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DERBY HOMES BOARD 
28 NOVEMBER 2013    ITEM C2
 
PERFORMANCE MONITORING QUARTER 2 - 2013/14 
 
Report of the Director & Company Secretary 
 
1. SUMMARY 

 
 
 

This report details Quarter 2 performance against targets reported to Derby City 
Council. The Council monitors our progress against these targets on a monthly 
basis.  

 
2. RECOMMENDATION 

 
 To note and comment on the content of this report.  
 
3. MATTER FOR CONSIDERATION 

 
3.1 
 
 
 
3.2 
 
 
3.3 
 
 
 
3.4 
 
 
 
 
 
 
 
 
 
3.5 
 
 
 
 
 
 
 
 

Chair’s Brief discussed Quarter 2 2013/14 performance at their meeting on 
14 October 2013 and this report highlights the main areas of performance to the 
Board. 
 
Appendix 1 of this report details progress against the targets, direction of travel and 
commentary from the accountable officer.  
 
In Quarter 2 performance overall was very good with7 exceeding target,8 fully met 
and 2 below target.  
 
Repairs 
The Repairs Team have a total of 7 targets. In Quarter 2 

• 5 targets are green which indicates that performance on or above target. 
• Decent Homes is an annual collection and will be reported in Quarter 4 

2013/14. 
• The electrical safety testing is blue in this quarter exceeding the quarterly 

target of 69% of properties having a valid test certificate. This will allow the 
remedial repairs identified at testing to be undertaken within a reasonable 
time as recommended. 

 
Relet times & Voids 
The Allocations Team have 2 targets. In Quarter 2 

• 1 target was blue status. 
• 1 target was red status. 

 
The void relet figure has continued to increase, the figure for the month was 
27.75days and the cumulative figure increased to 24.19 days. In addition to the 
‘open to all’ we are now also advertising properties on a national website and and 
exploring other options to market properties. 
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3.6 
 
 
 
3.7 
 
 
3.8 
 
 
 
 
 
3.9 
 
 
 
 
3.10 
 
 
 
3.11 

Rent Arrears  
The Income Management Team have 6 targets. In Quarter 2 

• 3 targets were blue status 
• 2 targets were green. 

 
A quarterly target has not been set for former tenant arrears collected, the year end 
target is £120,000. 
 
As expected at Quarter 2 levels are on track to be under target but as expected 
higher than last year. Quarter 2 has seen a slippage in housing benefit processing 
and this is a major factor in the difference between last year along with containing 
the arrears due to the under occupancy charge. 
 
Enquiry Centre 
The Enquiry Centre has 1 target. In Quarter 2 

• The target was red status,in September there was an unexpected increase 
in call volumes and the average staffing levels have been lower than normal. 

 
Satisfaction 

• 2 targets for satisfaction with repairs are blue status- source SMS. 
• 2 targets for overall satisfaction are greyed out as they are reported at the 

end of the financial year. 
 

Miscellaneous 
Invoices paid within 30 days has green status. 

 
4. FINANCIAL AND BUSINESS PLAN IMPLICATIONS 

 
 The performance in the area’s of satisfaction levels, relet times and rent arrears of 

current tenants are linked to the incentive payment to Derby Homes from Derby 
City Council. 

 
The areas listed below have no implications directly arising from this report: 
 
Consultation 
Legal and Confidentiality 
Council 
Personnel 
Environmental 
Equalities Impact Assessment 
Health & Safety 
Risk 
Policy Review 
 
If Board Members or others would like to discuss this report ahead of the meeting please contact: 
 
Author: 
 

Julie Eyre / Performance Manager / 01332 888393 / julie.eyre@derbyhomes.org 

Background Information:  None 
Supporting Information:   None 
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R e n t  A r r e a r s

D H  L o c a l  0 1  ( o ld  b o p  6 6 b )
R e n t  a r r e a r s  o f  c u r r e n t  t e n a n t s
a s  a  p e r c e n ta g e  o f  r e n t  r o l l

L o w 2 .1 % 2 .8 % 3 .1 % 4 .3 % B lu e 3 .5 % 3 .6 % B lu e Q t r  2  le v e ls  a r e  1 .2 3 %  b e t t e r  t h a n  t h e  t a r g e t
p o s i t io n .  C u r r e n t  a r r e a r s  le v e ls  h a v e  in c r e a s e d
w it h  t h e  m a in  r e a s o n s  b e in g  a  s l ip p a g e  in  h o u s in g
b e n e f i t  p r o c e s s in g  d u r in g  Q t r  2   a lo n g  w i t h  u n d e r
o c c u p a n c y  a r r e a r s .  T h e s e  a r e  t h e  m a jo r  f a c to r s
fo r  t h e  in c r e a s e .  L e v e ls  a r e  b e in g  m o n i t o r e d
c lo s e ly  a n d  w e  e x p e c t  t o  s e e  a n  im p r o v e m e n t  in
t h is  f ig u r e  a f t e r  t h e  r e n t  f r e e  w e e k s  a n d  a s  b e n e f i t
p r o c e s s in g  s p e e d s  u p .

D e r b y  H o m e s M o n th ly J a c k ie
W e s tw o o d

D H  L o c a l  0 2  R e n t  a r r e a r s  o f
c u r r e n t  t e n a n t s

L o w 1 ,0 4 4 ,6 6 6
.0

1 ,4 9 4 ,3 3 0
.0

1 ,6 3 7 ,9 5 4
.0

1 ,8 1 3 ,3 7 4
.0

B lu e 1 ,8 0 0 ,3 0 0
.0

1 ,8 0 0 ,0 0 0
.0

A m b e r A s  e x p e c te d  Q t r  2  le v e ls  a r e  o n  t r a c k  t o  b e  u n d e r
ta r g e t  b u t  a s  e x p e c te d  h ig h e r  t h a n  la s t  y e a r .  Q t r  2
h a s  s e e n  a  s l ip p a g e  in  h o u s in g  b e n e f i t  p r o c e s s in g
a n d  t h is  is  a  m a jo r  f a c to r  in  t h e  d i f f e r e n c e
b e tw e e n  la s t  y e a r  a lo n g  w i t h  u n d e r  o c c u p a n c y
a r r e a r s

D e r b y  H o m e s M o n th ly J a c k ie
W e s tw o o d

D H  L o c a l  0 7  ( B V P I6 6 a )  R e n t
c o l le c te d  a s  a  %  o f  r e n t  d u e
( in c lu d e s  a r r e a r s  b r o u g h t
f o r w a r d )

H ig h 9 8 .3 % 9 6 .5 % 9 6 .3 % 9 5 .2 % G r e e n 9 6 .3 % 9 6 .5 % A m b e r Q t r  2  le v e ls  d o w n  o n  Q t r  1  b u t  s t i l l  1 . 1 0 %  a h e a d  o f
t a r g e t .  U n d e r  o c c u p a n c y  a r r e a r s  c a s e s  n o t  p a y in g
d e s p i t e  a d v ic e  a n d  s u p p o r t  a r e  b e in g  p r o g r e s s e d
to w a r d  c o u r t  a c t io n .  D e r b y  B e n e f i t s  h a v e
a c k n o w le d g e d  t h e  d r o p  in  p e r f o r m a n c e  a n d  h a v e
s a id  t h e y  h a v e  a  p la n  t o  b e  b a c k  u p  t o  d a te  b y  t h e
e n d  o f  O c to b e r

D e r b y  H o m e s M o n th ly J a c k ie
W e s tw o o d

D H  L o c a l  0 8  ( B V P I  6 6 b )  N o .  o f
t e n a n t s  w i t h  m o r e  t h a n  s e v e n
w e e k s  o f  ( g r o s s )  r e n t  a r r e a r s
a s  a  %  o f  t h e  t o ta l  n u m b e r  o f
t e n a n t s

L o w 5 .8 % 4 .9 % 5 .0 % 1 2 .0 % B lu e 9 .5 % 1 2 .0 % B lu e Q t r 2  p e r f o r m a n c e  is  b e t t e r  t h a n  Q t r  1  a n d  o n  t r a c k
to  b e  w e l l  u n d e r  t h e  e n d  o f  t a r g e t  y e a r

D e r b y  H o m e s Q u a r te r ly J a c k ie
W e s tw o o d

D H  L o c a l  1 2  F T A  c o l le c te d H ig h ! 8 1 ,1 3 7 .0 ! 5 8 ,8 7 0 .0 ! 8 9 ,5 4 4 .0 N o  T a r g e t ! 1 3 0 ,0 0 0
.0

! 1 2 0 ,0 0 0
.0

B lu e F ig u r e s  c o n t in u e  t o  b e  a h e a d  o f  t a r g e t .  T h e
in c r e a s e d  r e s o u r c e s  in  t h is  a r e a  w i l l  p r o d u c e  a
b e t t e r  e n d  o f  y e a r  r e s u l t  t h a n  e x p e c te d  -  o u r  t a r g e t
w a s  1 2 0 ,0 0 0

D e r b y  H o m e s M o n th ly J a c k ie
W e s tw o o d

D H  L o c a l  4 3  R e n t  c o l le c te d  a s
a  %  o f  r e n t  d u e  ( e x c lu d e s  r e n t
b r o u g h t  f o r w a r d )

H ig h 0 .0 % 9 7 .9 % 9 7 .7 % 9 7 .6 % G r e e n 9 8 .5 % 9 8 .5 % A m b e r N /A C u r r e n t  p o s i t io n  is  ju s t  b e t t e r  t h a n  t h e  t a r g e t  f ig u r e
fo r  Q t r  2 .  T h e  c u r r e n t  e c o n o m ic  c l im a te ,  u n d e r
o c c u p a n c y  a r r e a r s  a n d  a  d r o p  in  h o u s in g  b e n e f i t
p r o c e s s in g  p e r f o r m a n c e  s in c e  q t r  1  a r e  f a c to r s
w h ic h  h a v e  c o n t r ib u te d  t o  t h e  f a l l  in  le v e ls  s in c e
Q t r 1  .  D e s p i t e  t h e s e  f a c to r s  le v e ls  a r e  ju s t  h o ld in g
u p  r o u g h ly  a r o u n d  w h e r e  t h e y  w e r e  p r e d ic t e d  t o
b e ,

D e r b y  H o m e s M o n th ly J a c k ie
W e s tw o o d

V o id s  a n d  R e le t s

D H  L o c a l  0 6  P e r c e n ta g e  o f  r e n t
lo s t  t h r o u g h  d w e l l in g s
b e c o m in g  v a c a n t

L o w 1 .1 % 0 .5 % 0 .7 % 1 .5 % B lu e 1 .5 % N /A N /A T h is  f ig u r e  w i l l  c o n t in u e  t o  r a is e  t h r o u g h o u t  t h e
y e a r  b u t  is  s t i l l  c u r r e n t ly  b e lo w  t h a t  o f  t h e  p r e v io u s
y e a r .

D e r b y  H o m e s M o n th ly C la r e
M e h r b a n i

D a ta  S o u r c e :  D O R IS C h ie f  E x e c u t iv e 's  O f f ic e P a g e  1  o f  3
T im e  F e t c h e d :  F r id a y  1 5  N o v e m b e r  2 0 1 3  0 8 :2 0 :3 5 P e r fo r m a n c e  a n d  Im p r o v e m e n t  T e a m
R e p o r t  N a m e :  L a te s t  P e r f o r m a n c e  R e p o r t
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D H  L o c a l  3 2  ( B V P I  2 1 2 )
A v e r a g e  t im e  t a k e n  t o  r e le t
lo c a l  a u th o r i t y  h o u s in g  ( d a y s )

L o w 2 0 .3 2 3 .4 2 4 .2 2 3 .0 R e d 2 3 .0 2 3 .0 G r e e n T h e  v o id  r e - le t  f ig u r e  a g a in  c o n t in u e d  t o  in c r e a s e ,
t h e  f ig u r e  f o r  t h e  m o n th  w a s  2 7 .7 5  d a y s  a n d  t h e
c u m u la t iv e  f ig u r e  in c r e a s e d  t o  2 4 .1 9  d a y s .
D e s p i t e  t h e  in c r e a s e  in  t h e  n u m b e r  o f  p r o p e r t ie s
le t  w e  h a v e  a  n u m b e r  o f  p r o p e r t ie s  t h a t  w e  b e e n
s t r u g g l in g  t o  f in d  a p p l ic a n t s  f o r .  I n  a d d i t io n  t o
'O p e n  t o  A l l '  a l lo c a t io n s ,  w e  a r e  n o w  a ls o
a d v e r t is in g  o n  a  n a t io n a l  w e b s i t e  a n d  e x p lo r in g
o th e r  o p t io n s  t o  m a r k e t  t h e  p r o p e r t ie s .

D e r b y  H o m e s M o n th ly C la r e
M e h r b a n i

M a in t e n a n c e

D H  L o c a l  1 6  P e r c e n ta g e  o f
e m e r g e n c y  r e p a ir s  c a r r ie d  o u t
( a t t e n d  a n d  m a k e  s a fe  w i t h in  2
h o u r s  a n d  c o m p le te  in  2 4 h r s )

H ig h 9 9 .9 % 1 0 0 .0 % 1 0 0 .0 % 9 9 .5 % G r e e n 9 9 .5 % 9 9 .5 % G r e e n P e r fo r m a n c e  in  t h e  s e c o n d  q u a r t e r  is  w e l l  a b o v e
ta r g e t .  T h e r e  h a s  b e e n  2 2 8  c o m p le te d  jo b s  in  t h e
q u a r te r  a l l  w i t h in  p r io r i t y .

D e r b y  H o m e s M o n th ly M ic k  A r c h e r

D H  L o c a l  1 7  P e r c e n ta g e  o f
v e r y  u r g e n t  r e p a ir  ( c o m p le te
w i t h in  2 4  h o u r s )

H ig h 9 9 .5 % 9 9 .8 % 9 9 .9 % 9 9 .2 % G r e e n 9 9 .2 % 9 9 .2 % G r e e n P e r fo r m a n c e  in  t h e  s e c o n d  q u a r t e r  is  w e l l  a b o v e
ta r g e t .  D u r in g  q u a r t e r  tw o  w e  h a v e  c o m p le te d
1 4 5 3  jo b s  w i t h  o n ly  2  o u t  o f  p r io r i t y .

D e r b y  H o m e s M o n th ly M ic k  A r c h e r

D H  L o c a l  1 8  P e r c e n ta g e  o f
u r g e n t  r e p a ir s  c o m p le te d  w i t h in
5  w o r k in g  d a y s

H ig h 9 9 .9 % 9 9 .8 % 9 9 .8 % 9 9 .1 % G r e e n 9 9 .1 % 9 9 .1 % G r e e n P e r fo r m a n c e  in  t h e  s e c o n d  q u a r t e r  is  w e l l  a b o v e
ta r g e t .  D u r in g  q u a r t e r  tw o  w e  h a v e  c o m p le te d
1 6 9 8  jo b s  w i t h  o n ly  5  o u t  o f  p r io r i t y .

D e r b y  H o m e s M o n th ly M ic k  A r c h e r

D H  L o c a l  2 1  ( N I  1 5 8 )
P e r c e n ta g e  o f  n o n - d e c e n t
c o u n c i l  h o m e s

L o w 0 .0 % A n n u a l
C o l le c t io n

0 .0 % N /A N /A D e r b y  H o m e s A n n u a l M a t t  H a n d s

D H  L o c a l  2 2  P e r c e n ta g e  o f
p r o p e r t ie s  w i t h  C P 1 2  G a s
S a fe t y  c e r t i f ic a te

H ig h 1 0 0 .0 % 1 0 0 .0 % 1 0 0 .0 % 1 0 0 .0 % G r e e n 1 0 0 .0 % 1 0 0 .0 % G r e e n A l l  p r o p e r t ie s  h a v e  a  v a l id  L a n d lo r d s  G a s  S a fe t y
c e r t i f ic a te

D e r b y  H o m e s Q u a r te r ly M ic k  A r c h e r

D H  L o c a l  4 4 b  P e r c e n ta g e  o f
a p p o in tm e n ts  k e p t

H ig h 9 9 .6 % 9 9 .7 % 9 9 .7 % 9 9 .5 % G r e e n 9 9 .7 % 9 9 .5 % G r e e n P e r fo r m a n c e  is  w e l l  a b o v e  t a r g e t .  D u r in g  q u a r t e r
tw o  w e  m is s e d  2 0  a p p o in tm e n ts  o u t  o f  8 2 6 7
c o m p le te d  jo b s .

D e r b y  H o m e s M o n th ly M ic k  A r c h e r

D H  L o c a l  5 6  E le c t r ic a l  S a fe t y
T e s t in g

H ig h 0 .0 % 5 6 .1 % 7 6 .7 % 6 9 .0 % B lu e 1 0 0 .0 % 1 0 0 .0 % G r e e n N /A T h e  t a r g e t  f ig u r e  o f  6 9 %  o f  p r o p e r t ie s  h a v in g  a
v a l id  t e s t  c e r t i f ic a te  ( E IC R )  h a s  b e e n  e x c e e d e d .
T h e  f a c t  t h a t  w e  a r e  a h e a d  o f  p r o g r a m m e  w i l l
a l lo w  t h e  r e m e d ia l  r e p a ir s  id e n t i f ie d  a t  t e s t in g  t o
b e  u n d e r ta k e n  w i t h in  r e a s o n a b le  t im e  a s
r e c o m m e n d e d  b y  t h e  N IC E IC

D e r b y  H o m e s Q u a r te r ly M ic k  A r c h e r

E n q u i r y  C e n t r e

D H  L o c a l  2 6  A v e r a g e  C a l l  W a i t
( in  s e c o n d s )

L o w 2 9 .2 2 7 .0 3 6 .0 3 0 .0 R e d 3 0 .0 3 0 .0 G r e e n T a r g e t  h a s  n o t  b e e n  a c h ie v e d  in  S e p te m b e r
b e c a u s e  o f  a n  u n e x p e c te d  in c r e a s e  in  c a l l
v o lu m e s .  A v e r a g e  s ta f f in g  le v e ls  h a v e  a ls o  b e e n
lo w e r  t h a n  n o r m a l .  I  e x p e c t  p e r f o r m a n c e  t o
im p r o v e  in  O c to b e r

D e r b y  H o m e s M o n th ly M u r r a y
C h a p m a n

S a t is f a c t io n

D a ta  S o u r c e :  D O R IS C h ie f  E x e c u t iv e 's  O f f ic e P a g e  2  o f  3
T im e  F e t c h e d :  F r id a y  1 5  N o v e m b e r  2 0 1 3  0 8 :2 0 :3 5 P e r fo r m a n c e  a n d  Im p r o v e m e n t  T e a m
R e p o r t  N a m e :  L a te s t  P e r f o r m a n c e  R e p o r t
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D H  L o c a l  2 7  ( N I  1 6 0 )  T e n a n t
s a t is f a c t io n  w i t h  L a n d lo r d  ( A l l  -
S ta tu s  S u r v e y )

H ig h 8 3 .4 % 9 9 .4 % 8 6 .0 % A n n u a l
C o l le c t io n

8 6 .0 % 8 6 .0 % G r e e n S a t is f a c t io n  is  r e m a in in g  h ig h  a t  9 9 .4 % ,  t h is  is
2 .0 3 %  h ig h e r  t h a n  t h e  s a m e  p e r io d  la s t  y e a r .
1 ,8 2 2  S M S  te x t s  w e r e  s e n t  o u t  d u r in g  A u g u s t  w i t h
o n ly  1 1  t e n a n t s  r e p o r t in g  d is s a t is f a c t io n .
T h e r e  w e r e  n o  t r e n d s  s h o w in g  in  t h o s e  p e o p le
w h o  e x p r e s s e d  d is s a t is f a c t io n  a n d  n o  p a r t ic u a lr
t y p e  o f  t r a d e  w i t h  t h e i r  la s t  r e p a ir .   A l l  is s u e s  h a v e
b e e n  a d d r e s s e d .

D e r b y  H o m e s A n n u a l J u l ie  E y r e

D H  L o c a l  2 8  T e n a n t
s a t is f a c t io n  w i t h  r e p a ir s  ( la s t
c o m p le te d  r e p a ir )

H ig h 9 7 .7 % 9 9 .6 % 9 9 .4 % 9 7 .0 % B lu e 9 7 .0 % N /A N /A S a t is f a c t io n  is  r e m a in in g  h ig h  a t  9 9 .4 % ,  t h is  is
2 .0 3 %  h ig h e r  t h a n  t h e  s a m e  p e r io d  la s t  y e a r .
1 ,8 2 2  S M S  te x t s  w e r e  s e n t  o u t  d u r in g  A u g u s t  w i t h
o n ly  1 1  t e n a n t s  r e p o r t in g  d is s a t is f a c t io n .
T h e r e  w e r e  n o  t r e n d s  s h o w in g  in  t h o s e  p e o p le
w h o  e x p r e s s e d  d is s a t is f a c t io n  a n d  n o  p a r t ic u a lr
t y p e  o f  t r a d e  w i t h  t h e i r  la s t  r e p a ir .   A l l  is s u e s  h a v e
b e e n  a d d r e s s e d .

D e r b y  H o m e s M o n th ly M ic k  A r c h e r

D H  L o c a l  2 9  T e n a n t
s a t is f a c t io n  w i t h  v ie w s  t a k e n
in to  a c c o u n t  ( S ta tu s )

H ig h 6 1 .8 % A n n u a l
C o l le c t io n

7 0 .0 % N /A N /A D e r b y  H o m e s A n n u a l J u l ie  E y r e

D H  L o c a l  3 0  C u s to m e r
s a t is f a c t io n  w i t h  t h e  E n q u ir y
C e n t r e

H ig h 9 7 .0 % 9 8 .0 % 9 9 .5 % 9 5 .0 % B lu e 9 5 .0 % 9 5 .0 % G r e e n S a t is f a c t io n  le v e ls  r e m a in  h ig h  a n d  c o m fo r t a b ly
a b o v e  t a r g e t

D e r b y  H o m e s M o n th ly M u r r a y
C h a p m a n

M is c e l l a n e o u s

D H  L o c a l  2 3  I n v o ic e s  p a id
w i t h in  3 0  d a y s  ( B V 8 )

H ig h 9 4 .7 % 9 7 .4 % 9 7 .3 % 9 7 .0 % G r e e n 9 7 .0 % N /A N /A t a r g e t  a c h e iv e d  t h is  m o n th D e r b y  H o m e s M o n th ly M ic h a e l  K i r k

D a ta  S o u r c e :  D O R IS C h ie f  E x e c u t iv e 's  O f f ic e P a g e  3  o f  3
T im e  F e t c h e d :  F r id a y  1 5  N o v e m b e r  2 0 1 3  0 8 :2 0 :3 5 P e r fo r m a n c e  a n d  Im p r o v e m e n t  T e a m
R e p o r t  N a m e :  L a te s t  P e r f o r m a n c e  R e p o r t


	Item C2 Performance Monitoring – Quarter 2
	Item C2 Performance Monitoring – Quarter 2 Appendix

