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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 first quarter of year 2016/17 (April 2016 – June 
2016).  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, 12 are on or exceeding targets for the 
year and 10 measures have not met the targets set.  There is 1 measure that does 
not have any data available. 
 

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) 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.  There are 12 indicators that are currently meeting or 
exceeding target at the end of the first quarter. Particular areas to highlight are: 
 



Complaints & enquiries 
 
All complaints, Councillor and MP enquiries responded to within the first quarter 
have been completed within their respective target time. 
 
Emergency repairs  
 
All emergency repairs that have been requested during the first quarter were 
completed within the 24 hour timescale.   
 
All reactive repairs 
 
This indicator measures our performance in completing repairs on time for 
emergency (1 day), urgent (3 days) and non-urgent (20 days) responsive repairs. 
At the end of quarter one performance stood at 97% for completion within target 
time, against the target of 95%. With the re-introduction of a specific emergency 
repair team and the Housing Repairs Service re-structure, performance has 
improved from October last year and has continued throughout the start of 
2016/17. 
 
Average days to resolve ASB cases 
 
Performance has significantly improved in this area. The average days to resolve 
an ASB case is now 60 days, against the target of 75. After processes were put in 
place during the middle of last year for Area Housing Managers to monitor live 
cases on a periodical basis, and to review and agree actions with their officers, we 
have seen a substantial reduction in the time taken to resolve cases. 
 
 

4.4 The following summary provides a brief explanation of reasons where we have not 
achieved our targets. Particular areas to highlight are: 
 
% of ASB cases closed that were resolved  
 
This is a difficult area to predict and the target set is the same as the previous 
year. In reality each case has to be treated on its own merits so performance is 
expected to fluctuate. During the first quarter the percentage of cases resolved 
was 78.6%. Although this is outside of the target set, it is an improvement from the 
final quarter of last year when performance was 74%.  Regular monitoring of all 
cases continues to take place and cases are closed by officers in agreement with 
their managers. 

 
Arrears as a % of rent debit 
 

Rent arrears have risen to 2.70% at the end of quarter one, this compared to 
2.32% at the end of the last financial year. In monetary terms, rent arrears have 
increased by £100,427.57 during quarter one. Of the total arrears, £63,000 is for 
unpaid direct debits, which should clear by financial year end. Housing Benefits 
are currently working at 8 weeks delay on assessing new claims, this will reduce 
arrears further when outstanding claims are dealt with. In an aim to reduce the 



backlog, all members of HB staff have taken part in a processing day where they 
prioritised dealing with claims. This allowed the team to re-focus their priorities 
with the aim of reducing the amount outstanding. To help improve rent collection, a 
summer text messaging campaign has also been initiated by the Housing team.  
 
Average re-let period – All dwellings (including major works) 
 

Void times have increased during the first quarter, the average for all dwellings 
including major works is 26.6 days compared to 24.4 days at year end. The 
increase in void time is mainly down to May’s performance with the average void 
time being 29 days. One reason for the increase was an increase in the amount of 
properties requiring extensive works. Despite the slight rise in void times we are 
confident of meeting year end targets. 
 
Complete repairs right on first visit 
 
Performance for repairs right first time is 80.7% for quarter one, this is around 4% 
below the target set. Although performance is below target it has slightly improved 
on last year’s final outturn (see appendix A). Analysis is being carried out to 
identify the trades with the lowest percentage of right first times, these will be 
investigated to ensure they are genuine first time failures, and also to see how we 
can increase the number of right first times moving forward. 
 

  
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 2016/17 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 2016/17 : 
 

 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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