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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 third quarter of year 2015/16 (October 2015 – 
December 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 23 measures and of these 18 are on or exceeding targets for the 
year and 4 measures have not met the targets set. There is 1 measure that which 
is project based and has been rescheduled.  
 

3. Background 
 

3.1 Over the last five 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.). 
 

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. There has been an overall improvement in performance in 
most areas during the quarter. Particular areas to highlight are: 
 

Rent arrears  
Are now at their lowest level for several years. Lower rent arrears is good news 



for the HRA in terms of income but also good for tenants in that there is less 
likelihood of eviction at lower arrears levels.  
 
Voids 
Improved void performance, compared to the previous year, has now been 
maintained for three quarters in a row and the year-end target should now be 
achieved. 
   
Gas servicing  
All gas services that were due to be carried out within the last 9 months were 
completed within time. 
 
Repairs - overall 
The average time to complete repairs is at its lowest level for several years and 
routine repairs carried out in timescale is at its highest level.    
 
Emergency Repairs  
All emergency repairs that have been requested within the quarter were 
completed within timescale. This has resulted in a year to date performance of 
99.7% being completed within 24 hours. 
 
Average days to resolve Anti-social Behaviour cases 
Although the year to date figure is still below target the performance in the quarter 
was the best for several years and was significantly better than target.  
 

4.4 The following summary provides a brief explanation of reasons where we have 
not achieved our targets: 
 
Average Days to Resolve ASB 
As indicated above performance is improving but year to date figures are below 
target. More needs to be done to ensure better consistency and outputs. A 
training programme for officers is underway and a new policy has been drafted 
(to be presented to both Housing Sub and Policy Committees). The intention 
remains to resubmit our ASB service for external accreditation in the autumn.  

 
Percentage of all Repairs Carried out Within Time Limits 
Although this indicator won’t achieve target for the year, performance has 
improved consistently throughout the year. Given the position at the start of the 
year when the IT system was not fully operational we were always going to be in 
a catch up position through the year.  The new team structures reported at the 
end of the previous quarter appear to be working well.  
 
Customer contact centre 
Performance did reduce during the quarter as there were a number of vacancies 
in the team. Figures for January, when those vacancies were filled, are much 
improved.    
 

4.5 The following summary advises of the reasons that the data for some indicators is 
not available: 
 



The Estate Services survey is now scheduled to take place later in this calendar 
year. 
 

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 is 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 2015/16 ; 
 

 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. 
 

Key Decision 
 

No 

Key Decision Reference 
No. 

 

Do the Exempt 
Information Categories 
Apply 

No 

Call in and Urgency: Is the 
decision one to which Rule 
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Procedure Rules apply? 

No 

Does the report contain 
Appendices? 
 

Yes, one. 
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