370 | 393 | 429 | 470 | 513
50 40 31 52 45 56 51 45 23 36 41 43 513
121 153 119 120
2014/15 48 49 51 56 29 42 53 51 42 51 64 61
148 127 146 176 597

Number new Money Advice cases

700

500

——Target

400
2015/16
——2016/17

300

100

Comments

Original and stretch targets exceeded, with highest annual number of cases dealt with by money advice team
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Actual

Target

Stretch
target

2016/17

Target

2015/16

2014/15

. . . . .
HO6 Benefits awarded due to Money Advice Team intervention (£'s)
Qtrl Qtr2 Qtr3 Qtrd EOY
100,000.00 200,000.00 300,000.00 400,000.00 400,000.00
487,500.00 650,000.00 650,000.00
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
23,368.98 29,541.48 45,304.84 240,065.91 102,767.42 76,089.80 131,524.21 168,035.01 142,979.25| 150,145.79 124,406.60 206,226.93
33,333.33 66,666.67 100,000.00 133,333.33 166,666.67 | 200,000.00 | 233,333.33 266,666.67 300,000.00 | 333,333.33 366,666.67 | 400,000.00 400,000.00
59,630.92 45,200.47 29,052.42 42,949.34 40,974.57 91,907.13 51,676.05 40,005.34 51,732.67 55,389.30 35,620.60 34,957.09
59,630.92 104,831.39 133,883.81 176,833.15 217,807.72 309,714.85 361,390.90 | 401,396.24 | 453,128.91 508,518.21 544,138.81 579,095.90
133,883.81 309,714.85 453,128.91 579,095.90 579,095.90
41,348.17 54,720.87 87,782.42 98,020.44 31,186.96 49,898.29 104,808.03 52,222.01 90,104.49 70,606.31 127,963.21 85,150.94
183,851.46 179,105.69 247,134.53 283,720.46 893,812.14

160000000

Benefits awarded due to Money Advice Team intervention (£'s)

Le0000000

120000000

100000000

0000000

—ao117

—Targer

000000

—a0s/6.

2000000

Comments

Original and stretch target exceeded with highest annual level of awards made.
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Actual

Target

Stretch target

2016/17

Target

2015/16

2014/15

HO7

Reduction in arrears due to Money Advice Team intervention (£'s)

Qtrl

Qtr2

Qtr3

Qtr4

EOY

40000.00 80000.00 120000.00 160000.00 160000.00
165000.00 220000.00 220000.00
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
24,686.87 | 16,219.88 | 18,403.95 | 17,853.26 | 18,245.82 19,898.16 29,382.87 21,578.33| 24,526.19 35,211.72 25,648.74 69,540.61
13333.33 26666.67 40000.00 53333.33 66666.67 80000.00 93333.33 106666.67 120000.00 133333.33 146666.67 160000.00 160000.00
20658.74 39359.66 51788.70 68456.55 85898.97 114953.45 136548.56 152911.27 176727.39 196922.81 220628.95 261400.21
20658.74 18700.92 12429.04 16667.85 17442.42 29054.48 21595.11 16362.71 23816.12 20195.42 23706.14 40771.26
51788.70 63164.75 61773.94 84672.82 261400.21
17324.75 29401.77 45054.52 55251.52 70452.25 96514.50 122124.90 135737.87 155648.94 172632.19 189635.58 217973.67
17324.75 12077.02 15652.75 10197.00 15200.73 26062.25 25610.40 13612.97 19911.07 16983.25 17003.39 28338.09
45054.52 51459.98 59134.44 62324.73 217973.67

Reduction in arrears due to Money Advice Team intervention (£'s)

35000000

30000000

25000000

——
R
a0

10000000

5000000

Comments

Original and stretch targets exceeded.
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2016/17

Target

2015/16

2014/15

AM1 % properties with valid gas certificate HM
Qtrl Qtr2 Qtr3 Qtrd EOY
99.98% 99.94% 99.94% 100.00% 100.00%
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
99.96% | 99.96% | 99.98% | 99.93% | 99.93% | 99.94% | 99.98% | 99.96% | 99.94% |99.93% | 99.95% | 100.00%
100%| 100%| 100%| 100%| 100% 100% 100% 100% 100%| 100% 100% 100% 100%
99.99% | 99.98% | 99.96% | 99.99% | 99.99% | 100.00% | 100.00% | 100.00% | 100.00% | 99.95% | 100.00% | 99.96%
99.96% 100.00% 99.99% 99.96% 99.96%
100.00 | 99.99 | 99.99 | 99.99 | 99.95 99.94 99.92 99.94 99.94 99.95 99.95 99.95
99.99 99.94 99.94 99.95 99.95

Tolerance 0.5%

100.02%

% properties with valid gas certificate HM

100.00%

99.98%

99.96%

——2016/17

—m—Target

99.94%

99.92%

99.90%

99.88%

oct

2015/16

Comments

The gas servicing programme for 2016/17 was sucessfully completed, 8258 properties with gas supply had valid gas
certificates.
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AM2 |
Qtrl Qtr2 Qtr3 Qtra EQY
s | wees | sew | e | oo
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
Target 97.50%| 97.50%| 97.50%| 97.50%| 97.50%| 97.50%| 97.50%| 97.50%| 97.50%| 97.50%| 97.50%| 97.50% 97.50%
2015/16 99.16% | 98.78% | 98.44% | 99.03% | 99.26% | 99.23% | 98.90% | 99.34% | 99.49% | 98.66% | 97.73% | 97.53%
99.80% 99.17% 99.26% 98.72% 99.09%
201415 96.59% | 98.82% | 97.99% | 97.46% | 95.87% | 95.47% | 96.94% | 97.37% | 98.44% | 99.79% | 99.36% | 99.10%
97.78% 96.25% 97.57% 99.40% 97.78%

% jobs completed in timescale - All repairs

Tolerance 3%

% jobs completed in timescale - All repairs

100.00%

99.50%

99.00%

<

98.50%

98.00%

——2016/17
——Target
——2015/16

97.50%

97.00%

96.50%

96.00%

95.50%

Comments

Target achieved
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AM3 % appointments made - Response repairs
Qtrl Qtr2 Qtr3 Qtra EOY
94.26% 94.83% 98.07% 97.73% 96.21%
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
2016/17
93.95% | 94.67% | 93.89% | 92.08% | 96.83% | 96.79% | 97.93% | 98.25% | 98.05% | 98.21% | 97.56% | 97.41%
Toreet 66.00%| 66.00%| 66.00%| 66.00%| 66.00%| 66.00%| 66.00%| 66.00%| 66.00%| 66.00%| 66.00%| 66.00%|  66.00%
Stretch tereet 80.00%| 80.00%| 80.00%| 80.00%| 80.00%| 80.00%|  80.00%
e | BL:52% | 79.85% | 77.66% | 76.51% | 75.77% | 75.40%  77.55%| 76.04% | 76.75% | 79.19% | 79.05% 73.99% 2015/16
15/1
77.66% 75.40% 76.70% 77.14% 76.44%
70.06% | 74.54% | 77.95% | 78.38% | 79.47% | 80.02% | 79.72% | 77.59% | 76.78% | 72.44% | 72.24% | 72.73% |2014/15
77.95% 80.02% 76.78% 72.73% 72.73%
% appointments made - Response repairs
——2016/17
2015/16

Comments

Target exceeded with the majority of day to day repairs on tenanted properties being done by appointment.
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2016/17

Target

2015/16

AM4 % appointments kept - Response repairs HM
Qtrl Qtr2 Qtr3 Qtrd EQY
96.45% 97.49% 94.97% 94.98% 96.00%
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
97.61% | 95.90% | 95.83%| 96.85% | 98.16% | 97.72% 98.40%-93.96%-94.17% 98.23%
96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%
99.01% | 98.67% | 98.82% | 98.76% | 97.93% | 97.94% | 98.03% | 98.09% | 97.47% | 99.19% | 95.22% | 92.54% |2015/16
98.98% 98.22% 98.15% 96.90% 97.76%
94.36%| 96.82%| 97.90%| 98.28%| 98.61%| 98.85%| 99.04%| 99.15%| 99.24%| 94.50%| 94.66%| 94.80%|2014/15
97.90% 98.85% 99.24% 94.80% 94.80%

Tolerance 3%

100.00%

% appointments kept - Response repairs HM

98.00%

96.00%

—

94.00%

——2016/17

92.00%

90.00%

88.00%

Apr

May Jun

Oct

—— Target

2015/16

Comments

Overall performance improving, contract managers working with contractors to ensure better data quality, in year
15890 appointmnets made with 15255 kept so overall target achieved.
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2016/17

Target

AM5

% Minor adaptation works completed on time

97.50%

97.50%

97.50%

97.50%

97.50%

97.50%

97.50%

97.50%

97.50%

97.50%

97.50%

97.50%

97.50%

100.00%
2015/16

100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00%

2015/16

100.00%

100.00%

100.00%

100.00%

98.85%

100.00% | 100.00%

100.00% | 100.00%

’ 100.00%

100.00%

100.00%

‘ 100.00%

100.00%

100.00% ‘ 100.00%

99.90%

99.62%

100.00%

100.00%

2014/15

100.00%

Tolerance 3%

% Minor adaptation works completed on time

10050%

10000%

99.00%

m2016/17
mTarget
=2015/16

98.00%

97.50%

96.00%

Comments

Target achieved
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2016/17

Target

2015/16

’AMG ‘ % Major adaptation works completed on time
Qtrl Qtr2 Qtr3 Qtra EOY
97.30% 98.39% 95.08% 92.86% 96.04%
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
- 100.00% | 100.00% | 100.00% | 100.00% | 93.75% | 100.00% 100.00%-95.00% 94.11%
95.00%| 95.00%| 95.00%| 95.00%| 95.00%| 95.00% 95.00%| 95.00%| 95.00%| 95.00%| 95.00%| 95.00%| 95.00%
2015/16
2014/15

105.00%

% Major adaptation works completed on time

100.00%

95.00%

90.00% /

85.00%

80.00%

75.00%

oct

—2016/17
—Target
2015/16

Comments

Target achieved, 202 major works completed with 194 within target.
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COMPLIANCE

2016/2017

Low Rise 701 inspections

High Rise 37 inspections 3 0 0 3 11 2 16 2 2 4 8 0 4 35
Offices/community centers (9) 0 0 1 0 1 0 1 1 0 0 1 2 2 9
0

Electrical testing

Legionella

Monthly Temp Checks (13)

Risk Assessements (6)

Fire

High Rise 37 inspections

Low Rise 750 inspections

Offices/Halls 7 inspections

Asbestos:

Electrical Testing

Legionnella

Fire

Asbestos Containing Materials (ACM) - The re-inspection of communal areas to both high and low rise properties, SCH
offices and Community Centres are carried out on an annual basis.

Solihull Community Housing (SCH) undertakes Electrical Testing to all properties on a rolling 5 year programme. This
inspection frequency is in line with National Inspection Council for Electrical Installation Contracting (NICEIC) industry
standard and the recommended code of practice.

Programmme over 5 years to test 10,085 SCH properties

Programme 2015/16
Programme 2016/17
Programme 2017/18
Programme 2018/19
Programme 2019/20

Planned
2100
1685
2100
2100
2100

Completed
2109
1684

Solihull Community Housing undertakes Legionella Testing in accordance with ACOP L8 relating to the control of
waterborne bacteria, to all SCH sites.

Programme over the next 2 years to carry out Risk Assessment on SCH sites:

Programme 2016/2017
Planned 6
Completed 6

Programme 2017/2018
Planned 13

Completed

To comply with SCH Fire Safety Policy the following have to be be inspected annually:

Programme 2016/2017
Planned 250
Completed 262

750 FRA on all Low Rise properties, to be carried out on a 3 year programme, to complete 250 FRA annualy

Programme 2017/2018

Planned

250

Completed

7 FRA on all Offices/Community Halls to be completed annually
37 Fire Risk Assessments (FRA) in all High Rise Blocks
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Programme 2018/2019
Planned 250
Completed



2016/17

Target

2015/16

2014/15

Month

Quarter

Month

Quarter

Month

Quarter

Month

Quarter

’VLl | Average re-let time of voids - days HM
Qtrl Qtr2 Qtr3 Qtrd EOY
29 21 20 20 23
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
35 30 22 21 20 21 24 15 18 22 20 16
35 35 35 32 32 32 29 29 29 26 26 26 26
34 40 38 37 34 35 39 42 43 50 53 37
37 38 41 47 41
23 ‘ 25 ‘ 29 30 ‘ 27 ‘ 29 27 ‘ 28 29 31 ‘ 31 31
25 29 28 31 28
Average re-let time of voids - days HM
—2016/17
30 ——Target
2015/16
Comments
Target achieved
Apr \YE Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar YTD
VL1la Average re-let time - routine voids
26 21] 17 20 22] 16 19 15 18 22 18] 16 19
22 19 17 19
VL1b|Average re-let time - major works voids
12 29 37 18] 21] 25 21] 10] 24 33] 23] 21 23
26 22 20 25
VL1c|Average re-let time - adapted properties
30 26 21 16 17| 21 22] 15] 13 18] 27 12 20
25 18 17 18
VL1d|Average re-let time - difficult to let properties
86 77| 48 31] 21 43 46| 31] 15 26 32 38 50
75 32 41 29

VLle \Average re-let time - TA
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VLla-d Average void re-let time by category

May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar EOY

VL1a - Routine 26 21 17 20 22 16 19 15 18 22 18 16 19
VL1b - Major works 12 29 37 18 21 25 21 10 24 33 23 21 23
VL1c - Adapted properties 30 26 21 16 17 21 22 15 13 18 27 12 20
VL1d - DTL 86 77 48 31 21 43 46 31 15 26 32 38 50

Average void re-let time by category

—+VL1a - Routine
—8-VL1b - Major works

//’\ VLic - Adapted properties
40

—VL1d - DTL
20 .&.\ /f
\Q\ ~m .\\.

Days

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
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2016/17
Target
Stretch

target

2015/16

2014/15

Month

Quarter

Month

Quarter

Month

Quarter

Month

Quarter

VL2

Average void repair time - days

Qtrl Qtr2 Qtr3 Qtré EQY
13 10 10 11 11
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
16 12 11 9 10 10 10 9 10 11 11 10
20 20 20 18 18 18 17 17 17 16 16 16 17
14 14 14 14 14 14 14
23 20 24 20 19 19 21 21 21 23 25 20
22 19 21 23 23
13 ‘ 12 17 15 ‘ 16 18 16 ‘ 15 16 19 ‘ 19 16
14 16 15 18 16
Average void repair time - days
—2016/17
1 —Target
2015/16
Comments
Target achieved
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar YTD
V0L2a Average repair time - routine
16 11] 10 11] 10] 9 11] 10] 9 10] 10 11 11
12 10 10 11
VL2b  |Average repair time - major works
6 17| 15 10 11] 14 13 7] 20 20| 13| 15 13
14 12 12 16
VL2c Average repair time - adapted properties
13 12] 11] 8] 8] 9 8] 9] 6 11] 13] 7 10
12 8 8 10
viad Average repair time - difficult to let
19 17| 20 8] 5] 8 8] 8] 13 9] 13| 14 12
18 7 9 10
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2016/17

Target

2015/16

2014/15

Month

Quarter

Month

Quarter

Month

Quarter

Month

Quarter

‘VLS Average time from repair complete to relet - days
Qtrl Qtr2 Qtr3 Qtrd EQY
16 11 10 9 12
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
11 11 11 11 6 7 9 5
15 15 15 14 14 14 12 12 12 10 10 10 12
9 12 11 13 15 24 19 21 22 26 29 17
11 17 21 24 18
7 ‘ 9 ‘ 11 12 ‘ 10 ‘ 9 9 ‘ 8 ‘ 9 8 ‘ 8 ’ 9
9 11 8 9 9
Average time from repair complete to relet - days
—2016/17
—Target
2015/16
Comments
Target achieved.
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar YTD
VL3a Average time from repair complete to re-let - routine
10 10 7 10 11] 8 9] 5] 12 8] 4 9
9 9 7 8
VL3b Average time from repair complete to re-let - major
6 12] 22] 7] 9] 11 8] 4] 13] 10 6 9
13 9 7 9
VL3c Average time from repair complete to re-let - adapted
17 14] 10 8] 3] 13 14] 6] 7] 14| 7 10
14 10 9 10
VL3d Average time from repair complete to re-let - difficult to let
66 60 28 23] 16] 35 38] 23] 17 19] 24 37
56 25 32 19
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VL13 % rent loss due to voids HM
Qtl Qtr2 Qtr3 Qtrd EOY
v DD 118 | 110% | 10a% 1.0a%
Target 0.85% 1.20% 1.20% 1.20% 1.20%
2015/16 1.60% 1.60% 1.68% 1.66% 1.66%
2015/16
1.03% 0.95% 0.97% 1.01% 1.01%
2014/15
10% tolerance = 0.94% 10% tolerance = 1.32%
1.80% % rent loss due to voids HM
160% —
1.40%
1.20% \ - . i
1.00% /\\
./ ——2016/17
~-Target
0.80%
2015/16
0.60%
0.40%
0.20%
0.00%
Qtl Qtr2 Qtr3 Qtr4
Comments
Target amended agreed Board meeting 5 Sept 16.
Target achieved
VL13 Qtl Qtr2 Qtr3 Qtr4d EQY
:ﬁif:t loss due to 1.34% 1.18% 1.10% 1.04% 1.04%
Void rentloss actual | £145,862.52 £257,590.79 £349,660.81 £428,290.09 £428,290.09
Lo rentloss TA 19.25% 23.35% 20.67% 17.48% 17.48%
o rent loss TA £12,047.68 £29,741.16 £40,298.65 £46,057.79 £46,057.79
% void rent loss PSL 18.89% 20.93% 20.16% 19.53% 19.53%
void rentloss PSL £13,520.08 £29,641.08 £42,263.19 £53,504.73 £53,504.73
s 36.63% 36.81% 36.62% 36.69% 36.69%
o e £165,896.86 £333,501.40 £482,328.46 £635,360.58 | £635,360.58
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VL16 | Number of voids HM
Qtrl Qtr2 Qtr3 Qtrd EQY
108 81 78 58 58
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
2016/17 107 108 90 102 81 88 79 78 71 61 58
Target 100 100 100 100 100 100 100 100 100 100 100 100, 100
2015716 154 | 150 | 137 137
137
2014/15 ‘ ‘ ‘ 104
Tolerance 10%
Snapshot at end
of period
Number of voids HM
100 —2016/17
o et
Comments
Target achieved
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
Routine VL16a 38 33 34 28 42 35 38 29 27 24 20 16
Major works  |VL16b 6 1 0 8 7 3 2 4 3 3 0 2
Adapted VL16c 18 19 16 16 21 16 17 21 20 22 22 18
DTL VL16d 57 53 58 38 32 27 27 22 26 21 19 20
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Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
2016/17 —
97.90% 97.90% | 97.90% | 97.90% | 97.90% | 97.90% | 97.90% | 97.90% | 97.90% | 97.90% | 97.90% | 97.90% | 97.90%
Target
100.23% 98.75% | 98.24% | 97.98% | 97.45% | 97.63% | 97.91% | 97.57% | 97.83% | 97.85% | 97.77% | 97.80%
2015/16
98.24% 97.63% 97.83% 97.80% 97.80%
102.49% 98.54% | 97.94% | 97.84% | 97.45% | 97.54% | 97.85% | 97.49% | 97.70% | 97.74% | 97.72% | 97.77%
2014/15
97.94% 97.54% 97.70% 97.77% 97.77%
—2016/17
——2015/16

% rent collected of rent due

Qtrl

Qtr2

Qtr3

Qtrd

EOY

Comments

Year end target achieved, following housing benefit changes Income Team had to collect an extra £643k in cash payments to maintain the

same collection rate.
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2016/17

Target

2015/16

2014/15

Qtrl

% leaseholder service charges collected

Qtr2

Qtr3

Qtréd

EOY

98.00%

~#=2015/16

97.50%

98.50% 98.50% 98.50% 98.50% 98.50%

98.51% 97.77% 97.86% 98.83% 98.83%

99.22% 99.28% 98.25% 98.18% 98.18%
/ —4—2016/17

97.00%

Qtr3

Comments

Target achieved.
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2016/17

Target

2015/16

2014/15

NS3 % former tenancy arrears collected
Qtrl Qtr2 Qtr3 Qtr4 EQY
15.00% 15.00% 15.00% 15.00% 15.00%
16.40% 15.20% 15.70% 15.70%
16.28% 16.41% 16.73% 16.49% 16.49%
N \( T e
\/ \/ —4—2015/16
Comments

Target achieved
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2016/17

Target

2015/16

2014/15

Rent paid by Direct Debit

Qtrl Qtr2 Qtr3 Qtrd EOY
- 35.22% 34.05% 33.88% 33.88%
35.57% 35.57% 35.57% 35.57% 35.57%
35.26% 33.65% 33.69% 32.34% 32.34%
Target 10% increase on EOY 2015\16 outturn
.00% :\
35.00% \

34.00%

33.00%

32.00%

31.00%

30.00%

)

~_
N

~

Qtrl Qtr2 Qtr3 Qtra

——2016/17
=fli—Target
=#—2015/16

Comments

The number of payments by DD has increased by 8.9% from 5197 to 5660

and the actual amount paid has increased by 8.6% (£41820) so target of
10% increase just missed. However, as a percentage of the total amount
collected the amount collected by DD has only increased by 4.6%.
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NS5 Mutual exchanges completed

2016/17
Target 5 10 16 21 26 32 37 42 48 53 58 64 64
2015/16 58
2014/15 ‘ ‘ ‘ ‘ ‘ ‘ ‘ ‘

Mutual exchanges completed

—2016/17
—— Target

——2015/16

Comments

Following the refreshed advertising campaign there was an increase in completions during October and November the
drop in uptake in December has continued through to March. The number of enquiries and applications to undertake an
exchange has increased but conversion rate remains low, there is not one single reason for this but mainly people just
change their minds and withdraw.
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2016/17

Target

2015/16

ASB cases completed to satisfaction of customer (private / public)

2000%

Qtrl Qtr2 Qrt3 Qtra EOY
_Mn“
100.00% 86.67% 87.50% 78.57% 82.50%
100.00% 50.00% 66.66% 71.43%
80.00% 80.00% 80.00% 80.00% 80.00%
83.00% 72.00% 85.00% 81.00% 81.00%
82.00% 71.00% 84.00% 83.00% 81.00%
100.00% 75.00% 92.00% 70.00% 80.50%
100
10005
80.00% \
\/ \
——2016/17
so0x -
IR
s000%

Comments

Year end target achieved but overall satisfaction continues to drop, although it should be noted that survey return rates are low

(around 8.37%).
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igh rise blocks passing inspection (cleaning)

Qtrl Qtr2 Qtr3 Qtrd EOY
94.48%
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

Apr May
2016/17 94.60% | 91.89% 93.75%

Target 96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%| 96.00%

2015/16 | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 97.00% 0.00% 0.00% 0.00% 16.00% | 51.00% | 84.00%

100.00% 99.00% No inspections 49.00% 83.00%

2014/15 97.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 95.00% | 97.00%
99.00% 100.00% 100.00% 97.00% 99.00%

10% tolerance = 34 of 37 = 91.89%

120.00%

oo —

80.00%

—2016/17

60.00%
—Target
——2015/16

40.00%

20.00%

0.00%

Comments

Performance maintained in quarter 4 with 103 inspections undertaken resulting in just 4 failures, two of these were in March
which resulted in target being missed but quarterly target met so target achieved for final three quarters of year but poor
performance in quarter 1 resulted in overall target not being achieved. Intervention action has been taken with Contractor to

address failings.
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NS8  %lowrise blocks passing inspection (cleaning) |

o vy | o | s | s 0w | we | o | | e | v |
2016/17
Target
96.00% 96.00% 96.00% 96.00%| 96.00%
2015/16 99.00% 99.00% 88.00% | 85.00% | 91.00%
99.00% 99.00% No inspections 91.00% 96.00%
2014/15 99.00% 99.00% 99.00% 99.00% 99.00%
%low rise blocks passing inspection (cleaning)
Y S—
95.00% p——
- 2 f—

—m—Target
—a2015/16
85.00%

2000%

Comments
In quarter 4 performance was again just below target with 534 inspections resulting in 26 failures.During the year there were 2120 inspections
undertaken with 101 failures. Continue to work with contractor to identify issues and to ensure that standards are maintained.
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2016/17

Target

2015/16

2014/15

120.00%

Qtrl Qtr2 Qtr3 Qtra EOY
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
90.00%| 90.00%| 90.00%| 90.00%| 90.00%| 90.00%| 90.00%| 90.00%| 90.00%| 90.00%| 90.00%| 90.00%| 90.00%
93.94% | 100.00% | 97.92% | 100.00% | 96.15% | 100.00% | 97.56% | 93.48% | 96.65% | 93.18% | 92.68% | 93.47%
97.09% 99.08% 95.45% 93.13% 96.03%
n/a n/a n/a n/a 94.76%
1% complaints resolved at stage 1 HM

100.00%

80.00%

—

60.00%

40.00%

20,00%

0.00%

Apr May

sep

oct

Feb

——2016/17
——Target
——2015/16

Comments

Quarter four and overall target achieved, 362 of 388 compliants resolved at stage 1.

38 of 52



2016/17

Target

2015/16

2014/15

Apr

Qtrl

Jun

Jul

Qtr2

Aug

Sep

Oct

Qtr3

Dec

Jan

Qtr4

Feb

Mar

EOY

12000%

85.00%| 85.00%| 85.00%| 85.00%| 85.00%| 85.00%| 85.00%| 85.00%| 85.00%| 85.00%| 85.00%| 85.00%| 85.00%
93.10% | 98.10% | 97.30% 96.60% | 94.80% | 99.00% | 95.00% | 95.83% 92.90% | 100.00%
96.20% 96.00% 96.70% 94.60% 95.90%
n/a n/a n/a n/a n/a
Overall satisfaction with SCH (mini-STAR)

100.00%

80.00%

S s

60.00%

N

40.00%

2000%

Apr

——2016/17
——Target

——2015/16

Comments

Satisfaction with SCH overall dipped in quarter 4, although dissatisfaction remains low an increased number of
respondents selected the neutral option, main issues were around getting repairs done in a timely manner and ASB
issues in their location.
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2016/17

Target

2015/16

2014/15

Apr

Qtrl

Jun

Jul

Qtr2 Qtr3 Qtrd EOY

Aug | Sep Oct | Nov | Dec | Jan Feb | Mar

5.00%| 5.00%| 5.00%| 5.00%| 5.00%| 5.00%| 5.00%| 5.00%| 5.00%| 5.00%| 5.00%| 5.00% 5.00%
24% | 2.7% | 6.2% |12.9%| 6.7% | 7.0% | 1.90% | 5.20% | 3.30% | 6.80% | 3.80% | 5.60%
3.77% 8.90% 3.97% 5.40% 5.40%
3.50% | 4.30% | 2.60% | 4.80% | 5.60% | 8.60% | 3.30% | 3.50% | 2.30% | 3.40% | 3.00% | 3.90%
3.50% 6.40% 3.00% 3.50% 4.80%
% calls abandoned (Contact Centre)

14.00%

12.00%

10.00%

8.00%

——2016/17
——Target
———2015/16

6.00%

4.00%

2.00%

0.00%

Apr

May

Comments

Target achieved
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2016/17

Target

2015/16

2014/15

Apr

Qtrl

Jun

Jul

Qtr2

Aug

Sep Oct

Qtr3

Dec

Qtr4 EQY

Jan Feb Mar

70.00%| 70.00%| 70.00%| 70.00%| 70.00%| 70.00%| 70.00%| 70.00%| 70.00%| 70.00%| 70.00%| 70.00%| 70.00%
82.50% | 75.80% | 66.40% | 45.30% | 62.40% | 66.00% | 84.00% | 74.50% | 86.00% | 60.90% | 71.00% | 70.00%
74.90% 58.00% 81.50% 66.50% 70.20%
81.00% | 74.00% | 83.00% | 70.00% | 68.00% | 63.00% | 76.00% | 76.00% | 84.00% | 76.00% | 78.00% | 72.00%
79.00% 67.00% 78.00% 75.00% 75.00%
9% calls answered in 30 seconds (Contact Centre)

100.00%

90.00%

20.00%

70.00%

60.00%

~__ >\
\/

——2016/17

50.00%

——Target
——2015/16

40.00%

30.00%

20.00%

10.00%

0.00%

Comments

Target achieved
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2016/17
Torget
wotsyte | 1177 | 1165 | 12.36 | 12.81 | 13.14 | 12.83 | 12.81 | 13.1 | 13.37 | 13.43 | 1348 | 13.60
12.36 12.83 13.37 13.60 13.60
wars ||| | [ B EEE
11.34 11.34
Staff sickness days HM

Apr

Feb

——2016/17
——Target
——2015/16

Comments

In the 12 months ending 31 March 2017 a total of 3933.58 days were lost, the top three reasons being:
stress/anxiety/depression 1312.25 days (33.4%) which is slight decrease since last period, musculo-skeletal
746.88 days (19%) which is an increase since last period and cancer 471.48 days (12%) which is a slight
improvement since last period. At the end of March there were 6 staff members off sick (4 long term and 2
short term), down from 10 at end of last period. Overall there was a marginal improvement however should
be noted that whilst there has been an improvement in long term absence short term absence has increased.

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
Short term (days) 3.51 3.20 3.41 3.46 3.53 3.47 3.51 3.45 3.56 3.78 3.84 3.97
Long term (days) 9.53 10.15 10.35 10.30 10.49 10.59 10.60 10.86 10.85 10.92 11.12 10.76
Musculo-skeletal 2.45 2.57 2.57 2.8
Stress/Depression/. 4.30 471 5.00 4.92
Average FTE's 264.96 | 264.75 | 264.89 266.97
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apr | Moy | wn | i | g | Sep | Oct | Nov | Dec | son | Feb | war

2016/17

2014/15

Target | 80.00%| 80.00%| 80.00%| 80.00%| 80.00%| 80.00%| 80.00%| 80.00%| 80.00%| 80.00%| 80.00%| 80.00%| 80.00%
2015/16 | 90.30% | 90.40% | 86.00% | 88.00% | 92.00% | 90.00% | 86.20% | 85.20% | 88.10% | 81.38% | 83.70% | 86.10%
89.00% 84.00% 86.50% 83.73% 85.80%
n/a n/a n/a n/a n/a n/a |76.00% | 73.90% | 94.00% | 89.00% | 83.00% | 76.00%
n/a n/a

100.00%

95.00%

90.00%

——2016/17

85.00%

——Target
——2015/16

80.00%

75.00%

70.00%

Comments

Target achieved
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ICT Performance

completed within target

Apr May Jun Jul Aug Sept Oct Nov Dec Jan Feb Mar Total |Target
Network Availability 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 99%
System Availability 100.00% | 100.00% | 100.00% | 97.00% | 100.00% | 98.00% | 96.00% | 99.98% | 99.73% | 100.00% | 97.75% | 100.00% | 99.04% | 99%
Number of Helpdesk calls 119 163 157 190 163 173 182 172 130 142 165 173 1929 -
Helpdesk fault calls resolved
within target 70.00% | 70.80% | 64.20% | 82.10% | 74.40% | 70.80% | 66.20% | 68.90% | 68.90% | 84.81% | 84.24% | 83.81% | 74.10% | 80%
Helpdesk service requests | 3 500 | goo; | 97.10% | 91.50% | 93.20% | 90.90% | 97.10% | 93.02% | 93.02% | 96.82% | N/A N/A | 93.12% | 80%

*System Availability is calculated as 8am to 6pm for 5 days a week.

The SLA target for helpdesk calls is to deal with 80% of faults affecting one user within 16 hours and 80 hours for a service request.

* There were no service requests in February and March

Date Duration of downtime (approx)
24/02/2017 0.5 hours
27/02/2017 4 hours
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2016/17

Target

2015/16

2016/17

Target

2015/16

CM1a Number of HRA new homes delivered - units
Qtrl Qtr2 Qtr3 Qtré EOY
0 7 0 0 7
0 7 0 0 7

Cumulative outturns

Number of HRA new homes delivered - units

o B N w & 0 @ N

atrl

a2

=2016/17

= Target
2015/16

a3

atrd

Comments

7 units (Oakthorpe Drive) completed in quarter 2, with 38 further units commenced during period, 21 at
Ipswich Walk (temporary accommodation) and 17 at Richmond Road (shared ownership) which will not be
completed until 2017/18.

CM1b Number of HRA new homes delivered - spend (£'s)
Qtrl Qtr2 Qtr3 Qtr4 YTD
4,462,298
491,509 3,114,014 3,177,726 5,187,290 5,187,290
Number of HRA new homes delivered - spend (£'s)
5,000,000 A
4,000,000 /
3,000,000 ——2016/17
/ +Z;r1ie;15
1,000,000 V

Comments

The 17 unit Shared ownership scheme at Richmond Road is scheduled for completion ahead of schedule on
13 April 2017, the lpswich Walk temporary accommodation centre will be completed and handed over on
12 May 2017 with the first residents moving in w/c 22 May 2017. The 51 unit extra care scheme is
scheduled to start on 10 April 2017 and is scheduled to complete on 15 October 2018. In terms of annual
budget; the year end (Quarter 4) expenditure was £4,462,298 which is under budget . This is a result of the
delays of obtaining S77 Ministerial consent before confirming a start on site date at the Coleshill Heath
extra care scheme. The 2016/17 Base budget has also changed during the year. Similar to other individual
development projects which operate over more than one financial year the predicted year underspend will
need to be carried forward to future years so that total budget available over more than one financial year

is identical to the original approved budget.
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2016/17

Target

2015/16

cm3 | Income from commercial activity — Better Places (£'s)

Qtrl Qtr2 Qtr3 Qtra EQY

_ 39586.00 79660.00 61743.00 61743.00
0.00 0.00 0.00 0.00 0.00

90000.00

Income from commercial activity — Better Places (£'s)

80000.00

70000.00

/N

60000.00

.

50000.00

40000.00

30000.00

——2016/17
—m—Target
2015/16

20000.00

10000.00

-10000.00

-20000.00

Comments

Original target was to breakeven, trading account shows better than predicted with outturn of
£61743 more income than expenditure, Better Places £58654, Pest Control £1536 and Damp &

Mould £1553.
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Quarter
target

2016/17

Target

2015/16

o Income from commercial activity — Well Being (£'s) - self
funding Well Being service users
Qtrl Qtr2 Qtr3 Qtra EQY

12500 25000 37500 50000 50000
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
11948 | 12459 | 16037.6 | 16037.6 | 17010.6 | 13548.2 | 14161.6| 17875.3 | 13819.1| 13722.3 | 14007.1| 17965
4,167 | 8,333 | 12,500 | 16,667 | 20,833 | 25,000 | 29,167 | 33,333 | 37,500 | 41,667 | 45,833 | 50,000 50,000
n/a n/a n/a n/a n/a
Income from commerecial activity — Well Being (£'s) - self funding Well Being service users

—2016/17
——2015/16

Comments

Self funding users of Safe & Sound and Telecare, target is for additional commercial income

51 of 52



¢Gio s

97EC | 92T | 9TET | LYET | 8E€T | ¥SEC | ¥SET | C9€T | vvET | 9TEC | 9TET | LOEC | 69¢T | TTLT | TTTT | 86TT | ¥8TC (24e2913 L puE PUNOS 13 BjeS) SIasn Buldg |]9M JO JGUINN| BIND
ov8 | 86T | 18 9 €S | €1C | ¥S S8 vL | SvT | a8 88 | ¥8T | ¥9 S9 S (2482913 L PUE PUNOS 1B BjES) SJASN MAU BUIDg || JO JBQWINN | LIND
AO3 ¥O| JeN| ga4| uer €0| 922a| AMON| IO ¢o| des| sdny Inr 10| unf| Aen| udy uonduosag| 49y

UOIIBWIOUI JUBWSSRURW |B12I3WWO)




