	East North East Homes Leeds
Performance Results Bulletin

	Welcome to our monthly performance results bulletin when we tell you about how we are doing against our targets.

These are the July 2008 Headlines
Percentage satisfaction with repairs service = 92.59%

(
Responsive Repair Appointments Made and Kept = 98.93%
(
Average Time taken to complete non-urgent responsive repairs =  10.36 days against a target of 9.5 days

(
Percentage of urgent repairs completed in timescale =  99.14% against a target of 98.75%

(
Percentage of homes now decent = 74.30% against a target of 85.00%
(
Average re-let time = 36.28 days against a target of 41.98 days

(
% of Properties Void = 1.33% against a target of 1.28%

(
Rent Collection =  96.46% against a target of 96.79%

(
% of Tenants Evicted due to Rent Arrears = 0.1169% against a target of 0.08%
(
% of Calls Answered = 94% against a target of 94%

(
Customers seen within 15 minutes at all One Stop Centres = 86% against a target of 83%

(
Customers rating the One Stop Centre Good or excellent satisfaction = 98% against a target of 92%

(
We hope you find the information useful – but is it what you want to see and is it easy to understand? Email our team and let us know.
Contacting us
Telephone: 0113 2476138

Post: Tribeca House, 71 Roundhay Road, Leeds, LS7 3BE

E-mail: enehlpi@enehl.org.uk

Quartile Description
The quartile figure shows how we compare against other similar local authorities and ALMOs. We compare against other “Metropolitan Authorities”. If our performance is “Top Quartile” it means our performance is within the figures achieved by the best 25% of authorities in 2006/7. Second quartile means our performance is within the figures achieved by the best 50% and so on.

Quartiles are comparative, so if everybody improves their performance, the figure for Top Quartile will be higher. If everyone’s performance worsens, the Top Quartile will be lower.
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The Research Team are currently collating the results of the 2008 Annual Tenants' STATUS Survey. Due to the extensive nature of this survey and report we do not have a survey for this month's performance bulletin. 

Customer Care and Access to Service
Most of our calls are answered on behalf by the Councils contact centre or our own in house contact centre. Time to be seen at our four one stop centres is also measured.

We work together with the Contact Centre and One Stop Centre Staff to improve both on time it takes for you to talk to someone and the quality of service you receive.

We have recently changed the way calls are dealt with in order to improve services. The Corporate Contact Centre takes first line of enquiries and repair requests. Complex enquiries and chase ups are dealt with by our in house team. This commenced in May, therefore targets will be set when the new system beds in.

We are sorry we don’t manage to answer all of your complaints quickly enough and we are looking at our procedures and the types of complaints to improve this. 

	KPI Title
	2008/09 Target 
	July 08 result
	On Target?

	Complaints resolved within 15 working days (Stage 1)
	70%
	39.1%
	(

	Member Correspondence replied to in 10 working days
	70%
	34.7%
	(


April saw an increase in complaints received creating a backlog in May. In the main these were around repairs and home improvements. A sample of those dissatisfied was contacted and a special focus group held in July to identify issues and actions needed to improve the service.

Contact Centre Performance

	KPI Title
	2008/09 Target 
	July 08 result
	On Target?

	% of calls answered
	94%
	94%
	(


One Stop Centre and Face to Face Contact

	KPI Title
	2008/09 Target 
	July 08 result
	On Target?

	Customers seen within 15 minutes (all OSCs)
	83%
	86%
	(

	Customer satisfaction with OSC (%good or excellent) (all OSC)
	92%
	98%
	(


Customer Satisfaction and Customers Seen Within 15 Minutes by One Stop Centre

	Mar-08
	Customer satisfaction with service quality - Excellent
	Customer satisfaction with service quality - Good
	Total % of customers satisfied with the service quality

	Halton Moor
	94.1%
	5.9%
	100%

	Irford House
	80.6%
	17.7%
	98.3%

	Osmondthorpe
	87.9%
	12.1%
	100%

	South Seacroft
	98.4%
	1.6%
	100%

	Wetherby
	88.7%
	11.3%
	100%

	Great George St
	70.9%
	22.8%
	93.7%


% of Customers Seen Within 15 Minutes by One Stop Centre

	Mar-08
	Customers seen within 15 mins

	Halton Moor
	100%

	Irford House
	98%

	Osmondthorpe
	100%

	South Seacroft
	99%

	Wetherby
	100%

	Great George St
	79%


Great George Street’s city location means they receive significantly more enquiries than the One Stop Centres which impacts on the performance 

Repairs
	HMA4

Average Time Taken to Complete Non-Urgent Repairs

We want performance on this indicator to be as low as possible (
Year End Target = 9.5 days
July Monthly Target = 9.83 days
End July 08 Result
Average Year to Date Performance =  10.36 days

(
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Performance Year End Target

Upper Quartile 7.91 days          Median Quartile 9.67 days       Lower Quartile 11.74 days
East North East Homes is ranked 3rd across the City on this indicator.

	HMA7

Urgent Repairs Completed Within Government Timescales

We want performance on this indicator to be as high as possible (
Year End Target = 98.75%
July Monthly Target = 98.51%

End July Result
Average Year to Date Performance = 99.14%
(
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Upper Quartile 98.77%               Median Quartile 97.13%          Lower Quartile 95.96%
Performance is upper quartile and better than the year end target.
East North East Homes is ranked 2nd across the City on this indicator.

	The table below shows how July 2008 results compare with July 2007.
July 2007 Result
July 2008 Result
Improved/ deteriorated
HMA4

9.5 days
10.36 days
0.86 day deteriorated
HMA7

98.67 %
99.14 %
0.47% improved


	The following 3 repair measures are our ‘Important to Customer Measures’.

‘Was the appointment kept?’, ’Was the repair completed the same day?’ and ‘Were you satisfied?’



	HMA13

Responsive Appointments Made and Kept 

We want performance on this indicator to be as high as possible (
Year End Target = 98.75%
July Monthly Target = 98.46%

End July Result
Average Year to Date Performance = 98.93%
(
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Performance CPA Upper Threshold

Upper Quartile 96.24% 
Median Quartile 92.51% 
Lower Quartile 86.78%

Performance is upper quartile and better than the year end target.
East North East Homes is ranked 1st across the City on this indicator.

	RESPONSIVE APPOINTMENTSKEPT AND JOB COMPLETED ON THE SAME DAY 

We want performance on this indicator to be as high as possible (
Year End Target = 97.25%
July Monthly Target = 96.95%

End July Result

Average Year to Date Performance = 97.09%
(
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Performance is better than the monthly target.

East North East Homes Leeds is ranked 2nd across the City on this indicator.

	% SATISFACTION WITH REPAIRS
We want performance on this indicator to be as high as possible (
Year End Target = 97.00%
July Monthly Target = 95.91%
End July Result

Average Year to Date Performance = 92.59%
(
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East North East Homes is ranked 3rd across the City on this indicator.

	
	July 2007 Results
	July 2008 Results
	Improvement/ deteriorated

	HMA13 Appointments Made and Kept
	96.13%
	98.93%
	2.8% Improved

	Appointments Repair Completed on 1st Visit 
	95.61%
	97.09%
	1.48% Improved

	Customer Satisfaction
	92.50%
	92.59%
	0.09% Improved


	HMA14

% Urgent and Emergency Repairs

We want performance on this indicator to be as low as possible (
Year End Target = 27%
July Monthly Target = 30.03%
End July Result
Average Year to Date Performance = 28.77%
(
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No Quartile Data Available for this Indicator

Performance is better than the monthly target.
East North East Homes is ranked 2nd across the City on this indicator. 



Decent Homes

	NR4
Percentage of Properties That Meet Decent Homes Standard

We want performance on this indicator to be as high as possible (
Year End Target = 85%
End July 08 Target = 81.29%
End July Result

Year to Date Performance = 74.30%
(
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East North East Homes is ranked 3rd across the City on this indicator.
Direction of Travel
July 2007 result
July 2008 result
Improved/ deteriorated
%  meeting decency
71.88%
74.30%
2.42% improved
No. meeting decency
14041
14409
1368
There has been a change to the way this indicator is calculated in relation to flats within blocks. Previously flats once improved to meet the Decent Homes standard have been counted as decent. Since April the calculation has changed to include the block shell and roof. If minor works such as pointing are detected at survey then all the flats no longer meet the decent homes standard. This has resulted in the apparent decline in performance since April’s 79.60%. Work is being undertaken to survey the 88 block addresses which a have caused this decline. So far all exterior walls have been surveyed and we are part way through the surveying of roofs.

The information we are obtaining is currently being collated and will then be uploaded into out Asset Management database. Once this has been completed we will have a more accurate view of our Non Decent %.
Until such time as this has been completed current performance data should be considered with caution



Empty Properties

	BVPI 212

Average time to re-let properties

We want performance on this indicator to be as low as possible (
Year End Target = 38 days

July Monthly Target = 41.98 days

Average Year to Date Performance at end of July = 36.28 days 

(
 
	
Upper Quartile 37 days 

Median Quartile 45 days 


Average Quartile 48 days
Lower Quartile 57 days
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Performance is upper quartile and is better than the year end target.

	July Cross ALMO Performance 
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East North East Homes is ranked 3rd across the City on this indicator



	
	


	HMA6

% of Void Properties 

We want performance on this indicator to be as low as possible (
Year End Target = 1.25%
July Monthly target = 1.28%
Year to Date Performance = 1.33%
(
	Performance has not met the monthly target.
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	July Cross ALMO Performance 
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East North East Homes is ranked 3rd across the City on this indicator.


	
	

	HMA3
% Rent Lost due to empty properties

We want performance on this indicator to be as low as possible (
Year End Target = 1.1%
July Monthly Target = 1.16%
Average Year to Date Performance = 1.26%
(
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Upper Quartile 1.28% 

Median Quartile 1.63% 
Lower Quartile 2.19%

Performance is upper quartile but has not met the monthly target.


	July Cross ALMO Performance 
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East North East Leeds is ranked 3rd across the City on this indicator.



Rent Collection and Debt Recovery

	BVPI 66a

Local Authority Rent

Collection and Arrears 

% of rent collected

We want performance on this indicator to be as high as possible (
Year End Target = 97%

July Monthly Target = 96.79%
Proportion of rent collected at end of July = 96.46%

(
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Upper Quartile 97.74% 

Median Quartile 97.19% 
Average Quartile 96.84%
Lower Quartile 96.25%

Performance is lower quartile and has not met the monthly target. 

This is in line with performance trends at this time of year and if trends continue as previous years, August’s performance will show improvements to be back in line with targets

	July Cross ALMO Performance 
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East North East Homes is ranked 1st across the City on this indicator.


	LKI HMA1

Local Authority Rent

Collection and Arrears 

% of rent arrears of current tenants

We want performance on this indicator to be as low as possible (
Year End Target = 3%
July Monthly Target = 3.29%
Proportion of current tenant rent arrears at end of July = 3.3%
(
	Upper Quartile 1.82% 

Median Quartile 2.71% 
Lower Quartile 3.39%
[image: image16.emf]0.00

1.00

2.00

3.00

4.00

5.00

6.00

AIRE VALLEY HOMES LEEDS BITMO EAST NORTH EAST HOMES LEEDS WEST NORTH WEST HOMES

Performance on arrears is median quartile and did not meet the monthly target.


	July Cross ALMO Performance 
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East North East Homes is ranked 1st across the City on this indicator.


	

	BVPI 66b

Local Authority Rent

Collection and Arrears 

% of tenants with more than 7 weeks rent arrears

We want performance on this indicator to be as low as possible (
Year End Target = 6.15%
July Monthly Target = 6.51%
End of July Performance = 6.67%
(
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Upper Quartile 3.98% 

Median Quartile 5.8% 
Average Quartile 6.5%

Lower Quartile 8.47%

Performance is average quartile but has not met the monthly target


	July Cross ALMO Performance 
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East North East Homes Leeds is ranked 1st across the City on this indicator.


	BVPI 66c
Local Authority Rent

Collection and Arrears 

% of tenants in arrears who have had NISPs served
We want performance on this indicator to be as low as possible (
Year End Target = 20% or less
July Monthly Target = 6.67% 
End of July Performance = 7.54%
 (
	Upper Quartile 23% 

Median Quartile 29% 
Average Quartile 32%

Lower Quartile 41%
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Performance is on target for top quartile but has not met the monthly Target.
Progress will be monitored at the end of the 2nd quarter when targets will be reviewed to ensure NISPs continue to be used where necessary as an effective tool in case management and recovery to balance a supportive approach with collection

	July Cross ALMO Performance 
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East North East Homes is ranked 2nd across the City on this indicator


	BVPI 66d

Local Authority Rent Collection and Arrears  

% of tenants evicted as a result of rent arrears

We want performance on this indicator to be as low as possible (
Year End Target = 0.225%
July Monthly Target = 0.08%
End of July Performance= 0.1169%

(

	Upper Quartile 0.41% 

Median Quartile 0.51% 
Average Quartile 0.5408%
Lower Quartile 0.69%
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Performance on this indicator is well within upper quartile but has not met the monthly target.
Progress will be monitored at the end of the 2nd quarter when targets will be reviewed to ensure evictions continue to be used where necessary as a last resort where necessary for persistent non payers



	July Cross ALMO Performance 
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East North East Homes is ranked 2nd across the City on this indicator.































































































PAGE  
16

