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URH Board 

Date:  17 September 08                                                                                                 

 

URH Performance  
 

Item 7 

 

Report Author: Tim Mathias 
 
Type of Report 

 

b For information 
 For decision 

b For monitoring 
 

Please find attached a number of graphs detailing performance at each of the TMOs.  
There are a number of pressing concerns, mainly around rent arrears and void 
turnaround at Loughborough Estate.   

Please note that Lambeth have only provided these figures on the 10th & 11th 
September, so this report has been prepared in a hurry.  All of the relevant graphs have 
been included, but the comments are brief. 

Customer Care statistics are also a cause of concern.   
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Section 1 – Income Collection & Service Charges 

 

 

 

BV66a - Rent Collected as % of all rent owed 
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BLENHEIM GARDENS RMO 97.0% 96.2% 96.7% 97.5% 97.0%

LOUGHBOROUGH EMB 84.6% 84.7% 84.0% 84.5% 84.8%

ROUPELL PARK RMC 85.9% 90.0% 91.0% 90.8% 91.4%

WALTHAM RMO 89.4% 90.6% 89.9% 90.3% 90.4%

TARGET 95.0% 95.0% 95.0% 95.0% 95.0%
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BV66a - Rent Collected as % of all rent owed 
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BLENHEIM GARDENS RMO 99.1% 98.0% 97.5% 98.1%

LOUGHBOROUGH EMB 85.9% 86.0% 84.7% 86.4%

ROUPELL PARK RMC 89.4% 89.1% 88.8% 91.5%

WALTHAM RMO 92.1% 94.5% 93.8% 95.5%

TARGET 95.0% 95.0% 95.0% 95.0%

Q1 June 07 Q2 Sept 07 Q3 Dec 07 Q4 Mar 08
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BV66a - Rent Collected as % of all rent owed
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URH TMOs 87.1% 88.0% 87.9% 89.6% 88.5%

LAMBETH TOTAL 86.9% 88.9% 88.9% 88.2% 89.6%

TARGET 95.0% 95.0% 95.0% 95.0% 95.0%
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URH TMOs 89.1% 89.2% 88.3% 90.0%

LAMBETH TOTAL 87.8% 88.2% 88.8% 90.2%

TARGET 95.0% 95.0% 95.0% 95.0%

Q1 June 07 Q2 Sept 07 Q3 Dec 07 Q4 Mar 08
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DHS16 % Current Year's Debit collected
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Blenheim Gardens 99.6% 98.6% 99.1% 100.1% 99.5%

Loughborough 96.7% 96.9% 96.2% 96.8% 96.9%

Roupell Park 93.5% 97.9% 99.3% 99.2% 99.8%

Waltham 94.6% 95.9% 94.8% 95.3% 95.2%

Target 101.6% 101.6% 101.6% 101.6% 101.6%

Apr-08 May-08 Jun-08 Jul-08 Aug-08

DHS16 % Current Year's Debit collected
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Blenheim Gardens 102.6% 101.2% 99.7% 101.7%

Loughborough 97.3% 97.9% 97.0% 98.8%

Roupell Park 98.7% 98.0% 97.3% 100.5%

Waltham 98.0% 100.3% 99.0% 101.2%

Target 101.6% 101.6% 101.6% 101.6%

Q1 June 07 Q2 Sept 07 Q3 Dec 07 Q4 Mar 08
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Total Current Arrears
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Blenheim Gardens £30,962 £34,202 £31,378 £32,251 £36,312

Loughborough £633,768 £655,958 £662,950 £667,830 £669,813

Roupell Park £168,543 £169,903 £158,606 £162,563 £161,984

Waltham £49,333 £54,336 £55,017 £57,317 £60,827
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Blenheim Gardens £30,508 £33,010 £30,442

Loughborough £663,292 £681,216 £658,677

Roupell Park £198,522 £197,168 £162,504

Waltham £52,543 £50,192 £46,937

Q2 Sept 07 Q3 Dec 07 Q4 Mar 08
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URH TMOs £882,606 £914,400 £907,951 £919,960 £928,936

Lambeth Council £11,903,453 £11,744,192 £11,639,063 £11,326,853 £11,576,337
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URH TMOs £944,865 £961,585 £858,560

Lambeth Council £12,520,881 £12,474,444 £11,814,825

Q2 Sept 07 Q3 Dec 07 Q4 Mar 08
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Rent arrears continues to be a source of concern. 

Basically, the collection rate has remained stable, no lost ground has been made up.  
Although the collection rate at Roupell Park has gone up (please see below), the 
Collection Rates at Waltham and Waltham have only shown minor improvement. 

Going through performance office by office:- 

Blenheim Gdns remains on target.  Please note that as this office has had a good 
collection rate for some years, so it would be hard for them to meet the DHS16 target, 
which relies on collecting previous years arrears in order to achieve a collection rate of 
over 100%. 

Loughborough has seen a little improvement, but there is still a lot of work to be done.   

Roupell Park have managed to increase their collection rate significantly this year.  
Please note that a mistake was made on the last report to board.  Roupell Park are not 
using private solicitors and have managed to improve performance through their own 
efforts. 

Waltham have had staff shortages over the last few months, which has inhibited 
attempts to improve performance. 
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Service Charges 

 
There appears to be a problem with the figures that Lambeth have provided.  We have 
asked these to be looked at again. 
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Section 2 – Repairs 

 
 

 
 

BPSA E5 - % Right to Repair jobs completed on time
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Blenheim Gardens 100.0% 100.0% 100.0% 100.0% 100.0%

Loughborough 100.0% 81.8% 78.9% 83.3% 80.0%

Roupell Park 100.0% 100.0% 85.9% 100.0% 100.0%

Waltham 100.0% 91.5% 89.7% 71.4% 100.0%

Target 98.0% 98.0% 98.0% 98.0% 98.0%
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BPSA E5 - % Right to Repair jobs completed on time
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Blenheim Gardens 94.1% 61.7% 78.7%

Loughborough 50.0% 64.5% 84.6%

Roupell Park 0.0% 31.1% 91.1%

Waltham 71.1% 73.5% 74.2%

Target 98.0% 98.0% 98.0%

Sept 07 Q2 Dec 07 Q3 Mar 08 Q4
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BPSA E5 - % Right to Repair jobs completed on time
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URH TMOs 100.0% 90.8% 88.0% 87.4% 88.1%

Lambeth Council 94.1% 90.4% 91.0% 91.2% 91.6%

Target 98.0% 98.0% 98.0% 98.0% 98.0%
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BPSA E5 - % Right to Repair jobs completed on time
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URH TMOs 73.3% 64.8% 78.6%

Lambeth Council 85.5% 79.1% 91.5%

Target 98.0% 98.0% 98.0%
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DHS 201 - Average time for non urgent repairs (days)
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Blenheim Gardens 1.9 2.5 5.2 6.6 7.5

Loughborough 3.4 3.6 4.5 6.5 6.5

Roupell Park 3.9 6.1 6.1 8.5 8.5

Waltham 2.2 3.8 4.6 5.9 8.8

Target 11.0 11.0 11.0 11.0 11.0
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DHS 201 - Average time for non urgent repairs (days)
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URH TMOs 3.0 4.1 5.1 7.0 7.5

Lambeth Council 3.9 5.4 7.2 9.2 10.1

Target 11.0 11.0 11.0 11.0 11.0
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DHS21 - Gas Services Completed
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Blenheim Gardens 4.2% 6.6% 47.4% 62.0% 76.5%

Loughborough 37.9% 61.7% 66.1% 71.6% 75.6%

Roupell Park 43.1% 63.5% 76.5% 81.3% 75.0%

Waltham 33.9% 63.3% 74.6% 80.8% 86.0%

Target 10% 20% 30% 40% 50%
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DHS21 - Gas Services Completed
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URH TMOs 31.7% 52.4% 65.7% 72.8% 76.7%

Lambeth Council 17.0% 30.0% 58.5% 68.5% 76.5%

Target 10% 20% 30% 40% 50%

Apr-08 May-08 Jun-08 Jul-08 Aug-08
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We have seen some improvement regarding repairs figures.  The SX3 system has been 
upgraded recently, and this should make it easier to backdate completed repairs.   

There is still a problem at Loughborough, who have not been able to provide cover for 
officers previously suspended.   

Although these figures show some improvement we still have concerns that the repairs 
system is not as effective as it could be, and a consultant is being employed to perform a 
review. 

The Gas Service figures have seen some improvement and are now all on target. 
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Section 3 – Empty Homes 
 

 
 

 
 

BV212 - Average Re-let Time for Routine Voids
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Blenheim Gardens 23.0 22.5 6.0 6.0 22.3

Loughborough 65.3 64.4 137.8 134.7 120.6

Roupell Park 27.6 29.1 20.0 20.0 49.8

Waltham 31.5 31.5 23.0 30.0 34.0

Target 28.0 28.0 28.0 28.0 28.0
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Blenheim Gardens 14.0 22.1 20.5 23.0

Loughborough 113.3 110.8 81.8 60.6

Roupell Park 22.8 10.8 10.6 28.4

Waltham 0.0 21.0 16.5 30.7

Target 28.0 28.0 28.0 28.0

June 07 Q1 Sept 07 Q2 Dec 07 Q3 Mar 08 Q4
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BV212 - Average Re-let Time for Routine Void
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URH TMOs 48.2 47.9 77.1 87.4 88.1

Lambeth Council 41.8 45.7 163.6 160.5 163.6

Target 28.0 28.0 28.0 28.0 28.0
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URH TMOs 86.0 79.2 62.0 45.9

Lambeth Council 72.7 32.7 40.3 39.7

Target 28.0 28.0 28.0 28.0
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Choice Based Lettings has now been fully introduced, this is having an adverse effect on 
performance, especially among TMOs that have always been good at processing voids 
such as Blenheim Gardens and Roupell Park.  What has happened here is that the voids 
are still being processed on time, but the process to re-let them to a suitable applicant 
has become more convoluted.   

The problem seems to be that allocations do not have the resources to offer multi-
viewings, unless the property has been refused on a number of occasions.  Blenheim 
Gdns have reported that it took 55 days to re-let a property that was ready to go.  It is 
believed that Roupell Park have had similar problems. 

Waltham has not let a property for some months, so their figure will remain stable. 

Finally, Loughborough still have an exceptionally high void turnover rate.  Although this 
is showing some signs of improvement.  URH is performing a review of voids at 
Loughborough. 
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Section 4 – Customer Care 

 
 

Complaints answered in 15 days      

 
Blenheim 
Gardens Loughborough 

Roupell 
Park Waltham 

Lambeth 
Council 

URH 
(Current 
Month) 

URH 
(Year to 

Date) 

        

Apr-08 - 0.0% - - 88.2% 0.0% 0.0% 

May-08 - 50.0% - - 92.0% 50.0% 33.0% 

Jun-08 - 0.0% - - 87.1% - 25.0% 

Jul-08 100.0% 100.0% - - 91.9% 100.0% 57.1% 

Aug-08 - 33.3% 0.0% - 92.5% 25.0% 45.5% 

 

Members Enquiries answered in 10 days      

 
Blenheim 
Gardens Loughborough 

Roupell 
Park Waltham 

Lambeth 
Council 

URH 
(Current 
Month) 

URH 
(Year to 

Date) 

        

Apr-08 100.0% 0.0% 0.0% 100.0% 95.4% 50.0% 50.0% 

May-
08 - 0.0% 75.0% - 88.2% 60.0% 55.6% 

Jun-08 - - 100.0% - 93.2% 100.0% 66.7% 

Jul-08 - 33.3% 0.0% - 89.3% 25.0% 56.3% 
Aug-

08 - 50.0% - - 94.3% 50.0% 55.6% 

 
There are serious concerns about how both Complaints and Members Enquiries are 
managed.   

The manager responsible for managing Complaints and Members Enquiries will be 
asked to present a separate report in future. 
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