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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



















































































































































































































































 
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 
 



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 
 
  



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. 

  



 
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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1. Repairs

1. Repairs
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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

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
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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
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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
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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
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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
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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  
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Cyclical Maintenance 
 

Cyclical Maintenance 
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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  
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Voids 
 

Voids 
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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 
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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  
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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  
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1.6 
 
 
 
 
 
 
 
 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
1.7 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Rent Arrears & Collection 
 

Rent Arrears & Collection 
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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  
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Anti-Social Behaviour (ASB) 
 

Anti-Social Behaviour 
(ASB) 

2014/15 2013/14 2012/13 

A
ct

u
a

ls
 

F
W

 

Q
u

a
rt

il
e
 

A
ct

u
a

ls
 

F
W

 

Q
u

a
rt

il
e
 

A
ct

u
a

ls
 

F
W

 

Q
u

a
rt

il
e
 

Direct Cost Per Property (CPP) £46  £31  £33  
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1.9 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Lettings 
 

Lettings 
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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  
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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 

      
 
 
 
 
 
 
 
 



 
6 
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2.1 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
2.2 

Other Supporting Information 
 

Customer Service 
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Complaints: Satisfied with 
outcome (%) 

68  64  71  

Inbound calls – response 
time (secs) 

49  113  40  
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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  
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Justin Martindale 
Corporate Data & Performance Manager  
 
Email: Justin.Martindale@firstwessex.org 
Tel: 02392 896 865 
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th
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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 

 
 
 


