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RESPONSIVE REPAIRS

[Performance Target | 0% |
- Direction of
Sep-17 Oct-17 Nov-17 2017/18 Notes
Travel EE—
East 101.1% 83.4% 87.7% A 91.3% The appointments figures relate to the number of
North Carr 90.8% 89.1% 94.5% A 91.7% appointments kept of all those that should have been
Northern 913% 86.8% 89.0% A 95.2% malde (i.e. repairs that had an appointment plys lrepairs
which should have had an appointment but didn't).
West 87.0% 92.1% 91.2% W 92.3%
Wyke 105.4% 89.1% 89.1% v 98.2% Performance exceeds 100% when the number of
Park 93.4% 77.7% 96.6% A 90.7% appointments attended in the month is greater than the
Riverside 97.6% 92.1% 91.2% v 96.0% number made in the month.
CITYWIDE 94.4% 86.6% 91.4% A 93.2%
[Performance Target 99% / 15 days|
Emergency Urgent Non-Urgent | Non-Urgent COMMENTARY
% In Time % In Time % In Time Average Days
East 100.0% 99.7% 99.3% 12.3
North Carr 100.0% 99.8% 99.0% 12.0
Northern 100.0% 99.8% 99.1% 12.7
West 100.0% 99.6% 99.6% 11.8
Wyke 100.0% 99.7% 98.6% 13.2
Park 99.7% 99.8% 99.1% 12.7
Riverside 100.0% 99.5% 99.6% 12.4
CITYWIDE 100.0% 99.7% 99.3% 12.4
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REPAIRS COMPLETED RIGHT FIRST TIME

Right First Time target = 85%

W D.o.T.|2017/18 W D.o.T.|2017/18
EAST WYKE
Number of Responses 100 66 v 647 Number of Responses 11 21 ) 123
Did operatives attend as arranged? 96.9% 100.0% A 97.3% Did operatives attend as arranged? 100.0% | 90.5% L 94.3%
Was repair completed to your satisfaction? 96.9% 96.9% v 95.7% Was repair completed to your satisfaction? 100.0% | 81.0% v 92.4%
Did operatives solve the problem first time? 95.9% 89.4% v 92.8% Did operatives solve the problem first time? 100.0% | 81.0% L 89.9%
Repairs Completed Right First Time 93.6% | 90.8% v 92.1% Repairs Completed Right First Time 100.0% | 81.0% W 88.1%
NORTH CARR PARK
Number of Responses 52 48 v 323 Number of Responses 54 46 v 366
Did operatives attend as arranged? 98.0% 97.8% v 97.2% Did operatives attend as arranged? 98.1% 97.8% L 97.8%
Was repair completed to your satisfaction? 91.8% | 100.0% A 95.9% Was repair completed to your satisfaction? 98.0% 95.3% v 95.4%
Did operatives solve the problem first time? 92.0% 100.0% A 94.3% Did operatives solve the problem first time? 98.0% 88.4% L 92.3%
Repairs Completed Right First Time 91.7% | 97.7% A 92.9% Repairs Completed Right First Time 96.0% | 87.8% v 93.2%
NORTHERN RIVERSIDE
Number of Responses 41 34 v 274 Number of Responses 100 93 v 658
Did operatives attend as arranged? 97.6% 100.0% A 97.8% Did operatives attend as arranged? 93.9% 97.8% ) 96.6%
Was repair completed to your satisfaction? 94.9% 93.9% v 95.0% Was repair completed to your satisfaction? 93.8% 93.3% v 93.5%
Did operatives solve the problem first time? 87.8% 97.0% A 93.2% Did operatives solve the problem first time? 88.8% 88.9% ) 89.5%
Repairs Completed Right First Time 89.7% 96.9% [ ) 93.4% Repairs Completed Right First Time 90.6% 89.7% v 89.6%
=
Number of Returns 67 51 v 460 Number of Returns 425 359 L 2,851
Did operatives attend as arranged? 96.9% 96.1% v 96.9% Did operatives attend as arranged? 96.6% 97.7% ) 97.0%
Was repair completed to your satisfaction? 96.9% | 100.0% ) 96.3% Was repair completed to your satisfaction? 95.6% 95.4% v 95.1%
Did operatives solve the problem first time? 93.8% 92.2% v 93.1% Did operatives solve the problem first time? 93.0% 91.1% L 92.1%
Repairs Completed Right First Time 93.5% 90.2% v 92.1% Repairs Completed Right First Time

Notes

2,851 responses from 42,376 repairs so far this year gives us a margin of error of +/-0.8% at the 95% confidence level.

"Right Fist Time" is analysed from repair receipt returns: Numerator - the number of tenants who answer “Yes” to ALL THREE of the following questions: “Did the
operatives attend as arranged?”; “Was your repair completed to your satisfaction?”; and “Did the operative who attended solve the problem you reported first time?”
Denominator - the number of tenants who gave valid answers to ALL THREE questions.
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GAS REPAIRS

Notes

Emergency| Urgent |Non-Urgent Sep-17 | Oct-17 D.o.T.[2017/18 "Right Fist Time" is analysed from repair
East 100.0% | 98.0% | 99.0% East 91.7% | 89.5% | 86.7% v 88.9% receipt returns: Numerator - the number of
North Car | 100.0% | 982% | 98.3% North Carr | 85.7% | 100.0%| 92.9% | ¥ | 94.4% :ﬁgigi V"m‘; ZZZ";’E(;”\S@?DEtﬁ:';;:rzgvi:f
Northern 100.0% | 97.4% | 96.3% Northern | 90.5% |100.0% | 93.8% | W | 94.0% attend as arranged?”; “Was your repair
West 100.0% | 98.3% | 100.0% West 93.3% | 90.3% | 822% | W | 87.5% completed to your satisfaction?”: and “Did the
Wyke 100.0% | 99.3% | 95.8% Wyke 100.0% | 77.8% | 100.0%| A | 93.2% operative who attended solve the problem you
Park - 97.0% 99.1% Park 90.9% | 87.0% | 88.6% A 89.7% reported first time?” Denominator - the
Riverside 100.0% | 985% | 96.6% Riverside | 75.0% | 83.3% | 96.3% A 87.4% number of tenants who gave valid answers to
CITYWIDE | 100.0% | 97.9% | 98.0% CITYWIDE| 88.1% | 89.0% | 89.1% | A | 89.8% ALL THREE questions.

GAS SERVICING Week Ending 31/12/17

Total . o i Failures

Properties Vel i il Total in the
AREA . current | Current % Overdue

Requiring LGSR. | LGSR Overdue Managed

L.G.S.R. D T Process
East 3,843 3,830 99.66% 13 0.34% 0
North Carr 2,692 2,683 99.67% 9 0.33% 0
Northern 3,794 3,784 99.74% 10 0.26% 0
West 2,471 2,465 99.76% 6 0.24% 0
Wyke 809 808 99.88% 1 0.12% 0
Park 3,545 3,542 99.92% 3 0.08% 0
Riverside 4,025 4,015 99.75% 10 0.25% 0
CITYWIDE 21,179 21,127 99.75% 52 0.25% 0
COMMENTARY

Gas Servicing: At the end of November 2017 99.75% (21,127) properties had a valid Landlords gas safety certificate. The remaining 52 properties are presently at various stages of
the managed control measures for dealing with problematic Gas access. The coordinated partnership working between Housing Investment, KWL and the Area Housing teams
ensures that properties with access issues are continually identified and actioned. It remains a priority to ensure that the Councils stated Gas Access Procedures are applied and that
the Authority demonstrates that all REASONABLE STEPS have been taken to achieve access for Landlords Gas Safety Inspections.
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EMPTY COUNCIL PROPERTIES

Sep-17 | Oct-17 Orechon En:/;ty COMMENTARY
East 94 101 116 2 2.6%
North Carr 18 26 27 ) 0.9% 259 properties are currently awaiting/undergoing repairs or awaiting relet - this is lower than the 310 at the end
Northern 18 16 16 N 0.4% of March 2017; 16 are undergoing option appraisal by the Housing Strategy Team; 259 are scheduled for
demolition in regeneration areas; and there are 35 regeneration properties to be brought back into use.
West 66 69 64 ) 2.2%
Wyke 8 10 9 ) 1.0%
Park 237 256 267 v 6.8%
Riverside 90 77 70 A 1.4%
Citywide 531 555 569 v 2.3%
Area Management Housing Investment Services Housing Strategy and Renewal
Properties Ready For Relet Properties For Repair Properties for Options Appraisal and Transfer/Disposal Grand
Nov-17 Routine | Sheltered Adapt_ed Routine | Major Bring_ing Option Agreed Planned Regen. Regen Total CL(.;
Voids Voids Awallt!ng izl Voids | Repairs back into izl Appraisal transfer/ Demolition | Improvem't| Demolition izl Decomm/s
Decision use sale sioned
East 23 14 0 37 27 7 1 35 6 0 0 0 38 44 116 3
North Carr 8 0 0 8 16 3 0 19 0 0 0 0 0 0 27 0
Northern 3 0 0 3 10 3 0 13 0 0 0 0 0 0 16 0
West 13 1 0 14 14 3 0 17 1 0 0 32 0 33 64 0
Wyke 4 0 0 4 5 0 0 5 0 0 0 0 0 0 9 0
Park 15 0 0 15 19 4 5 28 3 0 0 0 221 224 267 0
Riverside 24 0 0 24 27 9 1 37 6 0 0 3 0 9 70 0
Citywide 90 15 0 105 118 29 7 154 16 0 0 35 259 310 569 3
Average Time For Void Repairs Completed In Month COMMENTARY

Sep-17 | Oct-17 |
East 31.7 23.6 17.4 ' 19 25.7
North Carr 23.8 20.4 23.2 ] 19 23.5
Northern 20.3 19.0 13.5 ) 19 24.0
West 33.6 24.4 20.9 ) 19 25.2
Wyke 29.7 15.6 20.7 ] 19 25.3
Park 26.6 20.4 19.2 ) 19 22.2
Riverside 33.0 26.1 18.0 Iy 19 28.2
CITYWIDE| 29.0 23.0 18.8 A 19 25.4 Page 5




AVERAGE RELET TIME (calendar days)

Direction JPAXV/kE: I Position at Average Relet Time 2017/18

East 45 35 32 A 42 38 50

North Carr 25 23 22 A 29 24 40 -

Northern 24 22 18 A 30 27 30 1

West 58 41 39 A 49 38 o

Wyke 41 21 21 2 41 36 0 | ‘ ‘ |

Park 33 29 26 A 32 28 e & & & @ Q& ®

Riverside 39 40 32 A 46 39 M

CITYWIDE 39 34 29 A 40 34 N

Notes COMMENTARY Direction of Travel

o No change

BV212 definition: the time in calendar days There have been 1,538 relets citywide Apr - Nov 2017. A |Improving

from the date when the tenancy is ¥ Worsening

terminated up to and including the date

when the new tenancy agreement starts. —

Major repair time is not included. Citywide Target
2017/18 | 23 days

Direction [\ XV/AE: Il 2017/18 Notes
Sep-17 Oct-17 Nov-17 Year TO DATE £ Target
CITYWIDE 2.16% 2.28% 2.14% 'y 2.14% £1,429,299] < 1.95% Rent loss calculates the amount of rent lost through
East 2 34% 2.42% 2.81% ¥ 2.61% £323 078 properties being empty as a percentage of the total rent
- : - - . roll (the total amount of potential rent collectable for the

North Carr 1'772/" 1'89:/° 2'03?’ v 1'922/" £160,611 period if all dwellings had been occupied). This includes

Northern 2.52% 3.26% 2.20% A 1.83% £203,476 all empty dwellings except those that are not expected to

West 2.46% 2.10% 2.06% A 2.34% £186,994 be let as dwellings again - these properties are excluded

Wyke 1.78% 1.98% 2.10% W 2.32% £55,629 from both the numerator and denominator of the

Park 1.81% 2.08% 1.98% A 1.78% £183,340 calculation.

Riverside 2.11% 1.91% 1.74% ) 2.23% £316,170
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NEW TENANT SATISFACTION - PROPERTY CONDITION

Sep-17 | Oct-17 E{aA ¥ 2017/18
East 98.0% | 92.6% | 96.4% A 96.5%
North Carr 100.0% [ 80.0% | 100.0% A 96.8%
Northern 90.9% | 92.9% | 96.3% A 93.6%
West - - 100.0% | W 100.0%
Wyke - - - g 100.0%
Park 81.8% | 84.6% | 100.0% ] 88.1%
Riverside - - - i 0.0%
CITYWIDE 93.1% | 89.8% | 97.3% A 93.9%
Notes Citywide Target

Satisfaction figures are taken from the new
tenant survey. Only those "very satisfied" or
"satisfied" are classed as satisfied.

2017/18 | 90.0%

Direction of Travel

100%
95%
90%
85%
80%
75%
70%

65%

Satisfaction - Property Condition

7\

/

N

Oct Nov Dec Jan Feb Mar Apr May Jun

T

Jul Aug Sep Oct Nov

16 16 16 17 17 17 A7 A7 A7 17 117 117 17 17

493 responses from 1,538 relets this year gives b No cha-nge
us a margin of error of +/-1.7% at the 95% A |Improving
confidence level. V¥ [Worsening
Overall, how satisfied were you with the condition of your new home when you moved in?
2017/18 East North Carr Northern West Wyke Park Riverside CITYWIDE

No % No % No % No % No % No % No % No %
Very Satisfied (A) 118 69.4% 52 83.9% 114 72.6% 0 0.0% 1 100.0% 54 53.5% 0 0.0% 339 68.8%
Fairly Satisfied (B) 46 27.1% 8 12.9% 33 21.0% 2 100.0% 0 0.0% 35 34.7% 0 0.0% 124 25.2%
Rother satstodnorl 2 1.2% 1 1.6% 5 3.2% 0 0.0% 0 0.0% 2 2.0% 0 00% | 10 | 2.0%

issatisfied (C )

Fairly Dissatisfied (D) 3 1.8% 1 1.6% 3 1.9% 0 0.0% 0 0.0% 8 7.9% 0 0.0% 15 3.0%
Very Dissatisfied (E) 1 0.6% 0 0.0% 2 1.3% 0 0.0% 0 0.0% 2 2.0% 0 0.0% 5 1.0%
TOTAL 170 100% 62 100% 157 100% 2 100% 1 100% 101 100% 0 0% 493 100%
% Satisfied (A+B) 164 96.5% 60 96.8% 147 93.6% 2 100.0% 1 100.0% 89 88.1% 0 0.0% 463 93.9%
% Dissatisfied (D+E) 4 2.4% 1 1.6% 5 3.2% 0 0.0% 0 0.0% 10 9.9% 0 0.0% 20 4.1%
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RENT COLLECTION

sep-17 | oct17 [RTNEL PIXVAE Position at Rent Collection 2017/18

Travel Year Mar 2017 100%
East 95.50% 99.05% 96.79% 2 97.07% 97.53% 99%
North Carr 93.46% 97.70% 96.04% v 96.02% 96.78% Z§Z° — City Target |
Northern 95.25% | 99.14% | 96.13% v 96.02% | 96.85% o6 ;
West 95.10% 96.72% 96.49% v 96.11% 97.11% 95% . . l I E
Wyke 96.68% 99.02% 100.13% A 97.92% 98.26% 94%
Park 94.58% | 99.92% | 96.14% v 96.74% | 97.62% & & & & W& & &
Riverside 97.03% 97.55% 95.83% v 96.07% 96.64% v\c’&\ Y Q‘g\“”
CITYWIDE 95.38% 98.43% 96.36% v 96.42% 97.12%
Notes COMMENTARY Direction of Travel

- No change
BV 66a definition: the numerator for the A Improving
calculation is made up of the total rent ¥ Worsening
collected (including arrears) from current
tenants. The denominator is the total rent —
available. This is made up of the rent Citywide Target
available to be collected on all occupied 2017/18 | 97.50%
- - —
[ L RN e G

East 397 206 51.9% £98,272 £34,412 East 5 0.17%
North Carr 229 102 44.5% £64,379 £25,088 North Carr 10 0.50%
Northern 227 124 54.6% £75,696 £23,764 Northern 8 0.31%
West 215 109 50.7% £60,543 £14,811 West 4 0.21%
Wyke 60 28 46.7% £11,350 £5,730 Wyke 1 0.18%
Park 329 163 49.5% £77,878 £20,059 Park 5 0.20%
Riverside 444 255 57.4% £163,308 £40,208 Riverside 6 0.18%
Citywide 1,901 987 51.9% £551,426] £164,072 Citywide 39 0.25%
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RIGHT TO BUY SALES

Sep-17 Oct-17 M Monthly Right to Buy Sales
East 6 11 1 29 50
North Carr 1 2 2 20 40
Northern 3 9 4 27
West 6 6 2 28 30
Wyke 0 1 1 7 20
Park 4 4 2 23 10
Riverside 5 8 1 39
CITYWIDE 25 41 13 173 0 e A A A A A A A A A A
& @ Y
2017/18 Right to Buy Sales Detail
Property Type Beds East North Carr Northern West Wyke Park Riverside
House 2 10 4 8 5 1 5 4
House 3 14 11 15 21 5 16 17
House 4 4 3 4 2 2 2
House 5 1
Bungalow 1 1
Maisonette 3 1 1
Flat (2 Storey) 1 1 2
Flat (2 Storey) 2 4
Flat (2 Storey) 3 4
Flat (3-5 Storey) 1 1
Flat (3-5 Storey) 2 2
Flat (3-5 Storey) 3 1
Flat (6-9 Storey) 2 1
COMMENTARY
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NEIGHBOURHOOD NUISANCE - ASB

This performance information has been generated by the Neighbourhood Nuisance Team database, it is a summary of the Neighbourhood Nuisance team's activity and the

information is cross tenure.

Table 1: Respond To Service Requests Within Published Timescale (Target 90%)

Sep-17 | Oct-17 B\ \Ei NV Year R;‘Lt:;ts Number of ASB Incidents Reported
East 100.0% | 100.0% | 100.0% o 99.8% 406 | 400
North Carr 97.1% | 100.0% | 100.0% o 99.3% 289 350
Northern 100.0% | 100.0% | 100.0% o 99.7% 367 300 1
West 100.0% | 100.0% | 100.0% o 99.6% 274 250 1
Wyke 100.0% | 100.0% | 100.0% o 100.0% 147 200 -
Park 100.0% | 100.0% | 100.0% o 100.0% 314 150 1
Riverside 100.0% | 100.0% | 100.0% g 99.8% 621 100
CITYWIDE 99.6% 100.0% | 100.0% g 99.8% 2,418 50
° Nov Dec‘ Jan | Feb Mar Apr May Jun Jul Aug Sep Oct Nov
16 16 17 117 117 17 17 7 17 17 17 17 17
Table 2: ASB Incidents Reported - Year to date by area and type
East |North Carr| Northern | West Wyke Park Riverside | Total COMMENTARY
Street Drinking/Drunken Behaviour 5 1 10 2 8 4 29 59
Intimidation/Harassment/ Table 1 shows the total number of ASB
Verbal Abuse 104 69 103 69 34 87 154 620 incidents reported and the % responded to
Begging & Vagrancy 0 0 1 2 2 0 21 26 within the agreed targets for each month of
Criminal Behaviour 25 20 27 16 12 30 41 171 the last quarter. The target for responding to
Drugs - Not Alcohol 35 18 18 11 10 30 60 182 incidents reported is 2 working days. This
Ervironmental Nuisance 7 2 7 1 ] > > 18 response will usuqlly t.>e.a telephone call to
the customer and if this is not successful a
Throwing missiles 33 31 22 29 7 25 39 186 letter and information pack is automatically
Neighbour Dispute 27 16 19 20 13 20 23 138 sent within the 2 day target.
Noise 115 81 92 72 37 70 178 645
Nuisance From Pets / Animals 30 17 19 21 3 19 18 127
Nuisance from Property 9 12 11 14 9 15 32 102
Prostitution & Soliciting 1 0 0 0 1 0 5 7
Vehicle Related Nuisance 16 16 35 10 8 10 17 112
Domestic Violence & Abuse 2 4 6 7 2 2 2 25
Total 406 289 367 274 147 314 621 2,418
Total Last Year (2016/17) 648 358 578 406 182 467 846 3,485 Page 10




CAPITAL AND OTHER COMPLETED PLANNED OUTPUTS

Investment Period - April to November 2017

. Original
Ref. Work Element Outputs Delivered East North Carr Northern West Wyke Park Riverside LD [ S UL Annual
to 30 Nov 30 Nov
Forecast

Planned 44 5 262 93 23 48 98 573 752 850

1 Heating Void/Responsive 15 11 32 22 3 20 25 128 128 200
Total 59 16 294 115 26 68 123 701 880 1,050
Planned 3 1 3 0 0 3 3 13 42 90

2 Rewires Void/Responsive 3 4 5 1 4 1 8 26 73 110
Total 6 5 8 1 4 4 11 39 115 200
Planned 0 2 2 4 5 11 19 43 32 52

3 Kitchen Void/Responsive 29 15 38 29 13 40 36 200 364 528
Total 29 17 40 33 18 51 55 243 396 580
Planned 0 0 0 0 0 0 0 0 0 0

4 Bathroom Void/Responsive 14 7 19 10 1 28 16 95 156 240
Total 14 7 19 10 1 28 16 95 156 240
Planned 0 0 0 0 0 0 1 1 0 272

5 Roof Void/Responsive 0 0 0 0 0 0 0 0 0 0
Total 0 0 0 0 0 0 1 1 0 272

6 Insulation Planned 12 14 17 10 3 30 29 115 453 767
Planned 0 0 0 0 0 0 0 0 0 0

7 Door Void/Responsive 140 96 104 91 25 166 112 734 632 950
Total 140 96 104 91 25 166 112 734 632 950

8 Window Planned 7 2 4 0 0 5 2 20 28 60

9 Electrical Inspection Planned 205 120 114 170 43 129 161 942 1,800 2,700

10 |Pre-paint repairs & Painting |Planned 60 119 112 233 1 305 220 1,050 1,023 2,069

12 CSDPA Reactive Adaptations 311 164 155 178 61 207 214 1,290 1,477 2,233
Total Outputs/Area 843 560 867 841 182 993 944 5,230 6,960 11,121
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