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	EXECUTIVE SUMMARY:
	The purpose of this report is to give an overview of the current performance of 2010 Rotherham Ltd against monthly Key Performance Indicators (KPIs) and Local Performance Indicators (LPIs) to the end of September 2009. 

A number of these indicators have been adopted as a result of a consultation process carried out by HouseMark to produce a balanced scorecard of performance indicators.


	IMPLICATIONS:
	

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

	ENVIRONMENTAL:
	Effective management of empty homes and repairs can support the achievement of sustainable communities and contribute to reductions in crime and disorder.

	EQUALITIES/DIVERSITY:
	These performance results are compared with the targets previously agreed by 2010 Board, taking into account the diversity of customers within the Borough.

HM 12- The percentage of customers on whom the landlord has diversity information is currently under target.  This could, potentially, have an adverse impact on 2010’s ability to ensure that services are being delivered fairly to the full spectrum of customers.

	FINANCE AND VFM:
	Several of the key performance indicators relate directly to the financial health of the company (e.g. Housing Income and Empty Homes Management). 

	HEALTH & SAFETY:
	There is an indicator of the extent to which those homes requiring a gas safety certificate have a valid certificate.  Currently this indicator is off target and represents an increased risk to customers and to 2010.  Steps are already in place to address this and to ensure that all properties that were without a valid CP12 gas safety certificate have the required inspection carried out.

	LEGAL:
	The Memorandum & Articles of Association govern the conduct of the Company.  The management agreement with RMBC sets out 2010’s responsibilities regarding monitoring and reporting of performance.  Legal implications could arise if 2010 fails to deliver on its contractual obligations to customers or where, for example, it is in breach of health and safety legislation, including the requirement for properties to have a valid CP12.

	PERSONNEL:
	All officers within the Company have Personal Development Reviews and these contain individual targets that contribute to the overall performance of the company.

	RISK:
	KPIs are closely monitored and action plans are discussed with lead managers who are responsible for minimising risk.

As part of the 2010 Rotherham Limited Improvement Plan 2009/11, the performance against a number of KPIs will be compared to the 2008/09 out turns.  70% of the KPIs must show a year on year improvement to comply with one of the actions required to secure a future management agreement beyond March 2011.


	Introduction

The purpose of this report is to provide for the Board an overview of performance against key performance indicators.

Background

The previous report submitted to this Board (15th September 2009) highlighted cumulative performance from April to the end of July and analysed the 1st quarter performance against the benchmarking information that was available.  

This report presents the cumulative performance to the end of August 2009, summarises cumulative performance to the end of September 2009 (2nd quarter) and compares performance with the 1st quarter.  Due to the timing of this report, no benchmarking data is yet available from HouseMark giving the quartile information for the 2nd quarter.  An analysis of performance against benchmark data will therefore be included in the next performance report, scheduled for 16th December 2009.
Performance Against Indicators
The table below shows previously reported performance across 2010’s KPIs for the 1st quarter and cumulative performance to the end of August 2009 and September 2009 (2nd quarter).  More detail about each indicator is given in the section following the table.

HouseMark Ref.

Description

Apr-Jun 09

(1st quarter)

Apr-Aug 

09

Apr-Sep 09

(2nd Quarter)

Monthly Target

2009/10 Target

12

% of customers on whom the landlord has diversity information

86.63%

86.75%

86.66%

95%

13

% of total repairs completed within target

90.25%

90.66%

90.20%

98.00%

18

% of responsive repairs where an appointment was made and kept

85.63% 1

86.50%

86.94%

99.50%

19

Tenants’ satisfaction with the repairs service

98.37%

97.76%

97.40%

99.50%

21

% of repairs completed right first time

99.46%

99.42%

99.41%

98.00%

23

Gas safety certificates outstanding

0.18%
7.19%

2.34%

0.00%2
26

% of non decent homes

16.31%

12.87%

12.02%

10.32%

6.31%

28

Average SAP rating

69

70

70

69

70

32

% satisfied with the out come of their ASB complaint

77.59%

78.95%

77.17%

75.00%

33

% of ASB cases resolved

83.86% 3

86.30%

85.97%

70.00%

34

Average re let times (days)

24.20

23.34

18.25

23

KEY

On target

Off target by <5%
Off target by

 >5%
1 Following an exercise looking at ‘all day’ appointments, the monthly out turns were amended resulting in a change to the 1st quarter figure.
2 This indicator has a 0.40% tolerance level set against it.

3 This figure has been amended following a re-write of the report that produces the data to meet the indicator criteria.

HouseMark Ref.

Description

 Apr-Jun 09

(1st Quarter) 

Apr-Aug 09

Apr- Sep 09

(2nd Quarter)

Monthly Target

2009/10 Target

36

Rent collected as a percentage of rent owed

93.52%

96.36%

97.03%

96.15%

98.60%

38

Rent arrears of current social housing tenants as a percentage of rent debit 

2.01%

2.38%

2.39%

2.52% 4

2.00%

46 

% of new tenants satisfied with the allocation & lettings process

96.26%

96.89%

96.68%

97.00%

50

% of leaseholders satisfied with landlord services

Survey  date to be agreed

Survey  date to be agreed

Survey  date to be agreed

60%

55

% of empty property rent loss

1.94%

1.84%

1.69%

1.50%

1.20%

59

Number of working days lost due to sickness absence

2.57 5

4.60

5.81

8.00

KEY

On target

Off target by <5%
Off target by

 >5%
4  Monthly controls targets have now been set against this indicator

5 The methodology of reporting this indicator has been amended to report current performance and not projected. This is now consistent with the HouseMark definition and enables benchmarking.

The paragraphs below report performance by exception, i.e. for those indicators that were off target at the end of the 2nd quarter. 
( HouseMark Ref 12: % of customers on whom the landlord has diversity     information

The overall position is that 21,995 forms out of 25,381 have been returned giving a cumulative performance of 86.66%.  This is a slight reduction on the August position (86.75%) and is below the year end target of 95%.  The level of performance now reached is such that only marginal increases are being achieved each month.  To achieve the target would require greater priority being given to data collection which, increasingly, will be from those customers who are hardest to reach.

Neighbourhood teams are continuing to collect data via telephone calls and tenancy verification visits, consulting a database which highlights where no data form has been returned.  Additionally, a list of addresses for which data is required is to be supplied to the Decent Homes Mobilisation Team: when they visit properties in connection with the Decent Homes programme they will attempt to collect the missing data.

This indicator reports against 6 strands of diversity information and individual targets have been set against each strand with the results to  the end of September  as follows:

Strand

Target 2009/10

August 09

cumulative 

September 09

cumulative

Gender

100.00%

99.96%

99.84%

Ethnicity

95.00%

94.18%

94.31%

Disability

70.00%

36.41%

36.13%

Age

100.00%

96.24%

96.36%

Sexuality

30.00%

33.03%

34.18%

Faith

25.00%

25.57%

26.64%

There has been a slight improvement in the 2nd quarter performance with an 86.66% overall performance compared to the 86.63% reported for the 1st quarter.  However, it is predicted this indicator will not achieve the very challenging year end target of 95%.

(  HouseMark Ref 13: % of total repairs completed within target

This indicator continues to deteriorate with an out turn for the month of September of 87.60%.  This gave a cumulative performance at the end of the 2nd quarter of 90.20%, which is below the year end target of 98.00%.

A number of factors have impacted on the performance of this indicator: 

• there has been an on-going issue with incorrect data being logged into the PDAs;

• the current re-structure of the In House Service Provider (IHSP);

• the recent diversion of gas engineers to gas servicing has impacted on the resources available within the repairs team; and

• over use of emergency job categories when raising orders.

Regular monitoring and reviewing of the PDA issues has been undertaken; problems are now minimal and this should be reflected in improved future performance.  The IHSP Audit Team is monitoring performance and investigating the reasons behind the failure to complete jobs on time, with recommendations being made for improvement.

The current re-engineering of Rotherham Connect, the introduction of new systems and procedures and the First & Second response teams due late November, should all have a positive impact on the indicator.  Measurable improvements in performance are expected by the end of December.

Performance at the end of the 2nd quarter of 90.20% represents a decline from the 90.25% reported at the end of the 1st quarter.  The changes referred to above should deliver an improvement in performance but this is not expected to be sufficient to achieve the year end target of 98.00%.

(  HouseMark Ref 18: % of responsive repairs where an appointment was made and kept
A recent exercise carried out to look at performance against this indicator revealed that there were still a number of 'all day' appointments being made and a high percentage, around 98%, of these were being kept.  However, the new reporting criteria for this indicator excludes 'all day' appointments with the emphasis placed on a.m., p.m. and ‘school run’ appointments.  Customers not expressing a preference were being listed as ‘all day’ and assigned to the operative as such.  The extent to which these appointments were met is reflected in the report which shows an improvement on the previous months.  As a result of this exercise, for every job for which an appointment can be made, a specific a.m., p.m. or ‘school run’ appointment will be made.

Performance for September was 89.34% with a cumulative out turn at the end of the 2nd quarter of 86.94%; a slight improvement on the 1st quarter out turn of 85.63% but well below the 99.50% target which is unlikely to be achieved by the year end.  A clearer indication as to the expected year end out turn will become more evident at the end of the 3rd quarter.  A number of the reasons given for the current under performance and the actions to improve performance can be seen under HM 13.

( HouseMark Ref 19: Tenants’ satisfaction with the repairs service
HouseMark report this figure on an annual basis and it is taken from the STATUS survey.  The return from the survey, in November 2008, was 74%.  However, 2010 will also report its performance to the Board based on the ‘How did we do?’ survey returns which, to the end of September, saw 423 forms returned with 412 showing satisfaction with the repairs service: 97.40% satisfaction against a target of 99.50%.  The sample size for this survey for the period was approximately 34,000 works orders.  The return rate, therefore, is disproportionately and disappointingly low, at 1.21%, and consideration needs to be given to improving the proportion of repairs for which satisfaction data is obtained, not least given the significance of the repairs service in determining overall customer satisfaction and in helping the IHSP to improve its competitive position in the approach to re-tendering of the service.

Actions to increase the response levels, which include examining more effective and alternative means of surveying satisfaction, are likely to include telephone and text sampling and incentivising the return of paper questionnaires.

The 2nd quarter performance of 97.40% is a decline on the 1st quarter performance of 98.37% and it is predicted that the year end target of 99.50% will not be achieved.

(  HouseMark Ref 23: Gas safety certificates outstanding

As at the 11th October 2009, 447 properties were without a current CP12.  This gave a performance for September of 2.34% which is a very significant improvement on August’s 7.19%.  This remains, however, outside the 0.00% target set with a 0.40% tolerance. 

However, since the reporting discrepancies were discovered during August, a number of initiatives have already been put in place to improve performance against this indicator and to ensure that all our properties have a current gas safety certificate.  For the last 3 weeks (at 23rd October) an audit of the gas register has been taking place and this should be completed by the end of October.  To date it has been found that only 4 properties have not been visited.  In each of these cases jobs were raised immediately and an engineer sent to the properties.

A number of anomalies in the gas register have been found and an exercise to cleanse it has been carried out.  Most jobs are now having an appointment made over the telephone with a reminder call being made the day before the appointment.  As a result of this action, the previous 50% success rate in obtaining access has increased to 95%.  Currently, jobs for the second half of November are being issued and virtually all the properties where CP12s are due to expire in November are expected to be completed by the end of October, 1 month in advance of the current certificate expiry date.  This should just leave the properties where access has not been possible and these will be referred to legal services to take action to gain access.

As a result of the investigation carried out in August, the 1st quarter reported performance of 0.18% was found to be incorrect and no comparison should therefore be made with the 2nd quarter.  However, it is anticipated that the year end out turn will be within or very close to the 0.40% tolerance.
(  HouseMark Ref 26: % non-decent homes

Due to retrospective updates, performance for August improved from 13.46% to 12.87% against a monthly control target of 12.03%.

During September a total of 179 properties were made decent, giving a cumulative out turn of 12.02% against a monthly control target of 10.32%.  Under-performance is still being attributed to the rate at which properties becoming decent through the Decent Homes programme are being handed back.  It was anticipated that 506 properties would be handed over, with 321 properties becoming decent.  However, only 203 were handed over of which only 140 became decent.  Handovers remain below the projected numbers but it is anticipated that retrospective handovers will see some performance improvement. 

Changes have been made in the delivery of the Decent Homes programme and, as a result, the monthly control targets have been revised to meet these changes and were agreed at a Senior Management Team meeting (SMT) held on 20th October 2009.  These revised control targets, reflecting the re-profiling of the Decent Homes programme, will apply from October 2009; however, the year end target of 6.31% will remain the same.  This is expected to be achieved from a position at the end of the 2nd quarter of 12.02% which was an improvement on the 1st quarter out turn of 16.31%.

( HouseMark Ref 46: % of new tenants satisfied with the allocation & lettings process
September saw a satisfaction performance level of 95.50% which resulted in a slight reduction in the cumulative performance from 96.89% at the end of August to 96.68% at the end of September, just under the year end target of 97.00%.

The largest area of dissatisfaction concerned the condition of gardens when properties were let.  This has certainly been an issue over the summer months and has accounted for five out of a total of 44 dissatisfied customers.  An exercise is taking place to establish if external funding could be available in 2010/11 to improve on the existing arrangements.  In the meantime, as we now enter the winter period it should be less of an issue and that will reflect positively on the indicator. 

When comparing performance at the end of the 2nd quarter with that of the 1st quarter we see that performance has improved to 96.68% from 96.26%.  It is predicted that the year end target of 97.00% will be achieved.
( HouseMark Ref 55: % of empty property rent loss

September's performance of 1.11% has had a positive effect on the indicator cumulatively, with an out turn of 1.69% at the end of the 2nd quarter against a monthly control target of 1.50%.  Currently, there are 26 properties with RMBC, each requiring a decision as to whether they will be let.  If these are removed from the indicator then the rent loss percentage falls to 1.57%.  There are a further 8 properties undergoing major structural works by the Neighbourhood Investment Team (NIT) which, again, if removed from the indicator, would reduce the void loss figure further to 1.53%.

In October, an ‘Empty Homes Impact Week’ is being run with the aim of reducing the number of empty properties from 335 currently to below 300.  This would have a positive impact on this indicator for the final 6 months of the year. 

Performance to the end of the 2nd quarter, of 1.69%, is an improvement on the 1st quarter out turn of 1.94%.  However, it is predicted that this indicator might fail to achieve the year end target of 1.20%.

Conclusion

Of the 22 core indicators, we are currently reporting on a monthly basis against 16 of them.  As detailed previously to this Board, in relation to the other six:  

two indicators are reported annually from the STATUS survey:

· HM 1 - Satisfaction of tenants with landlord services; and

· HM 45 - % of tenants satisfied their views are taken into account by their landlord;

The STATUS survey 2008 did not produce a large enough sample to provide reliable data for:

· HM 2 - Satisfaction of ethnic minority tenants with overall service;
· HM 35 - % tenants satisfied with estate services; and
· HM 44 – Former tenant arrears as a percentage of the rent roll are currently Council controlled functions; and

· HM 50 - % of leaseholders satisfied with landlord services is an annual indicator and the survey is not due to be carried out until the early part of 2010.

In summary:

The 16 indicators with data reported against them show:

· 8  (50%) indicators are on target

· 8 (50%) are off target

· 2 by less than 5%

· 6 by more than 5%

When comparing September’s cumulative performance to that of August then:

· 9 (56%) indicators have shown an improvement

· 6 (38%) indicators have deteriorated

· 1 (6%) indicator has remained the same

Looking at the cumulative performance at the end of the 2nd quarter and comparing it to the 1st quarter then:

· 9 (56%)indicators have improved

· 7 (44%) indicators have deteriorated

Finally, of the 16 reported indicators it is predicted that 10 (63%) will achieve their year end target and 6 (37%) will not.  The second half of the financial year will see a sustained effort to ensure that the 10 indicators predicted to achieve the year end target do so and to strive for upper quartile performance.  The six predicted not to achieve the year end target have action plans in place to achieve the best possible performance and will be monitored to see if the target can still be met. 
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