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Your Homes Newcastle East Area Board 

8th May 2008
Service Standard Monitoring

Report by: Assistant Chief Executive & Director of Business
	Information
	Area Implications
	All


	Executive Summary


	In February and March Newcastle Furniture Service, Sheltered Housing and Community Care Alarm Service have been monitored.



	Recommendations
	Board is asked to receive the report and approve the actions being taken to improve performance.



	Business Implications 

	YHN Mission and Strategic Objectives
	As an element of performance management, monitoring our performance in relation to our service standards can help us achieve all of our strategic objectives

	Value for Money/Efficiencies
	All service standards reviewed will lead to improved performance and in turn improve the efficiencies of the services of YHN

	Resources (financial, property, technological or human)
	No implications 

	Impact on Services/Performance 
	Monitoring service standards will highlight services that are under performing and identify actions to improve these.

	Outcomes for tenants/leaseholders
	Monitoring our performance in relation to service standards and taking action to continually improve our services will ensure increased satisfaction and better use of resources for tenants. 

	Risk (reputation, relationship)
	Failure to monitor performance could place YHN at risk of failing in any of our strategic objectives


	Environmental
	No impact

	Legal Implications
	No implications

	Equality and Diversity
	No implications

	Stakeholder Involvement/Consultation (planned or already carried out)
	From May 2008 we will begin reporting on the service standards again on a rotational basis.  Please see below
May 2008

· Newcastle Furniture Service

· Sheltered Housing Service

· Community Care Alarm Service

July 2008

· Relocation and Resettlement

· Right to Buy

· Repairs and Maintenance

September 2008

· Concierge

· Asylum Seekers Unit

· Your Choice Homes

November 2008

· Stepping Stones

· Modern Homes

· Inline

January 2009

· Leasehold

· Adaptations

· Advice and Support

March 2009

· Community Housing Management

· HASBET
· Customer Service




	Background papers
	Delivery Plan

	
	


	Contact officers
	Allison Hodgson – East Area Director

(0191) 2781555


	SERVICE STANDARDS 



	Furniture Service
	February
	March
	Performance Update

	NFS - We will deliver furniture to you within five working days of you asking us to.  We aim to do this for 93% of all deliveries
	
	
	Feb – 94.5%

March – 97.5%

	NFS - We will collect furniture within five working days of you asking us to.  We aim to do this for 93% of all collections
	
	
	Feb – 97.5%

March – 99%

	NFS - We will visit you within eight weeks of delivering your furniture to make sure everything is all right
	
	
	Feb – 100%

March – 100%

	NFS - We will repair or replace any faulty cookers we have supplied to you within two working days of you telling us about it
	
	
	Feb – 3 days

March – 3 days

	Child safety - We will install your safety equipment within eight weeks of you asking us to
	
	
	Feb – 8%

March – 12%

This is due to the fact that for 5 months we were waiting for the fitter to receive his CRB Check, and we are catching up the backlog, by May we will have caught up and carrying out fittings within our SS.

	Child safety - We will answer any questions within two working days
	
	
	Feb – 100%

March – 100%

	Gardening - We will visit you 11 times a year (eight summer visits and three winter visits)
	
	
	Feb – On target

March – On target

	Gardening - We will answer any questions within two working days
	
	
	Feb – 100%

March – 100%


	SERVICE STANDARDS 



	Sheltered Housing
	February
	March
	Performance Update

	Your sheltered-housing officer will answer 98.5% of all warden alarm calls in one minute
	
	
	Performance at 99% in February & 98.2% in March 2008  

	Your sheltered-housing officer will complete a support plan with you once a year, and will review your support plan after six months
	
	
	Support plans and reviews completed for the year

	We will reduce the number of empty properties in sheltered schemes by 10% every year
	
	
	50% reduction from 112 @ 01-04-07 to 56 @ 31-03-08

	We will reduce missed rent payments for current tenancies in our sheltered schemes by 5% every year
	
	
	50% reduction from £30,689 @ 01-04-07 

To £15,300 @ 31-03-08


	SERVICE STANDARDS 



	Community Care Alarm Service
	February
	March
	Performance Update

	We will visit you once a year to complete a support plan
	
	
	February – 2240 support plans completed

March – 2261 support plans completed

	We will answer 98.5% of all calls in one minute
	
	
	Performance at 99% in February & 98.2% in March 2008  

	In an emergency, if you need a mobile warden, they will reach you within 30 minutes of receiving the call
	
	
	February – 72% of mobile wardens arrived within 30 minutes

March – 71% of mobile wardens arrived within 30 minutes
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