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RESPONSIVE REPAIRS

[Performance Target [ _oo% ]
- Direction of
Jul-14 Aug-14 Sep-14 2014/15 Notes
Travel
East 97.1% 92.9% 94.1% ) 99.2% The appointments figures relate to the number of
North Carr 95.4% 101.3% 98.5% v 100.3% appointments kept of all those that should have been
Northern 90.4% 103.7% 93.5% ¥ 100.5% mgde (i.e. repairs that had an appointment pllus Irepairs
which should have had an appointment but didn't).
West 92.8% 96.6% 93.9% v 98.9%
Wyke 90.3% 88.8% 112.7% A 101.2% Performance exceeds 100% when the number of
Park 97.1% 102.6% 99.1% v 100.8% appointments attended in the month is greater than the
Riverside 96.2% 96.1% 101.2% A 99.8% number made in the month.
CITYWIDE 94.7% 98.7% 97.4% v 100.0%
|Performance Target 99% / 15 days|
Emergency Urgent Non-Urgent | Non-Urgent COMMENTARY
% In Time % In Time % In Time |[Average Days
East 99.7% 100.0% 100.0% 15.3
North Carr 100.0% 99.9% 99.8% 14.3
Northern 100.0% 100.0% 99.8% 15.6
West 100.0% 100.0% 99.9% 14.6
Wyke 100.0% 100.0% 99.8% 14.8
Park 100.0% 99.9% 99.9% 14.3
Riverside 99.6% 99.8% 100.0% 14.0
CITYWIDE 99.9% 99.9% 99.9% 14.7
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REPAIRS COMPLETED RIGHT FIRST TIME

EAST WYKE
Number of Responses 92 136 ) 681 Number of Responses 29 30 A 156
Did operatives attend as arranged? 92.1% 97.7% A 96.5% Did operatives attend as arranged? 92.9% 96.6% A 95.4%
Was repair completed to your satisfaction? 89.7% 96.9% A 94.3% Was repair completed to your satisfaction? 92.9% 96.3% A 91.9%
Did operatives solve the problem first time? 82.2% 93.2% ) 89.7% Did operatives solve the problem first time? 85.7% 85.2% v 89.2%
Repairs Completed Right First Time 85.9% 94.5% ) 90.9% Repairs Completed Right First Time 82.1% 85.2% A 86.8%
NORTH CARR PARK
Number of Responses 47 68 ) 375 Number of Responses 67 70 A 418
Did operatives attend as arranged? 100.0% 98.5% v 95.9% Did operatives attend as arranged? 100.0% 98.5% v 98.3%
Was repair completed to your satisfaction? 100.0% 92.6% ] 92.2% Was repair completed to your satisfaction? 89.2% 97.1% A 93.1%
Did operatives solve the problem first time? 100.0% 89.6% ] 89.1% Did operatives solve the problem first time? 89.4% 94.0% A 91.8%
Repairs Completed Right First Time 100.0% | 89.4% v 88.8% Repairs Completed Right First Time 90.5% 93.8% A 91.6%
NORTHERN RIVERSIDE
Number of Responses 74 83 ) 378 Number of Responses 118 164 A 726
Did operatives attend as arranged? 98.6% 93.9% 7 94.9% Did operatives attend as arranged? 97.3% 96.9% v 97.2%
Was repair completed to your satisfaction? 94.5% 93.8% ] 93.4% Was repair completed to your satisfaction? 91.7% 91.9% A 92.4%
Did operatives solve the problem first time? 90.5% 98.7% ) 93.6% Did operatives solve the problem first time? 90.1% 89.2% v 89.8%
Repairs Completed Right First Time 90.4% 94.9% A 92.4% Repairs Completed Right First Time 89.6% 89.6% ] 89.7%
WEST
Number of Returns 84 107 A 511 Number of Returns 511 658 A 3,245
Did operatives attend as arranged? 100.0% 98.1% 7 97.0% Did operatives attend as arranged? 97.4% 97.2% v 96.7%
Was repair completed to your satisfaction? 94.9% 94.2% [ 94.4% Was repair completed to your satisfaction? 92.8% 94.3% A 93.3%
Did operatives solve the problem first time? 93.6% 92.9% L 92.5% Did operatives solve the problem first time? 89.9% 92.2% A 90.8%
Repairs Completed Right First Time 93.4% 92.9% [ 4 92.2% Repairs Completed Right First Time

2014/15 Right First Time target = 85%
Notes

"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.

3,245 responses from 31,887 repairs so far this year gives us a margin of error of just 0.8% at the 95% confidence level. Page 3




GAS REPAIRS

Notes

Emergency| Urgent |Non-Urgent Jul-14 | Aug-14 D.o. T.|2014/15 "Right Fist Time" is analysed from repair
East 100.0% | 98.8% | 100.0% East 89.5% | 100.0% | 95.9% W 94.8% receipt returns: Numerator - the number of
North Car | 100.0% | 98.1% | 100.0% North Carr | 56.3% | 100.0%| 94.7% | W | 85.4% :ﬁgigi \‘/’V"irr‘]‘; Z’LZV;’E(;”Z??D:; tfw\I(;Lo;eHrlztliEvi:f
Northern 100.0% | 98.0% | 100.0% Northern 94.1% | 75.0% | 95.2% A 93.9% attend as arranged?”: “Was your repair
West 100.0% | 98.0% | 100.0% West 96.9% | 100.0% | 90.9% v 90.6% completed to your satisfaction?”; and “Did the
Wyke - 98.6% 100.0% Wyke 100.0% | 100.0% | 100.0% © 94.8% operative who attended solve the problem you
Park 100.0% | 98.0% | 100.0% Park 84.6% | 100.0% | 84.0% v 88.9% reported first time?” Denominator - the
Riverside 100.0% | 97.6% [ 100.0% Riverside | 93.1% | 82.4% | 83.0% | A | 87.3% number of tenants who gave valid answers to
CITYWIDE | 100.0% | 98.1% | 100.0% CITYWIDE| 88.7% | 93.9% | 91.0% | W | 90.7% ALL THREE questions.

GAS SERVICING Week Ending 5/10/14

Pr;-r;):ritlies gl e e Total Fiar:l'?r:gs
AREA - current | Current % Overdue
Requiring LGSR. | LGSR Overdue Managed
L.G.S.R. Process
East 3997 1 3997 | 9950% | 20 | 0.50% 0 GAS SERVICING PERFORMANCE INFORMATION UNDER
North Carr 2,619 2,612 99.73% 7 0.27% 0 DEVEL OPMENT
Northern 3,833 3,820 99.66% 13 0.34% 0
West 2,539 2,533 99.76% 6 0.24% 0
Wyke 801 801 100.00% 0 0.00% 0
Park 3,862 3,850 99.69% 12 0.31% 0
Riverside 3,953 3,936 99.57% 16 0.43% 0
CITYWIDE 21,604 21,549 99.75% 74 0.25% 0
COMMENTARY

Gas Servicing: At the end of September 2014 99.75% (21,549) properties had a valid Landlords gas safety certificate. The remaining 74 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

Jul-14 | Aug-14 et | COMMENTARY
East 194 192 201 v 4.2%
North Carr 33 33 21 A 0.7% 260 properties are currently awaiting/undgrgoing re_pairs or awaiting relet - this is higher '_[han the 227 at the
Northern 290 300 292 A 6.9% end of March 2014; 2 are unglgrgqmg option gppralsal by the Housing Strategy Team; lis agregd for lease;
157 are scheduled for demolition in regeneration areas plus 245 empty flats in the Gorthorpe, Kinthorpe,
West 28 25 60 v 2.0% Laxthorpe and Highcourt blocks; and 103 regeneration properties to be brought back into use.
Wyke 4 2 3 2 0.3%
Park 50 62 72 v 1.8%
Riverside 107 116 119 v 2.3%
Citywide 706 760 768 2 3.0%
Area Management Housing Investment Services Housing Strategy and Renewal
Properties Ready For Relet Properties For Repair Properties for Options Appraisal and Transfer/Disposal Era
Sep-14 Routine | Sheltered Routine | Major Bring.ing A.W‘aitir.]g Option Agreed Planned Regen. Regen Total CLG
Voids Voids e Voids | Repairs back into Fmanc_ual Ve Appraisal transfer/ Demolition | Improvem't| Demolition Total Deco_m mis
use Allocation sale sioned
East 20 1 21 20 4 1 0 25 2 0 0 32 121 155 201 3
North Carr 11 0 11 9 0 1 0 10 0 0 0 0 0 0 21 0
Northern 7 1 8 13 2 3 0 18 0 0 0 21 245 266 292 0
West 6 1 7 13 3 2 0 18 0 0 0 35 0 35 60 0
Wyke 1 0 1 2 0 0 0 2 0 0 0 0 0 0 3 0
Park 12 0 12 20 6 0 0 26 0 1 0 0 33 34 72 0
Riverside 55 5 60 31 9 1 0 41 0 0 0 15 3 18 119 0
Citywide 112 8 120 108 24 8 0 140 2 1 0 103 402 508 768 3
Average Time For Void Repairs Completed In Month COMMENTARY

irecti 2014/1
Jul-14 | Aug-14 Drecton Tg;g:t
East 11.7 17.6 23.0 v 19 18.6
North Carr 20.7 19.6 22.9 v 19 20.8
Northern 12.6 15.0 19.8 L 19 16.8
West 15.8 17.8 19.3 L 19 18.7
Wyke 19.8 26.3 17.0 Py 19 19.5
Park 14.4 235 23.7 v 19 20.5
Riverside 17.8 18.5 23.1 v 19 20.4
CITYWIDE| 15.7 18.9 22.1 v 19 19.4
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AVERAGE RELET TIME (calendar days)

BV212 definition: the time in calendar days
from the date when the tenancy is
terminated up to and including the date
when the new tenancy agreement starts.
Major repair time is not included.

&
Q%

1

There have been 1,148 relets citywide April to September 2014.

Direction VNN Position at Average Relet Time 2014-15

Jul-14 Aug-14 QESTCTRNEZ Year Mar 2014 45
East 25 27 27 A 26 28 e
North Carr 29 32 30 A 28 24 gg I
Northern 18 18 26 7 23 23 20 |
West 23 25 21 A 24 22 o]
Wyke 19 28 14 A 26 27 o] | | | | |
Park 23 21 28 v 27 28 > N Q& & 3

s > ) & ¥

Riverside 52 39 45 v 43 28 ¢ &y
CITYWIDE 30 29 31 v 30 31 s
Notes COMMENTARY

Direction of Travel

o No change
A Improving
¥ |Worsening

Citywide Target

2014/15 | 23 days

Jul-14 Aug-14 Sep-14 22(1;;15 TCZ)OS:/Tl; c Target
CITYWIDE 1.64% 1.67% 1.74% v 1.70% £861,791] < 1.95%
East 2.30% 2.30% 2.14% A 2.26% £214,230
North Carr 2.17% 1.93% 1.86% A 2.13% £135,261
Northern 1.17% 1.28% 1.26% A 1.25% £104,985
West 1.41% 1.51% 1.70% 2 1.55% £93,288
Wyke 1.43% 1.28% 1.21% A 1.50% £27,543
Park 0.84% 0.98% 1.19% 2 1.00% £81,396
Riverside 1.89% 1.97% 2.25% v 1.94% £205,087

Notes

calculation.

Rent loss calculates the amount of rent lost through
properties being empty as a percentage of the total rent
roll (the total amount of potential rent collectable for the
period if all dwellings had been occupied). This includes
all empty dwellings except those that are not expected to
be let as dwellings again - these properties are excluded
from both the numerator and denominator of the
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CUSTOMER SATISFACTION - NEW HOMES

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

East 100.0% | 100.0% | 96.3% v 98.6%
North Carr 87.5% | 97.1% | 100.0% ) 96.5%
Northern 90.0% | 58.3% | 66.7% A 81.4%
West 100.0% | 100.0% | 100.0% o 92.3%
Wyke 100.0% | 100.0% | 0.0% ) 100.0%
Park 100.0% | 92.9% | 95.0% ) 90.8%
Riverside 100.0% | 0.0% 0.0% “ 100.0%
CITYWIDE 95.5% | 91.8% | 94.6% ) 93.7%
Notes Citywide Target

2014/15 | 90.0%

Direction of Travel

Satisfaction - Property Condition

100%

90%

95% Nﬁv

85%

80%

75%

70%

65%

Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep

- 13 13 13 13 14 14 14 14 14 14 14 14 14

g

522 responses from 1,148 relets so far this year No ¢ a_nge

gives us a margin of error of just 1.5% at the A [Improving

95% confidence level. ¥ |Worsening

Overall, how satisfied were you with the condition of your new home when you moved in?

2014/15 East North Carr Northern West Wyke Park Riverside CITYWIDE
No % No % No % No % No % No % No % No %

Very Satisfied (A) 114 79.2% 129 89.6% 41 58.6% 25 64.1% 11 73.3% 67 61.5% 0 0.0% 387 74.1%

Fairly Satisfied (B) 28 19.4% 10 6.9% 16 22.9% 11 28.2% 4 26.7% 32 29.4% 1 100.0% 102 19.5%

Neither Satisfied nor) 0.7% 0 0.0% 7 | 100% | 1 2.6% 0 0.0% 2 1.8% 0 00% | 11 | 21%

dissatisfied (C )

Fairly Dissatisfied (D) 1 0.7% 3 2.1% 5 7.1% 1 2.6% 0 0.0% 7 6.4% 0 0.0% 17 3.3%

Very Dissatisfied (E) 0 0.0% 2 1.4% 1 1.4% 1 2.6% 0 0.0% 1 0.9% 0 0.0% 5 1.0%

TOTAL 144 100% 144 100% 70 100% 39 100% 15 100% 109 100% 1 100% 522 100%

% Satisfied (A+B) 142 98.6% 139 96.5% 57 81.4% 36 92.3% 15 100.0% 99 90.8% 1 100.0% 489 93.7%

% Dissatisfied (D+E) 1 0.7% 5 3.5% 6 8.6% 2 5.1% 0 0.0% 8 7.3% 0 0.0% 22 4.2%
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RENT COLLECTION

Jul-14 Aug-14 Sep-14 Direction of AKX E:YARSEM Position at Rent Collection 2014-15
Travel Year Mar 2014 100%
East 96.26% 97.78% 97.05% WV 97.15% 97.82% 99%
North Carr 96.44% 97.47% 96.27% WV 96.58% 97.33% 98% i City Target |
97% 1
Northern 95.66% 96.70% 96.89% A 96.32% 97.72% 96% -
West 95.41% | 97.79% | 97.08% W 96.95% | 98.01% 9506 | I . E
Wyke 98.63% 97.93% 97.73% WV 98.22% 98.24% 94% - ‘ ‘
Park 95.72% 96.99% 97.68% A 97.10% 98.22% @"’6\ Q@«‘ &\e@ $®%\ \@lg‘ Qq}"‘“ e}é&
Riverside 95.39% 98.05% 94.92% W 96.18% 97.11% éo&\ Y &
CITYWIDE 95.90% 97.50% 96.62% \ 96.74% 97.70%
Notes COMMENTARY Direction of Travel
g No change
BV 66a definition: the numerator for the The September performance figures were affected by the failure of A Improving
calculation is made up of the total rent £124,900 Allpay payments to post onto rent accounts at the end of the ¥V Worsening
collected (including arrears) from current month. Citywide performance for September would be 97.9% and
tenants. The denominator is the total rent performance for the year-to-date would be 96.99%. —
available. This is made up of the rent Citywide Target
available to be collected on all occupied 2014115 | 97.50%

Former Tenant Arrears Created 2014/15 Evictions For Rent Arrears

renancies [ Noin T v ] e,
East 307 174 56.7% £79,686 £16,943 East 18 0.78%
North Carr 182 110 60.4% £79,962 £13,190 North Carr 22 1.43%
Northern 203 118 58.1% £53,700 £15,365 Northern 11 0.55%
West 147 86 58.5% £49,398 £8,914 West 9 0.62%
Wyke 32 16 50.0% £8,818 £3,543 Wyke 0 0.00%
Park 200 116 58.0% £44,250 £12,025 Park 5 0.25%
Riverside 337 218 64.7% £136,519 £24,305 Riverside 27 1.04%
Citywide 1,408 838 59.5% £452,333 £94,286 Citywide 92 0.75%
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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%)

Jul-14 | Aug-14 SISO Year Remt:;ts Number of ASB Incidents Reported
East 100.0% | 100.0% | 100.0% - 99.5% 426 igg ]
North Carr 100.0% | 95.0% | 100.0% 99.1% 232 400 |
Northern 97.9% | 100.0% | 100.0% o 99.7% 336 350 |
West 98.1% | 100.0% | 100.0% o 99.2% 249 300 -
Wyke 100.0% | 93.3% | 100.0% 98.9% 92 250 1
Park 100.0% | 100.0% | 100.0% | 99.7% | 311 o
Riverside 98.1% 98.1% | 100.0% 99.2% 489 100 -
CITYWIDE 99.1% 98.8% | 100.0% 99.4% 2,135 50 |
° Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep
13 13 13 13 14 14 14 14 14 14 14 14 14
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 11 3 3 10 1 10 32 70

Intimidation/Harassment/ Table 1 shows the total number of ASB

Verbal Abuse 95 33 104 61 23 82 107 505 incidents reported and the % responded to

Begging & Vagrancy 1 0 0 0 1 0 14 16 within the agreed targets for each month of

Criminal Behaviour 26 15 20 9 4 19 26 119 .the. last quarter. The target for responding to

Drugs - Not Alcohol >3 15 12 51 2 33 28 136 incidents reported is 2 working days. This

Y P ————— 1 > 5 3 1 3 T 19 response will usuqlly t?e a telephone call to
the customer and if this is not successful a

Throwing missiles 29 39 32 27 9 34 43 213 letter and information pack is automatically

Neighbour Dispute 19 13 14 15 14 21 18 114 sent within the 2 day target.

Noise 164 77 91 73 27 74 148 654

Nuisance From Pets / Animals 27 15 35 20 2 17 17 133

Nuisance from Property 22 8 16 8 6 11 33 104

Prostitution & Soliciting 0 0 0 1 0 0 4 5

Vehicle Related Nuisance 6 11 7 0 3 5 32

Domestic Violence & Abuse 2 1 2 4 0 4 2 15

Total 426 232 336 249 92 311 489 2,135

Total Last Year (2013/14) 620 355 497 358 165 520 849 3,364 Page 9




CAPITAL AND OTHER COMPLETED PLANNED OUTPUTS

Investment Period - April to September 14

Cumulative [Forecast to] Original
Ref. Work Element Outputs Delivered East North Carr Northern West Wyke Park Riverside to 30 30 Annual
September | September | Forecast
Planned 83 217 72 62 35 71 160 700 694 1,400
1 Heating Void/Responsive 12 22 15 10 7 16 9 91 48 225
Total 95 239 87 72 42 87 169 791 742 1,625
Planned 5 7 3 4 11 4 18 52 51 100
2 Rewires Void/Responsive 10 16 5 9 2 8 10 60 54 120
Total 15 23 8 13 13 12 28 112 105 220
Planned 1 6 8 27 42 68 125
3 Kitchen Void/Responsive 28 24 54 26 13 63 53 261 252 655
Total 28 24 55 26 19 71 80 303 320 780
Planned 0 0 0 0 0 0 0 0 0 0
4 Bathroom Void/Responsive 6 4 16 7 4 32 14 83 85 200
Total 6 4 16 7 4 32 14 83 85 200
Planned 180 257 437 392 1,450
5 Roof Void/Responsive 0 0 0
Total 0 0 0 180 0 257 0 437 392 1,450
6 Insulation Planned 141 117 159 127 37 168 179 928 530 1,180
Planned 1 1 12 2 2 4 20 42 30 250
7 Door Void/Responsive 209 106 136 47 19 110 90 717 705 1,100
Total 210 107 148 49 21 114 110 759 735 1,350
8 Window Planned 0 1 0 0 0 0 0 1 0 181
9 Electrical Inspection [Planned 35 7 89 42 17 50 94 334 300 793
10 Painting Planned 259 501 280 476 49 44 384 1,993 2,210 6,028
11 Pre-paint Repairs Planned 189 287 126 113 0 10 133 858 1,459 5,692
12 CSDPA Reactive Adaptations 251 128 125 164 166 157 62 1,053 1,166 2,527
Total Outputs/Area 1,229 1,438 1,093 1,269 368 1,002 1,253 7,652 8,044 22,026
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