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Board Performance Report

As at 30 June 2011 
For Board meeting – 7 September 2011
Quarterly Board Performance Report

Directors Summary – for the period ending 30 June 2011

1. Recommendation
The Board is asked to NOTE the content of this Performance Report.

2. Introduction
The Report comprises:

· This Directors Summary highlighting key performance issues for the Directors Team and points the Board to the Directors’ particular areas of concern and of good performance. The summary also includes details of the key performance issues discussed at the last PRAS meeting.

· A Dashboard of Indicators that provides an at a glance view of performance.  Where reference is made on the Dashboard of Indicators to “upper quartile” this relates to the HouseMark Benchmarking Club.  HouseMark is jointly owned by the Chartered Institute of Housing & the National Housing Federation and is the leading provider of performance information for the social housing sector.

· A Detailed Performance Report incorporating historic trends, peer group information and brief commentary. The commentary summarises exceptions, proposed actions to improve performance and updates on actions taken advised in previous reports.

Peer group information is taken from the HouseMark Benchmarking Club data.

Where performance is reported as being in the upper quartile this means we are in the top (best performing) 25% of organisations who have recorded information with the Club. Where performance is reported as in the lower quartile this means we are in the bottom (worst performing) 25% of organisations who have recorded information with the Club. The median point has 50% of organisations better and 50% worse.

As agreed with the Board in May 2011 the Dashboard and Detailed Report are ordered under the headings of our 6 Strategic Priorities and we have differentiated between:

· Targets that we are actively working to achieve and will usually have actions in place to drive improvements; and 

· Measures which are gauges or indicators of how we are performing.  A measure might help provide context or there may be a range within which we are comfortable, eg staff turnover where we see 10% to 20% as striking a healthy balance between staff retention and bringing in new ideas.  A measure might allow us to gauge trends, for example where we need to know how we are doing but have little or no control over our performance.  It might also allow us to spot areas for improvement, which might in turn lead to our setting an improvement target in the future.  


The Dashboard incorporates traffic light colour coding and a direction of travel indicator. 
The traffic light system used is:


- Green 
= Meeting target


- Amber 
= Not currently meeting target but on an improving trend for at least the last 


   2 reporting periods


- Red 

= Failing to meet target
The direction of travel indicators are:

[image: image1]
= improving since last quarter (even if still outside target). The direction of travel could show that even though we are outside our target we are moving in the right direction.


[image: image50.emf]= worsening since last quarter (even though we could still be achieving target)

[image: image51.emf]
= no change on last quarter

The arrows are used to show at a glance whether performance is improving or declining; or where our performance is broadly similar to that reported in the previous quarter. An element of discretion will be involved, eg where performance differs only very slightly from the previous quarter a static trend indicator may be used rather than using a strict, narrow interpretation based solely on the numerical data. 
3. Highlights & Challenges for Directors Team

We are pleased with the progress made in a number of areas including: 

-
Staff sickness absence which was much better than target at 2.35%.  See page 10.
-
Resident satisfaction with routine repairs was better than target at 97.1% in June 2011. See page 17.

-
Void rent loss in CaSH and Homeless was better than target.  Performance in Homeless is particularly pleasing.  See pages 48 and 49
Principal areas of concern are: 

-
General needs void rent loss and void turnaround times are both over target.  See pages 33 and 34.
-
Former tenants arrears, including write offs, in Homeless.  See page 45 & 47. 
4. The main issues discussed at our PRAS meeting (23 August 2011) were:

· General complaints resolved in our target timescale - we are answering 97% within our target of 2 weeks but we also have a stretch target of 50% within 1 week and we are not yet meeting this.  We set this target at the beginning of the year to help drive up performance in this important area and also to help us assess how realistic it was.  Managers discussed this and will emphasise it with their teams.  It is a topic we will return to in future PRAS meetings.  

· Telephone calls not answered – we met our target for Q1 but managers pointed out that the Q2 performance has been affected badly by staffing shortages and by a fault on the telephone system.  These issues have now been resolved.
· The ringfence for recruitment - following our CaSH Fit For The Future changes we agreed to ringfence all jobs in salary band 4 for those people who would lose money as a result of the changes.  This has (predictably) led to some delays in recruitment.  Our HR team are looking into this to establish the real impact and consider how we might improve things.  

Dashboard of Indicators

	On Target
	Not currently meeting target but on an improving trend for at least the last 2 reporting periods
	Target currently Not being achieved

	
= improving since last
quarter
	
= worsening since last quarter
	= no (significant)

change on last quarter

	

	Performance Indicators

	External Benchmark (March 2011)
	More Info.
	April – June 2011
	Target / Measure

	Strategy 1 – Fit For The Future

Targets
	

	Sickness absence
(1/4ly snapshot)
	Say 4%
	Page 10
	2.35%
	<4%
	

	% of general complaints resolved in target timescale
	
	Page 11
	97%
	>90%
	

	% of complainants satisfied with overall experience of our case handling
	
	Page 12
	71%
	>75%
	

	Liquidity


	
	Page 13
	3 months
	>12mnths
	

	Gearing ratio


	
	Page 13
	60%
	< 70%
	

	Strategy 1 – Fit For The Future

Measures
	

	Staff turnover 
(annualised %)
	
	Page 15
	36.7%
	10%-20%
	

	Strategy 2 – Asset Management
Targets
	

	% of residents satisfied with routine repairs service


	Upper Quartile = 91.8% (in 2010/11)
	Page 17
	97.1%

(06/11)
	90%+
	

	Capital receipts from asset sales – cumulative profit (units)
	
	Page 18
	£0


	£300k in 2011/12


	

	Crucible property Sales:

£ rec’d / number of props

Actual / Target (cumulative)
	
	Page 18
	£301.7k
6 properties
	£2.5m in 2010/11

£625k per1/4
	

	Development of new homes

- unit completions

Actual / Target (cumulative)
	
	Page 19
	25
	25

(158 in year)
	

	Gas servicing - % of homes serviced in last 12 months
	Upper Quartile = 100%
	Page 20
	99.83%

(06/11)
	>99%


	


	Dashboard of Indicators (continued)

	Performance Indicators
Asset Management – Targets (continued)
	External Benchmark (March 2011)
	More Info.
	April – June 2011
	Target / Measure

	Maintenance response times – Emergency
	Upper Quartile of all reactive repairs completed within target time  = 98.8%
	Page 21
	95.75%

	95%+
	

	Maintenance response times – Urgent
	
	Page 21
	93.88%

	95%+
	

	Maintenance response times – Routine
	
	Page 21
	89.69%

	95%+
	

	Repairs completed in one visit
	
	Page 22
	TBC
	75%+
	

	Strategy 3 – New Enterprise
Targets
	

	Deliver £35k surplus in 2011/12

	
	Page 24/35
	Progressing
	
	

	Two new business ventures established in 2011/12


	
	Page 24/25
	Progressing
	
	

	Strategy 4 – Live Green
Measures
	

	Reduction in SYHA’s carbon footprint (reducing trend)


	
	Page 27
	18,402 tonnes of carbon dioxide equivalent
	Reducing trend
	

	Number of our properties
with renewables installed

	
	Page 27
	381
	Increasing trend
	

	Strategy 5 – General Needs
Targets
	

	% of residents satisfied with our handling of ASB
	85.4%

2010/11
	Page 29
	74%
	80%+
	

	Current tenant rent arrears -

GN month end snapshot
	Upper Quartile = 2.49%
	Page 30
	5.1%
	Q1 – on target

Yr end 4.1%
	

	Former tenant rent arrears – GN month end snapshot
	Upper Quartile = 0.63%
	Page 31
	2.9 %
	<3.0%
	

	Shared ownership arrears

GN month end snapshot
	
	Page 32
	9.5%
	<7.5%
	

	Void rent loss

GN cumulative quarterly %
	Upper Quartile = 0.47%
	Page 33
	1.7%
	<1.4%
	

	Void turnaround

GN re-lets cumulative average
	Upper Quartile = 18.5 days
	Page 34
	26.2 days
	<21 days
	

	Arrears written off

(GN cumulative % of the rent roll)
	Upper Quartile = 0.16%
	Page 35
	0.24%

(£36.9k)
	Annual target<1%

(£155k)
	


	Dashboard of Indicators (continued)

	Performance Indicators
General Needs - Targets

(continued)
	External Benchmark (March 2011)
	More Info.
	April – June 2011
	Target / Measure

	Inbound phone calls unanswered

C = main inbound line

R = dedicated repairs line
	
	Page 36
	C = 5%

(June 2011)
	<5%
	

	
	
	
	R = 7%
(June 2011)
	<5%
	

	GN lettings by Local Authority nomination


	
	Page 37
	Sfd  = 93%
	>50%
	

	
	
	
	Roth = 84%
	
	

	Strategy 5 – General Needs
Measures
	

	Tenancy terminations

(GN property turnover - annualised % of tenancies terminated ytd)
	
	Page 39
	10.8%
	11%

(upper limit)
	

	GN Evictions (during quarter and ytd cumulative)


	
	Page 40
	7
	Less than 25 in year
	

	% of GN stock in Sheffield City Region

	
	Page 41
	90.58%
	Increasing %
	

	Strategy 6 – CaSH
Targets
	

	Current & former tenant rent arrears combined

CaSH month end snapshot
	Hsg Corp Supp Hsg Avg = 3.3%
	Page 43
	4.79%
	<4%
	

	Current tenant rent arrears Homeless Services (HS) month end snapshot
	
	Page 44
	5.71%:

	<5%

(by 3/2011)
	

	Former tenant rent arrears- HS month end snapshot
	
	Page 45
	3.91%
	<3%
	

	CaSH shared ownership arrears – month end snapshot
	
	Page 46
	1.63%
	<3%
	

	Arrears written off

(CaSH cumulative % of the rent roll)
	
	Page 47
	0.075%

(£9.75k)
	<0.3%

(£39k)
	

	Arrears written off

(HS cumulative % of the rent roll)
	
	Page 47
	0.85%

(£10.7k)


	<2.7%

(£31.5k)
	

	Void rent loss

(CaSH cumulative quarterly %)
	
	Page 48
	3.5%
	3.7%
	

	Void rent loss
(HS cumulative quarterly %)
	
	Page 49
	6.3%
	9.5%
	


	Dashboard of Indicators (continued)

	Performance Indicators
CaSH Targets (continued)
	External Benchmark
	More Info.
	April – June 2011
	Target / Measure

	Quality Assessment Framework ratings

(CaSH & HS combined)
	
	Page 50-51
	On target
	For all ratings to be at least B
	

	Strategy 6 – CaSH
Measures
	

	Evictions

(ytd cumulative)
	
	Page 53
	CaSH      = 2
Hmless    = 2
	No measure: reported to monitor actuals

	CaSH  property turnover (annualised % of tenancies terminated during quarter)

Long term & short term
	
	Page 54
	LT = 12.8%
ST = 98.4%
	<15%
65%+

	

	Homeless property turnover (annualised % of tenancies terminated during quarter)
	
	Page 54
	306%
	>200%
	

	Care Quality Commission (CQC) Standards

	
	Page 55
	On target
	100%
	

	Utilisation


	
	Page  55
	On target
	90%+
	

	Planned Move On

(from short term services)


	
	Page 56
	On target
	80%+
	

	Sustained Independence


	
	Page 56
	On target
	95%+
	

	Retention of Business

Business Tendered For

Business Won


	
	Page 57-58

	
	For information – no target set

	Turnover

£ year on year
	
	To be included in future reports
	
	



Strategy 1 – Fit For The Future 
Targets
Contents
Staff absence – SYHA annual & quarterly trend

Formal complaints received and resolved / responded to within our 2 week timescale and one week stretch target  

Customer satisfaction with complaint handling

Liquidity / Gearing ratio
Staff Absence
Target
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Formal complaints received and resolved / responded to within our 2 week timescale
Target
[image: image3.emf]Complaints Received & Resolved within 2 week timescale
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[image: image4.emf]% of complaints received responded to within one week
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% of complainants satisfied with overall experience of our case handling

Target
[image: image5.emf]Satisfaction with complaint handling - annualised

71%

78%

74%

40%

50%

60%

70%

80%

90%

100%

2009/10 -

YEAR END

2010/11 -

YEAR END

Apr-Jun11 Apr-Sep 11 Apr-Dec11

40%

50%

60%

70%

80%

90%

100%

Overall Satisfaction - annualised % Overall Satisfaction - Year End %

Target % for overall Satisfaction Response Rate - annualised %



Liquidity

(Number of months cash requirements covered by available facilities / cash)
Target
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Gearing Ratio

The ratio of borrowed funds to the Associations capital
Target
[image: image7.emf]Gearing Ratio
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Strategy 1 – Fit For The Future 
Measures
Contents

Staff turnover

Staff Turnover
(Annualised % of staff leavers)
Measure
[image: image8.emf]Annualised Staff Turnover

13.5%

12.4%

12.3%

36.7%

0.0%

5.0%

10.0%

15.0%

20.0%

25.0%

30.0%

35.0%

40.0%

YEAR 2008/09 YEAR 2009/10 YEAR 2010/11 Apr-Jun 11

annualised %

Apr-Sep 11

annualised %

Apr-Dec 11

annualised %

New Business Directorate CaSH Finance & Comp Svcs

Hsg Mgmt/Prop Svcs HR Directors / Secretariat

SYHA  Upper Measure  Lower Measure



Strategy 2 – Asset Management
Targets
Contents
Satisfaction with our repairs & maintenance service
Property disposals – capital receipts from asset sales

Property sales - via Crucible Homes

New properties completed

Gas servicing – % of properties for which annual gas service has been completed

Repairs completed within target date

Repairs completed within one visit – new 

Resident Satisfaction with our overall Repairs Service
Target
[image: image9.emf]Customer Satisfaction with Repairs
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Property Disposals (capital receipts from asset sales)
Target
[image: image10.emf]Property Disposals
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Property Sales – via Crucible Homes (value and volume of units sold)
Target
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Number of Development Units Completed (new homes built)
Target
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[image: image13.emf]Overall Cash Planning Take-up (CPT)
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Gas Servicing – snapshot % of homes serviced in the last 12 months
Target
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Repairs completed within SLA (service level agreement)

Target
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Repairs completed within one visit

Target
Our target is to “Get it right first time” and complete 75% of repairs in one visit.

This target was introduced from April 2011 as one of our Promises for repairs and maintenance. We are unable to report on this until our in-house appointment system Opti-Time is fully incorporated which we envisage will be after October 2011.
Strategy 3 – New Enterprise
Targets
Contents

New Enterprise gross profit

New Enterprise new ventures

New Enterprise

Target
Deliver £35k gross profit in 2011/12


Two new business ventures established in 2011/12

Strategy 4 – Live Green
Measures

Enterprise Pipeline Report - April to June 2011
	Project
	Description
	Stage
	Update

	Handypersons Services 
(part of the ethical building services offer)
	Development of a handyperson pilot service to compliment the Options service offer
	2 
Business 

Plan
	Project Kick start held to identify issues and questions from the NEAT team and key players, Belinda Naylor leading stage one to develop the business plan and processes.


	Options
	Marketing/ business plan support to Options
	2 
Business 
Plan
	We have conducted market research with focus groups from key client groups and fed back findings to the Options steering group.  
We are now developing the marketing plan.


	LiveGreen Consultancy
	Whole house retrofit consultancy and technical services
	2 
Business 
Plan
	Successful training sessions delivered by Saxon Bond and Craig Jackson to 30 delegates across two sessions- feedback gathered from other HA’s regarding support required.  

Craig Jackson has secured a contract with Sheffield Renewables.

Helen Sims presenting to Popla Harca in August- and Popla Harca to host a London LiveGreen training event.


	LiveGreen Services
	Future LiveGreen service offer- business plan
	2

Business 

Plan
	Development of future services in line with market research and Green Deal.

	SYHA  Telecare offer
	Remote support to older and vulnerable people 
	2 
Business 
Plan
	Working up a business plan to introduce telecare advisor role (linked to Options).  Met with Weaver Vale HA re training.  Have joined CUHTec to engage in possible technology pilots.  Speaking with NHS Sheffield. 


	Volunteering Development
	We are putting together a funding bid to the Social Care Fund to test, implement and evaluate volunteering in extra care.

	1 
Feasibility
	Application submitted for £50,000 funding to develop volunteering infrastructure

	LiveGreen Education funding
	We are hoping to attract funding from this 
European pot for a joint project with Groundwork Sheffield, to enhance and deliver a wider ‘green education’ offer

	1 
Feasibility
	Funding bid developed with Groundwork Sheffield (submitted 18th July)

	Health and Safety Training and Consultancy
	Scoping our offer with Ian Mackay and Matt Steventon on the back of the success of NHF training

	1 
Feasibility
	Feasibility paper to be presented to Enterprise Group July 


Strategy 4 – Live Green
Measures

Contents

Reduction in SYHA’s carbon footprint
Number of our properties with renewables installed
Live Green Measures


Strategy 5 – General Needs
Targets
Contents
Anti social behaviour – customer satisfaction with our handling
Current tenant arrears

Former tenant arrears

Shared ownership arrears (CTA & FTA combined)

Void rent loss

Average void turnaround

Former tenant rent arrears write offs

% of phone calls answered – General Enquiries & Repairs

% of lettings to local authority nominations

Anti-Social Behaviour Cases 
Satisfaction with our case handling - General Needs Only

Target
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Volume of cases recorded and resolved/closed - General Needs Only

Information
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Current Tenant Rent Arrears – General Needs
(Snapshot of arrears as a % of annual rent roll)

Target
[image: image19.emf]Current Tenant Arrears % - General Needs
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Former Tenant Rent Arrears – General Needs

(Snapshot of arrears as a % of annual rent roll and as actual £)
Target
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Shared Ownership Arrears - General Needs 
Target
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Void Rent Loss - General Needs 
(% and £ value of rent not collected while units vacant)
Target
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Void Turnaround - General Needs 
(Cumulative average number of days to re-let a vacant property)
Target
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Rent Arrears Written Off – General Needs

(Cumulative % of annual rent roll written off and actual £)
Target
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Telephone Calls Received 

(Volume of calls answered / unanswered)
Target
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Local Authority Nominations

(% of lettings to Local Authority nominees) 
Target
[image: image30.emf]Annualised % of Lettings from Local Authority Nominations

70%

60%

48%

70%

75%

93%

63%

80%

85%

84%

0%

20%

40%

60%

80%

100%

2006/7 - YEAR

END

2007/8 - YEAR

END

2008/9 - YEAR

END

2009/10 -

YEAR END

2010/11 -

YEAR END

Apr-June 11 Apr-Sept 11 Apr-Dec 11

Lettings from Sheffield Nominations Lettings from Rotherham Nominations Target


Strategy 5 – General Needs
Measures

Contents

Tenancy terminations

Evictions

% of stock in Sheffield City Region
General Needs Exits
(Annualised % of tenancies terminated)
Measure
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General Needs – Evictions
Measure
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% of stock in Sheffield City Region

Measure

Strategy 6 – Care & Supported Housing 
Targets
Contents

Current & former tenant rent arrears (combined) – CaSH

Current tenant rent arrears – Homeless Services

Former tenant rent arrears – Homeless Services

Current & former tenant rent arrears (combined) – shared ownership

Former tenant rent arrears written off – CaSH & Homeless Services

Void rent loss - CaSH & Homeless Services

QAF scores - CaSH & Homeless Services

Rent Arrears – CaSH

(Snapshot of arrears as a % of annual rent roll and as actual £)

Target
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Current Tenant Rent Arrears – Homeless Services

(Snapshot of arrears as a % of annual rent roll and as actual £)

Target
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Former Tenant Rent Arrears – Homeless Services

(Snapshot of arrears as a % of annual rent roll and as actual £)

Target
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Shared Ownership Arrears - Care & Supported Housing 
Target
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Rent Arrears Written Off – CaSH & Homeless Services

(Cumulative % of annual rent roll written off and actual £)
Target
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Void Rent Loss - CaSH
(% and £ value of rent not collected while units vacant)
Target
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Void Rent Loss – Homeless Services
(% and £ value of rent not collected while units vacant)
Target
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Quality Assessment Framework
Target
The table below tracks the positive changes in our Supporting People Quality Assurance Framework (QAF) scores.  It shows the progress made and we are now regularly being assessed at level A (top of scale) or B
(The table is taken from the report to the June 2011 Board meeting – with interim accommodation projects added)
	Project


	Client Group


	< 2008

(Combined overall score)
	2009

(Combined overall score)
	2010

(Combined overall score)
	2011

(Combined overall score)
	Direction of travel

	911 
	Mental health
	C
	-
	-
	A
	


	Askern Court


	Young people leaving care
	C
	A
	-
	-
	


	Barnsley Satellites 

	Mental health
	C
	-
	-
	-
	

	Beaufort Road 

	Mental health
	C
	C
	-
	B
	


	Browning Court & Sats
	Mental health
	A
	A
	-
	A
	


	Burns Court


	Mental health
	-
	-
	-
	A
	


	Cluster Project 

	Generic
	C
	-
	-
	B
	


	Cuthbert Bank


	Homeless
	C
	-
	-
	B
	


	Daresbury View


	Homeless
	C
	-
	-
	B
	


	Doncaster Move On
	Generic
	C
	A
	-
	Submitted 02/11
	


	En Route 
	Offenders
	C
	-
	-
	A
	


	Infirmary Road


	Homeless
	C
	-
	-
	B
	


	Lowedges 

	Learning disability
	B
	-
	-
	B
	

	Project


	Client Group


	< 2008

(Combined overall score)
	2009

(Combined overall score)
	2010

(Combined overall score)
	2011

(Combined overall score)
	Direction of travel

	Neighbourhoods


	Generic 
	C
	-
	-
	-
	

	Newbold Court Chesterfield
	Homeless
	C
	B
	B
	-
	

	OPTSS/Support 55
	Older people
	C
	B
	-
	-
	


	Parkview 
	Learning disability

	B

	-
	-
	B
	

	Refugees 
	Refugees
	C
	-
	-
	B


	


	Rotherham Homeless


	Homeless
	C
	-
	B
	-
	


	The Forge 
	Young people


	D
	-
	-
	B
	

	The Meadows 

	Older people
	B
	-
	-
	-
	

	Thursday Project Barnsley 
	Generic
	C
	-
	-
	Waiting for review
	

	Thursday Project Rotherham
	Generic
	B
	A
	-
	-
	


	Thursday Project Sheffield
	Generic
	C
	-
	-
	B
	


	White Willows


	Extra care
	-
	-
	-
	B
	

	Derbyshire combined submission
	Older people, homeless
	-
	B
	-
	-
	

	Sheffield Dispersed

	Homeless
	C
	-
	-
	B
	


	Whinn Dale


	Extra care
	
	
	
	
	


Strategy 6 – Care & Supported Housing 
Measures

Content

Evictions - CaSH & Homeless Services

Property turnover - CaSH & Homeless Services

CQC Standards

Utilisation

Planned move on

Sustained independence

Retention of business

Business Won - tenders made / tenders won
Turnover (£)

Evictions

CaSH & Homeless Services

Measure
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Property Turnover – CaSH & Homeless Services
(Annualised % of lettings in relation to the number of properties)
Measure
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Other CaSH Measures




Business Won

Measure
Tenders April - June 2011 (Q1) 

	Tender Exercise
	New or existing service
	No of units
	Annual Contract Value
	Progress
	Comments & Learning Outcomes

	
	
	
	
	Pre-qualification questionnaire (PQQ) (Stage 1)
	Invitation to tender (ITT)

(Stage 2)
	

	Leeds Framework agreement for Young Persons services
	New
	Various
	Unknown
	(
	(
	We are in the process of arranging a meeting to receive feedback on the written submission & interview. 

	Supported accommodation for care leavers and homeless young people in Bradford
	New
	TBC
	Between £500,000 - 800,000 for 2 services
	(
	X
	Invited to tender but as Bradford is outside the Sheffield City Region we have declined to submit a bid for this service. 

	Derbyshire Extra Care - design, build, operation and maintenance of 3 sites 
	New
	Up to 300
	TBC
	(
	Competitive dialogue process being used

X
	SYHA was working in partnership with Community Solutions on the bid. We were unable to make a submission without exposing both organisations to unacceptable levels of financial risk. 

	Sheffield Out of City Project 
	New
	8-10
	Unknown
	X
	X
	This is a tender to find a specialist provider who can support clients with learning disabilities who have very high and complex needs. SYHA do not have the expertise to provide this service so no bid has been submitted.  

	Derbyshire accommodation based Mental Health services
	New
	33
	£176,748 

	In progress
	In progress
	The bid is split into geographical areas and we are submitting a bid for services in the Bolsover, Chesterfield and North East Derbyshire. 

	Derbyshire floating support Mental Health services
	New
	104 


	£557,024 

	In progress
	In progress
	The bid is split into geographical areas and we are submitting a bid for services in the Bolsover, Chesterfield and North East Derbyshire. 


	
	New business tenders
	Existing business tenders

	
	Q1
	YTD
	Q1
	YTD

	
	PQQ
	ITT
	PQQ
	ITT
	PQQ
	ITT
	PQQ
	ITT

	· Considered
	3
	3
	3
	3
	0
	0
	0
	0

	· Submitted
	0
	0
	0
	0
	0
	0
	0
	0

	· Decided
	1
	1
	1
	1
	0
	0
	0
	0

	· Successful
	1
	1
	1
	1
	0
	0
	0
	0


�





Comment:





Monthly absence levels in Q1 2011/12 were:


April 2011 – 3.11%: May 2011 – 1.98%: June 2011 – 2.35%





May 2011 was the lowest level in a single month on record.





The new Attendance, Health and Wellbeing Policy will be launched from 1 October 2011; with training for all line managers scheduled during August / September 2011.  Feedback so far has been positive.














�





Comment:


Actual = 5.1%: Year End Target = 4.1%





There will be a change in the timing of Housing Benefit payments from Sheffield City Council. They will now be paying once a month, rather than three times a month as previously. This will change our profile target which we will revise for the Q2 report. It will not change our year end target.





We feel that the recession is now hitting our tenants and a number are going in and out of employment. Some are making lower payments and some are not making any payments at all. We are noticing an increase in pre-court interviews and arrears action 


overall.





Comments re satisfaction:


We failed to meet our satisfaction target in Q1. An analysis of all the returns is being made to consider any learning outcomes.





Peer Group information:


HouseMark’s National Benchmarking Club as at March 2011: satisfaction with handling of ASB: 125 organisations have recorded data:





Upper quartile	= 85.4%


Median		= 77%


Lower quartile	= 66%





The volume of cases reported is broadly similar to the first quarter in 2010.





Comments re volume:





The volume of cases reported is broadly similar to the first quarter in 2010. As at the end of June 2011 all outstanding cases had been reviewed and updated within the previous month.



































Comment:





Actual 4.79%: Target <4%





Quarter end figure inflated by £160k due to the late arrival of information required to post fees due for Rotherham Care Homes. Had this been received in time the headline figure would have been 3.58%.





Peer Group Information:





Days lost per employee:





2010/11 	= 3.91


Q1 2011/12	= 2.35



























































Comments:





End June 2011 actual = 3 months


Target = 12 months+





Our current actual allows for the acquisition of properties from Home which will not go ahead unless we have adequate liquidity. Without these acquisitions, the figure is over 12 months.





Comment:





Satisfaction levels in Q1 2011/12 are marginally below target but our performance remains above the median. The main themes for improvement are:  


      The importance of ‘getting things right first time’


      Keeping customers informed and 


      Responding promptly.


We are working on these. 





We are delighted to have attained the HouseMark accreditation for our complaints service.








Comment:





Our measure is for staff turnover to be between 10% and 20% on an annualised basis.





Annualised staff turnover 2010/11 of 12.3% was well within these parameters (and did not include 11 staff at On Track who left under a TUPE agreement.





As anticipated annualised staff turnover in Q1 2011/12 was inflated by leavers under Voluntary Redundancies following the F4F programme. 








Comment - CPT:





Our overall CPT in Q1 2011/12 was 100% - £464k





This was wholly due to unit completions: CPT % for start on site = 0%





Comment - units completed:





2011/12 annual target = 158


Q1 2011012 target and actual = 25





This years target reflects the completion of the remaining schemes from the 08/11 programme. The schemes receiving an allocation from the recently announced Affordable Homes programme 2011-14 are not included as they will not start on site until year 2 of the programme (2012/13).








Comments:





We remain delighted with the progress made in consistently achieving our satisfaction levels over the last 12 months+: and being in the top quartile of providers.





In future reports we will report on our quarterly performance – rather than by individual month.








From April 2010 we track the response rate. We consider anything above 10% as acceptable. Response rate in June 2011 = 13.9%.








Peer Group Comparison:





Housemark’s National Benchmarking Club as at March 2010:  customer satisfaction with the Repairs & Maintenance Service is recorded annually.





 upper quartile = 93.0%


 median	     =  86.06%


 lower quartile   = 82.0%


263 organisations have recorded data.





Our 2010 STATUS Survey results were 83% of GN customers and 81% of supported customers were satisfied with our repairs & maintenance service. This compares with the NHF average of 79%.








Comment:





2011/12 annual target = £300k profit





No sales made in Q1 2011/12. In July 2011 we sold 8 properties at auction for a total of circa £0.5 million. The actual profit on these sales is to be calculated and included in the next report. 











Comment:





Total sales: £301,700 – 6 units


 


Sales are anticipated to increase through the year as a number of properties will be completed that have been reserved off plan. The target for the year of £2.4m is expected to be achieved.








Number of our properties with renewables installed – Measure = increasing trend





As at end March 2011 we had 300 properties with renewables installed: our goal as at end March 2012 is 600.





As at end June 2011 we had 381 properties with renewables installed.

















See Enterprise Pipeline report on next page














See Enterprise Pipeline report on next page
































CQC Standards – Measure 100%


Comment:





We are meeting the measure.





There is a new system of registration that requires providers to show compliance at all locations. There are no inspections unless there are concerns or gaps in information in the Provider Compliance Assessment. In this instance ‘no news is good news’.








Comment:





Actual = 6.3%: 


Target = <9.5%





It is pleasing that we are on target even with a high level of property turnover.











Comment:





Actual = 3.5% 


Target = <3.7% 





On target.








Comment – Homeless Services:


2011 / 12 budget = £31.5k (2.7% of rent roll)


Q1 Target = £7.9k: Q1 Actual Write Off = £10.7k


The Homeless Services’ write-off budget is a cause for concern.  At the end of quarter 1 we had utilised 34% of the annual budget and by the end of quarter 2 we will have utilised 65% of the budget.  


The main issues are:


Clients’ failure to pay their personal contributions toward the rent


High turnover of clients in this service which can mean they move on before their eligibility for housing benefit has been determined.  If they are then deemed ineligible it is very difficult to recoup the income from them directly


An increase in referrals from people with only partial eligibility for housing benefit.





In order to respond to the operational difficulties brought about by the higher turnover we need to be more active in chasing payment.  The CaSH director is working with managers to address this.  We have already increased the size of the staff teams through our Fit For the Future review and anticipate that we can get this on track once the restructured teams are embedded.  





Comment - CaSH: 





2011 / 12 budget = £39k (0.3% of rent roll)


Q1 Target = £9.75k: Q1 Actual Write Off = £9.75k











Comment:





Our measure is for an increasing % of our overall stock to be within the Sheffield City Region (SCR).








Our base figure – as at July 2011 - is 5624 properties (this is all of our stock) of which 5094 are in SCR; being 90.58%.








A trend graph will be included in future reports.








Comment:





Our measure for 2011/12 is ‘not more than 25’.





Evictions in Q1 2011/12 have reduced as anticipated. We continue to provide debt advice and support to tenants to make payments to remain in their home. However this is very much dependant on our tenants engaging. 





The recent evictions from Q1 2011/12 are due to our tenants not engaging in any benefits or debt advice and under the circumstances we had to pursue eviction proceedings.





Comment: 





Actual 1.63%: Target = <3%





Shared Ownership Arrears are included within the total CaSH CTA/FTA.








Comment:





Our Measure is an upper limit of 11%.





Annualised % for Q1 2011/12 = 10.8%








Comment: Former Tenant Arrears





Actual = 3.91%: 


Target = <3%





We are working with the Business Support Team to identify those FTA cases which are more likely to be recoverable and take action accordingly. The level of FTAs is determined by turnover which in Q1 was above 300% and as there were over 100 terminations of licences in the quarter ending 30 June, it is not cost effective to take action in every case.





We expect performance to improve after the restructured staff teams become embedded following the Fit for the Future changes and following the production of the arrears action plan.  








Comment: 





Actual = 5.71%: 


Target = <5.0% 





This is slightly above target and is explained in part by the very high turnover (see page 51) which resulted in approximately 108 relets in the quarter, the majority of which had Housing Benefit claims awaiting payment. In addition, we are experiencing an increase in numbers of referrals with eligibility for partial Housing Benefit only, resulting in increased arrears. 





We are concerned that in order to respond to the operational difficulties bought about by high turnover their needs to be an active culture of chasing payments.  This is an area we need to improve on and the manager sin the homeless services are working on an action plan to respond to this.





We have also increased the size of the staff teams within these services through our fit for the Future review and anticipate that performance will return to target levels after the restructured staff teams become embedded.











For Information





Until the April – June 2009 quarter we reported CTA and FTA separately. However, the target level of less than 4% is for both combined; in accordance with the National Indicators for CaSH.





The Supported Housing National Average for current tenant and former tenant arrears combined is 3.3% (as per Housing Corporation National Performance Indicators)























Comment:


Actual = 306%:


Target = 200%+





This target is set to meet the requirements of LA commissioners wanting to maximise the utilisation of temporary accommodation. A high level of property turnover can have an adverse impact on performance on void rent loss and void turnaround.








Comments:


Short Term support – up to 2 years:


Annualised Actual = 98.4%


Target = 65%+





Long Term support – 2 years plus:


Annualised Actual = 12.8%: 


Target = no more than 15%





Target for both short term and long term support achieved.








Comment:





We were required by our local authority partners to take eviction proceedings against two licensees who were intentionally homeless/not homeless.











Comment: 





Nothing significant to report.








Peer Group Comparison:


HouseMark’s National Benchmarking Club: % of repairs completed within timescale for 2010/11: 379 organisations have recorded data:  


	     Upper quartile	 /     Median for:


Emergency	= 99.8%	/	99.0%


Urgent	= 98.0%	/	97.4%


Routine	= 98.6%	/	97.1%





For all reactive repairs (257 organisations have recorded data): Upper quartile / Median performance = 98.8% & 97.4% respectively.








Peer Group Comparison:





HouseMark’s National Benchmarking Club: percentage of customers satisfied with complaint handling tenants satisfied with repairs and maintenance service in Q4 2010/11 (annualised figures not available): 





Upper quartile = 79%


Median	    = 67%


Lower quartile = 52%





82 organisations have recorded data.








Sustained Independence – Measure 95%+


Comment:





We are meeting the measure at all projects except:





Clusters (Low Edges): sustained independence in Q1 2011/12 = 87% (in 2010/11 = 94%)








Planned Move On (from short term services) - Measure 80%+


Comment:





We are meeting the measure at all projects except:





Askern Court: planned move on in Q1 2011/12 = 50% (in 2010/11 = 70%) There are 5 clients at this scheme.  There was one move on this quarter classified as unplanned by Supporting People.  This was due to the fact that although the move was planned the client refused to disclose the address he was moving to.


The Forge: planned move on in Q1 2011/12 = 60% (in 2010/11 = 66%) There were 2 unplanned move ons, one was due to sentencing to a young offenders institution and the other was due to an assault on another client








Utilisation – Measure 90%+


Comment:





We are meeting the measure at all projects except:





Thursday Project Neighbourhoods: utilisation in Q1 2011/12 = 61% (utilisation in 2010/11 = 114%)


Infirmary Road: utilisation in Q1 2011/12 = 89% (utilisation in 2010/11 = 91%). It is anticipated that utilisation will be at or above target levels  by Q2 through filling vacant posts which will in turn enable performance to improve through having a faster response to referrals











Comment:





Complaints received in Q1 2011/12:


- April		28


- May		12


- June 	19





We are pleased to have again achieved target for the % of complaints resolved within the 2 week timescale (or agreed extension).

















For 2011/12 we have introduced a stretch target to resolve 50% of complaints within one week of receipt. 


Speed of response is a key element in determining customer satisfaction with our handling of complaints. This aspect is an area for improvement over the coming months.

































































Comments:





Actual as at end Q1 = 60%





Our target is not to exceed a ratio of 70%: this would breach our lending covenants.





Peer Group Comparison:





Housemark’s National Benchmarking Club as at Dec 2010: Gas safety certificates outstanding.


264 organisations have recorded data:


- Upper quartile	= 0.05%


- Median		= 0.22%


- Lower quartile	= 0.54%





2010 Rotherham  = 6.24%


Bernslai Homes   = 0.30%


Chevin HA            = not Known


Sheffield Homes  = 0.30%


St Leger Homes   = 0.75%





Comment:





Actual 99.83%: Target 99.0%+





We are pleased that we have consistently achieved our target. We continue to review this important work on a weekly basis. 





We had a very exceptional situation and had to evict a tenant in July 2011 due to persistent failure to allow access.





Comment:


Our response timescales are:


Emergency Repairs within 24 hours (to make good or make safe). Target achieved in June 2011.


Urgent Repairs within 7 days; Target achieved in May 2011.


Routine Repairs targets have now reduced from 28 days to 15 working days from April 2011. 





This is a target we are finding challenging, and our contractors are resourcing to accommodate the new timescales. We expect to achieve target within the next two months.





Reduction in SYHA’s carbon footprint	 - Measure = reducing trend





SYHA’s total carbon footprint is estimated to be 18,402 tonnes of carbon dioxide equivalent emissions (estimate as at March 2010).


Of this total an estimated 12,500 tonnes of CO2 is generated by our stock.


The overall Government target for reduction in CO2 from our stock is 29% by 2020.


In 2011/12 the carbon reduction target for our stock is 3% and will be delivered as outlined below:





Activity/ Project�
Estimated CO2 reduction (tonnes)�
% reduction of overall stock CO2�
�
Power Roofs Phase 1�
157�
1.2�
�
Power Roofs Phase 2�
115�
1�
�
Stock Investment Programme (i.e. replacement boilers etc)�
100�
0.8�
�
Total�
�
3%�
�



Additionally, in 2011, there are key departmental projects underway that will:





a) Agree an overall annual target up to 2020 for further carbon reduction in stock and for the wider organisation and, 





b) Set out the practical means and methods of funding/ investment required for year on year reduction in CO2 production, through stock investment, energy efficiency, renewable technology and improvement in travel efficiencies.











Peer Group Comparison:





We still have some way to go to reach the top quartile as Housemark’s National Benchmarking Club as at Dec 2010 shows:





Upper quartile   = 2.61%


Median	       = 3.78%


Lower quartile    = 5.07%


122 organisations have recorded data.














Comment:





Actual = 2.9%: 


Target = <3.0%





On target.











Peer Group Comparison:





Housemark’s National Benchmarking Club as at Dec 2010 shows:





 Upper quartile   = 1.0%


 Median	       = 1.62%


 Lower quartile   = 2.39%





100 organisations have recorded data.

















Comment:





Actual = 9.5%: Target = <7.5% 





The total number of General Needs leaseholders is 133. 








Comment:





Actual = 1.7%: 


Target = <1.4% (20101/11 target was <1.6%)





This has been impacted by a number of voids in the system awaiting sale.


We sold a number of properties in the July auction and once sales are complete we anticipate returning close to target.














Peer Group Comparison:





Housemark’s National Benchmarking Club as at Dec 2010: 104 organisations have recorded data:





 Upper quartile   = 0.52%


 Median	       = 0.95%


 Lower quartile   = 1.24%








Comment:





Cumulative average for the year to date = 26.2 days: 


Target – less than 21 days





The average turnaround time has increased; this is partly due to the restructure of the lettings team, increase in terminations and an increase in the number of transfer cases.





We remain confident that over the following months, turnaround time will be reduced and we can already see some improvement. We made a large number of letting in July and achieved average turnaround time of 18.5 days for that month.








Peer Group Comparison:





HouseMark’s National Benchmarking Club average re-let time for year ended March 2011(unless otherwise stated): 316 organisations have recorded data:





Upper quartile	 = 18.5 days


Median    	         	 = 24.5 days


Lower quartile	 = 32.1 days





2010 Rotherham	= 25.2 days (Q1 2010/11)


Bernslai Homes	= 28.1 days


Chevin HA		= 20.4 days


Sheffield Homes	= 31.7 days


St Leger Homes	= not recorded (24 days in 2009/10)








Peer Group Information:





Housemark’s National Benchmarking Club as at Dec 2010 shows:





 Upper quartile   = 0.0%


 Median	       = 0.13%


 Lower quartile    = 0.5%





86 organisations have recorded data.


 





Comment:





2011 / 12 budget = £155k: 


Q1 Target = £38.75k: Q1 Actual Write Off = £36.9k





On target





General Enquiries Line Comment:





Performance remains satisfactory.











Repairs Line Comment:





We are disappointed that we are below target. Staff shortages and the Wellington Street office improvement project did contribute towards service failure.





We continue to have staffing issues which may impact on performance over the next two months. However we are working to resolve the issues.





In accordance with our Promises the Repairs lines have been open from 8am from 4 April 2011.






































Comment:





Q1 2011/12 - Sheffield = 93%: Rotherham = 84%


Target 50%+





We are very happy with the continued over-target performance. 
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