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How did we perform last year? 
 

 Rent Collection 

Rent collected as % of rent due Current rent arrears 

We collected more rent last 
year than ever before.  This 
means more money is 
available to pay for repairs, 
improvements and new 
services.   

 

Current rent arrears 
increased this year by 
£23,000 as we have 
seen more people move 
to housing benefit.  We 
are working hard to 
ensure benefits are 
claimed as soon as 
possible to minimise 
arrears. 
 

 

09/10 Target 97.65%  09/10 Target £183,975  

Number of tenants evicted due to rent arrears Average value of cases entered into court 

11 fewer tenants were 
evicted this year. The 
number of tenants evicted 
equalled 0.25% of all 
tenancies which means we 
far exceeded our target this 
year. We also performed 
better than the average 
(0.41%) but were outside 
upper quartile (0.13%).  

The average value of 
cases entered into court 
increased by £144 this 
year.  This is due to less 
cases being entered into 
court which has 
reduced from 101 to 75 
this year, with a focus 
on helping tenants 
sustain their tenancies.  

09/10 Target 0.53%  09/10 Target £700  
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 Empty Homes 

Number of empty homes available to let Number of lettings to BME tenants 

Performance on empty 
homes has continued to 
be within target and  
well within top quartile. 
This is an achievement 
as Choice Based 
Lettings was launched 
in December and 
performance was 
slightly affected whilst 
the new system bedded 
in.  

W have exceeded our 
target for lettings to 
BME tenants for the last 
2 years running.  We 
will be monitoring this 
closely to see if Choice 
Based Lettings impacts 
on this figure. 

 

09/10 Target 30  09/10 Target 3.8 %  
Amount of rent lost due to empty homes Ave number of days taken to relet empty homes 

The initial move to CBL 
has led to a slight drop 
in performance-this is 
not an ongoing issue 
and performance is still 
top quartile. 
 

 

On average over the 
year it took 22.4 days to 
re-let our empty 
properties. This is an 
improvement of over a 
day from last year and 
is in the top quartile for 
this indicator.   
 
 
  

09/10 Target 0.91%  09/10 Target  22  
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 Antisocial Behaviour 

Urgent cases within timescale Serious cases within timescale 

This year all urgent ASB 
cases have been dealt with 
within our one day 
timescale.  Bringing a 
quicker resolution to 
problems on our estates. 
 

 

This year all 
serious ASB cases 
have been dealt 
with within our 
three day 
timescale.  
Bringing a quicker 
resolution to 
problems on our 
estates. 
 

 

09/10 Target 100%  09/10 Target 100%  

Low level cases within timescale Number of new cases 
 We have continued to deal 
with low level nuisance 
cases within our 15 day 
target.  

 

There was a 
reduction of nearly 
50% in the number 
of ASB cases 
reported last year.  
This could be 
attributed to the 
successful 
partnership 
working in this 
area.  

09/10 Target 100%  09/10 Target NA NA 
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 Customer Care 

% of post responded to within 10 days % of calls answered within 20 seconds 

Response to 
correspondence within 10 
days has reduced slightly 
this year. However 
performance has improved 
each quarter this year, from 
78% in Qtr 1 to 91% in Qtr 4. 

 

We launched the call 
centre in March 2009 
performance on call 
handling has steadily 
improved and in March 
2010, 94% of calls were 
answered 83.5% of them 
within 20 seconds. 

 
09/10 Target 100%  09/10 Target 85%  
No of housing application input within 5 days No of complaints against Green Vale Homes 

 
The large drop in 
performance was due to the 
introduction of Choice 
Based Lettings as we had to 
stop inputting applications 
for over 3 months which 
resulted in a backlog.  
Performance is now back on 
track. 

 

We have improved the 
method of recording 
complaints.  The 
reduction in complaints 
received is mainly due 
to the drop from 134 to 
63 complaints received 
via Repairs and 
Maintenance 
Satisfaction Surveyôs 
indicating increased 
customer satisfaction 
with the service. 
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 Older People services 

% out of hours calls answered in 30 secôs % out of hours calls answered in 60 secôs 

A significant 
improvement on calls 
answered as we worked 
with Astraline to 
improve the service to 
our tenants. 

 

As with % calls 
answered in 30 
secôs we have 
been working with 
our partner 
Astraline to 
improve % 
performance year 
on year. 

 

09/10 Target 80%  09/10 Target 95%  
% care line units installed in 3 days % of visits as per support plans 

We continued year on 
year to deliver careline 
installs to tenants and 
private customers to 
our 3 day commitment. 

 

Down slightly year 
on year due to a 
combination of 
increased training 
and missing visits 
due to bad 
weather over 
Christmas and 
New Year. 
  

09/10 Target 100%  09/10 Target 100%  

 

 Environmental services 
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% Offensive graffiti removed within 4 hours % Open spaces mowing completed  

There has been one  
incident of racist, 
homophobic or other 
offensive graffiti 
reported this year and 
this was attended to by 
the caretaker team 
within four hours of 
notification. 
 

 

Performance 
increased in 
2009/10, however 
our target was not 
reached due to a 
small number of 
sites being 
inaccessible due 
to obstruction or 
dog fouling. 

 

 
 

09/10 Target 100%  09/10 Target 100%  
Removal of hazardous fly tipping within 48 hrs    

There was one report of 
hazardous fly tipping 
this year and this was 
responded to within 48 
hours. There were no 
reports of Flying during 
2007/08 and 2008/09. 
 

 

 

 

09/10 Target 100%     

 
 



[7] 
 

KEY 

 Performance 
Improved 

 
Performance fell 

 08/09 Upper 
Quartile 
(HousemarkΩǎ 
NW Club)  

 
Performance static 

 
 

New Measure 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 Homelessness 

Ave stay in Bed & Breakfast (weeks) Ave stay in Hostels 

We have made a conscious 
effort not to use B&B 
accommodation this year 
and placed people into 
supported accommodation 

 

We have not 
used hostel 
accommodation 
this year and 
placed people in 
supported 
accommodation 

 
09/10 Target 1  09/10 Target 3  

No of homeless preventions Cases rehoused by GVH 
A slight dip on last yearôs 
figures but we are still 
pleased with our 
performance 

 

This data was 
not previously 
recorded so we 
have no 
benchmark to 
measure 
against 

 

09/10 Target 1     


