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Executive Summary

Introduction

Welcome to the first quarterly review of the 2009-10 financial year. These performance packs are the opportunity for
us to review our progress against key targets, noting areas where our performance has been maintained, or
improved towards a high standard. Equally, we also note areas for concern or those requiring closer scrutiny.

Board Members receive an update at each meeting, approximately 6 times a year, and in months when no meeting
Is scheduled, a report is circulated. Monthly reports are also posted on the intranet for all staff to view, and the
Covalent reporting system is available to managers and relevant staff members. The quarterly review packs are
placed on the South Essex Homes’ website, and a paper copy can be made available on request.

As always, feedback and comments are welcomed on any aspect of this report.



What has gone well

Customer Contact Centre

During 2008-09, we reported considerable improvement in performance at the Customer Contact Centre. During the
first quarter of 2009-10, the Contact Centre exceeded their targets for calls answered in target time, quality of call
handling, percentage of calls answered, calls dealt with first time, average grade of service and average time to
respond. Only one indicator fell slightly below target, which is satisfaction with Call Centre (ordering repairs),
although this showed an improvement in June. There was a corresponding drop in reported satisfaction with works
carried out by both responsive repairs contractors during those months, and it is possible that this dissatisfaction
impacted upon overall satisfaction with the entire process.

Supported Housing

2008-09 saw low levels of hostel occupancy. In spring 2009, one hostel was taken out of management, and ten
places were allocated to care leavers, bringing occupancy levels up to target.

The Careline service continues to answer a very high level of calls within target time, and the numbers of
connections to the service have increased during the quarter.

Repairs and Maintenance

The percentage of emergency and routine repairs completed on time remained above target throughout the quarter,
although this was not the case for urgent repairs. Work continues to keep these indicators on or above target.



What has gone well

Neighbourhood Services

There has been a big increase in satisfaction with ASB case handling this quarter, with more responses to our
survey. We have also seen above target performances for graffiti removal, and clearances of bulk refuse by the
Caretaking team. In fact, all incidents of graffiti were dealt with in target time and from customer surveys we know
that this is very important to our residents.

Revenue Services

The figures for rent arrears on current accounts remain well within target, and the percentage of money collected
by direct debit is still increasing month by month. In fact the amount of money collected by direct debit has
increased from 20% in June 2008, to almost 29% in June 2009.

Human Resources

The figures for staff sickness remain low, and as at the end of the first quarter were unaffected by the predicted flu
pandemic. Staff retention figures are at an all time high.

Media and Communication

Media coverage remained high during the first quarter, and for the first time, more than 90% of all coverage was
positive, with just two unfavourable press items.



Areas of concern

Void and letting process

Although the turn around time for empty property remained above target for much of 2008-09, it rose slightly towards
the end of the year with the introduction of Choice Based Lettings. The figures then remained outside of target until
June 2009. The numbers of viewings within the target time of 5 days and sign-ups within 5 days of work completion
also failed to make target, although it is quite likely that these figures may return to target in due course as the new
letting system becomes more established.

Neighbourhood Services

The percentage of introductory tenancy visits, and tenancies audited both remain below target. It is hoped to bring
both of these back into target as the year progresses.

Revenue Services

The collection rate for rents was slightly below target for two months. Although this subsequently increased during
June, this was partly due to the decrease in the amount of money to be collected following the reduction in the rent
increase.



Areas of concern

Satisfaction Surveys

The results of a number of surveys have seen a disappointing downturn in resident satisfaction. This includes overall
satisfaction of sheltered housing tenants, satisfaction with repairs and maintenance, and the satisfaction of new
residents with their new home or the condition of the property. One possible reason for the drop in satisfaction
might be that the number of surveys returned to us is relatively low, meaning that just one or two extra negative
replies has a larger than usual impact on the results. The surveys will continue throughout the year and this will allow
us to see whether the figures improve as the number of returns increases, or whether there are any underlying
issues which will need to be addressed.

Financial Planning

The 2009/10 Management Fee is challenging, and the current economic climate makes it more difficult to prepare a
medium term financial plan.

Value for Money

So far, the value of savings which have been identified or achieved, and subsequently added to the Value for Money
register is less than a quarter of the target for the year as a whole. Work will continue towards finding savings in
order to meet the annual target.
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1. Management Fee (Cumulative performance against 2009/10 budget in £©00)

The management fee budget is currently underspent by £103,000 due mainly to phasing issues on printing, communications, and
equipment costs. It is expected that spending under these heads will catch up later in the year.

2008/9 Quarter 1 Quarter 2 Quarter 3 2009/10
Actual (in £K) 9,777 2,205
Budget (in £K) 9,786 2,308
Variance (in £K) -9 - 103
Variance (as a percentage) - -4.4%
2. Employee (including consultants) and Non-Employee costs

This table splits the management fee budget into employee costs and non-employee costs. Spending on consultants is included as
‘employee’ costs.

2008/9 Quarter 1 Quarter 2 Quarter 3 2009/10
1. Employee/Consultants
Actual (in £K) 6,984 1,722
Budget (in £K) 6,835 1,773
Variance (in £K) + 149 -51
Variance (as a percentage) +2.2% -2.9%
2. Non Employees
Actual (in £K) 2,793 484
Budget (in £K) 2,951 535
Variance (in £K) - 158 -51
Variance (as a percentage) -5.4% -9.6%
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3. Repairs (Cumulative performance against 2009/10 budget in £©00)

This is directly funded by Southend Borough Council separately from the Management Fee. Currently there is an overspend on
responsive repairs due to an unusually large number of high cost voids, and a larger underspend on planned repairs due to programmes
being phased differently to initial expectations. It is expected that this situation will right itself as the year progresses.

2008/9 Quarter 1 Quarter 2 Quarter 3 2009/10
Actual (in £K) 5,679 1,466
Budget (in £K) 5,680 1,605
Variance (in £K) -1 - 139
Variance (as a percentage) - -8.7%

4. Capital (Cumulative performance against 2009/10 budget in £©00)

This shows the spending on major works which are funded from capital including the Decent Homes programmes. While actual cash
expenditure was low in the first quarter, the programme is only slightly behind expectations. For future reports we will be matching the
budget and the expenditure in terms of work carried out, rather than cash paid, to give a more accurate figure of progress.

2008/9 Quarter 1 Quarter 2 Quarter 3 2009/10
Actual (in £K) 9,578 1,592
Budget (in £K) 9,943 4,153
Variance (in £K) - 365 - 2,561
Variance (as a percentage) -3.7% -61.7%
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This register shows all the efficiency savings identified by South Essex Homes for the 2009/10 financial year, and which type of saving

this has been achieved in. The target for 2009/10 is £550,000.

Saving in 2009-10

| Repairs / Sla;ving in Detail
tem Capital Revenue Amount $ture etails
Total Budget Budget Non- Re- ear
Saving Saving Saving Cashable | invested

Sheltered schemes photovoltaics Electricity generated by solar panels (to be
calculated at year end)

Energy saving Jackets 38,000 38,000 Savings generated by insulation jackets (to be
checked at year end)

Stationery 530 530 Notification letter sent by contractors instead of
Asset Management

Smoke detectors 5,000 5,000 Smoke detectors fitted by fire brigades installer

Sensor lighting 1,200 1,200 Sensor lighting installed in Riverstone flats

Stationery 86 86 Stamps purchased cheaper at alternative supplier

Loft Insulation 25000 25,000 Grant funding from Scottish and Southern Electric
for sheltered schemes

Saving on buffet 881 881 Nggotlateq a reduction on the cost of the buffet at
Cliffs Pavilion event

Train ticket 97 97 Prebooking the ticket made it cheaper

- Government funding reduced cost to us from

ILM management training 3000 3000 £1200 to £200

Stamp duty 3.038 3.038 Lease for Qeqtral not signed therefore stamp duty
returned with interest.

. Saving achieved by procuring printers directly from
5 printers for sheltered scheme PC World rather than through the council
TOTAL 76,832 68,000 3,978 4,854
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Human Resources Statistics

Human Resources department compile the following sets of statistics on a quarterly basis to ensure compliance with Government
legislation. This also allows for the effective use of resources and continued monitoring of the working environment.

1. Establishment. This chart gives staff numbers in terms of full-time equivalents

As a percentage

Status End March 2009 End June 2009 (June Figures)
Permanent 200.39 192.72 86.2 %
Temporary Contract Positions 10 6 2.7 %
Peak Relief (Careline) - - -
Vacancies 12.53 12.53 5.6 %
Sub Total 222.92 211.25 94.5 %
Vacant Position filled by agency 6 7 3.1%
Agency staff in temporary positions 6.94 5.4 2.4 %
Total 235.86 223.65 100 %
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2. _Ethnicity — This chart gives actual numbers of people, whether full-time or part-time.

Ethnicity Status March 2009 June 2009 Pertz‘(]eﬂrt]igzeogfggotal
English White 210 205 88.4 %
Irish White 2 2 0.9 %
Welsh White 2 2 0.9%
Scottish White 1 1 0.4 %
Any other white background 7 7 3.0%
Mixed — White and Black Caribbean 1 1 0.4 %
Black Caribbean 2 2 0.9 %
Black African 5 4 1.7 %
Chinese 1 1 0.4 %
Declined to State 8 7 3.0%
Sub Total 239 232 100 %
Agency Staff/Data unavailable 14 14

Total 253 246
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3. Disability Analysis — This chart gives actual numbers of people, whether full-time or part-time.

Percentage of total

Disability Analysis March 2009 June 2009 (June 2009)
Not Disabled 225 218 94 %
Disabled 14 14 6 %
Sub Total 239 232 100 %
Agency Staff/Data unavailable 14 14

Total 253 246

4. Gender Distribution — This chart gives actual numbers of people, whether full-time or part-time.

Percentage of total

Gender March 2009 March 2009 (June 2009)
Male 86 83 36 %
Female 153 149 64 %
Sub Total 239 232 100 %
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