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	DATE:
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	TITLE OF REPORT:
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	ACTION REQUIRED:
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	FINAL DECISION TAKING BODY:
	Board


	CLASSIFICATION:
	Public


	RECOMMENDATION(S):
	The Board is recommended to agree the performance targets proposed for 2010/11.


	REPORT OF:

Contact details:
	Andy Williams, Performance Manager

Tel: 01709 822270

andy.williams@2010rotherham.org 


	EXECUTIVE SUMMARY:
	The purpose of this report is to look at the year end out turn for the core indicators and to set challenging targets for 2010/11 across all performance indicators and where possible demonstrating continuous improvement.


	IMPLICATIONS:
	

	CONSULTATION:
	Core indicator owners and managers have proposed the targets in this paper to give challenging targets in line with benchmarking comparisons.  A number of these targets have been based on historical trends and some targets have been affected by the planned re-alignment within the business.  Service standards have been the subject of a tenants’ working group that is developing local offers which include indicator targets following the change of sector regulation on 1st April 2010 to the Tenant Services Authority (TSA). Consultation has taken place over a series of scheduled meetings.  Further consultation will then take place with RMBC to agree targets for 2010/11.

	FINANCE AND VFM:
	Several of the core indicators relate directly to the financial health of the company (e.g. housing income and void management).  There are no direct financial implications arising from this report.

	RISK:
	Targets must be set that are stretching, achievable and appropriate which provide an accurate reflection of 2010 Rotherham’s performance.  Inappropriate targets may a give false impression of the company’s performance: targets set too low may result in false confidence; too high may not be achieved and lower the standing of the company in the eyes of our customers.

	LEGAL:
	The Memorandum & Articles of Association govern the conduct of the company.  The management agreement with RMBC sets out our responsibilities regarding monitoring and reporting of performance.

	PERSONNEL:
	All officers within the company have personal development reviews and these contain individual targets that contribute to the overall performance of the company.

	ENVIRONMENTAL:
	Effective management of empty homes and repairs can support the achievement of sustainable communities and contribute to reductions in crime and disorder.  As a result of Decent Homes work carried out, HM 28 - SAP ratings have improved contributing positively to the environment and will continue to do so again in 2010/11.

	EQUALITIES/DIVERSITY:
	It is essential that the company is able to measure and demonstrate that all sections of our customer base have equal levels of customer satisfaction, consultation, take up and access to services.  These issues are monitored.  A number of performance indicators measure equality and diversity, which aids 2010 Rotherham Limited in the shaping of its services to meet the needs of its customers.


	Background

As part of the activities of the HouseMark ALMO benchmarking club, of which 2010 Rotherham Limited is a member, a balanced scorecard of indicators was produced by a working party of members in 2009/10.  Following a consultation period a performance indicator summary scorecard was produced which looked at definitions, frequency of reporting and whether an indicator was considered as being core or optional to the performance of the business.  The outcome of this consultation was the production of a suite of 60 indicators, of which 23 were considered core and 37 optional.

2010 Rotherham Limited then replicated this balanced scorecard of indicators, and as a result of this, the core indicators have been reported to this Board during the financial year 2009/10. 
In order to benchmark our performance with other ALMOs, 2010 Rotherham Limited committed to monitoring the 23 core indicators.  A number of the indicators related to data taken from the STATUS survey which was last carried out in 2008, the next survey is due in the autumn of 2010.  Two of the other core indicators are functions that have been retained by RMBC and, as a result, 2010 did not report on those indicators.  The outcome was that 2010 regularly reported against 17 core indicators to this Board and a year end report detailing their performance is being presented to this meeting at item 7a.

Proposal
The core indicators described above gave an overall, high level view of the ALMO’s performance.  It is therefore proposed that the scorecard of 23 core indicators (with the exception of the two RMBC indicators) will continue to be reported to the Board during 2010/11 at the appropriate monitoring intervals.  The targets are both stretching and demonstrate continuous improvement.

Attached (Appendix A) is a table listing the 21 core indicators, together with the out turn figures for 2009/10, the proposed targets for 2010/11 and two years thereafter and the ALMO 3rd quarter upper quartile performance for 2009/10.  (At the time of writing this report there is no final quarter quartile data available from HouseMark.) Footnotes within the document explain the reasoning behind the setting of certain targets.

Two of the rents indicators have had targets set that are below the 2009/10 year end out turn.  The reasons for this revolve around the anticipated reduced level of void loss and a planned re-alignment within that part of the business that will see an initial fall in performance.  However, it should be noted that these reduced targets will still produce upper quartile performance.

Once all targets have been agreed by the Board, they will go to the Council for agreement by the client.

Summary

Of the 21 core indicators listed, 10 had 3rd quarter quartile information available.  Five of the proposed targets for 2010/11 would place that indicator in the upper quartile.

Appendix A – Targets 2010/11




Core Indicators

	HouseMark Ref.
	Description
	Owner/

Manager
	2008/09
	2009/10
	3rd quarter

Upper Quartile
	2009/10 Target
	2010/11

Target
	2011/12

Target
	2012/13

Target



	1
	% of tenants satisfied with landlord services
	Matthew Spittles/


	76%
	No survey
	N/A
	79%
	80.00%1
	No Survey
	85.00%

	2
	Satisfaction of ethnic minority tenants with the overall services (%)
	Matthew Spittles/
	No data
	No survey
	N/A
	79%
	80.00%1
	No Survey
	85.00%

	11
	What level of the Equalities Standard has been reached (1-5)


	Tess Butler/ Gillian Damms
	2
	2
	N/A
	3

(achieving)
	achieving
	Working towards excellent
	excellent

	12
	% of customers on whom the landlord has diversity information
	Matthew Spittles/

Jill Jones
	76.80%
	87.82%
	N/A
	95%
	88.00%2
	89.00%
	90.00%

	13
	% of total repairs completed within target
	Jim Bell/

Steve Cartwright
	97.71%
	87.03%
	98.68%
	98.00%
	92.00%
	96.00%
	99.00%



	18
	% of responsive repairs where an appointment was made and kept
	Jim Bell/

Steve Cartwright
	98.37%
	87.85%
	98.91%
	99.50%
	95.00%
	98.00%
	98.50%



	19
	Tenants’ satisfaction with the repairs service
	Jim Bell/

Steve Cartwright
	96.45%
	93.93%
	N/A
	99.50%
	90.00%


	92.50%
	95.00%

	21
	% of repairs completed right first time
	Jim Bell/

Steve Cartwright
	96.39%
	99.30%
	94.00%
	98.00%
	88.00%3


	92.00%
	92.00%

	23
	Gas safety certificates outstanding
	Jim Bell/ Dan Colley
	0.50%
	0.58%
	0.01%
	0.00%
	0.00%4
	0.00%
	0.00%

	26
	% of non decent homes
	Ramona Youhill/

Joanne Crossley
	18.60%
	6.29%
	4.19%
	6.31%
	0.00%
	0.00%
	0.00%

	28
	Average SAP rating
	Joanne Crossley/ Richard Lawson
	69
	71
	N/A
	70
	72
	73
	74

	32
	% satisfied with the out come of their ASB complaint
	Matthew Spittles/

Andrew Leigh
	52.69%
	78.89%
	N/A
	78.00% 
	81.00%
	83.00%
	85.00%

	33
	% of ASB cases resolved
	Matthew Spittles/

Andrew Leigh
	79.13%
	87.97%
	90.39%
	70.00%
	90.00%
	91.00%
	92.00%

	34
	Average re let times (days) 
	Matthew Spittles/

Adrian Cheetham
	39.45
	18.35
	24.00
	23
	23
	22
	21

	36
	Rent collected as a percentage of rent owed
	Matthew Spittles/

Simon Bell
	99.85%
	99.53%
	N/A
	98.60%
	99.00%5
	99.10%
	99.20%

	38
	Rent arrears of current social housing tenants as a percentage of rent debit 
	Matthew Spittles/

Simon Bell
	1.85%
	1.71%
	1.81%
	2.00%
	1.80%5
	1.78%
	1.76%

	45 
	% of tenants satisfied that their views are taken into account by their landlords
	Matthew Spittles/


	56%
	N/A

No survey
	N/A
	60.00%
	65.00%1
	No survey
	75.00%

	46 
	% of new tenants satisfied with the allocation & lettings process
	Matthew Spittles/

Adrian Cheetham
	94.56%
	97.07%
	N/A
	97.00%
	97.25%
	97.50%
	97.75%

	50
	% of leaseholders satisfied with landlord services
	Matthew Spittles/

Gareth Roebuck
	43%
	58%
	N/A
	60%
	65.00%
	70.00%
	75.00%

	55
	% of empty property rent loss
	Matthew Spittles/

Adrian Cheetham
	1.92%
	1.64
	1.03%
	1.20%
	1.20%
	1.15%
	1.10%

	59
	Number of working days lost due to sickness absence
	Tess Butler/

Martin Bennett
	10.75
	12.18
	6.13
	8.00
	11.50
	11.00
	10.50


1 Performance against this indicator is available from the STATUS survey which is only carried out every 2 years. The next survey is scheduled for the autumn of 2010.

2 As well as this overall figure there are six strands of diversity information within this indicator. Individual targets have been set against each strand as follows:

	Strand
	Target 2009/10
	March 10 (year end)

Cumulative
	Proposed Target 

2010/11

	Gender
	100.00%
	100.00%
	100.00%

	Ethnicity
	95.00%
	95.12%
	95.50%

	Disability
	70.00%
	81.26%*
	83.00%

	Age
	100.00%
	97.06%
	97.50%

	Sexuality
	30.00%
	42.64%
	50.00%

	Faith
	25.00%
	41.40%
	60.00%


3 An audit is to look into the performance report against this indicator and as a result it is expected that performance will reduce. In the meantime a proposed solution may be obtained by the introduction of a set of questions to be answered by the customer on the operatives PDA that will confirm the job was carried out first time to the customer’s satisfaction.

4 The target has been set at 0.00% with a 0.40% tolerance in line with the target set in 2009/10

5 Housing Incomes performance is expected to see a slight down-turn during 2010/11 for the following reasons:

· Improved performance in void loss – anticipated outturn £712,532 from £1,014,745, which is a reduction of £300,000

· A 2.91% rent increase has seen the debit increase from £62,487,971 to £64,306,370, which is an increase of £1,818,399.

· The implementation of the restructure – new ways of working will impact on performance and will take time to bed down

However, it is anticipated that the proposed targets will keep these key performance indicators in the upper quartile
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