
RUSHMOOR BOROUGH COUNCIL

COMMUNITY POLICY AND REVIEW 
PANEL

at the Council Offices, Farnborough on
Thursday, 4th February, 2016 at 7.00 pm

To:

Cllr M.D. Smith (Chairman)
Cllr M.S. Choudhary (Vice-Chairman)

Cllr Sophia Choudhary
Cllr R. Cooper
Cllr Liz Corps

Cllr Jennifer Evans
Cllr S.J. Masterson
Cllr M.J. Roberts

Cllr P.F. Rust

Enquiries regarding this agenda should be referred to the Lauren Harvey, 
Democratic and Customer Services, 01252 398827 

lauren.harvey@rushmoor.gov.uk.

Public Document Pack



A G E N D A
1. MINUTES – (Pages 1 - 6)

To confirm the Minutes of the Meeting held on 19th November, 2015 (copy 
attached).

2. FIRST WESSEX - UPDATE – (Pages 7 - 150)

Ms. Carol Williams, Operations Director, and Mr. Mark Batchelor, Property 
Services Director, have been invited to the meeting to provide the panel with an 
update on First Wessex’s performance management and policies (information pack 
available electronically).

3. NEIGHBOURHOOD RENEWAL STRATEGY - UPDATE – 

Ms. Debbie Whitcombe, Neighbourhood Development Officer, will provide the 
Panel with an update on the fourth year of the Neighbourhood Renewal Strategy.

4. HOUSING OPTIONS - UPDATE – 

To receive an update on the current position of the Housing Options team 
from Housing Options Manager, Ms. Suzannah Hellicar.

5. WORK PROGRAMME – (Pages 151 - 160)

To note the Community Policy and Review Panel’s work programme for 
2015/16 (copy attached).

MEETING REPRESENTATION

Members of the public may ask to speak at the meeting on any of the items on the 
agenda by writing to the Panel Administrator at the Council Offices, Farnborough by 
5.00 pm three working days prior to the meeting.

Applications for items to be considered for the next meeting must be received in 
writing to the Panel Administrator fifteen working days prior to the meeting.
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COMMUNITY 
POLICY AND REVIEW PANEL 

 
Minutes of the meeting held on Thursday, 19th November, 2015 at the 

Council Offices, Farnborough at 7.00 pm.   
  

Voting Members 
      
 Cr. M.D. Smith (Chairman) 
     Cr. M.S. Choudhary (Vice-Chairman) 
      
  
     

 

Cr. Sophia Choudhary 
Cr. R. Cooper 
Cr. Liz Corps 
 

  
 

Cr. Jennifer Evans 
 

 
  
 

Cr. S.J. Masterson 
Cr. M.J. Roberts 
Cr. P.F. Rust 
 

  
7. MINUTES – 

 
 The Minutes of the Meeting held on 17th September, 2015 were 

approved and signed by the Chairman.  
 

8. NORTH EAST HAMPSHIRE AND FARNHAM CLINICAL COMMISSIONING 
GROUP – VANGUARD PROGRAMME –  

 
  The Panel welcomed Ms. Sally Bannister to the meeting.  Ms. 
Bannister was the North East Hampshire and Farnham Vanguard Programme 
Lead and had been invited to the meeting to provide an overview of the 
Group’s Vanguard Programme.   
 
  Ms. Bannister advised the Panel that the North East Hampshire and 
Farnham Clinical Commissioning Group, together with health and social care 
partners, had been awarded Vanguard status by NHS England.  This would 
involve plans for moving services away from hospitals and into the community 
and to bring together elements of health and social care so that services could 
be provided quicker.  This could happen because Vanguard status brought 
with it expert guidance and national resources to provide support and flexibility 
to bring about the aims of the Programme.  Essentially, it could be said that 
the Programme provided a “turbo boost” to what had already been agreed that 
should happen to ensure that people were supported to be happy and healthy 
at home for as long as possible. 
 
  It was noted that Vanguard was a partnership of clinicians and service 
managers from: 
 

 NHS North East Hampshire and Farnham Clinical 
Commissioning Group  

 primary care 

 Frimley Health NHS Foundation Trust (which ran Frimley Park 
Hospital) 
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 Surrey and Borders Partnership NHS Foundation Trust (mental 
health services) 

 Southern Health NHS Foundation Trust (community services) 

 Virgin Care (community services) 

 Hampshire County Council (social care) 

 Surrey County Council (social care) 

 South East Coast Ambulance Service NHS Foundation Trust 

 North Hampshire Urgent Care (out-of-hours GP service) 

 voluntary sector 
 
  The Vangard  programme would also work with patients and the public 
to help shape, develop and continually improve the way services were 
provided by designing services with the local community, helping people to 
look after themselves.   It would also enable staff to provide high quality joined 
up care by making sure that funding and organisational boundaries did not 
hinder progress.  
 
  Ms. Bannister referred to the structure of the partnership, which 
comprised a Chief Executives Group of the key partnership members and 
working groups for each of the following work streams, details of which were 
also outlined: 

 

 design group 

 prevention and self-care 

 integrated hubs and enhanced out of hospital care 

 a new model of care for people with acute needs 

 supporting the development of primary care to operate at scale 

 design and deliver a new commissioning model 

 determining the organisational arrangements through which 
providers work as one 

 understanding the needs of local people and the outcomes they 
seek 

 effective co-production, engagement and communications 

 access to electronic records for patients and care professionals 

 redesigning the workforce and ensuring behavioural change 

 evaluating the impact of the changes 

 estates 
 

 During discussion, Members raised questions regarding the impact of 
the Government’s Spending Review, patients’ electronic records and the 
sharing of such information, the timescale for the Vanguard Programme, 
costs, outcomes and priorities.  

 
 On behalf of the Panel, the Chairman thanked Ms. Bannister for her 
informative presentation and it was AGREED that  a clinician, Dr. Andy 
Whitfield, Chairman and Clinical Lead for the North East Hampshire and 
Farnham Clinical Commissioning Group  would be invited to attend a future 
meeting to provide an update on the Vanguard Programme’s work and the 
impact on services.  
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9. WELFARE REFORM UPDATE – 
 

  The Panel welcomed Mr. Ian Harrison, Corporate Director, who had 
been invited to the meeting to give an update on the latest position of Welfare 
Reform both nationally and locally. 
 
  Mr. Harrison referred to the current political landscape, post General 
Election and the continuation of the Welfare Reform programme, including an 
acceleration and extension of some elements.   In the Queen’s Speech, the 
Government had pledged to remove a further £12 billion from the Welfare Bill 
whilst mainly protecting pensioner welfare.  It was known that Welfare Reform 
would play its part in the creation of a “budget surplus” by 2019/20.  The 
specific measures which had been announced were: 
 

 four year freeze on most working age benefits 

 reduction in the benefit cap from £26,000 to £20,000 (£23,000 in 
London) 

 18-21 year olds not automatically entitled to help with housing 
costs 

 most welfare support restricted to two children 

 programme of broad based reduction in tax credit awards 

 introduction of a National Living Wage for 25+ age (£7.20 rising 
to £9.00 per hour by 2020) 

 £800 million additional Discretionary Housing Payment funding 
for five years for local authorities. 

 
  The July 2015 budget had only set out around £17 billion of the £37 
billion required to achieve the surplus in 2019/20.  The remaining £20 billion 
would be announced in the autumn Spending Review.   

 
  Mr. Harrison referred to an Ipsos MORI poll that had been carried out in 
September, 2015 to gather information on people’s views on austerity 
measures.  In addition, Mr. Harrison briefed Members on research by the 
Resolution Foundation on spending within the welfare budget, where it was 
stated that, by 2020, working-age adult welfare was set to fall to its lowest 
level since 1979; spending on children would be back to its 2002 level; while 
pensioner spend would fall to its immediate pre-crisis level. It was also 
advised that pensioner spend reduction was being driven by increasing the 
State Pension to 66 by 2020.  In respect of the focus of welfare spending, it 
was noted that pensioner benefits accounted for 45% of total welfare spending 
immediately pre-crisis, but were set to account for 52% by the end of the 
decade.  In contrast, tax credit and child benefit spending would fall from 21% 
to 17% of the total.   It was further noted that, by 2020/21, the share of 
Government spending flowing to older people and health could reach 43%, 
which was its highest level since comparable records had begun in the 1990s.  
In contrast, it was forecast that the share allocated to education and economic 
affairs would reach a new low of 19%.   
 
  In respect of the situation in Rushmoor, Mr. Harrison advised Members 
that, overall since March 2013, there had been a 6.3% decrease in the 
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Housing Benefit and Council Tax Benefit caseload.  The eligible population 
levels had increased over the years from 2009 to 2014 from 71,300 to 76,374 
with the Benefits caseload as a percentage of the population increasing from 
8.5% in 2009 to 10% in 2014.  It was also noted that, between the period of 
November 2008 and May 2015, Rushmoor had seen the largest increase 
(46%) in Housing Benefit claimants across the whole of Great Britain.  In 
respect of Job Seekers’ Allowance, Rushmoor had seen a decrease in the 
past year of 160 (21%) claimants and of 625 (51%) in the past two years.  It 
was noted that the August 2015 figure was 0.8% lower than the national figure 
and 0.1% lower than the South East figure.   It was further noted that the 
number of Employment and Support Allowance claimants had increased in 
Rushmoor since the Allowance had been created in November 2008, although 
this figure was relatively low.   
 
  Mr. Harrison displayed maps of the Borough which showed the indices 
of multiple deprivation in 2010 and 2015 which demonstrated a general shift in 
areas towards being more deprived, although contrasted with some pockets of 
improvement, indicating the changing picture of the Borough.   
 
  The Panel was then briefed on the national caseload for Universal 
Credit.   The age range of claimants was shown, together with the caseload 
figures for the nearest authorities who currently processed Universal Credit.  It 
was noted that Rushmoor would be in the tranche of authorities to start 
dealing with Universal Credit from December 2015 to April 2016, with 
Rushmoor expecting to see its first claimants in February 2016.   
 
  The Panel noted that, in April 2015, there had been 500 people in the 
Borough who would be affected by the benefit changes relating to additional 
bedroom restrictions. However, by October 2015 this number had reduced by 
154 as these residents were no longer affected due to a change in their 
circumstances.   Members were advised that there were currently 24 Benefit 
capped cases in Rushmoor.  Continued engagement was taking place with 
residents affected to support them through joint working by Housing Services 
at Rushmoor and other organisations. 
 
  In respect of Discretionary Housing Payments, the Panel was advised 
that the total fund for 2015/16 was £125,516.  It was noted that 72% of 
Discretionary Housing Payments had been awarded to support people 
affected by the social sector size criteria (additional bedroom restriction). 
 
  In respect of Council Tax collection rates, it was noted that, for 
2014/15, the collection rate had been 98.2% which compared extremely well 
to other areas in the UK.   
 
  The Panel was reminded about the provisions of the Council Tax 
Benefit Scheme and the local Council Tax Support Scheme.  Members were 
advised that Council Tax support spending had continued to drop and that 
caseload work had also reduced by 16.1% over the period from March 2013 to 
June 2015.   Details were given of award data for the Council Tax scheme, 
how the Scheme operated across Hampshire and how this compared to 
Rushmoor’s immediate neighbours and to Rushmoor’s audit family.  
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  Rushmoor’s Council Tax Support Scheme had performed well but was 
currently under review and subject to consultation on various options for 
change.   Responses would be considered by the Welfare Reform Task and 
Finish Group for submission to the Cabinet for consideration to then be 
recommended for approval by the full Council on 27th January, 2016. 
 
  In conclusion, Mr. Harrison advised that the Government’s intent and 
mandate was to continue to deliver welfare reform through a complex and 
wide-ranging programme.  Locally, the Council had some different and difficult 
issues with welfare and income generally.  Housing demand versus supply 
and costs supporting rent in the private sector remained a challenge. Mr 
Harrison reported the Task and Finish Group’s view was that changes needed 
to be made, but it was important that the genuinely vulnerable should continue 
to be protected. 
 
  During discussion, Members raised questions regarding the Council 
Tax Benefit Scheme, the Council Tax collection rate, indices of multiple 
deprivation and the changing local demography.  Members expressed great 
satisfaction that Rushmoor was the best local authority in England for 
processing benefit claims and extended their appreciation and congratulations 
to the department responsible for this achievement. 
 
   The Chairman thanked Mr. Harrison for his comprehensive and 
informative presentation.   The Panel NOTED the update. 
   

10. WORK PROGRAMME – 
 

   The Panel NOTED the work programme and work schedule.  
 

 
 

   The Meeting closed at 8.41 p.m. 
 
 
 

M.D. SMITH  
                                           CHAIRMAN 

 
 
 

---------- 
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North Town

Grange-AMayfield
Farnborough North

Aldershot South

Aldershot Central

Rushmoor

Farnborough

Minley and West Heath

Ordnance Survey data © Crown copyright and database right 2014

Ü

Neighbourhood Manager Patch Stock 
Breakdown within Rushmoor Borough Council

Key
FW Properties within Rushmoor BC area 0 1

Miles
Aldershot 
Central 

Aldershot 
South Farnborough Farnborough 

North Grange-A Heron Wood Mayfield Minley and 
West Heath North Town Rushmoor West End Total

Commercial 4 2 1 3 2 12
Garages 163 152 154 158 113 296 14 42 36 3 1131
General Needs 574 35 253 368 435 469 436 393 453 357 3773
Intermediate Rental 3 14 9 26
Managing Agents 1 4 5
Market Rental 1 1
Other Housing Activities 12 1 1 14
Overhead / Departments 1 1
Owner Occupier 40 90 103 100 20 4 37 37 29 460
Shared Ownership 4 4 7 67 59 141
Sheltered 31 87 22 44 65 41 25 85 400

Total 808 39 594 655 748 670 737 486 642 582 3 5964
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Meeting: RBC Community Panel Update – 4 February 2016  
  
Subject: Customer Annual Opinion Survey (STAR) – 2014/15 Results    
  
  
Executive Summary:   
 
In April 2014 First Wessex commissioned the 2014/15 Annual Customer Opinion 
Survey programme. The Annual Customer Opinion Survey was constructed adopting 
the STAR methodology, the STAR question suite and in consultation with the relevant 
service heads and residents.    
 
Over a 12 phase approach, broken down into estates, residents living in General 
Needs, Older Persons’, Supported, and Leaseholder / Shared Owner accommodation 
were contacted by to provide feedback.  
 
This paper outlines the key findings from the 2014/15 survey programme.  
 

 
1 Introduction 
 
1.1 In N. Hants 5,498 residents were invited to take part in the 2014/15 Annual Customer 

Opinion Survey. In total 1,108 surveys were returned, a return rate of 20%.     
 
1.2 The below table illustrates the tenancy make up of responses to the 2014/15 campaign 

and how this compares to the profile of First Wessex’s N. Hants stock. 
 

 General 
Needs 

Older 
Persons 

Supported Home 
Ownership 

Survey 73% 16% 0.2% 11% 
Stock Profile 79% 8% 0.1% 13% 

Stock data – sourced January 2016 
 
1.3 The below table illustrates the gender profile of those that engaged with the campaign 

and how this compares to the First Wessex’s N. Hants resident profile. 
 

 Male Female 
Survey 40% 60% 
CI Profile 40% 60% 

Customer Insight data – sourced January 2016 
 
1.4 The below table illustrates the age profile of those that engaged with the campaign and 

how this compares to the First Wessex’s N. Hants resident profile. 
 

 24 and 
under 

25-45 46-64 65+ Unknown 

Survey 1% 18% 30% 47% 4% 
CI Profile 2% 31% 32% 22% 13% 

Customer Insight data – sourced January 2016 
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1.5 This data indicates that the feedback from the 2014/15 campaign is under representative 
of the younger age profiles, in particular 25 to 45 year olds, and over representative of the 
oldest age profile (65+). 

 
1.6 Steps were taken for the 2014/15 survey to encourage younger demographics in engaging 

with the campaign including a prize draw incentive and the ability to complete the survey 
electronically, via email. A 1% increase in the overall return was noted however this did 
not result in any significant increases in the response by younger demographics. Steps have 
been taken for the 2015/16 campaign to encourage younger demographics including ICT 
developments to make surveys accessible by tablets/mobile phones, shorter versions of the 
survey and conducting targeted phone calls to these younger demographics. 

 
1.7 The below table illustrates the disability profile of those that engaged with the campaign 

and how this compares to the First Wessex’s N. Hants resident profile. 
 

 Has 
Disability 

No 
Disability 

Survey 37% 63% 
CI Profile 21% 79% 

Customer Insight data – sourced January 2016 
 
1.8 The below table illustrates the ethnicity profile of those that engaged with the campaign 

and how this compares to the First Wessex’s N. Hants resident profile. 
 

 White BAME Unknown 
Survey 88% 4% 8% 
CI Profile 71% 4% 25% 

Customer Insight data – sourced January 2016 
 
1.9 The below table illustrates the sexuality of those that engaged with the campaign and how 

this compares to the First Wessex’s N. Hants overall resident profile. 
 

 Heterosexual Gay/Lesbian/Bisexual/Other Unknown 
Survey 74% 2% 24% 
CI Profile 56% 1% 43% 

Customer Insight data – sourced January 2016 
 
1.10 The below table illustrates the religious belief of those that engaged with the campaign 

and how this compares to the First Wessex’s N. Hants resident profile. 
 

 Known Religion None Unknown 
Survey 59% 21% 20% 
CI Profile 34% 25% 41% 

Customer Insight data – sourced January 2016 
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2 Key Findings - Core STAR Questions 
 
2.1 The STAR methodology covers satisfaction with seven core questions. These questions 

must be included in the STAR survey to be in line with its methodology.    
 
2.2 Below is the summary of N.Hants performance against the core questions. Included is an 

indication of performance movement, positive or negative, compared to the 2013/14 
survey:  

 

• 82% satisfied with the service provided by First Wessex ( 4%) 

• 84% satisfied with the overall quality of their home ( 2%) 

• 84% satisfied with the neighbourhood as a place to live ( 1%)  

• 82% satisfied that rent provides value for money ( 1%) 

• 68% satisfied that service charges provide value for money ( 2%) 

• 76% satisfied with repairs and maintenance ( 1%)  

• 67% satisfied that the landlord listens to views and acts upon them ( 4%) 
 

3 Outcomes 
 
3.1 Following the completion of each phase of the programme meetings were held with key 

staff to discuss common themes and trends. From these meetings estate lead action plans 
are agreed to improve performance against key performance measures. These actions are 
recorded and monitored in an outcome log. 

 
3.2 During the 2013/14 Annual Survey programme 214 improvement actions were identified 

of which 170 actions (79%) are now complete. 
   
3.3 To address the satisfaction decline on the measure ‘listens to views and acts upon them’ 

further consultation work was carried out with those residents who scored First Wessex 
poorly on this measure. This campaign was commissioned to identified the root causes for 
the dissatisfaction and inform improvement plans.  

 
3.4 The insight provided from the engagement campaign suggested that some dissatisfaction 

was linked to customers being unhappy with the more consistent implementation and 
enforcement of First Wessex neighbourhood management policies such as the Pet and Fire 
Safety policies.  

 
3.5 The insight also identified customer dissatisfaction with the way in which enquires were 

handled, where some customers felt that First Wessex were slow to provide responses, 
staff were not able to answer the enquiry at the first point of contact or requests for call 
backs were not met in a timely manner.  

 
 3.6 As a result of the above, investment is being made in developing a consistent Customer 

Relationship Management culture and developing the supporting ICT systems to improve   
the accessibility of information to staff to enable them to be better able to offer a first 
contact resolution to enquiries. 
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3.7 In addition to the above, the intelligence gathered via the 2014/15 Annual Survey has 

been used to guided strategic planning (Corporate and Departmental Planning), inform the 
Asset Review process and been used for the Annual Report to Residents and by the 
Performance Review Panel.  

 
 
 
Author: 
Justin Crittall 
Head of Customer Insight 
 
023 8068 8992 
20 January 2016 
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2

3

4

5

6

7

8

9

1. Repairs

1. Repairs

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

1.1  Home Maintenance - Responsive Repairs (Qtr)

1.2  Home Maintenance - Appointments & Scheduling (Qtr)

1.3  Home Maintenance - Void Turnaround Time (Qtr)

2.1.1 Income - General Needs (Qtr)

2.1.2 Income - Care & Support Current Arrears % (YTD) (Qtr)

2.1.3 Income - Universal Credit (Qtr)

2.2.1 Lettings - General Needs (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

First Wessex Home Maintenance & Housing
KPI Report

Volume
of lates

Actual

548

958

1054

1419

Responsive Repairs Comments:

Immediate and Emergency performance are both up on Q2, and meeting overall target. Urgent and Routine, whilst not
meeting target are both improved on Q2. However due to previous quarters performance we will not achieve target times at
year end.

Average Number of Days to Re-Let
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 15.7 30.0 41.7

Q2 15/16 22.2 30.0 41.7

Q1 15/16 37.9 30.0 41.7

Q4 14/15 41.7 30.0 46.7

Index

Volume
of lates

Actual

360

696

862

955

Void Turnaround Time Comments:

Minor void turnaround time performance in Q3 has dropped slightly below
target. This is due to the high volume of voids that were received. Major void
turnaround times are below target and have improved since Q2, despite high
volumes.

A service review is due to take place in Feb 2016 and will be part of the Lean
Review of the service that is being carried out.

Appointments & Scheduling Comments:

Appointments kept has been adversely affected by a number of factors including operative sickness, holiday and severe staff
shortages within the Planning teams.

Income Comments:
Arrears (HB low weeks, in line with Housing Benefit payments) have decreased since Q2 but remain off-target. There was a
downward trend in November, which was maintained through to the end of Q3. This is against the trend of the previous two
years, which each had increases of 0.1% between these periods.

We have seen a slight increase in arrears for our Affordable rents and residents affected by the Spare Room Subsidy. This
continues to be a focus for the Income team.

There have been 14 evictions due to rent arrears in Q3: three were cases where arrears were over £3k and three were over
£2k arrears. Seven were as a result of outright possession and three were breached suspended possession orders; no stay
applications were made for these cases.

Income Comments:

Comments:

Designated Elderly: Arrears levels are above target,
but have reduced from Q2. The majority of arrears
remain under five weeks, with only five cases over five
weeks; a reduction from Q2. Close monitoring of
cases to ensure continual reduction has been
achieved. 2014/15 saw an increase between Q2 and
Q3 with arrears in Q3 at 0.8%.

Sheltered: The target has been exceeded and there
has been a reduction in arrears from Q2. This is also
a reduction from arrears as at Q3 2014/15 when they
were at 1.2%.

Extra Care: Arrears have reduced since Q2 but
remain off target. The majority of cases are under five
weeks, with only two cases over five weeks, both of
which should be resolved in Q4. The arrears level is
the same as in Q3 2014/15.

Directly Managed: Arrears have reduced since Q2
and are below target. 2014/15 saw an increase
between Q2 and Q3 with arrears in Q3 at 4.2%.

Partnerships: Off target and increase from Q2. Some
accounts missed being invoiced for quarterly charges
to the managing agents. Income and Finance are
working together to resolve these issues. This is an
increase in arrears as at Q3 2014/15 when they were
3.3% and had seen a downward trend from Q2.

There have been two evictions due to rent arrears in
Q3, both were hostel licenses.

Universal Credit Comments:

We have a total of eleven Universal Credit cases (which includes one joint claim). Universal Credit has currently rolled-out in
Southampton, Eastleigh, Winchester and New Forest. East Hants, Rushmoor, Waverly and Guildford are due to go live in
February 2016 and Fareham, Portsmouth, Gosport and Havant are set to go live in March 2016.

The arrears outstanding for all Universal Credit cases are 7.93%. Arrears based on balances pre Universal Credit were
5.38%.

Two Universal Credit claims are on Alternative Payment Arrangements (APAs). One was applied for by the resident and
support worker, due to vulnerability issues and one was applied for by First Wessex, due to arrears being over two months.
We have requested payment towards the rent but not arrears, as we are working with the resident to maintain arrears
payments to help them take responsibility. If payments are not maintained as agreed then a third party deduction application
will be made for payments towards arrears.

The Financial Inclusion Manager has been working closely with the Customer Services team to ensure that they have a solid
understanding of Universal Credit, in their capactiy as first point of contact.

Average Number of Days to Re-Let
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 15.7 20.3 24.6 24.2

Q2 15/16 14.6 20.3 24.6 24.2

Q1 15/16 22.0 20.3 24.6 24.2

Q4 14/15 24.6 16.0 27.5 23.4

Lettings Comments:

Identified from the Lean Review, process changes were launched in October within Operations and Property Services. These
process changes are currently being implemented and measured by the Lettings Manager and the Lean Project Team. The
voids process Lean Thinking Review is due to commence in February 2016.

General needs re-let performance in Q3 has continued to exceed target.

An implementation plan is in place for the Void Property Standard, which will launch in February 2016. For the first three
months, a pilot will be undertaken regarding the provision of decoration vouchers to residents, which will be closely
monitored by the Lettings Manager to assess any impact on the rate of refusals.

Following the Orchard Audit Day, a report has recommended improved usage of the Orchard housing management system.
This is being progressed with support from ICT. 

Average Number of Days to Re-Let
Partnerships

Period Actual Target Year end RAG

Q3 15/16 112.0 25.0 21.0

Q2 15/16 0.0 25.0 21.0

Q1 15/16 28.0 25.0 21.0

Q4 14/15 21.0 25.0 0.0

Lettings Comments:

HfOP:

As detailed in the Lettings commentary for General Needs, process changes are currently being implemented and measured
under the Lean Review. This has led to continued improvement in performance for Housing for Older Persons, which
exceeded target at the end of the quarter.

Supported Directly Managed - Hostels:

Performance within Hostels has shown an improvement at the end of Q3. Regular panel meetings are ongoing with support
providers, in an effort to identify suitable nominees, and where these are not forthcoming we are continuing to work with
Local Authority partners to review potential nominees.

Properties listed under Partnerships has seen a spike in performance, due to the letting of two long-term voids at Stella
Maris House, totalling 258 re-let days.

1. Repairs (pages 1 - 3)

2. Housing (pages 4 - 9)

Vol. of
Completed

Jobs

Actual

16717

16411

16925

19880

% Appointments Kept to Target

Period Actual Target Year end RAG

Q3 15/16 99.3 99.0 99.4

Q2 15/16 99.4 99.0 99.4

Q1 15/16 99.5 99.0 99.4

Q4 14/15 99.4 97.5 99.6

Designated Elderly
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.6

Q2 15/16 0.7 0.5 0.6

Q1 15/16 0.9 0.5 0.6

Q4 14/15 0.6 0.5 0.7

Stock
Count

Actual

13323

13302

13201

13097

Stock
Count

Actual

1382

1343

1343

1343

All Repairs % Completed in Target
(Weighted Average)

Period Actual Target
Year

end
RAG

Q3 15/16 96.7 98.4 92.9

Q2 15/16 94.2 98.4 92.9

Q1 15/16 93.8 98.4 92.9

Q4 14/15 92.9 98.4 90.8

% Responsive Repairs Completed Right First Time

Period Actual Target Year end RAG

Q3 15/16 96.2 96.0 96.6

Q2 15/16 95.9 96.0 96.6

Q1 15/16 95.7 96.0 96.6

Q4 14/15 96.6 89.0 94.7

Stock
Count

Actual

538

538

538

538

* Includes all dwellings, except
Owner Occupier and Older
Persons business types.

Void Rent Loss % Annualised (YTD)
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 0.5 0.7 0.7 0.8

Q2 15/16 0.6 0.7 0.7 0.8

Q1 15/16 0.6 0.7 0.7 0.8

Q4 14/15 0.7 0.5 0.6 0.8

Volume
of lates

Actual

184

240

185

448

Volume of
Appointments Kept

Period Actual

Q3 15/16 20979

Q2 15/16 18889

Q1 15/16 17826

Q4 14/15 22675

Stock Count
- General

Needs

Actual

13323

13302

13201

13097

Stock
Count

Actual

653

614

614

614

Number of Tenants
Moved to Universal

Credit in Period

Period Actual

Q3 15/16 8

Q2 15/16 3

Q1 15/16 1

% Tenants* Receiving
Universal Credit

Period Actual

Q3 15/16 0.05

Q2 15/16 0.02

Q1 15/16 0.00

Stock
Count

Actual

129

135

174

173

Volume
of lates

Actual

3

18

4

15

Volume of
Appointments Made

Period Actual

Q3 15/16 21131

Q2 15/16 18998

Q1 15/16 17910

Q4 14/15 22855

Minor Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 10.6 10.0

Q2 15/16 9.7 10.0

Q1 15/16 11.5 10.0

Major Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 30.8 35.0

Q2 15/16 34.6 35.0

Q1 15/16 30.1 35.0

Current Arrears % (YTD) - General Needs
Net of Unpaid Housing Benefit

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 2.9 2.7 3.0 1.8

Q2 15/16 3.0 2.7 3.0 1.8

Q1 15/16 2.8 2.7 3.0 1.8

Q4 14/15 3.0 2.2 2.7 2.0

Average Number of Days to Re-Let
Hostels

Period Actual Target Year end RAG

Q3 15/16 27.0 25.0 31.9

Q2 15/16 33.0 25.0 31.9

Q1 15/16 34.7 25.0 31.9

Q4 14/15 31.9 25.0 24.6

Volume
of lates

Actual

1

4

3

1

Current Arrears % (YTD) - General Needs
Quarter End

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 3.9 3.0 4.0 3.0

Q2 15/16 3.5 3.0 4.0 3.0

Q1 15/16 4.6 3.0 4.0 3.0

Q4 14/15 4.0 3.0 3.8 3.2

Stock
Count

Actual

191

191

191

191

Stock
Count

Actual

368

384

379

393

Responsive Repairs % Completed in Target
Immediate (4 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.7 100.0

Q2 15/16 99.7 99.7 100.0

Q1 15/16 99.8 99.7 100.0

Q4 14/15 100.0 99.7 100.0

Stock
Count

Actual

368

384

379

393

Average Number of Days to Re-Let
Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 24.5 25.0 30.3

Q2 15/16 25.0 25.0 30.3

Q1 15/16 37.8 25.0 30.3

Q4 14/15 30.3 25.0 26.6

Responsive Repairs % Completed in Target
Emergency (24 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.5 99.4

Q2 15/16 99.1 99.5 99.4

Q1 15/16 99.8 99.5 99.4

Q4 14/15 99.4 99.5 99.8

Stock
Count

Actual

129

135

174

173

Stock
Count

Actual

52

52

52

52

Responsive Repairs % Completed in Target
Urgent (5 days)

Period Actual Target
Year

end
RAG

Q3 15/16 96.3 98.4 91.4

Q2 15/16 94.5 98.4 91.4

Q1 15/16 95.4 98.4 91.4

Q4 14/15 91.4 98.4 87.5

Quarter
End %

Actual

1.7

2.9

2.7

1.7

Void Rent Loss % Annualised (YTD)
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 0.6 1.0 0.9

Q2 15/16 0.7 1.0 0.9

Q1 15/16 0.7 1.0 0.9

Q4 14/15 0.9 1.0 1.4

Responsive Repairs % Completed in Target
Routine (22 days)

Period Actual Target
Year

end
RAG

Q3 15/16 95.7 98.2 90.7

Q2 15/16 92.2 98.2 90.7

Q1 15/16 91.2 98.2 90.7

Q4 14/15 90.7 98.2 88.8

Quarter
End %

Actual

2.3

2.3

3.2

2.3

Void Rent Loss % Annualised (YTD)
Partnerships

Period Actual Target Year end RAG

Q3 15/16 0.8 3.8 1.6

Q2 15/16 0.6 3.8 1.6

Q1 15/16 2.9 3.8 1.6

Q4 14/15 1.6 3.8 1.4

Average Responsive Repair
Completion Time (days)

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 7.8 9.1 9.2 9.6

Q2 15/16 9.2 9.1 9.2 9.6

Q1 15/16 9.0 9.1 9.2 9.6

Q4 14/15 9.2 9.2 9.2

Sheltered
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.9 1.2 1.0

Q2 15/16 1.0 1.2 1.0

Q1 15/16 1.1 1.2 1.0

Q4 14/15 1.0 1.5 1.5

Void Rent Loss % Annualised (YTD) -
Hostels & Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 7.8 6.0 7.9

Q2 15/16 12.6 6.0 7.9

Q1 15/16 11.5 6.0 7.9

Q4 14/15 7.9 6.0 6.6

Extra Care
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.5

Q2 15/16 0.7 0.5 0.5

Q1 15/16 0.7 0.5 0.5

Q4 14/15 0.5 0.9 1.0

Quarter
End %

Actual

1.8

1.7

2.7

1.6

Directly Managed
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 3.4 4.0 3.6

Q2 15/16 3.8 4.0 3.6

Q1 15/16 3.6 4.0 3.6

Q4 14/15 3.6 4.0 3.3

Quarter
End %

Actual

5.0

4.0

5.8

4.4

Partnerships
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 4.2 3.0 3.8

Q2 15/16 0.9 3.0 3.8

Q1 15/16 1.6 3.0 3.8

Q4 14/15 3.8 2.0 4.1

2.1 Income (pages 4 - 6)

2.2 Lettings (pages 7 - 9)

1.2 Home Maintenance - Appointments & Scheduling (page 3)

1.1 Home Maintenance - Responsive Repairs (page 2)

Quarter
End %

Actual

4.9

1.0

2.1

3.5

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015
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1. Repairs

1. Repairs

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

1.1  Home Maintenance - Responsive Repairs (Qtr)

1.2  Home Maintenance - Appointments & Scheduling (Qtr)

1.3  Home Maintenance - Void Turnaround Time (Qtr)

2.1.1 Income - General Needs (Qtr)

2.1.2 Income - Care & Support Current Arrears % (YTD) (Qtr)

2.1.3 Income - Universal Credit (Qtr)

2.2.1 Lettings - General Needs (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

First Wessex Home Maintenance & Housing
KPI Report

Volume
of lates

Actual

548

958

1054

1419

Responsive Repairs Comments:

Immediate and Emergency performance are both up on Q2, and meeting overall target. Urgent and Routine, whilst not
meeting target are both improved on Q2. However due to previous quarters performance we will not achieve target times at
year end.

Average Number of Days to Re-Let
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 15.7 30.0 41.7

Q2 15/16 22.2 30.0 41.7

Q1 15/16 37.9 30.0 41.7

Q4 14/15 41.7 30.0 46.7

Index

Volume
of lates

Actual

360

696

862

955

Void Turnaround Time Comments:

Minor void turnaround time performance in Q3 has dropped slightly below
target. This is due to the high volume of voids that were received. Major void
turnaround times are below target and have improved since Q2, despite high
volumes.

A service review is due to take place in Feb 2016 and will be part of the Lean
Review of the service that is being carried out.

Appointments & Scheduling Comments:

Appointments kept has been adversely affected by a number of factors including operative sickness, holiday and severe staff
shortages within the Planning teams.

Income Comments:
Arrears (HB low weeks, in line with Housing Benefit payments) have decreased since Q2 but remain off-target. There was a
downward trend in November, which was maintained through to the end of Q3. This is against the trend of the previous two
years, which each had increases of 0.1% between these periods.

We have seen a slight increase in arrears for our Affordable rents and residents affected by the Spare Room Subsidy. This
continues to be a focus for the Income team.

There have been 14 evictions due to rent arrears in Q3: three were cases where arrears were over £3k and three were over
£2k arrears. Seven were as a result of outright possession and three were breached suspended possession orders; no stay
applications were made for these cases.

Income Comments:

Comments:

Designated Elderly: Arrears levels are above target,
but have reduced from Q2. The majority of arrears
remain under five weeks, with only five cases over five
weeks; a reduction from Q2. Close monitoring of
cases to ensure continual reduction has been
achieved. 2014/15 saw an increase between Q2 and
Q3 with arrears in Q3 at 0.8%.

Sheltered: The target has been exceeded and there
has been a reduction in arrears from Q2. This is also
a reduction from arrears as at Q3 2014/15 when they
were at 1.2%.

Extra Care: Arrears have reduced since Q2 but
remain off target. The majority of cases are under five
weeks, with only two cases over five weeks, both of
which should be resolved in Q4. The arrears level is
the same as in Q3 2014/15.

Directly Managed: Arrears have reduced since Q2
and are below target. 2014/15 saw an increase
between Q2 and Q3 with arrears in Q3 at 4.2%.

Partnerships: Off target and increase from Q2. Some
accounts missed being invoiced for quarterly charges
to the managing agents. Income and Finance are
working together to resolve these issues. This is an
increase in arrears as at Q3 2014/15 when they were
3.3% and had seen a downward trend from Q2.

There have been two evictions due to rent arrears in
Q3, both were hostel licenses.

Universal Credit Comments:

We have a total of eleven Universal Credit cases (which includes one joint claim). Universal Credit has currently rolled-out in
Southampton, Eastleigh, Winchester and New Forest. East Hants, Rushmoor, Waverly and Guildford are due to go live in
February 2016 and Fareham, Portsmouth, Gosport and Havant are set to go live in March 2016.

The arrears outstanding for all Universal Credit cases are 7.93%. Arrears based on balances pre Universal Credit were
5.38%.

Two Universal Credit claims are on Alternative Payment Arrangements (APAs). One was applied for by the resident and
support worker, due to vulnerability issues and one was applied for by First Wessex, due to arrears being over two months.
We have requested payment towards the rent but not arrears, as we are working with the resident to maintain arrears
payments to help them take responsibility. If payments are not maintained as agreed then a third party deduction application
will be made for payments towards arrears.

The Financial Inclusion Manager has been working closely with the Customer Services team to ensure that they have a solid
understanding of Universal Credit, in their capactiy as first point of contact.

Average Number of Days to Re-Let
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 15.7 20.3 24.6 24.2

Q2 15/16 14.6 20.3 24.6 24.2

Q1 15/16 22.0 20.3 24.6 24.2

Q4 14/15 24.6 16.0 27.5 23.4

Lettings Comments:

Identified from the Lean Review, process changes were launched in October within Operations and Property Services. These
process changes are currently being implemented and measured by the Lettings Manager and the Lean Project Team. The
voids process Lean Thinking Review is due to commence in February 2016.

General needs re-let performance in Q3 has continued to exceed target.

An implementation plan is in place for the Void Property Standard, which will launch in February 2016. For the first three
months, a pilot will be undertaken regarding the provision of decoration vouchers to residents, which will be closely
monitored by the Lettings Manager to assess any impact on the rate of refusals.

Following the Orchard Audit Day, a report has recommended improved usage of the Orchard housing management system.
This is being progressed with support from ICT. 

Average Number of Days to Re-Let
Partnerships

Period Actual Target Year end RAG

Q3 15/16 112.0 25.0 21.0

Q2 15/16 0.0 25.0 21.0

Q1 15/16 28.0 25.0 21.0

Q4 14/15 21.0 25.0 0.0

Lettings Comments:

HfOP:

As detailed in the Lettings commentary for General Needs, process changes are currently being implemented and measured
under the Lean Review. This has led to continued improvement in performance for Housing for Older Persons, which
exceeded target at the end of the quarter.

Supported Directly Managed - Hostels:

Performance within Hostels has shown an improvement at the end of Q3. Regular panel meetings are ongoing with support
providers, in an effort to identify suitable nominees, and where these are not forthcoming we are continuing to work with
Local Authority partners to review potential nominees.

Properties listed under Partnerships has seen a spike in performance, due to the letting of two long-term voids at Stella
Maris House, totalling 258 re-let days.

1. Repairs (pages 1 - 3)

2. Housing (pages 4 - 9)

Vol. of
Completed

Jobs

Actual

16717

16411

16925

19880

% Appointments Kept to Target

Period Actual Target Year end RAG

Q3 15/16 99.3 99.0 99.4

Q2 15/16 99.4 99.0 99.4

Q1 15/16 99.5 99.0 99.4

Q4 14/15 99.4 97.5 99.6

Designated Elderly
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.6

Q2 15/16 0.7 0.5 0.6

Q1 15/16 0.9 0.5 0.6

Q4 14/15 0.6 0.5 0.7

Stock
Count

Actual

13323

13302

13201

13097

Stock
Count

Actual

1382

1343

1343

1343

All Repairs % Completed in Target
(Weighted Average)

Period Actual Target
Year

end
RAG

Q3 15/16 96.7 98.4 92.9

Q2 15/16 94.2 98.4 92.9

Q1 15/16 93.8 98.4 92.9

Q4 14/15 92.9 98.4 90.8

% Responsive Repairs Completed Right First Time

Period Actual Target Year end RAG

Q3 15/16 96.2 96.0 96.6

Q2 15/16 95.9 96.0 96.6

Q1 15/16 95.7 96.0 96.6

Q4 14/15 96.6 89.0 94.7

Stock
Count

Actual

538

538

538

538

* Includes all dwellings, except
Owner Occupier and Older
Persons business types.

Void Rent Loss % Annualised (YTD)
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 0.5 0.7 0.7 0.8

Q2 15/16 0.6 0.7 0.7 0.8

Q1 15/16 0.6 0.7 0.7 0.8

Q4 14/15 0.7 0.5 0.6 0.8

Volume
of lates

Actual

184

240

185

448

Volume of
Appointments Kept

Period Actual

Q3 15/16 20979

Q2 15/16 18889

Q1 15/16 17826

Q4 14/15 22675

Stock Count
- General

Needs

Actual

13323

13302

13201

13097

Stock
Count

Actual

653

614

614

614

Number of Tenants
Moved to Universal

Credit in Period

Period Actual

Q3 15/16 8

Q2 15/16 3

Q1 15/16 1

% Tenants* Receiving
Universal Credit

Period Actual

Q3 15/16 0.05

Q2 15/16 0.02

Q1 15/16 0.00

Stock
Count

Actual

129

135

174

173

Volume
of lates

Actual

3

18

4

15

Volume of
Appointments Made

Period Actual

Q3 15/16 21131

Q2 15/16 18998

Q1 15/16 17910

Q4 14/15 22855

Minor Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 10.6 10.0

Q2 15/16 9.7 10.0

Q1 15/16 11.5 10.0

Major Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 30.8 35.0

Q2 15/16 34.6 35.0

Q1 15/16 30.1 35.0

Current Arrears % (YTD) - General Needs
Net of Unpaid Housing Benefit

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 2.9 2.7 3.0 1.8

Q2 15/16 3.0 2.7 3.0 1.8

Q1 15/16 2.8 2.7 3.0 1.8

Q4 14/15 3.0 2.2 2.7 2.0

Average Number of Days to Re-Let
Hostels

Period Actual Target Year end RAG

Q3 15/16 27.0 25.0 31.9

Q2 15/16 33.0 25.0 31.9

Q1 15/16 34.7 25.0 31.9

Q4 14/15 31.9 25.0 24.6

Volume
of lates

Actual

1

4

3

1

Current Arrears % (YTD) - General Needs
Quarter End

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 3.9 3.0 4.0 3.0

Q2 15/16 3.5 3.0 4.0 3.0

Q1 15/16 4.6 3.0 4.0 3.0

Q4 14/15 4.0 3.0 3.8 3.2

Stock
Count

Actual

191

191

191

191

Stock
Count

Actual

368

384

379

393

Responsive Repairs % Completed in Target
Immediate (4 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.7 100.0

Q2 15/16 99.7 99.7 100.0

Q1 15/16 99.8 99.7 100.0

Q4 14/15 100.0 99.7 100.0

Stock
Count

Actual

368

384

379

393

Average Number of Days to Re-Let
Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 24.5 25.0 30.3

Q2 15/16 25.0 25.0 30.3

Q1 15/16 37.8 25.0 30.3

Q4 14/15 30.3 25.0 26.6

Responsive Repairs % Completed in Target
Emergency (24 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.5 99.4

Q2 15/16 99.1 99.5 99.4

Q1 15/16 99.8 99.5 99.4

Q4 14/15 99.4 99.5 99.8

Stock
Count

Actual

129

135

174

173

Stock
Count

Actual

52

52

52

52

Responsive Repairs % Completed in Target
Urgent (5 days)

Period Actual Target
Year

end
RAG

Q3 15/16 96.3 98.4 91.4

Q2 15/16 94.5 98.4 91.4

Q1 15/16 95.4 98.4 91.4

Q4 14/15 91.4 98.4 87.5

Quarter
End %

Actual

1.7

2.9

2.7

1.7

Void Rent Loss % Annualised (YTD)
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 0.6 1.0 0.9

Q2 15/16 0.7 1.0 0.9

Q1 15/16 0.7 1.0 0.9

Q4 14/15 0.9 1.0 1.4

Responsive Repairs % Completed in Target
Routine (22 days)

Period Actual Target
Year

end
RAG

Q3 15/16 95.7 98.2 90.7

Q2 15/16 92.2 98.2 90.7

Q1 15/16 91.2 98.2 90.7

Q4 14/15 90.7 98.2 88.8

Quarter
End %

Actual

2.3

2.3

3.2

2.3

Void Rent Loss % Annualised (YTD)
Partnerships

Period Actual Target Year end RAG

Q3 15/16 0.8 3.8 1.6

Q2 15/16 0.6 3.8 1.6

Q1 15/16 2.9 3.8 1.6

Q4 14/15 1.6 3.8 1.4

Average Responsive Repair
Completion Time (days)

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 7.8 9.1 9.2 9.6

Q2 15/16 9.2 9.1 9.2 9.6

Q1 15/16 9.0 9.1 9.2 9.6

Q4 14/15 9.2 9.2 9.2

Sheltered
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.9 1.2 1.0

Q2 15/16 1.0 1.2 1.0

Q1 15/16 1.1 1.2 1.0

Q4 14/15 1.0 1.5 1.5

Void Rent Loss % Annualised (YTD) -
Hostels & Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 7.8 6.0 7.9

Q2 15/16 12.6 6.0 7.9

Q1 15/16 11.5 6.0 7.9

Q4 14/15 7.9 6.0 6.6

Extra Care
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.5

Q2 15/16 0.7 0.5 0.5

Q1 15/16 0.7 0.5 0.5

Q4 14/15 0.5 0.9 1.0

Quarter
End %

Actual

1.8

1.7

2.7

1.6

Directly Managed
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 3.4 4.0 3.6

Q2 15/16 3.8 4.0 3.6

Q1 15/16 3.6 4.0 3.6

Q4 14/15 3.6 4.0 3.3

Quarter
End %

Actual

5.0

4.0

5.8

4.4

Partnerships
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 4.2 3.0 3.8

Q2 15/16 0.9 3.0 3.8

Q1 15/16 1.6 3.0 3.8

Q4 14/15 3.8 2.0 4.1

2.1 Income (pages 4 - 6)

2.2 Lettings (pages 7 - 9)

1.2 Home Maintenance - Appointments & Scheduling (page 3)

1.1 Home Maintenance - Responsive Repairs (page 2)

Quarter
End %

Actual

4.9

1.0

2.1

3.5

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015
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1. Repairs

1. Repairs

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

1.1  Home Maintenance - Responsive Repairs (Qtr)

1.2  Home Maintenance - Appointments & Scheduling (Qtr)

1.3  Home Maintenance - Void Turnaround Time (Qtr)

2.1.1 Income - General Needs (Qtr)

2.1.2 Income - Care & Support Current Arrears % (YTD) (Qtr)

2.1.3 Income - Universal Credit (Qtr)

2.2.1 Lettings - General Needs (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

First Wessex Home Maintenance & Housing
KPI Report

Volume
of lates

Actual

548

958

1054

1419

Responsive Repairs Comments:

Immediate and Emergency performance are both up on Q2, and meeting overall target. Urgent and Routine, whilst not
meeting target are both improved on Q2. However due to previous quarters performance we will not achieve target times at
year end.

Average Number of Days to Re-Let
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 15.7 30.0 41.7

Q2 15/16 22.2 30.0 41.7

Q1 15/16 37.9 30.0 41.7

Q4 14/15 41.7 30.0 46.7

Index

Volume
of lates

Actual

360

696

862

955

Void Turnaround Time Comments:

Minor void turnaround time performance in Q3 has dropped slightly below
target. This is due to the high volume of voids that were received. Major void
turnaround times are below target and have improved since Q2, despite high
volumes.

A service review is due to take place in Feb 2016 and will be part of the Lean
Review of the service that is being carried out.

Appointments & Scheduling Comments:

Appointments kept has been adversely affected by a number of factors including operative sickness, holiday and severe staff
shortages within the Planning teams.

Income Comments:
Arrears (HB low weeks, in line with Housing Benefit payments) have decreased since Q2 but remain off-target. There was a
downward trend in November, which was maintained through to the end of Q3. This is against the trend of the previous two
years, which each had increases of 0.1% between these periods.

We have seen a slight increase in arrears for our Affordable rents and residents affected by the Spare Room Subsidy. This
continues to be a focus for the Income team.

There have been 14 evictions due to rent arrears in Q3: three were cases where arrears were over £3k and three were over
£2k arrears. Seven were as a result of outright possession and three were breached suspended possession orders; no stay
applications were made for these cases.

Income Comments:

Comments:

Designated Elderly: Arrears levels are above target,
but have reduced from Q2. The majority of arrears
remain under five weeks, with only five cases over five
weeks; a reduction from Q2. Close monitoring of
cases to ensure continual reduction has been
achieved. 2014/15 saw an increase between Q2 and
Q3 with arrears in Q3 at 0.8%.

Sheltered: The target has been exceeded and there
has been a reduction in arrears from Q2. This is also
a reduction from arrears as at Q3 2014/15 when they
were at 1.2%.

Extra Care: Arrears have reduced since Q2 but
remain off target. The majority of cases are under five
weeks, with only two cases over five weeks, both of
which should be resolved in Q4. The arrears level is
the same as in Q3 2014/15.

Directly Managed: Arrears have reduced since Q2
and are below target. 2014/15 saw an increase
between Q2 and Q3 with arrears in Q3 at 4.2%.

Partnerships: Off target and increase from Q2. Some
accounts missed being invoiced for quarterly charges
to the managing agents. Income and Finance are
working together to resolve these issues. This is an
increase in arrears as at Q3 2014/15 when they were
3.3% and had seen a downward trend from Q2.

There have been two evictions due to rent arrears in
Q3, both were hostel licenses.

Universal Credit Comments:

We have a total of eleven Universal Credit cases (which includes one joint claim). Universal Credit has currently rolled-out in
Southampton, Eastleigh, Winchester and New Forest. East Hants, Rushmoor, Waverly and Guildford are due to go live in
February 2016 and Fareham, Portsmouth, Gosport and Havant are set to go live in March 2016.

The arrears outstanding for all Universal Credit cases are 7.93%. Arrears based on balances pre Universal Credit were
5.38%.

Two Universal Credit claims are on Alternative Payment Arrangements (APAs). One was applied for by the resident and
support worker, due to vulnerability issues and one was applied for by First Wessex, due to arrears being over two months.
We have requested payment towards the rent but not arrears, as we are working with the resident to maintain arrears
payments to help them take responsibility. If payments are not maintained as agreed then a third party deduction application
will be made for payments towards arrears.

The Financial Inclusion Manager has been working closely with the Customer Services team to ensure that they have a solid
understanding of Universal Credit, in their capactiy as first point of contact.

Average Number of Days to Re-Let
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 15.7 20.3 24.6 24.2

Q2 15/16 14.6 20.3 24.6 24.2

Q1 15/16 22.0 20.3 24.6 24.2

Q4 14/15 24.6 16.0 27.5 23.4

Lettings Comments:

Identified from the Lean Review, process changes were launched in October within Operations and Property Services. These
process changes are currently being implemented and measured by the Lettings Manager and the Lean Project Team. The
voids process Lean Thinking Review is due to commence in February 2016.

General needs re-let performance in Q3 has continued to exceed target.

An implementation plan is in place for the Void Property Standard, which will launch in February 2016. For the first three
months, a pilot will be undertaken regarding the provision of decoration vouchers to residents, which will be closely
monitored by the Lettings Manager to assess any impact on the rate of refusals.

Following the Orchard Audit Day, a report has recommended improved usage of the Orchard housing management system.
This is being progressed with support from ICT. 

Average Number of Days to Re-Let
Partnerships

Period Actual Target Year end RAG

Q3 15/16 112.0 25.0 21.0

Q2 15/16 0.0 25.0 21.0

Q1 15/16 28.0 25.0 21.0

Q4 14/15 21.0 25.0 0.0

Lettings Comments:

HfOP:

As detailed in the Lettings commentary for General Needs, process changes are currently being implemented and measured
under the Lean Review. This has led to continued improvement in performance for Housing for Older Persons, which
exceeded target at the end of the quarter.

Supported Directly Managed - Hostels:

Performance within Hostels has shown an improvement at the end of Q3. Regular panel meetings are ongoing with support
providers, in an effort to identify suitable nominees, and where these are not forthcoming we are continuing to work with
Local Authority partners to review potential nominees.

Properties listed under Partnerships has seen a spike in performance, due to the letting of two long-term voids at Stella
Maris House, totalling 258 re-let days.

1. Repairs (pages 1 - 3)

2. Housing (pages 4 - 9)

Vol. of
Completed

Jobs

Actual

16717

16411

16925

19880

% Appointments Kept to Target

Period Actual Target Year end RAG

Q3 15/16 99.3 99.0 99.4

Q2 15/16 99.4 99.0 99.4

Q1 15/16 99.5 99.0 99.4

Q4 14/15 99.4 97.5 99.6

Designated Elderly
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.6

Q2 15/16 0.7 0.5 0.6

Q1 15/16 0.9 0.5 0.6

Q4 14/15 0.6 0.5 0.7

Stock
Count

Actual

13323

13302

13201

13097

Stock
Count

Actual

1382

1343

1343

1343

All Repairs % Completed in Target
(Weighted Average)

Period Actual Target
Year

end
RAG

Q3 15/16 96.7 98.4 92.9

Q2 15/16 94.2 98.4 92.9

Q1 15/16 93.8 98.4 92.9

Q4 14/15 92.9 98.4 90.8

% Responsive Repairs Completed Right First Time

Period Actual Target Year end RAG

Q3 15/16 96.2 96.0 96.6

Q2 15/16 95.9 96.0 96.6

Q1 15/16 95.7 96.0 96.6

Q4 14/15 96.6 89.0 94.7

Stock
Count

Actual

538

538

538

538

* Includes all dwellings, except
Owner Occupier and Older
Persons business types.

Void Rent Loss % Annualised (YTD)
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 0.5 0.7 0.7 0.8

Q2 15/16 0.6 0.7 0.7 0.8

Q1 15/16 0.6 0.7 0.7 0.8

Q4 14/15 0.7 0.5 0.6 0.8

Volume
of lates

Actual

184

240

185

448

Volume of
Appointments Kept

Period Actual

Q3 15/16 20979

Q2 15/16 18889

Q1 15/16 17826

Q4 14/15 22675

Stock Count
- General

Needs

Actual

13323

13302

13201

13097

Stock
Count

Actual

653

614

614

614

Number of Tenants
Moved to Universal

Credit in Period

Period Actual

Q3 15/16 8

Q2 15/16 3

Q1 15/16 1

% Tenants* Receiving
Universal Credit

Period Actual

Q3 15/16 0.05

Q2 15/16 0.02

Q1 15/16 0.00

Stock
Count

Actual

129

135

174

173

Volume
of lates

Actual

3

18

4

15

Volume of
Appointments Made

Period Actual

Q3 15/16 21131

Q2 15/16 18998

Q1 15/16 17910

Q4 14/15 22855

Minor Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 10.6 10.0

Q2 15/16 9.7 10.0

Q1 15/16 11.5 10.0

Major Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 30.8 35.0

Q2 15/16 34.6 35.0

Q1 15/16 30.1 35.0

Current Arrears % (YTD) - General Needs
Net of Unpaid Housing Benefit

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 2.9 2.7 3.0 1.8

Q2 15/16 3.0 2.7 3.0 1.8

Q1 15/16 2.8 2.7 3.0 1.8

Q4 14/15 3.0 2.2 2.7 2.0

Average Number of Days to Re-Let
Hostels

Period Actual Target Year end RAG

Q3 15/16 27.0 25.0 31.9

Q2 15/16 33.0 25.0 31.9

Q1 15/16 34.7 25.0 31.9

Q4 14/15 31.9 25.0 24.6

Volume
of lates

Actual

1

4

3

1

Current Arrears % (YTD) - General Needs
Quarter End

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 3.9 3.0 4.0 3.0

Q2 15/16 3.5 3.0 4.0 3.0

Q1 15/16 4.6 3.0 4.0 3.0

Q4 14/15 4.0 3.0 3.8 3.2

Stock
Count

Actual

191

191

191

191

Stock
Count

Actual

368

384

379

393

Responsive Repairs % Completed in Target
Immediate (4 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.7 100.0

Q2 15/16 99.7 99.7 100.0

Q1 15/16 99.8 99.7 100.0

Q4 14/15 100.0 99.7 100.0

Stock
Count

Actual

368

384

379

393

Average Number of Days to Re-Let
Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 24.5 25.0 30.3

Q2 15/16 25.0 25.0 30.3

Q1 15/16 37.8 25.0 30.3

Q4 14/15 30.3 25.0 26.6

Responsive Repairs % Completed in Target
Emergency (24 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.5 99.4

Q2 15/16 99.1 99.5 99.4

Q1 15/16 99.8 99.5 99.4

Q4 14/15 99.4 99.5 99.8

Stock
Count

Actual

129

135

174

173

Stock
Count

Actual

52

52

52

52

Responsive Repairs % Completed in Target
Urgent (5 days)

Period Actual Target
Year

end
RAG

Q3 15/16 96.3 98.4 91.4

Q2 15/16 94.5 98.4 91.4

Q1 15/16 95.4 98.4 91.4

Q4 14/15 91.4 98.4 87.5

Quarter
End %

Actual

1.7

2.9

2.7

1.7

Void Rent Loss % Annualised (YTD)
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 0.6 1.0 0.9

Q2 15/16 0.7 1.0 0.9

Q1 15/16 0.7 1.0 0.9

Q4 14/15 0.9 1.0 1.4

Responsive Repairs % Completed in Target
Routine (22 days)

Period Actual Target
Year

end
RAG

Q3 15/16 95.7 98.2 90.7

Q2 15/16 92.2 98.2 90.7

Q1 15/16 91.2 98.2 90.7

Q4 14/15 90.7 98.2 88.8

Quarter
End %

Actual

2.3

2.3

3.2

2.3

Void Rent Loss % Annualised (YTD)
Partnerships

Period Actual Target Year end RAG

Q3 15/16 0.8 3.8 1.6

Q2 15/16 0.6 3.8 1.6

Q1 15/16 2.9 3.8 1.6

Q4 14/15 1.6 3.8 1.4

Average Responsive Repair
Completion Time (days)

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 7.8 9.1 9.2 9.6

Q2 15/16 9.2 9.1 9.2 9.6

Q1 15/16 9.0 9.1 9.2 9.6

Q4 14/15 9.2 9.2 9.2

Sheltered
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.9 1.2 1.0

Q2 15/16 1.0 1.2 1.0

Q1 15/16 1.1 1.2 1.0

Q4 14/15 1.0 1.5 1.5

Void Rent Loss % Annualised (YTD) -
Hostels & Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 7.8 6.0 7.9

Q2 15/16 12.6 6.0 7.9

Q1 15/16 11.5 6.0 7.9

Q4 14/15 7.9 6.0 6.6

Extra Care
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.5

Q2 15/16 0.7 0.5 0.5

Q1 15/16 0.7 0.5 0.5

Q4 14/15 0.5 0.9 1.0

Quarter
End %

Actual

1.8

1.7

2.7

1.6

Directly Managed
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 3.4 4.0 3.6

Q2 15/16 3.8 4.0 3.6

Q1 15/16 3.6 4.0 3.6

Q4 14/15 3.6 4.0 3.3

Quarter
End %

Actual

5.0

4.0

5.8

4.4

Partnerships
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 4.2 3.0 3.8

Q2 15/16 0.9 3.0 3.8

Q1 15/16 1.6 3.0 3.8

Q4 14/15 3.8 2.0 4.1

2.1 Income (pages 4 - 6)

2.2 Lettings (pages 7 - 9)

1.2 Home Maintenance - Appointments & Scheduling (page 3)

1.1 Home Maintenance - Responsive Repairs (page 2)

Quarter
End %

Actual

4.9

1.0

2.1

3.5

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015
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1. Repairs

1. Repairs

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

1.1  Home Maintenance - Responsive Repairs (Qtr)

1.2  Home Maintenance - Appointments & Scheduling (Qtr)

1.3  Home Maintenance - Void Turnaround Time (Qtr)

2.1.1 Income - General Needs (Qtr)

2.1.2 Income - Care & Support Current Arrears % (YTD) (Qtr)

2.1.3 Income - Universal Credit (Qtr)

2.2.1 Lettings - General Needs (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

First Wessex Home Maintenance & Housing
KPI Report

Volume
of lates

Actual

548

958

1054

1419

Responsive Repairs Comments:

Immediate and Emergency performance are both up on Q2, and meeting overall target. Urgent and Routine, whilst not
meeting target are both improved on Q2. However due to previous quarters performance we will not achieve target times at
year end.

Average Number of Days to Re-Let
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 15.7 30.0 41.7

Q2 15/16 22.2 30.0 41.7

Q1 15/16 37.9 30.0 41.7

Q4 14/15 41.7 30.0 46.7

Index

Volume
of lates

Actual

360

696

862

955

Void Turnaround Time Comments:

Minor void turnaround time performance in Q3 has dropped slightly below
target. This is due to the high volume of voids that were received. Major void
turnaround times are below target and have improved since Q2, despite high
volumes.

A service review is due to take place in Feb 2016 and will be part of the Lean
Review of the service that is being carried out.

Appointments & Scheduling Comments:

Appointments kept has been adversely affected by a number of factors including operative sickness, holiday and severe staff
shortages within the Planning teams.

Income Comments:
Arrears (HB low weeks, in line with Housing Benefit payments) have decreased since Q2 but remain off-target. There was a
downward trend in November, which was maintained through to the end of Q3. This is against the trend of the previous two
years, which each had increases of 0.1% between these periods.

We have seen a slight increase in arrears for our Affordable rents and residents affected by the Spare Room Subsidy. This
continues to be a focus for the Income team.

There have been 14 evictions due to rent arrears in Q3: three were cases where arrears were over £3k and three were over
£2k arrears. Seven were as a result of outright possession and three were breached suspended possession orders; no stay
applications were made for these cases.

Income Comments:

Comments:

Designated Elderly: Arrears levels are above target,
but have reduced from Q2. The majority of arrears
remain under five weeks, with only five cases over five
weeks; a reduction from Q2. Close monitoring of
cases to ensure continual reduction has been
achieved. 2014/15 saw an increase between Q2 and
Q3 with arrears in Q3 at 0.8%.

Sheltered: The target has been exceeded and there
has been a reduction in arrears from Q2. This is also
a reduction from arrears as at Q3 2014/15 when they
were at 1.2%.

Extra Care: Arrears have reduced since Q2 but
remain off target. The majority of cases are under five
weeks, with only two cases over five weeks, both of
which should be resolved in Q4. The arrears level is
the same as in Q3 2014/15.

Directly Managed: Arrears have reduced since Q2
and are below target. 2014/15 saw an increase
between Q2 and Q3 with arrears in Q3 at 4.2%.

Partnerships: Off target and increase from Q2. Some
accounts missed being invoiced for quarterly charges
to the managing agents. Income and Finance are
working together to resolve these issues. This is an
increase in arrears as at Q3 2014/15 when they were
3.3% and had seen a downward trend from Q2.

There have been two evictions due to rent arrears in
Q3, both were hostel licenses.

Universal Credit Comments:

We have a total of eleven Universal Credit cases (which includes one joint claim). Universal Credit has currently rolled-out in
Southampton, Eastleigh, Winchester and New Forest. East Hants, Rushmoor, Waverly and Guildford are due to go live in
February 2016 and Fareham, Portsmouth, Gosport and Havant are set to go live in March 2016.

The arrears outstanding for all Universal Credit cases are 7.93%. Arrears based on balances pre Universal Credit were
5.38%.

Two Universal Credit claims are on Alternative Payment Arrangements (APAs). One was applied for by the resident and
support worker, due to vulnerability issues and one was applied for by First Wessex, due to arrears being over two months.
We have requested payment towards the rent but not arrears, as we are working with the resident to maintain arrears
payments to help them take responsibility. If payments are not maintained as agreed then a third party deduction application
will be made for payments towards arrears.

The Financial Inclusion Manager has been working closely with the Customer Services team to ensure that they have a solid
understanding of Universal Credit, in their capactiy as first point of contact.

Average Number of Days to Re-Let
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 15.7 20.3 24.6 24.2

Q2 15/16 14.6 20.3 24.6 24.2

Q1 15/16 22.0 20.3 24.6 24.2

Q4 14/15 24.6 16.0 27.5 23.4

Lettings Comments:

Identified from the Lean Review, process changes were launched in October within Operations and Property Services. These
process changes are currently being implemented and measured by the Lettings Manager and the Lean Project Team. The
voids process Lean Thinking Review is due to commence in February 2016.

General needs re-let performance in Q3 has continued to exceed target.

An implementation plan is in place for the Void Property Standard, which will launch in February 2016. For the first three
months, a pilot will be undertaken regarding the provision of decoration vouchers to residents, which will be closely
monitored by the Lettings Manager to assess any impact on the rate of refusals.

Following the Orchard Audit Day, a report has recommended improved usage of the Orchard housing management system.
This is being progressed with support from ICT. 

Average Number of Days to Re-Let
Partnerships

Period Actual Target Year end RAG

Q3 15/16 112.0 25.0 21.0

Q2 15/16 0.0 25.0 21.0

Q1 15/16 28.0 25.0 21.0

Q4 14/15 21.0 25.0 0.0

Lettings Comments:

HfOP:

As detailed in the Lettings commentary for General Needs, process changes are currently being implemented and measured
under the Lean Review. This has led to continued improvement in performance for Housing for Older Persons, which
exceeded target at the end of the quarter.

Supported Directly Managed - Hostels:

Performance within Hostels has shown an improvement at the end of Q3. Regular panel meetings are ongoing with support
providers, in an effort to identify suitable nominees, and where these are not forthcoming we are continuing to work with
Local Authority partners to review potential nominees.

Properties listed under Partnerships has seen a spike in performance, due to the letting of two long-term voids at Stella
Maris House, totalling 258 re-let days.

1. Repairs (pages 1 - 3)

2. Housing (pages 4 - 9)

Vol. of
Completed

Jobs

Actual

16717

16411

16925

19880

% Appointments Kept to Target

Period Actual Target Year end RAG

Q3 15/16 99.3 99.0 99.4

Q2 15/16 99.4 99.0 99.4

Q1 15/16 99.5 99.0 99.4

Q4 14/15 99.4 97.5 99.6

Designated Elderly
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.6

Q2 15/16 0.7 0.5 0.6

Q1 15/16 0.9 0.5 0.6

Q4 14/15 0.6 0.5 0.7

Stock
Count

Actual

13323

13302

13201

13097

Stock
Count

Actual

1382

1343

1343

1343

All Repairs % Completed in Target
(Weighted Average)

Period Actual Target
Year

end
RAG

Q3 15/16 96.7 98.4 92.9

Q2 15/16 94.2 98.4 92.9

Q1 15/16 93.8 98.4 92.9

Q4 14/15 92.9 98.4 90.8

% Responsive Repairs Completed Right First Time

Period Actual Target Year end RAG

Q3 15/16 96.2 96.0 96.6

Q2 15/16 95.9 96.0 96.6

Q1 15/16 95.7 96.0 96.6

Q4 14/15 96.6 89.0 94.7

Stock
Count

Actual

538

538

538

538

* Includes all dwellings, except
Owner Occupier and Older
Persons business types.

Void Rent Loss % Annualised (YTD)
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 0.5 0.7 0.7 0.8

Q2 15/16 0.6 0.7 0.7 0.8

Q1 15/16 0.6 0.7 0.7 0.8

Q4 14/15 0.7 0.5 0.6 0.8

Volume
of lates

Actual

184

240

185

448

Volume of
Appointments Kept

Period Actual

Q3 15/16 20979

Q2 15/16 18889

Q1 15/16 17826

Q4 14/15 22675

Stock Count
- General

Needs

Actual

13323

13302

13201

13097

Stock
Count

Actual

653

614

614

614

Number of Tenants
Moved to Universal

Credit in Period

Period Actual

Q3 15/16 8

Q2 15/16 3

Q1 15/16 1

% Tenants* Receiving
Universal Credit

Period Actual

Q3 15/16 0.05

Q2 15/16 0.02

Q1 15/16 0.00

Stock
Count

Actual

129

135

174

173

Volume
of lates

Actual

3

18

4

15

Volume of
Appointments Made

Period Actual

Q3 15/16 21131

Q2 15/16 18998

Q1 15/16 17910

Q4 14/15 22855

Minor Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 10.6 10.0

Q2 15/16 9.7 10.0

Q1 15/16 11.5 10.0

Major Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 30.8 35.0

Q2 15/16 34.6 35.0

Q1 15/16 30.1 35.0

Current Arrears % (YTD) - General Needs
Net of Unpaid Housing Benefit

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 2.9 2.7 3.0 1.8

Q2 15/16 3.0 2.7 3.0 1.8

Q1 15/16 2.8 2.7 3.0 1.8

Q4 14/15 3.0 2.2 2.7 2.0

Average Number of Days to Re-Let
Hostels

Period Actual Target Year end RAG

Q3 15/16 27.0 25.0 31.9

Q2 15/16 33.0 25.0 31.9

Q1 15/16 34.7 25.0 31.9

Q4 14/15 31.9 25.0 24.6

Volume
of lates

Actual

1

4

3

1

Current Arrears % (YTD) - General Needs
Quarter End

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 3.9 3.0 4.0 3.0

Q2 15/16 3.5 3.0 4.0 3.0

Q1 15/16 4.6 3.0 4.0 3.0

Q4 14/15 4.0 3.0 3.8 3.2

Stock
Count

Actual

191

191

191

191

Stock
Count

Actual

368

384

379

393

Responsive Repairs % Completed in Target
Immediate (4 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.7 100.0

Q2 15/16 99.7 99.7 100.0

Q1 15/16 99.8 99.7 100.0

Q4 14/15 100.0 99.7 100.0

Stock
Count

Actual

368

384

379

393

Average Number of Days to Re-Let
Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 24.5 25.0 30.3

Q2 15/16 25.0 25.0 30.3

Q1 15/16 37.8 25.0 30.3

Q4 14/15 30.3 25.0 26.6

Responsive Repairs % Completed in Target
Emergency (24 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.5 99.4

Q2 15/16 99.1 99.5 99.4

Q1 15/16 99.8 99.5 99.4

Q4 14/15 99.4 99.5 99.8

Stock
Count

Actual

129

135

174

173

Stock
Count

Actual

52

52

52

52

Responsive Repairs % Completed in Target
Urgent (5 days)

Period Actual Target
Year

end
RAG

Q3 15/16 96.3 98.4 91.4

Q2 15/16 94.5 98.4 91.4

Q1 15/16 95.4 98.4 91.4

Q4 14/15 91.4 98.4 87.5

Quarter
End %

Actual

1.7

2.9

2.7

1.7

Void Rent Loss % Annualised (YTD)
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 0.6 1.0 0.9

Q2 15/16 0.7 1.0 0.9

Q1 15/16 0.7 1.0 0.9

Q4 14/15 0.9 1.0 1.4

Responsive Repairs % Completed in Target
Routine (22 days)

Period Actual Target
Year

end
RAG

Q3 15/16 95.7 98.2 90.7

Q2 15/16 92.2 98.2 90.7

Q1 15/16 91.2 98.2 90.7

Q4 14/15 90.7 98.2 88.8

Quarter
End %

Actual

2.3

2.3

3.2

2.3

Void Rent Loss % Annualised (YTD)
Partnerships

Period Actual Target Year end RAG

Q3 15/16 0.8 3.8 1.6

Q2 15/16 0.6 3.8 1.6

Q1 15/16 2.9 3.8 1.6

Q4 14/15 1.6 3.8 1.4

Average Responsive Repair
Completion Time (days)

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 7.8 9.1 9.2 9.6

Q2 15/16 9.2 9.1 9.2 9.6

Q1 15/16 9.0 9.1 9.2 9.6

Q4 14/15 9.2 9.2 9.2

Sheltered
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.9 1.2 1.0

Q2 15/16 1.0 1.2 1.0

Q1 15/16 1.1 1.2 1.0

Q4 14/15 1.0 1.5 1.5

Void Rent Loss % Annualised (YTD) -
Hostels & Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 7.8 6.0 7.9

Q2 15/16 12.6 6.0 7.9

Q1 15/16 11.5 6.0 7.9

Q4 14/15 7.9 6.0 6.6

Extra Care
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.5

Q2 15/16 0.7 0.5 0.5

Q1 15/16 0.7 0.5 0.5

Q4 14/15 0.5 0.9 1.0

Quarter
End %

Actual

1.8

1.7

2.7

1.6

Directly Managed
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 3.4 4.0 3.6

Q2 15/16 3.8 4.0 3.6

Q1 15/16 3.6 4.0 3.6

Q4 14/15 3.6 4.0 3.3

Quarter
End %

Actual

5.0

4.0

5.8

4.4

Partnerships
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 4.2 3.0 3.8

Q2 15/16 0.9 3.0 3.8

Q1 15/16 1.6 3.0 3.8

Q4 14/15 3.8 2.0 4.1

2.1 Income (pages 4 - 6)

2.2 Lettings (pages 7 - 9)

1.2 Home Maintenance - Appointments & Scheduling (page 3)

1.1 Home Maintenance - Responsive Repairs (page 2)

Quarter
End %

Actual

4.9

1.0

2.1

3.5

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015
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1. Repairs

1. Repairs

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

1.1  Home Maintenance - Responsive Repairs (Qtr)

1.2  Home Maintenance - Appointments & Scheduling (Qtr)

1.3  Home Maintenance - Void Turnaround Time (Qtr)

2.1.1 Income - General Needs (Qtr)

2.1.2 Income - Care & Support Current Arrears % (YTD) (Qtr)

2.1.3 Income - Universal Credit (Qtr)

2.2.1 Lettings - General Needs (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

First Wessex Home Maintenance & Housing
KPI Report

Volume
of lates

Actual

548

958

1054

1419

Responsive Repairs Comments:

Immediate and Emergency performance are both up on Q2, and meeting overall target. Urgent and Routine, whilst not
meeting target are both improved on Q2. However due to previous quarters performance we will not achieve target times at
year end.

Average Number of Days to Re-Let
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 15.7 30.0 41.7

Q2 15/16 22.2 30.0 41.7

Q1 15/16 37.9 30.0 41.7

Q4 14/15 41.7 30.0 46.7

Index

Volume
of lates

Actual

360

696

862

955

Void Turnaround Time Comments:

Minor void turnaround time performance in Q3 has dropped slightly below
target. This is due to the high volume of voids that were received. Major void
turnaround times are below target and have improved since Q2, despite high
volumes.

A service review is due to take place in Feb 2016 and will be part of the Lean
Review of the service that is being carried out.

Appointments & Scheduling Comments:

Appointments kept has been adversely affected by a number of factors including operative sickness, holiday and severe staff
shortages within the Planning teams.

Income Comments:
Arrears (HB low weeks, in line with Housing Benefit payments) have decreased since Q2 but remain off-target. There was a
downward trend in November, which was maintained through to the end of Q3. This is against the trend of the previous two
years, which each had increases of 0.1% between these periods.

We have seen a slight increase in arrears for our Affordable rents and residents affected by the Spare Room Subsidy. This
continues to be a focus for the Income team.

There have been 14 evictions due to rent arrears in Q3: three were cases where arrears were over £3k and three were over
£2k arrears. Seven were as a result of outright possession and three were breached suspended possession orders; no stay
applications were made for these cases.

Income Comments:

Comments:

Designated Elderly: Arrears levels are above target,
but have reduced from Q2. The majority of arrears
remain under five weeks, with only five cases over five
weeks; a reduction from Q2. Close monitoring of
cases to ensure continual reduction has been
achieved. 2014/15 saw an increase between Q2 and
Q3 with arrears in Q3 at 0.8%.

Sheltered: The target has been exceeded and there
has been a reduction in arrears from Q2. This is also
a reduction from arrears as at Q3 2014/15 when they
were at 1.2%.

Extra Care: Arrears have reduced since Q2 but
remain off target. The majority of cases are under five
weeks, with only two cases over five weeks, both of
which should be resolved in Q4. The arrears level is
the same as in Q3 2014/15.

Directly Managed: Arrears have reduced since Q2
and are below target. 2014/15 saw an increase
between Q2 and Q3 with arrears in Q3 at 4.2%.

Partnerships: Off target and increase from Q2. Some
accounts missed being invoiced for quarterly charges
to the managing agents. Income and Finance are
working together to resolve these issues. This is an
increase in arrears as at Q3 2014/15 when they were
3.3% and had seen a downward trend from Q2.

There have been two evictions due to rent arrears in
Q3, both were hostel licenses.

Universal Credit Comments:

We have a total of eleven Universal Credit cases (which includes one joint claim). Universal Credit has currently rolled-out in
Southampton, Eastleigh, Winchester and New Forest. East Hants, Rushmoor, Waverly and Guildford are due to go live in
February 2016 and Fareham, Portsmouth, Gosport and Havant are set to go live in March 2016.

The arrears outstanding for all Universal Credit cases are 7.93%. Arrears based on balances pre Universal Credit were
5.38%.

Two Universal Credit claims are on Alternative Payment Arrangements (APAs). One was applied for by the resident and
support worker, due to vulnerability issues and one was applied for by First Wessex, due to arrears being over two months.
We have requested payment towards the rent but not arrears, as we are working with the resident to maintain arrears
payments to help them take responsibility. If payments are not maintained as agreed then a third party deduction application
will be made for payments towards arrears.

The Financial Inclusion Manager has been working closely with the Customer Services team to ensure that they have a solid
understanding of Universal Credit, in their capactiy as first point of contact.

Average Number of Days to Re-Let
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 15.7 20.3 24.6 24.2

Q2 15/16 14.6 20.3 24.6 24.2

Q1 15/16 22.0 20.3 24.6 24.2

Q4 14/15 24.6 16.0 27.5 23.4

Lettings Comments:

Identified from the Lean Review, process changes were launched in October within Operations and Property Services. These
process changes are currently being implemented and measured by the Lettings Manager and the Lean Project Team. The
voids process Lean Thinking Review is due to commence in February 2016.

General needs re-let performance in Q3 has continued to exceed target.

An implementation plan is in place for the Void Property Standard, which will launch in February 2016. For the first three
months, a pilot will be undertaken regarding the provision of decoration vouchers to residents, which will be closely
monitored by the Lettings Manager to assess any impact on the rate of refusals.

Following the Orchard Audit Day, a report has recommended improved usage of the Orchard housing management system.
This is being progressed with support from ICT. 

Average Number of Days to Re-Let
Partnerships

Period Actual Target Year end RAG

Q3 15/16 112.0 25.0 21.0

Q2 15/16 0.0 25.0 21.0

Q1 15/16 28.0 25.0 21.0

Q4 14/15 21.0 25.0 0.0

Lettings Comments:

HfOP:

As detailed in the Lettings commentary for General Needs, process changes are currently being implemented and measured
under the Lean Review. This has led to continued improvement in performance for Housing for Older Persons, which
exceeded target at the end of the quarter.

Supported Directly Managed - Hostels:

Performance within Hostels has shown an improvement at the end of Q3. Regular panel meetings are ongoing with support
providers, in an effort to identify suitable nominees, and where these are not forthcoming we are continuing to work with
Local Authority partners to review potential nominees.

Properties listed under Partnerships has seen a spike in performance, due to the letting of two long-term voids at Stella
Maris House, totalling 258 re-let days.

1. Repairs (pages 1 - 3)

2. Housing (pages 4 - 9)

Vol. of
Completed

Jobs

Actual

16717

16411

16925

19880

% Appointments Kept to Target

Period Actual Target Year end RAG

Q3 15/16 99.3 99.0 99.4

Q2 15/16 99.4 99.0 99.4

Q1 15/16 99.5 99.0 99.4

Q4 14/15 99.4 97.5 99.6

Designated Elderly
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.6

Q2 15/16 0.7 0.5 0.6

Q1 15/16 0.9 0.5 0.6

Q4 14/15 0.6 0.5 0.7

Stock
Count

Actual

13323

13302

13201

13097

Stock
Count

Actual

1382

1343

1343

1343

All Repairs % Completed in Target
(Weighted Average)

Period Actual Target
Year

end
RAG

Q3 15/16 96.7 98.4 92.9

Q2 15/16 94.2 98.4 92.9

Q1 15/16 93.8 98.4 92.9

Q4 14/15 92.9 98.4 90.8

% Responsive Repairs Completed Right First Time

Period Actual Target Year end RAG

Q3 15/16 96.2 96.0 96.6

Q2 15/16 95.9 96.0 96.6

Q1 15/16 95.7 96.0 96.6

Q4 14/15 96.6 89.0 94.7

Stock
Count

Actual

538

538

538

538

* Includes all dwellings, except
Owner Occupier and Older
Persons business types.

Void Rent Loss % Annualised (YTD)
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 0.5 0.7 0.7 0.8

Q2 15/16 0.6 0.7 0.7 0.8

Q1 15/16 0.6 0.7 0.7 0.8

Q4 14/15 0.7 0.5 0.6 0.8

Volume
of lates

Actual

184

240

185

448

Volume of
Appointments Kept

Period Actual

Q3 15/16 20979

Q2 15/16 18889

Q1 15/16 17826

Q4 14/15 22675

Stock Count
- General

Needs

Actual

13323

13302

13201

13097

Stock
Count

Actual

653

614

614

614

Number of Tenants
Moved to Universal

Credit in Period

Period Actual

Q3 15/16 8

Q2 15/16 3

Q1 15/16 1

% Tenants* Receiving
Universal Credit

Period Actual

Q3 15/16 0.05

Q2 15/16 0.02

Q1 15/16 0.00

Stock
Count

Actual

129

135

174

173

Volume
of lates

Actual

3

18

4

15

Volume of
Appointments Made

Period Actual

Q3 15/16 21131

Q2 15/16 18998

Q1 15/16 17910

Q4 14/15 22855

Minor Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 10.6 10.0

Q2 15/16 9.7 10.0

Q1 15/16 11.5 10.0

Major Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 30.8 35.0

Q2 15/16 34.6 35.0

Q1 15/16 30.1 35.0

Current Arrears % (YTD) - General Needs
Net of Unpaid Housing Benefit

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 2.9 2.7 3.0 1.8

Q2 15/16 3.0 2.7 3.0 1.8

Q1 15/16 2.8 2.7 3.0 1.8

Q4 14/15 3.0 2.2 2.7 2.0

Average Number of Days to Re-Let
Hostels

Period Actual Target Year end RAG

Q3 15/16 27.0 25.0 31.9

Q2 15/16 33.0 25.0 31.9

Q1 15/16 34.7 25.0 31.9

Q4 14/15 31.9 25.0 24.6

Volume
of lates

Actual

1

4

3

1

Current Arrears % (YTD) - General Needs
Quarter End

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 3.9 3.0 4.0 3.0

Q2 15/16 3.5 3.0 4.0 3.0

Q1 15/16 4.6 3.0 4.0 3.0

Q4 14/15 4.0 3.0 3.8 3.2

Stock
Count

Actual

191

191

191

191

Stock
Count

Actual

368

384

379

393

Responsive Repairs % Completed in Target
Immediate (4 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.7 100.0

Q2 15/16 99.7 99.7 100.0

Q1 15/16 99.8 99.7 100.0

Q4 14/15 100.0 99.7 100.0

Stock
Count

Actual

368

384

379

393

Average Number of Days to Re-Let
Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 24.5 25.0 30.3

Q2 15/16 25.0 25.0 30.3

Q1 15/16 37.8 25.0 30.3

Q4 14/15 30.3 25.0 26.6

Responsive Repairs % Completed in Target
Emergency (24 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.5 99.4

Q2 15/16 99.1 99.5 99.4

Q1 15/16 99.8 99.5 99.4

Q4 14/15 99.4 99.5 99.8

Stock
Count

Actual

129

135

174

173

Stock
Count

Actual

52

52

52

52

Responsive Repairs % Completed in Target
Urgent (5 days)

Period Actual Target
Year

end
RAG

Q3 15/16 96.3 98.4 91.4

Q2 15/16 94.5 98.4 91.4

Q1 15/16 95.4 98.4 91.4

Q4 14/15 91.4 98.4 87.5

Quarter
End %

Actual

1.7

2.9

2.7

1.7

Void Rent Loss % Annualised (YTD)
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 0.6 1.0 0.9

Q2 15/16 0.7 1.0 0.9

Q1 15/16 0.7 1.0 0.9

Q4 14/15 0.9 1.0 1.4

Responsive Repairs % Completed in Target
Routine (22 days)

Period Actual Target
Year

end
RAG

Q3 15/16 95.7 98.2 90.7

Q2 15/16 92.2 98.2 90.7

Q1 15/16 91.2 98.2 90.7

Q4 14/15 90.7 98.2 88.8

Quarter
End %

Actual

2.3

2.3

3.2

2.3

Void Rent Loss % Annualised (YTD)
Partnerships

Period Actual Target Year end RAG

Q3 15/16 0.8 3.8 1.6

Q2 15/16 0.6 3.8 1.6

Q1 15/16 2.9 3.8 1.6

Q4 14/15 1.6 3.8 1.4

Average Responsive Repair
Completion Time (days)

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 7.8 9.1 9.2 9.6

Q2 15/16 9.2 9.1 9.2 9.6

Q1 15/16 9.0 9.1 9.2 9.6

Q4 14/15 9.2 9.2 9.2

Sheltered
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.9 1.2 1.0

Q2 15/16 1.0 1.2 1.0

Q1 15/16 1.1 1.2 1.0

Q4 14/15 1.0 1.5 1.5

Void Rent Loss % Annualised (YTD) -
Hostels & Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 7.8 6.0 7.9

Q2 15/16 12.6 6.0 7.9

Q1 15/16 11.5 6.0 7.9

Q4 14/15 7.9 6.0 6.6

Extra Care
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.5

Q2 15/16 0.7 0.5 0.5

Q1 15/16 0.7 0.5 0.5

Q4 14/15 0.5 0.9 1.0

Quarter
End %

Actual

1.8

1.7

2.7

1.6

Directly Managed
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 3.4 4.0 3.6

Q2 15/16 3.8 4.0 3.6

Q1 15/16 3.6 4.0 3.6

Q4 14/15 3.6 4.0 3.3

Quarter
End %

Actual

5.0

4.0

5.8

4.4

Partnerships
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 4.2 3.0 3.8

Q2 15/16 0.9 3.0 3.8

Q1 15/16 1.6 3.0 3.8

Q4 14/15 3.8 2.0 4.1

2.1 Income (pages 4 - 6)

2.2 Lettings (pages 7 - 9)

1.2 Home Maintenance - Appointments & Scheduling (page 3)

1.1 Home Maintenance - Responsive Repairs (page 2)

Quarter
End %

Actual

4.9

1.0

2.1

3.5

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015
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1. Repairs

1. Repairs

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

1.1  Home Maintenance - Responsive Repairs (Qtr)

1.2  Home Maintenance - Appointments & Scheduling (Qtr)

1.3  Home Maintenance - Void Turnaround Time (Qtr)

2.1.1 Income - General Needs (Qtr)

2.1.2 Income - Care & Support Current Arrears % (YTD) (Qtr)

2.1.3 Income - Universal Credit (Qtr)

2.2.1 Lettings - General Needs (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

First Wessex Home Maintenance & Housing
KPI Report

Volume
of lates

Actual

548

958

1054

1419

Responsive Repairs Comments:

Immediate and Emergency performance are both up on Q2, and meeting overall target. Urgent and Routine, whilst not
meeting target are both improved on Q2. However due to previous quarters performance we will not achieve target times at
year end.

Average Number of Days to Re-Let
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 15.7 30.0 41.7

Q2 15/16 22.2 30.0 41.7

Q1 15/16 37.9 30.0 41.7

Q4 14/15 41.7 30.0 46.7

Index

Volume
of lates

Actual

360

696

862

955

Void Turnaround Time Comments:

Minor void turnaround time performance in Q3 has dropped slightly below
target. This is due to the high volume of voids that were received. Major void
turnaround times are below target and have improved since Q2, despite high
volumes.

A service review is due to take place in Feb 2016 and will be part of the Lean
Review of the service that is being carried out.

Appointments & Scheduling Comments:

Appointments kept has been adversely affected by a number of factors including operative sickness, holiday and severe staff
shortages within the Planning teams.

Income Comments:
Arrears (HB low weeks, in line with Housing Benefit payments) have decreased since Q2 but remain off-target. There was a
downward trend in November, which was maintained through to the end of Q3. This is against the trend of the previous two
years, which each had increases of 0.1% between these periods.

We have seen a slight increase in arrears for our Affordable rents and residents affected by the Spare Room Subsidy. This
continues to be a focus for the Income team.

There have been 14 evictions due to rent arrears in Q3: three were cases where arrears were over £3k and three were over
£2k arrears. Seven were as a result of outright possession and three were breached suspended possession orders; no stay
applications were made for these cases.

Income Comments:

Comments:

Designated Elderly: Arrears levels are above target,
but have reduced from Q2. The majority of arrears
remain under five weeks, with only five cases over five
weeks; a reduction from Q2. Close monitoring of
cases to ensure continual reduction has been
achieved. 2014/15 saw an increase between Q2 and
Q3 with arrears in Q3 at 0.8%.

Sheltered: The target has been exceeded and there
has been a reduction in arrears from Q2. This is also
a reduction from arrears as at Q3 2014/15 when they
were at 1.2%.

Extra Care: Arrears have reduced since Q2 but
remain off target. The majority of cases are under five
weeks, with only two cases over five weeks, both of
which should be resolved in Q4. The arrears level is
the same as in Q3 2014/15.

Directly Managed: Arrears have reduced since Q2
and are below target. 2014/15 saw an increase
between Q2 and Q3 with arrears in Q3 at 4.2%.

Partnerships: Off target and increase from Q2. Some
accounts missed being invoiced for quarterly charges
to the managing agents. Income and Finance are
working together to resolve these issues. This is an
increase in arrears as at Q3 2014/15 when they were
3.3% and had seen a downward trend from Q2.

There have been two evictions due to rent arrears in
Q3, both were hostel licenses.

Universal Credit Comments:

We have a total of eleven Universal Credit cases (which includes one joint claim). Universal Credit has currently rolled-out in
Southampton, Eastleigh, Winchester and New Forest. East Hants, Rushmoor, Waverly and Guildford are due to go live in
February 2016 and Fareham, Portsmouth, Gosport and Havant are set to go live in March 2016.

The arrears outstanding for all Universal Credit cases are 7.93%. Arrears based on balances pre Universal Credit were
5.38%.

Two Universal Credit claims are on Alternative Payment Arrangements (APAs). One was applied for by the resident and
support worker, due to vulnerability issues and one was applied for by First Wessex, due to arrears being over two months.
We have requested payment towards the rent but not arrears, as we are working with the resident to maintain arrears
payments to help them take responsibility. If payments are not maintained as agreed then a third party deduction application
will be made for payments towards arrears.

The Financial Inclusion Manager has been working closely with the Customer Services team to ensure that they have a solid
understanding of Universal Credit, in their capactiy as first point of contact.

Average Number of Days to Re-Let
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 15.7 20.3 24.6 24.2

Q2 15/16 14.6 20.3 24.6 24.2

Q1 15/16 22.0 20.3 24.6 24.2

Q4 14/15 24.6 16.0 27.5 23.4

Lettings Comments:

Identified from the Lean Review, process changes were launched in October within Operations and Property Services. These
process changes are currently being implemented and measured by the Lettings Manager and the Lean Project Team. The
voids process Lean Thinking Review is due to commence in February 2016.

General needs re-let performance in Q3 has continued to exceed target.

An implementation plan is in place for the Void Property Standard, which will launch in February 2016. For the first three
months, a pilot will be undertaken regarding the provision of decoration vouchers to residents, which will be closely
monitored by the Lettings Manager to assess any impact on the rate of refusals.

Following the Orchard Audit Day, a report has recommended improved usage of the Orchard housing management system.
This is being progressed with support from ICT. 

Average Number of Days to Re-Let
Partnerships

Period Actual Target Year end RAG

Q3 15/16 112.0 25.0 21.0

Q2 15/16 0.0 25.0 21.0

Q1 15/16 28.0 25.0 21.0

Q4 14/15 21.0 25.0 0.0

Lettings Comments:

HfOP:

As detailed in the Lettings commentary for General Needs, process changes are currently being implemented and measured
under the Lean Review. This has led to continued improvement in performance for Housing for Older Persons, which
exceeded target at the end of the quarter.

Supported Directly Managed - Hostels:

Performance within Hostels has shown an improvement at the end of Q3. Regular panel meetings are ongoing with support
providers, in an effort to identify suitable nominees, and where these are not forthcoming we are continuing to work with
Local Authority partners to review potential nominees.

Properties listed under Partnerships has seen a spike in performance, due to the letting of two long-term voids at Stella
Maris House, totalling 258 re-let days.

1. Repairs (pages 1 - 3)

2. Housing (pages 4 - 9)

Vol. of
Completed

Jobs

Actual

16717

16411

16925

19880

% Appointments Kept to Target

Period Actual Target Year end RAG

Q3 15/16 99.3 99.0 99.4

Q2 15/16 99.4 99.0 99.4

Q1 15/16 99.5 99.0 99.4

Q4 14/15 99.4 97.5 99.6

Designated Elderly
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.6

Q2 15/16 0.7 0.5 0.6

Q1 15/16 0.9 0.5 0.6

Q4 14/15 0.6 0.5 0.7

Stock
Count

Actual

13323

13302

13201

13097

Stock
Count

Actual

1382

1343

1343

1343

All Repairs % Completed in Target
(Weighted Average)

Period Actual Target
Year

end
RAG

Q3 15/16 96.7 98.4 92.9

Q2 15/16 94.2 98.4 92.9

Q1 15/16 93.8 98.4 92.9

Q4 14/15 92.9 98.4 90.8

% Responsive Repairs Completed Right First Time

Period Actual Target Year end RAG

Q3 15/16 96.2 96.0 96.6

Q2 15/16 95.9 96.0 96.6

Q1 15/16 95.7 96.0 96.6

Q4 14/15 96.6 89.0 94.7

Stock
Count

Actual

538

538

538

538

* Includes all dwellings, except
Owner Occupier and Older
Persons business types.

Void Rent Loss % Annualised (YTD)
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 0.5 0.7 0.7 0.8

Q2 15/16 0.6 0.7 0.7 0.8

Q1 15/16 0.6 0.7 0.7 0.8

Q4 14/15 0.7 0.5 0.6 0.8

Volume
of lates

Actual

184

240

185

448

Volume of
Appointments Kept

Period Actual

Q3 15/16 20979

Q2 15/16 18889

Q1 15/16 17826

Q4 14/15 22675

Stock Count
- General

Needs

Actual

13323

13302

13201

13097

Stock
Count

Actual

653

614

614

614

Number of Tenants
Moved to Universal

Credit in Period

Period Actual

Q3 15/16 8

Q2 15/16 3

Q1 15/16 1

% Tenants* Receiving
Universal Credit

Period Actual

Q3 15/16 0.05

Q2 15/16 0.02

Q1 15/16 0.00

Stock
Count

Actual

129

135

174

173

Volume
of lates

Actual

3

18

4

15

Volume of
Appointments Made

Period Actual

Q3 15/16 21131

Q2 15/16 18998

Q1 15/16 17910

Q4 14/15 22855

Minor Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 10.6 10.0

Q2 15/16 9.7 10.0

Q1 15/16 11.5 10.0

Major Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 30.8 35.0

Q2 15/16 34.6 35.0

Q1 15/16 30.1 35.0

Current Arrears % (YTD) - General Needs
Net of Unpaid Housing Benefit

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 2.9 2.7 3.0 1.8

Q2 15/16 3.0 2.7 3.0 1.8

Q1 15/16 2.8 2.7 3.0 1.8

Q4 14/15 3.0 2.2 2.7 2.0

Average Number of Days to Re-Let
Hostels

Period Actual Target Year end RAG

Q3 15/16 27.0 25.0 31.9

Q2 15/16 33.0 25.0 31.9

Q1 15/16 34.7 25.0 31.9

Q4 14/15 31.9 25.0 24.6

Volume
of lates

Actual

1

4

3

1

Current Arrears % (YTD) - General Needs
Quarter End

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 3.9 3.0 4.0 3.0

Q2 15/16 3.5 3.0 4.0 3.0

Q1 15/16 4.6 3.0 4.0 3.0

Q4 14/15 4.0 3.0 3.8 3.2

Stock
Count

Actual

191

191

191

191

Stock
Count

Actual

368

384

379

393

Responsive Repairs % Completed in Target
Immediate (4 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.7 100.0

Q2 15/16 99.7 99.7 100.0

Q1 15/16 99.8 99.7 100.0

Q4 14/15 100.0 99.7 100.0

Stock
Count

Actual

368

384

379

393

Average Number of Days to Re-Let
Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 24.5 25.0 30.3

Q2 15/16 25.0 25.0 30.3

Q1 15/16 37.8 25.0 30.3

Q4 14/15 30.3 25.0 26.6

Responsive Repairs % Completed in Target
Emergency (24 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.5 99.4

Q2 15/16 99.1 99.5 99.4

Q1 15/16 99.8 99.5 99.4

Q4 14/15 99.4 99.5 99.8

Stock
Count

Actual

129

135

174

173

Stock
Count

Actual

52

52

52

52

Responsive Repairs % Completed in Target
Urgent (5 days)

Period Actual Target
Year

end
RAG

Q3 15/16 96.3 98.4 91.4

Q2 15/16 94.5 98.4 91.4

Q1 15/16 95.4 98.4 91.4

Q4 14/15 91.4 98.4 87.5

Quarter
End %

Actual

1.7

2.9

2.7

1.7

Void Rent Loss % Annualised (YTD)
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 0.6 1.0 0.9

Q2 15/16 0.7 1.0 0.9

Q1 15/16 0.7 1.0 0.9

Q4 14/15 0.9 1.0 1.4

Responsive Repairs % Completed in Target
Routine (22 days)

Period Actual Target
Year

end
RAG

Q3 15/16 95.7 98.2 90.7

Q2 15/16 92.2 98.2 90.7

Q1 15/16 91.2 98.2 90.7

Q4 14/15 90.7 98.2 88.8

Quarter
End %

Actual

2.3

2.3

3.2

2.3

Void Rent Loss % Annualised (YTD)
Partnerships

Period Actual Target Year end RAG

Q3 15/16 0.8 3.8 1.6

Q2 15/16 0.6 3.8 1.6

Q1 15/16 2.9 3.8 1.6

Q4 14/15 1.6 3.8 1.4

Average Responsive Repair
Completion Time (days)

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 7.8 9.1 9.2 9.6

Q2 15/16 9.2 9.1 9.2 9.6

Q1 15/16 9.0 9.1 9.2 9.6

Q4 14/15 9.2 9.2 9.2

Sheltered
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.9 1.2 1.0

Q2 15/16 1.0 1.2 1.0

Q1 15/16 1.1 1.2 1.0

Q4 14/15 1.0 1.5 1.5

Void Rent Loss % Annualised (YTD) -
Hostels & Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 7.8 6.0 7.9

Q2 15/16 12.6 6.0 7.9

Q1 15/16 11.5 6.0 7.9

Q4 14/15 7.9 6.0 6.6

Extra Care
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.5

Q2 15/16 0.7 0.5 0.5

Q1 15/16 0.7 0.5 0.5

Q4 14/15 0.5 0.9 1.0

Quarter
End %

Actual

1.8

1.7

2.7

1.6

Directly Managed
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 3.4 4.0 3.6

Q2 15/16 3.8 4.0 3.6

Q1 15/16 3.6 4.0 3.6

Q4 14/15 3.6 4.0 3.3

Quarter
End %

Actual

5.0

4.0

5.8

4.4

Partnerships
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 4.2 3.0 3.8

Q2 15/16 0.9 3.0 3.8

Q1 15/16 1.6 3.0 3.8

Q4 14/15 3.8 2.0 4.1

2.1 Income (pages 4 - 6)

2.2 Lettings (pages 7 - 9)

1.2 Home Maintenance - Appointments & Scheduling (page 3)

1.1 Home Maintenance - Responsive Repairs (page 2)

Quarter
End %

Actual

4.9

1.0

2.1

3.5

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015
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1. Repairs

1. Repairs

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

1.1  Home Maintenance - Responsive Repairs (Qtr)

1.2  Home Maintenance - Appointments & Scheduling (Qtr)

1.3  Home Maintenance - Void Turnaround Time (Qtr)

2.1.1 Income - General Needs (Qtr)

2.1.2 Income - Care & Support Current Arrears % (YTD) (Qtr)

2.1.3 Income - Universal Credit (Qtr)

2.2.1 Lettings - General Needs (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

First Wessex Home Maintenance & Housing
KPI Report

Volume
of lates

Actual

548

958

1054

1419

Responsive Repairs Comments:

Immediate and Emergency performance are both up on Q2, and meeting overall target. Urgent and Routine, whilst not
meeting target are both improved on Q2. However due to previous quarters performance we will not achieve target times at
year end.

Average Number of Days to Re-Let
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 15.7 30.0 41.7

Q2 15/16 22.2 30.0 41.7

Q1 15/16 37.9 30.0 41.7

Q4 14/15 41.7 30.0 46.7

Index

Volume
of lates

Actual

360

696

862

955

Void Turnaround Time Comments:

Minor void turnaround time performance in Q3 has dropped slightly below
target. This is due to the high volume of voids that were received. Major void
turnaround times are below target and have improved since Q2, despite high
volumes.

A service review is due to take place in Feb 2016 and will be part of the Lean
Review of the service that is being carried out.

Appointments & Scheduling Comments:

Appointments kept has been adversely affected by a number of factors including operative sickness, holiday and severe staff
shortages within the Planning teams.

Income Comments:
Arrears (HB low weeks, in line with Housing Benefit payments) have decreased since Q2 but remain off-target. There was a
downward trend in November, which was maintained through to the end of Q3. This is against the trend of the previous two
years, which each had increases of 0.1% between these periods.

We have seen a slight increase in arrears for our Affordable rents and residents affected by the Spare Room Subsidy. This
continues to be a focus for the Income team.

There have been 14 evictions due to rent arrears in Q3: three were cases where arrears were over £3k and three were over
£2k arrears. Seven were as a result of outright possession and three were breached suspended possession orders; no stay
applications were made for these cases.

Income Comments:

Comments:

Designated Elderly: Arrears levels are above target,
but have reduced from Q2. The majority of arrears
remain under five weeks, with only five cases over five
weeks; a reduction from Q2. Close monitoring of
cases to ensure continual reduction has been
achieved. 2014/15 saw an increase between Q2 and
Q3 with arrears in Q3 at 0.8%.

Sheltered: The target has been exceeded and there
has been a reduction in arrears from Q2. This is also
a reduction from arrears as at Q3 2014/15 when they
were at 1.2%.

Extra Care: Arrears have reduced since Q2 but
remain off target. The majority of cases are under five
weeks, with only two cases over five weeks, both of
which should be resolved in Q4. The arrears level is
the same as in Q3 2014/15.

Directly Managed: Arrears have reduced since Q2
and are below target. 2014/15 saw an increase
between Q2 and Q3 with arrears in Q3 at 4.2%.

Partnerships: Off target and increase from Q2. Some
accounts missed being invoiced for quarterly charges
to the managing agents. Income and Finance are
working together to resolve these issues. This is an
increase in arrears as at Q3 2014/15 when they were
3.3% and had seen a downward trend from Q2.

There have been two evictions due to rent arrears in
Q3, both were hostel licenses.

Universal Credit Comments:

We have a total of eleven Universal Credit cases (which includes one joint claim). Universal Credit has currently rolled-out in
Southampton, Eastleigh, Winchester and New Forest. East Hants, Rushmoor, Waverly and Guildford are due to go live in
February 2016 and Fareham, Portsmouth, Gosport and Havant are set to go live in March 2016.

The arrears outstanding for all Universal Credit cases are 7.93%. Arrears based on balances pre Universal Credit were
5.38%.

Two Universal Credit claims are on Alternative Payment Arrangements (APAs). One was applied for by the resident and
support worker, due to vulnerability issues and one was applied for by First Wessex, due to arrears being over two months.
We have requested payment towards the rent but not arrears, as we are working with the resident to maintain arrears
payments to help them take responsibility. If payments are not maintained as agreed then a third party deduction application
will be made for payments towards arrears.

The Financial Inclusion Manager has been working closely with the Customer Services team to ensure that they have a solid
understanding of Universal Credit, in their capactiy as first point of contact.

Average Number of Days to Re-Let
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 15.7 20.3 24.6 24.2

Q2 15/16 14.6 20.3 24.6 24.2

Q1 15/16 22.0 20.3 24.6 24.2

Q4 14/15 24.6 16.0 27.5 23.4

Lettings Comments:

Identified from the Lean Review, process changes were launched in October within Operations and Property Services. These
process changes are currently being implemented and measured by the Lettings Manager and the Lean Project Team. The
voids process Lean Thinking Review is due to commence in February 2016.

General needs re-let performance in Q3 has continued to exceed target.

An implementation plan is in place for the Void Property Standard, which will launch in February 2016. For the first three
months, a pilot will be undertaken regarding the provision of decoration vouchers to residents, which will be closely
monitored by the Lettings Manager to assess any impact on the rate of refusals.

Following the Orchard Audit Day, a report has recommended improved usage of the Orchard housing management system.
This is being progressed with support from ICT. 

Average Number of Days to Re-Let
Partnerships

Period Actual Target Year end RAG

Q3 15/16 112.0 25.0 21.0

Q2 15/16 0.0 25.0 21.0

Q1 15/16 28.0 25.0 21.0

Q4 14/15 21.0 25.0 0.0

Lettings Comments:

HfOP:

As detailed in the Lettings commentary for General Needs, process changes are currently being implemented and measured
under the Lean Review. This has led to continued improvement in performance for Housing for Older Persons, which
exceeded target at the end of the quarter.

Supported Directly Managed - Hostels:

Performance within Hostels has shown an improvement at the end of Q3. Regular panel meetings are ongoing with support
providers, in an effort to identify suitable nominees, and where these are not forthcoming we are continuing to work with
Local Authority partners to review potential nominees.

Properties listed under Partnerships has seen a spike in performance, due to the letting of two long-term voids at Stella
Maris House, totalling 258 re-let days.

1. Repairs (pages 1 - 3)

2. Housing (pages 4 - 9)

Vol. of
Completed

Jobs

Actual

16717

16411

16925

19880

% Appointments Kept to Target

Period Actual Target Year end RAG

Q3 15/16 99.3 99.0 99.4

Q2 15/16 99.4 99.0 99.4

Q1 15/16 99.5 99.0 99.4

Q4 14/15 99.4 97.5 99.6

Designated Elderly
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.6

Q2 15/16 0.7 0.5 0.6

Q1 15/16 0.9 0.5 0.6

Q4 14/15 0.6 0.5 0.7

Stock
Count

Actual

13323

13302

13201

13097

Stock
Count

Actual

1382

1343

1343

1343

All Repairs % Completed in Target
(Weighted Average)

Period Actual Target
Year

end
RAG

Q3 15/16 96.7 98.4 92.9

Q2 15/16 94.2 98.4 92.9

Q1 15/16 93.8 98.4 92.9

Q4 14/15 92.9 98.4 90.8

% Responsive Repairs Completed Right First Time

Period Actual Target Year end RAG

Q3 15/16 96.2 96.0 96.6

Q2 15/16 95.9 96.0 96.6

Q1 15/16 95.7 96.0 96.6

Q4 14/15 96.6 89.0 94.7

Stock
Count

Actual

538

538

538

538

* Includes all dwellings, except
Owner Occupier and Older
Persons business types.

Void Rent Loss % Annualised (YTD)
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 0.5 0.7 0.7 0.8

Q2 15/16 0.6 0.7 0.7 0.8

Q1 15/16 0.6 0.7 0.7 0.8

Q4 14/15 0.7 0.5 0.6 0.8

Volume
of lates

Actual

184

240

185

448

Volume of
Appointments Kept

Period Actual

Q3 15/16 20979

Q2 15/16 18889

Q1 15/16 17826

Q4 14/15 22675

Stock Count
- General

Needs

Actual

13323

13302

13201

13097

Stock
Count

Actual

653

614

614

614

Number of Tenants
Moved to Universal

Credit in Period

Period Actual

Q3 15/16 8

Q2 15/16 3

Q1 15/16 1

% Tenants* Receiving
Universal Credit

Period Actual

Q3 15/16 0.05

Q2 15/16 0.02

Q1 15/16 0.00

Stock
Count

Actual

129

135

174

173

Volume
of lates

Actual

3

18

4

15

Volume of
Appointments Made

Period Actual

Q3 15/16 21131

Q2 15/16 18998

Q1 15/16 17910

Q4 14/15 22855

Minor Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 10.6 10.0

Q2 15/16 9.7 10.0

Q1 15/16 11.5 10.0

Major Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 30.8 35.0

Q2 15/16 34.6 35.0

Q1 15/16 30.1 35.0

Current Arrears % (YTD) - General Needs
Net of Unpaid Housing Benefit

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 2.9 2.7 3.0 1.8

Q2 15/16 3.0 2.7 3.0 1.8

Q1 15/16 2.8 2.7 3.0 1.8

Q4 14/15 3.0 2.2 2.7 2.0

Average Number of Days to Re-Let
Hostels

Period Actual Target Year end RAG

Q3 15/16 27.0 25.0 31.9

Q2 15/16 33.0 25.0 31.9

Q1 15/16 34.7 25.0 31.9

Q4 14/15 31.9 25.0 24.6

Volume
of lates

Actual

1

4

3

1

Current Arrears % (YTD) - General Needs
Quarter End

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 3.9 3.0 4.0 3.0

Q2 15/16 3.5 3.0 4.0 3.0

Q1 15/16 4.6 3.0 4.0 3.0

Q4 14/15 4.0 3.0 3.8 3.2

Stock
Count

Actual

191

191

191

191

Stock
Count

Actual

368

384

379

393

Responsive Repairs % Completed in Target
Immediate (4 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.7 100.0

Q2 15/16 99.7 99.7 100.0

Q1 15/16 99.8 99.7 100.0

Q4 14/15 100.0 99.7 100.0

Stock
Count

Actual

368

384

379

393

Average Number of Days to Re-Let
Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 24.5 25.0 30.3

Q2 15/16 25.0 25.0 30.3

Q1 15/16 37.8 25.0 30.3

Q4 14/15 30.3 25.0 26.6

Responsive Repairs % Completed in Target
Emergency (24 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.5 99.4

Q2 15/16 99.1 99.5 99.4

Q1 15/16 99.8 99.5 99.4

Q4 14/15 99.4 99.5 99.8

Stock
Count

Actual

129

135

174

173

Stock
Count

Actual

52

52

52

52

Responsive Repairs % Completed in Target
Urgent (5 days)

Period Actual Target
Year

end
RAG

Q3 15/16 96.3 98.4 91.4

Q2 15/16 94.5 98.4 91.4

Q1 15/16 95.4 98.4 91.4

Q4 14/15 91.4 98.4 87.5

Quarter
End %

Actual

1.7

2.9

2.7

1.7

Void Rent Loss % Annualised (YTD)
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 0.6 1.0 0.9

Q2 15/16 0.7 1.0 0.9

Q1 15/16 0.7 1.0 0.9

Q4 14/15 0.9 1.0 1.4

Responsive Repairs % Completed in Target
Routine (22 days)

Period Actual Target
Year

end
RAG

Q3 15/16 95.7 98.2 90.7

Q2 15/16 92.2 98.2 90.7

Q1 15/16 91.2 98.2 90.7

Q4 14/15 90.7 98.2 88.8

Quarter
End %

Actual

2.3

2.3

3.2

2.3

Void Rent Loss % Annualised (YTD)
Partnerships

Period Actual Target Year end RAG

Q3 15/16 0.8 3.8 1.6

Q2 15/16 0.6 3.8 1.6

Q1 15/16 2.9 3.8 1.6

Q4 14/15 1.6 3.8 1.4

Average Responsive Repair
Completion Time (days)

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 7.8 9.1 9.2 9.6

Q2 15/16 9.2 9.1 9.2 9.6

Q1 15/16 9.0 9.1 9.2 9.6

Q4 14/15 9.2 9.2 9.2

Sheltered
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.9 1.2 1.0

Q2 15/16 1.0 1.2 1.0

Q1 15/16 1.1 1.2 1.0

Q4 14/15 1.0 1.5 1.5

Void Rent Loss % Annualised (YTD) -
Hostels & Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 7.8 6.0 7.9

Q2 15/16 12.6 6.0 7.9

Q1 15/16 11.5 6.0 7.9

Q4 14/15 7.9 6.0 6.6

Extra Care
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.5

Q2 15/16 0.7 0.5 0.5

Q1 15/16 0.7 0.5 0.5

Q4 14/15 0.5 0.9 1.0

Quarter
End %

Actual

1.8

1.7

2.7

1.6

Directly Managed
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 3.4 4.0 3.6

Q2 15/16 3.8 4.0 3.6

Q1 15/16 3.6 4.0 3.6

Q4 14/15 3.6 4.0 3.3

Quarter
End %

Actual

5.0

4.0

5.8

4.4

Partnerships
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 4.2 3.0 3.8

Q2 15/16 0.9 3.0 3.8

Q1 15/16 1.6 3.0 3.8

Q4 14/15 3.8 2.0 4.1

2.1 Income (pages 4 - 6)

2.2 Lettings (pages 7 - 9)

1.2 Home Maintenance - Appointments & Scheduling (page 3)

1.1 Home Maintenance - Responsive Repairs (page 2)

Quarter
End %

Actual

4.9

1.0

2.1

3.5

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015
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1. Repairs

1. Repairs

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

1.1  Home Maintenance - Responsive Repairs (Qtr)

1.2  Home Maintenance - Appointments & Scheduling (Qtr)

1.3  Home Maintenance - Void Turnaround Time (Qtr)

2.1.1 Income - General Needs (Qtr)

2.1.2 Income - Care & Support Current Arrears % (YTD) (Qtr)

2.1.3 Income - Universal Credit (Qtr)

2.2.1 Lettings - General Needs (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

First Wessex Home Maintenance & Housing
KPI Report

Volume
of lates

Actual

548

958

1054

1419

Responsive Repairs Comments:

Immediate and Emergency performance are both up on Q2, and meeting overall target. Urgent and Routine, whilst not
meeting target are both improved on Q2. However due to previous quarters performance we will not achieve target times at
year end.

Average Number of Days to Re-Let
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 15.7 30.0 41.7

Q2 15/16 22.2 30.0 41.7

Q1 15/16 37.9 30.0 41.7

Q4 14/15 41.7 30.0 46.7

Index

Volume
of lates

Actual

360

696

862

955

Void Turnaround Time Comments:

Minor void turnaround time performance in Q3 has dropped slightly below
target. This is due to the high volume of voids that were received. Major void
turnaround times are below target and have improved since Q2, despite high
volumes.

A service review is due to take place in Feb 2016 and will be part of the Lean
Review of the service that is being carried out.

Appointments & Scheduling Comments:

Appointments kept has been adversely affected by a number of factors including operative sickness, holiday and severe staff
shortages within the Planning teams.

Income Comments:
Arrears (HB low weeks, in line with Housing Benefit payments) have decreased since Q2 but remain off-target. There was a
downward trend in November, which was maintained through to the end of Q3. This is against the trend of the previous two
years, which each had increases of 0.1% between these periods.

We have seen a slight increase in arrears for our Affordable rents and residents affected by the Spare Room Subsidy. This
continues to be a focus for the Income team.

There have been 14 evictions due to rent arrears in Q3: three were cases where arrears were over £3k and three were over
£2k arrears. Seven were as a result of outright possession and three were breached suspended possession orders; no stay
applications were made for these cases.

Income Comments:

Comments:

Designated Elderly: Arrears levels are above target,
but have reduced from Q2. The majority of arrears
remain under five weeks, with only five cases over five
weeks; a reduction from Q2. Close monitoring of
cases to ensure continual reduction has been
achieved. 2014/15 saw an increase between Q2 and
Q3 with arrears in Q3 at 0.8%.

Sheltered: The target has been exceeded and there
has been a reduction in arrears from Q2. This is also
a reduction from arrears as at Q3 2014/15 when they
were at 1.2%.

Extra Care: Arrears have reduced since Q2 but
remain off target. The majority of cases are under five
weeks, with only two cases over five weeks, both of
which should be resolved in Q4. The arrears level is
the same as in Q3 2014/15.

Directly Managed: Arrears have reduced since Q2
and are below target. 2014/15 saw an increase
between Q2 and Q3 with arrears in Q3 at 4.2%.

Partnerships: Off target and increase from Q2. Some
accounts missed being invoiced for quarterly charges
to the managing agents. Income and Finance are
working together to resolve these issues. This is an
increase in arrears as at Q3 2014/15 when they were
3.3% and had seen a downward trend from Q2.

There have been two evictions due to rent arrears in
Q3, both were hostel licenses.

Universal Credit Comments:

We have a total of eleven Universal Credit cases (which includes one joint claim). Universal Credit has currently rolled-out in
Southampton, Eastleigh, Winchester and New Forest. East Hants, Rushmoor, Waverly and Guildford are due to go live in
February 2016 and Fareham, Portsmouth, Gosport and Havant are set to go live in March 2016.

The arrears outstanding for all Universal Credit cases are 7.93%. Arrears based on balances pre Universal Credit were
5.38%.

Two Universal Credit claims are on Alternative Payment Arrangements (APAs). One was applied for by the resident and
support worker, due to vulnerability issues and one was applied for by First Wessex, due to arrears being over two months.
We have requested payment towards the rent but not arrears, as we are working with the resident to maintain arrears
payments to help them take responsibility. If payments are not maintained as agreed then a third party deduction application
will be made for payments towards arrears.

The Financial Inclusion Manager has been working closely with the Customer Services team to ensure that they have a solid
understanding of Universal Credit, in their capactiy as first point of contact.

Average Number of Days to Re-Let
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 15.7 20.3 24.6 24.2

Q2 15/16 14.6 20.3 24.6 24.2

Q1 15/16 22.0 20.3 24.6 24.2

Q4 14/15 24.6 16.0 27.5 23.4

Lettings Comments:

Identified from the Lean Review, process changes were launched in October within Operations and Property Services. These
process changes are currently being implemented and measured by the Lettings Manager and the Lean Project Team. The
voids process Lean Thinking Review is due to commence in February 2016.

General needs re-let performance in Q3 has continued to exceed target.

An implementation plan is in place for the Void Property Standard, which will launch in February 2016. For the first three
months, a pilot will be undertaken regarding the provision of decoration vouchers to residents, which will be closely
monitored by the Lettings Manager to assess any impact on the rate of refusals.

Following the Orchard Audit Day, a report has recommended improved usage of the Orchard housing management system.
This is being progressed with support from ICT. 

Average Number of Days to Re-Let
Partnerships

Period Actual Target Year end RAG

Q3 15/16 112.0 25.0 21.0

Q2 15/16 0.0 25.0 21.0

Q1 15/16 28.0 25.0 21.0

Q4 14/15 21.0 25.0 0.0

Lettings Comments:

HfOP:

As detailed in the Lettings commentary for General Needs, process changes are currently being implemented and measured
under the Lean Review. This has led to continued improvement in performance for Housing for Older Persons, which
exceeded target at the end of the quarter.

Supported Directly Managed - Hostels:

Performance within Hostels has shown an improvement at the end of Q3. Regular panel meetings are ongoing with support
providers, in an effort to identify suitable nominees, and where these are not forthcoming we are continuing to work with
Local Authority partners to review potential nominees.

Properties listed under Partnerships has seen a spike in performance, due to the letting of two long-term voids at Stella
Maris House, totalling 258 re-let days.

1. Repairs (pages 1 - 3)

2. Housing (pages 4 - 9)

Vol. of
Completed

Jobs

Actual

16717

16411

16925

19880

% Appointments Kept to Target

Period Actual Target Year end RAG

Q3 15/16 99.3 99.0 99.4

Q2 15/16 99.4 99.0 99.4

Q1 15/16 99.5 99.0 99.4

Q4 14/15 99.4 97.5 99.6

Designated Elderly
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.6

Q2 15/16 0.7 0.5 0.6

Q1 15/16 0.9 0.5 0.6

Q4 14/15 0.6 0.5 0.7

Stock
Count

Actual

13323

13302

13201

13097

Stock
Count

Actual

1382

1343

1343

1343

All Repairs % Completed in Target
(Weighted Average)

Period Actual Target
Year

end
RAG

Q3 15/16 96.7 98.4 92.9

Q2 15/16 94.2 98.4 92.9

Q1 15/16 93.8 98.4 92.9

Q4 14/15 92.9 98.4 90.8

% Responsive Repairs Completed Right First Time

Period Actual Target Year end RAG

Q3 15/16 96.2 96.0 96.6

Q2 15/16 95.9 96.0 96.6

Q1 15/16 95.7 96.0 96.6

Q4 14/15 96.6 89.0 94.7

Stock
Count

Actual

538

538

538

538

* Includes all dwellings, except
Owner Occupier and Older
Persons business types.

Void Rent Loss % Annualised (YTD)
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 0.5 0.7 0.7 0.8

Q2 15/16 0.6 0.7 0.7 0.8

Q1 15/16 0.6 0.7 0.7 0.8

Q4 14/15 0.7 0.5 0.6 0.8

Volume
of lates

Actual

184

240

185

448

Volume of
Appointments Kept

Period Actual

Q3 15/16 20979

Q2 15/16 18889

Q1 15/16 17826

Q4 14/15 22675

Stock Count
- General

Needs

Actual

13323

13302

13201

13097

Stock
Count

Actual

653

614

614

614

Number of Tenants
Moved to Universal

Credit in Period

Period Actual

Q3 15/16 8

Q2 15/16 3

Q1 15/16 1

% Tenants* Receiving
Universal Credit

Period Actual

Q3 15/16 0.05

Q2 15/16 0.02

Q1 15/16 0.00

Stock
Count

Actual

129

135

174

173

Volume
of lates

Actual

3

18

4

15

Volume of
Appointments Made

Period Actual

Q3 15/16 21131

Q2 15/16 18998

Q1 15/16 17910

Q4 14/15 22855

Minor Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 10.6 10.0

Q2 15/16 9.7 10.0

Q1 15/16 11.5 10.0

Major Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 30.8 35.0

Q2 15/16 34.6 35.0

Q1 15/16 30.1 35.0

Current Arrears % (YTD) - General Needs
Net of Unpaid Housing Benefit

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 2.9 2.7 3.0 1.8

Q2 15/16 3.0 2.7 3.0 1.8

Q1 15/16 2.8 2.7 3.0 1.8

Q4 14/15 3.0 2.2 2.7 2.0

Average Number of Days to Re-Let
Hostels

Period Actual Target Year end RAG

Q3 15/16 27.0 25.0 31.9

Q2 15/16 33.0 25.0 31.9

Q1 15/16 34.7 25.0 31.9

Q4 14/15 31.9 25.0 24.6

Volume
of lates

Actual

1

4

3

1

Current Arrears % (YTD) - General Needs
Quarter End

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 3.9 3.0 4.0 3.0

Q2 15/16 3.5 3.0 4.0 3.0

Q1 15/16 4.6 3.0 4.0 3.0

Q4 14/15 4.0 3.0 3.8 3.2

Stock
Count

Actual

191

191

191

191

Stock
Count

Actual

368

384

379

393

Responsive Repairs % Completed in Target
Immediate (4 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.7 100.0

Q2 15/16 99.7 99.7 100.0

Q1 15/16 99.8 99.7 100.0

Q4 14/15 100.0 99.7 100.0

Stock
Count

Actual

368

384

379

393

Average Number of Days to Re-Let
Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 24.5 25.0 30.3

Q2 15/16 25.0 25.0 30.3

Q1 15/16 37.8 25.0 30.3

Q4 14/15 30.3 25.0 26.6

Responsive Repairs % Completed in Target
Emergency (24 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.5 99.4

Q2 15/16 99.1 99.5 99.4

Q1 15/16 99.8 99.5 99.4

Q4 14/15 99.4 99.5 99.8

Stock
Count

Actual

129

135

174

173

Stock
Count

Actual

52

52

52

52

Responsive Repairs % Completed in Target
Urgent (5 days)

Period Actual Target
Year

end
RAG

Q3 15/16 96.3 98.4 91.4

Q2 15/16 94.5 98.4 91.4

Q1 15/16 95.4 98.4 91.4

Q4 14/15 91.4 98.4 87.5

Quarter
End %

Actual

1.7

2.9

2.7

1.7

Void Rent Loss % Annualised (YTD)
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 0.6 1.0 0.9

Q2 15/16 0.7 1.0 0.9

Q1 15/16 0.7 1.0 0.9

Q4 14/15 0.9 1.0 1.4

Responsive Repairs % Completed in Target
Routine (22 days)

Period Actual Target
Year

end
RAG

Q3 15/16 95.7 98.2 90.7

Q2 15/16 92.2 98.2 90.7

Q1 15/16 91.2 98.2 90.7

Q4 14/15 90.7 98.2 88.8

Quarter
End %

Actual

2.3

2.3

3.2

2.3

Void Rent Loss % Annualised (YTD)
Partnerships

Period Actual Target Year end RAG

Q3 15/16 0.8 3.8 1.6

Q2 15/16 0.6 3.8 1.6

Q1 15/16 2.9 3.8 1.6

Q4 14/15 1.6 3.8 1.4

Average Responsive Repair
Completion Time (days)

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 7.8 9.1 9.2 9.6

Q2 15/16 9.2 9.1 9.2 9.6

Q1 15/16 9.0 9.1 9.2 9.6

Q4 14/15 9.2 9.2 9.2

Sheltered
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.9 1.2 1.0

Q2 15/16 1.0 1.2 1.0

Q1 15/16 1.1 1.2 1.0

Q4 14/15 1.0 1.5 1.5

Void Rent Loss % Annualised (YTD) -
Hostels & Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 7.8 6.0 7.9

Q2 15/16 12.6 6.0 7.9

Q1 15/16 11.5 6.0 7.9

Q4 14/15 7.9 6.0 6.6

Extra Care
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.5

Q2 15/16 0.7 0.5 0.5

Q1 15/16 0.7 0.5 0.5

Q4 14/15 0.5 0.9 1.0

Quarter
End %

Actual

1.8

1.7

2.7

1.6

Directly Managed
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 3.4 4.0 3.6

Q2 15/16 3.8 4.0 3.6

Q1 15/16 3.6 4.0 3.6

Q4 14/15 3.6 4.0 3.3

Quarter
End %

Actual

5.0

4.0

5.8

4.4

Partnerships
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 4.2 3.0 3.8

Q2 15/16 0.9 3.0 3.8

Q1 15/16 1.6 3.0 3.8

Q4 14/15 3.8 2.0 4.1

2.1 Income (pages 4 - 6)

2.2 Lettings (pages 7 - 9)

1.2 Home Maintenance - Appointments & Scheduling (page 3)

1.1 Home Maintenance - Responsive Repairs (page 2)

Quarter
End %

Actual

4.9

1.0

2.1

3.5

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015
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1. Repairs

1. Repairs

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

2. Housing

1.1  Home Maintenance - Responsive Repairs (Qtr)

1.2  Home Maintenance - Appointments & Scheduling (Qtr)

1.3  Home Maintenance - Void Turnaround Time (Qtr)

2.1.1 Income - General Needs (Qtr)

2.1.2 Income - Care & Support Current Arrears % (YTD) (Qtr)

2.1.3 Income - Universal Credit (Qtr)

2.2.1 Lettings - General Needs (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

2.2.2 Lettings - Care & Support (Qtr)

First Wessex Home Maintenance & Housing
KPI Report

Volume
of lates

Actual

548

958

1054

1419

Responsive Repairs Comments:

Immediate and Emergency performance are both up on Q2, and meeting overall target. Urgent and Routine, whilst not
meeting target are both improved on Q2. However due to previous quarters performance we will not achieve target times at
year end.

Average Number of Days to Re-Let
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 15.7 30.0 41.7

Q2 15/16 22.2 30.0 41.7

Q1 15/16 37.9 30.0 41.7

Q4 14/15 41.7 30.0 46.7

Index

Volume
of lates

Actual

360

696

862

955

Void Turnaround Time Comments:

Minor void turnaround time performance in Q3 has dropped slightly below
target. This is due to the high volume of voids that were received. Major void
turnaround times are below target and have improved since Q2, despite high
volumes.

A service review is due to take place in Feb 2016 and will be part of the Lean
Review of the service that is being carried out.

Appointments & Scheduling Comments:

Appointments kept has been adversely affected by a number of factors including operative sickness, holiday and severe staff
shortages within the Planning teams.

Income Comments:
Arrears (HB low weeks, in line with Housing Benefit payments) have decreased since Q2 but remain off-target. There was a
downward trend in November, which was maintained through to the end of Q3. This is against the trend of the previous two
years, which each had increases of 0.1% between these periods.

We have seen a slight increase in arrears for our Affordable rents and residents affected by the Spare Room Subsidy. This
continues to be a focus for the Income team.

There have been 14 evictions due to rent arrears in Q3: three were cases where arrears were over £3k and three were over
£2k arrears. Seven were as a result of outright possession and three were breached suspended possession orders; no stay
applications were made for these cases.

Income Comments:

Comments:

Designated Elderly: Arrears levels are above target,
but have reduced from Q2. The majority of arrears
remain under five weeks, with only five cases over five
weeks; a reduction from Q2. Close monitoring of
cases to ensure continual reduction has been
achieved. 2014/15 saw an increase between Q2 and
Q3 with arrears in Q3 at 0.8%.

Sheltered: The target has been exceeded and there
has been a reduction in arrears from Q2. This is also
a reduction from arrears as at Q3 2014/15 when they
were at 1.2%.

Extra Care: Arrears have reduced since Q2 but
remain off target. The majority of cases are under five
weeks, with only two cases over five weeks, both of
which should be resolved in Q4. The arrears level is
the same as in Q3 2014/15.

Directly Managed: Arrears have reduced since Q2
and are below target. 2014/15 saw an increase
between Q2 and Q3 with arrears in Q3 at 4.2%.

Partnerships: Off target and increase from Q2. Some
accounts missed being invoiced for quarterly charges
to the managing agents. Income and Finance are
working together to resolve these issues. This is an
increase in arrears as at Q3 2014/15 when they were
3.3% and had seen a downward trend from Q2.

There have been two evictions due to rent arrears in
Q3, both were hostel licenses.

Universal Credit Comments:

We have a total of eleven Universal Credit cases (which includes one joint claim). Universal Credit has currently rolled-out in
Southampton, Eastleigh, Winchester and New Forest. East Hants, Rushmoor, Waverly and Guildford are due to go live in
February 2016 and Fareham, Portsmouth, Gosport and Havant are set to go live in March 2016.

The arrears outstanding for all Universal Credit cases are 7.93%. Arrears based on balances pre Universal Credit were
5.38%.

Two Universal Credit claims are on Alternative Payment Arrangements (APAs). One was applied for by the resident and
support worker, due to vulnerability issues and one was applied for by First Wessex, due to arrears being over two months.
We have requested payment towards the rent but not arrears, as we are working with the resident to maintain arrears
payments to help them take responsibility. If payments are not maintained as agreed then a third party deduction application
will be made for payments towards arrears.

The Financial Inclusion Manager has been working closely with the Customer Services team to ensure that they have a solid
understanding of Universal Credit, in their capactiy as first point of contact.

Average Number of Days to Re-Let
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 15.7 20.3 24.6 24.2

Q2 15/16 14.6 20.3 24.6 24.2

Q1 15/16 22.0 20.3 24.6 24.2

Q4 14/15 24.6 16.0 27.5 23.4

Lettings Comments:

Identified from the Lean Review, process changes were launched in October within Operations and Property Services. These
process changes are currently being implemented and measured by the Lettings Manager and the Lean Project Team. The
voids process Lean Thinking Review is due to commence in February 2016.

General needs re-let performance in Q3 has continued to exceed target.

An implementation plan is in place for the Void Property Standard, which will launch in February 2016. For the first three
months, a pilot will be undertaken regarding the provision of decoration vouchers to residents, which will be closely
monitored by the Lettings Manager to assess any impact on the rate of refusals.

Following the Orchard Audit Day, a report has recommended improved usage of the Orchard housing management system.
This is being progressed with support from ICT. 

Average Number of Days to Re-Let
Partnerships

Period Actual Target Year end RAG

Q3 15/16 112.0 25.0 21.0

Q2 15/16 0.0 25.0 21.0

Q1 15/16 28.0 25.0 21.0

Q4 14/15 21.0 25.0 0.0

Lettings Comments:

HfOP:

As detailed in the Lettings commentary for General Needs, process changes are currently being implemented and measured
under the Lean Review. This has led to continued improvement in performance for Housing for Older Persons, which
exceeded target at the end of the quarter.

Supported Directly Managed - Hostels:

Performance within Hostels has shown an improvement at the end of Q3. Regular panel meetings are ongoing with support
providers, in an effort to identify suitable nominees, and where these are not forthcoming we are continuing to work with
Local Authority partners to review potential nominees.

Properties listed under Partnerships has seen a spike in performance, due to the letting of two long-term voids at Stella
Maris House, totalling 258 re-let days.

1. Repairs (pages 1 - 3)

2. Housing (pages 4 - 9)

Vol. of
Completed

Jobs

Actual

16717

16411

16925

19880

% Appointments Kept to Target

Period Actual Target Year end RAG

Q3 15/16 99.3 99.0 99.4

Q2 15/16 99.4 99.0 99.4

Q1 15/16 99.5 99.0 99.4

Q4 14/15 99.4 97.5 99.6

Designated Elderly
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.6

Q2 15/16 0.7 0.5 0.6

Q1 15/16 0.9 0.5 0.6

Q4 14/15 0.6 0.5 0.7

Stock
Count

Actual

13323

13302

13201

13097

Stock
Count

Actual

1382

1343

1343

1343

All Repairs % Completed in Target
(Weighted Average)

Period Actual Target
Year

end
RAG

Q3 15/16 96.7 98.4 92.9

Q2 15/16 94.2 98.4 92.9

Q1 15/16 93.8 98.4 92.9

Q4 14/15 92.9 98.4 90.8

% Responsive Repairs Completed Right First Time

Period Actual Target Year end RAG

Q3 15/16 96.2 96.0 96.6

Q2 15/16 95.9 96.0 96.6

Q1 15/16 95.7 96.0 96.6

Q4 14/15 96.6 89.0 94.7

Stock
Count

Actual

538

538

538

538

* Includes all dwellings, except
Owner Occupier and Older
Persons business types.

Void Rent Loss % Annualised (YTD)
General Needs

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 0.5 0.7 0.7 0.8

Q2 15/16 0.6 0.7 0.7 0.8

Q1 15/16 0.6 0.7 0.7 0.8

Q4 14/15 0.7 0.5 0.6 0.8

Volume
of lates

Actual

184

240

185

448

Volume of
Appointments Kept

Period Actual

Q3 15/16 20979

Q2 15/16 18889

Q1 15/16 17826

Q4 14/15 22675

Stock Count
- General

Needs

Actual

13323

13302

13201

13097

Stock
Count

Actual

653

614

614

614

Number of Tenants
Moved to Universal

Credit in Period

Period Actual

Q3 15/16 8

Q2 15/16 3

Q1 15/16 1

% Tenants* Receiving
Universal Credit

Period Actual

Q3 15/16 0.05

Q2 15/16 0.02

Q1 15/16 0.00

Stock
Count

Actual

129

135

174

173

Volume
of lates

Actual

3

18

4

15

Volume of
Appointments Made

Period Actual

Q3 15/16 21131

Q2 15/16 18998

Q1 15/16 17910

Q4 14/15 22855

Minor Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 10.6 10.0

Q2 15/16 9.7 10.0

Q1 15/16 11.5 10.0

Major Void Turnaround Time
(General Needs)

Period Actual Target RAG

Q3 15/16 30.8 35.0

Q2 15/16 34.6 35.0

Q1 15/16 30.1 35.0

Current Arrears % (YTD) - General Needs
Net of Unpaid Housing Benefit

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 2.9 2.7 3.0 1.8

Q2 15/16 3.0 2.7 3.0 1.8

Q1 15/16 2.8 2.7 3.0 1.8

Q4 14/15 3.0 2.2 2.7 2.0

Average Number of Days to Re-Let
Hostels

Period Actual Target Year end RAG

Q3 15/16 27.0 25.0 31.9

Q2 15/16 33.0 25.0 31.9

Q1 15/16 34.7 25.0 31.9

Q4 14/15 31.9 25.0 24.6

Volume
of lates

Actual

1

4

3

1

Current Arrears % (YTD) - General Needs
Quarter End

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 3.9 3.0 4.0 3.0

Q2 15/16 3.5 3.0 4.0 3.0

Q1 15/16 4.6 3.0 4.0 3.0

Q4 14/15 4.0 3.0 3.8 3.2

Stock
Count

Actual

191

191

191

191

Stock
Count

Actual

368

384

379

393

Responsive Repairs % Completed in Target
Immediate (4 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.7 100.0

Q2 15/16 99.7 99.7 100.0

Q1 15/16 99.8 99.7 100.0

Q4 14/15 100.0 99.7 100.0

Stock
Count

Actual

368

384

379

393

Average Number of Days to Re-Let
Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 24.5 25.0 30.3

Q2 15/16 25.0 25.0 30.3

Q1 15/16 37.8 25.0 30.3

Q4 14/15 30.3 25.0 26.6

Responsive Repairs % Completed in Target
Emergency (24 Hrs)

Period Actual Target
Year

end
RAG

Q3 15/16 99.9 99.5 99.4

Q2 15/16 99.1 99.5 99.4

Q1 15/16 99.8 99.5 99.4

Q4 14/15 99.4 99.5 99.8

Stock
Count

Actual

129

135

174

173

Stock
Count

Actual

52

52

52

52

Responsive Repairs % Completed in Target
Urgent (5 days)

Period Actual Target
Year

end
RAG

Q3 15/16 96.3 98.4 91.4

Q2 15/16 94.5 98.4 91.4

Q1 15/16 95.4 98.4 91.4

Q4 14/15 91.4 98.4 87.5

Quarter
End %

Actual

1.7

2.9

2.7

1.7

Void Rent Loss % Annualised (YTD)
Housing for Older People

Period Actual Target Year end RAG

Q3 15/16 0.6 1.0 0.9

Q2 15/16 0.7 1.0 0.9

Q1 15/16 0.7 1.0 0.9

Q4 14/15 0.9 1.0 1.4

Responsive Repairs % Completed in Target
Routine (22 days)

Period Actual Target
Year

end
RAG

Q3 15/16 95.7 98.2 90.7

Q2 15/16 92.2 98.2 90.7

Q1 15/16 91.2 98.2 90.7

Q4 14/15 90.7 98.2 88.8

Quarter
End %

Actual

2.3

2.3

3.2

2.3

Void Rent Loss % Annualised (YTD)
Partnerships

Period Actual Target Year end RAG

Q3 15/16 0.8 3.8 1.6

Q2 15/16 0.6 3.8 1.6

Q1 15/16 2.9 3.8 1.6

Q4 14/15 1.6 3.8 1.4

Average Responsive Repair
Completion Time (days)

Period Actual Target
Year

end
RAG Benchmark

Q3 15/16 7.8 9.1 9.2 9.6

Q2 15/16 9.2 9.1 9.2 9.6

Q1 15/16 9.0 9.1 9.2 9.6

Q4 14/15 9.2 9.2 9.2

Sheltered
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.9 1.2 1.0

Q2 15/16 1.0 1.2 1.0

Q1 15/16 1.1 1.2 1.0

Q4 14/15 1.0 1.5 1.5

Void Rent Loss % Annualised (YTD) -
Hostels & Temporary Accommodation

Period Actual Target Year end RAG

Q3 15/16 7.8 6.0 7.9

Q2 15/16 12.6 6.0 7.9

Q1 15/16 11.5 6.0 7.9

Q4 14/15 7.9 6.0 6.6

Extra Care
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 0.6 0.5 0.5

Q2 15/16 0.7 0.5 0.5

Q1 15/16 0.7 0.5 0.5

Q4 14/15 0.5 0.9 1.0

Quarter
End %

Actual

1.8

1.7

2.7

1.6

Directly Managed
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 3.4 4.0 3.6

Q2 15/16 3.8 4.0 3.6

Q1 15/16 3.6 4.0 3.6

Q4 14/15 3.6 4.0 3.3

Quarter
End %

Actual

5.0

4.0

5.8

4.4

Partnerships
Net of Unpaid Housing Benefit

Period Actual Target Year end RAG

Q3 15/16 4.2 3.0 3.8

Q2 15/16 0.9 3.0 3.8

Q1 15/16 1.6 3.0 3.8

Q4 14/15 3.8 2.0 4.1

2.1 Income (pages 4 - 6)

2.2 Lettings (pages 7 - 9)

1.2 Home Maintenance - Appointments & Scheduling (page 3)

1.1 Home Maintenance - Responsive Repairs (page 2)

Quarter
End %

Actual

4.9

1.0

2.1

3.5

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015

Rushmoor Information December 2015
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Meeting: RBC Scrutiny Meeting 
  

Subject: Core Benchmarking – 2014/15 Actuals 
 

Executive Summary: 

 
This report has been produced to share the findings of the core benchmarking 
exercise undertaken in 2014/15. 
 
Please note: 

 HouseMark core benchmarking is carried out between June and September 
every year.  This report presents the published results for 2014/15. 
 

 The peer group used for comparison is the southern region housing 
associations, consisting of 57 peers. 

 

 Benchmarking is carried out at a First Wessex level only. As a result, there is no 
equivalent local area cost comparison breakdown available. 
 

 A comparison of costs and performance against 2012/13 and 2013/14 is 
included with the 2014/15 outputs. 

 
 

1 Key Results for Repairs & Maintenance  
 

1.1 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Responsive Repairs  

Responsive Repairs 

2014/15 2013/14 2012/13 
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Responsive Repairs (Service) £679  £566  £534  

Responsive Repairs 
(Management) 

£105  £75  £50  

Average Cost of a 
Responsive Repair (£) 

£150  £135  £128  

Satisfaction with repairs and 
maintenance 

76  80  81  

Average no. of calendar 
days taken to complete a 
repair 

10.4  9.1  9.2  

Average no. of Responsive 
Repairs per property 

5.3  5.0  4.4  

Responsive repairs (service 
% of total cost) 

24.2  24.3  26.4  
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1.2 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
1.3 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Appointments kept % of 
appointments made 

99.4  99.4  99.0  

 
 

Quartile Key Q1 Q2 M Q3 Q4 

      
 
 
Cyclical Maintenance 
 

Cyclical Maintenance 

2014/15 2014/15 2012/13 
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Direct CPP Cyclical (Service 
Provision) 

255  £256  £224  

Direct CPP Cyclical 
(Management) 

£12  £9  £8  

% satisfaction with quality 
of home 

84.0  82.0  82.2  

% properties with valid gas 
certificates (CP12’s) 

100  98.2  99.3  

 
 

Quartile Key Q1 Q2 M Q3 Q4 

      
 
 
Voids 
 

Voids 

2014/15 2013/15 2012/13 
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Direct CPP Voids (Service) £126  £134  £152  

Direct CPP Voids 
(Management) 

£15  £8  £7  

Average re-let time 28.2  24.3  20.6  

Void Rent Loss (%) 0.8  0.7  0.6  

Average Cost of a Void 
Repair 

£1,834  £1,795  £1,701  
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1.4 

% of units re-let during the 
year 

5.6  4.9  4.9  

% of units available for 
letting but vacant at year-
end 

0.5  0.4  0.4  

% of units unavailable for 
letting and vacant at year 
end 

1.7  1.0  2.2  

 

Quartile Key Q1 Q2 M Q3 Q4 

      
 
 
Major Works 

  

Major Works 

2014/15 1213/14 2012/13 
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Direct CPP of Major Works 
(Service Provision) 

£1550  £1255  £974  

Direct CPP of Major Works 
(Management) 

67  £48  £53  

Decent Homes Standard 
failures (%) 

0  0  0  

Average SAP rating 
 

69.2  68.6  67.3  
 

 
 
 
 

 

Quartile Key Q1 Q2 M Q3 Q4 
      

 
 

1.5 Housing Management  
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Housing Management 
Overall 

2014/15 2013/14 2012/13 
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Direct CPP Housing 
Management (GN & HfOP) 

£257  £273  £282  

 

Quartile Key Q1 Q2 M Q3 Q4 
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1.6 
 
 
 
 
 
 
 
 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
1.7 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Rent Arrears & Collection 
 

Rent Arrears & Collection 

2014/15 2013/14 2012/13 
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Direct Cost Per Property 
(CPP) 

£75  £99  £103  

Evictions due to rent arrears 
(%) 

0.32  0.21  0.24  

Current tenant arrears (%) 
at Year End 

3.9  3.7  3.4  

Current tenant arrears (%) 
(Net of unpaid Housing 
Benefit) 

2.8  2.5  2.2  

Former tenant arrears (%) 1.2  1.0  0.7  

Write offs (%) 0.03  0.07  0.29  

Rent collected % (exc.  
current arrears brought 
forward) 

99.5  99.0  99.5  

 

Quartile Key Q1 Q2 M Q3 Q4 
      

 
 
Anti-Social Behaviour (ASB) 
 

Anti-Social Behaviour 
(ASB) 

2014/15 2013/14 2012/13 
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Direct Cost Per Property (CPP) £46  £31  £33  

 
Quartile Key Q1 Q2 M Q3 Q4 
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1.9 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Lettings 
 

Lettings 

2014/15 2013/14 2012/13 
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Direct CPP of Lettings £37  £25  £27  

Average re-let time (days) 28.2  24.3  20.6  

Void rent loss %  0.8  0.7  0.6  

% of units re-let during the 
year 

5.6  4.9  4.9  

% of units available for 
letting but vacant at year-end 

0.5  0.4  0.4  

 
Quartile Key Q1 Q2 M Q3 Q4 

      
 
 
Tenancy Management 
 

Tenancy Management  

2014/15 2013/14 2012/13 
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Direct Cost Per Property (CPP) £62  £73  £73  

Tenancy Turnover % 6.0  6.1  7.2  

% satisfaction overall GN & 
HfOP 

84.0  87.3  88.5  

 

Quartile Key Q1 Q2 M Q3 Q4 
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2.0 
 
2.1 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
2.2 

Other Supporting Information 
 

Customer Service 

2014/15 2013/14 2012/13 
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Complaints: Satisfied with 
outcome (%) 

68  64  71  

Inbound calls – response 
time (secs) 

49  113  40  

 

Quartile Key Q1 Q2 M Q3 Q4 

      
 
 

Financial PI’s 

2014/15 1213/14 2012/13 
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Debt Per Unit Managed £33,264  £31,716  £30,337  

Leverage Net Adjusted 
(%) 

50.1  51.5  49.7  

 

Quartile Key Q1 Q2 M Q3 Q4 
      

 

 
 
Justin Martindale 
Corporate Data & Performance Manager  
 
Email: Justin.Martindale@firstwessex.org 
Tel: 02392 896 865 
 
20

th
 January 2016 
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RUSHMOOR BOROUGH COUNCIL 
COMMUNITY POLICY AND REVIEW PANEL  

4 FEBRUARY 2016 
 

 
 

FIRST WESSEX – SUNDRY INFORMATION 
 

 

Question: 1 Apr 14 – 31 Mar 15 1 Apr 15 – 30 Sept 15 
 

Percentage of voids offered 
through Rushmoor’s 
Homefinder service – General 
Needs and HFoP: 
 

94% 88% 

Percentage of Properties to 
decent homes standard 

100% 100% 

Housing Management costs 
for General Needs and HFoP 
(Housing for Older People) 
units 
 

 £355 
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COMMUNITY POLICY AND REVIEW PANEL 

WORK PROGRAMME 
 

Set out below are the key issues which form the Panel’s on-going work programme.  The topics covered reflect the following: 

 

 the development of a new policy for recommendation to the Cabinet 

 scrutiny of the process of the way in which decisions have been or are being made  

 reviewing issues of concern to local people or which affect the Borough 

 review of performance and delivery of specific services 

 monitoring and scrutinising the activities of others 

 items raised by Members and agreed by the Panel for consideration 

 review of policies and proposals developed by others 

 

The purpose of the work programme is to identify the way in which topics are being dealt with and the progress made with them.  An 

update will be submitted to each meeting of the Panel.   
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HEALTH AND HOUSING PORTFOLIO 
 

ACCOUNTABILITY AND AREAS OF RESPONSIBILITY 

 

 
Housing Matters 

 

 To carry out the Council's strategic housing and enabling role by 
identifying housing need and considering and developing initiatives to 
meet that need through work with the statutory, voluntary and private 
sectors. 

 

 To consider, approve and keep under review the Housing Strategy, 
Homelessness Strategy and Private Sector Housing Renewal 
Strategy in accordance with Department of the Environment, 
Transport and the Regions guidelines. 

 

 To deal with matters relating to registered social landlords operating 
in the Borough and the Housing Corporation and commit capital 
expenditure to develop new and improved affordable housing in the 
Borough. 

 

 To carry out the Council's statutory duties under the homelessness 
legislation including the provision of a comprehensive free housing 
advice service and the responsibility for a homelessness strategy. 

 

 To monitor and review the portfolio of temporary accommodation for 
the homeless and review that provided by registered social landlords. 

 

 To maintain a housing register, allocations scheme and choice in 
lettings policies and the nominations policies and agreements with 
registered social landlords.  

 

 To deal with all matters relating to the condition, repair, improvement, 
adaptation and energy efficiency of private sector dwellings, including 
houses in multiple occupation pursuant to the Housing Act 2004. 

 

 To carry out the Council’s statutory duties in relation to the licensing 
of houses in multiple occupation, pursuant to the Housing Act, 2004. 

 
 

 

 
 

 To provide Private Sector Renewal Grants for the repair and 
adaptation of dwellings, in accordance with legislation and the Private 
Sector Housing Renewal Strategy.   

 

 To carry out the Council’s responsibilities under the home energy 
legislation, particularly in relation to energy efficiency and fuel 
poverty. 

 
Care in the Community Matters 

 

 To undertake the Council's role in respect of care in the community 
policy issues, social needs and supporting people in conjunction with 
appropriate other organisations, including the County Council, 
Primary Care Trust, health trusts and the voluntary sector. 

 

 To monitor and review services to the local community in relation to 
the Health and Housing Portfolio and administering grants as 
appropriate, in particular to the Hampshire Youth Bureau, Step by 
Step, Relate and the local home improvement agency.   

 
Health Matters 

 

 To liaise and co-ordinate with local health organisations and bodies 
to improve facilities in the Borough.   

 

 To work in partnership with local health organisations and bodies to 
promote the health needs of the Borough and in particular to support 
the activities of the Healthy Rushmoor Alliance. 

 

 To exercise the Council’s functions in relation to health education and 
to participate in local and national initiatives and campaigns as 
appropriate. 
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SCRUTINY 
 

 
DATE 
RAISED 
 

 
ISSUE  
 

 
CURRENT POSITION 

 
PROCESS AND TIMETABLE 

 
CONTACT 
(SERVICE MANAGER) 

 

HOUSING MATTERS 
  

 
11.12.03 
 
 
 
 
 
 
 
 

 
First Wessex 
(FW)  - 
Performance and 
Review  
 

 
FW to attend one meeting of the 
Community Panel each year to cover 
scrutiny, performance and delivery.  
Two Joint FW and RBC joint Business 
Meetings to be held as a pilot 
arrangement.  Items for the Panel 
meeting to be submitted to the Head of 
Environmental Health Housing 
Services in advance. 
 
A special meeting was held on 6th 
February, 2014 at 2.30 pm with various 
members to discuss leaseholder 
service charges and service charges in 
general.   
 

 
The FW / RBC Business meeting took 
place on Thursday, 23 July, 2015 the next 
business meeting will take place in 2016. 
 
FW to attend the meeting of the Panel on 
4 February, 2016. 
 

 
Qamer Yasin 
Head of Environmental 
Health and Housing  
Tel. (01252) 398640 
Email: qamer.yasin@ 
rushmoor.gov.uk 

 
15.06.06 
 
 
 
 
 
 
 

 
Registered 
Providers of 
Social Housing 
Review Group 
(RPSHs) 

 
The RPSH Review Group has been set 
in order for Members to meet with 
Registered providers of social housing. 
 
The emphasis of the meetings was to 
question the landlords on:   
 

 housing management, 

 
Appointments to the Group were made at 
the Panel meeting on 11 June, 2015 for 
the 2015/16 Municipal year.  
 
The Group would meet to agree what 
Associations would be Reviewed and the 
questions that would be raised. 
  

 
Qamer Yasin 
Head of Environmental 
Health and Housing  
Tel. (01252) 398640 
Email: qamer.yasin@ 
rushmoor.gov.uk 
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  maintenance of property 

 the environment 

 tenant involvement 

 customer service 

 with development issues being 
secondary.  

 

Meetings for the Group for this municipal 
year to be organised and a work 
programme to be agreed. 
 
An outcome report of the Review for 
2015/16 would be submitted to the 
meeting of the Panel on 7 April, 2016.   
 

 

HEALTH MATTERS –  
 

 
Jan, 
2007 

 
Health Issues 
 
Monitoring and 
influencing the 
configuration and 
delivery of local 
health services. 
 
Review the 
implications of the 
Government’s 
White Paper and 
to engage with the 
Director of Public 
Health, local GPs 
and Frimley Park 
Hospital. 
 

 
The Panel has a key role in monitoring 
and influencing the public health 
agenda.  The Panel has agreed that a 
Health Issues Standing Group would 
be appointed to discuss any current 
and future consultation relating to 
health issues / changes in the area.  
The outcome of the meeting would be 
submitted to the Panel for 
agreements.   
 
 
 

 
Meetings of the Health Issues Standing 
Group to be organised for 2015 /16 
Municipal Year and a programme of work 
to be developed for the Year. 
 
  

 
Andrew Lloyd 
Chief Executive 
Tel. (01252) 398397 
Email. andrew.lloyd@ 
rushmoor.gov.uk / 
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PROCESS AND TIMETABLE 

 
CONTACT 
(SERVICE MANAGER) 

 
CARE IN THE COMMUNITY 
 

 
04.09.07 

 
Neighbourhood 
Renewal Strategy 
 
 

 
Louise Webber, Community 
Development Manager, and Debbie 
Whitcombe, Neighbourhood 
Development Officer, attended the 
meeting of the Panel on 24 September, 
2014 and provided an update on Year 
3 of the Neighbourhood Renewal 
Strategy.   
 
 
 
 
 
 

 
A further update would be provided to the 
Panel on 4 February, 2016. 

 
Ian Harrison, Corporate 
Director 
Tel. (01252) 398400 
Ian.harrison@rushmoor.
gov.uk 
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POLICY 
 

 
DATE 
RAISED 
 

 
ISSUE  
 

 
CURRENT POSITION 

 
PROCESS AND TIMETABLE 

 
CONTACT 
(SERVICE MANAGER) 

 

HOUSING MATTERS 
  

 
2008/2010 

 
Housing and 
Homelessness 
Strategies 2011-
2016 and Action 
Plan 

 
The Panel has appointed a Housing 
Strategy Group, comprising councillors 
and representatives from a range of 
organisations, to debate the key 
themes and issues, help set the 
objectives and aims, look at options 
and assist in formulating actions and 
targets for the Housing Strategy.  
 
A new strategy for the period 2011-
2016 had been prepared taking into 
account national, regional, sub-
regional and local issues and 
incorporates the Empty Property 
Strategy. 

 
The Panel received a report which sought 
views on the draft Housing and 
Homelessness Strategy 2011-16 at its 
meeting on 16th June, 2011.  The 
proposed draft would be circulated to 
partners and stakeholders for 
consultation and the final version to 
Cabinet. 
 
The 2011/16 Strategy performances and 
Delivery Plan / action plan was submitted 
to the meeting of the Panel on 12th 
September, 2012.   
 
The Panel would monitor the work of the 
Housing Options Team and further 
updates to be provided to the Panel on 4 
February, 2016.  
 
The Panel received the Housing and 
Homelessness Strategy 2011-2016 –
Update 2015 at its meeting on 17 
September, 2015. 
 
 
 

 
Qamer Yasin 
Head of Environmental 
Health and Housing  
Tel. (01252) 398640 
Email: qamer.yasin@ 
rushmoor.gov.uk 
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29.03.2012 

 
Welfare Reform 

 
At the meeting of the Panel on 29th 
March, 2012, it was requested that this 
item would be added to the Panel’s 
programme of work as a result of the 
significant changes to the Borough as 
a result of the Welfare Reform. 
 
The Panel agreed that a task and finish 
group should be established including 
the Cabinet Member for Concessions 
and Community Support in order to 
consider the preparation for the 
development of the council tax support 
scheme. 

 
Ian Harrison provided details of the 
Welfare Reform and the requirement for 
local authorities to develop a local council 
tax support scheme at its meeting on 29th 
March, 2012.  A task and finish Group 
was appointed to develop the support 
scheme.     
 
The Panel to receive yearly updates on 
progression. 
 
An update was presented to the Panel on 
19 November, 2015. 
 

 
Ian Harrison, Corporate 
Director, Tel. (01252) 
398400,   Email. 
ian.harrison@rushmoor.g
ov.uk 
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COMMUNITY POLICY AND REVIEW PANEL 
 

WORK FLOW – 2015 / 16 
 

   

 
11 June 2015 

 
A Dubarry 
 
 

 
Step by Step 
 
Appointments to Groups 
 

   

 
Mid-Cycle Meeting 
3 September 2015 
5.30pm 
 

  

   

 
17 September 2015 
 

 
Z Paine  
 
S Hellicar 

 
Housing & Homelessness Strategy 
 
Homelessness in Multi-Storey Car Park, 
Aldershot 
 

   

 
Mid-Cycle Meeting 
22 October 2015 
5.30pm 
 

  

   

 
19 November 2015 
 

 
S Banister 
 
 
I Harrison 

 
North East Hampshire & Farnham CCG 
Vanguard Programme  
 
Welfare Reform  
 

   

 
Mid-Cycle Meeting 
7 January 2016 
5.30pm 
 

  

   

 
4 February 2016 

 
C Williams 
 
L Webber / D 
Whitcombe 
 
S Hellicar 

 
First Wessex 
 
Neighbourhood Renewal Strategy 
 
 
Housing Options Update 
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Mid-Cycle Meeting 
17 March 2016 
5.30pm 
 

  

   

 
7 April 2016 
 

 
Z Paine 

 
Outcome of Review of Registered Providers 
2015/16 
 

   

 
Lead Officer 
Andrew Lloyd (Chief Executive) 
Tel.  (01252) 398396 
Email. andrew.lloyd@rushmoor.gov.uk 
 

 
Panel Administrator 
Lauren Harvey 
Tel. (01252) 398827 
Email. lauren.harvey@rushmoor.gov.uk 

 
 

Last update: 26 January 2016 
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