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Hackney Homes Ltd - Performance Report REGULATORY STANDARDS PERFORMANCE

Our Mission: To deli llent, aci ible services and quality homes that people want to live in.

To help us achieve our mission, we have set out our performance against our regulatory standards. We invite you to read, comment, and give us suggestions to improve. If you wish to
make comment about our performance, please contact us via our e-mail address: housing.performance@hackneyhomes.org.uk

Key:
Comparing 2009-10

Are we mee ng he ta ge ?

‘ 6 e fareet: - and 2010-11

We are very happy with our performance in this are t
art r I r rmance | Is area . Better

because we are meeting our target.

We are satisfied with our performance in this area
because we are close to meeting our target.

We are disappointed with our performance in this area
as we are not meeting our target, however, we are Worse -—

looking at ways to improve our performance.

No Change

Tenant Involvement and Targets

2| 1 2010/11 B W Meeti T 2011/12
P — 009/10 010/ 2010/11 etter or Worse eeting target arget 2011/

We aim to obtain 80% of t ts'

= SIS ORI B OLIERENE 81.56% 78.20% 80.00% 80.00%
ethnicity information
We aim to have a significant % of tenants
satisifed with the handling of their N/A 50.00% N/A N/A N/A 75.00%
We aim to respond to stage 1 complaints
within 12 days 19.67 dys 19.75 dys 12 dys . 15 dys

Target
2009/10 2010/11 , :;5711 Better or Worse Meeting target Target 2011/12

We aim to keep to 96% of repairs

’ 96.16% 97.20% 96.00%
appointments

96.00%

We aim to have 95% of all repairs

completed within target time SEHLES SEHLLD So00

95.00%

We aim to complete 85% of repairs on

the first visit 72.45% 77.19% 85.00%

76.00%

We aim for 90% of residents to be

satisifed with the quality of the repairs 82.77% 89.06% 90.00%
work

We aim to have less than 28% of

dwellings not meeting the Decent Homes 34.80% 28.97% 28.00%
Standard by 31 March 2011

90.00%

28.00%

We aim to complete all adaptations
with average time of 11 weeks

17.65 9.64 wks N/A

2
S
>

11 wks

L

¥ Target
@ 2009/10 2010/11 , :{g;li Better or Worse Meeting target Target 2011/12

We aim to let ty h ithin 29

€ aim to fet empty homes within 34.00% 29 days 29.00% t . 33 days
days

Neighbourhood and Targets .
Community 2009/10 2010/11 2010/11 Better or Worse Meeting target Target 2011/12
We aim to have 55% of tenants satisifed
with our handling of anti-social behaviour 52.21% 47.24% 55.00% . . 55.00%
with the result of anti-social behaviour 47.06% 44.47% 46.00% . . 46.00%
complaints
We aim for 96% of estate cleaning
inspections to be graded as 'good' or 94.31% 95.82% 96.00% . . 96.00%
'acceptable’
We aim for 96% of grounds maintenance
inspections to be graded as 'good' or 96.26% 96.45% 96.00% . . 96.00%
'acceptable’.
Targets .
Value for Money 2009/10 2010/11 2010/11 Better or Worse Meeting target Target 2011/12

We aim t llect 98.85% of all t and

© SHINEO COREC o OF SEHEntan 99.24% 99.42% 98.85% t . 98.85%
arrears
We look to evict up to 0.40% of tenants
who owe rent and did not adhere to 0.61% 0.46% 0.40% . . 0.40%
arrears reduction agreements




Hackney Homes Ltd - Performance Report LOCAL OFFER PERFORMANCE

Local Offer: The 'Hackney Local Offer' is a different approach to housing regulation that the Council is taking. We know what is important to you, and the local offer is
about how we build on this and improve our services in the areas that you have identified as being important to you.

The Council and Hackney Homes would like to involve you in defining and improving services that we offer, and scrutinising performance against standards agreed
with you.

To help us achieve this, we have set out our performance against the areas that you have informed the Council and Hackney Homes as being important.
In a number of surveys, you have said that you want: -
a) a quick and reliable repairs service

b) a quick and effective response to anti-social behaviour

Key:

Are we meeting the targets? _ Comparing March 2010 and March 2011

We are very happy with our performance in this area because we are Better
meeting our target.
We are satisfied with our performance in this area because we are
. No Change
close to meeting our target.
We are disappointed with our performance in this area as we are not
meeting our target, however, we are looking at ways to improve our - Worse .
performance.
Targets Better or Meeting
Local Offer Pls
Offer Status 2009/10 2010/11 2010/11 Worse — Target 2011/12

Repairs, Maintenance & Empty Properties

We aim to keep to 96% of repairs Hackney Homes 96.16%
appointments (year to date Offer/ Hackne: :

Hackney Homes

97.20% 96.00%

We aim to complete 85% of repairs on

the first visit Offer/ Hackney 72.45% 77.19% 85.00% 76.00%
Offer

We aim t leted 95% of all

Hackney Offer 93.70% 95.34% 95.00% 96.50%

repairs within target time

We aim for 90% of residents to be S S S

satisifed with the quality of the repairs Y 82.77% 87.45% 90.00% 90.00%

work Offer

Our aim is to ensure 76% all new
tenants are satisfied with the
condition of the property

Hackney Homes

Offer 76.00%

Anti-Social Behaviour

We aim to have 55% of tenants Hackney Homes
satisifed with our handling of anti- Offer/ Hackney 52.21%
social behaviour cases Offer

47.24% 55.00%

We aim to have 46% tenants satisfied

with the outcome of ASB LT L 7 47.06%

44.47% 46.00%

Estate Cleaning
&
Grounds Maintenance

We aim for 96% of estate cleaning
inspections to be graded as 'good' or
'acceptable’
We aim for 96% of grounds

s s ] Hackney Homes
maintenance inspections to be graded

. o . Offer
as 'good' or 'acceptable’.

We aim to have 70% of tenants
satisfied with estate cleaning Hackney Offer N/A 70.00%

We aim to have 70% of tenants
satisfied with grounds maintenance

Hackney Homes

Offer 94.31%

95.82% 96.00%

96.00%

Hackney Offer N/A 63.89% 70.00% N/A 70.00%

We aim to have 70% of tenants
Hackney Homes

Offer

satisfied with overall estate services
provison

N/A 57.64% 70.00% N/A 70.00%




Hackney Homes Ltd - Performance Report

THE VARIANCE FOR THIS PI IS BETWEEN 0% AND <5% OF TARGET
THE VARIANCE FOR THIS PI IS BETWEEN 5% AND <10% OF TARGET
THE VARIANCE FOR THIS PI IS GREATER >= 10% OF TARGET

Pl Reference & Description

LKPI 47¢
YTD Total Collection as % of Rent Debit

LKP1 47d
YTD Rent arrears as % of Rent Debit

LKPI 48
Total Value of Rent Arrears (YTD - £M)

LKPI 114 (Ex-BVPI 66a)

YTD Total Collection as % of Rent+arrears brought forward from previous years

LKPI 134
Former tenant arrears as a % of rent roll

LKP1 117 (Ex-BVPI 66d)
% of local authority HRA tenants evicted as a result of rent arrears

LKPI 123 (HIP BPSA E3, Ex-BVPI 212)
Average time taken to re-let local authority housing ( in days)

h vacant dwellings (Includes all voids except voids where a formal
decision to demolish/disposal has been taken by the Committee)

Satisfaction with outcome of ASB complaint

LKPI 7A
Total % of inspections (% Pass)

LKPI 8A
Total % of inspections (% Pass)

LKP1 15

% of annual service charges collecte m leaseholders (including arrears from previous

Leaseholder major works charges collected as a percentage of invoices raised

Frequency

Annual
(Intermediate)
Q1,Q2,04)

Annual
(Intermediate)
Q1,02,04

Monthly
Monthly

Monthly
Monthly

HACKNEY HOMES PERFORMANCE

Polarity

Maximise

Minimise

Minimise

Maximise

Minimise

Minimise

Minimise

Minimise

Maximise

Maximise

Maximise

Maximise

Maximise

Minimise

Maximise

Jun-10

107.77%

99.56%

93.90%

94.20%

107.76%

23.05%

63.01%

Aug-10

99.53%

£3.92M

107.05%

99.66%

3.70%

99.25%

47.06%

45.16%

95.50%

95.80%

106.66%

27.28%

72.55%

MARY - Delivery Plan Business C

105.97%

99.77%

3.64%

97.20%

97.10%

103.61%

24.11%

76.80%

99.70%

£3.85M

102.39%

86.63%

Jan-11 Feb-11 Mar-11

RESIDENTS' SERVICES

99.75% 99.85%  100.15%

3.64%

2.94%

£3.71M

£338M

99.42%

2.15%

35.00%

35.00%

ESTATE ENVIRONMENT SERVICES

96.50% 97.30%  98.00%

97.00% 97.50%  98.80%

LEASEHOLDER SERVICES

102.12% 101.60% 104.00%

21.35% 19.81% 18.62%

89.47% 90.23%  92.45%

Apr-11

96.20%

3.26%

£3.69M

108.98%

248.48%

May-11

97.77%

3.29%

£3.70M

97.50%

98.32%

103.00%

18.00%

219.00%

98.72%

£3.66 M

105.70%

162.00%

YTD
2011/12

98.72%
3.26%
99.39%
2.15%
0.02%
0.70%
45.00%
41.00%

97.94%
98.70%

105.70%
22.00%
162.00%

Target
2011/12

B

1.52%

55.00%

47.50%

92.00%

92.00%

103.00%
22.00%

68.00%

End of June 2011

RA.G Outturn

Rating | 2010/11

100.15%

2.94%

>

99.42%

2.15%

>

0.46%

1.12%

47.24%

¢ ¢ © 0 ¢

95.82%

96.45%

104.00%
18.62%

92.45%
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y Homes Ltd - Performance Report HACKNEY HOMES PERFORMANCE SUMMARY - Delivery Plan Business Critical Pl's End of June 2011
Key:
THE VARIANCE FOR THIS PI IS BETWEEN 0% AND <5% OF TARGET
THE VARIANCE FOR THIS PI IS BETWEEN 5% AND <10% OF TARGET
THE VARIANCE FOR THIS PI IS GREATER >= 10% OF TARGET

RA.G Outturn

Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 TS5 2011/12 | 2011/12 | Rating | 2010/11

Pl Reference & Description Frequency Polarity PROPERTY SERVICES

LKPI 120 (HIP BPSA E4, BV63) P
A | M N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A 76.00% 75
The average SAP rating of HRA dwellings (using the SAP 2005 measure) aximise / / / / / / / / / / / / / . .
« NN

LKPI 77

rterl Maximi 129 N/A N/A 347 N/A N/A 170 N/A N/A 631 N/A N/A 1,277
No of HRA rented homes made decent during the year mise / / / l / / / t -
LKPI 121 (NI 158) (EX BV 184a) (CPA - H1) (HIP BPSA E13)
% of HRA rented dwellings non decent at the end of the financial year. (Based on new NI Quarterly Minimise  34.43% N/A N/A 32.70% N/A N/A 31.96% N/A N/A 29.19% N/A N/A VEREV S 28.83% | 27.80% 29.19%
Maximise  56.34% N/A N/A 53.49% N/A N/A 39.51% N/A N/A 52.38% N/A N/A N/A - 79.00% 49.61%

1
LKPI 79 (HIP BPSA E7) P

hl M 98.21% 98.29% 98.28% 98.82% 98.97% 99.50% 99.50% 99.43% 98.91% 98.66% 98.97% 99.31% 95.39% 95.39% | 100.00%
% of dwellings with a valid Gas Safety Certificate (CP 12's Excluding carcasses) aximise ° ° ° g o o -

LKPI 06

/ A . " Maximise  97.63% 98.15% 98.70% 97.73% 97.18% 98.82% 98.82% 98.75% 97.71% 97.67% 97.70% 98.33% 98.96% 98.30%
% of Responsive Repairs Appoin nts Kept (excluding TMOs)

LKPI 2B

% of Emergency Repairs jobs completed within target (24 hours)

LKPI 139
q i Maximise  95.14% 95.34% 95.62% 94.16% 95.07% 94.48% 95.42% 96.67% 96.69% 98.45% N/A N/A N/A
% of all repairs completed within target

LKPI 140
_ Minimise >4 62 % 64 o7 700 742 610 > 608 A /A A

LKPI 161 (HIP BPSA D28)

Propoportion of emergency and urgent repairs (RTR) as a % of all jobs rais

LKPI 162 (HIP BPSA D29)

Proportion of non urgent repairs (non RTR) as a % of all jobs raised

LKPI 03 Ex BV 72, (HIP PBSA E5)

% of urgent repairs completed within Gov't time limits

LKPI 04(Ex BV 73, HIP BPSA E6) Average time taken to complete non-urgent repairs (in
calendar days) \E

LKP1 89
% of rep. Q Maximise  76.49% N/A N/A 77.59% N/A N/A 78.00% N/A N/A 80.30% N/A N/A 68.60% | LLE0
b

LKPI 11

Resident Satisfacf

LKPI 141

Average repair cost per repair order (Housemark Core )
LKPI 13 (HIP BPSA E2)

Average weekley cost of maintenance per unit

LKPI 132 (HIP BPSA D26) o
M N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
% Expenditure on planned to responsive maintenance ximise / / / / / / / 4 / / / / /

LTI CIPLIE B . Minimise  N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A -

% Expenditure on responsive to planned maintenance

0%
LKPI 09
A Maximise ~ 71.42% 70.84% 80.86% 72.88% 77.90% 75.45% 56.46% 40.49% 74.50% 81.73% 89.40% 88.22% 85.41% 87.47% 0% 83.63%
% of calls to Repairs Contact Centre (RCC) answered i
%

LKPI 133
All tenants satisfaction with the landlord's responsive repair service (Non-STATUS call Quarterly Maximise ~ 74.68% N/A N/A 73.62% N/A N/A 63.38% N/A N/A 72.00% N/A N/A 65.00% 65.00% 72.00% 71.05%
Annual
Int diate Maximi 80.00% N/A N/A 91.66% N/A N/A 83.33% N/A N/A N/A N/A N/A N/A N/A 88.00% 85.27%
% of tenants satisfied with disabled adaptations to their home (rteaedlEis) aximise ° / / N / / ° / / / / / / / ° °
Q2 & Q4

LKPI 69
B . . o Monthly Maximise ~ 92.86% 70.00% 61.54% 94.12% 92.86%  100.00% 100.00% 100.00% 100.00%  50.00% 88.00% 83.00% 80.00% 86.00%
% of minor adaptations completed with time scales (9.5 weeks) .

LKPI 70
% of major adaptations completed with time scales (28 weeks)

Maximise ~ 92.21%  90.83% 87.95%  88.46% 91.03%  92.37% 94.16%  95.97% 93.59%  95.37% N/A N/A N/A

Minimise N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
Maximise ~ N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
Maximise ~ N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A

Minimise N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A

Maximise ~ 89.47% N/A N/A 87.65% N/A N/A 91.97% N/A N/A 87.00% N/A N/A 89.00%

Minimise N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A

Minimise N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A

Maximise 100.00% 100.00% 95.45% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 91.67% 100.00% 100.00% = 100.00%
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Hackney Home: HACKNEY HOMES PERFORMANCE SUMMARY - Delivery Plan Business Critical Pl's End of June 2011

THE VARIANCE FOR THIS P1 1S BETWEEN 0% AND <5% OF TARGET 0 YTD Target R.A.G Outturn
THE VARIANCE FOR THIS PI IS BETWEEN 5% AND <10% OF TARGET ;\ Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 TS EEN 2011/12 | 2011/12 | Rating 2010/11
THE VARIANCE FOR THIS PI IS GREATER >= 10% OF TARGET 0

Pl Reference & Description Frequency Polarity HACKNEY HOMES CORPORATE SERVICES

;K:: :::;ts e i e s G ety et & Quarterly Maximise  70.90% N/A N/A 71.21% N/A N/A 77.42% N/A N/A N/A N/A N/A 78.23% O N/A
;KZ; :::a:ts on whom the landlord has diversity information : Quarterly Maximise  92.54% N/A N/A 91.86% N/A N/A 51.80% N/A N/A N/A N/A N/A 90.28% ‘L\\‘ N/A
;K:: ::::nts e i el s ety et  Gfiiehy Quarterly Maximise  81.47% N/A N/A 82.49% N/A N/A 78.20% N/A N/A N/A N/A N/A 79.50% ‘i\\‘ N/A
;KZ: :es:a:ts on whom the landlord has diversity information : Disability Ruartely LA 2294% A 2 2224 2 A ADAES A 2 A 2 YA TR 0 N/A
;K:: ::::nts on oo el s st drfsiem « Sexusihiy Quarterly Maximise  21.79% N/A N/A 21.59% N/A N/A 9.45% N/A N/A N/A N/A N/A 21.07% 0 N/A
‘;KZ: ::::nts on whom the landlord has diversity information : Religion of Belief Clartely LA 30-18% A 2 228N 2 A TS A 2 A 2 A ZRoLE 0 N/A
:A.K:: tles:;ts on whom the landlord has diversity information : Transgender Quarssly LR R DR R D2 L2 D2 Ry b2 N b2 R N N WY N/A N/A
LKPI 108

Annual Minimise N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A £8.74
;tzlr:gle(: | :eiLsyAc:l st Annual Minimise N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A £30.00

LKPI 112 (EX-BVPI 08)

% of undisputed invoices paid on time (on Hackney Homes Management Fee & Monthly Maximise ~ 86.21% 86.64% 92.02% 88.91% 94.63% 92.81% 93.94% 85.57% 96.60% 95.81% 93.58% 88.88% 94.50% 91.67% 92.50% 89.87%

96.50%

Monthly Maximise ~ 94.62% 97.64% 97.39% 97.73% 97.55% 97.34% 96.91% 97.41% 97.67% 97.67% 98.32% 97.97% 97.49% 97.98% | 93.00%

Monthly Maximise ~ 81.40% 76.84% 94.69%  89.90% 88.16%  92.38% 85.29%  87.50% 91.11%  93.50% 95.93%  96.64% CYAENON 93.12% | 91.00% 87.94%

92.00%

Monthly Minimise ~ 66.67%  80.00% 63.16%  40.00% 25.00% 33.33% 75.00% 72.73% 57.14% 33.33% 75.00%  81.25% 54.55% S lR-rEZS 5.00%

17.00

Monthly Maximise ~ 71.57% 71.57% 93.33% 81.36% 78.65% 90.99% 83.04% 85.45% 91.55% 90.08% 93.02% 96.95% 87.10% 82.77%
58.62%

Monthly Minimise 21.00 24.00 25.00 17.00 26.00 21.00 16.00 12.00 12.00 19.00 18.17 21.12 17.46

Monthly Minimise  20.45% 10.20% 6.09% 16.67% 16.25% 5.66% 9.71% 5.71% 5.88% 6.50% 4.88% 5.74% 6.38%

9.00%
90.00%

Monthly Minimise  84.14% 27.78% 27.27% 27.59% 22.22% 20.41% 20.41% 21.57% 22.81% 23.64% N/A N/A N/A 22.22% 2.00%

Monthly Maximise  63.75% 83.54% 85.90% 78.57% 75.58% 85.07% 82.42% 86.44% 87.50% 85.37% 67.21% 84.62% 78.18%

23.64%

Monthly Minimise 8.41 8.75 9.13 10.04 10.51 11.29 11.40 11.71 11.72 11.81 9.17 9.50 10.40

P ¢ 00 ¢ 00 0 ¢

No of working days lost in a year due to sickness per employee

Page 7 of 34
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Hackney Homes Ltd - Performance Repo VALUE OF RENT ARREARS & ARREARS ACTIONS End of June 2011

Performance Indicator(s) Information Jun-10 Jul-10 Aug-10  Sep-10 Oct-10  Nov-10  Dec-10 Jan-11 Feb-11  Mar-11  Apr-11  May-11  Jun-11

LKPI 48: Total Value of Rent Arrears (YTD - £M) Week Week Week Week Week Week Week Week Week Week Week Week Week
LKPI 48 - This Pl provides data for the total value of current 13 17 21 26 30 34 39 a3 a7 52 4 8 13
council tenants' rent arrears. FrEE s 1.09M  111M 111M 109M  110M  108M 111M 109M 106M 098M 106M 1o5M 103M [IEEYHIEEELY
LKellaofhislpllshows(dataliorthelaveraealientariearsipey M o7oM  070M  071M  069M  069M 068M 0.68M 066M 065M 058M o062M o063M o6M [EDEEELE
Lenant T 067M  0.69M  069M 068M 067M 066M 067M 066M 063M 059M o066M o066M 066 M [INEIHIEELIE
Targets: Owned and set by Tenancy & Leasehold Services ) 039M 040M 039M 038M 039M 037M 037M 037M 036M 033M 037M 039M o4oM [IECIVEICEELTH
Polarity: Lower performance is considered to be better SrETe e o048M  050M  051M  050M  049M  048M 049M 049M 047M 042M o047M  o04a7M  o04sM [EITHIECIE
Data Source - Saffron | Data provider - Hackney Homes Finance | TMO / Others 050M  051M | 0.52M  053M  054M 053M | 054M 054M | 052M | 049M 052M o52M | o51im [EETHECYEITE
Hackney Homes Total £3.83M £3.90M £3.92M £3.88M £3.88M  £3.80M  £3.85M  £3.80M £3.71M £3.38M £3.69M £3.70M £3.66 M [ERELHIEEDN
LKPI 48: Total Value of Rent Arrears (YTD - £M) LKPI 49: Average Arrears per tenant
£4.00 M
200 , £181 £184  £185  £182  £182 £179 £180 £178  £174 £173  £174  £172
s s £158 £158
£3.00 M - -
3 8 150
£2.00 M g4 &
: 100
£1.00 M 50
£0.00 M : 0 :
Jun Jul Aug Sep Oct Nov Jun  10/11 Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun  10/11
Note from the Performance Team Jun-10 Jul-10 Aug-10  Sep-10 Oct-10  Nov-10  Dec-10 Jan-11 Feb-11  Mar-11  Apr-11  May-11  Jun-11 Target | Outturn
LKPI 49: Average Arrears per tenant (£) Week Week Week Week Week Week Week Week Week Week Week Week Week 2011/12 | 2010/11
Please note that the following neighbourhoods include the 13 17 21 26 30 34 39 43 47 52 4 8 13
stated TMO figures, due to the fact that the particular [Northeasst S £225 £226 £223 £225 £220 £224 £220 £216 £200 £217 £215 £212
SRS G ER L O (T =21 £220 €224 £218  £216  £214  £12  £06  £04  £179  £193  £198  £191
lHomerton. L £154 £153 £151 £150 £146 £149 £145 £141 £130 £146 £146 £146
North West comprises; Stoke Newington & Lordship TMO =
Queensbridge and DB £127 £132 £128 £126 £126 £121 £121 £121 £117 £106 £120 £126 £129
e i i G T T EECTC I 1 f147  £151 0 €145 £103 44 £14  £00  £w6  £139 s £ [NGEGINGEON
TMO / Others £223 £227 £230 £233 £237 £235 £237 £240 £230 £216 £230 £229 PP £200 | £216 |
Shoreditch comprises; Shoreditch & Arden TMO Hackney Homes Total £181 £184 £185 £182 £182 £179 £180 £178 £174 £158 £173 £174 £172 £147 | £158 |
Also note that Targets, have therefore been adjusted to reflect NOSP's PO Granted Eviction Adjourned Stay of Executions Evictions Carried out

this. LIl 13 - Arrears Action Summary for previous year

End 10/11 Jun 10/11 Jun 11/12 End 10/11 Jun 10/11 Jun 11/12 End 10/11 Jun 10/11 Jun 11/12 End 10/11 Jun 10/11 Jun 11/12 End 10/11 Jun 10/11 Jun 11/12

446 138 102 70 21 15 120 31 52 58 17 14 24 6 2
373 68 69 31 13 14 53 8 7 32 7 3 17 3 2
540 182 112 51 12 16 112 21 31 36 11 9 31 11 4
Queensbridge and DB 413 97 67 14 2 1 49 8 10 10 1 2 9 2 5
shoreditch __ [EE 110 85 53 7 10 59 10 6 23 5 5 10 1 9
TMO / Others 286 45 17 16 2 1 20 3 6 1 2 10 4
Hackney Homes Total 2516 640 452 235 57 57 413 81 112 160 41 35 101 29 26
120
120 52 1,000 112
112 @North East EJun 10/11 EJun 11/12
110 102 50 - HENorth West 900
100
100 EHomerton 800
90 40 - ueensbridge and DB 81
@Queensbridg 700 640 80 |
80 HShoreditch
600
0 60 | 57 57
60 500 452
50 400 41
40 | 35
40 300
30 200 20
20 )
10 100
0 s ) . i 0 0 -
NOSP'S PO Granted Eviction Adjourned Stay of Executions Evictions Carried out NOSP'S PO Granted Eviction Stay of Evictions Carried
Adjourned Executions out
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Hackney Homes Ltd - Performance Repo
Performance Indicator(s) Information

LIl 17, LIl 18, LKP1 47c LKPI 47d

These indicators show Housing Benefit as a percent of rent debit,
cash as a percent of rent debit, total rent collection as percent of
debit and rent arrears as a percent of rent debit, respectively.
Targets: Owned and set by Tenancy & Leasehold Services
Polarity: Higher Collection is considered to be better

Data Source - Saffron

Data provider - Hackney Homes Finance

Note from the Performance Team

Please note that the following neighbourhoods include the
stated TMO figures, due to the fact that the particular
neighbourhood manages the rent function for that TMO(s).

North West comprises; Stoke Newington & Lordship TMO

Queensbridge DB comprises; QDB & Tower TMO

Shoreditch comprises; Shoreditch & Arden TMO

Also note that Targets, have therefore been adjusted to reflect
this.

RENT COLLECTION

End of June 2011

LIl 17 - YTD HB as % of Rent Debit Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Target Outturn
(Former LKPI 47a) Week Week Week Week Week Week Week Week Week Week Week Week Week 2011/12 | 2010/11
13 17 21 26 30 34 39 a3 47 52 4 8 13
[l 60.56%  60.75%  60.49%  60.58%  60.62%  60.67%  60.58%  60.57%  60.65%  60.81%  60.39%  61.08%  61.02%
[ 62.26%  62.35%  62.28%  62.34%  6247%  62.45%  62.45%  62.46%  62.48%  62.64%  62.64%  63.01%  63.15%
[ 59.95%  59.97%  60.08%  60.22%  60.34%  60.36%  60.34%  60.31%  60.35%  60.34%  60.06%  60.03%  60.41%
60.10%  60.24%  60.33%  60.37% 60.41%  60.39%  60.47%  60.46%  60.52%  60.49%  60.23%  60.12%  60.54%
NI 59.22%  59.12%  59.08%  58.98%  58.95%  58.93%  58.84%  58.83%  58.86%  59.02%  59.18%  59.14%  59.21%
TMO / Others 57.73%  57.96%  57.99% 57.98%  57.96% 57.96% 57.98%  58.00%  58.13% 5831% 58.52%  58.88%  59.15%
Hackney Homes Total 60.10%  60.19%  60.16% 60.21%  60.26%  60.27%  60.24%  60.24%  60.29%  60.39%  60.25%  60.47%  60.65%
80% 80%
60% 60%
40% 40%
20% 20%
0% 0%
Jun Jul Sep Oct Nov  Dec Jan Feb Mar Apr May Jun 10/11 Jun Jul Aug  Sep Oct Nov  Dec Jan Feb Mar Apr May Jun 10/11
LIl 18 - YTD Cash as % of Rent Debit Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Target Outturn
(Former LKPI 47b) Week Week Week Week Week Week Week Week Week Week Week Week Week 2011/12 | 2010/11
13 17 21 26 30 34 39 a3 47 52 4 8 13
[ 39.49%  39.11%  39.21%  39.24%  39.12%  39.21%  39.15%  39.20%  39.22%  39.39%  35.29%  36.93%  37.90%
[ 37.51%  37.14%  37.06% 37.33%  37.19%  37.27%  37.28%  37.38%  37.37%  37.65% 33.88% 34.60%  35.78%
[ 40.00%  39.67%  39.62%  39.61%  39.45%  39.49%  39.38%  39.49%  39.54%  39.78%  36.06%  37.65%  38.06%
39.32%  39.02%  39.14%  39.19%  39.17%  39.38%  39.31%  39.35%  39.41%  39.65%  36.23%  37.12%  37.57%
T 40.65%  40.40%  40.35%  40.50%  40.69%  40.80%  40.82%  40.86%  40.94%  41.08%  37.25%  38.83%  39.66%
TMO / Others 41.83%  41.43% | 41.38% 41.38% 41.33%  4151%  41.49% 41.45%  4155% | 41.66%  37.80%  39.19% | 40.00%
Hackney Homes Total 390.71%  39.37%  39.37%  39.45%  39.39%  39.50% 39.45% 39.51% 39.56% 39.76%  35.95% 37.30%  38.06%
Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Target Outturn
LKPI 47¢ YTD Total Collection as % of Rent Debit Week Week Week Week Week Week Week Week Week Week Week Week Week 2011/12 | 2010/11
13 17 21 26 30 34 39 a3 47 52 4 8 13
[l 100.04%  99.86%  99.70%  99.82%  99.74%  99.88%  99.73%  99.77%  99.87%  100.21%  95.68%  98.01%  98.91%
[ 99.77%  99.49%  99.34%  99.67%  99.65%  99.72%  99.73%  99.85%  99.85%  100.29% 96.52%  97.61%  98.93%
[ 99.95%  99.64%  99.70%  99.82%  99.78%  99.85%  99.71%  99.81%  99.89%  100.11% 96.12%  97.68%  98.47%
99.42%  99.26%  99.47%  99.56%  99.58%  99.77%  99.78%  99.81%  99.93% 100.14% 96.47%  97.24%  98.11%
NI 99.87%  99.52%  99.42%  99.49%  99.63%  99.73%  99.66%  99.69%  99.79%  100.10% 96.43%  97.98%  98.86%
TMO / Others 99.56%  99.39%  99.37%  99.36%  99.29%  99.47%  99.47%  99.45%  99.68%  99.97%  96.32%  98.07%  99.14%
Hackney Homes Total 99.81%  99.56%  99.53%  99.66%  99.65%  99.77%  99.70%  99.75%  99.85%  100.15% 96.20%  97.77%  98.72%
100% — L %
80% g 3 4% R 8 %
N - o0 o0 b
60% = g ~
40% 2%
20%
0% 0%
Feb Mar Apr May Jun 10/11 Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar  Apr 10/11
Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Target Outturn
Week Week Week Week Week Week Week Week Week Week Week Week
17 21 26 30 34 39 a3 47 52 4 8 PP 2011/12 | 2010711
457%  4.59%  456%  4.60%  4.52%  4.63%  4.56%  4.48%  3.76%  4.11%  4.09%  4.06%
4.42%  4.52%  4.40%  4.39%  435%  433%  4.23%  4.19%  3.33%  3.62%  3.72%  3.60%
3.14%  3.13%  3.09%  3.09%  3.02%  3.08%  3.01% = 291%  2.44% = 276%  2.77%  2.79%
2.57%  2.49%  2.46%  2.48%  238%  2.39%  238% = 232%  190%  220%  231%  2.37%
3.02%  3.10%  3.10%  3.01%  297%  3.00%  3.01%  2.94%  2.39%  2.66%  2.65%  2.62%
TMO / Others 439%  4.47%  453%  4.61%  470%  467%  472%  477%  4.60%  3.91%  425%  4.25%  4.19%
Hackney Homes Total 3.62%  3.70%  3.73%  3.70%  3.70%  3.64%  3.69%  3.64%  3.56%  2.94%  3.26%  3.29%  3.26%
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Hackney Homes Ltd - Performance Rep
Performance Indicator(s) Information
LKPI 114 (Ex-BVPI 66a (KOI 8) - shows collection of tenants'
rent as a % of the monthly debit for this financial year, and
also includes arrears bought forward from previous years.
LKPI 115 (Ex-BVPI 66b )- shows the percentage of tenants
owing more than seven weeks rent at the end of each
quarter.

LKP1 116 (Ex-BVPI 66c) - shows the percentage of tenants in
arrears who have been served with a NOSP at the end of the

quarter.

LKP1 117 (Ex-BVPI 66d)- shows the percentage of tenants
evicted as a result of rent arrears at the end of the quarter.

Targets: Owned and set by Tenancy & Leasehold Services
Data Source - Saffron

Data provider: Hackney Homes Finance and Performance

RENT COLLECTION INDICAT

End of June 2011

Note from the Performance Team

Polarity: Higher Collection is considered to be better. In
terms of LKPI 115, 116 and 117 the lower the figure the
better the performance.

Performance Indicator(s) Information:
LKPI 21 - Overall value of Former Tenant Arrears (FTA). The
lower the figure the better the performance.

LKPI 134: Former Tenant arrears as % of rent roll. The lower the
figure the better the performance.

LKPI 55 - Total FTA collected against target - shows collection of
former tenants' arrears as a % of the annual target for this
financial year, and also includes arrears from current and former
tenants'. The higher the % the higher the performance.

LKPI 56 - Cash Collected as a percentage of debt - shows the
proportion of cash collected from former tenants against total
debt owing. Polarity; the higher the % the higher the
performance.

LKPI 57 - Bad debt as a percentage of total FTA debt - shows the
proportion of bad debts (uncollectible arrears from former
tenants) against total FTA debt owed. The lower the figure the
better the performance.

LIl 22 - Rental income payment methods - shows the profile of

tenant payment methods and the take-up of different payment
options by each quarter. The preference here is to maximise low
cost collection methods such as direct debit and standing order.

Targets: Owned and set by Tenancy & Leasehold Services
Data source: Saffron

Data provider: Hackney Homes Former Tenant Arrears (FTA)
Team

BVPI RENT COLLECTION: QTR1 QTR 2 QTR 3 QR4  QTR1 Target | Outturn Target 98.85%
LKPI 114 (EX - BVPI 66A (+ KOI 8) 10/11 10/11 10/11 10/11 LV 2011/12 | 2010/11
99.25% 99.25% 99.33% 99.42% 99.39% 99.42%
[T 99.00%  99.02%  99.08%  99.21%  99.18% [N CERITAN |100%
[T 98.82%  98.86%  99.10%  99.27%  99.23% [N 99.27%
[ 99.45%  99.45%  99.51%  99.62%  99.52% [N 99.62% JIREQ]
Queensbridge and DB 99.53%  99.51%  99.54%  99.55%  99.49% |[MECXISAMEEEEA
T 99.54%  99.50%  99.57%  99.59%  99.59% [EEXIA CEETT7AM | 50%
TMO / Others 99.26% || 99.21% || 199:31% | 99:34% || 9936% |MEXIANIEELD
Hackney Homes Total 99.25% | 99.25% | 99.33% | 99.42% = 99.39% |MECXIAMECYTAM | 25%
LKPI 115 (Ex-BVPI 66 B) 3.97% 3.78% 1.34% 2.73% 1.23% 4.10% 2.73%
LKPI 116 (Ex-BVPI 66 C) 2.94% 7.05% 9.13% (RSP RT I 15.00% | 11.50% 0% ‘
LKPI 117 (Ex-BVPI 66 D) 0.13% 0.20% 0.32% 0.46% 0.02% 0.40% 0.46% QmR1 QiR2 QR3 QR4 QmR1 10/11
Target 0.40%
8% 15% 0.7%
0.6%
6%
10% 0.5%
3.97% 0.4%
- 3.78%
0.3%
- 5% 0.2%
0.1%
0% 0% 0.0%
QmR1 QmR2 QmR3 QR4 Q1 10/11 Q1 QiR2 QmR3 QTR 4 QmR1 10/11 QR1 QiR2 QmR3 QTR 4 QmR1 10/11
BVPI RENT COLLECTION QTR 1 QTR 2 QTR 3 QR4  QTR1 Target | Outturn
10/11 10/11 10/11 10/11 (EVEPIN  2011/12 | 2010/11
CEE e c288Mm £30sM £220M  £235M  f246M [IEEECVIEES
[FET e 274%  289%  208%  215%  215% [EENCMPRTTAM (£q.00 M
[T 25.40%  49.49%  71.51%  96.20%  34.57% [N R
[T 352% 6.49% 13.02%  17.52%  4.91% 18.00% 17.52% | I
LKPI 57 3177%  3248%  4511%  42.19%  39.80% |[ENANIEECA "
23.37%  22.06%  22.03% = 2134% = 21.46% IV (£2.00 M
7.38% 9.19% 10.13%  1042%  10.78% 10.42%
8.69% 8.70% 8.46% 8.57% 8.36% 8.57% QAT
33.82%  33.49%  32.06% = 3229%  32.03% 32.29%
8.12% 8.19% 8.41% 8.46% 8.37% X | o
15.86%  1597%  16.54%  16.61%  16.73% 16.61% aR1 a2 Q3 QrRa o 10/11
2.76% 2.41% 2.37% 2.31% 2.27% 2.31%
Target
125% 20% 50%
100.00% 100.00% 16.30% 16.30%
100% 15% 40%
75% 75.00% 30%
10%
50% 20%
9
25% 5% 10%
0% 0%

QTR1

QTR 2 QTR 3

QTR 4

QTR1

10/11

QTR 2 QTR 3 QTR 4

QTR1

10/11

QTR1

QTR 2 QTR 3

QTR 4

QTR1 10/11
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Hackney Homes Ltd - Performance Repo
Performance Indicator(s) Information
LIl 4c
This information indicator tracks the number of rent accounts in
arrears by neighbourhood as a monthly profile. Arrears are
shown at 1st April as well as subsequent months for comparison
(see graphs). The polarity here is to see a general reducing
profile over time. Note information indicators do not have
targets

Data Source - Saffron

Data provider - Hackney Homes Finance

Note from the Performance Team

Please note that the following neighbourhoods include the
stated TMO figures, due to the fact that the particular
neighbourhood manages the rent function for that TMO(s).

North West comprises; Stoke Newington & Lordship TMO
Queensbridge DB comprises; QDB & Tower TMO

Shoreditch comprises; Shoreditch & Arden TMO

RENT ARREARS BANDING 1

End of June 2011

. . Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Target Outturn
Neighbourhood accounts in Arrears Report by
Banding £250 - £1000 Week Week Week Week Week Week Week Week Week Week Week Week Week 2011/12 | 2010/11
13 17 21 26 30 34 39 43 47 52 4 8 13
INorthEast R 39 421 392 384 398 420 409 405 351 437 411 392
INorthwest LT 253 270 249 256 250 280 264 266 213 239 237 220
[Homerton [N 361 344 354 365 356 372 369 361 321 384 380 393
260 261 251 242 246 215 220 228 206 166 215 226 203
IShoreditch I3 283 256 268 269 263 292 316 281 235 282 293 272
TMO / Others 215 214 214 209 221 225 228 245 222 190 273 286 257
Hackney Homes Total 1,719 1,768 1,756 1,714 1,741 1,707 1,812 1,831 1,741 1476 1,830 1,833 1,737
@ 1,000
1,500 R | &
<1 |5 800
1,000 600
400
500
200
0 0
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
Neighbourhood Accounts in Arrears Report by Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Target Outturn
Banding £1K - £5K Week Week Week Week Week Week Week Week Week Week Week Week Week 2011/12 | 2010/11
13 17 21 26 30 34 39 43 47 52 4 8 13
INorthEast I 299 295 291 297 280 291 285 278 264 275 273 270
INorthwest [T 172 174 169 166 161 158 160 158 147 117 118 124
[Homerton N 192 188 184 183 176 181 175 168 166 176 178 175
88 9 9 92 93 92 92 83 83 78 81 88 96
IShoreditch [Ty 148 158 153 143 135 134 126 130 116 122 122 119
TMO / Others 126 138 135 136 137 127 128 130 120 116 150 152 150
Hackney Homes Total 1,004 1,043 1,044 1,005 1,019 971 984 959 937 887 921 931 934
Neighbourhood Accounts in Arrears Report Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Target Outturn
byBanding £5K - £10K Week Week Week Week Week Week Week Week Week Week Week Week 2011/12 | 2010/11
17 21 26 30 34 39 43 47 52 4 8 13
[NorthEast ] 27 28 28 29 28 27 29 27 21 20 20 21
[NorthWest ] 16 17 19 19 20 18 14 14 13 12 12 11
Homerton | 5 7 8 8 8 8 8 7 6 6 7 6
6 5 5 6 6 6 6 8 7 8 9 8
shoreditch | 3 3 5 5 5 5 5 6 5 5 6 6
TMO / Others 11 9 9 9 10 10 9 9 12 11 13 13 12
Hackney Homes Total 72 66 69 74 77 77 73 7 74 63 64 67 64
5 5 5 5 5 5
80 | 72 . e 4 Bolloaly .. o & g >
4
3
2
1
0
Dec Jan Feb Mar Apr May Jun Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun
Neighbourhood Accounts in Arrears Report Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Target Outturn
byBanding £10K+ Week Week Week Week Week Week Week Week Week Week Week Week Week 2011/12 | 2010/11
13 17 21 26 30 34 39 a3 47 52 4 8 13
NorthEast 1 1 1 1 1 1 2 2 2 2 2 e N [ 2 |
[Northwest 1 1 1 1 1 1 2 2 1 1 1 1
Homerton 0 0 0 0 0 0 0 0 0 0 0 I ~vA [ o0 |
0 0 0 0 0 0 0 0 0 1 1 1 1
[shoreditch [ 0 0 0 0 0 0 0 0 0 0 0 G A [ o0 |
TMO / Others 1 1 1 1 1 1 1 1 1 1 1 1 1
Hackney Homes Total 3 3 3 3 3 3 3 5 5 5 5 5 GO nNnA [ 5 |
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Hackney Homes Ltd - Performance Repo
Performance Indicator(s) Information
LIl 4b
This information indicator tracks average arrears by neighbourhood as
a monthly profile. Arrears are shown as a 13-month rollover for
comparison (see graphs). The polarity here is to see a general reducing
profile over time. Note information indicators do not have targets
Data Source - Saffron

Data provider - Hackney Homes Finance

Data source: HSG Finance

Note from the Performance Team

Please note that the following neighbourhoods include the stated TMO
figures, due to the fact that the particular neighbourhood manages the
rent function for that TMO(s).

North West comprises; Stoke Newington & Lordship TMO

Queensbridge DB comprises; QDB & Tower TMO

Shoreditch comprises; Shoreditch & Arden TMO

RENT ARREARS BANDING 2

End of June 2011

. Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Target Outturn
Neighbourhood Average Arrears Report by Banding
£250 - £1000 Week Week Week Week Week Week Week Week Week Week Week Week Week 2011/12 | 2010/11
13 17 21 26 30 34 39 a3 47 52 4 8 13
INorthEast W 507 495 529 515 519 508 517 521 532 521 536 535
INorthwest [ 500 493 493 502 506 502 516 510 502 507 517 509
[Homerton W) 490 506 491 493 490 499 491 503 502 501 517 514
505 506 494 504 500 503 492 517 506 510 499 500 517
IShoreditch IS 504 506 506 514 526 493 493 490 516 510 489 509
TMO / Others 509 505 515 530 520 516 518 505 505 515 496 510 504
Hackney Homes Total 505 502 501 509 507 510 502 506 507 514 507 513 516
500 o o 2.00K x x
400 1 1.50K <) |<
300
200 1.00K
100 0.50K
0 0.00K
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun
Neighbourhood Average Arrears Report by Banding Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Target Outturn
£1K - £5K Week Week Week Week Week Week Week Week Week Week Week Week Week 2011/12 | 2010/11
13 17 21 26 30 34 39 a3 47 52 4 8 13
INorthEast  [EPREH 2,188 2,172 2,174 2,178 2,201 2,190 2,144 2,148 2,198 2214 2223 2,213 | 2198 |
INorthwest [PEL 2,349 2,318 2,285 2276 2244 2236 2,245 2,238 2,233 2310 2271 2,224 | 2233 |
[Homerton [EBRE 2,150 2,143 2,102 2,065 2,076 2,014 2,018 2,052 2,017 2,030 1,969 2,006
1,961 1,947 1,963 1,987 1,960 1,980 1,964 2,083 2,018 2,021 1,996 1,888 193 I
IShoreditch ¥V 1,904 1,903 1,883 1,907 1,936 1,930 1,981 1,929 1,978 1,982 1,926 1,939
TMO / Others 2,198 2,170 2,235 2,265 2,236 2,343 2,368 2,372 2375 2377 2,235 2,238 2,266
Hackney Homes Total 2,155 2,143 2,140 2,131 2,124 2,146 2,131 2,142 2,133 2,149 2,145 2,112 2122 T
Neighbourhood Average Arrears Report by Banding Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Target Outturn
£5K - £10K Week Week Week Week Week Week Week Week Week Week Week Week Week 2011/12 | 2010/11
13 17 21 26 30 34 39 a3 47 52 4 8 13
INorthEast P 6,288 6,273 6,296 6,303 6,321 6,353 6,036 6110 6318 6,303 6,283 6,242
INorthwest 6,666 6,607 6,518 6364 6367 6,538 6,552 6,605 6,513 6,140 6202 6,446
[Homerton 3T 6,299 6,032 6,056 6210 6382 6,096 6,036 5520 5614 5749 5,648 5,917
5,899 5,990 6,072 6,026 5,881 5,905 5,967 6,000 5,907 5,799 5,769 5,814 6,009
[Shoreditch IRV 6000 6,108 5,825 5,998 6,098 6247 6,330 6,218 6,408 6,598 6,431 5,995
TMO / Others 6335 6111 6120 6133 6118 6246 6370 6274 5999 6144 6517 6520 6,503 | 6144 |
Hackney Homes Total 6,284 6316 6289 6257 6231 628 6333 618 6117 6210 6220 6198 6243
% E 12.00K A s
of |© 9.00K 3|8
S |4
6.00K
3.00K
0.00K
Dec Jan Feb Mar Apr May Jun Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
Neighbourhood Average Arrears Report by Banding Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Target Outturn
£10K+ Week Week Week Week Week Week Week Week Week Week Week Week Week 2011/12 | 2010/11
13 17 21 26 30 34 39 a3 47 52 4 8 13
[ 11,024 10997 10971 10938 10911 10,885 10,852 10,497 10,657 10,857 11,024 10,988 10,995
[ 11,535 11,567 11,599 11,739 11,772 11,804 11,944 11,139 11,576 12,149 14,734 15134 14,234
Homerton 0 0 0 0 0 0 0 0 0 0 0 GO N [ 0 |
0 0 0 0 0 0 0 0 0 10439 10440 10,426 10,411
[shoreditch [ 0 0 0 0 0 0 0 0 0 0 0 G A [ o0 |
TMO / Others 13,930 14,307 14,684 15156 14,629 14,906 15378 15755 15133 14,804 12,211 12,674 12,167
Hackney Homes Total 12,163 12,290 12,418 12,611 12,437 12,532 12,725 11,805 11,920 11,821 11,887 12,042 11,761
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Hackney Homes Ltd - Performance Report

Performance Indicator(s) Information

LKPI 44 - Tenancy Audit Completions

Note: This exclud
dwellings

all r /re-generation

Verified - This may include case allocated in previous months
which have been verified after investigation.

Properties Repossessed
1) Accounts terminated where an MPA is then created.

2) Evictions for Rent Arrears, where that process was near to
completion when abandonment of illegal occupiers were
found.

3) Abandoned Properties

4) Occupant has voluntarily terminated the property

LIl 41 - shows the number of properties occupied by
unauthorised occupants with Mesne Profit Account at month
end.

LIl 42b - shows the number of properties occupied by squatters
at month end.

LKPI 153 - shows the percentage of initial visits to new
tenancies complied in each month. Lordship TMOs is reported
under Northwest, and Arden TMOS is reported under
Shoreditch. The polarity here is to achieve higher %'s to
maximise effectiveness.

Targets where relevant are owned and set by Tenancy &
Leasehold Services

TENANCY MANAGEMENT AND AUDITS

Properties

of June 2011

Note from the Performance Team

LKPI 44 Year to Date Tenancy Audit Outcomes ::;?t::wrzt:: Verified Repossessed / i ve":t:: gainst T:tr::?:alie::tds(tt‘:k)
Terminated Data for all areas except tenancy audits are sourced directly from Saffron.
Northeast | 0 65 0 L21% L21%
Northwest | a2 61 0 L.92% L.92%
Homerton | 152 119 5 2.58% 269%
32 56 0 1.86% 1.86%
Shoregitch | 11 51 0 2.64% 2.64%
Hackney Homes Total 417 392 5 2.00% 2.03%

10.00%

12%

9%

o
o 2.50% 3.33% 4.17%
X

3%

0%

100
80
60
40
20

0

Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May
LIl 41 YTD Number of Mesne Profit Accounts Jun-10 Jul-10 Aug-10  Sep-10 Oct-10 Nov-10  Dec-10 Jan-11 Feb-11  Mar-11  Apr-11  May-11  Jun-11 Newin Closedin
Month month
24 27 27 26 26 24 24 26 27 25 24 23 20 0 3
12 15 16 14 15 15 15 19 19 18 20 18 17 1 2
24 24 22 21 20 24 24 21 22 22 20 18 15 0 3
Queensbridge and DB 17 16 17 17 18 17 17 17 15 15 16 21 21 2 2
12 12 12 13 14 14 14 15 17 22 18 18 17 0 1
TMO / Others 10 10 8 1 10 10 10 10 1 12 9 9 8 1 2
Hackney Homes Total 99 104 102 102 103 104 104 108 111 114 107 107 98 4 13
LIl 42b YTD Number of squatted Properties Jun-10 Jul-10 Aug-10  Sep-10  Oct-10 Nov-10  Dec-10  Jan-11 Feb-11  Mar-11  Apr-11  May-11 Jun-11  Newin Closed in W ET7-( 88 We 11 {117}
outstanding Month | month [PlEkVEPREPIETEES
[Northeast [ 6 6 6 7 5 5 10 2 2 2 4 4 0 0
[Northwest [ 1 1 1 0 1 1 2 1 1 1 1 1 0 0
[Homerton [ 2 2 2 2 2 2 2 2 2 2 2 3 1 N NA [ 2 |
Queensbridge and DB 1 1 1 1 1 1 1 0 1 1 1 1 1 0 0
[shoreditch [ 1 1 3 5 4 4 0 8 2 2 3 2 0 N NA [ 2 |
TMO / Others 0 0 0 0 0 0 0 0 1 0 0 0 0 0 (0 NA [ 0 |
Hackney Homes Total 13 11 11 13 15 13 13 14 15 8 8 1 11 1 O TBC | 8 |
LIl 42b YTD Number of squatted Properties outstanding
20 100%
15 15
80%
15 13 13 4
60%
10
40%
5 20%
o 0%
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun 10/11 Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YTD 10/11
LKPI 153 % of initial tenancy visits completed within 20 Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11  May-11  Jun-11 YTD Outturn
working days (as a proportion of those due in the mol 2011/12 | 2011/12 | 2010/11
[rEE T 100.00%  100.00%  88.89%  89.47%  100.00% 100.00% 96.00% 100.00% 100.00% 100.00% 100.00% 93.33%  90.00% [ELFL 100.00%
[ 63.16%  71.43%  92.86% 100.00% 100.00% 80.00% 76.47% 100.00% 87.50% 87.50%  93.33%  90.00%  87.50% [EICI 87.50%
[ 62.96%  100.00% 96.15%  86.36%  94.44%  89.47%  86.36% 95.65% 100.00% 92.86%  83.33%  75.00% 94.44% XL 92.86%
Queensbridge and DB 83.33% 10.00% 60.00% 100.00% 11.11% 92.86% 87.50% 100.00% 87.50% 87.50% 71.43% 66.67% 100.00% WAL 87.50%
I 95.24%  93.33%  83.33%  100.00% 100.00% 100.00% 87.50% 81.25% 100.00% 90.91%  90.91% 30.77% E¥EA 90.91%
TMO / Others 13.64% 25.00% 14.29% 10.00% 14.29% 0.00%  0.00%  0.00%  0.00% 16.67% 66.67% 50.00% NETEEZ 16.67%
Hackney Homes Total 68.99% 74.70% 76.60% 84.85% 72.37% 87.21% 80.77% 82.76% 85.33% 80.26%  85.29% VPEN 78.17% | 90.00% | 80.26%
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Hackney Homes Ltd - Performance Repol
Performance Indicator(s) Information
LKPI 33 - This PI tracks the rent lost due to void each quarter.

L35 -This Pl reports the number of major work voids at the end
of each quarter, the figures include regeneration voids

L1136 - This Pls reports the major work voids at the end of each
quarter as percentage of stock at beginning of year.

LII37 - This PI reports the number of letting for true void in each
quarter, the figure excludes lettings by Mutual Exchange,
succession, assignments, Mesne Profit Account, or decant due to

regeneration properties.

LII38 - This PI reports the number of voids intended for relet as
at end of each quarter.

L1138 - This PI reports the percentage of all voids at end of each
quarter.

LKPI 123 (Ex-BVPI 212) This PI measures the average re-let time
for local authority dwellings. Expressed in whole calendar days.

LKPI 34 YTD relettable voids (empty property) as a percentage of
the stock data

Targets: Owned and set by Tenancy & Leasehold Services
Data source: Saffron (reconciled monthly by
neighbourhoods and TMO's).

Data provider: Saffron/Performance Team

EMPTY PROPERTY MANAGEME

End of June 2011

TR 1 TR 2 TR 3 TR 4 TR 1 YTD Target | Outt
Housemark Void LKPI's (YTD) Q Q Q Q Q arge utturn § Note from the Performance Team
Hackney Homes Total 10/11 10/11 10/11 A ERIS VPN 2010/11 | 2011/12 | 2010/11
v o/ o/ o/ o/ / (DA / 4 The polarity here generally is to minimise void periods wherever possible, hence the
LKPI 33 - % of rent lost through voids 0.74% 0.72% 0.68% 0.65% 0.70% 0.70% 1.52% 2.81% || lower the figure the better the performance
LI 35 - No. of major works voids 448 428 418 436 AR 521 | N/A | 436 |
LI 36 - % Major Works Voids 1.98% 1.89% 1.84% 196%  2.29% [WERLA 1.91%
L3 . of Lettings 312 323 281 213 I 206 | N/A | 1129
LIl 38 - No. of relatable voids at end of gtr 265 239 218 257 I 263 | N/A | 257 |
L1 39 - % of voids at end of gtr 3.15% 2.94% 2.81% 3.03%  3.45% [WENGA 3.03%
-1 -1 Aug-1 -14 10 Nov-10  Dec-1 11 Feb-11 Mar1l  Apr-1l  May-11 -11 YTD Target tt
LKPI 123 (Ex-BVPI 212) Average re-let time (in days) Jun-10 Jul-10 ug-10 Sep-10 Oct-10 ov-10 ec-10 Jan eb- ar pr: ay: Jun arge urn
2011/12 | 2011/12 | 2010/11
NorthEast S 24 28 35 20 21 14 17 27 2 18 24 CIll 20 [ na [ 23 |
Northwest [ 19 30 2 2 21 20 27 2 24 7 7 VB 16 [ nA [ 25 |
Homerton [ 28 2 34 31 17 18 29 32 PE 27 2 el 5 | nA | 30 |
Queensbridge and DB 42 34 46 31 31 11 21 19 26 21 18 37 R 26 | NA [ 31 |
shoreditch |0 28 31 2 18 28 21 32 2 19 46 37 I 44 | A [ 2 |
Neighbourhood Total 32 26 31 31 26 21 18 26 27 23 24 27 Pl 25 | nA [ 27 ]
TMO / Others 57 61 61 40 47 21 19 36 35 24 28 28 S 28 | nA [ a2 |
Hackney Homes Total 37 31 36 33 28 21 18 27 28 23 25 27 25 | 32 | 29 |
LKPI 123 (Ex-BVPI 212) Average re-let time (in days) Target
32 days
40 37 36
31 33 2
78 28 27
30 27 » 5 2%
23
21 18
20
10
0 ; ; : ; : :
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YTD 11/12 10/11
-1 -1 Aug-11 -1 10 Nov-10  Dec-1 11 Feb-11 Mar1l  Apr1l  May-11 -11 YTD Target tt
YTD Relettable Voids as % of Stock Jun-10 Jul-10 ug-10 Sep-10 Oct-10 ov-10 ec-10 Jan eb- ar pr: ay:- Jun arge urn
2011/12 | 2011/12 | 2010/11
[Northeast LA 1.06% 1.23% 1.15%  091%  094%  0.89%  0.77%  0.82%  2.05%  2.19%  2.15%  1.90% [MEEEA 2.05%
[Northwest  ~ [EERA 0.73% 1.93% 1.01%  0.41%  095%  0.98%  117%  0.66%  0.63%  0.66%  0.82%  1.09% [WENIA 0.63%
[Homerton G 0.95% 0.84% 0.82%  0.69%  0.73%  0.82%  063%  030%  039%  0.78%  0.62%  0.59% [ 0.39%
Queensbridge and DB 1.09% 0.93% 1.23% 0.93%  0.46%  0.66%  070%  043%  0.60%  033%  0.80%  076%  0.70% KL 0.33%
[Shoreditch % 1.66% 1.97% 217%  2.28%  179%  179%  031%  113%  257%  2.90% = 2.86%  193% [MEICEL 2.57%
TMO / Others 0.90% 0.95% 0.95% 0.46%  049%  0.85%  079%  027%  052%  0.60%  0.74%  0.66%  0.71% | (/.
Hackney Homes Total 1.17% 1.03% 1.30% 1.05%  0.84%  0.96%  0.96%  0.61%  0.66%  1.12%  136%  145%  117% |0 1.12%
LKPI 34 - YTD Relettable Voids as % of Stock Target
2.50% 2.20%
2.00%
1.45%
1.50% 1.30% 1.36%
1.17% 1.03% 1.05% 1.12% 1.17% 1.12%
L00% 0.80% 0.96% 0.96%
0.61% 0.66%
- i i
0.00%
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun 10/11
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End of June

rmance Report PROPERTIES OFFERED, REFUSED AND LET

LIl 32.a Number of Properties offered for Jun-10 Jul-10 Aug-10  Sep-10  Oct-10  Nov-10 Dec-10 Jan-11 Feb-11  Mar-11  Apr-11 May-11  Jun-11 YTD Outturn
011/12 | 2010/11 JIEIINIEYS NP
30 39 33 26 23 24 12 15 23 10 11 15 17 N 147 137 43¢
20 21 14 26 40 17 15 20 12 10 9 13 T s | 17 [k
43 37 33 31 30 18 20 21 12 13 15 18 13 100
27 23 29 13 16 6 7 1 14 10 8 10 (VO 32 [ 134 |
24 25 17 26 21 16 12 12 19 9 7 11 17 HEIE 50
28 20 21 15 6 10 13 13 14 9 13 16 cR] 38 | 167 [
Hackney Homes Total 172 165 147 137 136 91 79 92 94 61 63 83 GO 235 | 1105 | Jn_ Jul  Aug  Sep Oct MNoy Dec Jan Feb Mar Apr May Jun
T T — Jun-10  Jul-10  Aug-10  Sep-10  Oct-10 Nov-10 Dec-10 Jan-11  Feb-11 Mar-11  Apr-11  May-11 Jun-11 YTD | outturn IS 708
2011/12 | 2010/11
110 145 140 107 72 95 58 52 134 50 48 83 CERN 220 | 1123 | 56 500 45, 579
124 101 85 115 147 86 37 109 76 66 50 95 (VLI 240 | 1200 |
189 142 100 97 138 51 82 85 81 73 75 77 G 224 | 1343 |
Queensbridge and DB 102 67 124 55 37 1 22 53 100 40 36 34 G 125 | 764 |
59 96 46 94 68 48 20 82 138 36 12 83 (PO 184 | 836 |
120 73 31 32 10 23 25 75 50 55 36 66 Z7O 144 | 680 |
Hackney Homes Total 704 624 526 500 472 314 244 456 579 320 257 438 G 1137 | 5946 | Jun__ Jul _Aug  Sep Oct Nov Dec Jan _Feb Mar__Apr__May Jun
LIl 33.2 Number of offered properties refused Jun-10  Jul-10  Aug-10  Sep-10  Oct-10 Nov-10 Dec-10  Jan-11  Feb-11  Mar-11  Apr-11  May-11  Jun-11 Outturn [ S
011/12 | 2010/11
20 27 19 19 14 13 7 9 11 8 9 14 112 EETE
16 16 12 24 28 14 5 19 9 7 9 13 15 IES T | 100
28 28 24 20 22 8 14 13 12 11 11 17 (PN a0 [ 185 |
Queensbridge and DB 19 18 21 1 8 2 5 8 10 7 6 7 12 [F7NETTI | so
12 14 8 17 11 7 5 9 10 4 1 10 16
TMO / Others 12 7 5 4 1 5 5 8 6 7 3 10 7 0
Hackney Homes Total 107 110 89 95 84 49 41 66 58 44 39 71 76 Jun  Jul  Au Se| Oct Nov Dec Jan Feb Mar Apr ay  Jun
Jun-10  Jul-10  Aug-10  Sep-10  Oct-10 Nov-10 Dec-10  Jan-11  Feb-11  Mar-11  Apr-11  May-11  Jun-11 100%
011/12 | 2010/11
[ 80.90%  78.60%  83.60% 8220%  73.60% 81.10%  79.30%  75.00%  82.80% 84.00% 79.20% 86.70%  81.70% 80% H 2 = ol =l
[T 83.70%  83.20%  89.40%  89.60% 81.60%  86.00% 59.50% 82.60% 82.90% 84.80% 82.00% 90.50%  90.40% 60% =
[ 82.50%  84.50%  78.00%  76.30%  83.30%  76.50%  80.50%  76.50%  87.70% 84.90%  81.30% 80.50%  84.60% 0%
84.30% 80.60% 82.30% 87.30% 67.60% 4550% 81.80% 79.20% 88.00% 77.50% 77.80%  79.40%  84.60%
ST 74.60%  80.20%  73.90% 81.90%  77.90%  75.00%  50.00% 91.50%  90.60% 83.30% 41.70% 89.20%  88.70% 20%
TMO / Others 83.30% 74.00% 38.70% 59.40%  40.00% 65.20% 60.00% 84.00% 76.00% 89.10% 63.90% 77.30% 86.40% 0%
Hackney Homes Total 83.10% 80.60% 79.70% 81.80% 78.40% 78.30% 72.50% 82.00% 85.70% 84.40% 76.30% 84.90%  86.60% Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YTD 10/11
. Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11  May-11  Jun-11
LIl 33.c Primary refusal reasons 21%
Did not attend viewing 47.70% 50.70% 48.90% 46.70% 43.50% 50.40% 48.00% 47.30% 42.30% 55.60% 44.90% 43.80%  53.00% 46% WDid not attend viewing
Specific requirements 0.00% 120%  0.00%  0.20%  0.30%  0.00% 1.10%  0.00% 120%  2.60% 1.00%  0.30% 2.00% “specific requirements
3.10%  180%  120%  050%  110%  3.70%  0.60%  190%  160%  070%  050%  4.80%  21.00% mProperty facilities
27.90% 18.70%  23.90% 24.40% 21.60% 2150% 20.90% 28.90% 34.10% 2220% 29.60% 26.90%  3.00% mProperty Attributes
6.30%  620%  7.40%  3.40%  430%  450%  4.00%  450%  3.60%  3.00%  260%  4.00%  4.00% Area
15.00% 21.50% 18.60% 24.70%  29.20% 19.90% 25.40% 17.40% 17.10% 15.90% 21.40% 20.20% 17.00% 1%
Jun-10  Jul-10  Aug-10  Sep-10  Oct-10  Nov-10 Dec-10  Jan-11  Feb-11 Mar-11  Apr-11  May-11  Jun-11
16 24 21 19 15 27 13 3 22 16 16 8 11
11 15 15 9 27 16 14 16 1 13 10 8 4
32 20 17 25 23 15 18 19 10 8 10 17 8
8 15 20 10 10 8 4 7 16 5 5 7 3
16 11 14 15 19 13 14 8 16 10 6 8 11
TMO / Others 18 17 23 14 7 7 11 8 17 5 14 14 5
Hackney Homes Total 101 102 110 92 101 86 74 61 92 57 61 62 42 Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun
Performance Indicator(s) Information LIl 33c - Refusal reasons (primary categories): Note from the Performance Team
LIl 32a, 32b, 33a, 33b, 33c & 34 Did not attend = Did not attend viewing. In order to maximise efficiency and reduce
Specific requirements = Need adapted property, internal stairs, no level access to flat. void periods refusal rates should be lower
The above indicators track the number of properties offered, refused, and re-offered (following previous refusals), the percentage of offers = Property facilities = Does not have central heating, no gas supply, no lift in block.
refused (with refusal reasons) and the number of properties finally accepted. Figures are shown over a 13 month period, for comparison Property Attributes = Bedrooms too small, kitchen too small, flat too high up, too many external stairs, lack of storage, has no
purposes (with graphs). garden, needs modernisation, not decorated.
Area = Do not like block, estate, area, area unsuitable for family, unable to attend health facilities, no public transport nearby,
Data source: Performance Team cannot get to work easily, too far from schools
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End of June 2011

erformance Report REPAIRS APPOINTME

LKPI 6 (Ex BVPI 185): Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 YTD 11/12 | Outturn 10/11

Monthly Percentage of responsive repairs Total Total Total Total Total Total Total Total Total Total Total Total Total Total
P: P: P: P P P P P P P: P P: P: P % P

appointments made and kept Al Orders Al Orders Al Orders HOREES Orders HOLRES Orders HOLRES Orders HOLRES Orders HOLREES Orders HOLRES Orders ElED Orders HOLRES Orders (RS Orders (RS Orders Gl oFass

98.09% 786 96.76% 927 97.07% 957 93.00% 843 97.32% 970 98.92% 1017 98.54% 1028 97.96% 931 97.74% 840 98.04% 613 97.92% 576 98.82% 595 98.98% 589 1762 | 97.36% | 10277

m97.59% 498 96.58% 584 97.98% 594 94.72% 530 96.76% 556 98.90% 639 99.24% 655 96.58% 644 97.46% 512 96.49% 399 97.72% 395 99.25% 401 98.89% 360 [:Li 3% 6446

96.97% 760 97.02% 838 95.58% 883 92.77% 788 96.99% 830 98.28% 871 98.04% 866 97.55% 856 96.20% 711 98.25% 571 97.52% 525 98.46% 583 99.28% 559 9 81%

Queensbridge and DB 97.87% 470 99.55% 448 95.87% 508 93.89% 475 96.27% 536 98.78% 575 97.74% 619 98.39% 497 98.03% 457 97.81% 411 98.04% 358 97.81% 366 98.65% 371 LLEVES % | 5812
_%.48% 511 95.46% 485 95.95% 469 94.61% 482 96.92% 520 98.38% 555 98.02% 606 96.91% 550 98.44% 513 97.29% 369 97.25% 364 97.21% 394 98.82% 340 LK 5917

Hackney Homes Total 97.42% 3025 96.98% 3282 96.51% 3411 93.62% 3118 96.92% 3412 98.66% 3657 98.33% 3774 97.50% 3478 97.49% 3033 97.67% 2363 97.70% 2218 98.38% 2339 98.96% 2219 |:l:i:l 37694
TMO / Others 98.22% 225 78.09% 283 86.90% 290 79.67% 300 80.85% 355 82.62% 305 83.89% 329 72.37% 380 62.13% 338 68.45% 206 79.08% 196 70.72% 222 72.61% 241 | /-0 1.18% | 3427
Appointments Hackney Homes YTD totals g'l':rog;; Appointments TMO YTD totals Target
98.00%
100% 100%
X X
] 8
] 0
80% i & 80%
§
=
2 ] 8 =
I & 5] &
60% 60% 5 i o
gl IR I
40% 40%
20% 20%
0% T T T 0% T T T
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YTD 10/11 Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YTD 10/11

Performance Indicator(s) Information

LKPI 6 (Ex-BVPI 185)

This PI measures the percentage of jobs where an appointment was given and kept. The appointment is defined as an arrangement to carry out the repair on a specific date, expressed as a percentage of all responsive repairs ordered where access was required.
Data source: Universal Housing, Servitor, Opti-Time

Data provider: Performance Team

Targets where relevant are owned and set by Property Services

Note from the Performance Team

This is a Delivery plan Indicator.
Polarity: The higher the percentage the better the performance.

The targets for this Pl are reviewed on annual basis as part of Hackney Homes Delivery Plan review .
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Hackney Homes Ltd - Performance Rep: P12 (Responsibility of Property Services)

Performance Indicator(s) Information Jun-10  Jul-10  Aug-10  Sep-10  Oct-10  Nov-10 Dec-10  Jan-11  Feb-11  Mar-11  Apr-11  May-11  Jun-11 Target | Outturn
LKPI 79: Percentage of dwellings Number of Average
LKPI 79: Percentage of dwellings with a valid Gas Safety with a valid Gas Safety Certificate ucr:l:r ° time
Certificate (CP 12's . s i
( ) (CP 12's) overdue | Overduein [PYIEVPREPIEVAEL

Excluding Gas Carcasses (tests where the resident only have
pipe work and no boiler or appliance)

weeks

97.90%  98.39%  98.21% 98.60%  98.85%  99.29% 99.38%  99.19%  98.62%  98.49%  99.04%  99.15%  94.74% 230 8.95
98.80%  98.00%  97.78%  98.98%  99.20%  99.60%  99.57%  99.53%  99.20%  99.20%  98.32%  99.23%  94.74% 146 6.64
97.62%  98.23%  98.59%  98.69%  98.72%  99.54%  99.54%  99.57%  99.18%  98.99%  99.23%  99.33%  94.74% 194 6.44
Queensbridge and DB 98.04%  98.32%  98.33% 98.77% 98.93% 99.60% 99.56%  99.76%  99.04%  98.61%  99.04%  99.44%  95.42% 116 15.24
m 98.40%  98.48%  98.44%  99.28%  99.36%  99.62%  99.54%  99.20% 98.57% 97.89%  98.56%  99.02%  96.80% 76 8.43
Hackney Homes Total 98.21%  98.29%  98.28%  98.82% 98.97% 99.50% 99.50% 99.43% 98.91% 98.66% 98.97% 99.31%  95.39% 853 8.90

Note from the Performance Team
TMO / Others 98.52%  98.57% 98.51%  99.05% 99.42% 99.74% 99.67% 99.53% 99.23%  99.23%  99.45% 99.74%  96.70% 91 10.01 100.00% | 99.23%
This is a Delivery plan Indicator. Polarity: The higher the

percentage the better the performance.

Data source: Universal Housing, Servitor, Opti-time
Data provider: Performance Team

Targets: Owned & Set by Property Services

. . . LKPI 79: Percent of dwellings with a valid Gas Safety LKPI 79: Percent of dwellings with a valid Gas Safety Certificate (CP12) by Month Target
The targets for this Pl are reviewed on annual basis as part of Certificate (CP12) by Neighbourhood 100%
Hackney Homes Delivery Plan review .
Target
99.20%
100% y — — —  — — — — — — g
2
2 3
100% | 94.7a% —sa7Ta%—9aTaN —9542%—25-80% o539y e a
un
80% o
75%
60%
50%
40%
25% 20%
0% 0%
HN QB SH HH Total Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun 10/11
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Hackney Homes Ltd - Performance Repol

EPAIRS CALL CENTRE SATISFACTION AND TELEPHONE ANSWERING

End of June 2011

Performance Indicator(s) Information Quarterly Satisfaction Repairs Call Centre (RCC) & QTR1 QTR 2 QTR 3 QTR 4 QTR 1 YTD Target | Outturn § \ote from the Performance Team
Quality of Work 10/11 10/11 10/11 10/11 10/11 2011/12 | 2011/12 | 2010/11
LKPIs 11 & 12 ! t t t t f / ! LKPI 11, 89, 133 & 9: are all part of Hackney Homes Delivery Plan.. The polarity here is to
Provide the overall resident satisfaction with the Repairs Call LKPI 133 All tenants satisfaction with the landlord's maximise satisfaction levels and increase the percentage of calls answered.
Centre service (LKPI 12) and the quality of repair work carried responsive repair service (Non-STATUS call back 74.68%  73.62%  63.38%  72.00%  65.00% | A0 71.05%
out by operatives (LKPI 11). survey)
L 1‘? . ) . LKPI 12 Resident Satisfaction with the Repairs Call 86.21% 84.43% 82.58% 79.00% 83.00% 83.00% 81.87%
Provides resident perception of the No. of repairs completed on | [gS¥FS
the first visit.
LKPI 89 Repairs Completed on first Visit 76.49% 77.59% 78.00% 80.30% 68.60% 68.60% 82.00% 77.73%
Data source: Based on a sample survey of tenants who had
repairs completed in each quarter.
89.53% 87.65% 91.97% 87.00%  79.00% RS 87.45%
Data provider: External & Internally commissioned survey LKPI 11 Resident Satisfaction with quality of work
(Performance Team)
LKPI 9 & LKPI 10 LKPI 133 All tenants satisfa LKPI'12 Resident Satisfaction with the Repairs LKPI 89 Repairs Completed on first Visit LKPI 11 Resident Satisfaction with quality of
P| P| " A q Call Centre pet work
These Pls summarise the Repair Call Centre’s key responses IandIotdiSesponSVElepaliSsEIvice 87.00%
against target. 100% 100% 100% Target 100% Target
Target 82.00% 90.50%
N/A - Not applicable 72 OgO’V
75% e 75% 75%
Data source: Property Services Repair Call Log System °
Data provider: Property Services
. pery 50% 50% 50% 50%
25% 25% 25% 25%
0% 0% 0% 0%
QTR1 QTR2 QTR3 QTR4 QTR1 YTD 10/11 QTR1 QTR2 QTR3 QTR4 QTR1 YTD 10/11 QTR1 QTR2 QTR3 QTR4 QTR1 YTD 10/11 QTR1 QTR2 QTR3 QTR4 QTR1 YTD 10/11
Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10  Dec-10 Jan-11 Feb-11  Mar-11  Apr-11  May-11  Jun-11 YTD Target | Outts
Monthly Repairs Call Centre Telephone Answeri un u UE P ov ec an € ar pr ay un arge LEEUrn
2011/12 | 2011/12 | 2010/11
Total Volume of calls 15,568 15,979 15,135 17,387 19,040 17,160 23,262 22,992 16,774 15,766 8,818 12,922 13,053 | ELULES 188,092
LKPI 9 % Calls answered 71.42% 70.84% 80.86% 72.88%  77.90%  75.45%  56.46%  40.49%  74.50%  81.73%  89.40%  88.22%  85.41% |\ :yAT/A WRCTE V78 B R NP
LKP1 10 Of those answered % answered within 5 35.00% 17.73% 33.87% 19.88% 24.24% 20.89% 6.16% 0.31% 23.67% 40.82% 54.07% 49.01% 49.38% 50.46% 80.00% 51.74%
rings
LKPI 9 % Calls answered Target LKPI 10 Of those answered % answered within 5 rings
94.00%
100% 0 100% Target
80.00%
80% 8 ® 80%
3 s
)
60% 60%
40% 40%
20% 20%
0% 0%
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YTD 10/11 Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YTD 10/11
11/12 11/12
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Hackney Homes Ltd - Performanc:

port
Performance Indicator(s) Information

Major Adaptations (LKPI 70): Refer to structural work that
requires surveyor inspection and the total cost is estimated to
be in excess of £1,000.

Hackney (Major Adap ): widening doorways
for wheelchair access, over bath and level access showers, re-
sitting toileting facilities, construction of permanent concrete,
installation of stair lifts, or ceiling tracking hoists.

Minor Adaptations (LKPI 69) : Refer to non-structural works
that do not require a surveyor and costs in the range of £0 to
£1,000 (approx.)

Hackney (Minor Adap ): Fitting extra
banister rails, changing standard fitting taps to lever taps,
adjustments to the heights of shower rails, fitting grab rails
internally or externally to assist mobility and navigation of
steps or difference in floor levels.

LKPI 136 Average End to End Time taken for all

adaptations completed: This indicator has been introduced as
a comparator and to be consistent with the House Mark
quarterly PI tracking system to compare. This Pl measures the
overall time taken for all adaptations to be completed.

LKPI 144 Percentage of tenants satisfied with disabled
adaptations to their home. Based on a sample survey of
tenants who had adaptations completed in Quarter 2 & 4.
Data provider: Internally commissioned survey (Performance
Team)

Note from the Performance Team:

The polarity here is to maximise satisfaction levels and
increase the percentage of major & minor adaptations
completed.

End of June 2011

. . Jun-10 Jul-10 Aug-10 Sep-10  Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11  Apr-11  May-11  Jun-11 YTD Target tturn
Major Adaptations
2011/12 | 2011/12 | 2010/11

26 23 2 23 28 27 23 2 14 12 9 8 5 .H
»

100.00% 100.00% (L1000 bt WS REDS
Weeks

Total Number of Work Completions in the period

LKPI 70: Percentage of MAJOR Adaptations completed in 28 weeks 100.00%  100.00% 95.45% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 91.67% 100.00%
LKPI 70: Percentage of MAJOR Adaptations completed in 28 weeks Target
120% 91.00%
100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00%
95.45% 91.67%
100% 8 87.11%
80%
60%
40%
20%
0% T T T T T T T T T T T T T
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YTD 11/12 Outturn 10/11
Jun-10 Jul-10 Aug-10 Sep-10  Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11  Apr-11  May-11  Jun-11 YTD Target tturn
Minor Adaptations
2011/12 | 2011/12 | 2010/11
Total Number of Work Completions in the period 14 10 13 17 14 12 9 24 2 6 8 8 5 -
. . 91% in 9.5
LKPI 69: Percentage of MINOR Adaptations completed in 9.5 weeks 92.86% 70.00% 61.54% 94.12% 92.86% 100.00% 100.00% 100.00% 100.00% 50.00% 88.00% 88.00%  80.00% [:LHil7] Weeks
LKPI 69: Percentage of MINOR Adaptations completed in 9.5 weeks Target
120% 91.00%
100.00% 100.00% 100.00% 100.00%
100% | 92.86% i 92.86% 88.00% 88.00% - 86.00% 87.07%
80% 70.00% :
61.54%
60% 50.00%
40%
20%
0% T T T T T T T T T
Jun Jul Nov Dec Jan Feb Mar Apr May Jun YTD 11/12 Outturn 10/11
e taken for adaptation to complete and customer Jun-10 Jul-10 Aug-10 Sep-10  Oct-10 Nov-10 Dec-10 Jan-11  Feb-11 Mar-11  Apr-11  May-11  Jun-11 YTD Target tturn
satisfactions 2011/12 11/12 | 2010/11
LKPI1 136: At End to End Time taken for all adaptati to b
S 9.35 132 1172 868 991 892 1071 700 904 349 1040 1140 1020 | <Li/l BN
completed (weeks)
LKPI 144: Percentage of tenants satisfied with disabled adaptations to 80.00% N/A N/A 91.66% N/A N/A 83.33% N/A N/A N/A N/A N/A N/A N/A 88.00% | 85.27%
their home (nb: this is reported in Quarters 2 & 4 )
LKPI 136: Average End to End Time taken for all adaptations to be completed (weeks)
14
11.32 11.72 11.40
12 10.71 .
9.91 10.40 10.20 10.70 9.64
10 8.68 8.92 9.04
8 7.00
6
4 3.49
: i
0
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YTD 11/12 Outturn 10/11
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S MAINTENANCE End of June 2011

ATE CLEANING & GROU

Hackney Homes Ltd - Performance Report

Performance Indicator(s) Information
CLEANING: LKPI 07A This Indicator measures estate cleaning scoring from physical inspections carried out by Neighbourhood staff and Estate Services staff. The target for these inspections is 96% scoring A or B as a percentage of all inspections carried out. Only A and B scores are counted as passes.

LKPI 07B This indicator records the percentage satisfaction rate (with estate cleaning) of residents based on a sample of estates in the cleaning programme who have been contacted by telephone.

GROUNDS MAINTENANCE: LKPI 08A This Indicator measures grounds maintenance scoring from physical inspections carried out by Neighbourhood staff, Estate Services staff. The target for these inspections is 96% scoring A or B as a percentage of all inspections carried out. Only A and B scores are counted as
passes.

LKPI 08B This indicator records the percentage satisfaction rate (with grounds maintenance and) in the last month and have been contacted by telephone.

Data source (ALL): Estate inspection database, survey data: Internal/Externally commissioned survey (Performance Team)

Targets where relevant are owned and set by Estate Services Dept

Note from the Performance Team
Scoring is based on the numbers of A’s and B’s as a percentage of all inspections. The definitions for each classification are as follows:- A = Good, B = Acceptable, C = Not passed (re-work) & D = Failed
Polarity: To maximise inspections scores and satisfaction levels. Reduce average time taken to remove graffiti

Jun-10 Jul-10 Aug-10 Sep-10 Oct-10  Nov-10 Dec-10 Jan-11 Feb-11 Mar-11  Apr-11  May-11  Jun-11 Target turn Within the month
state Cleaning - Inspe g : = = <
2011/12 | 2011/12 | 2010/11 A's B's C's D's

83.60% 86.80% 95.10% 93.20% 97.30%  95.40% 95.40% 96.30% 96.70%  97.60% 92.60%  93.50%  94.34% 92.00% 92.20% 94.34% 0.00% 5.66% 0.00%
96.00% 95.00% 94.20% 95.10% 96.40%  97.20% 95.90% 96.20% 95.60%  97.30%  98.20%  97.10%  97.94% [ :Riuabis 92.00% 95.84% 61.65%  36.29% 2.06% 0.00%
98.10% 98.30% 98.90% 98.80% 98.40%  98.60% 98.90% 98.40% 98.90%  98.90%  98.50%  99.10%  99.90% [E:EEt: 92.00% 98.62% 1.07% 98.83% 0.10% 0.00%

Queensbridge and DB 91.80%  89.30%  91.40%  90.00%  92.30% 92.90%  94.80%  91.60%  9580% 96.30% 96.20%  9570%  98.24% XTGP 12.44% 85.80%  1.76%  0.00%
98.20%  98.60%  98.40%  98.40%  98.40%  98.30%  98.30%  98.30%  98.60% 99.90%  100.00% 100.00% 100.00% 90.82%  9.18%  0.00%  0.00%
Number of tasks inspected 15509 17468 17972 18191 14753 14588 16965 19321 | 19306 = 15657 14516 14663 13772 FEEN 7N 5533 8037 202 ()]
Hackney Homes % Passed 93.10%  93.90%  96.20%  9550%  97.10% 97.20%  96.80%  96.50%  97.30% 98.00% 97.80% 97.50%  98.53% 40.18% 5836%  1.47%  0.00%
W7/ () S (e e e, N/A N/A N/A 64.87% N/A N/A 61.64% N/A N/A  5400%  N/A V7N Y 7l 58.00% | 70.00% | 60.72% - - - -
and Q3 intermediate, Q4 external)
LKPI 07A: Estate Cleaning - Inspection Scoring Target LKPI 08A: Grounds Mainte e - Inspection Scoring Target
100% 92.00% 100%
Y N o
80% 8 2 hy 80% 8 b S
& 5 & ! & &
60% 60%
40% 0%
20% 20%
0% 0%
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YTD 10/11 Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YTD 10/11
LKPI 08A: Grounds Maintenance - Inspection Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 get turn Within the month
Scoring 2011/12 | 2011/12 | 2010/11 A's B's C's D's

100.00% 97.10% 98.60% 98.90%  100.00% 100.00%  99.00% 99.10% 99.00%  99.10%  98.40% 100.00% 100.00% 92.00% 99.19% 97.52% 2.48% 0.00% 0.00%
93.10% 93.90% 95.60% 95.40% 95.90%  97.20% 97.40% 97.90% 98.60%  99.50%  98.00%  99.30%  97.86% 92.00% 96.18% 58.56%  39.30% 2.14% 0.00%
99.30% 97.90% 99.00% 99.40% 99.10%  99.40% 99.40% 98.80% 98.90%  99.10%  99.60%  96.40%  99.44% LISV 92.00% 99.04% 0.00% 99.44% 0.56% 0.00%

Queensbridge and DB 87.60%  83.20%  85.30%  82.90%  83.60% 91.70%  91.70%  90.70%  89.90% 96.70% 97.70%  97.10%  99.33% CXTAN TR 9.40%  89.93%  0.67%  0.00%
9430%  95.20%  94.60%  99.40%  95.70% 95.40%  98.40%  95.20%  98.40% 98.40%  100.00% 100.00% 100.00% NG 97.50%  250%  0.00%  0.00%
Number of tasks inspected 2663 2875 2969 2949 2479 2367 2665 3189 3164 2683 2542 2374 2444 7360 33810 900 1518 26 ()]

Hackney Homes Total 95.20%  94.20%  95.90%  95.80%  95.60% 97.10%  97.70%  97.00%  97.50% 98.80% 98.80% 98.32%  98.94% 36.82% 62.11% 1.06%  0.00%

WG () SeiEFEim (el i Eme el N/A N/A N/A 65.06%  N/A N/A  65.77% N/A N/A  59.60%  N/A N/A  73.00% 00% | 70.00% | 63.89% - - - -
and Q3 intermediate, Q4 external)

" o Jun-10 Jul-10 Aug-10 Sep-10 Oct-10  Nov-10 Dec-10 Jan-11 Feb-11 Mar-11  Apr-11  May-11  Jun-11 get turn
Offensive Graffiti removal
2011/12 | 2011/12 | 2010/11
| 6 | naA |

Number of cases 2 3 2 5 2 2 0 0 1 0 2 1 3
LKPI 156: Avg Time to remove ( mins) 01:20 01:35 02:45 01:18 01:00  01:15 00:00 00:00 01:06 0000 0100 00:40  owuio [CEECEN ICEESINGEE
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Hackney Homes Ltd - Performance Repo

SERVICES - SERVICE CHARGES, RIGHT TO BUY AND MAJOR WORKS

End of June 2011

Performance Indicator(s)
Information

LKPIs 14, 15, 16 & 17. LII8

This data displays key statistics of
the Leasehold & Right to Buy
Services.

LKPI 15 shows the % collection
rate for standard service charges.

LKPI 16 shows the service charge
arrears as a % of invoices raised.

LIl 8 displays the number of RTB
applications and income
generated through disposals. The
monthly figures are reconciled on
a quarterly basis to account for
late notification of sales.

Targets: Note: Service Charge
billing occurs in April for current
financial year (2009/10

) and in Sep ber for
previous year (2008/09 actuals)

LKPIs 50, 51,107, 53 & 54. LIl 7
The information presented here
provides a monthly profile of
leaseholders' major works,
invoicing, collections and arrears
positions.

Also provided is data on Section
20 invoices (Notifications to
leaseholders of pending recharge
on major works).

Data source: LRTBS own data
set.

Note from the Performance Team
Polarity here is to maximise service
charge income , whilst reducing
arrears

Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Target Outturn
2011/12 | 2010/11
218M  291M  358M  428M  496M  559M  622M  689M  754M 826M 073M  140m  217M [IEESIVEEEEYE
LKPI 15 Service Charge Collection Rate 107.77% 107.76% 107.05% 106.66% 105.97% 103.61% 102.39% 102.12% 101.60% 104.00% 108.98% 103.00% 105.70% [ETEXISAN TN
LKPI 16 Service Charge Arrears as a % of Invoices raised 23.48%  23.05%  22.47%  27.28%  2553%  24.11%  22.96%  2135%  19.81%  1862%  1818%  1800%  18.02% [NEENIAMIEREE
LKPI 17 Service Charge Arrears Cumulative YTD (£) 1.86M  1.83M  178M  208M  195M  18M  175M  163M  151M  142M  146M  148M  145M | 1.42m |
113 RTB and Income (cou) Jun-10  Jul-10  Aug-10  Sep-10  Oct-10  Nov-10 =~ Dec-10  Jan-11  Feb-11  Mar-11  Apr-11  May-11  Jun-11 [PIFEVEER EGITIY
2010/11
e ] 9 8 7 16 8 12 8 7 15 16 13 12 O 32 | 120 |
Offers Made Over The Year (5125 notices) 6 11 4 9 1 6 11 12 9 14 4 12 6
Number of Sales 4 2 1 2 0 1 1 0 1 0 2 3 0
Annual Sales (£) 085M  034M  014M  033M  000M  047M  027M  000M 014M 000M 040M 052M oooM [EFEVIN YV
LKPI 14 Service Charge Collection Cumulative YTD (£) Target LKPI 16 Service Charge Arrears as a % of Invoices raised ;’:rg;;
£10.00 M 30%
£8.00 M 24%
£6.00 M 18%
£4.00 M 12%
£2.00M 6%
£0.00 M 0%
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun 10/11 Jun Ju Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun 10/11
Major Works Performance data Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Target Outturn
2011/12 | 2010/11
LKPI 50 Major Works Invoices Raised YTD (£) 334M  431M  504M  536M  553M  646M  654M  691M  745M  7.89M 024M o51M  o09sM [EEIIEETY
LKPI 51 Major Works Collection Cumulative YTD (£) 201M  272M  332M  3.89M  445M  496M  567M  618M  672M  730M 0s59M  112M  1s55M  [EEIVINIEENY
SRR GRS 6006%  63.01%  65.83%  7255%  8057%  76.80%  86.63%  89.47%  90.23%  92.45%  24848% 219.00% 162.00% [N BRI
percentage of invoices raised
LKPI 53 Major Works Arrears Cumulative YTD (£) 496M  542M  581M  571M  576M  564M  548M  571M  554M  548M  542M  520M  s539v [V
L ection 20s Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 2011/12 | Outturn
YTD 2010/11
T:tal number of Section 20s served with leaseholder 01 621 215 214 249 31 o 127 194 264 278 97 330 705 m
charges
Total value of Section 20s served (£) 028M  043M  027M  018M  022M 005M 000M  010M 016M 042M 032M 028M 0.83M [ELCLVNIERAAY
LKPI 50 Major Works Invoices Raised YTD (£) LKPI 51 Major Works Collection Cumulative YTD (£)
—o—Target —@—Target
£8.00 M 6.50 M
£6.00 M
£4.00 M
£2.00 M
£0.00 M
Jun Jul Aug  Sep Oct Nov  Dec Jan Feb Mar Apr May Jun 10/11 Jun Jul Aug  Sep Oct Nov Dec Jan Feb Mar Apr May Jun 10/11
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Hackney Homes Ltd - Performance Report

Performance Indicator(s)
Information

LKPI 18 - % of Calls Answered
LKPI 19 - of Calls Answered, %
of those within 5 Rings

Data source:
Telecommunication (Hackney
Council)

Tragets are corporate and set
by HH ICT in association with
Hackney Homes service
managers

Note from the Performance
Team

Note, Revised data provided
by Telephone services now
has new groupings as follows:

- The Estate Environment
services is a seperate division
eff. April 2011. Previously
Estate Environment was
reported as a sub-division of
Residents Services.

- The Residents Services is now
called Tenancy & Leasehold
Services (eff. April 2011). The
new data set now incorporates
NHO and TMO Performance
under this heading .

Chief Executive's Offices is
grouped under Finance and
Resources.

Polarity: Maximise calls
answered and those answered
in 30 secs.
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TELEPHONE ANSWERING

End of June 2011

LKPI 18 - Monthly % of Calls Answered Jun-10 Jul-10 Aug-10  Sep-10 Oct-10 Nov-10  Dec-10 Jan-11 Feb-11  Mar-11  Apr-11  May-11  Jun-11
Departments / Divisions
Chief Executive's Offices 83.00% 84.97% 87.57%  85.73% 5.20% 87.74% 84.46% 87.01% 86.36% 85.71%  87.76% N/A 81.78%
Estate Environment Merged with Property Services effective April 2011
Finance and Resources 79.48%  80.79%  83.49%  81.32% 51.16% 80.92% 79.30% 81.48% 78.15% 77.45% 80.00% 78.80%  80.00%
Tenancy and Leasehold Services 82.41% 82.17%  80.83%  82.81% 43.63% 81.55% 75.65% 82.08% 78.11% 80.35% 81.85% 77.96% 81.77%
Property Services 72.18%  70.89%  70.40% 68.21%  23.08% 66.71% 58.76% 67.97% 67.00% 65.42% 76.47% 73.78%  69.89%
NorthEast NHD 80.89%  78.22%  80.77%  78.95%  38.46%  79.01% 81.30% 79.78% 78.90% 77.01%
NorthWest NHD 85.72%  84.28%  83.33%  85.09% 7.69% 82.67% 81.27%  79.57%  79.45%  80.61% )
Merged with Tenancy &
Homerton NHD 77.92%  75.70%  78.56%  79.10% 77.31% 78.28%  79.53% 78.56% 80.76% 81.01% Leasehold Services (eff. April
Queensbridge & DB 78.03%  75.35%  74.98%  75.42% 77.69% 76.98% 79.85% 78.99% 77.13%  76.06% 2011).
Shoreditch NHD 81.36%  80.85%  80.02% 81.91% 80.41% 79.32% 80.42% 80.36% 80.49% 77.21%
TMO / Others 74.84% 72.53% 77.77% 76.64% 77.21% 78.84% 78.01% 77.35% 80.30%  79.33%
Hackney Homes Total 78.21% 77.19% 77.70% 77.41% 75.70% 76.15% 72.47% 76.69% 75.22%  75.09% 77.09% 76.05% 71.42%
Sl R e 0 Juk10 Aug-10 Sep-10  Oct-10  Nov-10 Dec10  Jan-dl  Feb-11 Mari1l  Apr-ll  May-11  Jun-11
seconds (excluding Repairs Call Centre)
Departments / Divisions
Chief Executive's Offices 98.91%  99.66% 100.00% 99.92%  99.73% 100.00% 99.73%  99.92% 99.81% 99.66%  99.06% N/A 98.84%
Estate Environment Merged with Property Services effective April 2011
Finance and Resources 97.56%  99.15%  99.20%  99.22%  99.58%  99.59%  99.64%  99.53%  99.18% 98.94%  99.71%  99.70%  99.70%
enancy and Leasehold Services 98.75%  99.85%  99.86%  99.81%  99.80% 99.83%  99.71%  99.89%  99.79%  99.91% 99.81% 98.88%  95.21%
Property Services 90.53% 94.16%  93.63% 94.48% 93.10% 92.40% 90.33%  92.69% 93.76% 93.07% 96.51% 96.74%  97.15%
NorthEast NHD 96.62%  98.60%  98.86%  98.73%  98.55%  98.94%  99.25%  99.32% 98.70%  98.29%
NorthWest NHD 99.23%  99.76%  99.82%  99.84%  99.77%  99.79%  99.76%  99.64%  99.62%  99.85% )
= Merged with Tenancy &
Homerton NHD 86.19%  95.61% 94.49%  95.43% 97.14% 97.16% 97.78%  96.94%  98.88%  98.87% Leasehold Services (eff. April
Queensbridge & DB 94.76%  98.74%  97.92%  97.17%  98.11% 98.86%  98.52%  98.39%  98.52% 97.75% 2011).
Shoreditch NHD 96.84%  99.11%  98.88%  98.69%  99.10%  99.15%  99.34%  99.13%  99.50%  98.60%
TMO / Others 92.22% 97.33% 98.64% 98.28% 98.24% 98.15% 98.45% 98.31% 98.59% 97.97%
Hackney Homes Total 94.52% 97.57% 97.36% 97.71% 97.54% 97.35% 96.83% 97.43% 97.67% 97.53% 98.32% 97.97% 97.49%
Target
100%
100%
g
80% 80% E
g
60% : 60%
40% 40%
20% 20%
0% 0%
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YTD 10/11 Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YTD 10/11




Hackney Homes Performance Rep

Performance Indicator(s) Jun-10 Jul-10 Aug-10  Sep-10 Oct-10 Nov-10  Dec-10 Jan-11 Feb-11 Mar-11  Apr-11  May-11  Jun-11 11/12 YTD Volume

. LKPI 154a Visitors to the Office seen within 5
Information

minutes

LKP 154a Visitors to the Office  [YpF 94.25% 88.21% 91.60% 92.98%  5.20%  95.90% 96.38%  94.02% 94.56%  91.64% - - 90.74% = 1307 1186

SR I B L North West 97.51% 98.11% 96.63% 98.59%  55.16% 98.69% 97.50% 95.04%  94.35% - 92.85% 91.13% 91.04% 2591 2376

This PI measures the percentage o o o o o o o o o o o

of Visitors to Neighbourhood ek 89.32% 91.70%  94.64% 90.47% 51.16%  95.09% 96.94% 94.00% 93.83% 91.88% 88.11% 81.91%  89.59% | 4558 3945
i . N Queensbridge and DB 87.42% 88.27%  88.52% 89.36%  43.63% 92.84% 94.88% 93.43%  93.84% 95.75% 96.28% 96.96%  96.60% 2012 1925 G

Offices being attended to within

e S Shoreditch 94.23% 94.27%  95.42% 90.60% 23.08%  87.42% 92.81% 92.06% 96.59%  93.74% - - 90.10% LVER 90.10%

Hackney Homes Total 92.15% 92.02% 93.28% 92.15% 38.46% 94.52% 96.00% 93.80% 94.43% 92.90% 90.87% 88.00% 91.34% ﬂmm 90

LKPI 154b Visitors to the Office
interviewed within 15 minutes. LKPI 154a Visitors to the Office seen within 5 minutes (by NHO) LKPI 154a Visitors to the Office seen within 5 minutes (Total)
This Pl measures the percentage Target Target
of Visitors to Neighbourhood 90.00% 90.00%
Offices requiring an interview 100%
. P . 100%
being seen within 15 minutes.
X
NA - Not available 80% 80% E!
Data source: MMR a
Data provider: N'hd
60% 60%
Targets where relevant are
owned and set by Tenancy &
40%
leasehold Services Dept 40%
20% 20%
0% 0%
NE NW HM QB SH HH Total Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun
o1 1E o Office interviewe Jun-10 Jul-10 Aug-10 Sep-10  Oct-10 Nov-10 Dec-10 Jan-11 Feb-11  Mar-11  Apr-11  May-11  Jun-11 11/12 YTD Volume Target | Outturn
Total
e m 2011/12 | 2011/12 | 2010/11
orth Ea 94.74%  89.29% 96.00% 90.00% 90.48% 95.12% 90.70% 52.00%  85.29%  90.32% - - 82.35% 9 % | 90.61% |
0 e 78.21%  87.67%  82.26% 81.55% 73.17% 91.90% 88.50% 79.37%  73.39% = 78.57%  66.67%  69.33% 186 136 73.12% | 90.00% | 82.68%
omerto 100.00% 100.00% 99.67% 99.56% 99.52% 99.47% 100.00% 100.00% 100.00% 100.00% 100.00% 99.78% 99.68% 1022 1020
Queensbridge and DB 87.27% 90.91%  96.15% 94.87% 92.50% 88.14%  90.32%  95.35% 91.67% 94.48% 95.45% 60.00%  90.74% 221 198
ored 100.00% 98.80% 100.00% 98.51% 98.51% 100.00% 98.77% 99.36%  99.45%  99.48% - - 98.89% 89 98.89% 98.81%
© © © Hackney Homes Total 97.44%  96.48% 97.08% 94.39% 91.27% 95.17% 96.21% 93.86% 93.01% 98.10% 94.72% 96.77%  93.49% m 1457 94.86% | 90.00% | 95.96%
Pola a e the be LKPI 154b Visitors to the Office interviewed within 15 minutes (by NHO) Target LKP1154b Visitors to the Office interviewed within 15 minutes (Total)
ee and interviewed Target
T 90.00% 90.00%
g e and inconvenience %Y 100%
0 ome
X
2
80% 80% 3
(]
60% 60%
40% 40%
20% 20%
0% 0%
NE NwW HM QB SH HH Total Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YTD
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Hackney Homes Ltd - Performance Report RESPONSES TO COMPLAI

& ALL

HER TYPES OF WRITTEN COMMUNICATION

Performance Indicator(s) Information
LKPI 13 % of letters, faxes and emails responded to within target time (10 working days)
LKPI 24 % of Mayor enquiries completed within target time - (within 10 days)

LKPI31 % of FOI Requests actioned in target time (within 20 days), LKPI59 % of stage twos upheld LKPI 72: Number of Ombudsman enquiries

LKPI 22 % of Board Member enquiries (ME) completed within target time - (within 15 days)
LKPI 25 a % of stage 1 complaints completed within target time (within 15 days) ,

LKPI 110: % of O i & enquiries. inating in local

LKPI 111: % of formal complaint (Stage 1 & 2) responses completed within target time (15 working days)

Data source: Respond Data provider: Performance Team
Targets are corporate and set by HH in association with Hackney Homes service managers

Note from the Performance Team

Polarity: These PI's in the main measure the speed and efficiency of responses to various customer enquiries, complaints, FOI's and representations made by Clrs, MP's, MEP's, and the Mayors ennquiries. The main objective is to maximise responses and reduce average time taken to respond.

Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Month Volume YTD YTD Volume Target
Total L duein Answeredin ot Totalduein Answeredin
received in °m_;‘:'" Time in Jun- | PL0kk bk b) me[:“m YD RRION 2011/12 | 2010/11
Jun-11 1 11/12

A I occ3%  88.00%  8684% 45 38 33 78
0.00%  27.27% 85.71% 100.00% 100.00% 100.00% 100.00% 100.00% 75.00% 55.16%  83.33% 100.00% 100.00% 8 8 8 17 18 17
88.00% 80.00% 93.15% 89.04% 91.84% 89.06% 80.00% 84.81% 90.65% 51.16% 96.74%  98.89%  91.76% 92 85 78
33.33% 100.00% 100.00% 0.00%  100.00% 66.67% 100.00% 0.00%  0.00%  43.63% 100.00%  N/A 0.00% 6 5 0

Total 81.40% 74.74%  94.69% 89.90% 88.16% 92.38% 86.27% 87.50% 91.11%  23.08% 95.93% 96.64%  87.59% FECIN 93.12% | 91.00%

17.00 26.00 21.00 16.00 12.00 12.00 0.38 18.58 2112 17.46 18.99%

e A e e [ 0.00%  10000%  75.00% 2 76.92%

LKPI 25a: Stage One
Complaints

LKPI 150: Average time taken to respond

to stage 1 complaints (working days) 2100

24.00 25.00

Estate Environment Services 0.00%  0.00% 100.00% 20.00% 40.00% 60.00% 50.00%  0.00% 100.00%  0.00% N/A N/A 100.00%  N/A 1 1 50.00%
Property Services 27.27%  16.67% 66.67% 50.00% 16.67% 100.00% 57.14%  60.00% 100.00% 40.00%  25.00% 100.00%  90.00% 7 10 9 82.61%

Complaints

LKPI 23 % of Members enquiries completed within target time - (within 10 days),
LKPI 25 b % of stage 2 complaints completed within target time (within 15 days)
LKPI 109: Stage 2 complaints (within 12 months of Stage 1 complaint response) as % of Stage 1complaints,

End of June 2011

0%

40%

20%

LKPI 25a: Stage One Compl S

Target
91.00%

N/A 0.00%  0.00%  0.00%  000% 000% 000% 000%  0.00% N/A N/A N/A N/A N/A
Total 17.65% 20.00% 66.67% 41.18% 23.08% 66.67% 60.00%  60.00% 100.00% 37.50% 33.33%  100.00%  84.21% 9 81.08%
66.67% 80.00%  65.00% 40.00% 25.00% 33.33% 75.00% 7273% 57.14% 33.33%  75.00% 81.25%  54.55% 70.97%
g 20.45% 10.20%  6.09%  16.67% 16.25%  5.66%  9.71%  5.71%  5.88%  6.50%  4.88%  574%  6.38% m
LKPI 31: FOI Requests 75.00% 61.54% 78.57% 54.55% 88.89% 73.33% 58.82% 71.43%  60.00% 50.00% 55.56% 66.67%  81.82% 9
100.00% 0.00%  0.00% 50.00% 71.43% 0.0%  40.00% 100.00% 100.00% 100.00%  0.00% 1 75.00% 4 80.00% | 75.86%

settlement

Tenancy & Leasehold Services 71.43%  86.05% 58.70% 33 46 27

3 3
¥ 80.00% 78.13% 82.76% 80.95% 7895% 75.00% 86.67% 89.47% 85.00%  96.00% N/A  100.00%  45.45% 5 11 s IBEA 90.00%
2 54.76% 90.24% 91.67%  83.78%  76.92%  88.64% 77.36% 8529%  86.96% 8125%  64.00% 82.46%  61.19% 62 67 41 EXAEEA
2 75.00%  0.00%  0.00%  0.00%  50.00% 0.00% 100.00% 100.00%  0.00% N/A N/A  100.00% N/A N/A N/A N/A X 90.00%

Total 63.75% 83.54% 85.90% 78.57% 75.58%  85.07% 82.42% 86.44% 87.50% 8537%  68.33% 84.62%  78.18% 100 124 73 69.90% | 90.00% | 82.47% [g

A N  5000%  6667%  44.00% 25 2 1 X 90.00% | 70.19%

53.85% 45.45% 64.29% 52.63% 73.33% 80.00% 64.71% 100.00% 72.73% 73.33%  N/A N/A 0.00% 1 1 0 90.00% | 98.22% |&

Property Services 60.00% 100.00% 55.56%  83.33%  68.75%  50.00% 70.59% 100.00% 88.89% 57.14% 44.44%  33.33%  42.86% 20 21 9 90.00% | 77.05%

N/A  50.00% 100.00% 100.00% 0.00%  0.00%  0.00%  0.00%  25.00%  N/A N/A N/A N/A N/A N/A N/A 90.00% | 28.57% |il

Total 54.00% 67.86% 62.96% 65.63% 66.67% 62.16% 68.57% 100.00% 77.36%  65.22% 47.06% 61.11%  42.55% a6 a7 20 90.00% | 70.00%
L e N, c::7  46.86%  48.75% 989 958 467 [

Estate Environment Services 97.91%  97.47%  99.30%  97.83%  98.73%  98.52%  99.34%  97.20%  99.39%  97.83% 100.00% 100.00%  100.00% 4 3 3 . 10 9 9 91.00% | 94.10%
Property Services 79.49%  80.49% 96.77%  92.59%  79.17% 90.48%  81.25%  87.10%  89.58% 94.20% 87.88% 93.75%  94.74% 21 19 18 92.86% 71 84 78

5.00

0.00

5.00

0.00

5.00

0.00

respond to stage 1 complaints

Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YTD 10/11

038

Target
17.00

Corresponden

100.00% 100.00% 100.00%  0.00%  100.00% 0.00%  75.00% 100.00% 50.00% N/A  100.00% 100.00%  0.00% 1 1 0 66.67% 3 3 2 91.00% | 72.73%
Total 96.09% 92.28%  98.88% 93.71% 92.76%  89.18% 97.70%  95.72%  98.39% 94.08% 54.73% 48.77%  49.75% 1015 981 as8  GEAN 2833 2848 1457 | 94.73% |

LKPI 13 - Correspondence o LKPI 24: Mayor's Enquiries 90.00% 100% LKPI 23: Members' Enqu 90.00%
100% — 100% 100%

LKPI 25b: Stage Two Complaints

Target
91.00%

§

80%

84.62%
82.47%

60%

78.18%

61.11%

I 42.55%

§ § §

Feb Mar Apr May Jun YTD 10/11

Jun  Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun YID 10/11

Aug Sep Oct Nov Dec Jan Feb Mar Apr May

£
H

YD 10/11

60% BN
a
4 @
8
40% H 40%
- . - i .
0% 0% . . . . . 0%
Jun Jul Jun Jul Aug  Sep Oct Nov Dec Jan Aug  Sep Oct Nov Dec Jan

Feb

Mar

Apr

May

[

o
)

84.21%

35.77%!

Jun YTD 10/11
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y Homes Ltd - Performance Report STAGE 1 COMPLAINTS BY SUBJECT MATTER End of June 2011

Jun-10 Jul-10 Aug-10  Sep-10 Oct-10 Nov-10  Dec-10 Jan-11 Feb-11 Mar-11  Apr-11  May-11  Jun-11 YTD 11/12

Subject Matter Categories
Total % of Total

ompensa 8 6 5 6 13 2 11 11 6 15 0 0 (N o | 0.00% |
10 4 9 13 2 4 13 1 4 10

17 24 17 16 21 5 12 18 12 37 1 7 ¢ HEW

8 3 10 4 6 7 2 10 6 9 0 7 3

9 6 7 2 6 5 1 6 7 9 0 0 1

7 4 10 8 6 4 10 3 3 6 0 8 A 33

1 1 2 2 0 5 1 7 1 0 0 0 o NN

4 2 3 0 4 0 5 5 3 2 2 3 1

0 0 0 0 0 0 0 0 0 0 0 0 1
Rentsissues [ 0 1 1 0 1 0 0 4 0 0 1 1

84 89 89 105 118 108 152 272 139 218 61 51 85

1 0 0 0 0 0 0 1 1 0 0 0 ¢ | 1

o 1 o o o o 0o 0o o o
2 2 4 5 2 4 3 1 3 7 0 0 B o | 0.00% |
other [ 20 20 20 21 16 15 25 13 19 8 16 B 50 | 14.58%
Hackney Homes Total 167 163 174 179 201 166 225 361 202 335 91 97 155 IEE N

Top 7 - Subject Matter Categories (excl. Others)  Repairs & Maintenance

14 Estate Management Issue
M Decent Homes
M Crime & Anti-Social Behaviour

4 Employee Behaviour or Attitude

- 10%
-4
1% 3% 573 M Resident Participation
Performance Indicator(s) Information Note from the Performance Team
LIl 3 - ENQUIRIES BY SUBJECT MATTER this is an information item to show the breakdown and range of complaints enquiries loged

This page provides a summary of the type of complaints and Members enquiries received within Hackney Homes.

Data Source - Respond
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Hackney Homes HUMAN RESO ES (SICKNESS ABSENCE) End of June 2011

QTR1 QTR2 QTR3 QTR4 QTR1 Outturn Performance Indicator(s) Information
Human Resourees 10/11 10/11 10/11 10/11 11/12 2010/11
Ex-BVPI 12 - Average days Sickness, data is shown for 12 months rolling and year to date for current year.
4.65% 4.77% 4.74% 4.73% 5.20% Ex-BVPI 16a - Proportion of staff with a disability
LI 29 - Proportion of staff without a disability
LI 30 - Proportion not declaring disability status.
communities 50.19% 50.06% 49.75% 50.00% 55.16% LKPI 80 - Proportion of top earners (women)
LKPI 81 - Proportion of top earners (BME)
43.27% 43.41% 44.26% 45.02% 51.16% LKPI 82 - Proportion of top earners (disabled)
EX -BV17a - Proportion of staff from BME communities
SRS SRS SRS SOZEES CEGER Data source: Sickness data - HR database, Staff profiling data -Resources link
Data provider: Human Resources and Performance Team
21.74% 21.74% 25.00% 25.93% 23.08% Targets are corporate and set by HH HR Dept. in association with Hackney Homes service managers.
Note from the Performance Team
Polarity: The objective here is to maximise the diversity of Hackney Homes staff to reflect the borough population. In terms of sickness the
3.67% 0.95% 1.88% 1.62% 2.93% objective is to minimise sickness levels, hence the lower the value the better the performance.

NI GE 10 10 10 10 10 10 10

LIl 47: 12 month rolling Average Working Days lost due to Jul-09 to Jun-  Aug-09 to Jul- Sep-09 to Aug- Oct-09 to Sep- Nov-09 to Oct- Dec-09 to Nov- Jan-10 to Dec- Feb-10to Jan- Mar-10 to Feb- Apr-10 to Mar- May-10 to Apr- Jun-10 to May- Jul-10 to Jun- Target urn
11 11 11 11 11 11 011/12 2010/11
hief Executive 1.43 1.43 1.14 1.14 1.00 1.00 1.00 1.75 2.75 2.43 2.43 3.24 3.24 [ nA [ 243 ]

15.45 15.36 15.70 16.19 16.19 16.55 16.88 17.44 17.34 17.49 17.49 17.79 18.22
inance and Resources 5.71 5.55 5.45 5.08 4.62 428 4.10 4.04 3.33 3.09 2.75 2.56 2.58 [ nA [ 309 ]

roperty Services 11.40 10.62 10.48 10.38 10.27 10.78 10.91 10.97 11.19 11.59 11.82 11.98 12.24 11.59

New structure as from April 2011, previous year data not applicable 4.99 5.61 6.16

11.67 10.91 10.89 10.85 10.75 11.25 11.25 11.47 11.45 11.81 11.40 11.62 11.91 11.81

mim
E#'ﬂ 20
S HEHE
2 HEAE
< oJ %
x [ 2
o I« s,
3 1 a
o k1 o
e @
= 3
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o 7

w
o
2
3
m
8

LKPI 113 (Ex BV12): Annualised YTD Avg Working Days lost Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11
i 011/12 2010/11
hief Executive 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.90 2.45 2.43 0.00 5.29 3.53 [ nA [ 243 ]
12.40 13.00 14.19 16.15 16.83 17.48 17.85 18.03 17.58 17.49 14.31 14.06 15.05
inance and Resources 3.93 3.28 3.20 3.18 3.24 2.99 3.09 331 3.15 3.09 0.93 1.27 1.75

roperty Services 8.24 8.85 8.99 9.64 10.00 10.86 10.88 11.29 11.58 11.59 6.58 8.10 9.97 11.59
3.84 3.03 2.60 2.32 2.33 2.70 2.53 2.47 2.33 2.45 11.11 9.78 9.03
8.41 8.75 9.13 10.04 10.51 11.29 11.40 11.71 11.72 11.81 9.17 9.50 10.40
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Long Term Sick BVPI 12 Average days lost through sickness abs ( Annualised) T;rg;t
. . . (Over 28 days) 12
YTD profile of sickness: 1to13days 14to27days over28days Grand Total Movement from
last period

10

Chief Executive Office Nolof Em'ployees i O 0 1 ©
Days of sickness 3 0 0 3 0 8

Estate Services No of Em'ployees 47 6 11 64 +3
Days of sickness 169 111 610 890 -1 6

Finance and Resources Molof Em'ployees A 0 O v ©
Days of sickness 33 0 0 33 0 4

Property Services No of Em'ployees 64 13 8 85 +2
Days of sickness 229 251 420 900 -1 2

Tenancy & Leasehold Services Molof{Fmployiees =8 U 3 53 0
No of Employees 162 150 139 451 -2 0

Total No of Employees took sick leave 184 26 22 232 0 Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun__ 10/11
Total Days of sickness 596 512 1169 2276 +4
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Homes Ltd - Perf ANTI SOCIAL BEHAVIOUR, NUISANCE AND HARASSMENT

T
AMA4/LII 44; ive cases AMA4/LII 44a - Li
/ 10/11 10/11 10/11 10/11  11/12 740 illEaaE v elcases
North East 134 139 92 187 0 800
609
113 121 83 72 1 00 574 sa9
116 42 57 100 1 v
Queensbridge and DB 117 29 33 53 0 373
[shorediteh [ 76 67 86 0 400
Estate Safety 123 104 1 2 0 200
. &7 | 8 40 | 49 60 0
Total Live 749 574 373 549 609 aTRt QTR aTRs aTRa QTR
Performance Indicator(s) Information
ASB Satisfaction Survey Results @ @iz Qe @R hisEl
10/11 10/11 10/11 10/11 11/12 2011/12 | 2011/12 | 2010/11 The purpose of this page is to provide a summary of ASB activity across the
LKPI 61 a: Satisfaction with how complaint was dealt with 60.00%  47.06%  52.05%  35.00% 39.00% [ECNA FIEYAN | neighbourhoods using the Housemark ASB benchmarking club definitions as the
LKPI 61 b: Satisfaction with outcome of complaint 50.00% 45.16% 49.33% 35.00%  44.00% i YA/ ¢/ | basis for reporting new cases and actions taken
AM1/LI1 43 - New cases Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10  Dec-10 Jan-11 Feb-11  Mar-11  Apr-11  May-11  Jun-11 YTD Outturn
011/12 | 2010/11
North East 42 42 27 30 17 32 22 47 60 37 40 36 34
24 14 12 16 8 11 4 17 11 8 11 21 I 60 |
20 10 21 12 25 24 14 36 19 22 20 16 17
50 27 16 17 17 5 6 2 7 14 10 6 14

Shoreditch [ 29 17 10 11 16 18 25 20 21 10 19 11
Neighbourhood Total 161 | 122 | 93 | 8 | 78 | 8 | e | 127 [ 17 | 102 | 9 | 98 | 108 [IEEEN
Estate Safety 14 3 0 0 0 0 1 1 0 0 0 0 G 5 |
5 | T A - T SR 21| 59 |
184 128 98 86 82 91 66 134 119 107 95 107 117 |ECEEETE

Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11  May-11  Jun-11 YTD tturn
2011/12 | 2010/11

Hackney Homes Total

AM4/LII 44b & LIl 44c: Closed Cases

27 45 27 26 1 35 55 45 15 17 0 9 EO 39 [ 342 |
7 9 12 1 12 11 5 20 18 15 0 3 5
8 15 33 12 64 14 24 16 5 20 0 0 2
14 24 46 43 48 6 3 4 3 0 0 0 1
13 0 0 0

shoreditch | 24 15 13 12 3 33 16 15 2

Neighbourhood Total | e | 17 | 133 | 95 137 | 6 120 101 s 78 0 12 38

Estate Safety 27 122 i 0 0 3 0 0 0 0 0 0 0

[ e s [ T [ s [ A e e T
98 245 139 99 140 75 145 102 58 79 0 12 39

LIl 49: Total Resolved Cases

Lis0- ber of Closed Not: lved a4 9 9 9 9 8 6 2 5 1 0 0 2
Total closed cases 102 254 148 108 149 83 151 104 63 80 0 12 41
Satety Grand
Count of Multiple Incident Type (for current live cases) Neighbourhood Housing Offices (NHO) Safety Total
Total
NE NW HN QB SH
0 0 0 2 o 2 o [l o2
0 0 0 0 o o o [T o
0 0 0 0 o o o [ o
[Crackdown [N 0 0 2 o 2 o [l o2
4 5 0 0 3 [ o o w
6 3 2 1 2 [ 2 2 8
4 0 0 0 o a0 [ oa
0 0 0 0 o e o [
8 4 1 5 s [ 1 [ s
Nose O 20 14 14 18 [[les ] o [d0 [ 105 3%
0 0 0 0 2 [ o0 e 2 2%
0 2 0 0 o 2 o [l oa 1%
5 0 2 o o a0 aais | U
6 3 4 2 2 [ o a1 Hlcohol Related
0 0 0 0 o o o [ o mVandalism and Damage to Property
0 1 0 o o @ o oo 1 omer el vioonce
0 0 0 0 1 e o e mDomestic Abuse
o 21 o o B o Ehmaa | gebweeenei
Verbal Abuse/harassment/threatening behaviour/inti n 9 9 15 2 7 a2 0 o a W Verbal Abuse/! / i iour/intimi
Grand Total 71 49 49 28 40 237 3 18 258 =Noise
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Hackney Hom TIONS TO TACKLE ASB End of June 2011

Performance Indicator(s) Information
The purpose of this page is to provide a summary of ASB activity across the neighbourhoods using the Universal Housing ASB case management system as the basis for reporting actions taken

_ Jun-10 Jul-10 Aug-10  Sep-10  Oct-10 Nov-10 Dec-10  Jan-11  Feb-11 Mar-11 Apr-11  May-11  Jun-11 YTD | Outturn
2011/12 | 2010/11

NorthBast [ 28 12 19 0 28 15 11 9 20 9 20 1«

Northwest [ 13 4 9 1 4 4 12 1 2 5 6 R 14 |

Homerton 2 4 1 1 8 6 4 3 1 3 I

2 2 15 12 0 0 0 0 3 2 0 [ 2 |

shoreditch [ 12 11 5 0 7 2 7 9 9 8 7 I 20 | 87

Neighbourhood Total 27 57 46 46 0 a7 27 34 22 35 25 33 | 83 | 447

Estate Safety 0 0 0 0 0 0 0 0 0 0 0 0 o [

TMO / Others 5 1 2 7 1 1 2 6 2 3 2

Hackney Homes Total 32 57 a7 a8 47 a8 27 35 24 a1 27 36 | 90 |

Estate :
Count of Multiple Action Type (for all cases closed in 2011- 5 . . T™MO Grand Standard Actions Type (cases closed 2011-12) by
. Neighbourhood Housing Offices (NHO) NHO Total Safety Total Total Case Office

Total
NE NW HN QB SH 23%

2 0 5 5 %
ABC - New Case 0 0 0 0
1 0 2 3 %
2 0 2 2 54%
9 5 16 17 14%
1 0 2 2
21 10 39 a3

Standard Actions Total 36 15 66 72

Enforcements Total (cases closed 2011-12)
by Case Office

0%

100%
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ossession Orders
Enforcements Total

Referra,l Total (cases closed 2011-12)

by Case Office
mail A Social Referral Form 0%

2
" 0%
mail Safer Homes Referral Form

47%

ocial Services Referral 33%
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Hackney Homes Lt or Repo DIVERSITY INDICATORS

Performance Indicator(s) Information Note from the Performance Team

% of tenants on whom the landlord has diversity information:

LKP135a - Age LKPI 135B - Gender LKP1 135C - Ethnicity LKPI 135D - Disability Polarity: Aim to maximise the groups percentage on all diversity profiles
LKPI 135E - Sexuality LKPI 135F - Religion of Belief LKPI 135G - Transgender

Diversity Categories QR QTR2 QUR3 QIRS QURL Target Quarterly Tenants diversity data

10/11 10/11 10/11 10/11  11/12 [ELIEVEE]

LKPI 135a: Age 7090%  71.21%  77.42% N/A  7823% -
LKPIl135b; Gender 92.54%  91.86%  51.80% N/A  90.28% !

50%
LKPI 135d: Disability 22.94% 22.72% 10.17% N/A 21.09% 30.00%

100% 95.00% o—Target

75%

25%

LKPI 135e: Sexuality 2179%  21.59%  9.45% N/A  21.07% -

LKPI 135f: Religion 30.18%  29.81%  15.61% N/A  24.91% [REENO]
o 0% L 1

LKPI 135g: Transgender 10.00% Age Gender Ethnicity Disabil : R

North East North West Homerton Queensbridge and DB Shoreditch TMO / Others HH Total Outturn 2010/11
AMZ1/LII 43 - New cases
Number % Number % Number % Number % Number % Number % mm

3611 74.38% 2410 80.20% 3721 82.91% 2429 82.84% 2170 77.06% 2643 73.13%
_ 4017 82.74% 2300 76.54% 3604 80.30% 2404 81.99% 2375 84.34% 2560 70.84%

1216 25.05% 635 21.13% 877 19.54% 659 22.48% 597 21.20% 590 16.33%
gerer

% of tenants on whom the landlord has diversity information

HAge mGender  mEthnicity
100%
M Disability mSexuality mReligion
75%
50%
25%
© ©o ©o o o0
0%

North East North West Homerton Queensbridge and DB Shoreditch TMO / Others HH Total Outturn 2010/11
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Hackney Homes Ltd - Performance Report

Performance Indicator(s) Information

INVOICE PAYMENTS

Note from the Performance Team, Key to charts
Asset Management : AM

Ex-BVPI 08, Ex-BVPI 08a (non-delegated) & Ex-BVPI 08b (delegated). This PI measures the % of undisputed invoices paid on time (30 days).

The numerator is total invoices paid within 30 days. The denominator is total invoices paid this month.

Targets are corporate and set by HH Finance Team in association with Hackney Homes service managers
Data source: Cedar, and Congo's Reports

Finance & Resources : F & R
Property Services : PS

Balance Sheets : BS

Estate Services : ES
Tenancy and Leasehold Services : T & LH
Property Services (Capital) : PS - Capital

Hackney Homes Total : HH Total
Polarity: Payment of contractual invoices is a Gov't and Council wide corporate priority, therefore our

End of June 2011

Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 Nov-10 Dec-10 Jan- - - - - -
LKPI 112 (Ex-BVPI 8) - Monthly percentage of un. u ug: ep: cf ov. ec: an-11 Feb-11 Mar-11  Apr-11  May-11  Jun-11 Target | Outturn
undisputed invoices paid on time (30 days) 2011/12 | 2011/12 | 2010/11
Asset Management - - - - 5.20% - - - - - 93.33% 100.00% 68.42%
Estate Services = = = = 55.16% = = = = = 100.00% 97.30%  98.27% | EEREYA BERAVZS
97.69% 96.40% 94.79% 86.78% 51.16% 92.76% 90.43% 93.67% 98.18% 95.72% 96.11% 91.00% 88.76% 93.63% 92.50%
79.25% 80.05% 86.25% 81.20%  43.63%  95.04% 91.81% 91.19% 97.40% 97.76%  97.62%  92.71%  96.05% | LIV AL 7N I K
Property Services 85.44% 85.26% 93.28% 93.25% 23.08% 91.92% 96.30% 85.87% 95.47% 95.02% 93.87% 83.02% 93.47% 90.37% 92.50% 88.31%
Property Services (Capital) 91.28% 96.26% 97.06% 94.08%  38.46% 91.67%  95.28% 64.00% 96.99% 94.17%  85.03%  94.85%  98.04% | CrAlrr i |RRErACT 7N M) W )
Balance Sheets - - - - 7.69% - - - - - - - - 92.50% _
Hackney Homes Total 86.21% 86.64% 92.02% 88.91% 94.63% 92.81% 93.94% 85.57% 96.60% 95.81% 93.58% 88.88% 94.65%
LKPI 112 (Ex-BVPI 8a) - Monthly percentage of Jul-10 Aug-10 Sep-10 Oct-10  Nov-10  Dec-10 Jan-11 Feb-11  Mar-11  Apr-11  May-11  Jun-11 Target | Outturn
undisputed invoices paid on time (30 Bl 2011/12 | 2010/11
days)(Hackney Homes non-delegated budgets) / / /
- - - - - - - - - 100.00% 100.00% 100.00% ELINITZ
- - - - - - - - - 100.00% 90.91%  64.29% N IEAIEEEA
96.15%  92.92%  92.31%  95.41% 94.78%  97.22%  92.65% 100.00% 94.97%  97.85%  88.16%  99.01%
Tenancy and Leasehold Services 83.93%  94.62%  95.71% 89.19% 96.55%  98.65% 97.30% 96.92%  98.94% 100.00% 98.28%  94.44% 4 | 93.46% |
Property Services 100.00% 98.78% 94.67% 100.00% 98.53% 98.39% 98.53% 92.86% 100.00% 100.00% 96.61% 96.77% 94.00% 97.40%
Balance Sheets = = = = = = = = = = = = =
Hackney Homes Total 93.79% 92.39% 95.14% 93.98% 94.78% 96.30% 98.08% 96.19% 97.06% 97.26% 99.08% 93.87% 95.37%
LKPI 112 (Ex-BVPI 8b) - Monthly percentage of Jun-10 Jul-10 Aug-10 Sep-10  Oct-10  Nov-10 Dec-10 Jan-11 Feb-11  Mar-11  Apr-11  May-11  Jun-11
undisputed invoices paid on time (30
days)(Hackney Council delegated budgets)
- - - - - - - - - - 87.50% 100.00% 80.00%
- - : : - : - : - - 100.00% 98.41%  97.22%
97.98%  96.61%  96.94%  82.11% 99.11% 90.57% 86.21% 94.44% 96.34%  96.80% 94.25% 92.74% 84.91% NI
Tenancy and Leasehold Services 77.71% 78.35% 83.20% 77.58%  89.38%  94.53% 90.00% 89.34% 97.53% 97.49%  96.15%  90.30%  96.95% | CLIE-EF/ RN 7 Y A )
Property Services 83.70% 83.10% 92.40% 93.01% 94.55% 91.17% 96.03% 84.07% 95.80% 94.34% 93.15% 80.86% 93.08% 89.62% 91.00% 87.03%
Property Services (Capital) 91.28% 96.26% 97.06% 94.08%  98.78%  91.67%  95.28% 64.00% 96.99% 94.17%  85.03%  94.85%  98.04% | rAlrr/o|RRCE N7 Mk B A
Hackney Homes Total 84.40% 84.94% 91.13% 87.68% 94.59% 91.95% 93.06% 83.25% 96.50% 95.43% 92.15% 87.55%  94.50% | ciUyp/0 RGN IR
Target
BVPI 8 (Total of BVPI 8A + 8B) Target BVPI 8 A - Hackney Homes non-delegated budgets [FS" Ogo% BVPI 8 B - Hackney Council delegated budgets Target
92.50% : 91.00%
100.00%
97.20% 98.37% 96.13 98.34%
100% | 94.59% 95.75% 93639 95-73% 90379 92.42% 92.55% [100% 95.56% ! % |1100% o1.67% 94-53% cov 9242% 9167%
T 80.65%
80% 80% — 80%
60% 60% 60%
40% 40% 40%
20% 20% 20%
0% 0% 0%
AM ES F&R T&LH [ PS- BS  HHTotal AM ES F&R T&LH Ps BS  HHTotal AM ES F&R T&LH PS PS-  HHTotal
Capital Capital
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Hackney Homes Ltd - Performance Re

HOUSING LEGAL DISREPAIR CLAIMS

End of June 2011

Performance Indicator(s) Information

DEFINITION:

Please note that there are no nationally
agreed guidelines as to the exact definition
of a disrepair claim. Hackney Homes
employs the widest possible definition
which includes:

1. Cases where proceedings have been

issued under either Sec. 11, Landlord &
Tenant Act 1985 or Sec 79, Environmental
Protection Act 1990

2. Counterclaims to rent arrears actions or
service charge arrears action.

3. Proceedings issued by leaseholders for
disrepair

4. Solicitor’s letters that refer to ‘disrepair’;
outstanding repairs; or the Housing
Disrepair Protocol

£ Jun-10 Jul-10 Aug-10  Sep-10 Oct-10 Nov-10  Dec-10 Jan-11 Feb-11  Mar-11  Apr-11  May-11  Jun-11
Newcases ~ [EC 4 10 14 7 13 5 19 21 24 0 8 7
3 2 2 1 0 1 0 3 1 6 1 1 0
No. where proceedings issued 0 0 0 0 0 0 0 0 0 0 1 0 0
Insurance claims 0 0 0 0 0 0 0 0 0 0 0 0 5
Total Live caseload 258 256 258 263 264 274 267 284 298 317 0 328 329
350 Live Caseload 328 329 30
300 284
250
200
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jun Jul Aug  Sep Oct Nov Dec Jan Feb Mar Apr May Jun
May-11  Jun-11

Total TMO arrears
Grand Total Disrepair Arrears

LIl 48 Disrepair claim Percent f li

1'18%
tenancies

LIl 12 Percent f claims with legal pr in

e ercentage of claims with legal proceedings 13.28%

8
22.22%
22.22%
75.00%
£7,500

Jul-10

1.18%

15.02%

Jul-10

66.67%
33.33%
83.33%
£4,087

Aug-10

1.14%

15.14%

Aug-10

25.00%
12.50%
75.00%
£7,250

Sep-10

1.12%

15.48%

Sep-10

44.44%
44.44%
66.67%
£4,364

Oct-10

1.18%

16.00%

Oct-10

0.00%

50.00%

Nov-10

1.29%

15.60%

Nov-10

50.00%

66.67%
£40,448

Dec-10

1.27%

14.76%

Dec-10

12

58.33%
33.33%
0.00%
£3,643

Jan-11

1.40%

14.05%

Jan-11

Feb-11

1.40%

14.05%

Feb-11

50.00%
0.00%
28.57%
£2,400

Mar-11

1.47%

15.14%

Mar-11

42.86%
20.00%
20.00%
£3,126

_ Jun-10  Jul-10  Aug-10  Sep-10  Oct-10 Nov-10 Dec-10 Jan-11  Feb-11 Mar11  Apr-11

Total Neighbourhood Arrears £135.27 K £125.76 K £128.93 K £130.80K £128.09K £116.30K £118.53 K £119.05K £121.69K £109.67 K £108.45K £108.07 K £112.67 K
£15.79 K £15.80K £15.66K £1548K £1451K £14.80K £14.57K £15.16K £13.64K £14.07K £13.94K £14.28K £14.01K
£151.06 K £141.56 K £144.59 K £146.28 K £142.61 K £131.10 K £133.10 K £134.22 K £135.33 K £123.74 K £122.38 K £122.35 K £126.68 K

Apr-11

1.48%

14.91%

Apr-11

100.00%
66.67%
83.33%
£2,363

May-11

1.54%

14.86%

May-11

100.00%
33.33%
33.33%
£8,349

Jun-11

1.55%

14.59%

Jun-11

33.00%
0.00%
83.33%
£381

5. Cases referred by the Insurance Section
where the claim appears to be the result of
disrepair as opposed to a one off incident.
Proceedings Issued:

(1) Under L&T Act; EPA or by a leaseholder.
(2) All proceedings including counterclaims
for rent arrears or service charges.
Neighbourhood Profiles

Please note figures for the neighbourhoods
are obtained from Saffron and any
discrepancies arise from leasehold and TMO
properties being excluded.

Repairs Performance

This has been added to monitor/display the
disrepair turn around times. All targets as
per normal repairs, with the exception of
Normal which is 56 calendar days.

Data source: Saffron/ Disrepair database
Data provider: Performance
Team/Disrepair Team

Targets: Targets where relevant are owned
and set by the Disrepair Team

Note from the Performance Team

200K
151K 140k 145K 146K 143K

150K

100K

50K

0K

Overall Performance 87.88%

131K 133K 134K 135K

124K

100.00%

122K 122K 127K

86.49%

94.12%

15

10

Jun Jul

Aug

Closed Cases

Nov

Dec

Jan

Feb

Mar

Apr

May

Jun

Polarity: The key objective of the disrepair
team is to minimise case volumes and
defend disrepair claims against the Council.
Additionally there is also requirement to
ensure legal and damages claims are kept to
a minimum and not to allow rent arrears to
increase.

Repairs Performance by Priority Jun-10 Jul-10 Aug-10  Sep-10 Oct-10

Legal Disrepair
Normal Repairs

100.00%

22.22%

87.50%

Nov-10

87.50%
0.00%
79.25%

Dec-10

95.12%
33.33%
90.91%

Jan-11

76.92%
0.00%
71.43%

Feb-11

75.00%
0.00%
68.18%

Mar-11

68.00%
0.00%

62.96%

Apr-11

35.29%
0.00%
34.29%

May-11

42.86%
0.00%
37.50%

Jun-11

50.77%
0.00%
47.83%

oow | u
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Hackney Homes Ltd - Perfor ASSET MANAGEMEN DECENT HOMES End of June 2011

- 4 (including R 5 ) QTR2 QTR'3 QIR QTR1 ) ranraa outtum NI 158: Decent Homes - % non decent (including Target
ndicator description (including Regeneration Estates ;
g ERE 10/11 10/11 10/11 11/12 2011/12 2011/12 2010/11 Regeneration Estates) 28.00%
40%
LKPI 121 (NI 158) (EX BV184a) (HIP BPSA E13) 32.70% 31.96% 29.19% 28.83% 27.80% 97% 32.70%  31.96%
29.19% 28.83% 28.97%
30%
LKPI 77 Number of homes made decent in period 347 170 631 58 nm
20%
Number of decent homes to date 15,299 15,469 16,115 16,220 mm 10%
Number of non decent homes to date 7,434 7,264 6,643 6,570 ““ 0% —* T T ; ;
QTR 1 QTR 2 QTR 3 QTR 4 10/11
0
Pi i LKPI 155: Resident Satisfacti ith Contract Target
LIl 21: Decent Homes phase 2 (year 3) spending profile STOKE NEWINGTON  SHOREDITCH A SHOREDITCH B HOMERTON 28.46% Str(e;tmar:::er&tles WHOLE 2011/12 e e s ss.ogo%
. D o & EE (Mansell) (Lovell) (Lovell) (Mansell) . i PROGRAMME
Connaught) 93.36% 94.10% 94.02% 96.26%

100%

Approved 2010/11 budget 247 M 6.20 M 1.10M 1.79M 4.17M 2.48 M 18.20 M 75%

50%
Actual expenditure on phase 2 at month (YTD cumulative) 0.36 M 0.35M 0.57 M 0.66 M 0.02M 0.00 M 1.97 M

25%
Value of works completed but not yet paid for 0.04 M 0.01M 0.06 M 0.50 M 0.24M 0.00 M 0.84M 0% r r r

C { lalley ] Lovell
Property Construction Partnerships

Balance of budget rem 2.08 M 5.84 M 0.47M 0.62M 3.90 M 2.48 M 1539 M Services services Ltd Ltd

Performance Indicator(s) Information
This page displays key statistics of the Decent Homes programme Spending Profile
via the following indicators: IM
LKPI 121 (NI 158) (EX BV184a) - % non-decent council homes. 0.01M
Therefore, the target has been adjusted to meet new definitions. |
LKP1 77 (KOI 1) 6M 2 M
Total number of homes made decent in period mValue of works completed
LII21: Decent Homes Phase 2 Expenditure but not yet paid for 21 M
LKPI 155: Resident Satisfaction with Contractors 5M 0.24M
Shows the proportional spend, commitment and uncommitted i = 21 M
expenditure profile for Decent Homes Phase 2 as compared to the am
forecast position for 2009/10. The information reported provides the 20M
budgetary position. 0.04 M
Data source: Asset Management 3mM 0.50 M lActual expenditure on phase 20M
0.00 M 2 atmonth (YTD A

The Decent Homes programme is linked central Gov't capital funding M | 0.66 M cumulative) 19MmM ’
limits. Following the recent Comprehensive Spending review and the X
limitation on capital expenditure Hackney Homes Decent Homes | 19 M
programme has been scaled down considerably. This is because we 1M 1
only received £61.6 M for years 2011-2015.This is less than the £90M - mApproved 2010/11 budget 18 M
we were expecting to complete the programme. 1.10 M

oM 18 M

STOKE NEWINGTON  SHOREDITCH A SHOREDITCH B HOMERTON 38.46% Street Properties

foteltionithelietiomnanceliean (Mansell) (Lovell) (Lovell) (Mansell) (Mulalley & 17M
Polarity: The key objective is to increase the number of homes Connaught) 17 M
meeting the Decent Homes standard and maximise committed
expenditure at year end.
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Performance Repo

of June 2011

Performance Indicator(s)
Information

LIl 40a
hwide Stock Br

All rentable stock (including re-
let table) by neighbourhood
including TMO.

LI1 40b
hwide Stock Br

All leasehold dwellings by
neighbourhood, including TMO,
TMC and Co-op.

Note from the Performance
Team

The stock movements are
monitored and adjusted on a
monthly basis based on
various movements that can
occur throughout the year.

These movements can
included additionsand
reductions resulting from new
builds, Stock transfer,
disposals, buybacks of
leasehold units, Right to Buy
and Housing Association
Leaseback returns etc.

L1140 (a): Boroughwide stock breakdown &
movements - Rentable
North East

North West

Homerton

o]:]e}

Shoreditch

Clapton Park TMO
Cranston TMO

Downs TMO

Lordship TMO

‘Wenlock Barn TMO
Housing Assoc Leased
TOTAL

LI 40(b): Boroughwide stock breakdown &
movements - Leashold + Freehold with Service
North East
North West
Homerton
BQ
Shoreditch
Clapton Park TMO
Cranston TMO
Downs TMO
Lordship TMO

ower TMO
Wick TMO
Wyke TMC
Arden TMO
Wenlock Barn TMO
Housing Assoc Leased

_.
g
>
E

Monthly stock reconcilation & movements

lapton Park TMO

ranston TMO
Downs TMO

ordship TMO

ower TMO
Wick TMO
Wyke TMC
Arden TMO

Housing Assoc Leased
TOTAL

Jun-10

5,291
3,141
4,605
2,999
2,917

793
160
170
185
205
114
100
333
545
1,059
138
22,755

Jun-10

1,965
1,426
1,734
1,124
1,056
374
55
40
77
922
0
18
84
194
418
1
8,658

Jul-10

5,294
3,141
4,604
2,999
2,917

793
160
170
185
205
114
100
332
545
1,059
138
22,756

Jul-10

1,962
1,427
1,735
1,124
1,056
374
55
40
77
92
0
18
85
194
418
1
8,658

Freehold with

Service Chg
Gains Losses
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0

Aug-10 Sep-10
5,297 5,297
3,141 3,141
4,604 4,603
2,999 2,999
2,917 2,917

793 793
160 160
170 170
185 184
205 205
114 114
100 100
332 332
545 545
1,059 1,059
138 138

22,759 22,757

Aug-10 Sep-10
1,959 1,959
1,427 1,427
1,735 1,736
1,124 1,124
1,056 1,056

374 374
55 55
40 40
77 78
92 92

0 0
18 18
85 85
194 194
418 418
1 1
8,655 8,657
Leasehold
Gains Losses
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0

Oct-10 Nov-10
0 5,302
1 3,141
1 4,602
0 2,998
0 2,897
0 793
0 160
170 170
184 184
205 205
114 114
100 100
332 332
545 545
1,059 1,059
139 138
22,738 22,740
Oct-10 Nov-10
1,952 1,949
1,427 1,427
1,736 1,736
1,125 1,125
1,056 1,056
374 374
55 55
40 40
78 78
92 92
0 0
18 18
85 85
194 194
418 418
1 1
8,651 8,648
Rentable
Gains Losses
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0
0 0

Dec-10

5,308
3,140
4,602
2,998
2,897

793
160
170
184
205
114
100
332
545
1,059
138
22,745

Dec-10

1,943
1,428
1,736
1,125
1,056
374
55
40
78
92
0
18
85
194
418
1
8,643

Housing Assoc Leased (HA|

Gains
0

O OO0 0000000000 o oo

Jan-11

5,310
3,141
4,602
2,998
2,898

793
160
170
184
205
114
100
332
545
1,059
137
22,748

Jan-11

1,944
1,427
1,736
1,125
1,056
374
55
40
78
922
0
18
85
194
418
1
8,643

Losses
0

O OO0 0000000000 o oo

Feb-11

5,386
3,141
4,602
2,999
2,898

793
160
170
184
205
114
100
332
545
1,058
137
22,824

Feb-11

1,926
1,427
1,736
1,124
1,056
374
55
40
78
92
0
18
85
194
419
1
8,625

Mar-11

5,388
3,141
4,602
2,998
2,939

793
160
170
184
205
114
100
332
545
1,058
137
22,866

Mar-11

1,924
1,427
1,736
1,125
1,056
374
55
40
78
922
0
18
85
194
419
1
8,624

Apr-11

5,391
3,140
4,604
2,999
2,939

793
160
170
184
205
114
100
332
545
1,058
131
22,865

Apr-11

1,924
1,426
1,736
1,125
1,056
374
55
40
78
92
0
18
85
194
419
1
8,623

May-11

5,391
3,138
4,603
2,999
2,939

793
160
170
184
205
114
100
332
545
1,058
131
22,862

May-11

1,923
1,426
1,737
1,125
1,056
374
55
40
78
92
0
18
85
194
419
1
8,623

Jun-11

5,391
3,138
4,603
2,999
2,939

793
160
170
184
205
114
100
332
545
1,058
131
22,862

Jun-11

1,923
1,426
1,737
1,125
1,056
374
55
40
78
92
0
18
85
194
419
1
8,623

Percentage of total housing by rentable and
leasehold stock

mLil 40 (a): Rentable

14 LI 40(b): Leashold + Freehold with Service Charges

27%

2010/11
5,388

2,998

= T~ s
[ o |0 -
B olw c
=
=

[
~
o

B
o=
o|s

1,058

=
w
~

~
®

22,866

Outturn
2010/11
1,924
1,427
1,736
1,125
1,056

w
N
S

SR
R |
©|s

8,624




ckney Homes Performance Repor

Explanation
Anti-Social Behaviour Contracts

(]

Audit Commission

[a]

-] @® -
-l ® |
3 B = 3

Area Neighbourhood Office

Audit Commission Performance Indicator

Anti-Social Behaviour Order

Black and Minority Ethnic (description of community or individual not of white UK
origin)

to ensure they are being delivered effectively and give value for money

performance

Boroughwide

CRE
<
hl
h-l

]

w
¢}
&
@
<
L
f=
[0}
he}
¢}
o)
=
[=}
g
3
O
>
a
[}
=),
)
=3

CP12 Gas Safety Certificate

Court Applications

Information

The overall reduction in debt since the start of the financial year
Empty properties that require major repairs work, are awaiting funding or are
awaiting disposal

Debt pool Reduction
Development voids

housing meets a minimum standard by 2010
Direct Labour Organisation (i.e. HBM - Hackney Building Maintenance)

Form completed when an instance of harassment is first reported

and any action taken

_ Case conference decision form for harassment
TR ey Legal ervices
_ Housing Management Information System - Saffron

HMT Housing Management Team (former - now called SMT: Senior Management Team)

Housing Trading Services - In house repairs service provider

A forum through which housing organisations benchmark performance information

Human Resources

Local Authority

LBBF London Borough Benchmarking Forum (for example HouseMark)

Local Information Indicator
LKPI Local Key Performance Indicator
Leasehold Valuation Tribunal

Monthly Monitoring Report

Neighbourhood

Not Applicable

OSSARY OF TERMS AND ABBREVIATIO

Best Value - an examination of council services introduced by the current government

Best Value performance indicator - government measure for monitoring the ALMO's

Choice-based lettings - system that allows tenants to bid for properties according to
Cl how many housing register points they have

Statistical term to describe a range with a specified probability that a given parameter
Confidence limits lies within the range

Decent Homes Standard - criteria set down by the government to ensure that social

Investigation and recommendation form - contains further details of harassment case

Statistical term denoting the probability that the figure does or does not lie within the
Margin of er confidence interval (+/-)

USED IN THIS REPORT End of June 2011

Explanation
Nothing to report.
Homes that fail to meet the Decent Homes Standard

Not Direct Labour Organisation (ie External Contractors as opposed to HBM)

Repairs that do not have to be completed within HO-H3 timescales
Not Provided

Non-urgent Repairs
Notice of Seeking Possession.
Notice to Quit

Open housing management system

Performance Against Last Month - Compares the current months performance or
Performance indicator

Possession Order
Prompt Payment Discount
Repairs Call Centre - Call centre for tenants and leaseholders to report repairs

When a new tenancy is created at a previously empty property
Money received from an occupant who is in residence without a tenancy attached to

The total amount of rental income due

s Target timescales for completing repairs
Repair Priorities g P Erep

. . A term used for day-to-day repairs requested by tenants
Responsive repairs v Yy Y v

Racial Harassment

Right to Buy

Right to a Loan

Standard Assessment Procedure (for energy efficiency), used to measure the
fficiency rating of buildings to retain heat etc

Variations in performance due to seasonal factors, such as winter and summer
Seasonal t periods

Sheltered Sheltered accommodation for the elderly and infirm
Service Level Agreement between internal/Council departments
SLUGS Short Life User Groups

Senior Management Team
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SMT

To Be Agreed
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To Be Confirmed

Tenant Management Co-operative (TMOs that were set up before the Right to
Manage in 1994)

Tenant Management Organisation

Top quarter performance scores attained during the previous year (used as a

benchmark), either on a national or London level
No of days/weeks between a property becoming vacant and being relet to a new

tenant
Unauthorised Occupants

Urgent repairs Repairs to be completed within the HO-H3 priority bandings
Properties that are vacant

With effect from

(7 S Weichting
The final performance at the end of the financial year (end of March)
Year to Date (March to end of current period)

@®
o

ERE]
(e]

M
MO

=

Top quartile performance
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