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1.0
Purpose of the report
1.1
To advise the board of the results of the Key Performance Indicator (KPI) reports for the first quarter of 2008/9.
2.0
Recommendation
2.1
To note the report.
2.2
To consider and approve appendix One and in particular the KPIs identified as the ‘Top 10’ and their associated targets. 

3.0
Background
3.1 EastendHomes is a member of the LBTH Benchmarking group. Where possible performance is benchmarked against the seven other RSLs in this group. In addition reference has also been made to the latest Housing Corporation performance indicator profile which shows the average performance for all RSLs in Tower Hamlets and the National average.
4.0 Key  
	Code 
	Definition 

	 
	Target meet

	 
	Performance below target but with improvement on performance achieved 2007/8.

	 
	Target not met and performance below that achieved 2007/8


5.0  
Void Turnaround 
5.1
Overall performance for short term void turnaround for the first 12 weeks of 2008/9 is 21.6 days against a target of 24 days. 
	Area
	Target (Days)
	Av. Re Let Times 

(Days) 
	Performance Against 

Target

	Mile End
	24
	22
	-2 days

	Island Gardens
	24
	22
	-2 days

	St Georges
	24
	19.6
	-4.4 days

	Glamis
	24
	22
	-2 days

	Holland
	24
	No Short Term Lets 
	 

	EeH
	24
	21.6
	-2.4 days


5.2
The table below shows void rental loss at week twelve; average weekly void rent loss for the period 0.47%

	Quarter 1 
	Target 
	Week 12 
	Performance Against Target 

	 
	1.00%
	0.62%
	+0.38%


5.3
The best performance achieved by the RSLs within the LBTH Benchmarking Group for 2007/8 was 17 days; the poorest performance achieved was 43 days. Performance achieved during 2007/8 places EeH in the upper quartile for the LBTH KPI Benchmarking Group. 
	LBTH Benchmarking Group

	GNPI 11
	
	Average re let times (days)

	 
	Year end 2006/07
	Year end 2007/08
	Target 2007/08

	
	Score
	Rank
	Score
	Rank
	Score

	EastendHomes
	39.60
	5
	24.80
	2
	35.00

	RSL1
	46.30
	7
	40.36
	4
	26.00

	RSL2
	24.50
	3
	 
	 
	 

	RSL3
	22.10
	2
	39.90
	3
	21.00

	RSL4
	38.00
	4
	43.00
	5
	28.00

	RSL5
	13.00
	1
	17.00
	1
	21.00

	RSL6
	22.75
	3
	 
	 
	 


5.3
The Housing Corporation Performance Indicator profile for 2006/7 shows that the RSLs operating in Tower Hamlets had an average turnaround performance of 43 days against a national average of 40.1 days.

6.0
Repairs

6.1
Day to day repairs are issued within three set priority targets, Emergency, Urgent and Routine. The tables below show completion in target performance for all day to day repairs issued/ practically completed, including specialist contractors. At week twelve the cumulative performance across all priorities is 94% against a target of 95%.  
	Quarter 1 
	Target 
	Mile End 
	Island Gardens 
	St Georges 
	Glamis 
	Holland 
	EeH 
	EeH Performance Against Target 

	Emergency 
	95%
	95
	85
	92
	94
	93
	92
	-2.8%

	Urgent 
	95%
	94
	95
	95
	95
	96
	95
	-0.5%

	Routine 
	95%
	92
	100
	97
	97
	100
	97
	+2.4%

	Overall 
	95%
	94
	92
	94
	95
	96
	94
	-1%


6.2 
The best performance achieved within the LBTH benchmarking group for 2007/8 was Emergency 98%, Urgent 97% and Routine 99%.The lowest performance achieved was Emergency 90%, Urgent 72% and Routine 81%.   This compares to the performance achieved by EeH of Emergency 93%, Urgent 92% and Routine 93%. 
6.3
The Housing Corporation Performance Indicator profile for 2006/7 only considers Routine Repairs which shows that the RSLs operating in Tower Hamlets had an average completion in target of 91.2% against a national average of 94%. 
6.4
For General Build repairs relating to Ollis Construction and for the specialist contracts EeH offers am or pm for in-dwelling urgent and routine repairs. The table below shows percentage of appointments kept for these contracts. Overall performance achieved to the end of week twelve is slightly below target at 94%. 
	 
	Target 
	Mile End 
	Island Gardens 
	St Georges 
	Glamis 
	Holland 
	EeH 
	EeH Performance Against Target 

	Quarter 1 
	95%
	94
	94
	94
	92
	100
	94
	-0.4%


6.5
On 1st April 2008 a new appointment module for General Build repairs relating to EPS was introduced. This appointments system offers greater resident choice by offering two hourly appointments slots between 8am to 5pm and thereby complies with good practice guidelines. The table below shows percentage of EPS General Build appointments kept at the end of week twelve.  Overall performance achieved is slightly below target at 93%.
	
	Target
	Mile End
	Island Gardens
	Holland
	EeH
	EeH Performance Against Target 

	Quarter 1
	95%
	93
	92
	100
	93
	-1.9%


6.6
Repairs satisfaction is measured via postal and telephone surveys.  The table below shows tenants’ satisfaction with in-dwelling day to day repairs, including specialist works such as heating and door entry repairs; overall performance to week twelve is 94% against a target of 95%.
	 
	Target 
	Mile End 
	Island Gardens 
	St Georges 
	Glamis 
	Holland 
	EeH 
	EeH Performance Against Target

	Quarter 1 
	95%
	88
	90
	94
	100
	99
	94
	-0.4%


6.7
Where the tenant indicates dissatisfaction with the standard of the repair, the Housing Centre will arrange to inspect the work in order to resolve the problem. Where appropriate this will involve a joint inspection with the contractor. Reasons for dissatisfaction and learning outcomes are monitored at the monthly contract meetings.  
7.0
Rents 

7.1
The tables below shows rental income received against the projected annual collectable including arrears brought forward at the last HB week in the period (week 10) and at week 12. The housing benefit payment at week 10 included a number of back dated claims.   
	 
	Target 
	Week 10 (HB)
	Performance Against Target 
	Target 
	Week 12 
	Performance Against Target 

	Mile End 
	103.00%
	116.51%
	-13.51%
	101.00%
	101.69%
	-0.69%

	Island Gardens
	103.00%
	110.91%
	-7.91%
	101.00%
	98.09%
	-2.91%

	St Georges 
	103.00%
	106.23%
	-3.23%
	101.00%
	94.22%
	-6.78%

	Holland 
	103.00%
	113.10%
	-10.10%
	101.00%
	97.15%
	-3.85%

	Glamis 
	103.00%
	108.63%
	-5.63%
	101.00%
	96.04%
	-4.96%

	EeH 
	103.00%
	112.52%
	-9.52%
	101.00%
	98.77%
	-2.23%


7.2
The tables below show rent arrears performance at the last HB week in the period (week 10) and at week 12. The % rent not collected figure is based on rent collected against the projected rent due. Performance is shown at the quarter end as well as the last housing benefit week in the period. 
	 
	Target 
	Week 10 (HB)
	Performance Against Target 
	Target 
	Week 12 
	Performance Against Target 

	Mile End 
	3.00%
	2.55%
	0.45%
	4.80%
	4.43%
	0.37%

	Island Gardens
	3.00%
	3.71%
	-0.71%
	4.80%
	5.44%
	-0.64%

	St Georges 
	3.00%
	3.01%
	-0.01%
	4.80%
	4.95%
	-0.15%

	Holland 
	3.00%
	1.96%
	1.04%
	4.80%
	3.73%
	1.07%

	Glacis 
	3.00%
	4.58%
	-1.58%
	4.80%
	6.46%
	-1.66%

	EeH 
	3.00%
	3.07%
	-0.07%
	4.80%
	4.91%
	-0.11%


7.3
The table below details the performance for the LBTH benchmarking group. The best performance achieved for 2007/8 was by EeH with 4.95 %. 
	LBTH Benchmarking Group

	GNPI 34
	
	Percentage of rent arrears of current tenants

	 
	Year end 2006/07
	Year end 2007/08
	Target 2007/08

	
	Score
	Rank
	Score
	Rank
	Score
	Rank

	Eastend Homes
	4.00
	2
	4.95
	1
	5.26
	 

	RSL1 
	5.69
	4
	7.40
	5
	5.75
	 

	RSL2
	4.50
	3
	 
	 
	4.50
	 

	RSL3
	2.50
	1
	5.30
	3
	2.00
	 

	RSL4
	 
	 
	 
	 
	 
	 

	RSL5
	5.79
	6
	5.98
	4
	5.60
	 

	RSL6
	5.70
	5
	5.30
	3
	5.00
	 


7.7
The Housing Corporation Performance Indicator profile for 2006/7 shows that the RSLs operating in Tower Hamlets had an average rent arrear level of 7.2% against a National average of 5.4%.

8.0
Service Charge Collection

8.1
The table below shows level of service charge arrears as at 30th June 2008.   
	 
	No of Leaseholders/ Freeholders 
	Service Charges Invoiced 
	Arrears @ 30th June 2008
	% Arrears of Service Charge 
	% Arrears Target 
	Performance Against Target 

	2005/6
	983
	£511,088
	£22,537
	4%
	25%
	+21%

	2006/7
	1202
	£848,735
	£97,369
	11%
	25%
	+14%

	2007/8
	1443
	£1,167,107
	£682,194
	58%
	25%
	-33%

	2008/9*
	1460
	£1,406,912
	£1,066,433
	73%
	25%
	-48%


* 2008/09 invoices are payable either in quarterly instalments (full amount due by 1st January 2009) or by 10 monthly instalments (full amount due by 31 January 2009). The arrears target of 25% is an EastendHomes Business Plan target. Performance against target in the current year can not be properly judged until the period for payments expires at the year end. For 2007/8 the collection rate is likely to improve as instalment payments continue to be paid by leaseholders after the year end. It is anticipated that the collection rate for 2007/8 will improve in the next quarter figures.
9.00 Right to Buy

9.1 
The table below shows the number of RTB completions for the first twelve weeks of 2008/9. 
	 
	 
	 

	
	Number 
	Net Cash Receipts 

	Projected RTB/A's 
	4
	£512,000

	
	
	

	Actual RTB/A's
	4
	£576,564

	  
	 
	 


10.0 
Complaints/ Member Enquiries 
10.1
The table below shows the percentage of responses to complaints answered within target. There are four possible stages of a formal complaint and the table below measures the performance of responses within target. Complaints performance/ learning outcomes are monitored at Housing Management Team. 
	
	 
	Target 
	Housing Mgt inc Repairs & ASB  
	Leasehold Services inc Service Charges 
	Regent/ Major Works 
	Overall 
	EeH Performance Against Target 

	Quarter 1 
	Formal 
	100%
	100%
	100%
	67%
	94%
	-6%

	 
	Stage 1
	100%
	N/A 
	N/A 
	100%
	100%
	 


10.2
The table below sets out our performance on response times to Members Enquiries. The target is 100% answered within the agreed response time (14 calendar days) Service Mangers being responsible for answering these enquiries. 
	 
	Target 
	Housing Mgt inc Repairs & ASB  
	L/held Services inc Service Charges 
	Lettings 
	Major Works 
	Rents 
	Overall 
	EeH Performance Against Target 

	Quarter 1
	100%
	75%
	50%
	89%
	100%
	100%
	79%
	-21%


11.0
Decent Homes
11.1 
Since April 2007 91 more properties have been made “Decent”. 
	EEH Stock 31/3/07
	EEH Stock 28/2/08
	Non Decent 31/3/07
	Non Decent 28/2/08
	Decent 31/3/07
	Decent 31/03/08
	Decent

27/06/08

	1951
	2096
	845
	881
	1106
	1214
	1203


12.0
Gas Servicing 
12.1
EeH is required by law to ensure that an annual gas safety check carried out in all tenanted properties with individual gas boilers. The table below shows the percentage of tenanted properties with a current CP12 certificate at 30th June 2008. Glacis estate is not included as all tenanted properties on the estate are served by the communal heating system.  
	 
	Target 
	No of Properties Without s Current CP12
	% of Properties with Current CP12 
	EeH Performance Against Target 

	Mile End 
	100%
	3
	99.60%
	-0.40%

	Island Gardens 
	100%
	4
	99.30%
	-0.70%

	St Georges 
	100%
	1
	99.20%
	-0.80%

	Holland 
	100%
	4
	97.80%
	-2.20%

	EeH 
	100%
	12
	99.17%
	-0.83%


12.2
EeH operates a rolling ten month programme for gas servicing to ensure all properties are inspected within their 12 month certification period. To minimise inconvenience to tenants, where possible servicing is carried out in the summer period.   
12.3
At the 30th June 2008 12 properties did not have a current CP12 certificate; in all cases this is due to the tenant not providing access. EeH is taking action to ensure access is obtained to these properties in accordance with the agreed procedure. 
13.0
Lettings
13.1
The table below shows the breakdown of new tenancies let since April 2008 by category. RSL partners to the Common Housing Register are committed to meeting individual homelessness targets set by LBTH; this target is based on the percentage of general needs stock managed by each RSL. The target for 2008/9 is 48. 
	
	Waiting List 
	CHR Transfers 
	Homeless 
	Total 

	Quarter 1 
	7
	2
	7
	16


13.2
Waiting list cases include key workers, transfer applicants refers to existing Common Housing Register tenants and include medical and decant cases.
13.3
75% of new tenancies let since April 2008 is to BME households. 

13.4
EeH conducts new tenancy satisfaction surveys; the surveys are sent out by post 4 weeks after the start of the tenancy with a follow up telephone call. The table below shows new tenancy satisfaction since April 2008.  

	
	Very Satisfied
	Satisfied
	Neither
	Fairly Poor
	Poor
	No Visit to Date
	Not Received

	How satisfied were you with the information provided by EeH for the viewing?
	43%
	57%
	0
	0
	0
	0
	0

	How satisfied were you with the way the viewing was handled?
	43%
	57%
	0
	0
	0
	0
	0

	How satisfied were you with the condition of the property?
	43%
	29%
	0
	14%
	14%
	0
	0

	How satisfied were you with the information provided by EeH in the tenancy pack?
	43%
	57%
	0
	0
	0
	0
	0

	How satisfied were you with the follow up visit?
	0
	33%
	0
	0
	0
	67%
	0

	How Quickly did you receive rent payment card?
	0
	33%
	0
	0
	0
	0
	67%


14.0
ASB 

14.1
The table below show the number of cases reported by case type since April 2008; the      case types are in line with the Respect Agenda.   
	Case Type
	Mile End 
	Island Gardens 
	St Georges 
	Glamis 
	Holland 
	EeH 

	Not Defined 
	3
	1
	0
	0
	2
	0

	Criminal Behaviour, Crime 
	0
	0
	0
	0
	1
	1

	Drug Misuse, Dealing 
	0
	0
	0
	0
	1
	1

	Litter, Rubbish, Fly Tipping 
	2
	0
	0
	0
	1
	3

	Misuse of Communal Areas 
	0
	0
	0
	0
	2
	2

	Noise 
	10
	3
	1
	0
	7
	21

	Vandalism, Damage to Property 
	3
	1
	0
	0
	1
	5

	Verbal Harassment, Intimidation 
	1
	1
	0
	0
	2
	4

	Domestic Abuse 
	0
	2
	0
	0
	0
	2

	Physical Violence 
	0
	1
	0
	0
	0
	1

	Total 
	19
	9
	1
	0
	17
	46


14.2
EeH conducts satisfaction surveys at the closure of each case; the surveys are carried out by post with a follow up telephone call. The table below shows ASB case management satisfaction results since April 2008.  Overall satisfaction with case handling is 100% against a target of 85%. However this is based on the three cases that have been closed.
	 
	Fully 
	Mostly 
	Partly
	Not At All 

	Did you find it is to contact member of staff to report ABS? 
	67%
	0
	33%
	0

	Did you find the member of staff dealing with your case helpful?
	67%
	0
	33%
	0

	How would you rate the time taken before you were interviewed about your complaint?  
	40%
	40%
	20%
	0

	Were you happy with the way you were kept informed about your complaint? 
	60%
	20%
	20%
	0

	Were you satisfied with the outcome of the ASB complaint?
	40%
	60%
	0%
	0

	Were you satisfied with the support given during the ASB complaint?  
	33%
	33%
	33%
	0

	Were you satisfied with the way your complaint was handled?
	33%
	67%
	0%
	0

	Would you be likely to report further ASB complaints in the future?    
	60%
	20%
	20%
	0


15.0
Estate Services 
15.1
Cleaning standards are graded between A-D with anything below B requiring follow up action. EastEnd Homes has recruited and trained 2 resident inspectors to assist with the assessment process. The tables below show the percentage of areas surveyed achieving grade B or above.  
	Holland Estate – External Areas  
	No of Areas Surveyed 
	Dirt, Grime, Litter  
	Staining 
	Graffiti/ Fly Posting  
	Bulk Rubbish 

	Car parks / Garage Areas
	30
	100%
	100%
	100%
	100%

	Paths & Walkways
	36
	100%
	100%
	100%
	100%

	Estate Roads
	34
	100%
	96%
	100%
	96%

	Play Areas
	6
	100%
	80%
	75%
	100%

	Grass Areas Cleaning
	12
	100%
	100%
	100%
	100%

	Shrub Beds Cleaning
	20
	100%
	100%
	100%
	100%

	
	
	
	
	
	

	Holland Estate – Internal Areas  
	No of Areas Surveyed 
	Dirt, Grime, Litter  
	Staining 
	Graffiti/ Fly Posting  
	Bulk Rubbish 

	Entrance /Lobby
	57
	100%
	91%
	97%
	100%

	Lift 1
	1
	100%
	100%
	100%
	100%

	Lift 2
	6
	100%
	100%
	100%
	100%

	Stairwell
	57
	88%
	61%
	86%
	100%

	Landings
	57
	96%
	75%
	97%
	79%

	Hopper Room / Hopper
	42
	100%
	78%
	100%
	100%

	Bin Chamber
	33
	100%
	94%
	100%
	91%

	
	
	
	
	
	

	Glamis - External Areas 
	No of Areas Surveyed 
	Dirt, Grime, Litter  
	Staining 
	Graffiti/ Fly Posting  
	Bulk Rubbish 

	Car parks / Garage Areas
	7
	100%
	100%
	100%
	100%

	Paths & Walkways
	4
	100%
	100%
	100%
	100%

	Estate Roads
	3
	100%
	100
	100%
	100%

	Play Areas
	0
	NA
	NA
	NA
	NA

	Grass Areas Cleaning
	4
	100%
	100%
	100%
	100%

	Shrub Beds Cleaning
	4
	100%
	100%
	100%
	100%

	
	
	
	
	
	

	Glamis Estate - Internal Areas 
	No of Areas Surveyed 
	Dirt, Grime, Litter  
	Staining 
	Graffiti/ Fly Posting  
	Bulk Rubbish 

	Entrance /Lobby
	4
	100%
	100%
	100%
	100%

	Lift 1
	0
	NA
	NA
	NA
	NA

	Lift 2
	0
	NA
	NA
	NA
	NA

	Stairwell
	4
	100%
	100%
	100%
	100%

	Landings
	4
	100%
	100%
	100%
	100%

	Hopper Room / Hopper
	4
	100%
	100%
	100%
	100%

	Bin Chamber
	3
	100%
	100%
	100%
	100%

	Island Gardens - External Areas 
	No of Areas Surveyed 
	Dirt, Grime, Litter  
	Staining 
	Graffiti/ Fly Posting  
	Bulk Rubbish 

	Car parks / Garage Areas
	19
	79%
	88%
	100%
	100%

	Paths & Walkways
	27
	47%
	67%
	95%
	87%

	Estate Roads
	27
	100%
	78%
	100%
	93%

	Play Areas
	2
	0%
	50%
	0%
	100%

	Grass Areas Cleaning
	3
	67%
	67%
	95%
	95%

	Shrub Beds Cleaning
	20
	65%
	67%
	100%
	100%

	
	
	
	
	
	

	Island Gardens - Internal Areas 
	No of Areas Surveyed 
	Dirt, Grime, Litter  
	Staining 
	Graffiti/ Fly Posting  
	Bulk Rubbish 

	Entrance /Lobby
	25
	72%
	76%
	96%
	100%

	Lift 1
	0
	NA
	NA
	NA
	NA

	Lift 2
	0
	NA
	NA
	NA
	NA

	Stairwell
	24
	46%
	67%
	96%
	96%

	Landings
	23
	76%
	85%
	96%
	85%

	Hopper Room / Hopper
	23
	48%
	52%
	94%
	77%

	Bin Chamber
	23
	29%
	19%
	96%
	100%

	
	
	
	
	
	

	St Georges - External Areas 
	No of Areas Surveyed 
	Dirt, Grime, Litter  
	Staining 
	Graffiti/ Fly Posting  
	Bulk Rubbish 

	Car parks / Garage Areas
	5
	100%
	100%
	100%
	100%

	Paths & Walkways
	11
	100%
	100%
	100%
	100%

	Estate Roads
	6
	100%
	100%
	100%
	100%

	Play Areas
	2
	100%
	100%
	100%
	100%

	Grass Areas Cleaning
	11
	100%
	100%
	100%
	100%

	Shrub Beds Cleaning
	6
	100%
	100%
	100%
	100%

	
	
	
	
	
	

	St Georges - Internal Areas 
	No of Areas Surveyed 
	Dirt, Grime, Litter  
	Staining 
	Graffiti/ Fly Posting  
	Bulk Rubbish 

	Entrance /Lobby
	8
	100%
	100%
	100%
	100%

	Lift 1
	2
	100%
	100%
	100%
	100%

	Lift 2
	2
	100%
	100%
	100%
	100%

	Stairwell
	8
	100%
	100%
	100%
	100%

	Landings
	8
	100%
	100%
	100%
	100%

	Hopper Room / Hopper
	8
	100%
	100%
	100%
	100%

	Bin Chamber
	8
	100%
	100%
	100%
	100%

	
	
	
	
	
	

	Mile End  - External Areas 
	No of Areas Surveyed 
	Dirt, Grime, Litter  
	Staining 
	Graffiti/ Fly Posting  
	Bulk Rubbish 

	Car parks / Garage Areas
	66
	97%
	97%
	97%
	100%

	Paths & Walkways
	86
	99%
	100%
	96%
	100%

	Estate Roads
	58
	97%
	100%
	100%
	100%

	Play Areas
	0
	NA
	NA
	NA
	NA

	Grass Areas Cleaning
	45
	98%
	100%
	100%
	100%

	Shrub Beds Cleaning
	42
	100%
	100%
	100%
	100%

	
	
	
	
	
	

	Mile End - Internal Areas 
	No of Areas Surveyed 
	Dirt, Grime, Litter  
	Staining 
	Graffiti/ Fly Posting  
	Bulk Rubbish 

	Entrance /Lobby
	138
	98%
	100%
	100%
	100%

	Lift 1
	16
	100%
	87%
	100%
	100%

	Lift 2
	10
	100%
	100%
	100%
	100%

	Stairwell
	137
	98%
	98%
	93%
	100%

	Landings
	138
	98%
	100%
	98%
	99%

	Hopper Room / Hopper
	68
	100%
	99%
	97%
	100%

	Bin Chamber
	95
	99%
	97%
	97%
	100%


16.0
Aids and Adaptations

16.1.
The annual R&M budget includes specific allocation for the installation of new adaptations and repair or replacement of existing disabled adaptations. The target time for end to end completion (i.e. from receipt of request to completion of the work) of minor disabled adaptations is 28 days and for major works, works costing more than £1,000 180 days.  The table below shows completion in target for aids and adaptations between April and June 2008. Performance exceeds target for both minor and major adaptations at 100%.    
	
	Target 
	Minor 
	Major 
	EeH Performance Against Target  

	Quarter 1 
	97%
	100
	100
	 +3%


16.2
Works valued at more than £1000, e.g. the installation of stairlifts or level access showers, may attract Local Authority Disabled Facilities Grant via the LBTH grants team. Funding approval is at the discretion of LBTH and subject to the availability of funding. During 2007/8 EeH made eight DFG funding applications, all of which were successful.     
16.3
Satisfaction for both minor and major adaptations for the twelve weeks is 100% against a target of 96%.     

17.0
Counter Stats

17.1
The table below shows the number of office visits per Housing Centre for the for the first twelve weeks of 2008/9. The percentage of residents visiting the housing centres is based on the Status Survey results.   
	Area
	% Residents Visiting Housing Centre
	Repairs
	Repair Chase Up
	Lettings
	Rents
	HB 
	Tenancy Mgt
	C/taking
	Parking
	Major Works
	Hort.
	ASB
	L/ Hold/ Service Charges
	Other 
	Total No of Visits 

	Mile End 
	33%
	181
	71
	92
	200
	10
	160
	7
	158
	7
	0
	74
	24
	161
	1145

	St Georges
	39%
	139
	81
	6
	24
	2
	9
	4
	13
	3
	0
	13
	6
	63
	363

	Island Gardens
	59%
	137
	41
	44
	25
	1
	7
	4
	26
	3
	12
	25
	10
	133
	468

	Holland 
	54%
	149
	50
	44
	47
	11
	127
	5
	68
	151
	0
	21
	62
	90
	825

	Glamis 
	N/A 
	82
	41
	3
	31
	5
	59
	10
	32
	57
	0
	7
	9
	128
	464

	EeH 
	 
	688
	284
	189
	327
	29
	362
	30
	297
	221
	12
	140
	111
	575
	3265


18.0 Range of KPI targets

Appendix One sets out a comprehensive listing of the EeH performance indicators indicating the type, the forum scrutinising the data, the target for the current year and where possible a review of performance over the last two years. The board is asked to generally comment on the table, the scope of performance indicators and in particular whether they are satisfied that the targets are sufficiently challenging.
The Top 10 KPIs are identified for the boards consideration and approval. The intention is to highlight the targets which will be continuously reported to  residents and staff in order to enhance a culture of continuous improvement.
A limited number of the performance indicators are reliant on the implementation of the business objects reporting tool later this year. 
19.0
Risk/Control Issues


The KPIs have been constructed to highlight key risk areas. 
20.0
Equality and Diversity Implications


EeH is working to include equality and diversity information within future reports. .
21.0
Contribution to Business Plan Objectives


The KPIs relating to rents, service charges and right to buy performance contribute to business plan objectives.






� BME – Non white British
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