OUR PERFORMANCE - Q1 2010

Key Performance Indicators

Repairs response times met - routine

What do the colours mean?

Red - more work needed to improve the service

Customer service

Complaints responded

within 10 days Targ et 95%

| December  0%*

*There was one complaint in December
and we failed to respond within 10 days *

Repairs satisfaction rate
Target:90%

X
B
]
- Q.
m
(%]
a
M
8
&
V]
2
:
m
Q.

2

-+
2.
=

£~
=

=
Q

[

Target 95%
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Target 95%

Target :96%
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-urgent Target :96%

Target: 96%

Valid gas certificates

Target: 99.5%

Voids and lettings

Lettings to BME customers

Target:20%

Q12010 [12%
Q22010 [20% W
Q32010 2% i)

Average relet days

Target:35 days
October
November

December 30

Void available to let

Target:1.0%
October [ 1.8%
November | 1.6%
December l 1.7%

Financial

Current arrears - general needs

Target:5.5%

October  [FH 8.8%
November 8.5%
December 8.5%

Current arrears - supported housing

Target:2.4%

October . 3.9%
November 3.7%
December 3.4%

www.springboardha.org.uk



