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Your Homes Newcastle Outer West & North   Area Board 

14th July   2008
Service Standard Monitoring

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


	Executive Summary


	In April and May  

   Relocation and Resettlement, Right to Buy and Repairs and Maintenance have been monitored.



	Recommendations
	Board is asked to receive the report, approve the actions being taken to improve performance and agree the revised service standards.



	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
	Martyn Burn – Outer West & North Area Director ext 21146


	SERVICE STANDARDS 



	Relocation & Resettlement
	April
	May
	Performance Update

	We will contact you within 28 days of receiving a referral.
	
	
	Checklist introduced from April 2008. All actions agreed and signed by R&R and tenant.

	We will agree with you how often we will update you about your move.
	
	
	Checklist introduced from April 2008. All actions agreed and signed by R&R and tenant.

	When you have accepted another property, we will contact you within two working days to organise your move.
	
	
	

	We will contact you within five working days after your move to sort out any problems you may have.
	
	
	Checklist introduced from April 2008. All actions agreed and signed by R&R and tenant. Usually a home visit, but occasionally tenant contacted by telephone.


	SERVICE STANDARDS 



	Right to Buy
	April
	May
	Performance Update

	Where all information is available, we will send RTB2 notices to 90% of customers within four weeks. 
	
	
	Achieved see attached Service Standard Monitoring spreadsheet.  

Notices sent 1 week before the legislated timescale

	Following an RTB2 notice, we will send offer notices to 90% of customers:

- within eight weeks from the date of the RTB2 if you are buying a freehold property (normally a house); or 

- within twelve weeks from the date of the RTB2 if you are buying a leasehold property (normally a flat or maisonette). 
	
	
	Achieved see attached Service Standard Monitoring spreadsheet

Offers are sent on average 29 days ahead of legislated timescale

Achieved see attached Service Standard Monitoring spreadsheet

Offers are sent on average 54 days ahead of legislated timescale

	We will respond to 95% of customers who have sent us an initial notice of delay form within one calendar month.
	
	
	No delay notices received.  See attached spreadsheet


	SERVICE STANDARDS



	Repairs & Maintenance
	April
	May
	Performance Update

	For emergency repairs we say we will carry out within four hours, we aim to carry out 99% of those repairs within that time.
	
	
	City Build achieved 100% in April with 1195 repairs due and 1192 completed on time.  In May the KPI was 99% with 1132 due and 1124 completed on time. Making the year to date figure 100%.

	For urgent repairs we say we will carry out within three working days, we aim to carry out 98% of those repairs within that time.
	
	
	City Build achieved 100% in April with 2 repairs due and 2 completed on time.  No 3 day repairs where reported for May.

	For repairs we say we will carry out within seven days, we aim to carry out 96% of those repairs within that time.
	
	
	City Build achieved 100% both in April and May.  With 1685 repairs due for April and 1680 completed on time.  In May 1483 repairs were due with 1479 completed on time.

	For repairs we say we will carry out within 20 days, we aim to carry out 98% of those repairs within that time.
	
	
	100% was achieved both in April and May, with 3290 due for April and 3289 completed on time.  For May 2735 were due with 2735 completed on time.

	We aim to complete at least 95% of repairs at the first visit whenever possible.
	
	
	99% was achieved for April and May, with 10235 due repairs and 10127 completed on time.  In May 8734 were due with 8633 repairs completed on time.

	We monitor how satisfied our customers are with the service and we aim to achieve at least 92% satisfaction.
	
	
	Customer satisfaction is measured by telephone surveys and happy carding.  The combined score for April was 95% with this rising to 96% in May.  In April 1931 of telephone surveys and cards were satisfied with 94 not satisfied.  In May 1742 of tenants were satisfied and 64 replied not satisfied.
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