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1. Purpose of Report

1.1 To provide Housing Scrutiny Sub Committee with an end of quarter report on 
Performance Indicators for the year 2014/15 (January 2015 – March 2015).  See 
Appendix A.

2. Executive Summary
 

2.1 This report combines all performance relevant to Housing Landlord issues.

2.2 In total there are 22 measures and of these 10 are on or exceeding targets for the 
year and 11 measures have not met the targets set.  There is 1 measure where 
we do not have any data available.

3. Background

3.1 Over the last four years the Council has been working with the Lincoln Tenants 
Panel to improve external scrutiny and to meet the standards implemented by the 
Tenant Services Authority.

3.2 From 1 April 2010 all social landlords were required to have local offers in place 
alongside the national standards as set out in the new Regulatory Framework for 
Social Housing. The Framework was amended with effect from April 2012 but the 
principles remain the same.

4. Main Body of Report

4.1 Appendix A attempts to simplify the overall analysis by listing performance on a 
service functional basis (rents, repairs etc) and then showing the source of the 
indicator (reason).

4.2 For comparison purposes each indicator shows performance for the last year, 
target for current year (where applicable) and progress made in the current year.

4.3 Appendix A shows which targets have been met and those where we have not 
achieved our target. The following summary provides a brief explanation of 
reasons where we have not achieved our targets:



Voids average re let periods

Performance is still below target but has improved during quarter 4, with a 
quarterly performance of 32 days resulting in a year to date performance of 34 
days average turnaround time for general needs voids not requiring major works. 
This is as a result of changes to the void process that were implemented in 
January.

Repairs 

Although the repairs indicators are not performing to target, several problems with 
reporting mechanisms and interpretation of the criteria being used has been 
identified which has resulted in jobs being kept live on the system when they 
should have been closed. This should show an improvement to the percentages of 
repairs that are being carried out within time in the future.  There are still some 
ongoing problems with the reports for appointments being kept but these are 
currently being investigated and an update will be provided with the next 
performance report.  

Complaints and MP letters responded to in time

Although the year to date performance for complaints is still below target at 77.4%, 
the performance for the quarter is 98.1% which shows a great improvement.

Average days to resolve ASB

This is the first year that a target has been set for the time taken to resolve ASB 
cases. This is a notoriously difficult area to predict and the target has been based 
on previous year’s figures. In reality each case has to be treated on its own merits 
so performance is expected to fluctuate. The average number of days to resolve 
ASB increased in Quarter 4 to 167 days.  During this quarter all existing cases 
have been reviewed with several long term cases being closed.  This has resulted 
in an increase in the number of days and in future the average number of days to 
close a case should be a lot lower figure.

Expenditure against target set for year – responsive maintenance 

There was an overspend on the repairs account resulting from both an increased 
number of jobs undertaken and a different approach taken to classification of 
capitalised works that has increased the amount of expenditure retained within the 
repairs account.

Percentage of calls answered in time (by Housing Helpdesk in the Customer 
Contact Centre)

The percentage of calls answered within 30 seconds has decreased since the last 
quarter. A quarterly performance of 57% has resulted in a cumulative performance 
of 66% which is below the target set at 80%. 

The average amount of talk time per call has increased which has resulted in a 



longer waiting time. Full time members of staff that were trained in housing issues 
have been recruited into posts within housing and this has left newer members of 
staff learning and requiring training whilst on the telephone. Once they gain 
experience at call handling they will require less time to deal with enquiries and 
this will result in less waiting time.

5. Strategic priorities
 

5.1 Improve the performance of the Council’s Housing Landlord Function

There continues to be a strong commitment to improving the quality and efficiency 
of the service and this is a key aim in the 2015/16 financial year.

6. Organisational Impacts 

6.1 Finance 
The performance reported in this report are all, currently, being delivered within 
the existing budget. 

7. Recommendation 

7.1 Members are asked to note and comment on:

a) The current performance outcomes during the financial year 2014/15 ;

b)    A commitment to continue reporting on a quarterly basis and to determine a 
programme to have more interim in depth reviews of service specific 
performance.
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