Performance Monitoring Report

City Housing and City Operations Directorates
Homes and Neighbourhoods Cabinet Member
Performance Monitoring Report 2021/22

Month 3 - June

Version 1.2

Performance Monitoring Process
The reporting framework is based on performance against targets, baseline figures, and benchmarking (where it is available).

This report includes Vital Signs KPIs which were approved at Cabinet on 10/11/2020.

Key
Preferred Direction of Travel
'Bigger is better' Performance improves if the result figure is higher
‘Smaller is better' Performance improves if the result figure is lower

Direction Of Travel (DOT)
Performance improves from previous reporting period (bigger is better)
Performance improves from previous reporting period (smaller is better)
No change in performance
Performance deteriorates from previous reporting period (smaller is better)
Performance deteriorates from previous reporting period (bigger is better)

4>V |(>

BRAG (Blue Red Amber Green) Rating
Blue Greatly exceeds target
Green Achieved or slightly surpassed target
Slightly below target but above standard/tolerance
Red Both the target and the standard/tolerance has not been achieved

Reporting period

In-month [KPIis measured on a month-on-month basis e.g. January only

KPl is measured on a quarter-on-quarter basis e.g. Quarter 2 would cover July,
August and September only

In-quarter

The annual result up until that reporting period e.g. the May report's figure would
be the total of the April and May's result (year-to-date)

The current (snapshot) figure at the end of the reporting period e.g. the May
snapshot result would be the figure 'at that moment in time' on 31 May

Cumulative

Snapshot

Year-end |The year-end result for annually-reported KPIs
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Performance Monitoring Report

Vital Signs

Frequency: Monthly DOT: V BRAG: Green Reporting: In-month Preferred direction of travel:
A
We will respond to all council housing emergency repairs in 2 hours Bigg:t’ i: better
atus:
100% - — Q4-20/21 Amber
90% - Qi N/A
80% - Q2 N/A
70% Q3 N/A
60% - s N/.A
Baseline:
50% 87.2%
40% Variance from target (monthly):
30% - +0.2%
20% - Year-end target:
10% 1 98.1%
Benchmark:
0% -
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar N/A
m— Result (2021/22) 98.5% 98.3%
——Target (2021/22) 98.1% 98.1% 98.1% 98.1% 98.1% 98.1% 98.1% 98.1% 98.1% 98.1% 98.1% 98.1%
Standard (2021/22)  94.9% 94.9% 94.9% 94.9% 94.9% 94.9% 94.9% 94.9% 94.9% 94.9% 94.9% 94.9%

Commentary:
KPI reported one month in arrears: The May 2021 result is 98.3% which has surpassed the contractual target of 98.1% (4,440
repairs out of 4,518)

The performance is monitored by the service via daily appointments and monthly performance reports sent to ensure the
contractors remain above the contractual target moving forward.

Breakdown per contractor area; Engie: 98.7%, Wates West Central: 97.9%, Wates East: 98.2%, Fortem: 98.4%.

Frequency: Monthly DOT: b BRAG: Green Reporting: In-month Preferred direction of travel:
A
We will resolve council housing routine repairs within 30 days Bigger is better
Status:
100% - Q4-20/21 Green
90% a1 N/A
80% @ N/A
0 Q3 N/A
70% Q4 N/A
60% - Baseline:
so% | 98.2%
Variance from target (monthly):
40%
+0%
30% - Year-end target:
20% - 92.6%
10% 4 Benchmark:
N/A
0% -
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
m—Result (2021/22)  963% | 96.3%
——Target (2021/22)  92.6% \ 92.6% 92.6% 92.6% 92.6% 92.6% 92.6% 92.6% 92.6% 92.6% 92.6% 92.6%
Commentary:

KPI reported one month in arrears: The May 2021 result is 96.3% which has surpassed the contractual target of 92.6% (13,721
repairs out of 14,243).

The performance is monitored by the service via daily overdue reports and monthly performance reports sent to ensure the
contractors remain above the contractual target moving forward.

Breakdown per contractor area; Engie: 96.8%, Wates West Central: 94.6%, Wates East: 94.7%, Fortem: 98.7%.
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220 voids were let in June 2021 and the average repairs times for these voids was 23.65 days.

The following actions are ongoing and are aimed to continue improvement of the void turnaround performance over the coming months:

- Repairs pilot aimed to reduce repairs timescales which officially commences on 1st July 2021. However, this pilot has unofficially started from 1st April
2021 and both Engie and Fortem have embraced the new timescales. The performance of Wates however has not shown any significant improvement to
date and is being closely monitored by Asset Management.

- Two applicants short-listed for every viewing instead of one (as per current statistics 21% of viewings are not accepted at the first viewing).

- The number of lettings slots available each week has increased due to an increase in lettings officers. This has allowed for a lettings appointment to be
given within 48 hours of the void being accepted at the viewing.

- Integration of the voids and lettings teams.

- Some lettings officers will soon be able to translate certain languages, which will not only save days with booking translators, but also save money from
the cost of the translator service.

- Utilising 'Wise Move' to support customers moving out if downsizing from Birmingham City Council's larger properties, as well as assisting with the
disposal of unwanted items. The service are also investigating a furniture recycling process, which will also help vulnerable tenants.

- Once restrictions are fully lifted, the feasibility of viewings being carried out whilst repairs are being completed is being reviewed.

- Better performance monitoring capabilities have been created to closer monitor the void turnaround performance and in particular from fit-for-letting
to the tenancy start date.

- Investigate the potential for any day tenancy start date.

- SSE portal development which will make it easier to reduce debts on meters in a quicker time. This includes a process recently started to replace as
many meters as possible to smart meters during the repair period.

- Increase the capacity of viewing officers to ensure a viewing is conducted consistently across the 3 void offices within 48 hours (whenever possible)
from the date the void becomes fit for letting.

Frequency: Monthly DoT: V BRAG: Green Reporting: In-month Preferred direction of travel:
A
Percentage of Right to Repair jobs completed against period profile Bigger is better
Status:
100% 1 Q4-20/21 Amber
90% T Q1 N/A
80% Q2 N/A
70% - Q3 N/A
60% - Q4 N/A
50% | Baseline:
40% | 89.3%
) Variance from target (monthly):
30% - +0.2%
20% - Year-end target:
10% 92.6%
0% - Benchmark:
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar N/A
= Result (2021/22) 93.0% 92.8%
——Target (2021/22) 92.6% 92.6% 92.6% 92.6% 92.6% 92.6% 92.6% 92.6% 92.6% 92.6% 92.6% 92.6%
Standard (2021/22)  87.9% 87.9% 87.9% 87.9% 87.9% 87.9% 87.9% 87.9% 87.9% 87.9% 87.9% 87.9%
Commentary:
KPI reported one month in arrears: The May 2021 result is 92.8% which has surpassed the contractual target of 92.6% (4,603
repairs out of 4,959).
The performance is monitored by the service via daily overdue reports and monthly performance reports sent to ensure the
contractors remain above the contractual target moving forward.
Breakdown per contractor area; Engie: 94.5%, Wates West Central: 90.9%, Wates East: 90.2%, Fortem: 96.0%.
Frequency: Monthly DOT: V BRAG: Red Reporting: In-month Preferred direction of travel:
50 Average days void turnaround - excluding void sheltered properties v
40 Smaller is better
. Status:
30 Q4-20/21 Red
20 Q1 Red
10 Q2 N/A
Q3 N/A
0
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Q4 = N{.A
memResult (2021/22) 458 | 444 | 401 azes'ge'
—Target (2021/22) 280 | 280 | 280 | 280 | 280 | 280 | 280 | 280 | 280 | 280 | 280 | 280 S e—
Standard (2021/22) 29.4 ‘ 29.4 ‘ 29.4 29.4 29.4 29.4 29.4 29.4 29.4 29.4 29.4 29.4 +12.1
Commentary: Year-end target:
The June 2021 result of 40.1 days has not achieved the 28 day target. However, this is an improvement of over 4 days from May's performance (44.4 28.0
days) and nearly 6 days from the April performance (45.8 days). Benchmark:
N/A
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——Target | (2020/21) o
Standard ( (2020/21) o
COmmentary:

Lettings were significantly reduced in the period April-June 2020 due to the first COVID-19 lockdown. The service operated
emergency provision only during this period, dealing with the most vulnerable citizens with a particular emphasis on Housing First
clients. There were 341 tenancies with a start date between 1st April and 30th June 2020, of which 284 lasted more than 12
months and 57 lasted less than 12 months.

This equates to a figure of 83% of tenancies starting in Quarter 1 2020/21 being sustained over 12 months. At this point in
reporting the service was underachieving and more work is required to understand in detail why tenancies failed. The Housing
First initiative focused on getting rough sleepers off the streets during the pandemic. These are a particularly vulnerable cohort of
citizens and our stats show that 7 customers sustained a tenancy for less than 12 weeks. This was at the early stages of the
initiative and more work took place to have a joined up approach with the Housing First navigators supporting the customers and
the handover to the complex support team. COVID-19 has had a significant impact with rise in deaths, people staying with
families, or being hospitalised.

More in-depth analysis of the detail around the sustainment of introductory tenancies will be undertaken for Quarter 2 reporting.

NB: This is the Quarter 1 progress commentary update for this annual KPI. The final performance result will be available for
reporting at year-end.

Frequency: Monthly DOT: A BRAG: Blue Reporting: Snapshot Preferred direction of travel:
. . A
o Available properties as a percentage of total stock Bigger is better
Status:
Q4-20/21 Blue
100% 1 — Q1 Blue
Q2 N/A
80% - Q3 N/A
Q4 N/A
Baseline:
60% 1 99.4%
Variance from target:
20% +1.5%
Year-end target:
98.0%
20% - Benchmark:
N/A
0% -
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
[ Result (2021/22) 99.4% 99.4% 99.5%
——Target (2021/22) 98.0% 98.0% 98.0% 98.0% 98.0% 98.0% 98.0% 98.0% 98.0% 98.0% 98.0% 98.0%
Standard (2021/22)  97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0%
Total Stock 60,295 60,269 60,211
Available Stock 59,933 59,881 59,872
Commentary:
The June 2021 snapshot result is 99.5% which has exceeded the target of 98% for this period.
Frequency: Annual DOT: N/A BRAG: N/A Reporting: Year-end Preferred direction of travel:
A
Percentage of tenancies sustained at 12 months (where appropriate) Bigger is better
100% - Status:
90% - Q4-19/20 Green
80% - Ql N/A
70% - Q2 N/A
60% - Q3 N/A
50% 1 Annual KPI as N/A
0% 4 Baseline:
98%
30% - Variance from target:
20% - -
10% - Year-end target:
0% 94%
2020/21 Year-end Benchmark:
e Result  (2020/21) N
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Frequency: Monthly DOT: N/A BRAG: N/A Reporting: Snapshot

Percentage of residents allocated a BCC housing tenancy
2.00%
1.80%
1.60%
1.40%
1.20%
1.00%
0.80%
0.60%
0.40%
0.20%

Preferred direction of travel:

A
Bigger is better

Status:
Q4-20/21 N/A
Q1 N/A
Q2 N/A
Q3 N/A
Q4 N/A

Baseline:
TBC

Variance from target:

Year-end target:

Apr May Jul Aug Sep Oct Nov Dec Jan Feb Mar

EmmResult (2021/22) 45 53 72
——Target (2021/22) 21 43 65 87 109 131 153 175 197 219 241 263
Standard (2021/22) 20 41 62 83 104 124 145 166 187 208 229 250

Commentary:
The year-to-date (April 2021 — June 2021) result is 72 which has surpassed the target of 65 for this period.

The service continues to receive a high volume of Referrals for Assistance (RFA). 489 requests were received this month and for the first quarter, 1,203
requests have been responded to. Disrepair continues to be the main reason for the assistance.

0.00%
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar No Target
Benchmark:
EResult (2021/22) 1.20%  1.90%  1.20% TBC
Commentary:
The June 2021 snapshot result is 1.20%. This is equivalent to 220 new tenancies being let during June 2021. The demand for social housing is high with an
average of 550 new applications received per week to join the City Council's housing register. The service has been able to re-house 1.20% of the people
waiting for accommodation into council properties.
This highlights how important it is to work in partnership with other accommodation agencies in the City to meet the needs of citizens who require
housing. There are in excess 18,250 housing applicants and even if no new applicants applied, it would take many years to re-house the current housing
register.
The Housing Allocation Scheme objective is to enable a fair access to social housing for applicants in housing need and be realistic and informed by stock
availability. The direction of travel is expected to be a continued reduction in available homes unless there is a significant investment in the provision of
additional social housing.
Frequency: Monthly DOT: V BRAG: Blue Reporting: Cumulative Preferred direction of travel:
A
Number of properties improved in the Private Rented Sector as a result of Local Bigger is better
200 - Authority intervention Status:
Q4 -20/21 Blue
[oX} Blue
250 Q2 N/A
Q3 N/A
200 Q4 N/A
Baseline:
150 | 296
Variance from target:
100 4 +7
Year-end target:
263
%01 Benchmark:
i
Jun
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Frequency: Monthly

DOT: A

BRAG: Blue

Reporting: Cumulative

Private sector empty properties brought back into use

300 4
250 -
200 -
150 -
100 -
°] J
0 11
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
I Result (2021/22) 16 50 79
——Target (2021/22) 21 43 65 87 109 131 153 175 197 219 241 263
Standard (2021/22) 20 41 62 83 104 124 145 166 187 208 229 250

Commentary:

The year-to-date (April 2021 - June 2021) result is 79 which has surpassed the target of 65 for this period.

Q4-20/21

Q1
Q2
Q3
Q4

N/A

Preferred direction of travel:
A
Bigger is better
Status:
Blue
Blue
N/A
N/A
N/A
Baseline:
352
Variance from target:
+14
Year-end target:
263
Benchmark:
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Vital Signs

Homes and Neighbourhoods

Frequency: Quarterly DOT: N/A BRAG: N/A Reporting: Cumulative

Preferred direction of travel:

Commentary:
Due to this quarterly-reported KPI being reported a month in arrears, the Quarter 1 performance will be provided within the July
2021 (month 4) performance report.

. A
300 - Number of ward meetings held annually Bigger is better
250 Status:
260 Quarterly KPI 3‘1“2"/ 2 ‘:I'}‘:
150 Q2 N/A
Q3 N/A
100 - Q4 N/A
50 Baseline:
414
0 ; .
QTR1 QTR2 QTR3 QTRae Variance from target:
EmmResult (2021/22) Year-end target:
——Target (2021/22) 69 138 207 276 276
Standard (2021/22) 66 131 197 262 Benchmark:
Commentary: N/A
Due to this quarterly-reported KPI being reported a month in arrears, the Quarter 1 performance will be provided within the July
2021 (month 4) performance report.
Frequency: Quarterly DOT: N/A BRAG: N/A Reporting: Cumulative Preferred direction of travel:
. . A
Annual resident attendee numbers for ward forum meetings Bigger is better
2250 4 Status:
2000 - Q4-20/21 Blue
1750 - [o} 1 N/A
1500 | Quarterly KPI Q2 N/A
1250 - a3 N/A
Q4 N/A
1000 - Baseline:
750 - 1,500
500 - Variance from target:
250 - -
0 Year-end target:
QTR1 QTR2 QTR3 QTR4 2,000
EmmResult (2021/22) Benchmark:
——Target (2021/22) 500 1000 1500 2000 N/A
Standard (2021/22) 475 950 1425 1900
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——Target (2021/22)

Standard (2021/22)
Commentary:

The new scheme for crowdfunding local projects via local Community Infrastructure Levy (CIL) will be launched in the autumn and
therefore it is not possible to provide performance information prior to then.

Frequency: Quarterly DOT: N/A BRAG: N/A Reporting: Cumulative Preferred direction of travel:
. A
100 4 Number of ward plans updated or completed in the year Bigger is better
90 - Status:
80 - Q4 -20/21 Red
70 - 1 N/A
o | Quarterly KPI gz N;A
50 A Q3 N/A
40 - Qa N/A
30 - Baseline:
20 -+ 69
12 ) Variance from target:
QTR1 QTR2 QTR3 QTR4 -
EE Result (2021/22) Year-end target:
69
——Target (2021/22) 15 30 45 69 B
Standard (2021/22) 14 29 43 66 N/A
Commentary:
Due to this quarterly-reported KPI being reported a month in arrears, the Quarter 1 performance will be provided within the July
2021 (month 4) performance report.
Frequency: Annual DOT: N/A BRAG: N/A Reporting: Year-end Preferred direction of travel:
A
Number of people supporting local Community Infrastructure Levy (CIL) crowdfunding Bigger is better
100 - projects per annuum Status:
90 Q4-20/21 N/A
80 Q1 N/A
70 - Q2 N/A
60 Annual KPI Q3 N/A
50 | oY N/A
20 - Baseline:
30 1 TBC
20 | Ta rgets TBC Variance frf:m target:
10 1 Year-end target:
0
2021/22 Year-end TBC
EmResult (2021/22) Benchmark:
N/A
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Frequency: Annual DOT: N/A BRAG: N/A Reporting: Year-end

Total number of buildings either on Community Asset Transfer lease or community

lease
100 |

90 -+
80 -
70
60 1 Annual KPI
50
40 -
30
20 | Targets TBC
10 4

0
2021/22 Year-end

EmmResult (2021/22)

——Target (2021/22)

Standard (2021/22)

Commentary:
Performance for this annual KPI should be provided at year-end.

Preferred direction of travel:

A
Bigger is better
Status:
Q4-20/21 N/A
Ql N/A
Q2 N/A
Q3 N/A
Q4 N/A
Baseline:
TBC
Variance from target:
Year-end target:
TBC
Benchmark:
N/A
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