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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) report the first three quarters of 2008/9. 
2.0
Recommendation
2.1
To note the report. 
3.0
Background
3.1 The report shows the performance across EeH in key service areas including voids, repairs, rents, letting, complaints, ASB, estate cleaning aids and adaptations and gas servicing. 

4. 0 
Key 
	
Code 
	Definition 

	 
	Target meet 

	 
	Performance below target but with improvement on performance achieved 2007/8. Where 07/08 is not available performance compares to that achieved in previous quarter.   

	 
	Target not met and performance below that achieved 2007/8.  Where 07/08 is not available performance compares to that achieved in previous quarter.   


5.0
Voids  
5.1
Short Term Void Turnaround 
5.1.1 Average short term void turnaround overall for the first three quarters of 2008/9 exceeds target by 4.7 days.   

	Apr-Dec 
	No of Voids 
	Days 
	Av Turnaround Time 
	2008/9 Target 
	Performance Against Target 
	2007/8

	Mile End  
	40
	789
	19.7
	24
	-4.3
	27.0

	Island Gardens 
	9
	142
	15.8
	24
	-8.2
	22.4

	St Georges 
	6
	139
	23.2
	24
	-0.8
	26.2

	Glamis 
	3
	66
	22.0
	24
	-2.0
	25.8

	Holland 
	5
	82
	16.4
	24
	-7.6
	9.0

	EeH 
	63
	1218
	19.3
	24
	-4.7
	24.8


5.1.2
The table below compares EeH average void turnaround performance (in calendar days) to that achieved locally, regionally and nationally. 

	Year
	EeH 
	LBTH Benchmarking Group
	All RSLs Operating in LBTH
	South East & London RSLs
	National
Results 

	2006/7
	38
	38 
	43
	28
	40

	2007/8
	25
	39.9
	35
	26.5
	40.2

	2008/9 Quarter 2
	19.3
	29
	NA
	27.3
	NA


5.2
Void Rental Loss 

5.2.1 
Average weekly void rental loss, across EeH for the first three quarters of 2008/9 is 0.53% above target.    

	April – December 
	Target
	Average Weekly Void Loss
	Performance Against Target

	EeH 
	1.00%
	0.47%
	+0.53%


6.0
Repairs

6.1
Completions in Target 

6.1.1
Day to day repairs are issued within three set priority targets. Target times are calculated in calendar days, Emergency (including out of hours) 24 hours, Urgent seven days and Routine 28 days. 
6.1.2
The % of jobs completed in target for all contractors/ across all priorities continues to improve with performance for the first three quarters at 94%.     
	Apr -December
	% Jobs Completed in Target 
	Target 
	Performance Against Target 
	2007/8

	Emergency 
	94%
	95%
	-1%
	93%

	Urgent 
	94%
	95%
	-1%
	92%

	Routine 
	94%
	95%
	-1%
	93%

	Overall 
	94%
	95%
	-1%
	93%


6.1.3
The table below compares EeH completion in target performance to average completion times achieved locally, regionally and nationally.
 The Housing Corporation Performance Indicator profile for 2006/7 only considers routine repairs. 
	Year
	
	EeH 
	LBTH Benchmarking Group
	All RSLs Operating in LBTH
	South East & London RSLs
	National

	2006/7
	Priority
	
	
	
	
	

	
	Emergency 
	84%
	92%
	NA
	NA
	NA

	
	Urgent 
	84%
	88%
	NA
	NA
	NA

	
	Routine 
	83%
	88%
	91%
	NA 
	94%

	2007/8
	Emergency 
	93%
	94%
	NA
	95%
	NA

	
	Urgent 
	92%
	89%
	NA
	92%
	NA

	
	Routine 
	93%
	91%
	NA
	92%
	NA

	Quarter 2 08 9
	Emergency 
	92%
	92%
	NA
	96.5%
	NA

	
	Urgent 
	95%
	93%
	NA
	95.1%
	NA

	
	Routine 
	97%
	96.5%
	NA
	95.7%
	NA


6.2 
Handypersons 

6.2.1  
A locally based Handyperson services operates across EeH. The Handypersons work across a number of trades within the general build contract and repairs are issued against the same priorities as for external contractors i.e. emergency, urgent and routine

6.2.2
At the end of quarter three % of jobs completed in target by the Handypersons service overall exceeds target by 2%.   

	Apr-Dec 
	% Jobs Completed in Target 
	Target 
	Performance Against Target 
	All Contractors Apr-Dec 

	Emergency 
	96%
	95%
	1%
	94%

	Urgent 
	96%
	95%
	1%
	94%

	Routine 
	98%
	95%
	3%
	94%

	Overall 
	97%
	95%
	2%
	94%


6.3
Appointments 

6.3.1
EeH offers tenants an appointment for all in-dwelling non emergency repairs; depending on the contract the appointment slots available will be am/pm or 2 hourly slots starting at 8am.  

6.3.2
The % of appointments kept shows continuous improvement with quarter tree performance at 94% against a target of 95%.      
	Potential Appointments 
	Appointments Made  
	% of Jobs with an Appointment 
	No of Appts Kept 
	% Appts Kept 
	Performance Against Target 
	2007/8

	2692
	1830
	68%
	1724
	94%
	-1%
	91


6.4
Repairs Satisfaction 

6.4.1
Residents are asked to complete a satisfaction survey for every in-dwelling repair. The satisfaction survey is via post with a follow up telephone call.   
6.4.2
Where the tenant expresses dissatisfaction with the standard/ quality of the repair, the Housing Centre will arrange to inspect the work in order to resolve the problem. Reasons for dissatisfaction are reviewed with the contractors at the regular contract monitoring meetings.   

6.4.3
The table shows repairs satisfaction with in-dwelling day to day repairs, including specialist works such as heating and door entry repairs. 
	Apr-Dec 
	Returned Questionnaires 
	Satisfied 
	% Satisfied 
	Target 
	Performance Against Target 

	 
	490
	445
	91%
	95%
	-4%


7.0
Rents 

7.1
Rent performance KPIs measure performance at period end and at the last housing benefit week within the period. 
7.2 Rent Collection 

7.2.1
This KPI measures the % of rent collected as a proportion of the rent due in the period, including current tenant arrears brought forward; it considers   income due from general needs lettings and garage/ car space/ pram shed income.  

	 
	Collectable Inc Arrears B/Fwd 
	Collected Week 1-39 08/09
	% Collected 
	Target 
	Performance Against Target 

	Week 39 (Quarter End) 
	£8,419,211
	£7,884,565
	93.65%
	103%
	9.35%

	Week 38 (H B Week) 
	£8,217,047
	£7,787,307
	94.77%
	101%
	6.23%


7.2.2
Our performance figures at quarter three reflect a revised method of calculation which considers current tenant arrears brought forward. We feel this is a more accurate method of calculation as cash collected in the period may also include arrears outstanding from before 1st April 2008 that have been collected in the period.         

7.2.3 
The table below compares EeH rent collection performance to average rent collection performance achieved locally, regionally and nationally.
  The Housing Corporation Performance Indicator profile for 2006/7 only considers rent arrears performance. 
	Period 
	EeH 
	LBTH Benchmarking Group
	All RSLs Operating in LBTH
	South East & London RSLs
	National

	2006/7
	105.5%
	99.98%
	
	NA
	

	2007/8
	100%
	101.90%
	NA
	101.3%
	NA

	2008/9 Quarter 2
	98.77%
	98.25%
	NA
	98.53%
	NA


7.3
Rent Arrears 

7.3.1
This KPI measures current tenant arrears as a % of the annual rent due; it considers   income due from general needs lettings and garage/ car space/ pram shed income.  

	
	Projected Annual Rent Due 
	Arrears @ Week 38 09
	Arrears %
	Target 
	Performance Against Target 

	Week 38
	10,551,293.50
	£329,614
	3.12%
	4.80%
	1.68%

	
	Projected Annual Rent Due 
	Arrears @ Week 39 09 
	Arrears %
	Target 
	Performance Against Target 

	Week 39
	10,547,990.76
	£426,551
	4.04%
	3.20%
	-0.84%


7.3.2 
The table below compares EeH rent arrears performance to average rent arrears performance achieved locally, regionally and nationally.
 
	Year
	EeH 
	LBTH Benchmarking Group
	All RSLs Operating in LBTH
	South East & London RSLs
	National

	2006/7
	4.9%
	4.69%
	7.2%
	NA
	5.4%

	2007/8
	4.9%
	5.79%
	NA
	4.6%
	NA

	2008/9 Quarter 2
	4.9%
	5.8.3%
	NA
	5.47%
	NA


8.0
Service Charge Collection

8.1
The table below shows service charge collection year on year from April 2005.  

	 
	No of Leaseholders/ Freeholders 
	Service Charges Invoiced 
	Arrears @ 31st Dec 08
	% Arrears of Service Charge 
	% Arrears Target 
	Performance Against Target 

	2005/6
	983
	£511,088
	£7,755
	2%
	25%
	23%

	2006/7
	1202
	£850,735
	£41,021
	5%
	25%
	20%

	2007/8
	1443
	£1,176,827
	£416,851
	35%
	25%
	-10%

	2008/9*
	1456
	£1,465,158
	£679,138
	46%
	25%
	-21%


* 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). 
8.0
Right to Buy

9.1 The table below shows the number of RTB completions since April 2008.  
	 
	 
	 

	
	Number 
	Net Cash Receipts 

	Target to Quarter 3 
	11
	£1,408,000

	Actual RTB/A's
	4
	£578,186


10.0 
Complaints 
10.1
There are four possible stages of a formal within the EeH complaints procedure.  Complaints performance/ learning outcomes are monitored at Housing Management Team. 

10.2
The table below shows responses within target for complaints received by the EeH and due for response by 31st December 2008.  

	Apr-Dec 
	Complaints Received/ Due for Response 
	Answered in Target 
	% Answered in Target 
	Target 

	Formal  
	53
	49
	92%
	100%

	Stage 1
	17
	14
	82%
	100%

	Stage 2
	8
	6
	75%
	100%

	Stage 3
	6
	4
	67%
	100%

	Overall 
	84
	73
	87%
	100%


10.3
At complaint closure EeH carries out a postal satisfaction survey, the survey monitors satisfaction with case handling and case outcome.  The table below shows satisfaction against the two complaints KPIs.    

	Apr-Dec 
	Questionnaires Issued 
	Returned Questionnaires 
	Return Rate 
	Satisfied 
	Satisfaction Rate 
	Target 

	Satisfaction with case handling 
	19
	6
	32%
	2
	33%
	90%

	Satisfaction with case outcome
	19
	6
	32%
	1
	17%
	80%


11.0 Members Enquiries 

11.1 The target response time (14 calendar days) for Members Enquiries is set by LBTH. Service Mangers are responsible for answering these enquiries.  EeH has agreed a target of 100% of enquiries answered within the target. 

11.2 Performance at quarter three is below target at 75%. 

	  Apr-Dec 
	Members Enquiries Received 
	 Answered in Target 
	% Answered in Target 
	Target 

	 
	104
	78
	75%
	100%


11.3 Information received from LBTH reports that 78% of Members Enquiries across all Council departments/ external agencies are answered within target, additionally it confirms that EeH performance compares favourably to other RSLs in the borough for which the overall performance is 60.3% in target.  

12.0
Decent Homes
12.1
The table below shows the % of EeH homes meeting the Decent Homes standard.  
	Decent Homes 
	EeH Stock 
	% of Decent Homes  

	2006/7
	1937
	57.09%

	2007/8
	2096
	59.1%

	31st December 08
	2093
	55.7%


13.0
Gas Servicing 
13.1
EeH is required by law to ensure that an annual gas safety check carried out in all tenanted
 properties with individual gas appliances. 
13.2
The table below shows the % of properties with a valid CP12 certificate as at 31st December 2008.   

	
	Properties Requiring CP12 Inspection 
	No of Properties Without Current CP12 @

31 Dec 08
	% of Properties With Current CP12 
	Perf. Against Target 
	Target 


	Apr-Oct 

	Mile End 
	591
	0
	100.0%
	0.0%
	100%
	100%

	Island Gardens 
	531
	6
	98.9%
	-1.1%
	100%
	99.40%

	St Georges 
	132
	2
	98.5%
	-1.5%
	100%
	99.02%

	Holland 
	179
	4
	97.8%
	-2.2%
	100%
	98.37%

	EeH 
	1433
	12
	99.2%
	-0.8%
	100%
	99.51%


13.3 
As at 4th February 2009 the number of properties without a current CP12 certificate is 8 (0.66%). For each of these properties an appointment has been arranged with the contractor/ tenant within the next week.  Enforcement action, in line with the EeH agreed gas procedure, will be commenced should any of the eight households concerned continue to deny access.          
13.3 
EeH carries out a random sample satisfaction survey (minimum 10%) for gas servicing works. The satisfaction survey is via post with a follow up telephone call. The table below shows satisfaction with gas servicing satisfaction April to December 2008.
	Area 
	Responses
	Overall Satisfaction 
	Target 
	Performance Against Target 

	Mile End 
	52
	98%
	95%
	+3.00%

	St Georges 
	13
	100%
	95%
	+5.00%

	Holland 
	12
	100%
	95%
	+5.00%

	Island Gardens 
	52
	100%
	95%
	+5.00%

	EeH 
	129
	99%
	95%
	+4.00%


14.0
Lettings
14.1 
As part of the Council’s homelessness strategy RSL partners to the Common Housing Register are committed to meeting individual homelessness targets. The target is set by LBTH and is based on the percentage of general needs stock managed by each RSL.  The revised EeH 2008/9 target is 47. 
14.2 
The table below shows offers accepted by application type since April 2008. This numbers differs from the void turnaround figure as it includes tenancy let where the void was a long term void and tenancies begun after 31st December. 
	
	Waiting List 
	CHR Transfers 
	EeH Overcrowding Reduction Initiative
	Homeless 
	Total 

	April –December  
	30
	7
	4
	30
	71


14.3
Waiting list cases include key workers, transfer applicants refers to existing Common Housing Register tenants and include medical and decant cases.  Overcrowding reduction initiative cases are existing EeH tenants living in overcrowded accommodation re-housed within EeH stock.   
14. 4
86% of new tenancies let since April 2008 is to BME households. 

14.5
The Lettings KPI considers new tenants satisfaction with the condition of the property; Satisfaction is monitored via a postal questionnaire issued to new tenants are sent out 4 weeks after the start of the tenancy with a follow up telephone call. Reasons for dissatisfaction are reviewed at the regular void panels.
	
	Returned Questionnaires 
	Completed Lets 
	Return Rate 
	Satisfied 
	% Satisfied 
	Target 
	Performance Against Target 

	 Apr-Dec 
	20
	75
	27%
	11
	55%
	85%
	-30%


15.0
Estate Services 
15.1 
Housing staff carry out full inspections of every block on their estate on approximately a six weekly schedule. Residents, board members and local councillors are encouraged to attend the inspection and are invited to highlight areas of concern and their priorities for the area. Inspection schedules are published in local newsletters and are displayed on estate notice boards. The completed estate inspection forms are held in a central file available on the housing centre reception for public perusal and copies are sent to local residents on request. 

15.3
Cleaning standards are graded between A-D for against bulk rubbish, dirt/ grime/ litter, graffiti/ fly posting and staining. The Estate Service Co-ordinators will implement follow up action for any area achieving below B.  Update/ progress on the follow up action will be reported to the local boards. 
15.4
Where an official resident representative/ board member does not agree with the grades awarded by the inspecting officer, a dispute resolution procedure exists to re-assess the grading by an independent officer/ resident representative.

15.5
The tables below show the number of areas surveyed on the across EeH between April and December 2008 and the % of areas surveyed achieving grade B or above, the target for which is 95%.  

	Apr-Dec 
	Internal Areas 

	Location 
	No of Areas Inspected 
	Grade A-B 
	% Achieving 
A-B
	Grade C-D
	% 

	Bin Chambers 
	578
	544
	94%
	34
	6%

	Entrance/ Lobbies  
	849
	728
	86%
	121
	14%

	Hopper Rooms 
	456
	432
	95%
	24
	5%

	Landings 
	849
	815
	96%
	34
	4%

	Lifts 
	118
	117
	99%
	1
	1%

	Stairwells 
	849
	812
	96%
	37
	4%

	Overall 
	3699
	3448
	93%
	251
	7%

	
	
	
	
	
	

	Apr-Dec 
	External Areas 

	Location 
	No of Areas Inspected 
	Grade A-B 
	% Achieving 
A-B
	Grade C-D
	% 

	Car Parks 
	451
	438
	97%
	13
	3%

	Estate Roads 
	477
	461
	97%
	16
	3%

	Grassed Areas 
	111
	107
	96%
	4
	4%

	Paths & Walkways 
	582
	562
	97%
	20
	3%

	Play  Areas 
	28
	23
	82%
	5
	18%

	Shrub Beds 
	103
	99
	96%
	4
	4%

	 
	1752
	1690
	96%
	62
	4%


15.6
The decline in the percentage of areas achieving grade B or above relates to additional areas inspected at Island Gardens. An improvement plan to bring these areas up to standard is being progressed by the area Estate Services 

Coordinator.  
15.7 
The decline in the percentage of play areas achieving grade B relates to a high level of graffiti indentified at the two play areas on the Holland estate during the quarter three estate inspections. The graffiti at the play area at Wheler House has now been removed; options for preventing graffiti in the other location are currently being considered as part of the major works programme.    

16.0
ASB 

16.1
The table below shows the number of cases recorded by all Housing/ Neighbourhood Centres between April and December by case type; case types mirror those defined in the Respect Agenda.   
	Case Type
	Apr-Sept 
	Apr-Dec

	Alcohol related
	1
	1

	Criminal behaviour/ crime 
	2
	4

	Domestic abuse
	2
	2

	Drug/ substance misuse/ dealing   
	5
	12

	Garden nuisance 
	1
	1

	Graffiti 
	1
	1

	Hate Crime
	0
	1

	Litter, Rubbish, Fly Tipping 
	10
	18

	Misuse of communal/  areas, loitering  
	20
	33

	Noise 
	33
	49

	Nuisance from vehicles
	3
	3

	Nuisance from pets and animals   
	5
	5

	Physical violence 
	9
	11

	Vandalism/ damage to property 
	11
	16

	Verbal harassment, intimidation 
	14
	25

	Total No of Cases 
	117
	182


16.2
EeH conducts satisfaction surveys at the closure of each case. The surveys are carried out by post with a follow up telephone call and monitors satisfaction with all aspects of the ASB complaint handling. 
	KPI
	No of Cases Closed 
	Responses  
	Return Rate 
	Number Satisfied 
	% 

Satisfied 
	Target 

	Case Handling 
	135
	23
	18.5%
	21
	91%
	90%

	Case Outcome 
	135
	25
	17%
	22
	88%
	80%


17.0
Aids and Adaptations

17.1
The annual R&M budget includes specific allocation for the installation of new adaptations and repair or replacement of existing disabled adaptations. 
17.2
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.  

17.3
The table below shows completion in target for aids and adaptations across EeH between April and December 2008. 

	April – December  
	Target
	Jobs Completed in Target 
	EeH Performance Against Target

	Minor Adaptations 
	97%
	84%
	-13%

	Major Adaptations 
	97%
	100%
	+3%


17.4
In response to the decline in the completion in target of minor aids and adaptation works the Technical Manager has implemented an improvement plan to improve completions in target; includes all aids and adaptations works being issued/ monitored centrally by the Technical Services Team and more robust contract liaison/ monitoring.    

17.5
The table below shows satisfaction with EeH Aids and Adaptations service for the first three quarters of 2008/9.      
	Repairs Completed  
	Responses  
	Return Rate 
	Number Satisfied 
	% 

Satisfied 
	Target 

	55
	4
	7%
	4
	100%
	95%


18.0
Access to Services
18.1
The table below shows the number/ reason for visits to the local housing centres April to December 2008. 
	 
	% of Residents Visiting 2007
	Repairs
	Repairs Chase up
	Lettings 
	Rents
	HB 
	Ten Mgt 
	C/taking
	Park.
	Regen
	Hort.
	ASB
	LH
	Other 
	Total 

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Mile End 
	33%
	572
	222
	215
	454
	46
	778
	17
	437
	12
	4
	160
	46
	360
	3,323

	Island Gardens 
	59%
	798
	335
	64
	127
	26
	164
	34
	110
	27
	6
	85
	36
	848
	2,660

	St Georges 
	39%
	509
	338
	27
	65
	3
	66
	21
	29
	40
	2
	21
	15
	250
	1,386

	Holland 
	54%
	383
	187
	101
	122
	17
	411
	11
	179
	464
	1
	50
	120
	278
	2,324

	Glamis 
	N/A
	249
	99
	20
	77
	8
	198
	23
	51
	130
	16
	33
	19
	247
	1,170

	EeH 
	N/A
	2,511
	1,181
	427
	845
	100
	1,617
	106
	806
	673
	29
	349
	236
	1,983
	10,863


18.2
As part of our commitment to improving standards in October 2008 EeH introduced a telephone monitoring system. The system operates across the Mile End, Island Gardens, Holland housing centres as well as Regen/ Major and Tayside House. 
The system will be rolled out to St Georges and Glamis areas following the relocation of the St Georges housing centre. 
18.3 
The table below shows the number of telephone calls received by housing centre/ each service area between 9am and 5pm 1st October to 31st December 2008. 
	 
	In Coming Calls 
	Average Time Taken to Answer 
	Maximum Time Taken to Answer
	Target 

	Mile End Housing Centre 
	6,432
	7 seconds 
	47 seconds 
	10 seconds 

	Lettings 
	829
	3.9 seconds 
	159 seconds 
	10 seconds 

	Rents 
	2,167
	4.5 seconds 
	105 seconds 
	10 seconds 

	Technical Services 
	1,922
	5.2 seconds 
	180 seconds 
	10 seconds 

	Holland Housing Centre 
	2,520
	3.9 seconds 
	54 seconds
	10 seconds 

	Regen/ Major Works 
	1,193
	5 seconds
	102 seconds 
	10 seconds 

	Island Gardens Neighbourhood Centre 
	4,796
	4.8 seconds
	78 seconds
	10 seconds 

	Tayside House 
	8,575
	3.4 seconds 
	36 seconds 
	10 seconds 

	EeH 
	28,434
	Not Available 
	180 seconds  
	10 seconds 


19.0  
Risk/Control Issues 
The KPIs have been constructed to highlight key risk areas.
20. 0
Equalities and Diversity Implications 

EeH is working to include equality and diversity information within future reports.

21.0
Contribution to Corporate Plan Objectives 
The KPIs relating to rents, service charges and right to buy performance contribute to business plan objectives.
22.0
Value for Money Considerations

Providing good quality services that are residents want is central to achieving value for money and the regular review of our performance on key indicators is a key element in this process.  
Top Ten Key Performance Indicators

Means we have improved on last year’s performance

	HOW ARE WE DOING?  
	 

	EASTENDHOMES TOP TEN TARGETS CHOSEN BY RESIDENTS 
	

	No
	Performance Indicator 
	Performance 2007/8
	Target 2009/9
	Apr-June 08/09
	Apr-Sept 08/09
	Apr-Dec 08/09

	 
	Voids 
	 
	 
	 
	 
	 

	1
	Short Term Void Turnaround Times 
	25 days 
	24 days 
	21 days 
	21 days 
	19.3 days 

	 
	 
	 
	
	
	
	

	 
	New Letting 
	 
	 
	 
	 
	 

	2
	New tenant satisfaction with condition of home 
	53%
	85%
	72%
	57%
	 55%

	 
	 
	 
	 
	
	
	

	 
	Repairs 
	 
	 
	 
	 
	 

	3
	Repairs completed in target overall  
	93%
	95%
	94%
	93%
	94%

	 
	 
	 
	 
	
	
	

	4
	Appointments Kept 
	92%
	95%
	91%
	92%
	94%

	 
	 
	 
	 
	
	
	

	5
	Repairs Satisfaction 
	93%
	95%
	94%
	Not Available 
	 91%

	 
	 
	 
	 
	
	
	

	 
	Rents 
	 
	 
	 
	 
	 

	6
	Satisfaction with help given if in arrears
	Not Available 
	80%
	Monitored annually 

	 
	ASB 
	 
	 
	 
	 
	 

	7
	Satisfaction with outcome of ASB complaint 
	Not Available 
	80%
	100%
	90%
	88%

	 
	Gas Servicing 
	 
	 
	 
	 
	 

	8
	% of Properties with valid CP12
	99%
	100%
	99%
	100%
	99%

	 
	 
	 
	
	
	
	

	 
	Estate Cleaning 
	 
	 
	 
	 
	 

	9
	External areas achieving grade B or above 
	Not Available 
	95%
	92%
	98%
	96%

	 
	Complaints
	 
	 
	 
	 
	 

	10
	Satisfaction with case outcome 
	Not Available 
	80%
	Not Available 
	17%
	17% 








� Source data Housemark quarterly key performance tracking, the Housing Corporation Performance Indictor Profile 2006/7 and the PI National Figures 2007/08.   


�  Source data Housemark quarterly key performance tracking, the Housing Corporation Performance Indictor Profile 2006/7 and the PI National Figures 2007/08.   








�  Source data Housemark quarterly key performance tracking and the Housing Corporation Performance Indictor Profile 2006/7.   





�  Source data Housemark quarterly key performance tracking and the Housing Corporation Performance Indictor Profile 2006/7.   





� All tenanted properties on Glamis are connected to the communal heating/ hot water system. 





� BME – Non white British
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