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DERBY HOMES BOARD  
30 MAY 2013    ITEM C3
 
PERFORMANCE MONITORING QUARTER 4 - 2012/13 
 
Report of the Director & Company Secretary 
 
1. SUMMARY 

 
1.1 
 
 

This report details Quarter 4 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 
 
3.3.1 
 
 
 
 
 
 
 
 
 
 
 
3.3.2 
 
 
 
 
 
 
 
 

Appendix 1 of this report details progress against the target, direction of travel and 
commentary from the accountable officers.  
 
At the end of this financial year performance overall was very good with 19 
indicators exceeding performance, 10 meeting target, 5 targets reporting slight 
slippage and 4 indicators not meeting target. 
 
Repairs 
 
The repairs team have a total of 12 targets. All targets were achieved.    
 
During this financial year the repairs team has improved communications with 
housing management teams and now have part of the enquiry centre based at 
London Road. The repairs staff work alongside the enquiry centre staff during 
calls and advise on priorities that should be used. Enquiry centre staff have been 
attending operational team meetings and figures now show a change in the ratios 
of emergency, urgent and non-urgent repairs. Plastering and scaffolding have 
been bought ‘in house’ to achieve savings, operatives productivity is monitored 
weekly and all operatives have targets set in their individual job chats 
 
Relet times & Voids 
 
The allocations team have 7 targets. All targets were achieved. 
 
This has been an excellent year for the allocations team. Changes have been 
made to some processes in the voids team reducing the time that it takes to 
complete repairs on a vacant property.The team is now able to place daily adverts 
rather than weekly and difficult to let properties are advertised under the  open to 
all banner on the system. Links have been developed with Social Services, 
Specialist workers/family liaison team and other agencies so that we can consult 
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3.3.3 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
3.3.4 
 
 
 
 
 
 
 
 
 
3.3.5 
 
 
 
 
 
3.3.6 
 
 
 
 
 
 
 

with them throughout the offer process, from identifying an offer to sign up. This 
has resulted in these agencies actively calling  to discuss re-housing and work 
with us for successful outcomes. We have had a number of successful allocations 
from a wide range of issues including applicants suffering from neglect from 
partner, financial abuse, hospital admissions, applicants working with social 
workers, Derby Homes staff, hospital, police and tenancy support. A new 
allocations policy has been introduced which will help us to assess the 
affordability of a tenancy as the welfare reform policies are rolled out. It is 
anticipated that demand for larger properties may decrease next year because of 
the impact of the under occupancy charge and demand for smaller properties to 
increase whilst turnover remains low. 
 
Rent Arrears  
 
The income management team have 10 targets. Five targets were achieved, none 
had red status at the end of the year. 
 
There was an 8.2% increase in average rent levels and the team achieved a real 
terms reduction in arrears. The percentage of rent collected was 98.3% including 
arrears brought forward. The income management team is working closely with 
housing management teams and training has been provided to staff so that they 
could participate effectively in the arrears blitz sessions in each area and give 
general advice to tenants on a day to day basis. The team are also working 
closely with Derby Advice to ensure tenants are receiving timely advice on 
benefits and budgeting advice to those tenants who are experiencing financial 
hardship as the impact of welfare reform start to take effect.  
 
Enquiry Centre 
 
The enquiry centre has 3 targets. Two targets were achieved.  
 
The average call wait (in seconds) is 30 seconds rather than the target of 20. As 
has been reported through out this financial year, this target cannot be achieved 
unless we employ several more staff than generally  needed. We have agreed an 
increased target with Derby City Council for 2013/14 of 30 seconds to reflect this 
issue. 
 
Satisfaction 
 
There are 5 targets set for satisfaction two were achieved.  Three targets had red 
status at the end of the year: 

- overall satisfaction is 83.4% (90% excluding no opinion responses) 
- satisfaction with opportunities to participate 50.2% (85.6%) 
- satisfaction with views taken into account 61.8% (83.3%) 

 
The outcome of the mini status satisfaction survey was subject to a Performance 
Surgery in Quarter 3. Each area has an action plan in place to address areas 
where our tenants tell us that they are not satisfied with the services provided and 
progress towards completing these actions is monitored by the performance 
team. Members of the Performance Surgery and the Performance Officer are 
undertaking a best practise visit to Solihull on Thursday 23rd May to look at their 
processes in the area of customer satisfaction.  
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3.3.7 
 
 
 

Miscellaneous 
• Invoices paid within 30 days has an amber status 
• SAP rating of dwellings has a green status. 

 
4. 

 
FINANCIAL AND BUSINESS PLAN IMPLICATIONS 
 

 The performance in the areas of satisfaction levels, relet times and rent arrears of 
current tenants are linked to the incentive payment to Derby Homes from Derby 
City Council. Rent collection is central to the HRA Business Plan. 

 
 
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 .2 % 2 .6 % 2 .1 % 2 .0 % A m b e r 2 .1 % 2 .0 % A m b e r P e r fo r m a n c e  o n  c u r r e n t  t e n a n t  a r r e a r s  c o l le c t io n
d u r in g  2 0 1 2 /1 3  h a s  b e e n  v e r y  p le a s in g  g iv e n  t h e
o v e r a l l  e c o n o m ic  c l im a te .  T h e r e  w a s  a n  8 .2 %
in c r e a s e  in  a v e r a g e  r e n t  le v e ls  s o  s o  a c h ie v in g  a
s ta n d  s t i l l  p o s i t io n  r e p r e s e n t s  a  r e a l  t e r m s
r e d u c t io n  in  a r r e a r s .

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

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 9 9 8 ,3 4 9 .0 1 ,3 1 3 ,1 3 2
.0

1 ,0 4 4 ,6 6 6
.0

9 9 8 ,3 4 8 .0 A m b e r 1 ,0 4 4 ,6 6 6
.0

9 9 8 ,3 4 8 .0 A m b e r P e r fo r m a n c e  o n  c u r r e n t  t e n a n t  a r r e a r s  c o l le c t io n
d u r in g  2 0 1 2 /1 3  h a s  b e e n  v e r y  p le a s in g  g iv e n  t h e
o v e r a l l  e c o n o m ic  c l im a te .  T h e r e  w a s  a n  8 .2 %
in c r e a s e  in  a v e r a g e  r e n t  le v e ls  s o  s o  a c h ie v in g  a
s ta n d  s t i l l  p o s i t io n  r e p r e s e n t s  a  r e a l  t e r m s
r e d u c t io n  in  a r r e a r s .

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

D H  L o c a l  0 4  F T A  a r r e a r s
w r i t t e n  o f f

L o w 1 9 ,7 9 5 .0 1 3 8 ,2 8 2 .0 2 1 0 .2 2 0 0 ,0 0 0 .0 B lu e 2 1 0 .2 2 0 0 ,0 0 0 .0 B lu e T a r g e t  w a s  n o t  m e t  o n  t h is  in d ic a to r  b e c a u s e  a
n u m b e r  o f  o ld e r  c a s e s  -  o v e r  6  y e a r s  o ld  -  w e r e
w r i t t e n  o f f  d u r in g  M a r c h .  T h is  w a s  a  n e c e s s a r y
'h o u s e k e e p in g ' e x e r c is e  a n d  w i l l  m e a n  t h a t  w e
c a n  c o n t r o l  t h is  b e t t e r  in  2 0 1 3 /1 4

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

D H  L o c a l  0 5  F o r m e r  t e n a n t
a r r e a r s  ( F T A )  o u t s ta n d in g  a t
t h e  e n d  o f  t h e  p e r io d  a s  a  %  o f
t o ta l  r e n t  d e b i t

L o w 2 .7 % 2 .6 % 2 .6 % 2 .5 % A m b e r 2 .6 % 2 .5 % A m b e r P e r fo r m a n c e  o n  t h is  in d ic a to r  is  v e r y  c lo s e  t o
ta r g e t  a n d  s h o w s  a n  im p r o v e m e n t  o n  la s t  y e a r .
I n c r e a s e d  r e s o u r c e s  w e r e  p u t   in t o  f o r m e r  t e n a n t
a r r e a r s  c o l le c t io n  d u r in g  2 0 1 2 /1 3  a n d
p e r fo r m a n c e  im p r o v e d  d u r in g  t h e  s e c o n d  p a r t  o f
t h e  y e a r .  W e  a r e  c o n f id e n t  t h a t  t h is  w i l l  c o n t in u r e
in to  2 0 1 3 /1 4 .  W e  d o  a n t ic ip a te  g r e a te r  le v e ls  o f
f o r m e r  t e n a n t  a r r e a r s  w h e n  t h e  f u l l  im p a c t  o f
W e l f a r e  R e fo r m  is  f e l t  p r o b a b ly  im p a c t in g  o n
fo r m e r  t e n a n t   a r r e a r s  in  2 0 1 4 /1 5

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

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 8 .1 % 9 8 .3 % 9 9 .0 % A m b e r 9 8 .3 % 9 9 .0 % A m b e r P e r fo r m a n c e  o n  c u r r e n t  t e n a n t  a r r e a r s  c o l le c t io n
d u r in g  2 0 1 2 /1 3  h a s  b e e n  v e r y  p le a s in g  g iv e n  t h e
o v e r a l l  e c o n o m ic  c l im a te .  T h e r e  w a s  a n  8 .2 %
in c r e a s e  in  a v e r a g e  r e n t  le v e ls  s o  s o  a c h ie v in g  a
s ta n d  s t i l l  p o s i t io n  r e p r e s e n t s  a  r e a l  t e r m s
r e d u c t io n  in  a r r e a r s .

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

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 6 .5 % 5 .9 % 5 .8 % 6 .3 % B lu e 5 .8 % 6 .3 % B lu e T a r g e t in g  t h e s e  c a s e s  h a s  p r o d u c e d  t h e  d e s ir e d
r e s u l t s  w i t h  p e r f o r m a n c e  w e l l  u n d e r  t a r g e t .  T h e
s t r e n g th e n in g  o f  t h e  t e a m  e a r l ie r  t h is  y e a r  a l lo w e d
m o r e  f o c u s  o n  t h e s e  c a s e s  a n d  e f f o r t s  w e r e
c o n c e n t r a te d  o n  n o n  p a y m e n t ,  p r o v id in g  s u p p o r t
w h e r e  a p p r o p r ia te  a n d  t a k in g  a c t io n  w h e r e
n e c e s s a r y .

D e r b y  H o m e s Q u a r te r ly M u r r a y
C h a p m a 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  1  o f  6
T im e  F e t c h e d :  F r id a y  1 0  M a y  2 0 1 3  1 7 :0 9 :1 0 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  1 2  F T A  c o l le c te d H ig h ! 7 ,3 7 8 .0 ! 5 3 ,5 8 5 .0 ! 8 1 ,1 3 7 .0 ! 8 0 ,0 0 0 .0 G r e e n ! 8 1 ,1 3 7 .0 ! 8 0 ,0 0 0 .0 G r e e n T h e  a d d i t io n a l  r e s o u r c e s  a r e  p r o d u c in g  t h e
e x p e c te d  r e s u l t s .   H a v in g  w o r k e d  t h r o u g h  t h e
b a c k lo g  o f  o ld  m a n y  o f  t h e s e  h a d  b e e n  p a s s e d  t o
th e  c o l le c t io n  a g e n c y   a n d  o th e r s  h a v e  b e e n
w r i t t e n  o f f  w h ic h  h a s  h e lp e d  t h is  f ig u r e  a n d  t h e
o v e r a l l  le v e l  o f  f o r m e r  t e n a n t  a r r e a r s .  T h e  t e a m
a r e  n o w  fo c u s in g  o n  t h e  m o s t  r e c e n t  d e b t  a s  i t
o c c u r s  a n d  t h is  w i l l  p r o d u c e  b e t t e r  r e tu r n s  t h a t  t h e
o ld e r  d e b t s .

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

D H  L o c a l  1 3  R e c h a r g e a b le s
c o l le c te d

H ig h 0 .0 7 ,7 4 7 .0 9 ,2 4 2 .0 N o  T a r g e t 9 ,2 4 2 .0 N o  T a r g e t N /A I n c o m e  c o n t in u e s  t o  b e  c o l le c te d  m a in ly  f r o m
c r e d i t s  d u e  t o  t e n a n t s  w h e r e  c h e c k s  a r e  m a d e  f o r
o th e r  d e b t s  .  M o r e  w o r k  is  b e in g  d o n e  o n  m o r e
r e c e n t  r e c h a r g e a b le  r e p a ir s  w h ic h  s h o u ld  r e s u l t  in
a  b e t t e r  r e tu r n  n e x t  y e a 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

D H  L o c a l  3 3  P e r c e n ta g e  o f
t e n a n t s  in  a r r e a r s  w h o  h a v e
h a d  N S P  s e r v e d .

L o w 1 7 .6 % 1 3 .9 % 1 6 .1 % 1 7 .6 % B lu e 1 6 .1 % 1 7 .6 % B lu e E f fo r t s  in t r o d u c e d  t o  p ic k  u p  a n y  c h a n g e s  o n
b e n e f i t  le v e ls  a n d  c o n ta c t  t e n a n t s  im m e d ia te ly
m a y  h a v e  h e lp e d  in  t h is  in d ic a to r  b y  r e d u c in g
s o m e  p o s s ib ly  u n n e c e s s a r y  n o t ic e s  b y  g e t t in g
te n a n t s  t o  a d d r e s s  t h e  c h a n g e  a n d  e i t h e r  s o r t  t h e
b e n e f i t  is s u e  o r  s t a r t  p a y in g .  N o t ic e  le v e ls  w e r e
w e l l  w i t h in  t h e  t a r g e t  r a n g e  a n d  la s t  y e a r .   L e v e ls
o f  n o t ic e s  r e q u ir e d  is  u n p r e d ic t a b le  a n d  y o u
c a n n o t  a lw a y s  p r e d ic t  w h e n  c h a n g e s  in
c i r c u m s ta n c e s  m a y  h a p p e n  o r  w h e n  a  t e n a n t  m a y
s to p  p a y in g .  W e  a r e  c o m fo r t a b le  w i t h  t h e  n o t io n
th a t  e v e r y  t e n a n t  w h o  s h o u ld  h a v e  a  n o t ic e  h a s
h a d  o n e .

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

D H  L o c a l  3 4  P e r c e n ta g e  o f
t e n a n t s  e v ic t e d  a s  a  r e s u l t  o f
r e n t  a r r e a r s

L o w 0 .0 % 0 .1 % 0 .1 % 0 .2 % B lu e 0 .1 % 0 .2 % B lu e A n  in c r e a s e  in  la s t  y e a r s  le v e ls  w a s  e x p e c te d
h e n c e  t h e  h ig h e r  t a r g e t .  E v e n  s o  o u t c o m e  w a s
w e l l  u n d e r  t a r g e t .  T h e  e v ic t io n  p r o c e s s  p r o v id e s  a
n u m b e r  o f  o p p o r t u n i t ie s  f o r  t e n a n t s  w h o  s e e k  t o
s o r t  o u t  t h e i r  r e n t  a r r e a r s  b u t  e v e n tu a l ly  t h e
o p p o r tu n i t ie s  r u n  o u t  f o r  t e n a n t s  w h o  f a i l  t o  r e d u c e
th e ir  r e n t  a r r e a r s .  A n o th e r  f a c to r  in  t h e  in c r e a s e
w a s  in t r o d u c to r y  t e n a n c ie s  o n  w h ic h  f u r t h e r
o p p o r tu n i t ie s  a r e  g e n e r a l ly  n o t  a l lo w e d .

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

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 .5 % 1 .0 % 1 .1 % 1 .3 % B lu e 1 .1 % 1 .3 % B lu e T h is  in d ic a to r  a g a in  c a m e  in  u n d e r  t a r g e t ,  g iv e n
th e  q u ic k  t u r n o v e r  o f  v o id s  t h r o u g h o u t  t h e  y e a r
h e lp e d  u s  a c h ie v e  t h is  f ig u r e .

D e r b y  H o m e s M o n th ly M a r y  H o lm e s

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  6
T im e  F e t c h e d :  F r id a y  1 0  M a y  2 0 1 3  1 7 :0 9 :1 0 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  0 9  &  1 0  T o ta l  a c t iv e
v o id s

L o w 5 7 .0 6 1 .0 7 2 .0 7 5 .0 B lu e 7 2 .0 7 5 .0 B lu e T h e  n u m b e r  o f  v o id s  c o n t in u e s  t o  r a is e  w h ic h  m a y
im p a c t  o n  t h e  r e - le t  f ig u r e  f o r  n e x t  y e a r ,  a l t h o u g h
n o t  u n e x p e c te d  d u e  t o  t h e  im p le m e n ta t io n  o f  t h e
w e l f a r e  r e fo r m  i t  is  c o n c e r n  a s  w e  m a y  s t r u g g le  t o
le t  t h e  la r g e r  p r o p e r t ie s .

D e r b y  H o m e s M o n th ly M a r y  H o lm e s

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 3 .3 2 0 .3 2 0 .3 2 2 .5 B lu e 2 0 .3 2 2 .5 B lu e T h e  r e - le t  f ig u r e  f o r  M a r c h  c a m e  in  a t   2 0 .7 6  d a y s
to  c a p  o f f  w h a t  h a s  b e e n  a n  e x c e l le n t  y e a r  f o r  t h e
r e - le t  f ig u r e ,  t h e  e n d  o f  y e a r  f ig u r e  w a s  t h r e e  d a y s
lo w e r  t h a n  la s t  y e a r s  f in a l  f ig u r e  o f  2 3 .3 2  a n d  o v e r
2  d a y s  a h e a d  o f  t h e  2 2 .5 0  d a y s  t a r g e t .  W e  h a v e
m a d e  s o m e  p r o c e s s  c h a n g e s  w h ic h  h e lp e d  u s
a c h ie v e  t h is  le v e l  o f  p e r f o r m a n c e ,  w e  h a v e  s o m e
s y s te m  c h a n g e s  t h a t  h a v e  ju s t  c o m e  in  in c lu d in g
d a i ly  a d v e r t s  a n d  a  n e w  a l lo c a t io n s  p o l ic y  w h ic h
s h o u ld  h e lp  u s  g o in g  f o r w a r d ,  h o w e v e r  t h e
im p l ic a t io n s  o f  t h e  W e l f a r e  R e fo r m  m a y  w o r k
a g a in s t  u s  a s  w e  s t r u g g le  t o  f in d  f a m i l ie s  t o  m o v e
in to  t h e  f r e e d  u p  la r g e r  p r o p e r t ie s .

D e r b y  H o m e s M o n th ly M a r y  H o lm e s

D H  L o c a l  3 5  R e n t  lo s s  o n
p a s s iv e  v o id s  ( n e w  in d ic a to r
2 0 1 1 /1 2 )

L o w 2 7 ,8 8 7 .6 1 4 ,6 8 5 .6 1 4 ,0 5 0 .3 1 0 0 ,0 0 0 .0 B lu e 1 4 ,0 5 0 .3 1 0 0 ,0 0 0 .0 B lu e T h e  y e a r  e n d  f ig u r e  w a s  ! 1 4 ,0 5 0 .2 8  w h ic h  is  w e l l
w i t h in  t a r g e t .  C u m m u la t iv e  r e n t  lo s s  f o r  t h e  y e a r
w a s  ! 2 0 8 ,3 3 0 .1 4 .   T h e  m a jo r i t y  o f  t h is  w a s  f o r
p r o p e r t ie s  w h ic h  w e r e  d u e  t o  b e  d e m o l is h e d  b u t
w e r e  s t i l l  o n  t h e  r e n t  r o l l .  P a s s iv e  v o id s  t h a t  a r e
u n d e r g o in g  m a jo r  r e p a ir s  a n d  a r e  d u e  t o  r e tu r n  t o
b e  r e le t  r e m a in  a t  a  lo w  le v e l .

D e r b y  H o m e s M o n th ly M a r y  H o lm e s

D H  L o c a l  4 0  T e m p o r a r y
A c c o m m o d a t io n  ( r e a d y  t o
o c c u p y  s ta g e )

L o w 2 6 .0 4 .4 4 .6 1 0 .5 B lu e 4 .6 1 0 .5 B lu e T h e r e  is  v e r y  l i t t le  c o m p a r in g  t h is  y e a r s  f ig u r e
a g a in s t  t h a t  o f  t h e  p r e v io u s  y e a r s  a s  t h is  w a s  t h e
r e - le t  f ig u r e  a n d  n o t  t h e  r e a d y  t o  le t  f ig u r e ,  t h e
f ig u r e  o f  4 .6 3  d a y s  in d ic a te s  s t r o n g  p e r f o r m a n c e
th a t  w e  h a v e  h a d  w i t h in  v o id s  a s  t h is  w i l l  in c lu d e
d a y s  lo s t  o v e r  a  w e e k e n d .

D e r b y  H o m e s M o n th ly M a r y  H o lm e s

D H  L o c a l  4 2  T o ta l  v o id s  a s  a  %
o f  s t o c k

L o w 0 .6 % 0 .4 % 0 .7 % 0 .8 % B lu e 0 .7 % 0 .8 % B lu e A g a in  h a v e  c o m e  in  b e lo w  t a r g e t  a s  w e  h a v e  w i t h
th e  n u m b e r  o f  a c t iv e  a n d  p a s s iv e  v o id s .

D e r b y  H o m e s Q u a r te r ly M a r y  H o lm e s

D H  L o c a l  5 4  T o ta l  o f  p a s s iv e
v o id s

L o w 2 2 .0 2 3 .0 1 8 .0 3 5 .0 B lu e 1 8 .0 3 5 .0 B lu e B e lo w  t h e  t a r g e t  s e t  f o r  t h e  y e a r  b u t  I  w o u ld
e x p e c t  t h e  n u m b e r  t o  in c r e a s e  d u r in g  t h e  y e a r
w i t h  t h e  r e tu r n  o f  O a k v a le  H o u s e .

D e r b y  H o m e s M o n th ly M a r y  H o lm e s

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 8 .0 % 9 9 .8 % 9 9 .9 % 9 8 .5 % G r e e n 9 9 .9 % 9 8 .5 % G r e e n I t  is  v e r y  p le a s in g  t o  r e p o r t  t h a t  w e  h a v e  f in is h e d
th e  y e a r  m o r e  t h a n  1 %  a b o v e  t a r g e t .  T h e  y e a r
e n d  o u t t u r n  a ls o  s h o w s  s ig n i f ic a n t  im p r o v e m e n t
o n  t h e  p r e v io u s  y e a r ,  O u t  o f  t h e  1 9 5 4  c o m p le te d
jo b s  o n ly  3  w e r e  c o m p le te d  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 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  6
T im e  F e t c h e d :  F r id a y  1 0  M a y  2 0 1 3  1 7 :0 9 :1 0 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



L a t e s t  P e r f o r m a n c e  R e p o r t
E x te r n a l  P a r tn e r s  - >  D e r b y  H o m e s
3 1 - M a r - 2 0 1 3

D e s c r ip t io n G o o d
is

C o u n c i l
S c o r e c a r d

P r e v io u s
Y e a r  E n d

O u t tu r n

P r e v io u s
P e r io d
Y e a r  t o

D a te

Y e a r  T o
D a te

Q u a r te r ly
T a r g e t

Q u a r te r ly
T a r g e t
S ta tu s

Y e a r  E n d
F o r e c a s t

Y e a r  E n d
T a r g e t

F o r e c a s t
S ta tu s

D o T
S ta tu s

C o m m e n ta r y

C o m m e n ta r y IM A
G E
M e
a s u
r e
U R
L

D e p a r tm e n t F r e q u e n c y A c c o u n ta b le
O f f ic 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 6 .6 % 9 9 .5 % 9 9 .5 % 9 8 .0 % G r e e n 9 9 .5 % 9 8 .0 % G r e e n I t  is  v e r y  p le a s in g  t o  r e p o r t  t h a t  w e  h a v e  f in is h e d
th e  y e a r  m o r e  t h a n  1 .5 %  a b o v e  t a r g e t .  T h e  y e a r
e n d  o u t t u r n  a ls o  s h o w s  s ig n i f ic a n t  im p r o v e m e n t
o n  t h e  p r e v io u s  y e a r ,  O u t  o f  t h e  6 6 4 9  c o m p le te d
jo b s  o n ly  3 2  w e r e  c o m p le te d  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 7 .8 % 9 9 .9 % 9 9 .9 % 9 8 .0 % G r e e n 9 9 .9 % 9 8 .0 % G r e e n I t  is  v e r y  p le a s in g  t o  r e p o r t  t h a t  w e  h a v e  f in is h e d
th e  y e a r  1 .8 9 %  a b o v e  t a r g e t .  T h e  y e a r  e n d
o u t t u r n  a ls o  s h o w s  s ig n i f ic a n t  im p r o v e m e n t  o n  t h e
p r e v io u s  y e a r ,  O u t  o f  t h e  7 9 3 6  c o m p le te d  jo b s
o n ly  9  w e r e  c o m p le te d  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 9  P e r c e n ta g e  o f  n o n
u r g e n t  r e p a ir s  c o m p le te d  w i t h in
2 5  w o r k in g  d a y s  ( 4 4 )

H ig h 9 8 .6 % 1 0 0 .0 % 1 0 0 .0 % 9 5 .0 % B lu e 1 0 0 .0 % 9 5 .0 % B lu e I t  is  v e r y  p le a s in g  t o  r e p o r t  t h a t  w e  h a v e  f in is h e d
th e  y e a r  ju s t  u n d e r  5 %  a b o v e  t a r g e t .  T h e  y e a r  e n d
o u t t u r n  a ls o  s h o w s  s ig n i f ic a n t  im p r o v e m e n t  o n  t h e
p r e v io u s  y e a r ,  O u t  o f  t h e  1 6 6 3 9  c o m p le te d  jo b s
o n ly  6  w e r e  c o m p le te d  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 0  P e r c e n ta g e
s p e c ia l is t  n o n  u r g e n t  r e p a ir s
c o m p le te d  w i t h in  6 0  w o r k in g
d a y s

H ig h 9 9 .6 % 1 0 0 .0 % 1 0 0 .0 % 9 5 .0 % B lu e 1 0 0 .0 % 9 5 .0 % B lu e I t  is  v e r y  p le a s in g  t o  r e p o r t  t h a t  w e  h a v e  f in is h e d
th e  y e a r  ju s t  u n d e r  5 %  a b o v e  t a r g e t .  T h e  y e a r  e n d
o u t t u r n  a ls o  s h o w s  s ig n i f ic a n t  im p r o v e m e n t  o n  t h e
p r e v io u s  y e a r ,  O u t  o f  t h e  3 9 5 5  c o m p le te d  jo b s
o n ly  1  w a s  c o m p le te d  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 % 0 .0 % 0 .0 % 0 .0 % A n n u a l
C o l le c t io n

0 .0 % 0 .0 % B lu e N /A C h e c k e d  t h e  K e y s to n e  A s s e t  M a n a g e m e n t
d a ta b a s e  a n d  c u r r e n t ly  w e  h a v e  n o  p r o p e r t ie s  t h a t
m e e t  t h e  n o n - d e c e n c y  s ta n d a r d .

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 t  y e a r  e n d ,  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 c a te  h a s  b e e n  is s u e d  f o r  a l l  a p p l ic a b le
p r o p e r t ie s

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  3 8  A d a p ta t io n s
- a v e r a g e  t im e  f r o m  r e fe r r a l  t o
s m a l l  a d a p ta t io n  ( d a y s )

L o w 7 .2 8 .0 9 .0 1 2 .0 B lu e 9 .0 1 2 .0 B lu e D e r b y  H o m e s Q u a r te r ly M a t t  H a n d s

D H  L o c a l  3 9  A d a p ta t io n s
- a v e r a g e  t im e  f r o m  r e fe r r a l  t o
la r g e  a d a p ta t io n  ( d a y s )

L o w 1 4 7 .0 6 6 .0 6 5 .0 9 0 .0 B lu e 6 5 .0 9 0 .0 B lu e D e r b y  H o m e s Q u a r te r ly M a t t  H a n d s

D H  L o c a l  4 4 a  P e r c e n ta g e  o f
r e s p o n s iv e  r e p a ir s  f o r  w h ic h
a p p o in tm e n t  m a d e

H ig h 8 8 .6 % 9 5 .5 % 9 6 .6 % 9 5 .0 % G r e e n 9 6 .6 % 9 5 .0 % G r e e n 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

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 .6 % 9 9 .6 % 9 9 .0 % G r e e n 9 9 .6 % 9 9 .0 % G r e e n I t  is  p le a s in g  t o  r e p o r t  t h a t  w e  h a v e  f in is h e d  t h e
y e a r  w e l l  a b o v e  t a r g e t  in  a l l  p r io r i t ie s .  T h e  y e a r
e n d  o u t t u r n  a ls o  s h o w s  s ig n i f ic a n t  im p r o v e m e n t
o n  t h e  p r e v io u s  y e a r ,  O u t  o f  t h e  3 7 1 6 5  c o m p le te d
jo b s  o n ly  5 1  w e r e  c o m p le te d  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  5 5  ( B V 2 1 1 a )
P r o p o r t io n  o f  p la n n e d  r e p a ir s
a n d  m a in te n a n c e  e x p e n d i t u r e
c o m p a r e d  t o  r e s p o n s iv e
m a in te n a n c e  e x p e n d i t u r e

H ig h 7 0 .0 % 7 0 .0 % 7 0 .0 % 7 0 .0 % G r e e n 7 0 .0 % 7 0 .0 % G r e e n T h is  t a r g e t  c o n t in u e s  t o  b e   c o n s is t a n t  a n d  is  in
l in e  w i t h  t h e  le v e ls  o f  b u d g e t  e x p e n d i t u r e  s e t  a t
t h e  b e g in n in g  o f  t h e  y e a r .

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 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  4  o f  6
T im e  F e t c h e d :  F r id a y  1 0  M a y  2 0 1 3  1 7 :0 9 :1 0 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



L a t e s t  P e r f o r m a n c e  R e p o r t
E x te r n a l  P a r tn e r s  - >  D e r b y  H o m e s
3 1 - M a r - 2 0 1 3

D e s c r ip t io n G o o d
is

C o u n c i l
S c o r e c a r d

P r e v io u s
Y e a r  E n d

O u t tu r n

P r e v io u s
P e r io d
Y e a r  t o

D a te

Y e a r  T o
D a te

Q u a r te r ly
T a r g e t

Q u a r te r ly
T a r g e t
S ta tu s

Y e a r  E n d
F o r e c a s t

Y e a r  E n d
T a r g e t

F o r e c a s t
S ta tu s

D o T
S ta tu s

C o m m e n ta r y

C o m m e n ta r y IM A
G E
M e
a s u
r e
U R
L

D e p a r tm e n t F r e q u e n c y A c c o u n ta b le
O f f ic e r

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

D H  L o c a l  2 5  P e r c e n ta g e  o f
c a l ls  a n s w e r e d  in  le s s  t h a n  1 0
s e c o n d s

H ig h 7 2 .1 % 7 5 .3 % 7 1 .3 % 7 0 .0 % G r e e n 7 1 .3 % 7 0 .0 % G r e e n T a r g e t  m e t  f o r  t h e  y e a r  h o w e v e r  t h e r e  h a s  b e e n  a
m a r k e d  d r o p  in  p e r f o r m a n c e  le v e ls  d u r in g  M a r c h .
T h is  is  m a in ly  d u e  t o  t h e  c h a n g e  in  t h e  w a y  w e
n o w  m a n a g e  t h e  E C  h a v in g  in t r o d u c e d  a  'h a r d
s p l i t '  b e tw e e n  r e p a ir s  a n d  g e n e r a l  c a l ls .  T h is  h a s
h a d  a  c o n s id e r a b le  im p a c t  o n  t h e  a b i l i t y  o f  t h e  E C
to  r e s p o n s d  t o  f lu c tu a t io n s  in  c a l l  v o lu m e s

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

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 1 .9 2 5 .0 2 9 .2 2 0 .0 R e d 2 9 .2 2 0 .0 R e d P e r fo r m a n c e  h a s  n o t  m e t  t a r g e t .   T h is  is  b e c a u s e
th e  t a r g e t  f ig u r e  w a s  n o t  in  l in e  w i t h  t h e  o th e r
t a r g e t s  f o r  t h is  a r e a  o f  w o r k .   T h is  t a r g e t  c o u ld  n o t
b e  a c h ie v e d  u n le s s  w e  h a d  c o n s id e r a b ly  m o r e
s ta f f  t h a n  is  g e n e r a l ly  n e e d e d  a n d  w o u ld  b e  in  l in e
w i t h  a n  a v e r a g e  p e r f o r m a n c e  le v e l  f a r  in  e x c e s s  o f
t a r g e t  f o r  t h e  o th e r  tw o  in d ic a to r s .

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

D H  L o c a l  4 7  P e r c e n ta g e  o f
a b a n d o n e d  c a l ls  a s  a  %  o f  c a l ls
r e c e iv e d

L o w 7 .5 % 5 .5 % 6 .7 % 9 .0 % B lu e 6 .7 % 9 .0 % B lu e T a r g e t  m e t  f o r  t h e  y e a r  h o w e v e r  t h e r e  h a s  b e e n  a
m a r k e d  d r o p  in  p e r f o r m a n c e  le v e ls  d u r in g  M a r c h .
T h is  is  m a in ly  d u e  t o  t h e  c h a n g e  in  t h e  w a y  w e
n o w  m a n a g e  t h e  E C  h a v in g  in t r o d u c e s  a  'h a r d
s p l i t '  b e tw e e n  r e p a ir s  a n d  g e n e r a l  c a l ls .  T h is  h a s
h a d  a  c o n s id e r a b le  im p a c t  o n  t h e  a b i l i t y  o f  t h e  E C
to  r e s p o n d  t o  f lu c tu a t io n s  in  c a l l  v o lu m e s

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 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 .1 % 8 3 .4 % 8 3 .4 % 8 8 .0 % A n n u a l
C o l le c t io n

8 3 .4 % 8 8 .0 % R e d O v e r a l l  s a t is f a c t io n  w i t h  D e r b y  H o m e s  h a s
in c r e a s e d  s ig n i f ic a n t ly  f r o m  7 2 .7 %  in  2 0 0 8
( S T A T U S )  t o  8 6 %  in  2 0 1 0 /1 1 .  A l t h o u g h  t h e r e  h a s
b e e n  a  d e c r e a s e  in  s a t is f a c t io n  t o  8 3 .4 % ,  t h is  is
n o t  a  s ig n i f ic a n t  d r o p .  D is s a t is f a c t io n  h a s  a ls o
s e e n  a  d e c r e a s e  f r o m  1 2 .4 %  in  2 0 0 8  t o  8 .6 %  in
2 0 1 2 .  H o w e v e r  w h e n  w e  d is c o u n t  t h o s e  p e o p le
w h o  d id  n o t  e x p r e s s  a n  o p in io n  e i t h e r  w a y ,  t h e n
th o s e  p e o p le  e x p r e s s in g  p o s i t iv e  s a t is f a c t io n  is
9 0 .6 %

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 3 .9 % 9 8 .2 % 9 7 .7 % 9 5 .0 % B lu e 9 5 .0 % N /A N /A T h e  s a t is f a c t io n  r e m a in s  h ig h  a t  9 8 .6 5 % ,  t h is  is
3 .9 8 %  h ig h e r  t h a n  in  t h e  s a m e  p e r io d  2 0 1 2 /1 3 .

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 4 .4 % 6 4 .4 % 6 1 .8 % 6 8 .0 % A n n u a l
C o l le c t io n

6 1 .8 % 6 8 .0 % R e d O v e r a l l  6 1 .8 %  o f  r e s p o n d e n ts  a r e  s a t is f ie d  t h a t
D e r b y  H o m e s  t a k e  t h e i r  v ie w s  in t o  a c c o u n t  w i t h
2 5 .8 %  w h o  a r e  n e i t h e r  s a t is f ie d  n o r  d is s a t is f ie d
a n d  1 2 .4 %  w h o  a r e  d is s a t is f ie d .    H o w e v e r  w h e n
w e  d is c o u n t  t h o s e  p e o p le  w h o  d id  n o t  e x p r e s s  a n
o p in io n  e i t h e r  w a y ,  t h e n  t h o s e  p e o p le  e x p r e s s in g
p o s i t iv e  s a t is f a c t io n  is  8 3 .3 % .

D e r b y  H o m e s A n n u a l J im  J o y c e
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L a t e s t  P e r f o r m a n c e  R e p o r t
E x te r n a l  P a r tn e r s  - >  D e r b y  H o m e s
3 1 - M a r - 2 0 1 3
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D e p a r tm e n t F r e q u e n c y A c c o u n ta b le
O f f ic e r

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 .5 % 9 7 .5 % 9 7 .0 % 9 4 .0 % B lu e 9 6 .0 % 9 4 .0 % B lu e T a r g e t  m 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

D H  L o c a l  3 1  S a t is f a c t io n  w i t h
th e  o p p o r tu n i t ie s  f o r
p a r t ic ip a t in g  in  d e c is io n
m a k in g .

H ig h 5 1 .4 % 5 1 .4 % 5 0 .2 % 9 0 .0 % A n n u a l
C o l le c t io n

5 0 .2 % 9 0 .0 % R e d O v e r a l l  5 0 .2 %  o f  r e s p o n d e n ts  a r e  s a t is f ie d  w i t h
th e  o p p o r tu n i t ie s  f o r  p a r t ic ip a t io n  w i t h  4 1 .2 %  w h o
a r e  n e i t h e r  s a t is f ie d  n o r  d is s a t is f ie d .  A c t io n  p la n s
a r e  b e in g  p u t  in  p la c e  t o  o f f e r  s o lu t io n s  a n d
d i f f e r e n t  w a y s  o f  r e a c h in g  t e n a n t s .   H o w e v e r
w h e n  w e  d is c o u n t  t h o s e  p e o p le  w h o  d id  n o t
e x p r e s s  a n  o p in io n  e i t h e r  w a y ,  t h e n  t h o s e  p e o p le
e x p r e s s in g  p o s i t iv e  s a t is f a c t io n  is  8 5 .6 %

D e r b y  H o m e s A n n u a l 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 2 .8 % 9 4 .7 % 9 4 .7 % 9 7 .0 % A m b e r 9 4 .7 % 9 7 .0 % A m b e r S in c e  t h e  r e le a s e  o f  O r a c le  R 1 2  in  N o v  1 2  s e v e r a l
p r o b le m s  h a v e  b e e n  e n c o u n te r e d  b u t  m o s t  h a v e
n o w  b e e n  r e s o lv e d  a n d  t h e  M a r c h  r e s u l t  is
e n c o u r a g in g .

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 H  L o c a l  2 4  E n e r g y  E f f ic ie n c y
- a v e r a g e  S A P  r a t in g  o f
d w e l l in g s  ( B V 6 3 )

H ig h 7 1 .2 7 2 .0 7 2 .0 G r e e n 7 2 .0 7 2 .0 G r e e n N /A A f te r  c o m p le t io n  o f  t h e  e n e r g y  e f f ic ie n c y
im p r o v e m e n t  w o r k  t h r o u g h  C E S P ,  w e  h a v e  f in a l ly
m a n a g e d  t o  a c h ie v e  o u r  t a r g e t  f o r  t h is  y e a r .  T h is
w a s  in  d o u b t  e a r l ie r  t h is  y e a r  f o l lo w in g  c h a n g e s  t o
le g is la t io n  a n d  t h e  m o v e  f r o m  R D S A P  9 .9 0  t o
9 .9 1 ,  w h ic h  c h a n g e d  t h e  w a y  in  w h ic h  t h e  S A P
r a t in g  w a s  c a lc u la te d .  I  b e l ie v e  w e  h a v e  n o w
r e a c h e d  a  p la te a u  a n d  i t  w i l l  b e  d i f f ic u l t  t o  a c h ie v e
a n y  s ig n i f ic a n t  g a in  in  o u r  f u t u r e  A v e r a g e  S A P
r a t in g s .  A  r e a l is t ic  t a r g e t  f o r  n e x t  y e a r  w o u ld  b e
7 2 .3 .

D e r b y  H o m e s Q u a r te r ly M a t t  H a n d s
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