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SUMMARY

The purpose of this report is to advise the Housing Services Committee
of the Directorates performance to the end of February 2010 against Key
Performance Indicators.

RECOMMENDATIONS

It is recommended that the Housing Management Services Committee:

Note and comment upon the Directorates performance to the end of
February 2010 with regards to Key Performance Indicators; and

Consider remedial action proposed to address any issues of performance
DIRECTORATE PERFORMANCE REPORT APPENDIX 1

Comparison 08/09 year end to February 2010 for 33 indicators

« 20 Indicators show improved performance (64.5%)

. 8 Indicators remained static (25.8%)

. 3 Indicators show deteriorated performance (9.7%)

. 2 indicators have no trend data as they are new for this year

Voids and Allocations

At the end of February 2010, the number of lettable voids decreased to
308 compared to 382 at the end of the 08/09 financial year. As of 24"
March, the number of lettable voids reduced further to 285.

The number of long term lettable voids has reduced to 36, a sizeable
reduction when compared to the 50 long term properties at the end of
February 2010.

The average re let time has improved significantly at the end of February
2010, with a cumulative performance of 39 days. This represents an
improvement of 10 days compared to 08/09 year end.  However,
performance remains off the year end target of 35 days. The current
average re let time places NCH in median quartile position.
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By the end of February 2010, 2430 voids were re-let, 260 of which were
long term and or sheltered voids. The average turnaround time for
sheltered and long term voids was 109.5 days which has an adverse
affect on performance. The remaining 2170 voids (89% of all voids)
were re-let within 30.5 days.

It is anticipated that the turn around time will increase over the next few
months as we let some long term and sheltered voids.

At the end of February 2010, rent loss was £2,528,274 (3.13%) of rental
income). The number of non lettable voids has significantly increased
over the past year which is impacting on rent loss.

New management arrangements and working practices that were
introduced last year have had a positive impact on performance.
Employees within the Lettings Team now have specialist roles and are
undertaking a larger volume of multiple viewings. Processes are going to
be further developed in April.

Only essential work is carried out when the property is void and the
majority of properties are no longer redecorated during the void period.
There has been an increase in the average number of offers taken to let
a property and a decrease in the proportion of properties accepted on the
first offer.

However, new tenant satisfaction with the condition of their home and
with the lettings service has remained relatively static over the last year.
We have in place service improvement groups which aim to identify and
implement improvements based on feedback received through surveys
and our 3Cs (complaints, comments and complements) service. NCH
has a pool of tenant inspectors who work with us to regularly inspect the
quality of void properties. This work is instrumental in driving forward the
improvements that have been seen in the standard of void properties.

At the end of February, the average time taken to register an application
on the Housing Register has remained well within target at 3. 67 days.
This represents a significant improvement compared to February last
year when performance was 8.6 days.

Housing Income Management

At the end of February, over 100% (100.53%) of rent was collected. This
has been achieved in the last five consecutive months. Increased
collection rates mean that arrears are £850,000 lower compared to 12
months ago and £1.35 million lower when compared to the same point
two years previously.

There are now only 3 cases city-wide that owe more than 52 weeks net
rent. There are now only 25 tenants out of 29,000 that owe between 39
to 51 weeks net rent.
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There are 17,594 cases that have either a zero or credited balance.

The Rents Call Centre is having its best year ever collecting £1,499,219
in cash payments between April and February 2010, compared to
£1,372,979 for the whole of 2008/09. Cash collection targets are being
exceeded and the call centre is among the top performing in the city for
rent collection.

Former tenant arrears (FTAs) currently stand at £2.49 million compared
to £2.11 million at the end of 08/09 and £1.98 million at the end of 07/08.
As of 26™ March, £553,225 of debt had been written off compared to
£813,316 in 08/09 and £1,200,067 in 07/08. A request has been made
for 2 additional posts, contained within existing budget, to look solely at
the collection of FTAs.

At the end of February, 340 tenants had been evicted for rent arrears
over the previous 12 months, compared to 241 at the end of February
2009. There is a range of support in place for tenants who can’t pay their
rent such as debt advice referral, support from Financial Inclusion
Officers. We actively ensure tenants are aware of their rights and the
support available. Once an eviction request has gone to court, tenants
also have the opportunity to attend court to request that evictions are
postponed.

We proactively support tenants who can’t pay; however, we take robust
action against those who have funds to pay but won't pay in order to
ensure effective management of the housing stock.

The rents team recover possession of an abandoned property through
the rent arrears process leading to the tenancy being terminated as an
eviction. Between April and February there were 20 terminations
recorded as abandoned compared to 120 for the whole of 2008/09.
Although we are evicting more people through the rent arrears process,
fewer are being evicted due to abandonment. This means that the
combined number of evictions due to rent arrears and abandonments has
remained relatively static.

The responsibility for the collection of Leaseholder Service Charges
transferred to Nottingham City Homes in October 2009. At the end of
February 2010, 61.61% of services charges had been collected over a 4
month  period. Performance has improved significantly since
responsibility transferred to Nottingham City Homes. Between
September 2008 and February 2010, Nottingham City Council has
collected 79.1% of services charges raised.

The revised Escalation Policy and implementation of the Leasehold
Module in Northgate have contributed to improved performance. It is
anticipated that by the end of October 2010, performance will exceed the
75% target.

Tenancy and Estate Management




3.4.1

3.4.2

3.4.3

3.4.4

3.4.5

3.4.6

3.4.7

3.4.8

3.4.9

3.5

We undertake quarterly estate inspections with tenants and from these
develop action plans for NCH and other providers. This has contributed to
the improved appearance on the estates we manage.

« 24 out of 42 estates are now deemed to be of a three star standard
. 40 of the estates have been awarded a minimum of 2 stars

. 2 estates are now deemed to be of a 1 star standard

. No estates are deemed to be of a no star standard

Bells Lane and St Anns are both one star estates. St Anns has been one
star since June 2009, whereas Bells Lane has not been one star since
July 2008.

. 14 out of 21 blocks are now deemed to be of a 3 start standard
. 20 blocks have been awarded a minimum of 2 stars
« 1 block (Highcross Court) is considered to be of a 1 star standard.

A project group has been established to develop improvement actions for
1 star estates and blocks. NCH will be undertaking deep cleaning of
high rise blocks in-house. We also have an in-house graffiti van which
has led to cost savings on graffitiremoval. Equipment has also been
purchased to complete communal window cleaning in low rise sites and
carpet cleaning in some blocks.

Between April and February Housing Patch Managers undertook 1783
new tenancy visits (86.6%) and 1450 (93%) introductory tenancy reviews.
Performance has been hindered due to ongoing staff shortages and
although we are off target, performance has improved compared to
2008/09.

We proactively manage Anti Social Behaviour through early intervention
which is having a positive impact on performance. So far this year we
have undertaken 876 early interventions. The percentage of cases
resolved on the first intervention has improved significantly over the past
two years.

We have also increased the number of enforcements. So far this year we
have issued 124 tenancy notices, 36 ASBOs, 207 injunction orders and
93 possession orders. We are also tackling drug related ASB through
enforcements. During the 3rd quarter we obtained our 50th possession
order (since April 2008) and as a result 27 additional tenancies have
been surrended as a direct result of our action against drug related
offenders.

The increased use of early interventions and enforcements have
contributed to significantly improved performance. So far this year,
66.9% of cases were resolved within 3 months compared to 51% in
2008/09 and 19.6% in 2007/08.

Supported Housing
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At the end of February 2010, 92.8% of sheltered tenants had a support
plan in place compared to 96% at the end of 08/09 financial year. The
percentage of tenants with support plans decreased during April and May
this year. This was a direct result of staff shortages. However, newly
recruited staff have now commenced work and the backlog of support
plans is being cleared.

Performance within the Nottingham On Call service is consistently
excellent. At the end of February, Nottingham on Call responded to
4187 alarm activations, 4010 of which were answered within 30 seconds
(95.8%). Performance is significantly above the 80% target and has
improved since the end of the 2008/09 financial year.

Customer Care

The 3Cs procedure is maintaining the consistently high levels of
customer feedback. There has been a reduction of 12% in the number of
complaints received by the end of February 2010 in comparison to
February 2009.

Between April and February, we received 3752 complaints, 3624 of which
were responded to in target (96.6%)

Repairs and Maintenance work accounts for the majority of complaints
(3268 or 87%), reflecting the high volume of work undertaken by this
section. Approximately 150,000 repairs per year are carried out, which
represents an average of 1.9% of the number of complaints received per
year. It is the general practice of the Customer Service Improvement
Team to log all expressions of dissatisfaction as a complaint to enable
the capturing of information to take place effectively.

For the first time in two years, we are recording an under spend of
£14,000 against the ex gratia complaints budget. This is due to stringent
management of the budget and a reduction in the number of complaints
being received which reflects the improvements made in customer care.

So far this year, we have received 3316 enquiries, 3165 of which were
responded to in 5 days (95.4%). Performance is similar in relation to
members enquires. We received 839 enquires, with 812 being
responded to in target (96.8%).

The number of compliments logged between April and February was
552. All staff has their achievements recognised to reinforce positive
behaviours and the consistent number of compliments logged provides
evidence of the culture/attitude change within NCH.

In order to ensure consistently high levels of performance, weekly
reminders are sent to managers identifying which mail is out of target to
enable them to respond in time. To support this, the Customer Relations
Manager actively liaises with managers where there are problem areas in
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order to put improvement actions into place.

Quality Improvement Groups and Clinic Groups have merged to
encompass a consistent approach to learning from feedback. This will
allow processes to be changed where necessary to improve the customer
experience and journey, rather than just resolve a particular dispute.

There are various VMS improvement clinics across services of NCH,
from repairs, gas, fencing, rents etc. These are designed to use
customer feedback as part of a discussion and following this discussion,
action plans for improvements to services are designed and monitored.

Customer Satisfaction

At the end of September 2009, overall customer satisfaction had risen
again to 80%, compared to 69% last year and 60% in 2007.

We monitor customer satisfaction on a monthly basis using Vision
Management Surveys. Over the past year, we have widened the scope
of customer surveys so all services areas are covered. Performance is
monitored on a monthly basis and all customers who give us a low score
are contacted so their dissatisfaction can be dealt with swiftly. This
process is supported by quarterly service area improvement groups.
Learning from this process is captured which enables us to identify trends
SO we can be proactive in ensuring similar issues don't arise again in the
future.

Resident Involvement

At the end of September 2009, 68% of tenants said they were satisfied
with the opportunities to take part in management and decision making
compared to 59% in 2008.

At present, there are over 2000 customers on the NCH involved
database. We have a menu of involvement which is set up to encourage
people to get involved in different ways and in ways that suit them.

With regards to uninvolved tenants we regularly attend key events
throughout the city to encourage involvement from those not currently
involved. We get involved in partner initiatives such as the weeks of
action.

Information is provided in sign up packs to new customers and is posted
regularly on the website and in the tenant newsletter and mailshots about
involvement opportunities.

More recently, the tenant involvement team have been working with
young people on the housing register to engage them around tenancy
sustainment issues. The getting involved message has been
incorporated into this process.
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The team has also attended community centres and places of worship to
try to reach those groups that are under represented.

Over the next 2 months, the Get Involved Month will be launched which
will be about people engaging in their communities and getting involved
in new ways. This will also include the use of the Tenant Participation
tracker which will enable us to monitor more effectively which tenants
aren't getting involved so that we can target work as effectively as
possible toward them.

OTHER OPTIONS
None
FINANCIAL AND RISK IMPLICATIONS

There are no direct implications associated with the contents of this
report other than those specifically mentioned.

IMPLICATIONS FOR NOTTINGHAM CITY HOMES OBJECTIVES

Effective performance management is an essential requirement of
achieving the Company’s objectives.

VALUE FOR MONEY AND EFFICIENCY ISSUES

Effective performance management is an essential requirement of
achieving improved value for money in respect of both performance and
costs.

EQUALITY AND DIVERSITY IMPLICATIONS

There are no direct implications associated with the content of this report
other than those specifically mentioned.

BACKGROUND MATERIAL AND PUBLISHED DOCUMENTS
REFERRED TO IN COMPILING THIS REPORT

None

Contact officers: Gill Moy

Director of Housing

Nottingham City Homes

14 Hounds Gate

Nottingham

NG1 7BA
Gill.moy@nottinghamcityhomes.org.uk
0115 9157430

Date: 29 March 2010






Housing Services Directorate Performance Report February 2010

The tables below provide an overview of performance at the end of February 2010. Where possible, performance has been compared against the 2008/2009 year
end result and performance attained the same period last year.

Metropolitan ALMO Benchmarking Performance against targets Trend data

Upper Quatrtile (top 25%) Meeting or exceeding our target Performance has improved 1‘
Median (middle 50%) Marginally below target Performance remained same or dipped marginally ﬂ
Lower Quartile (bottom 25%) Significantly below target - Performance deteriorated significantly l.
Performance Indicator not benchmarked

Voids and Allocations

Historical data Qtr 1 2009 Qtr 2 2009 Qtr 32009 Qtr 4 2010
Position 12 Year Benc
Target Month end hmar
12 Apr- May- Jun- ) Aug- Sep- Oct- Nov- Dec- Jan- Feb- Mar-
S L 09 o9 W09 g 09 09 09 09 10 10 10 trend  tend  k
ago

Average re-let time (days) 49.0 49.0 48.8 39.1 38.9 38.1 38.0 38.7 39.4 38.9 38.5 38.9 39.0

Rent Loss against voids 2.4% 2.3% 2.9% 2.9% 3.0% 3.1% 3.2% 3.2% 3.2% 3.2% 3.2% 3.2% 3.1% 3%

Number of lettable voids 436 382 418 398 425 458 538 474 452 436 374 319 308 300

Number of non lettable voids 372 424 478 495 529 552 558 496 493 481 489 522 562

; 7.26 7.5 7.56 7.23 7.26 7.6 7.9 7.27 7.32 7.19 7.56 7.03 8
service

New tenants satisfied with the

" ) 6.76 6.89 6.89 6.69 6.84 7.1 8 6.88 6.82 6.64 6.58 6.33
condition of their new home

Average length of time taken to
register an application on the 8.6 8.2 3.56 3.21 3.17 3.19 3.53 3.63 3.77 3.84 3.76 3.67 3.67 5
Housing Register

*
I
*
I
New tenants satisfied with the overall “
&
*
&

% of properties accepted on first offer 56% 55.7% 51.9% : 54.0% @ 54.3% : 54.1% @ 54.0% @ 53.5% . 53.7% @ 51.4% . 50.4% :@ 50.4% : 50.2%




Housing Income Management

Historical data Qtr 1 2009 Qtr 2 2009 Qtr 3 2009 Qtr 4 2010
Position 12 Year Benc
12 08log | Apr- May- Jun- g0 i Aug- Sep- Oct- Nov- Dec- Jan- Feb- Mar- | Target : Month end hmar
months 09 09 09 09 09 09 09 09 10 10 10 trend : trend k
ago
% of rent and rent arrears collected o o o o 0 o 100.7 100.2 100.2 100.3 100.5 100.6 100.5 100.45
' (of rent due during 2009-10) 100.3% | 98.2%  98.2% | 99.2% 99.6% | 99.7% | T, % % % % % % % T 1
Tenants with more than seven weeks
of rent arrears (12 month rolling 7.8% 7.3% 7.3% 7.4% 7.0% 7.1% 6.3% : 6.29% 6.2% 5.8% 5.6% 5.5% 5.0% 8.3% 1 1
period)
Tenants evicted as a result of rent 0.85%  0.9% 0.88% 091% 095% 100% 1.11% 1.08% 1.10% 121% 124% 122% 1.22% s B 2B
arrears (12 month rolling period)
Tenancy and Estate Management
Historical data Qtr 1 2009 Qtr 2 2009 Qtr 3 2009 Qtr 4 2010
Position 12 Year Benc
12 08/09 Apr- May- Jun- L g 0g o Aug- Sep- Oct- Nov- Dec- Jan- Feb- Mar- | Target - Month end hmar
months 09 09 09 09 09 09 09 09 10 10 10 trend : trend k
ago
Number of estate assessments 35 37 35 35 40 40 37 1‘ 1‘
meeting 2 or 3 rating
Number of estate assessments 17 24 24 26 27 24 26 1 ﬂ
meeting 3 star rating
High Rise blocks achieving 2 star No data 19 19 21 20 21 1
tenant inspectors rating Since March 09
Caretaking job requests completed No data 82.3% = 100% = 88% | 92% = 93% = 93% | 92% = 94% = 94% = 93% = 94% 100% sz)g/el"é for
within target
Offensive graffiti removed within No data 100% | None & 100% & 100% & 100% @ 100% & 100% & None | None | 100% & None 100% KPI new for
target (24 hours) 09/10
% of new tenancy Visits completed in 81% 82.3%  77.9% | 83.3% 88.1% 86.9% - 86.6% 88.7% 88.2%  86.5% = 86.6% ‘.‘
6 weeks
% of introductory tenancy reviews 86% 86.5% 84.4% : 91.3% 92% 93.7% : 935% 92.8% . 92.7% . 92.2% . 93.2% . 93.4% 93% 1
completed
% of stock turnover during the 8.27% 8.09%  8.16% : 8.24% : 8.12% : 8.19% : 8.51% - 8.52% - 8.81% : 9.04% - 8.94% 9.1% 9.16% 8% “ “
previous 12 month period




Anti Social Behaviour

2007 2008 2009 YTD Target Trend Benchmark
Number of early interventions 204 457 876 1050 1‘
Tenancy notices 99 106 124 140 f
ASBO 15 51 36 *
Injunction Orders 42 133 207 *
Possession 39 68 93 f
% of cases resolved within 3 months 19.6% 51% 66.9% f
Sheltered Housing
Historical data Qtr 1 2009 Qtr 2 2009 Qtr 3 2009 Qtr 4 2010
Position Taraet Mlzth Yez;r ﬁenc
12 Apr- May- Jun- . Aug- Sep- Oct- Nov- Dec- Jan- Feb- Mar- arge on en mar
months | 2809 | oo 09 09 | 09| “og 09 09 09 09 10 10 10 trend | trend |k
ago
% of alarm activations responded to
within 30 seconds 97% 90.9% | 94.9% | 95.2% | 95.1% | 95.6% | 95.7% | 95.8% | 96.0% | 96.0% | 96.0% | 95.8% | 95.8% “ f
% of sheltered housing tenants with o o o o o o o o o o o o o
support plans in place 95.9% 95.8% : 86.0% : 82.4% : 86.1% : 88.5% : 90.1% : 91.1% : 92.0% : 92.4% : 93.1% : 93.3% : 92.8% “ “




Customer Care

Historical data Qtr 1 2009 Qtr 2 2009 Qtr 3 2009 Qtr 4 2010
Position 12 Year Benc
12 08log | Apr- May- Jun- g0 i Aug- Sep- Oct- Nov- Dec- Jan- Feb- Mar- | Target : Month end hmar
months 09 09 09 09 09 09 09 09 10 10 10 trend . trend k
ago
i 0,
No. of complaints and % responded g7 105 97406  97.3% 97.2% 97.0% 97.5% 97.3% 97.2% 97.0% 96.8% 96.9%  96.9%  96.6% 7% = 4 4=
to within 5 days
No. of customer correspondence and g1 10 g1 695 9519 = 95.6% | 95.4% & 952% | 96.5% & 95.8% | 96.1% = 95.8% | 95.9% & 95.6% | 95.4% 97% t* 1
% responded to within 5 days
No. of members enquiries and % o o o o o o o o o o o o o o
Fosponded 1o within & tae 97% | 97.2% | 96.1% | 96.3% | 97.6% | 97.1% | 97.4% | 95.5% | 95.9% | 96.3% | 96.6% | 96.7% | 96.8% 7% | €= | =
. .
% of calls answered in the rents call 75.8% © 75.9% : 69.3% : 73.0% . 74.9% . 77.1% - 79.1% : 80.9% : 80.5% : 80.1% : 79.5% : 77.5% : 76.5% 80% ‘.‘ ‘.‘
centre within 18 seconds
Resident Involvement and Customer Satisfaction
2007 2008 2009 Target Trend Benchmark
Overall satisfaction with services provided by NCH 60% 69% 80% 75% ‘.‘
% of tenants satisfied with the opportunities to take part in o o o 2
management decision making 55% 59% 68% = t




