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	1.
	Summary



	
	The report summarises the performance on our key PIs for Quarter 4, and for the year as a whole. 
On 13 indicators out of the 21 indicators where an annual comparison is meaningful, performance improved compared with Q4 last year and on 7 it declined; on 1 indicator, performance was the same.

An addition to the PI on fire risk assessment reviews is presented. 


	2. 
	Recommendations



	2.1
2.2

2.3
	The Board:

Notes the Q4 performance overall and approves the actions being taken as shown in the commentaries in the tables to improve performance where necessary 
Approves the addition to the indicator for Fire Risk Assessments reviews to include progress on implementing the actions identified in the reviews  
Approves a new target for Supported Housing arrears of 4.8% and a new target for sickness absence of 2.5%. 


	3. 
	Highlights 



	3.1 

	The main areas of performance to which the Board’s particular attention is drawn are summarised below: 
· The performance on the resident focus indicators has been very mixed. There have not been sufficient repairs surveys done to produce reliable data for the quarter on the interim contractors.  Customer Services has however achieved their 80% service target for the quarter which has pushed up the overall annual figure to 77.3%, an improvement on all previous years which is an achievement after the difficulties experienced earlier in the year when Richardsons was failing to perform. The proportion of emergency repairs done within the day and end to end times for repairs generally have improved in Q4, but not surprisingly for the year as a whole, these indicators have seen a decline compared with previous years. The overall satisfaction with the landlord has improved markedly in Q4 but we are still showing a decline on previous years for the year as a whole.  Satisfaction with repairs and maintenance has improved markedly in the final quarter of the year and taking the year as a whole, the performance has improved. 

· Complaints performance has been again disappointing at 49% of complaints responded to on time for the quarter. The plan to improve performance in February in Property Services was frustrated by the turnover of staff with the Manager and Senior Surveyor leaving. The performance for the year is worse than previous years mostly because of the disruption on the repairs side. However, the number of complaints about repairs has reduced and performance recently has improved again. It should be noted that we are still investigating some inconsistencies in the reports, the main effect of which is to overstate where targets have been missed. 
· The safety indicator on fire risk assessment reviews has been enhanced to show the follow-up actions taken.

· The income indicators are mixed. Rent collection improved for the year end with rates over 100% in all three rent areas and the arrears target was also met in Supported Housing.  
· The General needs voids relet time is based on only 24 “normal” voids over the year and so represents only part of the picture. We let 86 voids during the year – in addition to the 24 normal voids, 55 were counted as “unlettable” as they needed substantial work (with an average relet time of 71 days) and 7 were given a comprehensive “package improvement” (158 day relet time).  We also let 66 new build general needs rented homes. There is work being done to improve on the processing of voids and minimise delays, largely by improving the monitoring information at each stage of the process. 
· The voids turnaround time in Supported Housing in Table I7 is very lengthy; however, it is important to note that 25% of the void loss has been covered by the local authority where the delays in referrals have occurred. Wolsley House, where we have had high levels of voids for a very long time, was finally sold to the LB Bexley in December and the other high voids scheme, at Queens Road, has now started to be used for its new client group under a block funding arrangement so there is now no void loss. The voids position should improve as a result of these milestones being achieved. 



	3.2
	D1 – Development Programme Delivery 



	
	The development programme is made up of three funding streams 2011/15 Affordable Homes Programme (11/15 AHP), Building the Pipeline (MHC BTP) and the Mayor's Housing Covenant 15/18 (MHC 15/18).
11/15 AHP

100% of the reduced 213 unit programme is completed.  Due to 2 schemes being delayed (Mitcham, Birchfield) we have achieved 76% of completions for the year. The GLA were kept informed of the delayed schemes and as a result, both Mitcham and Birchfield were moved to MHC BTP. 

In overall terms, the 11/15 programme delivered 58 homes for Affordable Home Ownership and 155 for Affordable Rent, for the same level of grant per unit and less 'pro-rata' Hexagon subsidy (but more RCGF+DPF), than originally bid.   Despite the ongoing concerns over delivery risk and non-payment of grant, we have managed this risk such that all schemes will be delivered with the original level of grant.
MHC BTP

93% of this programme is on site and 7% is now complete due to Park View completing ahead of programme in March 15.  The GLA waiver for Virgo F was issued and the later completion date has been agreed.  This programme has increased since the first allocation; we are now delivering 160 homes compared to the 77 unit allocation we first received with the inclusion of Whitehorse Rd, Mitcham Rd and Birchfield which have all moved from the 11/15 AHP.

MHC 15/18

As at end of March we had identified circa 91 units, and we are 75% confident that these will be delivered. However, they do not yet have planning, and until contracts are exchanged on these sites, they are at risk of being 'lost' to another purchaser.  We are considering “subject to planning” deals on these sites in order to secure our interest as early as possible.  As reported to Board in January, we foresee needing to increase the subsidy input into this programme in order to secure the 200 unit programme.  There is a separate paper to Board seeking additional £1m Hexagon subsidy (from trading surplus) for the rented units in the 2015/18 programme which also includes revised assumptions on shared ownership. We are confident of delivering the programme with the additional subsidy requested.  

Conversions
With regards to conversion capacity, we have met the target for 11/15 AHP and MHC BTP and have already generated 25% of the subsidy required for the MHC 15/18.

Hexagon subsidy (from trading surplus)
As at end of March, we were forecasting to utilise 84% of the Board approved subsidy across the 3 programmes (a 'saving' of circa £1.05m) This is as a result of increased market rents and higher surpluses from shared ownership sales. The current position is a 'saving' of £1.018m.



	4.0


	Targets

	
	Most of the performance targets set should be retained for 15/16 but we are recommending that the arrears target for Supported Housing should be tightened from 5% to 4.8%. This is the median performance for Supported Housing providers in the most recent (2013/14) Housemark benchmark indicators.  
We are also proposing that the target for sickness absence can be tightened to 2.5%, the average for the housing sector, in view of the good performance seen this year.  
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