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RR1 - Same Day Fix
Area Nov Dec Jan Feb Mar Apr May
City 94.09% | 93.31% | 93.82%| 92.70%| 92.99%| 91.28% | 90.98%
No of Jobs 12752 13747 11520 14598 12369 12355 12001
No Met 11998 12828 10808 13532 11502 11278 10919
E&NE 96.72% | 95.35% | 96.01%| 95.21% | 95.88% | 94.53%| 94.92%
No of Jobs 3106 3358 2830 3383 2866 2854 2714
No Met 3004 3202 2717 3221 2748 2698 2576
RR2 - Repairs Completed Within Target
Area Nov Dec Jan Feb Mar Apr May
City 89.06% | 89.18% | 88.15%| 90.72% | 88.54% | 90.27% | 89.55%
No of Jobs 18317 19831 17565 20489 18391 18882 17528
No Met 16314 17686 15484 18588 16283 17045 15696
E&NE 77.50% | 77.86%| 77.83%| 81.68%| 78.70%| 81.03%| 79.92%
No of Jobs 7723 8335 7834 8265 7844 7608 7146
No Met 5985 6490 6097 6751 6173 6165 5711
RR3 - Appointments Kept
Area Nov Dec Jan Feb Mar Apr May
City 95.24% | 95.84% | 95.60% | 94.96% | 92.32% | 94.55% | 94.98%
No of Jobs 10477 9386 10566 10284 10059 9702 9687
No Met 9978 8996 10101 9766 9286 9173 9201
E&NE 92.17% | 95.55% | 92.14%| 90.37%| 84.61%| 90.78% | 89.41%
No of Jobs 3499 2852 3436 3261 3360 3122 2955
No Met 3225 2725 3166 2947 2843 2834 2642




Responsive Repairs
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RR6 - Customer Satisfaction
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RR6 - Customer Satisfaction

Area Nov Dec Jan Feb Mar Apr May

City (excl BITMO) 93.00% | 88.00%| 82.90%| 88.10%| 88.50%| 91.60%| 91.70%
Total Survey 419 445 446 486 585 459 494
Satisfied 387 392 370 428 519 420 454
% Not Satisfied 4.40% 6.10% 7.20% 3.80% 5.50% 4.90% 4.00%
Not Satisfied 19 27 31 18 31 16 19
% Neither 2.50% 5.90% 9.80% 8.00% 6.00% 3.50% 4.20%
Neither 13 26 45 40 35 23 21
E&NE 96.55% | 87.77%| 83.69%| 87.76% | 86.15%| 75.78% | 80.77%
Total Survey 116 139 141 147 195 161 208
Satisfied 112 122 118 129 168 122 168
% Not Satisfied 3.45% 5.76% 8.51% 4.08% 6.67% 9.94% 9.13%
Not Satisfied 4 8 12 6 13 16 19
% Neither 0.00% 6.47% 7.80% 8.16% 7.18% | 14.29% | 10.10%
Neither 0 9 11 12 14 23 21




Responsive Repairs Complaints

Nov 15 Dec 15 Jan 16
E 2 E 2 E 2
o Q o Q o Q
i | g i | E. i | E.
3 | 8 T | 8% 3 | g%
Region/Office 2 & 2 & 5 = 2 & 5 ®
E&NE 48 32 30| 93.75% 48 42| 87.50%
Adaptations
M&E 4 3 2 2
Other 1 L
Planned 3 5 2 2
Responsive repairs 15 8 19 16
Voids 1 1 1
Total 24 16 15| 93.75% 24 21| 87.50%
S&SE 18 30 26| 86.67% 56 50| 89.29%
Adaptations
M&E 2 3 3 11
Other
Planned 2 2 1 3
Responsive repairs 5 10 9| 90.00% 13
Voids 1
Total 9 15 13| 86.67% 28
WE&NW 82 60 52| 86.67% 70
Adaptations 1 1 1
M&E 8 9 8| 88.89% 10
Other 1
Planned 10 4 4 8
Responsive repairs 20 15 12 16
Voids 1 1 1 1
Total 41 30 26| 86.67% 35
CITY (excl BITMO) 148 122 108] 88.52% | 174

Feb 16 Mar 16 Apr 16
LI LI I
@ @ @ (7 [ [}
i | £, i | £, i | E
| gf | g% 3 | 8
Region/Office S £ 5 ® 2 £ 5 ® 2 &
E&NE 40 36| 90.00% 50 44| 88.00% 68
Adaptations 1 1
M&E 10 10 4 4 4
Other
Planned 2 2 3
Responsive repairs 9 7 H 18 15 26
Voids 1 1 1
Total 20 18| 90.00% 25 22| 88.00% 34
S&SE 52 28| 91.30% 46 42| 91.30% 38
Adaptations 1 1 1
M&E 7 2 2 3
Other 1 1
Planned 6 1 1 2
Responsive repairs 12 18 16 11
Voids 1 1 1
Total 26 23 21 19
WE&NW 72 50 38 62
Adaptations
M&E 5 7 6 13
Other 2 2 2 1
Planned 7 2 2 4
Responsive repairs 22 12 7 13
Voids 2 2
Total 36 25 19 31
CITY (excl BITMO) 164 146 124 168




Empty Properties

HMAG - Total Number of Days Void
600
2015 Nov HMAG - Total Number of Days Void
500 Area Nov Dec Jan Feb Mar Apr May
400 M 2015 Dec City 444 470 416 509 516 481 371
300 W 2016 Jan BITMO 10 10 13 4 16 13 16
200 B 2016 Feb S&SE 131 135 112 164 206 195 100
100 52016 Mar E&NE 151 169 167 157 132 119 126
WE&NW 152 156 124 184 162 154 129
0 2016 Apr
Voids 2016 May
CITY (inc BITMO)
BV212 - Average Re-Let Days
BV212 - Average Re-Let Days
40 Area Nov Dec Jan Feb Mar Apr May
35 M 2015 Nov City 30.76 30.47 30.69 30.70 30.52 30.24 28.63
30 2015 Dec BITMO 28.84 28.24 27.98 28.69 28.46 30.55 28.70
25
S&SE 32.66 31.77 32.09 31.58 31.21 35.53 31.17
ig ¥ 2016Jan E&NE 31.21 31.39 3152 32.09 3211 214 25.76
10 2016 Feb WE&NW 29.16 28.93 29.18 29.02 28.84 32.51 29.15
5 ¥ 2016 Mar
0 ¥ 2016 Apr
KPI KPI KPI KPI KPI 2016 May
CITY (inc BITMO) BITMO S&SE E&NE WENW
Moving Homes Customer Satisfaction Moving Homes Satisfaction - From 1st April 2015 to 31st May 2016
1 How satisfied are you with the service you received whilst moving home?
e . . . Total
09 Area Satisfied Not Satisfied | Satisfied Not Satisfied Number %
M CITY (excl BITMO) - KPI
038 CITY 226 28 89% 11% 254 100%
M S&SE - KPI
07  E&NE - KPI E&NE 24 6 80% 20% 30 100%
o6 o WENW - kPl S&SE 83 8 91% 9% 91 100%
WE&NW 119 14 89% 11% 133 100%
05
2016 May
Quality of Life
100% - 5 e
90% ‘What difference has your new home made to your quality of life?
80% Area Big Small No Made things | Big Small No Made things |Total Total %
70% Difference |Difference | Difference |worse Difference | Difference | Difference |worse Number
gg; ENE 19 11 1 61% 35% 3% 0% 31| 100%
400/: SSE 63 19 5 3 70% 21% 6% 3% 90 100%
30% WNW 91 20 8 6 73% 16% 6% 5% 125 100%
20% Grand Total 173 50 14 9 70% 20% 6% 4% 246 100%

10%
0%

ENE SSE WNW Grand Total

B Big Difference ® Small Difference ® No Difference ® Made things worse




