	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 September 2009 Headlines
% satisfaction with repairs service = 93.30% against end September target of 93.85%
(
Responsive repair appointments made and kept = 99.10% against end September target of 98.92%
(
% of urgent repairs completed in timescale =  99.07% against end September target of 98.71%
(
% Non-Urgent repairs completed within timescales = 97.65% against end September target of 96.91%
(
% of homes now decent = 84.78% against end September target of 90.00%
(
Average re-let time = 65.17 days against a target of 60.42 days
(
% of Properties Void = 1.61% against a target of 1.18%
(
Rent Collection =  96.73% against a target of 97%
(
% of Calls Answered = 99% against a target of 95%
(
Customers seen within 15 minutes at all One Stop Centres = 99% against a target of 98%

(
Customers rating the One Stop Centre Good or excellent satisfaction = 100% against a target of 98%
(
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 2476140
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 2007/08. 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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Customer Care and Access to Service
Most of our calls are answered on our 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.

Recent initiatives focused on complaint handling have improved our response rate within target timescales to better than target.
	KPI Title
	2009/10 Target 
	September 09 YTD result
	On Target?

	% Complaints resolved within target timescales (Stage 1)
	70%
	No Data
	

	% Member Correspondence replied to in 10 working days
	70%
	No Data
	


Contact Centre Performance

	KPI Title
	2009/10 Target 
	September 09 YTD result
	On Target?

	% of calls answered
	94%
	99%
	(


One Stop Centre and Face to Face Contact

	KPI Title
	2009/10 Target 
	September 09 YTD result
	On Target?

	Customers seen within 15 minutes (all OSCs)
	95%
	98%
	(

	Customer satisfaction with OSC (%good or excellent) (all OSC)
	98%
	100%
	(


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

	September-09
	Customer satisfaction with service quality - Excellent
	Customer satisfaction with service quality - Good
	Total % of customers satisfied with the service quality

	Halton Moor
	95.08%
	4.92%
	100%

	Irford House
	75.41%
	22.95%
	98.36%

	Osmondthorpe
	90.54%
	9.46%
	100%

	South Seacroft
	98.41%
	1.59%
	100%

	Wetherby
	93.06%
	6.94%
	100%


Data on Complaints, Members Enquires not yet available

Repairs

	% Satisfaction with Repairs
We want performance on this indicator to be as high as possible (
Year End Target = 95.36%
September Monthly Target = 93.85%
End September Result

Average Year to Date Performance = 93.30%
(
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East North East Homes is ranked 4th across the City on this indicator.

Annual Direction of Travel
September 08

September 09

Improvement/ Deterioration
91.22%
93.30%
2.08 improved


	% Responsive Appointments Made and Kept 

We want performance on this indicator to be as high as possible (
Year End Target = 99.00%
September Monthly Target = 98.92%
End September Result

Average Year to Date Performance = 99.10%
(
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East North East Homes is ranked 1st across the City on this indicator.
Annual Direction of Travel
September 08

September 09

Improvement/ Deterioration
98.67%
99.10%
0.43% improved


	% Urgent Repairs Completed Within Timescales

We want performance on this indicator to be as high as possible (
Year End Target = 98.75%
September Monthly Target = 98.71%

End September Result

Average Year to Date Performance = 99.07%
(
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East North East Homes is ranked 2nd across the City on this indicator.
Annual Direction of Travel
September 08

September 09

Improvement/ Deterioration
98.64%
99.07%

0.43% improved


	% Non Urgent responsive repairs completed within target
We want performance on this indicator to be as high as possible (
Year End Target = 97.15%
September Monthly Target = 96.91%
End September Result

Average Year to Date Performance = 97.65%
(
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East North East Homes is ranked 3rd across the City on this indicator.

Annual Direction of Travel

September 08

September 09

Improvement/ Deterioration
96.25%
97.65%

1.4% improvement


	% of Properties That Meet Decent Homes Standard

We want performance on this indicator to be as high as possible (
Year End Target = 95%

End September Target = 90.00%
End September Result

Year to Date Performance = 84.78%
(
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East North East Homes is ranked 3rd  across the City on this indicator.
Annual Direction of Travel
September 08

September 09

Improvement/ Deterioration
76.02%

84.78%
8.76% improved



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 = 60 days

September Monthly Target = 60.42 days
Average Year to Date Performance at end of September = 65.17 days 

(
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No Quartile Data Available
Performance has not met target
Annual Direction of Travel

September 2008

September 2009

Improvement

  65.9 days

65.17 days

0.73 days



	September Cross ALMO Performance 
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East North East Homes is ranked 2nd 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 = 1.18%
September Monthly Target = 1.22%
Year to September Performance = 1.61%
(
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Performance has not met target.
Annual Direction of Travel

September 2008

September 2009

Deteriorated

1.33%

1.61%

0.28%



	September Cross ALMO Performance 
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East North East Homes is ranked 4th 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 = 1.2%
September Monthly Target = 1.23%
Average Year to Date Performance = 1.54%
(
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Upper Quartile 1.28% 

Median Quartile 1.63% 
Lower Quartile 2.19%

Performance is upper-median quartile but has not met the monthly target.
Annual Direction of Travel

September 2008

September 2009

Deteriorated 

1.29%

1.54%

0.25%



	September 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%

September Monthly Target = 96.93%
Proportion of rent collected at end of September = 96.73%
(
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MONTHLY TARGET INNER EAST INNER NORTH EAST OUTER EAST OUTER NORTH EAST ENEHL

Performance Year End Target


Upper Quartile 98.3% 

Median Quartile 97.7% 

Average Quartile 97.1%
Lower Quartile 96.7%

Performance is average-lower quartile
Annual Direction of Travel

September 2008

September 2009

Improved 

96.2%

96.73%

0.53%



	September 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 = 2.85%
September Monthly Target = 2.98%
Proportion of current tenant rent arrears at end of September = 3.11%
(
	Local indicator - No Quartile or National comparisons
Annual Direction of Travel

September 2008

September 2009

Improved 

3.23%

3.11%

0.12%
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	September 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 = 6.41%
September Monthly Target = 6.54%
End of September Performance = 6.49%
(
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Upper Quartile 3.20% 

Median Quartile 5.80% 

Average Quartile 6.30%

Lower Quartile 7.90%

Performance is average-lower quartile.
Annual Direction of Travel

September 2008

September 2009

Improved  
6.6%
6.49%
0.11%


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



	BVPI 66d

% of tenants evicted due to rent arrears

We want performance on this indicator to be as low as possible (
Year End Target = Not Set

September Monthly Target = N/A

End of September Performance = 0.1548%
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Upper Quartile 0.3025% 

Median Quartile 0.485%
Average Quartile 0.51%
Lower Quartile 0.635%

Performance is upper-median quartile.
Annual Direction of Travel

September 2008

September 2009

Improved 

0.1914%
0.1548%
0.0366%


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

































































































PAGE  
3

