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Introduction

This Quarterly Corporate Performance Management Report highlights performance for the period 1 October to 31 December 2023. It provides
specific information related to corporate performance indicators and key initiatives/actions that link to outcomes in the Council Plan 2022-25.
Measuring indicators and actions allows us to monitor progress towards our Borough Vision 2030.

This extract of the full Q3 report relates to the performance measures of the Housing & Communities directorate.

Council plan 2022-25

The Council Plan sets out our priorities and objectives, mapping out our
journey to achieving the aspirations of Future Council and the Borough
Vision. The plan is refreshed every three years with the current plan
being effective from 1 April 2022.

DUDLEY THE
SAFE AND HEALTHY
BOROUGH

1. Children and young people benefit from the best
possible start in life in our Child Friendly borough.

2. Those with special educational needs and disabilities
and care leavers achieve the best possible outcomes.

1. Our climate commitment is creating a sustainable borough
on its way to net zero carbon emissions, improved air
quality, reduced fuel poverty and outstanding waste and
recycling services

2. People have a safe and welcoming indoor and outdoor
E CO environment which promotes healthy, physical and active
‘\)R . U U”l,’ lifestyles
O "/,

3. Residents live in safe communities where safeguarding of

3. Quality education, new skills, apprenticeship training
and job opportunities are accessible to all

4. Everyone, including our most vulnerable, have the
choice, support and control of the services they need

In addition to the Future Council programme at the heart of the plan,

vulnerable people of all ages protects them from harm and

ioriti I . o live independently supports the prevention of crime and exploitation
the four priorities of the current council plan are: i PROCESS Bt et e s

integrated health and social care and inclusion

5. Poverty is reducing as we address all forms of inequality,

improve social, emotional and mental health and wellbeing
AFUTURE FORALL

The borough of opportunity
The safe and healthy borough

DUDLEY BOROUGH
THE DESTINATION OF
CHOICE

=4

The borough of ambition and enterprise
The destination of choice

Further information on the Council Plan can be found on the
dudley.gov.uk council plan pages
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1. Ongoing regeneration schemes are attracting investment,
stimulating innovation and entrepreneurs to support new
and existing businesses

2. Digital opportunities are being exploited to modemise our
working culture, customer experience and public services

3. Business, residents and visitors benefit from improved
highways and travel connectivity through multi-modal
offer

4. Business support is opening doors to new industries and
emerging sectors to support local economic growth

5. Levelling up inequalities is ensuring all borough towns and
neighbourhood have good access to services, retail and
leisure opportunities

Accountability Determination

Working together

People have access to a range of housing offers that are
affordable, accessible and attractive, meeting the needs of
our diverse communities

2. Maximising use of brownfield sites, new commercial

and residential developments ensure the borough is the
destination of choice

3. Our world class visitor attractions continue to grow and are

complemented by a strong hospitality sector and vibrant
night-time economy

4. Visitors are staying longer, exploring wider and spending

Tocally, benefitting from the full borough-offer, including over-
night accommodation

5. Across our borough wqcelebfale and promote the diverse

culture,history and heritage of the local townships

Empowerment and respect Excellence Simplicity
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Housing & Communities overview

The following pages provide a dashboard overview for the directorate of Housing & Communities. They show the status of corporate key
performance indicators and of key initiatives/actions being delivered. KPI scorecards are used to report and monitor performance outturns for
the given quarter along with exception commentary for those measures below target.

KPI status

KPI's due to be reported

KPI short term trend KPI annual trend
Comparing 2023-24 Q3 to Q2 Comparing 2023-24 Q3 to 2022-23 Q3

4

KPI's reported

4
KPI’'s missing data
2 0 2 1 0 3
0 improving consistent worsening improving consistent worsening

Key performance indicators

KPI’'s new for 2023-24 cannot be compared.
m Exceeds or on target Tolerance

m Below target = Missing data

Key initiatives due to be i . dated i Key initiatives not The table below provides a breakdoyvn of_ key initi_atives_ and
updated i Key initiatives update i updated corporate KPI's by directorate for this financial year including any
i i not due to be reported this quarter.
38 i 38 i 0
g 1 1
(7)) . _ Ke Corporate
2 o = Coumal pEm [Eromng; intiatives <Pl's
S Key Initiatives status =
) p= Dudley the borough of 4 0
@ IS opportunity
= 15 18 = Dudley the safe and healthy 1 1
© 'O borough
= c
£ 0 5 10 15 20 25 30 35 > Dudley the borough of 3 0
- 8 ambition and enterprise
g B Complete ®Ahead and on target ®mBehind ®Closed ®Notupdated Dudley borough the 6 4
destination of choice
New status ‘closed’ indicates an action which is no longer relevant/needed and will not be completed. Future council 14 0
‘Complete’ status indicates an action which is finished and delivered.
Total 38 5
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Click here to return to the contents page

Housing & Communities scorecard

2022-23 2023-24
. Qtr. 1 Qtr. 2 Qtr. 3 Qtr. 4 Qtr. 1 Qtr. 2 Qtr. 3 Benchmarking
FEET TS e outturn | outturn outturn outturn | outturn outturn Target  Score comparator data
$E P1.2027 Satisfaction - way your anti-social 54.9% 50.3% 00.7%
Q= : B B 0 0 9 9 0 -J70 BN 0
£ % | behaviour complaint was handled? 63.1% | 65.9% | 64.2% | 68.1% | 59.8% 23)159) (1107 219) 70% A AV AV (HouseMark
< Median 2021/22)
P1.913 RPO1 Proportion of homes that do 5.31% 4.87%
@ 0, 0, 0, 0, 0, 0,
= | not meet the Decent Homes Standard 0.41% | 0.46% | 0.97% | 0.58% | 8.04% | (0,77 068 | ss2/12268) | % A ” A Local measure
ey
[S]
5 | PL1191 V&LO5 Average re-let time for 617 | 6591 | 66 | 60.23 | 49.26 56.74 55.46 40 A 2 2 (3H6 e
5 Standard Re-lets. days days days days days days days days .
g Y Y y y y y Median 2021/22)
= . 1.42%
$ | P1.1899 Rent loss: % of potential rent o o o o 0 2.28% 2.36% 0
o receipts lost (Dwellings) Non-Acct PI 1.92% 1.95% 1.94% 1.97% 2.28% (£1,126,382) (1,744, 261) 1.8% A 3 3 ﬁ;;;ﬁhggrgkl/zz)

Short term trend compares current quarter with previous quarter within the same year. Annual trend compares the same quarter between years.
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Housing & Communities exception commentary

P1.2027 Satisfaction - way your anti-social behaviour complaint was handled?

2022-23
- Q1L \ @ Q3 Q4

2023-24
Quarter 3
o1 oz Target

Outturn s

P1.2027

P1.2027 Satisfaction - way your anti-social behaviour
complaint was handled?
80
70
60
50 54.9
50.3
40
2022-23  2022-23  2022-23  2022-23  2023-24  2023-24  2023-24
Q1 Q2 Q3 Q4 Q1 Q2 Q3
=@ /Actual Target  cceecee 5% target tolerance

Click here to return to the contents page

Performance: what is the data telling us?

Taking everything into account, how satisfied or
dissatisfied are you with the way your anti-social
behaviour complaint was handled?

This cumulative result represents all residents and

shows 110 residents were satisfied out of 219 who
responded to this question.

Assurance: evidence that actions are in place and

Impact: what are the issues/risks for service delivery?

Despite a low response rate, the performance figures for Q3 are disappointing and further analysis is underway in
the team to try and determine the reasons for continuing levels of dissatisfaction and to inform any further action
that is required to improve customer experience and satisfaction.

The performance figure reported relates to satisfaction from October to December 2023. A customer satisfaction
survey was completed in January 2024 to collate performance data required by the Regulator of Social Housing as
part of the Tenant Satisfaction Measures. This customer satisfaction survey includes satisfaction with the
landlords approach to handling anti-social behaviour and satisfaction was reported at 65%, compared to 46%
when the same survey was completed in August 2023. It is hoped that this is indicative that the improvements
which are being implemented in the service are starting to have a positive impact upon customer experience, but
this will continue to be monitored.

Risks associated with continued customer dissatisfaction include reputational damage and a lack of confidence
that reporting issues will lead to an appropriate resolution.

having an impact

More robust way in collecting results, ASB Team is
speaking with customer as soon as case is closed.
Aim is to record much higher return rate in Q4 and
following this.

Taking the ASB Teams delivery into consideration
we have shown improvements across the board
with the continuous changes we are making.
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Click here to return to the contents page

P1.913 RPO1 Proportion of homes that do not meet the Decent Homes Standard

2022-23

2023-24
Quarter 3
Target

P1.913 RP0O1 Proportion of homes that do not meet the
Decent Homes Standard

9 8.04

8

7

6

5

4

3

2

1

0
2022-23 202223 202223  2022-23 202324 202324  2023-24
Q1 Q2 Q3 Q4 Q1 Q2 Q3

—0— Actual Target eeeeee- 5% target tolerance

Impact: what are the issues/risks for service delivery?

The full extent of decency failures and then upload to Northgate Assets will not be
known until completion of SCS Jun 24.

Performance: what is the data telling us?

Utilising current available Savills SCS data for circa 12,164 property surveys
which equates to 57.62% of the stock.

Where CAT 1 hazards have been identified and are a straightforward decency
failure then extrapolating across all the portfolio it has been estimated 95.13% of
the stock is compliant to decency standard.

As such time as Keystone is overwritten with full SCS information Jun 24 and the
move to Northgate Assets is complete then extrapolating of data will not be
required.

Assurance: evidence that actions are in place and having an impact

Severe CAT1 failures are being dealt with as a repair and issued and completed in
line with our repair timelines. Programme being set for all other failures as they
come through off the SCS.

It is perceived that levels will stay constant.
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P1.1191 V&LO5 Average re-let time for Standard Re-Lets

2022-23 2023-24
Quarter 3
Target

P1.1191

P1.1191 V&LO5 Average re-let time for Standard

Re-Lets
85
75
65
55
45
35
2022-23 2022-23  2022-23  2022-23  2023-24  2023-24  2023-24
Q1 Q2 Q3 Q4 Q1 Q2 Q3
—@— Actual Target  cccccee 5% target tolerance

Impact: what are the issues/risks for service delivery?

Loss of revenue. Impact on reputation.

Click here to return to the contents page

Performance: what is the data telling us?

Average relet times for standard relets have shown a decrease from 56.74 days in
Q210 55.46 in Q3. This is below the same period last year when the figure for Q3
was 66 days.

The relet time for standard voids continues to vary between property types.
Performance for houses shows an increase from 45.88 days in Q2 to 57.12 days
in Q3.

For bungalows there has been a slight increase variation from 48.84 to 48.69
days.

For maisonettes there has been an increase from 53.31 to 61.27 days.

For all flats excluding sheltered there has been an increase from 47.05 days to
50.86.

Bedsits excluding sheltered have shown an increase from 45.1 days to 52.45.

There has been a significant decrease across the sheltered housing properties
with sheltered flats decreasing from 186 days to 74, and sheltered bedsits
decreasing from 105.8 to 98.2 days. This can be attributed to the ongoing review
and refurbishment of our sheltered housing stock.

Assurance: evidence that actions are in place and having an impact

All teams involved in the void process continue to review and refine procedures
working together to minimise rent loss and void turnaround times. Work is ongoing
to review and refurbish our sheltered housing stock across the borough.
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P1.1899 Rent loss: % of potential receipts lost (dwellings)

2022-23 2023-24
Quarter 3
Target
P1.1899
P1.1899 Rent loss: % of potential rent receipts lost
(dwellings)
2:5 2.36
2.4 2.28 2.28
2.3
2.2
2'; 1.92 1.95 1.94  1.97
1.9 o—"...  S—— S,
1.8
17 -----------------------------------------------------------------------
1.6
1.5
2022-23  2022-23  2022-23  2022-23  2023-24  2023-24  2023-24
Q1 Q2 Q3 Q4 Q1 Q2 Q3
—@— Actual Target  cccccee 5% target tolerance

Impact: what are the issues/risks for service delivery?

As a result of delivering our Asset Management Strategy we will continue to have a
certain level of rent loss associated with strategic voids, which will be managed
through efficient decision making and project management.

We also recognise that routine voids therefore account for over 58% of rent loss,
this is an increase from 54% in Q2. There is a significant opportunity to increase our
income by improving processes and performance.

Click here to return to the contents page

Performance: what is the data telling us?

The total cumulative rent loss in Q3 equates to £1,744,261.40.

The cumulative rent loss due to voids shows an increase from 2.28% in Q2 to
2.36%. This is an increase from 1.94 for the same period last year.

£270,209.99 is directly attributable to void loss where we are carrying out
improvement programmes in our sheltered stock or decanting people to facilitate
them. (65 properties)

£ 48,939.60 is attributable to properties being used for decant or held for future
decant (not as part of the sheltered improvement programme) (17 properties)

£413,157.29 is attributable to 134 properties awaiting an investment decision.

Therefore a total of £ 732,306.88 of rent loss in Q3 (42% of rent loss) is
attributable to properties that were at these statuses at the end of the quarter.

Assurance: evidence that actions are in place and having an impact

The end-to-end voids review continues. With the current focus within the service
on stock condition we may see an impact on void loss in the short term as
additional check are undertaken at void stage. Investment decisions will continue
to be made.
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Dudley Specﬂc.rum

Metropolitan Borough Council
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