Q4 Apr-23 May-23 Jun-23 a1 July Aug Sept Q2 Oct Nov Dec Qtr3 Jan Feb Mar Qtra Status Year end
76.92% 75.00% 71.43% 84.21% 77.78% 68.42% 90.91% 76.92% 76.74% 88.20% 100.00% 100.00% 96.36% 94.12% 56.25% 96.55% 87.34% e 85.28%
85.20% 77.30% 88.00% 90.60% 85.30% 89.40% 83.00% 92.90% 88.40% 81.98% 89.00% 83.70% 84.90% 94.00% 81.60% 84.30% 86.60% @ 86.90%
100% 100% 100% 100% 100% 100% 100% 100% 100% 100.00% 100.00% 100.00% 100% 100.00% 100.00% 100.00% 100.00% e 100.00%
104.84% 96.03% 99.37% 99.82% 99.82% 104.12% 99.27% 98.50% 98.50% 99.36% 102.32% 106.17% 106.17% 94.90% 101.08% 106.44% 106.44% 6 106.44%
5  Total Number of Complaints Received N/A 52 20 15 19 54 19 1 13 43 17 23 15 55 34 16 29 79 231
6 Complaints Responded to within Target 100% 96.15% 95.00% 100.00% 100% 98.15% 94.74% 100% 100% 97.67% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 6 99.13%
7 | Total Number of contact communications received by Customer Experience Team N/A N/A 9444 9610 10799 29853 12248 12036 11639 35923 10771 10681 10360 31812 10661 9627 9990 30278 127886
8 Percentage of Calls answered by Front line teams 95% 94% 98% 99% 98% 97.00% 98% 98% 98% 97.92% 97.13% 95.74% 93.00% 95.90% 95.00% 96.00% 96.43% 96.59% e 97.18%
9 Average call wait time N/A 02:50 03:52 03:30 03:48 03:43 04:05 03:56 04:14 04:05 03:51 06:05 03:47 04:34 03:54 03:06 04:07 03:42 04:01
10 Average call time N/A 05:50 05:43 05:12 05:35 05:20 04:05 06:02 05:09 05:52 05:40 04:19 05:17 04:15 04:01 03:57 04:04 05:01
11 % of calls that pass the quality monitoring checks 92% 90.17% 97% 98% 95% 96.67% 98% 97% 95% 96.67% 94% 95% 96% 95.00% 96% 95% 96% 96.59% G 97.18%
12 % of Tenants satisfied with repair service 90% 85.20% 77.30% 88.00% 90.60% 85.30% 89.40% 83.00% 92.90% 88.40% 81.89% 89.00% 83.70% 85.60% 94.00% 81.60% 84.30% 86.60% @ 86.90%
13 % of Tenants satisfied with condition of home at time of letting 80% 79.40% 72.70% 62.50% 55.60% 63.60% 53.80% 54.50% 73.70% 60.70% 100.00% No data 90.90% 95.50% 100.00% 100.00% 88.30% 96.10% O 73.60%
14 % of Tenants satisfied with recent improvements to their home 90% 78.20% 83.30% 71.40% No data 77.40% 71.40% 100% 100% 90.50% 100.00% 62.50% 85.70% 85.60% 85.70% 90.00% 75.00% 83.60% . 82.90%
15 % of Tenants satisfied with the overall qu: of their new home 100% 100% No data 0% 0% 0% No data No data No data No data No data No data 100.00% 100.00% No data No data No data No data 78.00%
16 % of Tenants satisfied with their home safety check 97% 94% 100% 94.60% 94.70% 96.40% 97% 94.30% 93.30% 94.90% 95.38% 93.80% 94.80% 94.80% 92.90% 91.80% 96.80% 93.80% @ 94.90%
17 Amount of financial gains secured for customers through the Tenancy Sustainment Team £1,800,000 £455,800.00 £119,800.00 £163,000.00 £136,724.00| £419,524.00 £141,936.06 £171,503.82 £187,128.10( £500,567.98 £216,240.31 £138,291.34 £154,035.62 £508,567.27 £182,365.29 £205,971.96 £340,529.65 £728,866.90 £2,157,526.15
18 Overall Satisfaction 79.30% 75% 71% 73% 74% 77% @ 74%
19 Satisfaction with repairs 84.90% 75% 74% 71% 76% 79% . 75%
20 Satisfaction with time taken to complete most recent repair 75.80% 68% 70% 71% 72% 76% e 72%
21 Satisfaction that the home provided is well-maintained 72.00% 65% 68% 75% 81% 74% e 74%
22 Satisfaction that the home is safe 82.90% 79% 77% 79% 85% 74% . 78%
23 Satisfaction that the landlord listens to tenants views and acts upon them 72.00% 63% 58% 58% 72% 67% @ 63%
24 Satisfaction that the landlord keeps tenants informed about things that matter to them 82.30% 73% 74% 72% 80% 75% . 75%
25 Agreement that the landlord treats tenants fairly and with respect 87.30% 79% 78% 76% 83% 87% e 81%
26 Satisfaction with the landlord's approach to handling of complaints 55.90% 21% 19% 45% 53% 42% . 40%
27 Satisfaction that the landlord keeps communal areas clean, safe and well maintained 75.90% 61% 58% 59% 76% 65% ‘ 74%
28 Satisfaction that the landlord makes a positive contribution to neighbourhoods 69.10% 72% 79% 74% 73% 64% @ 73%
29 Satisfaction with the landlord's approach to the handling of anti-social behaviour 69.00% 66% 58% 69% 74% 67% @ 67%
30a Stage 1 Complaints relative to size of the landlord (per 1,000 homes) N/A 109 13 10.04 115 16.5 483
30b  |Stage 2 Complaints relative to size of the landlord (per 1,000 homes) N/A 188 25 29 o 2.09 7.94
31a Stage 1 Complaints responded to within Complaint Handling Code Timescales 100% 96.15% 98.15% 97.70% 100.0% 100.0% O 99.1%
31b  |Stage 2 Complaints responded to within Complaint Handling Code Timescales 100% 100% 75.0% 92.9% 100.0% 100.0% e 89.5%
32 Anti-Social Behaviour cases relative to size of Landlord N/A 136 123 96 106 119 4433
Homes and place to be proud of
91.29% 94.29% 89.73% 93.35% 92.43% 87.40% 89.04% 88.80% 88.44% 91.67% 82.87% 77.01% 83.06% 84.20% 87.02% 86.06% 85.88% @ 86.65%
100.00% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100.00% 100% 100% 100% 100% 100% e 100%
92.12% 92.2% 95.5% 96.10% 94.65% 96.7% 97.5% 97.25% 97.16% 97.20% 96.07% 96.16% 96.49% 97.05% 96.76% 97.88% 97.22% e 96%
34 19 28 23 23 19 32 34 28 39 35 47 40 53 31 37 40 . 338
100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 99.98% 100.00% 100% 100% 0 100%







Percentage of LOLER inspections due completed 100% 100% 100% 100% 100% 100% 100% 65% 65% . 65%

47b  |Number of remedial as priority 1 (Health and Safety Issue) N/A 0 o o 0 o o 0 0 0 0 0 o 4 0 0 0 o o
47c | Number of remedial asa priority 2 (Medium Risk) N/A 0 o o 0 o o 0 0 0 1 0 o 4 0 0 0 o o
47d |Number of remedial priority 3 (Low Risk) N/A 0 o o 0 o o 0 0 0 2 2 2 21 15 1 11 1 1
47e | Number of outstanding remedials (monthly and LOLER) N/A 0 0 0 o o
48 [All current ASB cases N/A 63 69 66 75 75 a2 39 39 39 37 34 37 37 0 2 39 39 39
49 [ASB New cases Opened (Minor and Major) N/A 65 12 26 2 59 17 12 17 46 20 19 1 50 2 19 16 57 212
50 [%of ASB cases closed as resolved 81% 93% 100% 95% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% e 100%
51 [Number of reported domestic abuse incidents N/A 40 8 7 17 32 1 9 13 33 15 15 8 38 15 13 13 39 144
52 gency total leted N/A 27% 29% 28% 30% 2% 34% 37% 35% 36% 33% 31% 35% 33% 35% 33% 20% 32% 32%
53 [Noof voids N/A 57 31 2 2 78 30 26 19 75 20 16 13 49 2 2 17 67 269
54 [Number of evictions - Income N/A 5 0 0 2 2 o 2 0 2 1 0 4 1 0 2 0 2 5
55 [Number of evictions - Homes and Neighbourhoods. N/A N/A o 0 0 o o 0 o 0 0 0 0 0 0 1 0 1 1
56 |Homes that do not meet the Decent Homes Standard % 02%

572 [Emergency Repairs completed within target timescale 100% 100% 100% 100% 100% 100% O 100.00%
57b  |Appointable repair jobs completed in target 90% 91.20% 9243% 88.44% 83.06% 85.88% @ 86.65%
58 |%of homes that have all necessary gas safety checks 100% 100% 100% 100% 100% 100% 0 100%
59 |%of homes that have all necessary Fire safety checks 100% 100% 100% 100% 100% 100% a 100%
60 |% of homes that have all necessary asbestos management surveys o reinspections 100% 100% 100% 100% 100% 100% a 100%
61 |%of homes that have had all necessary legionalla risk assessments 100% 100% 100% 100% 100% 100% e 100%
62 buildings where communal passenger lifts have had allthe necessary safety checks 100% 100% 100% 100% 100% 100% a 100%

‘A well goverened, efficient and financially strong organisation
15.34% 000% 1.80% 060% 2.40% 1.20% 3.60% 1.20% % 000% 2.90% 1.20% % 1.20% 1.10% 3.40% 5.70% @ 18.20%
N/A 3.70% % 2.80% 3.46% 3.10% 3% 2.10% 267% 3.70% 3.40% 3.60% 3.60% 5.30% 4.80% 5.00% 5.30% . 4.20%
N/A 20 days 316 days 30days 29 days c 2765 days
0 1 2 1 o 4
N/A
N/A 1 star - 668.1
EDI Data Completion N/A 72% 74.30% 74.30% 7430% 75.40% 74.20% 73.50% 7350% 74.10% 83.80% 86.60% 86.60% 92% 92%
Sustainable, innovative and resilient business
2.59% 156% 181% 082% 127% 118% 1.10% 107% 1.14% 1.14% 1.10% 1.00% 1.08% 1.05% 103% 112% 107% 0 1.14%
1.86% 195% 193% 2.10% 2.10% 1.98% 202% 207% 207% 202% 212% 193% 193% 2.12% 207% 184% 184% e 184%
50% 072% 0.40% 022% 022% 0.90% 072% 116% 116% 1.00% 1.00% 1.00% 1.00% 1.00% 1.20% 1.00% 1.00% 6 1.00%
22.30%
80 |Former Tenant Arrears as a % of Debit N/A N/A 112% 1.08% 115% 115% 1.06% 1.06% 1.08% 1.08% 091% 0.09% 0.70% 0.70% 0.75% 0.76% 059% 059% 059%
81 |FT Write offs as a % of debit N/A N/A 002% 0.10% 006% 006% 015% 0.04% 003% 003% 006% 0.09% 004% 0.04% 011% 0.29% 011% 011% 011%
82 [Rechargeable Repairs Write Offs as a % of recharge debt N/A N/A 1.48% 1.17% 3.69% 369% 071% 258% 297% 297% 157% 0.73% 013% 013% 7.43% 14.19% 184% 184% 184%
0 0 4 1 o 1
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