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1. 

1.1 

2. 

2.1 

2.2 

2.3 

2.4 

Introduction 

The purpose of this report is to advise Committee of the department’s internal 
performance management and reporting arrangements and the department’s 
performance covering the first six months of the financial year 2004 - 2005. 

Background 

Actions resulting from the Local Government in Scotland Act 2003 Best Value 
Transitional Audit have progressively been incorporated in the new Corporate and 
Community Plans, the amended configuration of Service Improvement Plans, Best 
Value Guidelines, Financial and other processes. 

The Best Value Transitional Audit found that the authority’s Performance 
Management Framework requires to be realigned. Areas where action should be taken 
are: 
1 continuing to develop the Performance Management Framework in order to ensure 

consistency of performance monitoring and reporting across the Council; 

the format of the performance monitoring reports presented to service committees 
should be reviewed and revised, and applied consistently across departments to 
ensure they provide an effective summarised assessment of service performance 
for stakeholders; 

. 

. the Council’s current approach to Public Performance Reporting should be 
consistent across departments in terms of the principles and the minimum 
information to be reported to stakeholders; and 

Service departments to become more involved in the process as it progresses, 
beginning to take ownership of the performance management framework. 

As the authority could be subject to a future Best Value Audit or further Transitional 
Audit, it is essential that gaps and weaknesses be addressed. 

To begin this process, all departments are to use existing performance information to 
produce a mid-year performance committee report covering activities in the first six 
months of the financial year 2004 - 2005. 
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2.5 

3. 

3.1 

3.2 

4. 

4.1 

5. 

5.1 

6. 

6.1 

Within the Housing and Property Services Department work is undenvay in 
developing a system that meets the both the requirements of the Local Government 
(Scotland) Act 2003 and the Single Regulatory Framework required by Communities 
Scotland. 

Proposals 

The reporting and monitoring of performance information for the Department is co- 
ordinated with by the Quality Management Section located in the Property Division. 
This section collates and analyses the information derived from a number of systems. 
The Department has a range of indicators both statutory and departmental that are 
reported. 

The department is also developing its own performance reporting framework with the 
aim of matching the reporting levels to those of the management structure. This is 
described in the following appendices: 

Appendix 1 - Outline of performance framework and reporting levels. 
Appendix 2 - Alignment of services to community/corporate/service plan aims. 
Appendix 3 - Alignment of reporting levels to departmental structure. 
Appendix 4 - List of performance indicators for department. 
Appendix 5 - Copy of quarterly report to Committee. 

Corporate Considerations 

There are no direct financial or personnel implications for the Council arising from 
this report. 

Recommendation 

It is recommended that the Committee: 

(a) note the content of the report and appendices. 

Background Information 

Available within the Housing and Property Services Department 

Thomas McKenzie 
Director of Housing & Property Services 
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Appendix 1 

Reporting Levels 

The purpose of the reporting levels is to set out what information is provided to each 
level and agree how the information will be presented i.e. to provide the right 
information at the right time to the right person. Information will be collected on a 
monthly basis for all indicators per each area/FSS office for housing services and for 
each division for Design & Property Services. This will give a basis for consistency of 
reporting. As the 3 divisions are so different the only common indicators will relate to 
staff and the use of resources. At this level however the information is too detailed to 
provide the overview of whether or not departmental or even divisional targets will be 
met. Performance information will therefore be consolidated into more meaningful 
figures. 

By identifying the 3 levels it also allows for targets to be broken down to each of the 
levels i.e. the departmental target could be split across the 3 divisions with separate 
targets for each division, or for specific indicators e.g. housing voids it could be split 
across the 2 divisions (level 2) and then across the 10 FSS, (level3), with different 
targets at each level. This would make the target setting more relevant to the offices 
and give staff a better appreciation of how they are performing in relation to their own 
target. Targets should be set for the 3 years of the SIP and reviewed annually in 
tandem with the SIP. 

Identification of the indicator would be by a numbering process that highlights the type 
of indicator - SPI or DPI and its level: 

SV1 - Statutory PI for voids level 1 
SV1.2 Statutory PI for voids level 2 
SV1.3 Statutory PI for voids level 3 

For ease of interpretation a set of “traffic lights” will be used to assess progress 
towards targets. These will be used across the 3 levels of the indicators as well as in 
reporting to the public. Appendix 3 lists the PI’S (level 1) and their numbers 

Progress towards meeting the targets will be based on a set of “traffic lights” as shown 
on graphic 3. 

Graphic 3 

The tolerances for tracking performance are currently set as above but can be re- 
assessed at any time. 

Level 1 

This is the highest level of report within the department. It is intended to track 
performance against the targets contained within the SIP or set for the indicator. To 
this end the reported figures will be cumulative “as at” a point in time, per quarter, 
although financial information will be as at period end. This is to match the Council’s 
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financial ledger. As noted in graphic 2 above there are a large number of parties that 
will have an interest in the information. Some if not all of these will want the 
information presented in different ways and it is for this reason that the data 
collection and analysis is flexible enough to accommodate these without creating 
additional work for the Quality Management section. 

In order to track performance each indicator will require to show how it relates to the 
relevant SIP aim, whether it is a SPI or departmental indicator and how performance 
compares to 
+ the last period, 
+ progress towards target, departmental & corporate, 
+ previous years performance, 
+ external bodies - benchmarking 
+ if performance has fallen then a comment on how long this has occurred. 

An example of a level 1 report is attached and information would be extracted from it 
for reporting our performance to external bodies. Annual performance will be 
reported to Audit Scotland for the SPl’s, used in the benchmarking returns, annual 
performance report to tenants and in committee reports. 

Level 2 

This level of report is designed to inform managers in level1 & 2 about progress in 
more detail. It will show performance cumulative “as at I‘ a point in time, per quarter, 
for each of the divisions and for housing the performance of each FSS. This will allow 
comparison across the divisions and offices in the department. 

As for level 1 in order to track performance each indicator will require show how it 
relates to the relevant SIP aim, whether it is a SPI or departmental indicator and how 
performance compares to 
+ the last period, 
+ progress towards target, departmental & corporate, 
+ previous years performance, 
+ external bodies - benchmarking 
+ if performance has fallen then a comment on how long this has occurred. 

Level 3 

This level of report is designed for the front line managers to provide a wider view of 
their performance and set it in the context of the department’s performance. Where 
relevant it will show performance against other offices or parts of the department. It 
will also be used for reporting performance of individual offices to tenants. The report 
will give month on month performance, progress to the local target and show the link 
to the SIP. 

The reports are made available to all staff through the intranet and can be viewed at 
For level 3 report (monthly) 
h t t p ://met i s/ h o us i n g p rope rt y/ p U b I i ca t i o n s/A I I o cs % 2 0 & % 2 0 Stock % 2 0 M on t h I y % 2 0 04 - 
05. pdf 
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For level 2 report 
h t t p : //m et i s/ h o us i n g p rope rtv/p U b I i ca t i o n s/A I I o ca t i o n s % 2 0 & % 2 0 Stock % 2 0 Cons o I id at e 

For level 1 report 
h t t p : //m et i s/ h o us i n g p ro P e rtv/p U b I i ca t i o n sNe a r % 2 0 E n d % 2 0 A I I o c % 2 0 & % 2 0 Stock % 2 0 

dY02004-05. pdf 

04-05.pdf 

These reports are issued monthly and the level 1 report is discussed each month at 
the Senior Management Team. Each year the department reviews its targets and the 
Housing Division’s are again posted on the intranet. 
http://metis/housingpropertv/publications/SPl%20Tar~ets%202001-2007.pdf 

Public Performance Reporting 

For the last two years the Housing Division has produced an annual performance 
report that has been issued to all Councillor’s, local housing associations, tenants 
organisations and copies made available within the First Stop Shops. It is intended 
that this year it will be reported to all tenants along with the existing recipients and 
that it will be developed to include information on the other Divisions. 

More detailed information is displayed in the First Stop Shops as each one has a 
performance display where Performance is shown on the statutory performance 
indicators. Some more developments are planned this year for these displays - to 
include complaint details e.g. number received and completed in time. 

A quarterly performance report is also compiled and submitted to the members 
library and a copy of this is attached. Again development of this is planned to include 
tenant satisfaction results from the surveys that are being carried out. 

Community Scotland Inspection 
The Housing Division will be inspected by Communities Scotland in February/March 
next year and it is expected that further development of the management and 
reporting framework will arise as a result of this. 
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Appendix 2 
Performance Management Framework I 

Alianment of Services to CorDorate and Service Plan aims. 

Service Description 

Housing Management 
Services (Allocations, Estate 
Management & Repairs) 

Housing Development 

Housing Finance and 
Administration (e.g. Benefits & 
Benefit Ad min ist ration/Su p po rt 
services) 
Tenancy Services 

Improvement of Council 
Houses 

Improvement of Private Sector 

Community 
Plan Priorities 

No. 

Housing and 
Environment 1, 
2 

Housing and 
Environment 1, 
2.3 

Housing and 
Environment 1 

Housing and 
Environment 1, 
2 

Housing and 
Environment 1, 
2 - 3  

Housing and 
Environment 1, 
2.3 

Corporate 
Plan 
Aim 
No. 

Housing and 
Environment 
2.2, 3.3,3.4, 
3.5,4.1 , 4.2 
Housing and 
Environment 
2.1,2.2,2.3, 
2.4,2.5,3.1 , 
3.2,3.4,3.5, 
4.3,4.4 

Housing and 
Environment 
3.1, 3.5,4.1, 
4.2 
Housing and 
Environment 
2.2,2.3,2.4, 
2.5,3.4 
Housing and 
Environment 
2.4,2.5 

Service 
Improvement 

Plan 
Priority 

Task No. 
(lead) 

1,11,12 

2, 15 

3,11 

Local 
Housing 
Strategy 
Task No. 

(lead) 

42 

1-8, 12-16, 
19-38,44, 
69, 74-76, 
79,80,81, 
82,84 

10, 11,68, 
77, 78, 83 

47-52, 54, 
72-73 

53, 56-64, 
70,71 

SPI/ 
DPI 
Ref. 

sv1 
SRI & 2  

DC4 
DRI - 4  

SFI - 5  
DFI - 3  

SHI -3  
DHI - 3  

DC6 

SRF 

Com men ts 

Local Housing 
Strategy reported 
to SMT every year 
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Appendix 2 
Property Services - 
Management of Operational & 
Non-Operational Property 

Design Services - repairs 
policy, contract management, 
corporate property repairs & 
management 

Housing and 
Environment 1, 
2,3 

Housing and 
Environment 
2.3,2.4,3.4 
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Graphic 2 

Housing & Property Services 
Staff Structure 

I I 

I 
I 

Y 

Level 3 

Graphic 3 

Management Reporting Structure 

Quarterly 
R: Monthly 

Recipient 

Director/SMT 
Audit/Community Scotland 
Councillors 
Tenants Organisations 
Public 
Benchmarking Partners 

Heads of Service 
Group/Divisional Managers 
Service Managers 
Tenants 
Councillors 

Montl1h / Level 3 Weefly 
Ua1 y 

Service Managers 
Staff 
Tenants 
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Void re-lets in time bands 

1 Housing Management 

SHI 
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North 
rbhire 

Council 

QUARTERLY PERFORMANCE REVIEW 

April -June 2004 

Housing and Property Services Department 

C:\Docurnents and Settings\RussellM\Local Settings\Temporaqpternet Files\OLK3F\Perforrnance framework for CE2 
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CONTENTS 

1 .o Rent Arrears 

2.0 Benefits 

3.0 Repairs 

4.0 Homelessness 

5.0 Voids 
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Appendix 5 

Interpreting the data 

To assist in the interpretation of the data the performance has been shown as a 
set of “traffic lights”. How these are calculated is set out below. The tables 
showing the performance also contain our performance for last year in the right- 
hand most column. 

Shows if  we have met the targets we set 
ourselves for 2004/05 

target by 10% or more 

Close t o  target - between 5% 1 t o  10% of target 

Meeting target - better or 
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Current arrears as a % of the net 
amount of rent due in the year 

than 13 weeks rent at the year end, 
excluding those owing less than f250 
The total annual rent loss due to 
voids expressed as a % of the total 
amount of rent due in the year 

The % of current tenants owing more 

1 .o 

1 .I 

6.00% 

4.10% 

2.00% 

Rent Arrears 

Current Tenant Arrears as a % of the net rent due 

Although showing a slight increase from the last quarter's report this figure is still 
below Audit Scotland target of 7%. Within the Audit Scotland family group the 
performance for 2002/03 was 10.15% and the service is therefore performing well 
when compared to this group. 

1.2 The % of tenants owing more than 13 weeks rent at the year-end 
excluding those owing f250. 

Although increasing slightly from the last quarter's report this figure is still 
performing below the target of 4.10%. Within the Audit Scotland family group the 
performance for 2002/032 was 6.23% and the service is therefore performing well 
when compared to this group. 

1.3 The total annual rent loss due to voids 

Performance has improved in the first quarter and is well within the target of 2.0%. 
Within the Audit Scotland family group the performance for 2002/03 was 3.55% 
and the service is performing well when compared to this group. 
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1.4 Amount of current arrears to meet target % of the net amount rent due 

Although currently above the target of f2,033,695 this is in line with previous 
years performance and it is anticipated that performance will improve over the 
course of the year. 
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The gross administration cost per case 
The time for processing applications from 
date of receipt of the application to the 

2.0 Housing Benefits 

f30.00 
19 days 

cases checked post-determination 
The % of recoverable overpayments 
(excluding council tax benefit) that were 

posting of the notification of outcome I 
The % of cases for which the calculation I 99.00% 

60.00% 

recovered in the year 
The % of renewal claims processed on time 90% 

2.1 The Gross Administration Cost per Case 

- -  

17 

Performance has improved in this first quarter, is below the target of f30.00 
and is below the Audit Scotland family group average of f 43.62 for 2002/03. 
The service is therefore performing well when compared to both the target and 
the family group. 

19 I 

2.2 Average Time to Process New Claims 

Although a small increase since the last quarter the performance is below the 
target set and is well below the Audit Scotland family group average of 52 days for 
2002/03. The service is therefore performing well when compared to both the 
target and the family group. 

2.3 Average Time to Process Change of Circumstances 
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Appendix 5 

Performance has improved in this first quarter is below the target set and 
therefore the service is performing well. 

2.4 % Cases calculated correctly 

Although performance has fallen in this first quarter it is anticipated that it will 
improve again over the second quarter. Performance is also well above the 
Audit Scotland family group average of 95.65% for 2002/03. 

2.5 The % of Recoverable Overpayments That Were Recovered In The Year 

Although performance has fallen in the first quarter it is still above the target of 
60% and also above the Audit Scotland family group average of 31.47% for 
2002/03. 
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3.0 Repairs 

Performance for the repairs is given for the Council as a whole and for each 
individual contractor. Overall performance is shown against the targets set for 
MPC as they do the largest number of repairs. 

3.1 NLC Performance (Target 93% for all repair categories) 

Category 1 

Category 2 

Category 3 

Category 4 

Empty Houses 

Performance in quarter1 has improved for all categories of repair. Performance 
is also well above the Audit Scotland family group average of 91.3% for 
2002/03,and is above target of 93%. 

3.2 Contractor Performance - MPC 

Category 1 

Category 2 

Category 3 

Category 4 

Empty Houses 

Performance in quarter 1 is exceeding the target for all categories of repairs. 
Performance is also well above the Audit Scotland family group average of 
90.55% for 2002/03,and is above target of 93%. 
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3.3 Contractor Performance - Walkers 

Category 1 

Category 2 

Category 3 

Category 4 

Empty Houses 

IWalkers taraet 2004/05: 95% I 

Performance in quarter 1 has exceeded the target for all categories of repairs. 
Performance is well above the target of 95%. 

3.4 Contractor Performance - Saltire 

Category 1 

Category 2 

Category 3 

Category 4 

Empty Houses 

Saltire is performing well across all categories and performance is better than 
last year in all categories. Performance is above target of 95%. 
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The number of households assessed as homeless or 
potentially homeless during the year 
The average time taken between presentation and 
completion of duty by the council for those cases 
assessed as homeless or potentially homeless 
The number of cases reassessed as homeless or 
potentially homeless within 12 months of the previous 
case being completed, as a proportion of all cases 
assessed as homeless or potentially homeless 
during year 

4.0 Homelessness 

2500 

12.85 
(weeks) 
90 days 

6% 

2063 

Audit Scotland has introduced new Statutory Performance Indicators and these 
are noted above. The information is reported here for the first time and targets 
have still to be set once performance has been evaluated. 

Q1 1 Q2 Q3 Q4 
686 0 

4.1 The number of households assessed as homeless or potentially 
homeless during the year 

I 2003104 I 2004105 

This is the number of cases that have presented at the local offices and are 
considered homeless. 

4.2The average time taken between presentation and completion of duty by 
the council for those cases assessed as homeless or potentially 
homeless 

2003/04 I 2004105 
I Q1 I Q2 I Q3 I Q4 

This is the average time taken (in weeks) to process the cases. 

4.3The number of cases reassessed as homeless or potentially homeless 
within 12 months of the previous case being completed, as a proportion 
of all cases assessed as homeless or potentially homeless during year 
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C 

Q1 Q2 4 3  I Q4 
88.36% 67.03% I 

The purpose of this indicator is to check that the Council has put in place 
measures to support people in accommodation and that once housed they to 
do not become homeless again. 

2003104 

85 

The following indicators are no longer Statutory Performance Indicators 
(SPl’s) and are collected as part of the Departmental performance 
monitoring. 

2004105 
Q1 Q2 Q3 Q4 
49 

4.4 % Provided with council accommodation 

I 2003104 I 2 0 0410 5 I 

The family group average for 2003/2004 was 36.1 5% and we are therefore 
better at providing council accommodation to homeless people. 

4.5 Average length of stay in Council furnished dwellings 

4.6 Average length of stay in B and B 

4.7 Average length of stay in hostel 
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Length of stay in temporary accommodation is generally better than last 
year and performance will be monitored over the course of the year. 
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2 weeks 

5.0 Voids 

10% 

I>4 weeks I 55% I 

5.1 Voids let in less than 2 weeks 

5.2 Voids let in 2-4 weeks 

5.3 Voids let in over 4 weeks 

Performance for voids has improved since last year with over 56% of houses 
now being allocated in under 4 weeks - well in excess of our target of 51%. 
This first quarter has shown an improvement and is higher than the Audit 
Scotland family group average of 30.65% for 2002/03. This improvement may 
well be attributed to the setting up of specialist teams to deal with allocations 
and by the work and monitoring put in place by Area Offices. 
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