How are we doing’

Performance Update
To ensure we keep you up to date with how we are performing this update provides you with our performance

for the year 2008/09, a view of our performance from April 1st 2009 to the end of September 2009 and the
target we are aiming to achieve by the end of March 2010.

Keu:
Performance achieving target

Performance not currently achieving target but will do by year end 2009/10

Performance not on track and not likely to meet target by year end

Performance improving A
Performance maintained 3
Performance not improved v

Your homes

April 1st 2008 to
March 31st 2009

April 1st 2009 to
Sept 30th 2009

Target aiming to
achieve by end
of March 2010

Percentage of properties not meeting the decent

homes standard each year 6.71% 4.76% A 0%
Percentage of properties with a completed gas service 99.7% 99.8% } 100%
Percentage of empty properties available to let 0.40% 0.86% v 1%
Total number of jobs completed 49,634 19,490 }

Percentage of routine repairs completed in response 92.2% 91% v 98%
Percentage of emergency jobs completed within

target tir:e of 24 hogurs N i 98.2% SEHS A 99%
Percen f urgent | mpl within

o e an | o | A |
Average number of repairs per property 54 40 A 25
Total number of lettings 903 598 }

Average relet time (general needs properties) 27 days 24 days A 24 days
Percentage of lettings to BME applicants 8.6% 8.5% } 9%
Percentage of rent debit collected annually 95.4% 101.9% A 101%
Percentage of current tenant arrears 2.99% 2.77% A 3.5%
Amount of current tenant arrears £1,905,689 £1,031,569 A n/a
Number of homeless cases prevented 312 221 A

n/a /

Contacting us

April 1st 2008 to
March 31st 2009

April 1st 2009 to
Sept 30th 2009

Trend

Target aiming to
achieve by end
of March 2010

Number of calls received

94,801

45,016

Percentage of calls answered within 20 seconds

New Indicator

83.40%
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How are we doing?

In order for us to measure the quality of the services we deliver to you we carry &

[
out satisfaction surveys throughout the year, the information below shows - Q
satisfaction levels with services from April 2009 to the end of August 2009 comapred e,,
to satisfaction levels for the year April 2008 to the end of March 2009. > &

B Asatend of August 2009 [l 2008/2009

Choice Based Letting Scheme

How easy it was to join the CBL scheme How easy it was to bid for properties How easy it is to understand how we allocate /

properties

/ Moving Home

Info provided Appearance of Appearance and condition of  The follow up visit we arranged The politeness and The overall letting service
at sign-ups your estates property when you move in (if you received one) attitude of staff we provided /
/ Repairs
100
98
96

94

90+

86+

Report your How well our tradesperson  How well our tradesperson The condition your home How polite, courteous  The overall repairs service
repair respected your home  kept disruption to a minimum was leftin and professional our we provided
tradesperson was
/ Dealing with Anti Social Behaviour
95
920

851
80+

754
701

654

Ease to report Speed we responded/ How well you were kept Support we offered How long it took to Overall standard of
our problem began to investigation informed of progress resolve work

How are we doing?




