5O HOW'S TARKA

PERFORMING?

Tarka Housing’s performance against a number of key

targets is set out below for your information. Copies a r a

of our full quarterly performance report are available HOIISIII

on our website at www.tarkahousing.org.uk

A member of Westward Housmg Group

Improvement Works
Due to the current dramatic escalation of fuel costs, Tarka has decided not to install any oil-fired
heating systems. Instead we are trialling eco-heating systems.

This means that the heating programme is currently slightly behind the forecast. Once the trial has
been completed, Tarka will resume work and catch up on the forecasted programme target.
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Repairs and Maintenance

Completing ‘emergency’ repairs on time (24 hours)

TARGET i DEC’09 i MAR‘I0 SEPT ‘10

100% 100%

Completing ‘urgent’ repairs on time (2 working days)

SEPT‘10 MAR‘I0

JUNE‘IO0 TARGET DEC’09 )

— O 3 SGAIE

96.7% 98% 98.2% 98.8% 99.6%

Completing ‘routine’ repairs on time (10 working days)

MAR‘10 TARGET
97.8% 98%

SEPT ‘10
97.6%

DEC’09
97.4%

N
94.7%
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Gas Servicing - percentage of properties with completed annual gas servicing certificates

MAR‘10 DEC 09 JUNE‘I0 SEPT ‘10 TARGET
99.52% 99.54% 99.88% 99.89% 100%

Disabled aids and adaptations - percentage of satisfaction

MAR‘10 JUNE‘I0 SEPT ‘10 DEC 09 TARGET

90% 90% 95% 97.1% 100%

Empty properties re-let times (shown in number of days)

SEPT 10 MAR‘10 TARGET DEC 09 JUNE‘I0
18.1 days 17.36 days 17 days 16.43 days 15.6 days

Customer Service

Answering telephone calls within six rings

MAR‘ 0 =—>» DEC09 —>» SEPT‘I0 —> JUNE‘I0 —> TARGET
94.7% of 12,525 calls  94.8% of 1,386 calls  94.8% of 11,857 calls  95.3% of 10,701 calls 100%

Answering correspondence within 10 working days

DEC’09 » MARI0 » SEPTI0 » TARGET
51.5% 73% 100%

Overall customer satisfaction

TARGET MAR‘I0 JUNE‘10 DEC’09 SEPT ‘10
95% 97.7% 98.4% 98.62% 99.2%

Copies of our full quarterly performance report are available on our
website at www.tarkahousing.org.uk




