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Rows are sorted by Sort

% Complaints Responded to Within 10 Working Days ENEHL October 2010 90% 87% &
% of calls answered October 2010 95% 94% &
o - - - - . )

'A) of cust,omers rating the quality of service received at One Stop Centres as ‘good’ or October 2010 99% 100% O
excellent

% of Members Correspondence answered in 10 working days September 2010 80% 87% o
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Responsive Appointments Made and Kept Aire Valley 98.1% 99.41% October 2010 0
Homes

Responsive Appointments Made and Kept BITMO 98.25% 97.3% October 2010 (i‘,
Responsive Appointments Made and Kept ENEHL 99% 98.69% October 2010 &
Responsive Appointments Made and Kept West North 98.5% 98.52% October 2010 o
West Homes

This indicator measures the percentage of repairs for which we have made and kept an
appointment. Appointments which we attend but the customer does not are classed as kept.

This is a cumulative calculation over the financial year and we want performance to be as high as
possible.




Urgent Repairs Met
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Urgent Repairs Met Aire Valley Homes 98% 97.87% October 2010 &
Urgent Repairs Met BITMO 98.8% 98.29% October 2010 &
Urgent Repairs Met % ENEHL 98% 95.73% October 2010 &
Urgent Repairs Met West North West Homes 99.2% 96.79% October 2010 &

This indicator measures the time taken from the date an urgent order is raised to the date of the
actual completion of the work.

We want performance on this indicator to be as high as possible.




Non Urgent Repairs Met
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Non Urgent Repairs Met % Aire Valley Homes 97% 97.36% October 2010 o
Non Urgent Repairs Met % BITMO 99.79% 99.84% October 2010 o
Non Urgent Repairs Met % ENEHL 97% 92.74% October 2010 &
Non Urgent Repairs Met % West North West Homes 97.5% 97.53% October 2010 0

This indicator measures the time taken from the date an order (not urgent or emergency) is raised
to the date of the actual completion of the work.

We want performance on this indicator to be as high as possible.




Customer Satisfaction
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Repairs Customer Satisfaction % Aire Valley Homes 98% 95.66% October 2010 &
Repairs Customer Satisfaction % BITMO 99% 93.82% October 2010 &
Repairs Customer Satisfaction % ENEHL 95% 89.75% October 2010 &
Ezp:;rss Customer Satisfaction % West North West 98% 95.16% October 2010 &

This indicator is based on a survey slip which is sent out with each repair and shows the percentage
of tenants who rated the repair as good or excellent.

We want performance on this indicator to be as high as possible.




Rent Collection
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Performance Indicator | currentTarget | Performance | staws |

% Rent Collected ENEHL 97.75% 97.37% October 2010 A\
% Rent Collected INNER EAST 97.75% 98.10% October 2010 o
% Rent Collected INNER NORTH EAST 97.50% 96.94% October 2010 &
% Rent Collected OUTER EAST 97.50% 97.18% October 2010 &
% Rent Collected OUTER NORTH EAST 97.50% 97.31% October 2010 &

This indicator measures the total amount of rent we collect over the total amount due. The total
amount of rent due is based on the current financial years rent charge plus debt we didnt collect in
previous years, less any rent due on empty properties.

We want performance on this indicator to be as high as possible.




% of Tenants With 7+ Rent Arrears

10.00%

9,00%

8.00%

7.00%

5.00%

2.00%

4.00% 4

3.00% 4

2,00% 4

1.00% |

0% -

& & & & &
'@‘@ sCR_& .js& ﬁ&

) M

@‘Qg_ uﬁ
Performance Indicator | currentTarget | Performance | staws |

% With 7+ Rent Arrears ENEHL 4.47% October 2010 W
% With 7+ Rent Arrears INNER EAST 3.34% October 2010 ﬁ
% With 7+ Rent Arrears INNER NORTH EAST 5.20% October 2010 ﬁ
% With 7+ Rent Arrears OUTER EAST 4.30% October 2010 W
% With 7+ Rent Arrears OUTER NORTH EAST 4.93% October 2010 ﬁ

This indicator shows the number of tenants who owe 7 or more weeks rent as a percentage of the
total number of tenants.

We want performance on this indicator to be as low as possible.




% Tenants Evicted as a Percentage of all
ENEHL Tenants
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Evictions ENEHL .2900% .1860% October 2010 o
Evictions INNER EAST .2900% .1550% October 2010 0
Evictions INNER NORTH EAST .2900% .1780% October 2010 o
Evictions OUTER EAST .2900% .2270% October 2010 o
Evictions OUTER NORTH EAST .2900% .1860% October 2010 o

This indicator shows the total number of tenants evicted as a result of rent arrears as a percentage
of the total number of tenants in that area. It is a cumulative calculation throughout the year.

We want performance on this indicator to be as low as possible.




Gross Relet Times

100

GROSS RELET TIMES ENE 48.35 October 2010 o
GROSS RELET TIMES INNER EAST 65 56.11 October 2010 o
GROSS RELET TIMES INNER NORTH EAST 55 45.99 October 2010 o
GROSS RELET TIMES OUTER EAST 60 53.5 October 2010 0
GROSS RELET TIMES OUTER NORTH EAST 40 36.54 October 2010 o

This indicator measures the average length of time in days from the last tenancy ending to the next
tenancy starting.

We want performance on this indicator to be as low as possible.




Rent Arrears
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Performance Indicator | CurrentTarget | Performance | staws |

Rent Arrears as a % of the rent due ENEHL 2.7% 2.34% October 2010 o
Rent Arrears as a percentage of the rent due INNER > 7% 1.93% October 2010 o
EAST

Rent Arrears as a percentage of the rent due INNER o o 0
NORTH EAST 2.7% 2.63% October 2010

Rent Arrears as a percentage of the rent due OUTER 2 70 2 30 October 2010 0
EAST

Rent Arrears as a percentage of the rent due OUTER o o o
NORTH EAST 2.7% 2.48% October 2010

This shows the total debt as a percentage of the rent roll. The rent roll is the total amount of rent
we could collect on all our properties. This includes empty properties.

We want performance on this indicator to be as low as possible.




Renk Loss
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% RENT LOST FROM VOIDS ENE 1.2% 1.27% October 2010 é
% RENT LOST FROM VOIDS INNER EAST 1.75% 1.94% October 2010 .
% RENT LOST FROM VOIDS INNER NORTH EAST 1.1% 1.1% October 2010 o
% RENT LOST FROM VOIDS OUTER EAST 1.25% 1.4% October 2010 .
% RENT LOST FROM VOIDS OUTER NORTH EAST 0.7% 0.72% October 2010 &

This indicator measures the rent due from empty properties if they were tenanted as a percentage
of the rent roll.

We want performance on this indicator to be as low as possible.




Voids

% Voids ENE 1.1% 1.23% October 2010 .
% Voids IE 1.3% 1.87% October 2010 .
% Voids INE 1.2% 1.1% October 2010 o
% Voids OE 1.2% 1.2% October 2010 o
% Voids ONE 0.7% 0.78% October 2010 .

The percentage of empty properties as a proportion of the total stock.

We want performance on this indicator to be as low as possible.




Perfarmancaingicatar I oscency - Proportion of Homes Non Decent

Decency - Proportion of Homes Non Decent
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Proportion of Homes Non-Decent Aire Valley Homes 5% 9.4% October 2010 .
Proportion of Homes Non-Decent BITMO 4% 2.69% October 2010 o
El;)ort)]ggtion of Homes Non-Decent East North East 3.68% 13.29% October 2010 .
Proportion of Homes Non-Decent West North West 204 8.729% October 2010 .

Homes

The percentage of our homes which do not meet the Decency Standard.

We want performance on this indicator to be as low as possible.




