TARKA HOUSING: QUARTERLY VALUE PERFORMANCE REPORT

Management

	Performance on target
	
	Performance close to target
	
	Performance below target
	
	Previous years’ performance
	(grey)


	Performance Indicator
	Out turn

2009/10  
	Qtr 1
	Qtr 2
	Qtr 3
	Qtr 4
	Level
	Direction
	Target*

2010/11
	UQB



	1. Rent arrears as a % of annual debit: General Needs (GN) and Housing for Older People (HOP). Figures in brackets are net of outstanding / prepaid housing benefit and supporting people payments.
	2.79%

(1.56%)
	4.61%

(1.88%)
	5.58%

(1.73%)
	2.33
(1.59%)
	2.46%
(1.51%)
	
	
	1.5% net of

HB
	3.0%

	2.Former tenant arrears as %
	0.53%
	0.76%
	0.72%
	0.66%
	0.67%
	
	
	0.25%
	0.5%

	3. Number of evictions for rent arrears (Local)


	1
	1
	0
	0
	0
	
	
	N/A
	N/A

	4.Average relet times: combined GN and HOP (TSA regulatory PI)
	17.36
	15.6
	18.1
	20.0
	18.92
	
	
	17
	26

	5. % vacant and available, and vacant and not available GN / HOP / SH stock. (TSA regulatory PI)
	1.10%
	0.64
	1.26
	1.37
	0.62%
	
	
	1.0%
	1.3%

	6. Total General Needs lettings: Managed stock – CORE.
	147


	20
	47
	68
	85
	
	
	N/A


	N/A



	7. Total HOP Lettings Managed Stock – CORE.
	37
	18
	40
	47
	65
	
	
	N/A
	N/A

	8.% Vacant and available Stock GN 


	0.38%
	0.22%
	0.40%
	0.39%
	0.70%
	
	
	0.4%
	0.4%

	9.% Vacant and available Stock HOP

 
	0.58 %
	0.58%
	0.34%
	0.45%
	0.29%
	
	
	1.0%
	1.0%

	10. % of garages void 
	12.3%
	14.2%
	9.94%
	8.43%
	7.84%
	
	
	5%
	

	11. Number of Garages relets (cumulative for year) 


	85
	21
	69
	101
	135
	
	
	N/A
	N/A

	12. Average re-let time for garages in calendar days 
	131.18
	125
	72
	174.79
	163.7
	
	
	15
	

	13. Emergency repairs completed within target  (24hrs) GNPI 18
	100%
	100%
	100%
	100%
	100%
	
	
	98%
	98%

	14 Urgent repairs completed within 

target  (2 working days) 
	99.6%
	96.7%
	98.8%
	97.9%
	97.7%
	
	
	98%
	98%

	15 Priority repairs completed within 

target  (5 working days)
	100%
	96.6%
	99%
	98.6%
	98.5%
	
	
	98%
	98%

	16 Routine repairs completed within 

target  (10 working days) 
	97.8%
	94.7%
	97.6%
	98%
	97.7%
	
	
	98%
	98%

	17. Non urgent repairs completed within 

target (20 working days)
	97.6%
	96.0%
	98.2%
	98.8%
	97.9%
	
	
	95%
	

	18. % Repairs where an appointment was made and kept GNPI 21
	96.51%
	93.4%
	93.9%
	93.3%
	93.1%
	
	
	98%
	

	19. % of repairs completed right first time
	87.6%
	85.9%
	89.85%
	83.3%
	85%
	
	
	88%
	88%

	20. Responsive repairs spend as % of 

budget (local) 
	100%
	24.5%
	48.9%
	72%
	117.4%
	
	
	<100%


	

	21. Planned maintenance units completed as % of programme. (local)
	100%
	24.3%
	49.2%
	74%
	100%
	
	
	<100%
	

	22. Planned maintenance spend as % of budget (local)
	100%
	24.3%
	49.3%
	72%
	92.4%
	
	
	<100%
	

	23. External maintenance units completed as % of programme (local)
	97.49%
	18.09%
	51.5%
	100%
	100%
	
	
	<100%
	

	24. %  properties with completed annual gas servicing certificates (local)
	99.52%
	99.88%
	99.89%
	99.9%
	99.8%
	
	
	100%
	100%


	Performance on target
	
	Performance close to target
	
	Performance below target
	
	Previous years’ performance
	(grey)


	Performance Indicator
	Oturn 2009/10  
	Qtr 1
	Qtr 2
	Qtr 3
	Qtr 4
	Level
	Direct’n
	Target*

2010/11
	UQB

	1. % of phone calls answered within standard (local) 
	94.7%
	95.3%

(10701)
	94.7%

(11375)
	94.8%
(11857)
	94.6%
(11871)
	
	
	100%
	

	2. % of letters answered within standard
	64%
	66%
	73%
	89.5%
	95%
	
	
	100%
	

	3. % of complaints resolved within time scale 
	50%

(6)
	54%

(7)
	80%

(18)
	86%
(10)
	80%
(6)
	
	
	100%
	

	4. ASB: satisfaction with the way case was  handled: General Needs. (local)
	47.8%
	67.8%
	76. 2%


	100%
	60%
	
	
	95%
	

	5. ASB: satisfaction with outcome of case: General Needs. (local)
	43.6%
	65.7%
	71.4%
	75%
	40%
	
	
	80%
	87%

	6. % of tenants satisfied overall with landlord service (rolling repairs survey)
	97.7%
	94.88%
	97.3%
	94.8%
	96.8%
	
	
	95%
	86%

	7.% satisfied with Aids & Adaptations carried out (local)
	90%
	90%
	95%
	97.1%
	96.3%
	
	
	100%
	

	8. % tenant satisfaction overall with responsive repairs carried out  (local)
	97.4%
	98.4%
	99.2%
	98.4%
	99.06%
	
	
	95%
	

	9. % Tenant satisfaction with courtesy of Tarka maintenance staff.
	99.4%
	99.4%
	99%
	99%
	100%
	
	
	95%
	

	10. Satisfaction with quality of improvements  (local)
	96.9%
	93.16%
	97.6%
	93.6%
	96.43%
	
	
	      95%
	

	11.satisfaction with external maintenance 
	91%
	99%
	94%
	95%
	95%
	
	
	90%
	

	12. satisfaction with views taken into account 
	70.05%
	Await 
	Status
	Outcome
	75.6%
	
	
	Await Status Outcome
	

	13. Relet property: % of tenants very or fairly satisfied with letting standard. (local)
	100%
	100%
	100%
	100%
	95.83%
	
	
	90%
	

	14. satisfaction with courtesy of contractor 
	100%
	97.14%
	100%
	98.2%
	100%
	
	
	95%
	


	Communication Need and numbers of residents requiring specific formats



	Text messaging
	92

	E-mail
	43

	Phone
	29

	Large print (16 or 18 point)
	99

	RNID Typetalk
	12

	Translation / transcription services required

	Audio tape
	5

	Language translation: written and spoken
	0

	Braille
	1

	BSL translator
	7


	Performance on target
	
	Performance close to target
	
	Performance below target
	
	Previous year’s performance (grey)
	


All figures are cumulative – year to date
	Performance Indicator
	Outturn 2009/10
	Qtr 1
	Qtr 2
	Qtr 3
	Qtr 4
	Level
	Direction
	Target

	Tarka Housing employees: 68 / 55.8 FTE

	1. Staff turnover gross (net) 
	17%
(4%)
	4.5%
(3%)
	5.9% (2.9%)
	7.2%        (4.3%)
	8.8 %       (5.8%)
	
	
	13.5%*

	2. Average number of days lost due to sickness per employee
	17.8
	4.5
	4.6
	7.5
	7.7
	
	
	

	3. Number of long term absences, > 4 weeks 
	
	4
	6
	6
	7
	
	
	

	5. Staff satisfaction with Tarka as employer (all Tarka employees)
	75%
	
	
	95%


* median gross turnover rate all employers: CIPD 2010
	Performance Indicator
	Out turn

2009/10  
	Q 1
	Q 2
	Q3
	Q 4
	Level
	Direction
	Target
	National

UQB


	Regional

 UQB

	1. Current arrears as % of annual debit General Needs (GN) and Housing for Older People (HOP) combined.  Underlying arrears net of outstanding housing benefit, shown in brackets
	2.0% (1.2%)
	2.5% (1.2%)
	3.3%
(1.2%)
	3.9% (1.75%)
	2.65%

(1.73 %)
	
	
	2.5%
(1.0%)
	3.0%
	2.26%

	2. Average re-let time in calendar days for GN / HOP stock combined: exc. subject to major repair. 
	40.0
	18.5
	20.6
	17.93
	17.79
	
	
	18
	26
	27

	3. Percentage of GN tenants very or fairly satisfied with the overall service provided by the association: from Status survey, March 2010
	84.2%
	85.7%
	85.7%
	85.7%
	85.7%
	
	
	
	86%
	88%

	4. Emergency repairs completed within target  (24hrs) 
	98%
	100%
	99%
	98%
	99%
	
	
	100%
	
	

	5. %  properties with completed annual gas servicing certificates (local)
	99.8%
	97.5%
	99.8%
	99.6%
	99.07%
	
	
	100%
	
	100%

	6. % satisfied with Aids & Adaptations carried out (local)
	97%
	98%
	98%
	95%
	95%
	
	
	98%
	
	

	7. Overall satisfaction with responsive repairs service: taken from rolling satisfaction survey of completed jobs.
	97%
	96%
	96%
	95%
	95%
	
	
	97%
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	Theme One: Delivery of home re-improvements

	Promise 

Nr
	Nature of Work
	Progress to date / further work planned
	Status 

Delete as appropriate



	1
	Fully fitted Kitchens and Kitchen Improvements  943 over 5 years


	198 Kitchen installed as at 31st March 2011 

125 planned kitchens 2010/2011

Total since transfer 632
	Ahead of Target

	2
	New Bathrooms 658 over 5 years


	193  Bathrooms installed as at 31st March 2011

120 planned bathrooms 2010/2011

Total since transfer 640
	 Ahead of Target 

	3
	Heating Improvements 651 over 5 years


	155  Heating Improvements as at 31st March 2011

68 planned Heating Improvements 2010/2011

Total since transfer 288
	Behind Target

	4
	Electrical Improvements 1000 over 5 years


	220 Electrical Improvements as at 31st March 2011

50 planned Electrical Improvements 2010/2011

Total since transfer 604
	On Target

	5
	External renovations 1700 over 5 years
	330 External Renovations as at 31st March 2011

330 planned External renovations 2010/2011

Total since transfer 911
	On Target

	6
	Fencing, Boundaries & Footpaths 500 over 5 years
	Works being undertaken as part of Cyclical maintenance contracts which will service as properties and will deliver 500.  New Fencing, walls, footpaths installed at 261 properties. 


	On Target

	7
	Improved Security – External lighting  1892 over 5 years


	Security lighting contract has commenced. 1225 security lights installed to date. Every Property visited and as necessary installed fail safe device on hot water cylinders, hard wired CO detectors in all properties with solid fuel or gas heating/appliances, and hard smoke alarms.
	On Target

	8.
	Choice of Adaptation features in Sheltered & Designated Properties when improvements are carried out.
	Being offered and included within Tarka Standard. Offer of wet room installation rather than bathroom, installation of carousel unit in kitchen, installation of wall units at low level, installation of “sure stop” water stop switch.
	On Target

	9.
	DDA access to Sheltered Schemes where practically possible


	Access audits to be undertaken during 2011/12 to ensure DDA access where practical
	On Target

	10.
	Upgrade of Sheltered Communal areas  to be carried out in first 5 years


	Reviewing individual schemes as part of Cyclical maintenance programme.  Communal areas at   Ethelwynne Brown Close, Chubb/Churchill Road, Griggs Close, Copps Close completed.  Works included re-decoration, new carpets and flooring, new blinds, internal re-modeling, new doors.  Dartington Fields and Marlborough Court due during 2011/12.  
	On Target


	Theme Two: Service Improvement

	Promise 

Nr
	Nature of Work
	Progress to date / further work planned
	Status 

Delete as appropriate

	1


	Sign up to the Respect Standard by June 2008.
	The Respect standard was signed up to in January 2009. This followed a process with the Housing Management User Panel including training,, a visit and Key Line of Enquiry gap analysis. An action plan was developed.
	 Completed 

	2


	Deliver a range of local outreach drop in surgeries in the district by May 2008.  


	Programme of surgeries being developed across the district, first started in May 2008.  Series of Neighbourhood fun days delivered through Summer 2008 and 2009. Successful outreach started and further development of Tarka Talk Team will also function.

	On Target 

	3. 
	Establish a youth forum by June 2008
	Training for staff with TPAS delivered in May 2008.  Mapping of current provision undertaken. Substantial research project has been undertaken in conjunction with the Princes Trust to inform youth provision.  Summer play programme delivered 2009. A Youth Strategy with Westward Housing Group will be developed by the Customer Involvement Manager. Youth event took place in the summer 2010 and a number of attendees have become part of the forum.  Youth consultation event took place in mid April 2011.
	Behind Target 



	4.
	Review Anti-social behaviour procedure and policy within 12 months of transfer


	Review completed and new procedures in place. Policy will be further reviewed as part of Value for Money review in 2009/10. 
	Completed

	5.
	Development toward provision of a Handyman Service for tenants that have Special needs


	This has now been programmed for review in 2011.
	Behind Target

	6.
	Provide more ways to access services and information including the use of the Internet


	Access Strategy approved March 2009.Focus groups completed, communication group has reviewed website and produced action plan to deliver ongoing improvements. 


	Completed

	7
	Monthly Estate inspections from February 2008
	Inspections started and every tenant advised of programme for next 12 months. A new process to be in place for April 2010.


	Completed

	8.
	Develop & improve the current Tenant Participation arrangements


	Resident Expenses policy developed, Resident Involvement Statement approved and issued to all tenants, 4 Service User Panels operating and Resident Auditors Programme running.  Impact Assessment process agreed with tenants. Tenant Compact reviewed and approved by Tenants Panel AGM. Scrutiny role approved being developed during 2010/11.

Tarka Talk team pilot now ongoing.

New Customer Involvement Agreement approved.
	On Target

	9.
	Four Tenant newsletters a year from 2008


	First newsletter issued in February, quarterly editions being produced. 
	Completed 

	10.
	Issue Tenants with an annual report on performance & service standards from 2008
	Annual Report summary issued to tenants following approval by Board August 2008. 
	Completed 

	11.
	Improve responsive repair target times from time of transfer


	New improved performance targets in place with effect from transfer and being delivered.
	Completed 



	12.
	Tenants to be able to request repairs through internet website within first 5 years


	Website developed and live. Housecall available on website to allow repair reporting from March 2009. 
	Completed



	13.
	Consult with Tenants regularly to develop service improvements from transfer.


	Established 4 Service User Panels as main tenant consultation forums.
	Completed

	14.
	Involve tenants in design, specification and implementation of improvement programmes


	Asset Management User Panel and Home Improvement Showcase undertaken to which 800 residents attended.  The Tarka Standard has been developed following these events. Second round of showcase events completed during Feb 2009 to update residents on new range of products.  Third round of showcase events scheduled for March 2010. 

 
	Completed 

	15.
	Implement a quality control procedure to check the effectiveness of the Maintenance Service within the first 5 years 


	To be considered by Asset Management User Panel. 
	On Target


	Theme Three: Affordable rents

	Promise 

Nr
	Nature of Work
	Progress to date / further work planned
	Status 

Delete as appropriate

	1
	Delivery of transferring organisation’s rent promises as outlined in offer document.

Meet the Tarka target rent levels by 2012 
	Rent increase applied as per transfer agreement.
	Completed  


	Theme Four: Tenant involvement in decision making

	Promise 

Nr
	Nature of Work
	Progress to date / further work planned
	Status 

Delete as appropriate

	1
	Ensure the Tarka Board has 4 tenant board members?


	4 Tenant Board Members in place.
	Completed 

	2
	Agree with the Tenants Panel a process for future selection of Tenant Board Members 
	In development
	On Target 

	3
	Produce Resident Involvement statement by April 2008
	Developed with Tenant Panel and approved by Board April 2008. Completed, issued with edition of Tarka Times in May2008 and August 2009.
	Completed 

	4.
	Resident Involvement Impact Assessment March 2009.
	Joint TPAS training with 12 tenants on 14th May 2008 to agree Impact process. Draft process agreed with tenants. Evidence of outcomes collected full assessment approved by board May 2009.
	Completed


	Theme Five: Regeneration

	Promise 

Nr
	Nature of Work
	Progress to date / further work planned
	Status 

Delete as appropriate

	1
	Develop an Asset Management strategy in full consultation with tenants for the non traditional stock
	Asset Management Strategy approved in March 2009. Following review of Sheltered Accommodation. Strategy sets out process for assessment of non traditional properties. Active Asset Management project underway 2010. Strategy review to follow in 2011.
	Completed 

	2
	Research green initiatives for implementation in sheltered Schemes and other suitable locations
	Ongoing, 44 complete fitted Air Source Heat Pumps.  Boiler Management Systems fitted to approx. 200 properties.  1 property fitted with solar PV panels.  2 properties fitted with new roof incorporating solar PV panels.  Energy audits undertaken at three sheltered schemes and proposals to be implemented at one scheme per year commencing 2011/12. 
	On Target 


	Theme Six: Delivering sustainable communities

	Promise 

Nr
	Nature of Work
	Progress to date / further work planned
	Status 

Delete as appropriate

	1


	Fencing and Boundaries Footpaths 500 properties improved over 5 years
	Works being undertaken as part of Cyclical maintenance contracts which will service as properties and will deliver 500.  New Fencing, walls, footpaths installed at 261 properties.
	On Target 

	2


	Environmental Improvements up to £750,000 over 5 years
	Environmental Improvements Programme is running parallel to the Cyclical Maintenance contract. £203,582 spent to end of year 2010/11.  Improvements include parking,, railings, security gates, landscaping,, signage, fire risk assessment works, CCTV, new communal doors, door entry systems, external wall insulation, new porches, new back doors, lighting, play area refurbishment, Devon bank reconstruction, rebuilding a bat roost.
	On Target 

	3
	Improved Security 1892 external security lights fitted over 5 years.
	Security lighting contract has commenced.  1225 security lights installed to date. Every property visited and as necessary installed fail safe device on hot water cylinders, hard wired CO detectors in all properties with solid fuel or gas heating/appliances, and hard smoke alarms. Additional communal security lighting being upgraded as part of external cyclical programme.
	On Target
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