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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 2007/08.

Of the 13 key performance indicators: 

· 5 are in the upper middle quartile, 5 in upper middle ,1 lower middle and 2 are in the bottom quartile (BV184a; % of homes non decent at the start of the financial year and xBV211a; % of total repairs expenditure spent on programmed repairs). 
· 11 indicators (85%) have shown an improvement on 2006/07 results, with only xBV72 - Urgent repairs completed in time and BV212 - Average re-let time from termination to start not improving.


	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 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 Plans 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 then monitored.




	1. Introduction

The purpose of this report is to present a brief summary of performance against key indicators to the Board. 

2. Background
Performance is reviewed monthly by the Performance Committee using the suite of key performance indicators (KPIs) in the table below.  Each KPI is assigned a manager who is responsible for ensuring the targets are met and, where necessary, remedial action taken to improve performance.  KPI managers meet monthly with the Performance and Service Improvement Team and senior management at the Corporate Performance Monitoring Group to examine performance and agree remedial action.

2010 Rotherham Ltd participates in a number of benchmarking clubs to compare performance with similar sized ALMOs across the country.  The HouseMark report, published in October 2007, listed us as the second least expensive ALMO in terms of overall costs per property managed, and the least expensive regarding back-office costs.

3. Performance Summary 2007/08
In 2007/08, un-audited outturn figures put us above the national median points in 10 of the 13 indicators in the table below.  We also met or exceeded 10 of the targets agreed with Rotherham MBC.  The three indicators for which we did not meet the targets were:

· xBV72, urgent repairs completed in time

· xBV211a, percentage of total repairs expenditure spent on programmed repairs (as opposed to responsive repairs) 

· BV212, average re-let time from termination to start; 
More detail on each indicator is given in section 4

From 1st April 2008, the Government has drastically reduced the number of indicators for which it requires performance information; of the 13 shown in the table, only one is included:

· BV184a/b, percentage of homes non-decent and rate of change to decency.

Not shown in the table but required by Government is: 

· BV74, overall satisfaction with landlord services.

2010 Rotherham Ltd will continue to report to the Performance Committee against all the indicators in the table, renaming them local performance indicators (LPIs).  We will also develop additional internal performance indicators (IPIs) to provide early warnings of potential performance shortfalls.  Fairness and accessibility is monitored by equalities monitoring wherever that is relevant and possible.  All IPIs will be reported to the Corporate Performance Management Group and by exception to the Performance Committee.  Each meeting of the Board will receive a summary report on performance. The table below shows our performance for 2006/07, 2007/08 and proposed targets for 2008/09.

Key Performance Indicators (unaudited figures)
Description

06/07

Actual

2007/8

Target

07/08

Actual

All

ALMO comparison (2007/08)*

Better or worse than 06/07?

2008/9

Target

BV 63

The average energy rating (SAP) of local authority owned dwellings

61

(
62

66

(
Below Average

(
Better

(
68
BV 66a

% Rent collected

98.23%

(
98.25%

98.47%

(
Top 25%

(
Better

(
98.49%
BV 66b

% of tenants owing more than 36 days rent arrears

3.15%

(
3.30%

2.89%

(
Top 25%

(
Better

(
2.87%
BV 66c

% of tenants in arrears who have had a Notice to Seek Possession (NSP) served

14.09%

(
14.0%

11.25%

(
Top 25%

(
Better

(
11.23%
BV 66d

% of tenants evicted as a result of rent arrears

0.44%

(
0.40%

0.27%

(
Above Average

(
Better

(
0.26%
BV 184a

% of homes non decent at the start of the financial year

74%

(
68%
65%

(
Bottom 25%

(
Better

(
49.48%
BV 184b

% change in non-decency

13.8%

(
15.0%

29.69%

(
Top 25%

(
Better

(
47.54%
xBV 72

Urgent repairs completed in time

98.78%

(
99.00%

98.48%

(
Above Average

(
Worse

(
99.25%
xBV 185

Repairs appointments made and kept

97.85%

(
97.85%

98.92%

(
Top 25%

(
Better

(
99.00%

xBV 73

Average time to complete non-urgent repairs (days)

10.00

(
9.50

9.42

(
Above Average

(
Better

(
9.0

xBV 211a

% of total repairs expenditure spent on programmed repairs (as opposed to responsive repairs)

32%

(
40%

38%

(
Bottom 25%

(
Better

(
53.66%

xBV 211b

% of total repairs expenditure spent on emergency and urgent repairs (as opposed to non-urgent repairs)

22%

(
20%

14.72%

(
Above Average

(
Better

(
20%

BV 212

Average relet time from termination to start (days)

16

(
15

37.27

(
Above Average

(
Worse

(
18
The targets in the extreme right hand column are subject to agreement with the Council
4. Performance against KPIs

At the time of writing this report, comparator figures for all ALMOs were only available to the end of the third quarter.

Rents

All targets hit
The 4 rents indicators 66a, b, c and d have all met the year end targets set, as follows:

Ref

Indicator

Target

Performance

66a

% rent Collected

98.25%

98.47%

66b

% >36 days in arrears

3.30%

2.89%

66c

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

14.00%

11.25%

66d

% of tenants evicted as a result of arrears

0.40%

0.27%

Based on all ALMO comparator performance figures, the year end out turns would see 66a,b,c in the upper quartile and 66d upper middle quartile.  2010 has traditionally performed well on 66a and b, however, the improved performance across 66c and d  bears out the initiatives to focus on improving the debt prevention strategy during 2007/8.

BV66a is a Comprehensive Performance Assessment (CPA) Indicator for 2007 and will be used as part of the Housing Services assessment.  For CPA purposes the upper threshold is 98.20% and the lower threshold is 96.18%. 2010 Rotherham Ltd year end performance of 98.47% places it in the upper threshold.

Decent Homes

BV184b- % change in non decency

Target Hit.
The percentage change in proportion of non decent homes was 29.69% for the year, surpassing the target of 15%.  Based on the all ALMO comparator figures, this performance would see this indicator in the upper quartile.

BV 184b is a CPA Indicator for 2007 and will be used as part of the Housing Services assessment.  For CPA purposes the upper threshold is 23.8% and the lower threshold is 3.5%. 2010 Rotherham Ltd’s year end performance places it in the upper threshold.

BV184a - % of homes non decent at the start of the financial year

Target Hit

The out turn for 1st April 2007 is 65% non decency against a target of 68%.
Tables showing activity by contractor are given at the end of this report together with a summary report on key performance issues for Decent Homes.

Repairs
xBV 72 – urgent repairs completed in time.

Target missed
Despite the impact of the flooding in June 2007, performance during 2007/08 was still 98.48% and was within 0.52% of the target and only 0.30% off 2006/07 performance.  Five of the seven area teams achieved an out turn for March of 100% which gave a March performance of 98.73% in the month.  Based on the all ALMO comparator figures, the year end out turn would see this indicator in the upper middle quartile.

xBV 72 is a CPA Indicator for 2007 and will be used as part of the Housing Services assessment.  For CPA purposes the upper threshold is 97% and the lower threshold is 88%. 2010 Rotherham Ltd year end performance places it in the upper threshold.
xBV73- Average Time to Complete non urgent repairs
Target hit
The indicator for the year end has achieved a cumulative out turn of 9.42 days against a year end target of 9.50 days.  Performance for the month of March has seen an out turn of 7.6 days with three areas performing under 6 days.  Based on the all ALMO comparator figures, the year end out turn would see this indicator in the upper middle quartile.

xBV 73 is a CPA Indicator for 2007 and will be used as part of the Housing Services assessment.  For CPA purposes the upper threshold is 11 days and the lower threshold is 24 days.  2010 Rotherham Ltd year end performance places it in the upper threshold.

xBV 185 – Repairs appointments made and kept
Target Hit
Year end Performance for March has provided an out turn of 98.92% which has surpassed the year end target of 97.85%.  Based on the ALMO performance figures, the year end out turn would see this indicator in the upper quartile.
xBV 211a- % Programmed/ Responsive expenditure on repairs

Target missed

Provisional cumulative performance for March is 39% programmed which is just outside the year end target figure of 40%.  This is a provisional figure, as this is a year end out turn and final accounts figures were not available at the time of writing this report.

In March the in-month performance was 46% programmed work and 54% responsive which has improved the cumulative performance to 39% programmed. 
An action plan has been developed to improve performance to achieve the Government’s aim of 60%. This is a priority for the Asset Management Team (acting as client on behalf of the Council) and the In House Service Provider (as supplier of the repair work) in 2008/09.
xBV 211b – Proportion of expenditure on emergency/ urgent repairs compared to non urgent

Target hit

The cumulative out turn figure for the year end is 14.72% (urgent) and 85.28% (non urgent repairs. The target was to achieve 20% or lower urgent repairs.
Voids

BV212 - Average relet time from termination to start 

Target missed

Year end performance of 37.27 days is considerably higher than the target of 15 days.  A number of factors have contributed to this poor year end performance.  Voids completed by the Decent Homes Partners took on average 193 days each for 105 properties, adding on average 13.04 days to the indicator.  Because of this, no void properties have been given to Decent Homes Partners since September.  A further 4,067 days have been attributed to the year end figure (4.85 days on average per void) due to the ongoing review of the sheltered accommodation.  Removing these from the year end figure and allowing for an estimated 2 days to this indicator as a result of the floods, would have given a year end performance of 17.38 days, much closer to the target of 15 days.

Summarised
Year end out turn

  37.27

Decent Homes

(13.04)

Sheltered Review

(  4.85)

Floods


(  2.00)
Net Figure 


 17.38 Days

A comprehensive improvement plan has been put into place, which is reflected by the proposed target of 18 days for 2008/09. The plan will be monitored on a monthly basis by the Performance Committee.
Based on the all ALMO comparator figures, the year end out turn of 37.27 days would see this indicator in the upper middle quartile.
BV 212 is a CPA Indicator for 2007 and will be used as part of the Housing Services assessment.  For CPA purposes the upper threshold is 26.7 days and the lower threshold is 52 days. 2010 Rotherham Ltd Year end performance places it mid threshold.
xBVPI69 (rent loss through voids) at year end has achieved 1.18% against a year target set of 1.00% . There are currently over 20 properties that 2010 Rotherham Ltd is unable to let for either of the reasons below:

· Awaiting HMR decision

· Awaiting change of use decision.
*With the above amount removed rent loss through voids is 1.07%, which would equate to upper quartile performance.
BV63 -  Energy Efficiency SAP rating
Target hit

The year end out turn of SAP rating 66 for energy efficiency rating on council properties has surpassed the year end target set of 62.  This performance has been due to the good work between RMBC and 2010 making environmental improvements to homes, which benefits tenants by providing more energy efficient properties resulting in cheaper heating bills.

Based on the all ALMO comparator figures, the year end out turn would see this indicator in the lower middle quartile. We have a plan in place to improve this rating further in 2008/09.
Complaints

Target Missed
In March, 16 new complaints were received. 13 complaints were resolved within target time, with 3 completed out of time.  This gave an overall performance of 81% for March compared to 76 % in February.  A total of 285 complaints have been dealt with by 2010 in 2007/08 compared to 277 in 2006/07.  Cumulative performance in dealing with complaints in accordance with Company timescales is 71%. This performance is not good enough and we have completed a review of the complaints process, resulting in a report being submitted to the Sustainable Communities Committee showing planned improvements. A remedial action plan will be presented to the Performance Committee in May.
Compliments

7 compliments were received by 2010 Ltd in March making a total of 163 for 2007/08.

5. 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, for example:

Rents
Ethnicity

NSPs served/ Oct 07

NSPs served/ Nov 07

NSPs served/ Dec 07

NSPs served/ Jan 08

NSPs served/ Feb 08

NSPs served/ Mar 08

Customer profile

6 months averages

White British

65.98%

69.23%

71.05%

68%

69.93%

76%

95.91%

70.03%

Pakistani

0.6%

2.5%

0.8%

1%

0.65%

2%

0.3%

1.26%

White other

0.51%

0.5%

0.13%

0.17

Other Asian

0.6%

0.8%

NF

Dual heritage Black African/white

0.51%

0.01%

0.01%

Black African

1.2%

2.05%

0

1%

0.23%

0.71

Black other

0.6%

0.51%

0

0.01%

0.19

Other

1.8%

1.02%

1.6%

0.21%

0.74

Unknown

25.2%

23.59%

25.44%

30.5%

29.41%

21%

The table above shows six months’ data for the serving of NSPs broken down against ethnicity and compared against our customer profile.
Five evictions were carried out during March involving 6 customers; 4 males and 2 females of whom 5 were White British (83%) and 1 unknown (17%).  From September to March 36 evictions were carried out involving 39 customers; 16 male and 23 female of whom 26 were White British (67%) and 13 Unknown (33%).

Figures in red in the table show where an over representation of a particular group has occurred in the serving of NSPs.  Some caution is needed in the reading of these figures because our customer profile information is based on a 36% return and, though statistically valid, may not be entirely accurate when extrapolated.  However we believe that by drawing the data together we have been able to identify an over representation of BME people amongst those who are getting into rent arrears.  This is particularly the case if we assume that at least some of the ‘unknown’ category are not ‘white british’. However, figures on evictions show that no people from a BME background were evicted, indicating that our intervening services are adequately addressing the needs of this group once the NSP has been served. However in 2008/09 the income team is committed to addressing the initial over representation and will do this by profiling customers at sign up – carrying out a basic financial assessment and then offering bespoke services to meet individual needs.  This should identify any problems at an early stage and reduce the disproportionate amount of NSPs served on BME tenants.  Careful monitoring of these figures will enable us to see if this approach works.  Also, any BME tenants who receive an NSP will be visited by a Housing Income Controller to identify any problems.
Decent Homes

2010 has also agreed several Equalities indicators with partners in the Decent Homes programme.  One of these was the number of staff who enter our customers’ homes that have had Equalities training.  At the end of March four out of the six contractors (Yorkshire Windows, Anglian Windows, Henry Boot and Connaughts) reported that 100% of their employees who enter customers homes have received equalities & diversity training, ROK reported at 77% and Keepmoat 49.51%. Discussions with Keepmoat have lead to it improving its performance recently (i.e by approximately 20% over the last two months). Additionally, Keepmoat’s training is more substantial than other contractors who prefer a tool box approach.  The Equalities group within the partnership is currently drawing together best practice from all their training packages and will be taking this to a customer focus group in May. Our aim is to identify key elements that should be included in training that all staff across the partnership receive.  This training will underpin a revised Code of Conduct to be observed by all staff who enter customers’ homes.

Repairs & Maintenance

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.  A number of questions are asked within the ‘How did we do?’ survey and these are analysed within the monthly performance report.  An example of how this information is broken down is given below. 

· Are you satisfied with the service you have received from 2010 Rotherham Ltd?

94.44% said Yes  (198 surveys were received from customers during March)
% of Female respondents that said yes

% of Disabled respondents that said yes

%  of Non - White British people who said yes

% of Non – Christians who said yes

% of Non – Heterosexual people who said yes

95.90%

94.85%

100%

87.5%

50%

The figures for March were very similar to the February survey results where 94.54% stated satisfaction with the service. Through team briefings operatives are reminded that disabled people may need a higher standard of cleanliness to enable them to manage their disability.  We will be ensuring operatives are always wearing plastic overshoes and also that they check with all customers that they have not overlooked anything in order to improve this performance.

The analysis of overall satisfaction with repairs and maintenance across the different strands reveals high levels and a parity of satisfaction from all groups.  This is as it should be.  We will continue to monitor to ensure it remains this way.
6.  Conclusion

Comparing the 13 indicators reported, against the all  ALMO performance figures for the third quarter – 5 are Upper Quartile, 5 Upper Middle ,1 Lower Middle and 2 Bottom Quartile

Also of the 13 reported indicators 11 (85%) have shown an improvement on 2006/07 out turns, with only xBV72 - Urgent repairs completed in time and BV212 - Average relet time from termination to start not improving. 
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� Provisional figure pending closure of year end accounts
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