
 
 
 
 
Briefing Paper to the East Area Committee  
 
1st February  2018 
 

Wards: Ings, Longhill,  
Sutton  
 

Briefing Paper East Area Housing Performance for the period up to the end of 
November 2018 

 

Briefing Paper of the City Neighbourhoods and Housing Manager  
 
 
1. Purpose of the Paper and Summary 
  

To brief the East Area Committee on the performance of the East Area Housing 
Team and the Housing Investment Team for the period up to and including 30th 
November 2017as contained in Appendix (a) of the report.  

   
2. Background 
 
 The Area and Neighbourhood agenda places responsibility for ensuring 

effective performance of Council services at a local level with Area Committees. 
The information at Appendix (a) captures the relevant information to enable the 
Area Committee to fulfil its monitoring role in relation to local delivery of 
Housing Services.  

 
 Also attached to the report at Appendix (b) is a summary of some case studies 

for your information which the team have dealt with over recent months eg, 
supporting residents to reduce rent arrears, increase their income, or improve 
their quality of life in respect to tenancy management issues. In future months I 
will provide the committee with case study information as examples of the work 
the teams are involved with on a daily basis. I welcome your feedback on these 
cases.  

  
 
3. Issues for Consideration   
 
 3.1 Responsive Repairs – Page 2 of the report shows the percentage of 

appointments made and kept by the Contractor. In the East area for this period 
91.3% of appointments made were kept, against a city wide average of 93.2% 
for the year to date. 

 
 The percentage of repairs completed within time, is also detailed on the chart 

on page 2 of the report and covers emergency, urgent, and non-urgent 
percentage completed together with the average number of days to complete a 
non-urgent repair.  

 



 3.2 Repairs Completed Right First Time – In terms of the percentage of repairs 
completed right first time, the report details information for October and 
November on page 3 of the report. From the total of 647 returns for the year so 
far in the East area 92.1% of repairs completed were completed right first time. 
Citywide the performance is at 91.7% for the year end performance.   

 
 3.3 Gas Repairs – The repairs completed right first time for the East area was 

86.7% for the month of November. This figure compares well when comparing 
us against the other areas of the City. Citywide the figure was 89.8% for the 
month of November. Year to date the figure was 88.9% for East and 89.8% 
citywide.   

 
 In respect to Gas servicing, the East area as at week ending 31st December 

2017 had 99.66% of properties with a valid gas safety certificate in place. There 
were 0..25% of properties across the city in total not having a valid certificate at 
that time, with 13 cases within the East area outstanding. KWL and the housing 
teams work closely together to maximise the number of valid certificates across 
the city.  

 
 3.4 Empty Council Properties – as at the end of November 2017, the East area 

had 116 empty properties within stock which equates to 2.6% of total stock as 
detailed on Page 5 of the report.  

 
 There were 37 properties ready for relet with the area team, 35 properties 

receiving repairs including 7 receiving major repairs. In addition to this,44 
properties are currently being managed by Housing Strategy and Renewal, with 
38 of those being within the regeneration area awaiting demolition, and 6 
currently being considered under option appraisals.  

 
 In terms of the average time taken by the contractor to repair properties 

completed within the month, the average number of days taken to the end of 
November 2017 for the East area was 17.4 days. The target for the contractor 
to repair the properties and return them to the area team for reletting is currently 
19 days across the city. Citywide performance up to the end of November   
2017 was 25.4 days with the East area performing at 25.7 days for the year to 
date  performance.   

 
 3.5 Average Relet Time – information is included on page 6 of the report 

detailing the average number of days it takes from a set of keys being handed 
in from a tenant to the date a new tenancy is created. Up to the end of 
November  2017 the average relet time for properties within the East area was 
32 days compared with the citywide average of 29 days. Year to date 
performance for the East area is 42 days against a citywide performance of 40 
days.  

 
 The East area as at the end of November 2017 had 2.61% rent loss through 

empty properties, which equates to £323,078 for the year so far. The citywide 
performance up to the end of November  2017 was a rent loss of 2.14% 

 



 3.6 Customer Satisfaction – New Homes – in terms of satisfaction figures taken 
from the new tenant survey, as detailed on page 7 of the report, overall 96.4% 
of those customers who have completed a survey were satisfied with their new 
homes during November 2017 in the East area. In comparison, the citywide 
performance was 93.9% for this period.  The team are working with those 
tenants individually who were not satisfied with their home throughout the year 
to resolve their concerns regarding their new tenancy.  

 
 From 170 surveys completed in the East area, there has been 4 new tenants 

dissatisfied with their new home for the year so far. The team are working 
closely with the new tenant to resolve their concerns with the property.  

 
 4.7 Rent Collection – On page 8 of the report it shows that the East area has 

continued to perform well in respect to rent collection up to the end of 
November 2017. The area has collected 97.07% up to the end of November  
2017.  Citywide rent collection for the year so far is 96.42%. The East area are 
performing very well when compared to other areas of the city, which is 2nd  
behind the Wyke area.  

 
 In terms of Former Tenant Arrears which is managed by a central housing 

team, from 397 ceased tenancies within the East area, 206 of those tenancies 
had rent arrears outstanding. This equates to 51.9% of accounts and a 
monetary value of £98,272 with £34,412 being collected in the year so far.  

 
 There have been 5 evictions in the East area for the year, the figure citywide is 

39 overall for this financial year.   
 
 The team continue to work with tenants to sustain their tenancies giving support 

and advice should they fall into financial difficulties.  
 
 Staff are receiving regular updates in terms of the changes being brought in by 

the Welfare Reform Act to ensure that they are kept up to date with the relevant 
changes.  

 
4.8 Right To Buy Sales - Page 9 of the report now contains information in 
respect to right to buy sales across the City. In the East Area this financial year 
there have been 29 sales with 173 sales in total across the City.   

 
 4.9 Anti-Social Behaviour – Page 10 of the report details performance 

information as generated by the Neighbourhood Nuisance team.  
 

In terms of the response to service requests within the published timescale 
target of 90% all reports during the year were dealt with within target. There 
have been 2418 requests in total for the year across the city, with 406 reports 
being made by residents living within the East area.  

 
 The chart on page 10 of appendix (a) details the categories of those reports 

made with the highest reason for reports being either 
intimidation/harassment/verbal abuse or noise nuisance. 

 



 4.10 Capital and Other Completed Planned Outputs – Page eleven of the report 
details all planned works carried out in the areas for the last financial year.   

 
 You will see there has been lots of activity taking place in the properties within 

the East area with  outputs completed throughout the last financial year across 
all work streams.  

 
4. Next steps 

 
  4.1  The East Area Committee notes the performance and requests further 

information as it requires.  
 

  Dave Richmond, City Neighbourhoods and Housing Manager  
 

Contact Officer::Debbie Akester 
Telephone No:  (01482) 613795 

 
Officer Interests: None  
Background Documents: - Performance information produced by Houisng and 
Neighbourhood Management Service  


