|Headline KPIs: 3 Counties SCF | | Christchurch | | May-13|

Key:[___ ]Stretch (Quartile 1) [ |Above target (Quartile 2) [ |Belowtarget (Quartile 3) I eak (Quartile 4)
[ Dec-09 Dec-11 Dec-12| Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec || Stretch  Target Weak
Arrears
- .
% cument rent arrears (NCHEN 204 | 501 | 200 [[CEEEEEN 40 [EERCEEE 343 | 421 | 485
% formerrentameary 475 | 0g3 | 094 || 086 | o8 | 079 | o083 | o7 085 | 110 | 208
% write offg _ _ B 0.05 0.05 0.17 0.45 0.68
Voids
% void loss| I
(GR.IR HOP, oHyj| 125 | 123 | 134 [[f0s6 | 057 | 056 100 | 125 | 150
% available vacant homeg
(GR. IR, HOP. SH)| ° 061 | 016 || 020 | 053 [ 019 | 042 | 028 035 | ose | oss
% unavailable vacant homes
© IR HOP. sl - 000 | o11 || 015 | @10 | 008 | 028 [ 028 012 | o023 | oso
Lettings
Relat fme st aeor repa:jrz;j| 172 | 165 | 157 [ 158 | 166 | 180 [ 180 | 182 203 | 263 | 322
% lettings to BME residents .
GR IR Hop. o) 82 | 73 | 9o |88 | w7 | 70 | s 5.8 6.0 50 40
et resident st e 930 | 1000 | 938 [[e26 | o5 | e13 | 913 | 64 9.0 | 8.0 | 800
ASE
Number of cases /1000 homes 155 | 20, | 180 460 | 154 | 355 | 345 | 146 268 | 404 | 633
— .
% victims contacted ontime) 794 | g57 | o33 (CSEMMEECEEMN o241 | o013 [MSE 950 | 900 | 85.0
% cases successiully resolved| 455 | 600 | 822 || 813 [MECRINCECRENE DN o 942 | 86 | 70.1
Satisfaction with ASB handling| 69.2 04.4 833 30.0 20.0 85.0 86.4 77.8 80.0 71.4 57.0
Maintenance
nianm :
i TaRaIrs compistad on tme ) 945 | 976 | 987 |0 | 900 | ose | e8| 96 982 | 960 | 923
Average time to complete (all jobs 106 12.9 112 - 11.0 11.0 10.9 10.9 9.0 10.0 11.0
in dayg ) ) ) ) + . ) y ) )
- .
% appointments made and kel g54 | 965 | 966 || 962 | 963 | 958 | 58 | 956 981 | 97.0 | 943
Satisfaction with repairs service 86.1 87.9 89.4 89.3 89.0 87.4 87.8 89.3 90.0 85.0 80.0
Stock Improvement
o, ili F ]
% homes faling DHY o4 | 00 | 00 [ 00 | 00 | oo | 0o | 00 0.0 0.1 02
Average SAP — - -
(GR.IR HOP.5H)| 683 | 677 | sso [T ST e 740 | seo | sso
satsmciionwin planned “’°rk5| 100.0 | 917 | 859 || 87.8 | 8.1 | 846 | 865 | 866 9.0 | 850 | 800
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|| Dec-09 Dec-11 Dec-12|| Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec [ Stretch  Target Weak
Health and Safety
% gas safety checks completed in
last 12 monthg - = 100.0 99.6 100.0 99.9 99.6
% valid Legionella Risk : : A
e a—— = - - 100.0 | 100.0 | 100.0 [ 100.0 | 100.0 100.0 99.0 95.0
m PR
i Assessme”% : : - |l 1000 | 100.0 | 100.0 | 100.0 | 100.0 1000 | 990 | 95.0
% Scheme Risk Assessment .
completej 99.9 99.7 99.7 100.0 | 100.0 | 100.0 96.4 100.0 95.0 90.0
Customer Access
% telephone calls answered withi
20 - 86.1 85.9 86.4 86.4 86.0 86.9 87.8 90.0 85.0 80.0
% telephone calls abandoned R 41 41 39 37 33 24 21 40 5.0 6.0
% telephone calls resolved at firs
il - - 81.9 81.9 81.5 81.2 80.9 80.7 85.0 80.0 75.0
Satisfaction with call handling } 85.9 837 84.1 84.4 350 85.0 87.5 85.0 80.0 75.0
Complaints
Number of complaints / 1000 155 | 212 | 11.0 (RESEREEECREE I 200 | 250 | 300
= - T,
% complaints dealt with in time o4 7 | 4000 | o190 || o714 | 1000 | 100.0 | 1000 | 100.0 950 | 900 | 850
= -
% complaints upheld B B 70.3 71.4 69.8 70.2 45.1 57.9 72.4
Satisfaction with complaints
handling 50.0 66.7 56.3 533 52.4 56.0 72.0 50.2 50.0
Resident Involvement
% homes on schemes with active]
residents (GR, IR, HOP, SH 78.7 98.0 77.3 65.3 65.5 68.1 67.9 65.9 75.0 65.0 55.0
Number of consultations per home
(GR, IR, HOP, SH 8.6 22 2.2 1.7 1.7 1.6 1.6 276 20 15 1.0
% response to consultations
(GR, IR. HOP, SH 25.3 36.1 16.0 26.9 26.7 25.2 26.2 18.4 33.0 20.0 15.0
Co-requlation
% completion of SCF action
arisinj B B " 95.0 90.0 85.0
HR
% staff fulfilment
(exc PFl & maintenance 92.1 90.9 941 94.0 94.1 94.2 93.4 92.4 95.0 90.0 85.0
% staff tumove , =
(exc PEL & maimenanceq 124 | 1041 0.0 0.0 0.0 4.5 5.1 55 6.5 10.0 10.9
% staff sicknes i _
(exc PFI & maintenances)ll 42 =4 1.1 08 | 07 | 16 | 16 | 17 3.3 3.9 47
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