
 1 

 
 
 

 

 

 

 

 

 

Report to the Park Area Committee 
                        4

th
 December 2014 

Wards: Ings, Sutton, Longhill 

 

 

 

East Area Housing Performance Report (2014/15) 

 

 

 
 
Report of the City Neighbourhoods and Housing Manager  
 
1. Purpose of the Report and Summary 
 

1.1 This report containing performance information with regard to 
East Area Housing, for the period 1

st
 July 2014 to 30

th
 September 

2014 performance, seeks Members’ comments on that 
performance.  

 
2. Recommendations  
 

2.1 That the report be noted. 
 
2.2 That the East Area Committee comments on performance and 

identifies any further actions required. 
 
 

 

 

This is a non-key decision.   
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3. Introduction 
 

3.1 The Neighbourhood and Area Management agenda places 
responsibility for ensuring effective performance of Council 
Services at the local level with Area Committees. It is therefore 
critical that Members are in possession of appropriate, accurate 
and timely information to inform that process. 

 
3.2 The appendix to this report contains relevant information to 

monitor the Housing Landlord service. In addition there is relevant 
information regarding anti-social behaviour in the East Area 
contained within the Housing report for your information.  

 
3.3 Page 10 of the Housing Performance appendix is a page which 

has been added to the report and details information regarding 
outputs from planned works which has been carried out in the 
area.  

 
4. Issues for Consideration 
 

4.1 Housing Landlord Services (appendix i) 
 
The attached Housing Performance report is included to update 
members on the performance in respect of Housing priorities for 
the period July to September 2014. Any comments in respect of 
the layout of the report, and the information contained within, 
would be welcomed to feedback to the team and to be taken into 
consideration for future improvements.  
 
The report now includes information regarding performance from 
the end of the last financial year,  in order to compare 
performance following the impact of Welfare Reform changes 
both in respect to rent collection and average relet times. This 
information is included on pages six and eight of the report.  

 
 4.1.1 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 99.2% of appointments made were 
kept, against a city wide average of 100% for the year so far. The 
performance has improved for the area from the previous report.  

 
The percentage of repairs completed within time, is 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.  
 
4.1.2 Repairs Completed Right First Time – In terms of the 
percentage of repairs completed right first time, the report details 
information for August and September on page 3 of the report. 
From the total of 681 returns so far for the year in the East area, 
90.9% of repairs completed were completed right first time. The 
performance is slightly down on the previous quarter and is being 
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closely monitored by the Housing Investment Team. The citywide 
performance was 90.7%. This is above the target set of 85% for 
the year.    

 
4.1.3 Gas Repairs – Performance in respect of all three areas, 
emergency, urgent gas repairs and non-urgent repairs, are 
detailed on page 4 of the report, with the East area performing at 
100%, 98.1% and 100% respectively. This compares well to other 
areas of the city and the citywide average for all areas.  
Information is also detailed on the report on page 4 in respect of 
gas orders completed right first time. The orders completed within 
the East area for this period were 94.8% against a city wide 
performance of 90.7%. This was joint top in terms of percentages 
when compared to other areas of the city. 

 
In respect to Gas servicing, the East area as at week ending 5

th
 

October 2014 had 99.50% of properties with a valid gas safety 
certificate in place. There are 0.25% of properties across the city 
in total not having a valid certificate, with 20 cases within the East  
area outstanding in total. The contractor and the housing teams 
based in the area work very closely together to maximise the 
number of valid certificates across the area.  A new procedure 
has now been launched to improve performance in this area.  
 

 4.1.4 Empty Council Properties – As at the end of September  
2014, the East area had 201 empty properties within stock which 
equates to 4.2% of total stock as detailed on Page 5 of the report. 

 
There were 21 properties ready for relet with the area team, 25 
properties receiving repairs including 4 receiving major repairs. In 
addition to this, 155 properties are currently being managed by 
Housing Strategy and Renewal, with 121 of those being within the 
regeneration area awaiting demolition, and 32 currently being 
improved. Two properties are currently under going an options 
appraisal regarding the future of the properties.      
 
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 the second quarter for East area was 23 
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 for up to the end of the 
second quarter was 18.6 days, just above the target set for the 
year and a slight improvement on the previous report.  
 

 4.1.5 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 the second quarter the average relet 
time for properties within the East Area was 26 days compared to 
the citywide average of 30 days. When compared to performance 
from  the end of the last financial year, the performance at that 
time was 28 days and 31 days respectively.   
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The East area as at the end of the second quarter had 2.14% rent 
loss through empty properties, which equates to £214,230. The 
city wide performance is currently 1.70% rent loss for the year so 
far.      
 

 4.1.6 Customer Satisfaction – New Homes – In terms of 
satisfaction figures taken from the new tenant survey, as detailed 
on page 7, overall 98.6% of customers within the East area were 
satisfied with their new homes during the second quarter of the 
year. Citywide the performance reached 93.7% for the year so far.  

 
From the 144 surveys completed, there has been 1 new tenant 
dissatisfied with their new home during the second quarter of the 
year. The team have worked with the tenant on an individual basis 
to address any concerns that they had with their new home.  

 
 4.1.7 Rent Collection – On page 8 of the report, it shows that the 

East Area has continued to perform well in respect of rent 
collection for the second quarter of the year. The area has 
collected 97.15% so far this year which is above the citywide 
performance of 96.74% and second when compared to other 
areas of the city. 

 
In terms of Former Tenant Arrears which is managed by a central 
finance team, from 307 ceased tenancies, 174 of those tenancies 
ended had arrears outstanding. This equates to 56.7% of 
accounts and a monetary value of £79,686 with £16,943 being 
collected this financial year.    
 
There have been 18 evictions carried out in the area up to the end 
of the second quarter which was as a result of rent arrears. In total 
across the city there were 92 evictions so far this 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 they are kept up 
to date with the relevant changes. All staff have received training 
in respect of the introduction of Universal Credit. Information is 
also being sent out to residents on a regular basis and 
discussions are also taking place throughout the allocation 
process to advise applicants of possible implications as a result of 
the Welfare Reform Act for them on an individual basis.  
 

 4.1.8 Anti-Social Behaviour – In terms of the response to service 
requests within the published timescale target of 90%, all reports 
during the second quarter of the year were dealt with within target.  
There have been 426 requests in total made year to date for the 
East Area against a city wide total of 2135.    

 



 5 

The chart on page 9 of the housing performance report details the 
categories of those reports made with the highest reason for 
reports being either noise related or intimidation, harassment or 
verbal abuse reports which is in line with the City wide totals.  
 
4.1.9 Capital and Other Completed Planned Outputs – Page ten 
of the report details all planned works carried out in the areas this 
financial year.    
 
You will see from the report that work has been carried out in 
respect of all categories with the exception of roofs and windows 
so far this year in the East area.   

 
5. Council Priorities  
  

5.1 The Quarterly Performance report enables the area committee to 
undertake its monitoring role in the delivery of the Area Housing 
Service, linking in with key priorities of the City Plan.  
 

6. Monitoring Officer Assurance Statement  
 

6.1  The report is noted but raised no specific legal issues.  
 

7. Section 151 Officer Assurance Statement  
 

7.1 The Section 151 Officer notes the content of the report but has no 
specific comments to make. (AB) 

  

8. Comments of the City Human Resources Manager  
  

8.1  The performance in this report is noted by the City HR Manager.  
 

9. Comments of Overview and Scrutiny  
 
9.1 This report has not been subject to scrutiny (Sc4249). 
 

10. Conclusions  
 

10.1 The East Area Quarterly Performance Report provides local ward 
Councillors with information that demonstrates how services are                       
being delivered at an area level. It is a key tool for Members in                       
managing performance of services delivered, enabling them to                       
identify both high performing services and to identify where action is 
required if performance has slipped. All performance remains 
positive with continuing upward trends. Performance management 
systems in all areas of the business are now more robust with 
delivery and quality monitored on a regular basis.  

  
 

Laura Carr, City Neighbourhoods and Housing Manager  

 
 

 



 6 

 
 
Contact Officer : Debbie Akester 
Telephone No. : (01482) 614904 
 
Officer Interests: None  
 
Background Documents: -  
 
(i) Performance information produced by Housing and Neighbourhoods 

Services  
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Author:  Name: Debbie Akester  

Service Area: Customer Services  

Contact Details: 614904 

Background Papers Performance information produced by 
Housing and Neighbourhoods 

Is this a Key Decision:  
If yes, is it in the Forward Plan?  

No 
N/A 

Will further decisions be required?  
If yes please outline the timetable 

No 

Is this report proposing an amendment to the 
budget or policy framework? 

No 

Have the financial (including capital 
implications been agreed with the Head of 
Corporate Planning and Finance? 

N/A 

Have value for money considerations been 
accounted for? 

N.A 

Has the report been approved by the relevant 
CST/HoS? 

Yes 

Has the relevant Cabinet Member been 
consulted and any comments documented? 

N/A 

Has Overview and Scrutiny been consulted? N/A 

Have Area Committees been consulted? Yes 

Have the legal implications been agreed with 
the Head of Legal and Democratic Services? 

N/A 

Are there any procurement/commercial 
issues/implications? 

N/A 

Have communication issues been cleared by 
Communications and Marketing? 

N/A 

Has an Equalities Impact Assessment been 
carried out in relation to the subject of the 
report?  

N/A 

Are there any equalities and diversity 
implications? 

No 

Are there any community safety implications? 
Has regard been paid to Section 17 of the 
Crime and Disorder Act? 

Yes 

Are there any environmental and climate 
change issues/sustainability implications? 

Yes 

Are there any Health and Safety implications? No 

Are there any human rights implications? No 

How does this report contribute to 
Council/LAA/Area priorities 

The report contains performance 
information which demonstrates the 
work the Area Teams carry out to 
contribute towards the priorities in all 
documents. 

 


	Wards: Ings, Sutton, Longhill

