Priority 2, Rents and Benefits, Qtr 3

Performance Insight Insight

How well are we collecting rent What welfare do people receive? How do people pay?

;\n:fears as % ¢:‘f rent ::arged . . et A rollowed Rent and Arrears Collection - . Proportion of tenancies on Housing Benefit Arrears by Benefit Status, Payment methods used, YTD £s received by payment method,YTD
erformance has not been as strong as it was last year. Arrears followe Performance h‘as not been as stron.g as it was last year. Most people claim benefit, sl 2es T e i A Cash (rent card) s still the most Most £s are paid by direct debit,
the typical trend, increasing in December, but the gap between Income collection followed the typical trend, reducing in December but the proportion of Full, Part and ; ) o . :
. . . ! . : who do not claim benefit. popular but it is the most cash (rent card), is also high.
performance this year and last year is reducing. but the gap between performance this year and last year is reducing. No Benefit is a fairly equal split.

expensive to process for LCC.
Direct Debit is also popular.

(Note - Oct 2014 unavailable.)
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BV66a Tenancies who do not claim benefit are Rent Collection and Arrears performance has improved significantly during Q3, and
6 6 % more likely to have arrears. whilst performance remains lower than the same point last year, the gap between

current performance and the same point last year has reduced from 1% at the end of Q2
to 0.38% at the end of Q3. However, the gap to year end target is 1.14% and there is a
risk that year end performance will be below target.

%

People in part time or full time work,
as inferred from benefit status.

Performance is being actively managed to minimise this risk as follows:

* Robust performance management of individual staff and team performance -

BITMO E&NE S&SE WENW mNoHB = Partial HB = Full HB individual performance information is available on a weekly basis and managers are
using this to support / challenge officers to improve performance through 121s and
team meetings.

* Income Recovery Action Plans have been implemented for all areas - these focus on
training, support and robust management.

* Housing Manager Arrears Procedure workshops were held in June / July 2015, to
overview procedure, protocols and performance management.

* An arrears refresher training pack has been developed to support Housing Managers
and Team Leaders in training new staff.

* A programme of arrears management training has been delivered to to all Housing
Officers and Team Leaders by an external trainer , focusing on quality conversations,
negotiation and recording quality data in a debt collection / performance
environment.

¢ Christmas Rent Campaign was undertaken in December 2015.

* A Quarter 4 arrears campaign has started , with a service focus on increasing rent
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Arrears Cases Quick Arrears Profile
Most arrears cases are between £100 and £500

uncollected rent this year * Following recent recruitment, a further 42 housing officers were appointed during

late 2015. This includes officers who will work as part of the Enhanced Income Team
to support tenants in minimising the impact of welfare reform. Most of these officers
have now started in post and will support performance improvements towards the
year end.

* Univesal Credit preparations are well underway for go live on 1 Feburary 2016 for
single unemployed tenants.

No noticable differences between

age and gender were observed. S eSlEesrand

BITMO are worsening.
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WENW £59.67M  £1.18M

Proportion of tenants by Benefit
Status (Full Housing Benefit, Partial
and Full Rent) did not change
between Qtr2 and Qtr3.







