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1. Summary

1.1  This report provides an overview of the performance of the Housing Service for
the most recent validated reporting period, as set out in the attached document
(Appendix 1).

1.2  The purpose of the report is to enable the Committee to review, challenge, and
comment on the provider’s performance across key service areas, including
tenancy management, housing repairs and maintenance, rent collection, void
management, and customer satisfaction.

1.3 Overall, performance remains broadly on target, with several KPIs meeting or
exceeding target. However, areas of underperformance have been identified,
particularly the average re-let time for empty properties. Improvement actions
are underway as reported to Housing Scrutiny Committee in a report on 29
October 2025.

2. Reason for Report

2.1  The Housing Scrutiny Committee has a role in monitoring and holding to
account the performance of the Council’s housing service to ensure the delivery
of high-quality and value-for-money services to tenants and residents.

2.2  Regular scrutiny of performance indicators supports transparency and
continuous improvement, enabling elected Members to make informed
recommendations to the Senior Leadership Team and to influence service
priorities.

2.3 This report, and the associated KPI data, are presented as part of the
Committee’s agreed Performance Assurance Framework (PAF).

3. Performance Assurance Framework

3.1 The Housing PAF provides a clear, straightforward view of how the service is
performing across our key responsibilities, regulatory requirements, and local
priorities. It brings together more than sixty measures across seven themes
into one easy-to-read document.

3.2 Each measure has a target and a R/A/G tolerance, along with a colour-coded
direction of travel showing whether performance is improving, declining, or
remaining stable based on the rolling average. This helps consumers of the
report quickly see where performance is on track and where attention is
needed.

3.3 The PAF also includes trend lines and six months of historical data to help
distinguish between short-term fluctuations and longer-term trends.

3.4 For each measure, the report includes short narrative sections that set out:

How the measure is defined and why it is tracked
What is driving poor performance

What actions are being taken to improve performance
When improvement is expected
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3.5 The Framework is reviewed monthly within the service, helping teams monitor
activity, focus on areas that need attention, and provide clear evidence of how
risks and issues are being addressed.

3.6 Assurance of data quality is provided by a performance group and a complaints
group which form part of the officer governance structure to check and
challenge performance and the data being produced. Further assurance is
provided by the Consumer Standards and Compliance Board.

3.7 The Consumer Standards Board reviewed the PAF at their meeting on 12
November 2025 and gave overall positive feedback and suggested the following
improvements:

e Add a column for risk mitigation where achieving the target for a
measure is complex or may take time.

e Identify in the definition column which measures are reported where for
example, the Tenant Satisfaction Measures (TSM’s) are reported within
the service area plan which is also considered by the Senior Leadership
Team, Overview and Scrutiny committee and Cabinet.

e Add a column to the reporting version of the SAP to show Benchmarking
data so the current performance can be compared against Housemark,
upper quartile peer authorities.

3.8 The Social Housing Regulator at the last engagement meeting on 17 November
2025 gave feedback that there is now “good reporting structure in place” The
PAF is an integral part of this reporting structure.

4. Commentary on KPI Performance (Appendix 1)

4.1 Building Safety & Compliance

Gas (99.91%) and Electric (99.33%) compliance continue to be impacted for a small
number of exceptional assets where access to the property cannot be established.
Closer working with the Tenancy Enforcement team and refinements to IT processes
are drivers to ensure future compliance.

4.2 Housing Assets & Repairs

Performance on routine repairs remains below target but has climbed on a rolling
basis to a three-month average of 84.9%, but has reduced to 81.7% for October.
Similar comments apply to emergency repairs, which has climbed on a rolling basis to
a three-month average of 96.8%, but has reduced to 94.2% for October. Daily
meetings between contractors and WDC contract administrators continue to take
place to discuss overdue repairs.

Following the approval of further surveying resource and the deployment of new
mobile fieldwork technology, progress continues to be made on the increase of
properties with an in-date stock condition survey - rising from 71.7% in May to 75.0%
in October. A reduction of non-decent homes is also observed for similar reasons, with
the figure reducing from 5.5% in May to 3.7% in September (October figure TBC).

4.3 Voids, Relets & New Builds
The average re-let time for standard voids currently stands at 94 days for October and

95 days for the average of the last three months, which represents further
deterioration from the previous three-month period (78 days). Whilst the service has
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been able to implement new system processes during the course of the year, re-let
times remain susceptible to long term voids in place before these changes - with
many having also encountered lengthy repair periods given the Void contractors
backlog.

The overall number of voids have reduced from 174 to 146 over the past 3 months.
This represents additional income and more people housed. We expect to see a
worsening in relet times in the short-term, as properties which have been void for a
longer period of time are let.

A new reporting mechanism has been established to ensure that the ‘Keys with
Lettings’ date is present in all cases, therefore ensuring that the sum of the two
components (pre and post this date) will always match the overall time. The new
procedure has been run retrospectively for the last six months which has resulted in
corrections to previously published relet times.

4.4 Housing Needs

The processing time for HomeChoice Applications has begun a recovery in October,
with paper applications processed in 41 days (the lowest in six months) and online
applications processed in 58 days - improving from 68 and 67 in the two months
prior.

The Homelessness team have retained high performance for undertaking initial
interviews within 14 days of approach (93% in Oct, 87% three-month average),
however an excessive officer-to-caseload ratio is preventing duties and outcomes
from meeting the target of 75% achieved within 14 days of interview (53% in Oct,
55% three-month average).

4.5 Landlord Operations

The establishment of a new Visiting Officer post and the implementation of several
new system procedures, including mobile working, have been critical in the upturn in
performance of Tenancy Audits and Settling in Visits. 97% of tenants have had a
tenancy audit in target timeframe (annual for high-rise, otherwise three yearly) from
a low of 42% in 2024. The three-month average of Settling in Visits in time is also
running at 97% from a monthly low of 53% in 2024.

Rent collection and arrears performance remains strong. Despite the data relating to
arrears percentage and tenants 8+ weeks in arrears being static, these positions
remain broadly on target and compare well when benchmarked with similar Housing
providers. Levels of current tenant arrears have been contained through proactive
early intervention and partnership working with welfare advice services. A new
provision for Former Tenant Arrears collection has recently been deployed and, along
with Garage arrears, are welcomed for consideration into the framework.

4.6 Customer Services

The quality and quantity of tenant data held remains an area for significant
improvement, with only 27% of tenants holding a ‘full’ data profile — defined as the
percentage of tenants with a record of all the protected characteristics. A number of
system development projects are underway to address this gap; A call handling
screening script, a mobile technology form for use on-site and full integration of
required data into the 2026/27 TSM Survey.
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Stability in both staffing and embedded system processes have been the key
contributors to Stage 1 complaint handling compliance running at a high performance
level at an average of 98% for the last three months, with the volume of stage 1
complaints continuing to increase - a three-month average of 26 from an average of
21 for the three months prior.

4.7 Tenant Satisfaction Measures: Perception Survey 25/26

Overall tenant satisfaction via the Tenant Satisfaction Measures Perception Survey is
at 75% through October - a significant improvement from 58% in 24/25.

Specific perception questions and narrative feedback on the survey have highlighted
improvements across the majority of surveyed activities, including repairs
performance, tenant communication, complaint handling, and neighbourhood
contribution. A tenant engagement review has been launched to improve how this
valuable feedback informs service delivery.

5. Conclusion

The KPI performance for the reporting period demonstrates generally strong delivery
against key targets, with evidence of ongoing improvement in several areas.

The Committee is invited to note the contents of this report and Appendix 1, comment
on performance trends, and identify any areas of concern or topics requiring further
scrutiny or reporting.
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