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HOW ARE WE DOING?

Information for all our staff and residents
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Decent Homes 

· We must meet a Government target of 100% of homes meeting the Decent Homes standard by December 2010.

· We remain on target - at 30/9/10, only 258 of 4,617 homes fail to meet the Decent Homes Standard.

Lettings 
· So far this year, we have re-let empty properties in only 18 days on average, resulting in a very low loss of rental income whilst empty. The South West average is 22 days, whilst 28 days is the national average for ALMOs.
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Rent Collected

· This financial year so far we have collected 97.0% of rent collectable, comparing very favourably with 96.3% at the same point last year. 
Arrears

· At 30/11/10, there were only 200 tenants owing 7+ week’s rent.
· As we work very hard to take early action on arrears, we are very pleased to report that there have been only 2 evictions through non-payment of rent during the first 8 months of this financial year.
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Complaints/Compliments

· All 33 complaints dealt with so far this year were initially responded to within the published 10 day target.

· During October and November we received no less than 23 compliments!
Letters
· We have a target of answering 95% of resident’s letters within 10 days. 
(We have been working on how best to report this figure and are pleased to be able to  report accurately from the next issue of the Performance Summary)
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Quantity
· During April-September 99.6% of emergency repairs were dealt with in time, with 98.9% of urgent repairs, and 98.8% of routine repairs being dealt with in time. This compares very favourably with national averages for the high-performing ALMOs at 99.1%/98.4%/97.7% respectively.
Quality
· So far this year you told us that you were satisfied with the responsive repairs service in an estimated 97% of cases. 



This is the latest of our new monthly performance bulletins. It summarises performance in key areas and includes details of compliments/complaints received and the learning outcomes that have been developed for residents. 

Last year’s performance in detail can be accessed via our website at http://www.yourphp.org.uk/152
If you would like to know more or have any comments on the layout or indicators that could be included in future issues - please contact: Paul Gillett, PHP’s Performance Monitoring Officer on (01202) 264401, or email Paul.Gillett@poole.gov.uk.

Year-on-year trends
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This month’s focus, highlighting a continuous improvement, is on the amount of rent due that PHP collects on time.  

COMPLIMENTS REPORT OCTOBER/NOVEMBER 2010
	Date Received


	Service Area
	Comments

	October 2010
	Disabled Adaptations
	Viv Callender was sent a letter to thank her for all her help and assistance in getting her shower fixed, “you really have helped”

	October 2010
	Repairs & Maintenance
	A resident from Cynthia House telephoned to pass on his huge thanks to John Thornton for everything he has done for him.  John was very helpful and I just wanted to make sure John knows that I appreciate everything he did for me. 

	October 2010
	Financial Inclusion
	Card received for Cath Carter thanking her for all her help and assistance, her application was very successful and will now be far better of financially. 

	October 2010
	Adaptation team and contractors
	Following a visit to complete a final assessment the residents wanted to pass on their thanks and said they were  “extremely pleased with the kitchen and it meets their needs”. They were also very impressed with all the Signpost’s operatives and particularly, Mark the carpenter and his workmanship and hard work. (Please could this be passed onto Mark)



	October 2010
	Financial Inclusion
	Cath gave me a lot of her time, identified what benefits I would be entitled to and helped me complete the necessary forms. She was great.

	October 2010
	Income Team
	Flowers and card sent in for Vicki Collis to thank her for all her help with a resident’s arrears & advice of what to do after the death of her partner.



	October 2010
	Resident Involvement
	Per email:
What is your enquiry about?: Playgrounds
What is your enquiry?: Just some Positive Feedback. 
Over the summer I took my Children (8 and 6 years old) to two Fun day events organised by The Council. One was at the Play area in Oakdale (The big Field next to Adult Learning) the other was of Newfoundland Drive (near the entrance to Sainsbury car park).  Both were excellant and I wanted to pass on my thanks for organising these events.



	October 2010
	Best Value Team – Complaints


	Hi I just wanted to say a huge thank you. I've just got home from work to find you have sorted out my cooker which is fabulous. Thanks again for such a quick reply much appreciated. Message sent via email. 



	October 2010
	Financial Inclusion
	Card received form a private resident for the PHP calendar. 



	October 2010
	Repairs & Maintenance and Contractors.
	The fencing works that were done by Ferndown Fencing are 1st class – thank you – and thank John Thornton” for all their assistance. 

	October 2010
	Repairs & Maintenance and Contractors.
	Call from one very happy customer.

Neil raises an order to unblock a drain and resident called to say thank you as Maintain have been out already and it’s all sorted. She is extremely impressed.

	October 2010
	Repairs & Maintenance and Contractors.
	Call received to thank Neil Mansell for getting George (SSL electrician) out so promptly!!  She is very impressed with our service, and the helpfulness of the contractor.  

	November 2010
	Sheltered Housing Officers
	During a meeting it was noted from residents that Julie Sheppard is doing a very good job and they find her very helpful and supportive. 

	November 2010
	Signpost Services
	A resident wanted to pass on his thanks for the work of our contractor, when attending to the problem with his toilet flush, he’s very pleased with the result. 

	November 2010
	Voids
	Letter received from a new resident thanking Giselle and Lisa for helping to make their move run smoothly, “they went above the call of duty to help, I think their bosses need to know how good they are”. 

	November 2010
	Repairs & Maintenance
	“What a lovely surprise to receive a Tesco Gift voucher & a Jewson Voucher. Thank you very much and they’re greatly appreciated”

	November 2010
	Repairs Helpdesk
	“Dear Ola and Team, Thank you for all that you do” (card received for all the team)

	November 2010
	Repairs and Maintenance
	A resident wanted to pass on their thanks to Gary Nesbitt for helping out with damp problems, “he has been fantastic in sorting it all out for me, what a kind and caring man he is” The letter also stated that the Gentlemen from Gendex and Mitie had also been brilliant. Charlie Adams was also thanked for putting the works in motion. 

	November 2010
	Poole Housing Partnership
	Message left on PHP Facebook page, thanking PHP for a great Take Over Day, “I enjoyed experiencing all the hard work you amazing people do for your tenants and I can’t wait to work with you again, thank you, thank you, thank you”.

	November 2010
	Estate Services
	Call received today from a resident of Nelson Court who wanted to thank Mal the Caretaker for all his help over the weekend.. he was extremely grateful and very pleased with the service given by him

	November 2010
	Repairs & Maintenance
	Following a visit to a resident today regarding a Post Inspection and whilst talking about the bathroom she mentioned, in passing, that the guys who fitted it: “could not have been a better crew” I asked if I could quote her on this and she was pleased to say she would adding that the guys, “were nice blokes and clean and tidy”. 

	November 2010
	Neighbourhood Team  - Housing Officers
	After carrying out a TRV (tenancy review visit) the new residents reported that they were very happy about the TRV process and said that they felt it was a good way of answering tenant’s questions and allaying fears, they had a lot of questions about the government proposals to change secure tenancies. They also said that their mother in law previously lived in a council property and was quite isolated, and a visit at that time explaining the benefits of sheltered accommodation may have been just what she needed

	November 2010
	Helpdesk
	A tenant called to say a big thank you to everyone involved in arranging the repair on their communal dish / aerial, She is extremely grateful.

	December 2010
	Income Team
	Call received to thank Lorraine Meaden & Vicki Collis for all their help throughout 2010.




COMPLAINTS REPORT OCTOBER/NOVEMBER 2010
	Date Received
	Area
	Details
	Upheld
	Learning Outcome
	Action

	11th October 2010
	Rents
	Review of rent accounts.
	Yes
	Resident not given enough time to sign up for tenancy.
	Guidance issued to staff and case reviewed at voids core team meeting.

	13th October 2010
	Neighbourhood Team - 
	Complaint about repairs and level of rent charged.
	Yes


	Tenant mistakenly charged target rent.
	

	14th October 2010
	PHP
	Staff complaint. 
	
	Ongoing.
	Related to disclosure of information. Now at stage 2.

	1st November 2010
	Neighbourhood Team – Housing Officers
	Time taken to install Target Hardening.
	Yes
	Delay in installing various safety measures.
	No further action.

	5th November 2010
	Repairs & Maintenance
	Claim for compensation following alleged damage to resident’s property.
	No
	N/A
	N/A

	8th November 2010
	Voids
	Condition of void property.
	Yes
	All works now completed.
	Keep monitoring standard of voids through surveys and core team meeting.

	19th November 2010
	Neighbourhood Team – Housing officers
	Alleged misuse of a garage.
	No
	N/A
	N/A


PERFORMANCE SUMMARY NOVEMBER 2010 




















