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Executive Summary 
 

Introduction 
 
 
This report gives the final results for our agreed set of indicators for the 2008-09 year. It reviews our progress 
against annual targets, noting areas where we have improved our performance, and identifying areas for remedial 
action or closer scrutiny in 2009/10.  
 
A monthly report from our performance management system is posted on the intranet for staff to view, and is also 
circulated to Board members – either as part of the Board papers, or separately if no meeting is scheduled for the 
month. This means that Board members are able to track, comment on and challenge performance as necessary.  
 
The quarterly report is posted to the internet so that it can be viewed by customers and any other interested parties.  
 
This report now contains data and commentary which is entered directly by staff, and is then supplemented by a 
comment from the relevant manager or head of service as appropriate.  
 
As always, any feedback or comments are welcomed on all aspects of this report.  
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What has gone well 
 
Customer Contact Centre 
As the year progressed, the Customer Contact Centre made considerable progress in many aspects of their 
performance. The percentage of calls answered on time and dealt with at first point, the average grade of service, 
and quality of call handling have all finished the year meeting or exceeding target.  
 
Decent Homes 
The increased funding has meant that the percentage of properties now reaching the Decent Homes Standard has 
increased by over 8%, with more than 1800 elements of work completed. Because work has progressed so well, we 
revised the target and have already met this.   
 
Media and Publicity 
There have been a number of positive reports about South Essex Homes in the local media. In the final quarter of 
the year, we were able to announce that the Audit Commission had awarded us two stars, releasing £57.8 million for 
us to achieve the Decent Homes Standard.  
 
Resident Satisfaction 
The 2008 Status survey results showed some very positive improvements against the previous survey. The figures 
for overall satisfaction of all residents have improved and exceeded target. Leaseholder satisfaction has also 
improved. The annual figures for resident satisfaction with Repairs and Maintenance, Decent Homes works and 
operatives, and new homes and sign-up processes are also the highest we have seen.  
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What has gone well 
 
Staff Absence 
Staff sickness has been reduced to below an average of 10 days per employee for the first time.   
 
Neighbourhoods 
The percentage of satisfactory block inspections, satisfaction with caretaking services, and bulk refuse removals on 
time are all very high this year. Next year we will begin to monitor graffiti removal.  
 
Repairs and Maintenance 
Performance figures for all repairs on time are very high, and have met or exceeded targets most months.   
 
Arrears and Income collection 
Despite the well publicised economic climate, we have finished the year with arrears – both current and former 
tenant arrears – meeting target. Additionally, the collection rate for rents has increased and met target for the final 
quarter of the year.  
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Areas of concern 
 
Hostel Occupancy 
Hostel occupancy rates remained below target for the entire year. However this can be viewed as a reflection of 
Southend Borough Council’s strategy of trying to place homeless persons straight into permanent homes. We have 
agreed to use a number of hostel places for young care leavers during 2009/10.  
 
Notices Seeking Possession and Evictions for rent arrears 
The number of NSPs served as a percentage of those in arrears remains high in comparison to many other ALMOs, 
with our performance almost bottom quartile. Our percentage of evictions for rent arrears is also high, and again 
places us bottom quartile, although it is hoped that early intervention will bring both of these figures down in 2009/10.  
 
Value for Money 
Although we are still collating all the data for year end, some value for money indicators are not showing the 
efficiencies we would have expected, and further attention will be paid to these areas next year. It should however 
be noted that the Value for Money register is showing substantial savings made through various initiatives and staff 
suggestions.  
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1. Management Fee 
 
Management Fee: Cumulative performance against 2008/09 budget  
 

 2007/8 Quarter 1 Quarter 2 Quarter 3 Quarter 4 
(provisional) 

Actual (in £K) 9,918 2,377 4,891 7,463.9 9,787.90 

Budget (in £K) 10,074 2,576 5,073 7,646.0 9,785.80 

Variance (in £K) - 156 - 199 - 182 - 182 2 

Variance (as a percentage) - 1.5% - 5.9% - 3.6% - 2.4% 0.02% 

 
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.  
 
 2007/8 Quarter 1 Quarter 2 Quarter 3 Quarter 4 

1. Employee/Consultants 

Actual (in £K) 6,553 1,692 3,400 5,165.7 6,982.4 

Budget (in £K) 6,476 1,708 3,387 5,076.3 6,835.0 

Variance (in £K) + 77 - 16 + 13 + 89.4 +147.30 

Variance (as a percentage) + 1.2% - 0.9% + 0.4% + 1.8% + 2.16% 

2. Non Employees  

Actual (in £K) 3,365 685 1490 2,298.30 2,805.5 

Budget (in £K) 3,598 869 1,685 2,569.80 2,950.8 

Variance (in £K) - 233 - 184 - 195 - 271.50 - 145.3 

Variance (as a percentage) - 6.5% - 21% - 11 % - 10.6 % - 4.92 % 

 



 51

 
3. Financial Performance: Repairs, cumulative performance  
 
This shows the actual cumulative spending on repairs to Council homes. This is directly funded by Southend Borough Council 
separately from the Management Fee.  
 

 2007/8 Quarter 1 Quarter 2 Quarter 3 Quarter 4 
(Provisional) 

Actual (in £K) 5,457 1,617 3,073 4,247 5,607 

Budget (in £K) 5,457 1,601 3,134 4,413 5,607 

Variance (in £K)  16 - 61 - 166 - 

Variance (as a percentage)  + 1.0% - 1.9% - 3.8% - 

 
 
 
4. Financial Performance: Capital, cumulative performance 
 
This shows the spending on major works which are funded from capital including the Decent Homes programmes.  
 

 2007/8 Quarter 1 Quarter 2 Quarter 3 Quarter 4 
(Provisional) 

Actual (in £K) 5,654 486 2,838 5,681 9,524 

Budget (in £K) 5,269 1,870 3,742 7,530 9,943 

Variance (in £K) + 385 - 1,387 - 904 - 1,849 - 419 

Variance (as a percentage) + 7.3% - 74.2% - 24.2% - 24.5% - 4.2% 
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This register shows all the efficiency savings identified by South Essex Homes for the 2008/09 financial year, and which type of saving 
this has been achieved in.  
 

Saving in 2008-09 

Item Total 
Saving 

Repairs / 
Capital 
Saving 

Revenue 
Budget 
Saving 

Non-
Cashable 

Amount 
Reinvested 

Saving in 
Future 
Year 

Details 

Cavity Wall Insulation 35,000 35,000     
Grant funding for insulation to approx 400 
properties 

Professional fees PSA agreement 350  350    
Work undertaken in house, saving on PWC 
fees 

HR SLA Training 1,055  1,055    
Training element of SLA renegotiated to meet 
training and course requirements as 
appropriate. 

HR SLA   300  300    SLA renegotiated without any cost increase. 
Tie-In Event venue charges 1,125     1,125 Free venue for 2009 negotiated 
Tie-In Event  3,587  3,587    Savings made on running the Tie-In event 
Professional fees for corporation tax 
return 

1,050  1,050    
Work undertaken in house, saving on PWC 
fees 

Paying supplier invoices in-house 24,000  24,000    Paid in house, saving SBC fees 

Production of AP scheme leaflets 6,600  6,600    
Leaflets prepared in house from designer©s 
template. Photography done in house. 

HR training course 185  185    
One free place on course obtained under a 2 
for 1. 

Review of suppliers of rent cards 722     722 Oce to produce rent cards at a reduced price. 

Online payment for court fees 10,495  7,871   2,624 
Using PCOL online service to pay court fees, 
benefit from reduced fees and time spent 
raising cheques. 

Cleaning materials 8,050  8,050    
Goods in/out system combined with further 
training for Caretakers on use of chemicals. 

Sheltered schemes photovoltaics 50,000 50,000     Grant funding for 50% of project costs. 

Loft insulation 40,000 40,000     
Loft insulation funded from Low Carbon 
Buildings Phase 2 initiative. Will also reduce 
residents heating bills 

Replacement of fire alarm at 
Nicholson House, Contract 
MO809/07  

79,113    79,113  
Saving made on tendering contract reinvested 
in Adaptations. 



 57 

Saving in 2008-09 

Item Total 
Saving 

Repairs / 
Capital 
Saving 

Revenue 
Budget 
Saving 

Non-
Cashable 

Amount 
Reinvested 

Saving in 
Future 
Year 

Details 

Remodelling entrance to Quantock 
and Chiltern, contract MO809/04 

74,102 58,215   15,887  
Part of saving made on tendering contract 
reinvested in Adaptations. 

ATS New Deal Staff 24,056  24,056    
New Deal provides subsidies to the employer 
generating savings through utilising ATS 
participants. 

Hand delivery of Residents Guide 21,645  21,645    
Caretakers delivered resident guide saving 
postage cost. 

Play area inspections  15,000     15,000 
Removal of play area inspections, caretakers 
are currently piloting this service with a view 
to carrying out in house April 09 

Sheltered Housing plants  10,000     10,000 
Removal from SLA of watering indoor plants 
in Sheltered schemes. Caretakers to carry out 
duties. 

Pirate radio  3,500  3,500    
Removal of pirate radio aerials now 
performed by Caretaking staff instead of 
contractor. 

Printing costs for Insight Magazine 3,678  1,226   2,452 
Negotiated lower printing costs from different 
supplier. 

Cost of audio version of Insight 
Magazine 

381  127   254 Now produced in-house 

Keats House Heating and Lift 
Installation 

110,000    110,000  
Saving made on tendering contract reinvested 
in Adaptations. 

In house IT training 6,025   6,025   
In house provision of various IT training 
courses resulting in saving against outside 
training provision. 

Savings through Responsive Repairs 
Referral Process 

2,574 2,574     
Savings made through responsive repairs 
batched together and undertaken as a 
planned rather than responsive repair. 

Mapping software 3,000  3,000    

Negotiated third party meet cost of software 
for use at Careline and enabling utilisation of 
mobile alarms - added benefit of potential new 
business. 

Funded Training Courses 10,000   10,000   
Government funding for NVQ courses already 
undertaken. 
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Saving in 2008-09 

Item Total 
Saving 

Repairs / 
Capital 
Saving 

Revenue 
Budget 
Saving 

Non-
Cashable 

Amount 
Reinvested 

Saving in 
Future 
Year 

Details 

Funded Training Courses 91,000   91,000   Government funding for new NVQ courses. 
Negotiated reduced price for Lifeline 
Units 3,600  3,600    

Negotiated unit savings without needing to 
join, also saving membership fee. 

Coin box phones in Sheltered 
Schemes 

9,319    9,319  
Removed rarely used pay phones and used 
money saved to fund internet access for 
scheme residents 

Recycling PCs 6,600   6,600   
Sheltered schemes offices and communal 
rooms equipped with recycled PCs 

Sustaining tenancies through support 67,500   67,500   

Tenants referred for support or FIP supported 
to improve behaviour. Avoids need for 
eviction and associated costs, benefits for 
tenants. 

Sanctuary Scheme  14,590   14,590   
Domestic violence cases referred to the 
Sanctuary Scheme saving the need for a 
move and the resulting void costs 

Procurement saving on Mac 
computer 

677  677    
Discount negotiated on purchase Mac 
computer. 

Savings on cost of Insight magazine 5,803  967   4,836 
Investing in a Mac computer to enable design 
of Insight (and other publications) to be done 
in house, substantial savings per edition. 

CIH tenant membership for board 
members 

204    204  
Replaced Inside Housing subscription with 
membership of CIH, carrying complementary 
subscription. 

Fire Risk Assessments 111,435 111,435     
Fire risk assessments carried out in house by 
trained officer. 

NFA board members on 09/05/09 773     773 Saving on usual catering costs. 
Contact Centre stationery savings 655  655    Various stationery related savings 

Insulation jackets 35,643 35,643     
Insulation jackets provided by Smartheat from 
Grant funding 

TOTAL 893,391 332,867 112,501 195,715 214,523 37,785  

 
 
�
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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.   December’s figures are expressed as staff numbers, but March’s figures are expressed as Full Time 
Employees 
 

Status End December 2008 End March 2009 
As a percentage 
(March Figures) 

Permanent 225 200.39 85 % 

Temporary Contract Positions 11 10 4.2 % 

Peak Relief (Careline) 6 - - 

Vacancies 9 12.53 5.3 % 

Sub Total 251 222.92 94.5 % 

Vacant Position filled by agency 6 6 2.5 % 

Agency staff in temporary positions 15 6.94 3 % 

Total 272 235.86 100 % 

 
 
 
 
 
 



 62 

2.    Ethnicity – This chart gives numbers of staff. 
 

Ethnicity Status December 2008 March 2009 Percentage of sub total 
(March 2009) 

English White 210 210 88 % 

Irish White 2 2 0.8 % 

Welsh White 2 2 0.8 % 

Scottish White 1 1 0.4 % 

Any other white background 7 7 2.9 % 

Mixed – White and Black Caribbean 1 1 0.4 % 

Indian 1 0 - 

Black Caribbean 2 2 0.8 % 

Black African 5 5 2.1 % 

Chinese 1 1 0.4 % 

Declined to State 10 8 3.4 % 

Sub Total 242 239 100 % 

Vacant 9 -  

Agency Staff/Data unavailable 21 14  

Total 272 253  
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3.   Disability Analysis – This chart gives numbers of staff. 
 

Disability Analysis December 2008  March 2009 Percentage of sub total 
(March 2009) 

Not Disabled 228 225 94 % 

Disabled 14 14 6 % 

Sub Total 242 239 100 % 

Vacant 9 -  

Agency Staff/Data unavailable 21 14  

Total 272 253  

 
 
4.   Gender Distribution – This chart gives numbers of staff. 
 

Gender December 2008 March 2009 Percentage of sub total 
(March 2009) 

Male 83 86 36 % 

Female 159 153 64 % 

Sub Total 242 239 100 % 

Vacant 9   

Agency Staff 21 14  

Total 272 253  

 
�
�
�
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