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Community & Housing Services Committee 
29th October 2021
Agenda Item No xxx

	Housing Service Performance Report and ‘Pathway to Improvement’ 2019-22

	Report by:

John Mills, Head of Housing Services

	Wards Affected:
All


Purpose
The report presents the performance scorecard for Housing Services and details the outcomes of the annual update of the ‘Pathway to Improvement’ 2019-22.

Recommendation(s)
Members are asked to:
1. Consider the Housing Services performance information detailed in the report (Appendix 1)

2. Consider performance in year two of the Pathway to Improvement for 2019-22 (Section 2.0 and Appendix 1)

Resource Implications
None
Legal & Risk Implications

There are on-going legal requirements for Committee highlighted within this report, linked to a significant risk of regulatory intervention if the Council does not adhere to the standards and expectations set through the Scottish housing regulatory framework.

Impact Assessment

An EqIA has not been completed and is not necessary as the report does not propose a change to existing housing policies or programmes.
Consultation

The report outlines consultation requirements set within the housing regulatory framework.

1.0 Background 
1.1 In recognition of the similarities between the Pathway to Improvement and Housing Services Performance reports submitted to Community and Housing Services Committee annually, the decision was taken to combine both reports to remove duplication in performance reporting. 

1.2
Audit Scotland published the Statutory Performance Direction in December 2018. 2020/21 is the second year to which that direction applies. The Council is required to report a range of information setting out: 
i. Its performance in improving local public services, provided by both (i) the council itself and (ii) by the council in conjunction with its partners and communities.

ii. Its progress against the desired outcomes agreed with its partners and communities. 

iii. Its performance in comparison to (i) over time and (ii) with other similar bodies including information drawn down from LGBF in particular and from other benchmarking activities.

iv. Its assessment of how it is performing against its duty of Best Value, and how it plans to improve against this assessment. 

1.3
This is the first Performance Report submitted following implementation of Oracle Cloud. This system has sophisticated reporting tools and better reporting functionality but some of these reports are still in development, particularly those relating to sickness absence. 

1.4
Members should therefore be aware that the numbers in this section are different due to the system change. Previously, absence was reported as WDL per FTE. At the moment, the output data being produced is for WDL per employee and as a result, there is likely to be a slight but immaterial difference in the figures. (Appendix 2)
1.5
The Scottish Housing Regulator published a revised regulatory framework based on powers available through the Housing (Scotland) Act 2010. This focussed on key regulatory priorities to meet the standards and outcomes of the Scottish Social Housing Charter, which specifies outcomes for tenants and other customers in the delivery of housing and homelessness services. Progress is assessed annually through the ‘Annual Return on the Charter’ indicators submitted to the Regulator in May for publication in August each year.  
1.6 
A housing performance approach was introduced through the ‘Pathway to Improvement 2015-18’. The ‘pathway’ provided three-year targets for improvement based on the Council’s ambition for top quartile performance. This was monitored annually through Committee with almost two-thirds of indicators improving over three years.  In November 2018, the Community and Housing Services Committee agreed to the production of a new a ‘Pathway to Improvement’ for 2019-22 following publication of the revised regulatory framework.

1.7
The C&HSC in November 2018 agreed to the publication of a second three-year Pathway to Improvement following publication of the new regulatory requirements.  The Pathway is a performance improvement plan based on the Annual Return on the Charter and now focuses on 32 key performance indicators.  The second-year performance figures and improvement actions in the Pathway to Improvement 2019-22 are provided in Appendix 1.
2.0
Performance
2.1
The Covid-19 pandemic and subsequent restrictions has significantly impacted on the delivery of housing services during 2020/21. Our Annual Return on the Charter has shown a decline in performance in several key indicators, as summary of which is included below. Detailed performance information is provided in Appendix 1. 
2.2
Housing Services must meet the statutory requirement to carry out an annual gas safety check in all Council dwellings within the 12-month anniversary date. During 2020/21, there were 197 properties that did not receive the annual gas safety check within this timeframe. The majority of these failures were related to Covid-19 (tenants isolating, shielding, etc.). To reduce these failures, a new process has been put in place and monthly gas governance meetings are held to review failures, with a view to improving processes further.
2.3
Customer satisfaction has declined in the overall service provided by the landlord (-0.76%), opportunities to participate in landlords’ decisions (-16.57%), quality of the home (-6.28%), management of the neighbourhood (-2.61%) and management of Gyspy/Travellers sites (-14.91). Decline in these areas can be attributed to a change in satisfaction survey methodology from face-to-face to telephone surveys, which typically yield lower satisfaction ratings. There have been fewer opportunities to face-to-face interaction with tenants and local tenants and residents’ associations. Suspensions to the repairs service (including improvement works at the Gypsy/Travellers sites) and grounds maintenance service can also be attributed to the decline in performance in these areas.

2.4
Suspensions to the repairs/voids service have impacted on the average length of time taken to re-let properties (+25.18 days) and the rent lost through empty properties (+0.44%). Although services have resumed, there are issues in obtaining materials which continues to impact on the void turn-around time.
2.5
The adaptations service has seen an increase in the number of households waiting for adaptations to be completed from 113 to 487 and the average time to complete adaptations from 18.76 days to 28.71 days. These have both been impacted by an increase in demand for adaptations, and work being completed more slowly due to Covid-19 restrictions/shielding. 
2.6
Covid-19 restrictions have resulted in a marked increase in anti-social behaviour reporting due to people living closely to each other. Dealing with complaints of anti-social behaviour has been exceptionally difficult, particularly due to officers being unable to speak to customers on a face-to-face basis. This has impacted on the overall number of cases being resolved as quickly, resulting in a marginal decline in performance from 99.55% to 98.51%.
2.7
Despite a reduction of performance in the areas highlighted about, Housing Services have seen a number of improvements in other areas of the Charter. The percentage of tenancies sustained for more than a year has increased from 91.4% to 92.6%. The number of abandoned properties has reduced this year by 33 properties. This could be attributed to Covid-19 restrictions and tenants remaining in their home. 
2.8
Tenants believe that their rent represents good value for money, an increase of 1.78% from the previous year. Fife Council’s average weekly rent remains below the average for Scotland’s local authorities. 
2.9 
The average time (days) taken to complete non-emergency repairs has decreased by 0.91 days. The number of repairs carried out during the year dropped by 17,000 due to non-emergency repairs being suspended during Covid-19 restrictions. Despite this suspension, overall satisfaction with repairs and maintenance increased by 1.33%.

2.10
The percentage of gross rent arrears has reduced by 0.9%. Housing Services took a supportive approach to tenants and financial assistance was made available to tenant whose income was affected by furlough or unemployment as a result of Covid-19. New software has also been introduced to allow early identification of rent arrears and direct tenant contact as quickly as possible. 
3.0
Conclusions

3.0
The report has highlighted the performance position in 2020/21, and the impact Covid-19 has played in Housing’s ability to maintain service provision during the pandemic. Whilst there are clear areas for improvement, there has also been a positive impact during the year. 

John Mills

Head of Housing Services

List of Appendices

Appendix 1: Housing Performance Report  

 Appendices Numbered List 
Background Papers

The following papers were relied on in the preparation of this report in terms of the Local Government (Scotland) Act, 1973: 
Scottish Housing Regulator (2019) Regulation of Social Housing in Scotland https://scottishhousingregulator.gov.uk/publications/regulatory-framework-1-april-2019
Scottish Housing Regulator (2019) Annual Assurance Statement – Statutory Guidance https://www.scottishhousingregulator.gov.uk/publications/annual-assurance-statement-statutory-guidance-february-2019
Report Contact

Vania Kennedy
Service Manager (Income, Poverty and Private Housing)
Housing Services
Rothesay House

Glenrothes

Telephone: 03451 555555 Ext 444528
Email - vania.kennedy@fife.gov.uk
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	Indicator
	2018/19
	2019/20
	2020/21
	Q1 2021/22
	Pathway to Improvement 

	
	Value
	Value
	Value
	Target
	Note
	Value
	Note
	Action Points

	Tenants satisfied with overall service provided by landlord (%)
	81.64%
	81.64%
	80.88%
	85%
	Taken from telephone survey of 701 households which provides poorer results than a face-to-face survey. Relatively static position compared to previous year's result with -0.76% difference in outturn.  
	Not measured for Quarters
	· Return to face-to-face survey methodology in 2021/22, should Covid-19 restrictions allow

· Continue to work with tenants through the Tenant Forum and local tenant and resident associations to deliver high-quality services

	Tenants whose landlord keeps them informed (%)
	79.94%
	79.94%
	84.17%
	87%
	Taken from telephone survey of 701 households which provides poorer results than a face-to-face survey. Improved position on previous year by 4.23%  
	Not measured for Quarters
	· Continue to provide up-to-date and relevant information to our tenants through our tenant magazine, social media, websites, Tenant Forum and local tenant and resident associations

· Continue to seek innovative ways to keep our tenants informed of our services and performance

	The percentage of all complaints responded to in full at stage 1
	
	99.73%
	98.06%
	99.73%
	Although there was a slight decline in performance in-year, the long-term trend indicates a high level of housing complaints being responded at stage 1, supported by corporate approaches that provide independent verification of performance.
	Not measured for Quarters
	· Ensure access to complaints procedures, and training on processes

	The percentage of all complaints responded to in full at stage 2
	
	97.44%
	95.06%
	98.00%
	Although there was a slight decline in performance in-year, the long-term trend indicates a high level of housing complaints being responded at stage 2, supported by corporate approaches that provide independent verification of performance.
	Not measured for Quarters
	· Ensure access to complaints procedures, and training on processes

	Satisfied with opportunities to participate in landlord's decisions (%)
	83.19%
	83.19%
	66.62%
	85%
	Disappointing reduction of 16.57% previous year's outturn, despite the Council's strong track record in tenant participation. Outturn will in part be affected by Covid-19 lockdown and changed methodology for surveying customers from face-to-face survey to telephone survey. 

There have been fewer opportunities for face-to-face interaction with tenants and local tenants and residents’ associations.  
	Not measured for Quarters
	· Seek new and innovative ways to give tenants opportunities to participate in our decisions, for example, online meetings, webinars, etc.


	Council dwellings that meet the SHQS (%)
	86.01%
	93.01%
	93.04%
	99.8%
	Fife's current SHQS compliance figures do not take into account works completed during the 2019/20 or 2020/21 financial years.  
A large proportion of failings relate to adequate lighting and secure common entrance doors in blocks where we have no majority in ownership to enable works to progress. These failings are recorded against individual properties and not the common area. 
	Not measured for Quarters
	· Working with our system supplier to resolve issues around elements of the system that are not functioning correctly

	Existing tenants satisfied with quality of home(%)
	85.88%
	85.88%
	79.6%
	88%
	This presents a reduction of 6.28% on the previous year's outturn, the decline in performance expected to have been impacted by the Covid-19 lockdown restrictions and a change in survey methodology from face-to-face to telephone survey.
	Not measured for Quarters
	· Work with partner services to improve the quality of repairs and homes.
· Continue to monitor performance and highlight issues through the Repair Improvement Management Group

	Average length of time taken to complete emergency repairs (hours)
	3.58
	4.01
	4.19
	3.5
	During last year’s lockdowns the non-emergency repairs were suspended. However over time some of these faults and repairs will have developed into emergency repairs causing the increase in the number of emergency repairs compared to last year’s figures. 

Slight slippage this year due the pandemic. 
	2.91
	As restrictions have the lifted the number of emergency repair requests have reduced by 3,128 compared with Q4 20/21. The target has been achieved.
	· Continue to monitor performance and highlight issues through the Repair Improvement Management Group
· Implement new monitoring process to review failures at each quarter

	Avg time taken to complete non-emergency repairs (days)
	6
	6.02
	5.11
	6
	The number of repairs carried out this year has dropped by over 17,000. This was due to non-emergency repairs being suspended during the lockdowns. We will continue monitor the performance and seek improvements over the forthcoming year. 
	5.63
	As restrictions have lifted there has been an increase of 2405 non-emergency repair requests compared to Q4 20/21. This has increased the average time to complete the repairs to 5,63 days.  
	· Continue to monitor performance and highlight issues through the Repair Improvement Management Group

	Reactive repairs completed right first time in the last year (%)
	98.17%
	97.79%
	97.5%
	98.17%
	Although the percentage is similar to the previous year, the number of repairs carried out this year has dropped by over 17,000.  This was due to non-emergency repairs being suspended during the lockdowns.  We will continue monitor the performance and seek improvements over the forthcoming year.
	98.48%
	Increase in performance due to continual performance monitoring at the Repair Improvement Management Group.
	· Continue to monitor performance and highlight issues through the Repair Improvement Management Group

	No. of failures to complete statutory gas safety checks in last year
	
	35
	197
	0
	The majority of failures are Covid-19 related. A new process was put in place to contact the tenant at the second appointment stage to confirm access and check for symptoms.  Monthly gas governance meetings are held to discuss the previous months failures and look for ways to improve procedures to reduce the number of failures
	12

	Reasons for failures;

· 2 Access Issues

· 1 Covid-19 related
· 7 System Issues - Orders not raised on time (new build properties)

· 2 Other - LPG Heating System, delay in passing to contractor
	· We are working with the Area Teams to avoid any failures due to access issues in the future

· A new process has been agreed to avoid the system issues for new build properties 

· It has been agreed that Building Services Gas will carry out the servicing for LPG heating systems

	Satisfied with repairs and maintenance (%)
	82.72%
	82.72%
	84.05%
	93%
	The indicator shows improved performance of 1.33% over last year's outturn despite pressures on service during the Covid-19 lockdown.
	Not measured for Quarters
	· Continue to monitor performance and highlight issues through the Repair Improvement Management Group

	Satisfied with management of neighbourhood (%)
	81.21%
	81.21%
	78.6%
	90%
	The outturn for 2020-21 represents a reduction of 2.61% on the previous year which will be in part affected by the Covid-19 lockdown and a change in the methodology from telephone survey to face-to-face survey
	Not measured for Quarters
	· Work with partner services to improve neighbourhoods/estates through local area budgets

	Tenancy offers refused (%)
	23.11%
	22.01%
	23.79%
	22%
	Housing allocations practice continues to produce low levels of refusals.  A measured approach to housing allocations in line with Covid restrictions, followed by a transfer led approach to recovery planning has meant that performance has exceeded target and continues to be top quartile.
	21.78%
	Housing allocations practice continues to produce low levels of refusals. Performance has exceeded target and continues to be top quartile.  
	· Allocations performance continues to be monitored but no specific actions are proposed as Fife remains in the top quartile

	Anti-social behaviour cases reported in the last year resolved timeously (%)
	99.55%
	99.55%
	98.51%
	99.6%
	Due to the pandemic during the financial year 2020-21, dealing with complaints of antisocial behaviour has been exceptionally difficult, particularly due to officers being unable to speak to people on a face-to-face basis. This has impacted on the overall reduction of the number of cases being resolved as quickly with this year’s percentage being 98.5%. 

Due to people being in lockdown in close proximity, there has been a marked increase in anti-social behaviour reporting.  
	Not measured for Quarters
	· implementation of enhanced approach to tackling ASB

· recruitment of additional staff to support 'one team' approach to dealing with antisocial behaviour complaints

· review of current procedures to identify gaps and areas for improvement

· increase community patrols to support safer, cleaner estates

	New tenancies sustained for more than a year(%)
	91.35%
	91.4%
	92.6%
	96%
	Performance has increased. Existing tenants were not able to move due to Covid-19 restrictions. Following advice from the Scottish Government, our focus was shifted to helping homeless households where furniture, etc. could be provided. following advice from Scottish Government.

Of the 63 tenancies that ended within 12 months, 8 resulted in the tenant successfully transferring to another Fife Council tenancy. 3 were the result of the tenants abandoning the property. 7 of the tenancies that ended was due to the tenant buying their own property. 
	89.35%
	The figures have dropped this quarter due to the Covid 19 pandemic. Staff were unable to carry out visits to tenant's as in previous years due to the pandemic. Moving forward staff can visit tenant's again and they will be able to offer the Tenancy Assistance to tenants as in previous years.
	· During covid we have not been able to deliver tenancy assistance, as things ease, we will rerun sessions on tenancy sustainment.

· Provide training to new and existing staff to ensure tenancy assistance performance hours are recorded appropriately. 

· The 4DX homeless project will also assist as we will target single under 35-year-olds and put in place any required intensive support

	% of existing tenant tenancies sustained for more than a year
	94.51%
	95.47%
	96.65%
	
	Sustained performance in this area, localised working with housing management and smaller patches facilitates closer working directly with tenants. 

Existing tenants were not moving due to lockdown. A decision was taken to focus on homeless households where we could provide furniture etc. Guidance was taken from the Scottish Government on this.  
	92.11%
	The figures have dropped this quarter due to the Covid 19 pandemic. Staff were unable to carry out visits to tenant's as in previous years due to the pandemic. Moving forward staff can visit tenant's again and they will be able to offer the Tenancy Assistance to tenants as in previous years.
	· Sustained performance in this area, localised working with housing management and smaller patches facilitates closer working directly with tenants

· As lockdown eases more intensive support and patch work directly with tenants to sustain and maintain the tenancy, more face-to-face contact and identification of any issues at an early stage

· The 4DX homeless project will also assist as we will target single under 35-year-olds and put in place any required intensive support

	% of homeless tenant tenancies sustained for more than a year
	89.17%
	90.13%
	90.94%
	91.00%
	Due to the Covid 19 pandemic staff have also been working from home and have been unable to carry out their duties as before. Now that restrictions are easing staff will be able to engage more with tenants and offer more assistance when required

Analysis has shown that of the 86 tenancies that ended within 12 months, 17 resulted in a positive move for the tenant, i.e. transfer of tenancy, bought their own property or moved in with a partner. 

We believe there is an issue of under recording of Tenancy Assistance hours and managers will be reminded of the importance of this. 
	88.94%
	The figures have dropped this quarter due to the Covid 19 pandemic. Staff were unable to carry out visits to tenant's as in previous years due to the pandemic. Moving forward staff can visit tenant's again and they will be able to offer the Tenancy Assistance to tenants as in previous years.
	· Sustained performance in this area, localised working with housing management and smaller patches facilitates closer working directly with tenants

· As lockdown eases more intensive support and patch work directly with tenants to sustain and maintain the tenancy, more face-to-face contact and identification of any issues at an early stage

· The 4DX homeless project will also assist as we will target single under 35-year-olds and put in place any required intensive support

	% of housing list tenant tenancies sustained for more than a year


	91.25%
	90.37%
	91.24%
	93.00%
	Performance has increased, potentially due to Covid-19 restrictions and tenant’s being restricted in moving home. 

Tenancy Assistance has been offered, via telephone, to vulnerable tenants to ensure they are coping in their tenancy. This continuation of tenancy assistance has assisted in an increase in performance. 
	88.24%
	The figures have dropped this quarter due to the Covid 19 pandemic. Staff were unable to carry out visits to tenant's as in previous years due to the pandemic. Moving forward staff can visit tenant's again and they will be able to offer the Tenancy Assistance to tenants as in previous years
	· Sustained performance in this area, localised working with housing management and smaller patches facilitates closer working directly with tenants

· As lockdown eases more intensive support and patch work directly with tenants to sustain and maintain the tenancy, more face to face contact and identification of any issues at an early stage.

	Lettable houses that became vacant in the last year (%)
	7.67%
	8.18%
	6.46%
	9%
	Turnover has been significantly affected by the Pandemic and restricted allocations practice.  In September, Housing Services adopted a transfer led approach to housing allocations as a deliberate measure to increase housing opportunities to meet the needs of tenants and generate more vacancies for other priority needs groups.
	Not measured for Quarters
	· Continue to promote a transfer led approach to allocations to generate turnover to meet a range of needs

· Promote the use of the Transfer Incentive Scheme to make best use of housing stock

	Rent lost through empty properties (%)
	0.98%
	1.09%
	1.53%
	1%
	The implementation of Covid Safe Working practices has extended repair timescales within empty properties. There also been additional delays due to revised housing allocations procedures and demands on allocations working practices which has increased turnover timescales. Renewal and improvement arrangements are being put in place with a view to returning to top quartile performance in 2021/22  
	0.29%
	Note required
	· Specialise the Voids Management function and review commissioned works to reduce void timescales

· Improve voids co-ordination and coding to accurately reflect void property status

· Improve access case management to ensure the efficient use of properties for a range of needs

	Number of households currently waiting for adaptations to be completed at the end of the reporting year
	
	113
	487
	300
	The number of households awaiting adaptations is higher due to slower progress of works being completed due to Covid 19 regulations combined with higher levels of demand for adaptations this year. 

There are higher numbers of people waiting for adaptations due to less jobs being progressed this year due to Covid 19 restrictions. Demand has also increased this financial year.  
	Not measured for Quarters
	· Review the Adaptations Waiting List to identify full reasons for backlog

· Develop action plan to reduce the waiting list

· Work with Community OT Teams to provide additional advice to individuals on the waiting list

	The total number of approved applications on the list for medical adaptations as at the start of the reporting year plus any new approved applications during the reporting year
	
	451
	1,249
	N/A
	This year the demand for adaptations has been significantly higher. There has also been slower progress in carrying out repairs this year due to Covid 19 restrictions slowing the amount of work being done.


	Not measured for Quarters
	· Review the Adaptations Waiting List and Budget to identify full reasons for backlog

· Develop action plan to reduce the waiting list

· Work with Community OT Teams to provide additional advice to individuals on the waiting list

	Number of approved applications completed between start and end of the reporting year
	
	338
	762
	N/A
	There was increased demand this year for adaptations and the Covid 19 pandemic has led to an increased level of customers requiring adaptations to be completed.

A greater number of adaptations were approved this year as work has been on-going to improve and streamline the adaptations process.
	Not measured for Quarters
	· Review the Adaptations process to ensure efficient flow of work

· Work with key partners / contractors to look at increased capacity to undertake additional adaptations work

	The cost of adaptations completed in the year by source of funding
	
	£1,701,551
	£1,200,692
	£1,601
	Works stopped in Council properties due to lockdown – this slowed down or halted the spend for some months. Spend would normally be higher.  
	Not measured for Quarters
	· Review the Adaptations Budget 

· Work with key partners / contractors to manage price rises in adaptations work due to increased material costs

	The average time to complete adaptations (days)
	23.37
	18.76
	28.71
	18
	The average time taken to complete adaptations has increased significantly increased due to Covid 19. Protocols undertaken to comply with Covid regulations have increased the amount of time taken to complete adaptations.
	Not measured for Quarters
	· Review the Adaptations process to ensure efficient flow of work

· Work with key partners / contractors to look at increased capacity to undertake additional adaptations work

	Court actions that resulted in eviction and their reasons (%)
	19.86%
	19.38%
	0%
	0%
	As a result of the COVID19 pandemic, the Scottish Government brought in emergency legislation that prohibited the eviction of tenants with rent arrears. This resulted in Fife's recovery procedures being put on hold. Hence the zero figure for this financial year.  
	Not measured for Quarters
	· Target of zero being set at present while discussions underway with the administration around the use of evictions as part of the corporate debt policy

	Number of properties recovered for non payment of rent
	114
	93
	0
	0
	At the start of the Covid-19 pandemic a £2m rent support fund was put in place to assist tenants with rent payments where they become unemployed or furloughed.  New software has been introduced for early identification of arrears which is followed up with a direct tenant contact and additional staff have been appointed to provide specialist advice around rents, benefits and income maximisation.
	Not measured for Quarters
	· Target of zero being set at present while discussions underway with the administration around the use of evictions as part of the corporate debt policy

	% of properties recovered for non payment of rent
	19.86%
	19.38%
	.00%
	.00%
	At the start of the Covid-19 pandemic a £2m rent support fund was put in place to assist tenants with rent payments where they become unemployed or furloughed.  New software has been introduced for early identification of arrears which is followed up with a direct tenant contact and additional staff have been appointed to provide specialist advice around rents, benefits and income maximisation.
	Not measured for Quarters
	· Target of zero being set at present while discussions underway with the administration around the use of evictions as part of the corporate debt policy

	Homeless households referred to RSLs (%)
	
	38%
	4.31%
	5%
	The Fife Housing Register (FHR) system provides RSL partners with direct access to statutory homeless households and diminishes the need for formal S.5 Referral arrangements. Performance targets are collectively set by the FHR Executive and performance is monitored on a regular basis. This collaborative approach has enabled a more sophisticated discussion around homelessness therefore this figure only includes referrals made to non-FHR partner landlords operating in Fife in line with SHR Technical Guidance.  


	Not measured for Quarters
	· Improve the monitoring of housing allocations by Fife Housing Register Partners and report these separately

· Increase the range of FHR Partnership options to non-FHR partners to increase the number of properties accessible through FHR (currently around 98%)

· Improve Housing Options advice to ensure homeless households are considering non-FHR partners

	Rent represents good value for money (%)
	80.65%
	80.65%
	82.43%
	82%
	The outturn represents a 1.78% increase in performance from the previous year, with FC's average weekly rent remaining below the average for Scotland's local authorities.
	Not measured for Quarters
	· Communicate with tenants around the need for rent income to support investment in services

· Undertake a ‘living rent’ analysis to inform decisions around the rent increase for 2022-23

· Benchmark FC rents with other Scottish LAs

	Rent collected as % of total due in the reporting year
	97.94%
	99.96%
	99.48%
	95%
	Our rent collection rate of 99.48%, is an excellent performance and exceeds our target for this financial year.  The uncertainty of the pandemic made predicting performance tricky.  We expected a decline in collection and an increase in arrears but this not happened. 
	92.65%
	Figures are down on the Q1 figure from last financial year.  This is the only realistic comparison point we can make.  This is potentially no cause for concern, as quarters throughout the year, don’t marry up neatly.  Further consideration will be given after Q2, as to performance issues 
	· Provide specialist UC advice and support to tenants.

· Provide £2m support funds to eligible unemployed tenants and those whose employment is impacted by Covid-19

· Use the Rentsense debt system to prioritise tenants in arrears

	Gross rent arrears (%) Fife (LGBF)
	9%
	7.8%
	6.9%
	9%
	At the start of the Covid-19 pandemic a £2m rent support fund was put in place to assist tenants with rent payments where they become unemployed or furloughed. New software has been introduced for early identification of arrears which is followed up with a direct tenant contact and additional staff have been appointed to provide specialist advice around rents, benefits and income maximisation.  
	6.4%
	There has been a decline in Gross Rents Arrears from Q4 figure which is positive
	· Provide specialist UC advice and support to tenants.

· Provide £2m support funds to eligible unemployed tenants and those whose employment is impacted by Covid-19

· Use the Rentsense debt system to prioritise tenants in arrears

	Total value (£) of gross rent arrears as at the end of the reporting year
	£10,337,754.23
	£9,190,762.77
	£8,477,991.49
	N/A
	As above
	£7,923,798.79
	Our Q1 figures have shown a reduction in gross rent arrears of £1.5million from last year's Q1 figures.  This is an optimistic performance but too early to draw full conclusions from these figures.
	· Note as above

	Total rent due for the reporting year
	£114,251,697.11
	£118,005,022.48
	£122,378,398.37
	N/A
	Narrative required
	£124,420,779.04
	The figure entered is a fairly accurate estimate of the total rent that will be charged to all of our tenants for this financial year.  It reflects the 1.5% increase we had in April 2021, hence the increase from the Q4 figures last year
	· Contextual information

	Average annual management fee per factored property
	£0
	£46.3
	£80.84
	£97.95
	Factoring fees have increased to reflect a reviewed management cost introduced in 2020-21, through the roll out of the factoring project.  
	Not measured for Quarters
	· Review management fee annually to ensure recovery of service costs

	Factored owners satisfied with the factoring service they receive (%)
	57.66%
	57.66%
	52.69%
	65%
	The outturn indicates a 4.97% reduction on the previous year. A project is being rolled out to formalise factoring in all blocks where the Council has a shared interest, which includes better communications around owners rights and responsibilities for repairs. While satisfaction has increased in the last five years, it falls short of service ambitions through the project.  
	Not measured for Quarters
	· Introduce the CPL factoring information system to provide owners with detail cost breakdowns of factored works and to improve the efficiency of services

	Average time taken to re-let properties in the last year (days)
	26.25
	28.61
	53.79
	40
	Performance has slipped for all landlords due to the Covid Pandemic as work ceased for a period of time and new working arrangements had to be put in place to ensure safe working practices. Fife's Voids Partnership received the Chartered Institute of Housing's Team of the Year Award for the measures put in place to recover from lockdown and service improvement and renewal arrangements are being put in place to re-establish top quartile performance  
	42.52
	Awaiting narrative
	· Specialise the Voids Management function and review commissioned works to reduce void timescales

· Improve voids co-ordination and coding to accurately reflect void property status

· Improve access case management to ensure the efficient use of properties for a range of needs

	Gypsies/travellers - Average weekly rent per pitch
	£63.3
	£64.96
	£66.24
	£70
	The increase in rents is in line with the % rent increase on properties across the Housing Revenue Account. 

Gypsy Traveller site rents have been increased in line with the HRA rent increase. Rents will be reviewed further as sites are improved with Chalets being installed etc.  
	Not measured for Quarters
	· Review Gypsy Traveller pitch rents

· Work with tenants on sites to examine rent affordability

	Gypsies/travellers satisfied with the landlord's management of the site (%)
	31.58%
	31.58%
	16.67%
	40%
	The satisfaction levels have decreased due to delays in installing chalet provision across sites. Work is due to start at Tarvit Mill this financial year, and at Heatherywood next financial year. The delay in the work starting was due to Covid 19 restrictions.  
	Not measured for Quarters
	· Site improvements at Tarvit Mill site – installation of Chalets

· Environmental improvements at Heatherywood 

· Site Improvements at Heatherywood – installation of Chalets (financial year 22-23)

	Anticipated Exemptions from EESSH
	
	2,710
	2,495
	N/A
	Data based on full EPCs and comparison to similar architypes for properties requiring additional surveys.  
	Not measured for Quarters
	· Contextual information

	The number of lets during the reporting year by source of let
	2,385
	2,555
	1,971
	N/A
	Housing allocations have largely been guided by Covid restrictions in year with an initial focus on statutory homelessness households and other priority needs allocations and a transfer led approach to recovery from September.  No specific targets have been set other than through the Housing Access Recovery Plan to stimulate turnover.  This helped close the gap, but around 500 housing opportunities have been lost in year due to reduced turnover.
	536
	Note required
	· Introduce 7 Area Lettings Plans to decentralise allocations policy implementation to meet local needs

· Establish quota’s for priority needs groups and to prevent homelessness

· Improve Allocations Monitoring and Standards supported by a new functional team

	The number of lets to existing tenants
	590
	752
	591
	N/A
	Significant impact on Transfer allocations due Covid-19. Mid-year recovery introduced which increased emphasis on transfer-led allocations to provide a re-balance, increase turnover, and generate opportunities for other housing groups

Housing allocations have largely been guided by Covid restrictions in year with an initial focus on statutory homelessness households and other priority needs allocations and a transfer led approach to recovery from September.  No specific targets have been set other than through the Housing Access Recovery Plan to stimulate turnover.  This helped close the gap, but around 500 housing opportunities have been lost in year due to reduced turnover.
	162
	Note required
	· Continue to promote a transfer led approach to allocations to meet the needs of tenants, vacated properties are allocated to other priority needs groups

· Continue to promote the Transfer Incentive Scheme to make the best use of under-occupied homes and homes for particular needs

	The number of lets to housing list applicants
	814
	727
	362
	N/A
	The lets to first time applicants has reduced as a direct result of increasing allocations to statutory homeless applicants and due to the impact of Covid-19.  This focus will continue into future years and will be risk assessed linked to a review of RRTP priorities and Covid-19 recovery plans
	123
	Note required
	· Improve the use of allocations to prevent homelessness as part of a revised approach to Personal Housing Planning

	The number of lets to others
	0
	0
	0
	N/A
	All allocations have been made through Fife Housing Register using the Common Assessment of Need and the Housing / Transfer Allocation Policies.  There are no exceptions to report.
	0
	Note required
	· N/A

	The number of lets to homeless applicants
	981
	1,076
	1,018
	N/A
	Priority given for allocations to statutory homeless households during initial stages of Covid-19. There has been a specific focus on statutory homeless households as part of a cross partnership commitment to Fife’s RRTP and Engagement Plan with the Scottish Housing Regulator.  This has focussed on longer term cases and those with complex needs, which will continue throughout the period of the RRTP and Covid-19 Recovery Planning to address the backlog of need.
	251
	Note required
	· Increase the focus on homelessness allocations to reduce the backlog of need linked to a revised approach to homelessness prevention

· Increase Housing First allocations and allocations made by flipping temporary tenancies

· Reduce the number of homelessness refusals by improving transitions for homeless households

	The number of mutual exchanges
	155
	149
	99
	N/A
	Reduction experienced due to impact of Covid-19 due to guidance around over the threshold visits and inspections. Mutual Exchanges have been suspended during the lockdown periods.  
	27
	Mutual Exchanges now progressing following significant restrictions as a result of Covid-19
	· Monitor the impact of the new Mutual Exchange system and review as required

· Continue to promote mutual exchanges as a potential housing option through effective case work

	Total number of lets during the reporting year by source of let
	2,385
	2,555
	1,971
	N/A
	Housing allocations have largely been guided by Covid restrictions in year with an initial focus on statutory homelessness households and other priority needs allocations and a transfer led approach to recovery from September.  No specific targets have been set other than through the Housing Access Recovery Plan to stimulate turnover.  This helped close the gap, but around 500 housing opportunities have been lost in year due to reduced turnover.
	Not measured for Quarters
	· Develop and implement 7 Area Lettings Plans with associated Community Lettings Initiatives to ensure local needs are being met

	Number of abandoned properties
	189
	142
	109
	N/A
	Reason for reduction in abandonments this year is likely to be because of lockdown, and tenants remaining in their homes. Staff were working from home and therefore not in their patches therefore have not picked up abandonments in the same way. 

As restrictions are now easing and Officers are out in their patches, it is more likely that they will pick up any abandonments.  
	Not measured for Quarters
	· As restrictions are now easing and Officers are out in their patches, it is more likely that they will pick up any abandonments.  

· The 4dx project will look at specialist support for those under 35 to work with them to stop abandonments and offer extra support

	Percentage average weekly rent increase to be applied in the next reporting year
	3.2%
	3%
	1.5%
	N/A
	Fife Council agreed to a further low rent increase to support tenants through the Covid-19 pandemic, whilst maintaining capacity to invest through the HRA Business Plan.  The average rent is below the average for Scottish local authorities and remains a 'living rent' in the context of Fife. 
	Not measured for Quarters
	· Contextual information – target set within HRA Business Plan but Fife Council determines increase in February each year following consultation with tenants

	Number of households the landlord received housing costs directly for during the reporting year.
	22,119
	22,297
	20,191
	N/A
	Figures show a slight drop from the previous year. This is out with our control and not unexpected as cases on Housing Benefit decline and Universal Credit case increase.  
	Not measured for Quarters
	· Contextual information

	Percentage of former tenant rent arrears written off at the year end
	38%
	26.35%
	45.93%
	N/A
	This financial year we have written off a greater proportion of our outstanding former tenant arrears debt, following improved investigation and due diligence on what will realistically be recoverable. 
	Not measured for Quarters
	· Contextual information

	SHQS - Percentage of stock assessed fully for SHQS compliance since 1 April 2011 until end of current year.
	77.55%
	80%
	80%
	N/A
	Fife's current SHQS compliance figures do not take into account works completed during the 2019/20 or 2020/21 financial years. Although the Asset Management System (Previously Promaster) has now been updated to include these figures, we are waiting for our system supplier to repair elements of the system which are not currently functioning. 

  
	Not measured for Quarters
	· Working with our system supplier to resolve issues around elements of the system that are not functioning correctly

	SHQS - Percentage of stock to be fully assessed in the next survey for SHQS compliance
	10%
	10%
	8%
	N/A
	This figure is expected to drop to 8%. This is due to COVID-19 restrictions (currently unable to entry the properties to carry out these surveys) and ongoing IT issues.
	Not measured for Quarters
	· Working with our system supplier to resolve issues around elements of the system that are not functioning correctly

· Re-instate property visits when Covid-19 restrictions allow

	SHQS - Stock Summary - Total self contained stock at the end of the reporting year
	30,275
	30,455
	30,597
	N/A
	The number of Council homes continues to steadily increase following years of reduction through the Right to Buy scheme. The figures represent the number of new build Council homes net of any stock reductions, for example through demolition.  
	Not measured for Quarters
	· Contextual information

	SHQS - Stock Summary - Total self contained stock PROJECTED for the next reporting year
	30,497
	30,641
	30,641
	N/A
	Total from 19/20 used - unable to run this year’s reports due to system issues.
	Not measured for Quarters
	· Contextual information

	Properties meeting the EESSH (%)
	
	80%
	84.74%
	100%
	Data based on full EPCs and comparison to similar architypes for properties requiring additional surveys.  
	Not measured for Quarters
	· Continue to provide financial investment to bring properties up to EESSH standard

· Work with partner services to increase the number of properties meeting EESSH

	Number of self-contained properties
	
	30,455
	30,597
	N/A
	The number of Council homes continues to steadily increase following years of reduction through the Right to Buy scheme. The figures represent the number of new build Council homes net of any stock reductions, for example through demolition.  
	Not measured for Quarters
	· Contextual information

	Number of self contained properties not in scope of the EESSH
	
	367
	367
	N/A
	Awaiting narrative
	Not measured for Quarters
	· Contextual information

	Number of self contained properties in scope of the EESSH
	
	30,088
	30,230
	N/A
	Previously entered as 30,227 but amended to 30,230 to match EESSSH spreadsheet.  
	Not measured for Quarters
	· Contextual information

	Number of properties in scope of the EESSH where compliance is unknown
	
	853
	0
	N/A
	Additional EPS'C and cloaning and matching to archetype reduced number of compliance unknows to 0  
	Not measured for Quarters
	· Contextual information

	Number of properties in scope of the EESSH that do not meet the standard
	
	2,456
	2,115
	N/A
	Awaiting narrative
	Not measured for Quarters
	· Contextual information

	Number of properties in scope of the EESSH that are exempt from the standard
	
	2,710
	2,497
	N/A
	Previously 2497 but after conversations in the ARC meetings this was changed to 2,495.  

Figure amended to 2,497 from 2,495 as per ARC meeting on 26/05/21. 
Awaiting narrative 
	Not measured for Quarters
	· Contextual information

	Number of properties in scope of the EESSH that meet the standard
	25,202
	24,069
	25,618
	N/A
	Carly Duke 26 May 2021

Figure amended to 25,618 from 25,615 as per ARC meeting on 26/05/21. 
Awaiting narrative 
	Not measured for Quarters
	· Contextual information

	The number of properties with a valid Energy Performance Certificate
	
	20,266
	20,730
	N/A
	Covid 19 reduced ability to carry out EPC’s to tenanted properties. Therefore, increase in number of EPC’s delivered is due entirely to void property surveys.  

Awaiting narrative
	Not measured for Quarters
	· Contextual information

	The number of Energy Performance Certificates lodged in the reporting year
	
	964
	465
	N/A
	Covid 19 reduced ability to carry out EPC’s to tenanted properties. Access available to void properties only.  
	Not measured for Quarters
	· Contextual information

	Properties brought up to EESSH
	
	1,092
	1,463
	N/A
	Combination of Energy Efficiency measures improved the EPC score sufficiently to achieve EESSH compliance.  
	Not measured for Quarters
	· Contextual information

	The landlord's wholly owned stock
	30,275
	30,455
	30,597
	N/A
	The number of Council homes continues to steadily increase following years of reduction through the Right to Buy scheme. The figures represent the number of new build Council homes net of any stock reductions, for example through demolition.  
	Not measured for Quarters
	· Contextual information

	Stock by house types, apartment sizes and average weekly rents
	30,275
	30,455
	30,597
	N/A
	Overall stock numbers increased by 142 in 2020/21. 176 houses were added to stock during the year, the largest property type increase. There were also increases in high rise, four in a block and maisonette property types, totalling 31. 65 tenement properties were removed from stock during the year, attributed to regeneration works in Fraser Avenue, Inverkeithing. 

Of the properties added to stock, 103 have 3+ bedrooms, with 39 properties having 2 bedrooms, or less.  
	Not measured for Quarters
	· Contextual information

	The number of self-contained and non self-contained units and bedspaces, at the year end by age band
	30,275
	30,455
	30,597
	N/A
	The number of Council homes continues to steadily increase following years of reduction through the Right to Buy scheme. The figures represent the number of new build Council homes net of any stock reductions, for example through demolition.  
	Not measured for Quarters
	· Contextual information

	Total investment in EESSH - Landlord's own financial resource
	
	£19.944M
	£18.1M
	N/A
	COVID restrictions reduced the overall capital out-turn compared to previous years.  
	Not measured for Quarters
	· Contextual information

	Total amount invested in EESSH
	
	£19.944M
	£18.1M
	N/A
	
	Not measured for Quarters
	· Contextual information


Appendix 2: 
HOUSING & COMMUNITY SAFETY – WORKFORCE PROFILE 2020/2021 FINANCIAL YEAR (01 APRIL 2020 – MARCH 2021)
	Service
	Budgeted (FTE) April 2018
	Budgeted (FTE) April 2019
	Budgeted (FTE) April 2020
	Budgeted (FTE) April 2021
	Difference in FTE 2020-2021

	Housing & Community Safety
	321
	355
	330
	393
	63

	 Total
	321
	355
	330
	393
	63


