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	EXECUTIVE SUMMARY:
	The purpose of this report is to give an overview of 2010 Rotherham Ltd’s performance on key performance indicators for the first half year to the end of September 2008.  The paper also reviews the performance indicators with a view to expected year end out turns. 


	IMPLICATIONS:
	

	CONSULTATION:
	Any changes to policies and practices need to demonstrate that there has been an appropriate level of customer participation.

	FINANCE AND VFM:
	Whilst there are no direct financial implications arising from this report, several of the key performance indicators relate directly to the financial health of the company (e.g. Housing Income and void management).

	RISK:
	Any indicators that are off target will have a negative impact on the use of resources.  KPIs are closely monitored and actions plans are discussed with lead managers who are responsible for minimising risk.

	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 void and repairs management can lead to sustainable communities and can prevent crime and disorder.

	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.


	1. Introduction

The purpose of this report is to present to the Board an overview of the mid-year performance against key indicators.  The report will look at the current position of the indicators with a view to assessing which indicators are either on or off target to achieve the projected year end out turns and any remedial action required.

2. Performance against Indicators

Cumulative performance to the end of September 2008 is summarised in the table below.  

The table also includes arrows in the final column to indicate the direction of travel (DoT), i.e. whether performance is improving, deteriorating or remaining constant.

The sections following the summary table give more detail on service areas.

KPI Performance Summary – September (mid-year) 2008

PI Ref.

Description

07/08

August

08

Cumulative
September

08

Cumulative
Monthly Control Target

2008/9 Target

Target & DoT
LPI 66a 
% Rent collected
98.47%
97.06%

97.98%

95.42%

98.49%
((
LPI 66b 
% of tenants with more than 36 days rent arrears
2.89%
3.03%

3.17%

3.69%

2.87%
((
LPI 66c

% of tenants in arrears who have had NSP served 

11.25%
4.36%

4.25%

8.95%

11.23%
((1
LPI 66d  
% of tenants evicted as a result of rent arrears 

0.27%
0.09%

0.11%

0.16%

0.26%
((1
NI 158a

The % of LA homes which were non-decent
65.00%

31.91%

29.75%

29.32%

18.72%

((
NI 158b
% change in non-decency 

29.69%
23.19%

28.39%

29.43%
54.95%
((
LPI 72
Urgent repairs completed in time 

98.48%
91.63%

89.34%

99.00%

99.00%
((
LPI 185  
Repairs appointments made and kept  

98.92%
83.31%

83.57%

99.00%

99.00%
((
LPI 73

Average time to complete non-urgent repairs 

9.42
5.35

5.93

9.0

9.0
((
LPI 211a

% Programmed / Responsive expenditure on repairs
39%
N/A

53.00%

56.00%

53.66%

(
LPI 211b  
% emergency and urgent repairs / non-urgent repairs 

14.72%
N/A

N/A

14.00%

14.00%
N/A
LPI 63

Energy Efficiency SAP rating 

66
67

67

67

68
((
LPI 212  
Average relet time from termination to start 

37.27
46.41

47.13

41.00

18
((
KEY

(
On target
(
Off target

by <5%
(
Off target by >5%
(
Improving trend
(
Performance constant & meeting control target
(
Performance constant & not meeting control target
(
Deteriorating trend but meeting control target
(
Deteriorating trend
1 Direction of travel for 66c & d due to the nature of the indicator can only worsen month on month. Therefore so long as the indicators are ahead of target and have not increased considerably from month to month, the direction of travel will be reported as favourable
Rents

Mid- year position

Ref

Indicator

September

Target

Mid-Year
Performance
Year End Target

66a

% rent Collected

95.42%

97.98%

98.49%

66b

% >36 days in arrears

3.69%

3.17%

2.87%

66c

% of tenants in arrears who have been served with a NSP

8.95%

4.25%

11.23%

66d

% of tenants evicted as a result of arrears

0.16%

0.11%

0.26%

( All on target
The 4 rents indicators 66a, b, c and d have all met the control targets for cumulative performance to the end of September and latest figures available from HouseMark ALMO benchmarking club which relate to Quarter 1 puts 66a,b and c in the upper quartile for performance and 66d in the lower middle quartile.

Year end forecast

All the rents indicators are on target to achieve their year end targets.
Decent Homes
Mid- year position

Ref

Indicator

September

Target

Mid-Year
Performance
Year End Target

NI 158a

The % of LA homes which were non-decent
29.32%

29.75%

18.72%

NI 158b

% change in non-decency
29.43%

28.39%

54.95%

( Off target by less than 5%

At the mid- year stage both these indicators are off target by less than 5%.

Year end Forecast
NI 158a - The % of LA homes which were non-decent
The current projected end of year figure for the percentage of non decent properties is 19.15% which would fail to meet the target of 18.72%.  The projected short fall equates to 91 properties of which 51 are projected disposals which are planned to be completed by year end.  This leaves a projected short fall of 40 properties, which could be delivered by the year end through the effective management of refused works and no access.  Also, where appropriate, properties could be brought forward from later years to replace drop out properties. 
NI 158b- % change in non decency 

The comments for NI 158a also apply to this indicator.

Repairs
Mid- year position

Ref

Indicator

September

Target

Mid-Year
Performance
Year End Target

LPI 72

Urgent repairs completed in time 

99.00%

89.34%

99.00%

LPI 185

Repairs appointments made and kept  

99.00%

83.57%

99.00%

LPI 73

Average time to complete non-urgent repairs 

9.0

5.93

9.0

(  LPI  72 – urgent repairs completed in time & (  LPI 185 – Repairs appointments made and    kept
Both these indicators at the mid year stage are off target by more than 5%.  Reporting only began on these indicators in July following the upgrade of the ROCC system and there have been a number of issues surrounding the introduction of the new hand held technology that has impeded the automatic collection of data on the performance of these two indicators.

Year end forecast
A clear indication of the performance of these two indicators will not become apparent until a number of exercises are carried out that will give confidence to the figures available.  Firstly, it has been established that performance has been greatly affected by the initial hand helds being used by 2010 operatives.  It has been established that a superior model of hand held gives a much better signal and 2010 is awaiting delivery of these upgraded models, which should see an upturn in performance recording.

Secondly, as a result of the poor signal performance given by the original model of hand helds used, a  considerable number of jobs may potentially have been recorded incorrectly which has impacted on the half year reported performance.  An exercise is to be carried out to sample 100 of the 6,648 jobs that have fallen short of the target time to assess whether they actually did fall outside those target times. Some will also be checked against paper records that were completed as a result of the problems incurred with the hand held technology.
Once the above actions have been carried out, we will then be able to give a more accurate indication on current performance and a confident forecast of our year end performance based on actual up to date figures.  The results of the sample exercise will determine the scale of the work involved.
(   LPI 73- Average Time to Complete non urgent repairs
Mid- year position

This indicator is on target as the introduction of the new technology has had less of an impact on it, as diaries have been filled well in advance, to complete jobs within the 9 day target. Its performance is currently upper quartile
Year end forecast

This indicator should achieve the year end target of 9 days
Ref

Indicator

September

Target

Mid-Year
Performance
Year End Target

LPI 211a

% Programmed / Responsive expenditure on repairs

56.00%

53.00%

53.66%

LPI 211b

% emergency and urgent repairs / non-urgent repairs 

14.00%

N/A

14.00%

(  LPI 211a - % Programmed/ Responsive expenditure on repairs
Mid- year position

September was the first time that an out turn was reported against this indicator. Systems are now in place i.e. the new ROCC system which links up to the Finance reports that have been introduced.  

Year end forecast

 A Planned / Programmed Co-ordinator has now been appointed to increase the frequency of meetings and communications with all Project Managers to ensure all programmes are on track and to resolve any issues that may have an impact on the delivery of the schemes. This indicator is on target to achieve its projected  year end out turn of 53.66%
LPI 211b  – Proportion of expenditure on emergency/urgent repairs compared to non urgent 

Reports for this indicator have also only just become available, however they require auditing before they can be issued. Figures will be available for October where both current performance and projected year end out turns will be analysed and reported to board in the October Performance report.
Voids
Ref

Indicator

September

Target

Mid-Year
Performance
Year End Target

LPI 212

Average relet time from termination to start

41

47.13
18

(   LPI 212 (BV212) - Average re-let time from termination to start (KPI)

Mid- year position

This indicator is off target at the mid-year stage. The indicator would have shown an out turn of 42.63 days.  However, as result of a number of sheltered properties that have been awaiting a decision from RMBC since March being designated on the 24th September and since let, the indicator has returned a performance of 47.13 days.
Year end forecast

The proposed year end figure of 18 days will not be achievable. However, a voids performance recovery plan, presented to board on 1st October 2008, analysed the voids process in great detail and looked at amending the monthly control targets that would see a year end out turn of 23 days. This would see 2010 Rotherham’s voids performance in the Upper quartile. A number of actions identified, some of which are already being implemented should see the proposed revised target of 23 days achieved.  

Energy Efficiency
( BV63 - Energy Efficiency SAP rating 

Mid-year position

The indicator is on target against the monthly control target of 67.
Year end forecast 

This indicator should achieve the year end out turn of 68.
Complaints

( IPI 81 – Respond to all complaints within prescribed timescales

Mid- Year position

The month of September has seen 30 new complaints received.  34 complaints were resolved within target time with 2 resolved out of time, giving a 94% performance for the month of September. Performance has seen a steady increase from July (75%) and August (88%) through to the current month’s figure of 94%. At the mid year point the unaudited cumulative performance is 79%. 
Year end forecast

The extremely challenging target of 100% is unachievable but continued progress as highlighted above, will see 2010 improve on its 2007-08 performance of 71%.
Compliments

In September 2008, 2010 Rotherham Ltd received 17 compliments making a total of 68 received at the mid-year point. 

3. Equalities & Diversity
Wherever possible, performance against the key indicators is disaggregated to show the take-up or impact of our services on different sectors of the communities we serve.

2010 Rotherham is obtaining equalities and diversity information across a number of its services including: rents, Decent Homes, gas servicing, aids and adaptations, repairs and maintenance and Anti Social Behaviour.

The results from these findings are being compared against our customer profile, which currently states we hold diversity information on 62% of our customers.  This information is then being utilised to improve the services 2010 provides to its diverse customer base and is continually being reviewed to meet the needs of our customers.
The Repairs and Maintenance service has used the equalities monitoring of its customer satisfaction to identify areas where we may be unwittingly discriminating against people because of their faith, ethnicity, sexual orientation, gender or disability.
Summary
At the mid year point, of the 12 indicators reported (no information on LPI 211b- % emergency and urgent repairs / non-urgent repairs):
· six are on target

· two are off target by less than 5%

· four are off target by more than 5%

Of the four that are off target by more than 5 %, two (LPI 72 - urgent repairs completed in time and LPI 185 - repairs appointments made and kept) are not currently providing a correct reflection of performance and this may not become apparent until the end of November when the issues surrounding the introduction of the hand technology are resolved.  LPI 212 -  average re-let time from termination to start, should as a result of the introduction of the recovery plan, see the indicator achieve at least an end of year upper quartile performance of 23 days, if not the challenging target of 18 days.  

Conclusion

2010 is well placed to achieve year end targets for 9 out of the 13 key performance indicators.  Also, once the issues surrounding LPI 72 and LPI 185 are resolved and based on our past performance, these targets could certainly be achievable.
LPI 212 - average re-let time from termination to start, as previously mentioned is unlikely to achieve the original target of 18 days but will hopefully achieve an out turn of around 23 days that will be upper quartile and a considerable improvement on the 2007/08 return of 37.27 days.

Information against LPI 211b - % emergency and urgent repairs / non-urgent repairs, should be available once the out turns are audited and this will give a fuller picture of 2010’s overall performance.
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