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PI Code & Short Name P:BUS002_6b.5 Percentage of Housing Repairs completed to timescale. 

PI Owner(s): zBUS_PIAdmin; Grant Taylor 
Description 

This performance indicator information is taken from our repairs system. The system records all repair types and 
measures those jobs we have completed within the agreed timescales. The repair types include emergency, 
non-emergency repairs, gas repairs and the council's out of hours emergency service. Building Services has an 
expected Target of 95% for this performance indicator.   

 

 

Last Updated: Q3 2018/19 

Status: 
 

Current Value: 98.32% 

Current Target: 95% 

Red Threshold: 92% 

Amber Threshold: 94.99% 

Categories: 
PDSP_Services for the Community; PPR Public 
Performance Reporting 

Trend Chart Commentary:  
 
In 2018/19 we have exceeded target in all quarters with the following results.  
 
Q3 - 8670 housing responsive repairs, 146 of these repairs were completed outside the service standards timescale.  
Q2 - 7954 housing responsive repairs, 97 of these repairs were completed outside the service standards timescale.  
Q1 - 9044 housing responsive repairs, 195 of these repairs were completed outside the service standards timescale.  
The trend chart shows that the performance since quarter 3 in 2017/18 has exceeded target for each quarter. In quarter 3 2017/18 we reviewed the process for repairs as a result of a decline in performance over 
quarter 2 - 3 of 2017/18. The impact has been shown with an improved performance in quarter 4 2017/18 to quarter 3 2018/19  
The target of 95% is derived from discussion with Buildings Services and the Tenant's Panel with adherence to the Building Services Management Plan. This target is reviewed on a yearly basis and remains for 
2018/19.  
In 2017/18 the Scottish Housing Network (SHN) average for the year was 91.46% for similar sized Local Authorities of which we were placed 3rd highest of the 8 providing data.  
In 2016/17 the Scottish Housing Network (SHN) average for the year was 95.03% for similar sized Local Authorities of which we were placed 4th highest of the 8 providing data.  
The Local Authorities included Aberdeenshire Council, Dundee, Falkirk, North Ayrshire, Renfrewshire, Highland, West Dunbartonshire.  
2017/18  
 
Q4 - 10131 housing responsive repairs, 365 of these repairs were completed outside the service standards timescale.  
Q3 - 11866 housing responsive repairs, 591 of these repairs were completed outside the service standards timescale.   
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PI Code & Short Name BUS003_9b.1a Percentage of Non-Housing (Schools and Public Buildings) repairs completed to 
timescale. 

PI Owner(s): zBUS_PIAdmin; Grant Taylor 

Description 

This performance indicator information is taken from our repairs system. The system records all repair types in 
Schools and Public Buildings and measures those jobs we have completed within the agreed timescales. The 
repair types include emergency and non-emergency repairs. Timescales can vary from attendance within 3 
hours for an emergency to 20 days for a routine repair. Building Services has a reviewed target of 90% for this 
performance indicator.   

 

 

Last Updated: Q3 2018/19 

Status: 
 

Current Value: 92.32% 

Current Target: 90% 

Red Threshold: 85% 

Amber Threshold: 89% 

Categories: WLAM 

Trend Chart Commentary:  
 
The trend shows the target has been met in all quarters since quarter 4 of 2016/17.  
 
Continued analysis of Non-Housing repairs is underway to identify where improvements can be made in respect of processes to maintain this level of performance.  
 
Building Services had a target of 85% for this performance indicator for 2016/17 and 2017/18 after consultation with Construction Services. This has been reviewed further due to improved processes within planning of 
jobs and in agreement with EMT has been increased to 90% for 2018/19 to reflect the improved performance throughout 2017/18.  
 
Performance can vary depending on the volume and complexity of repairs requested by our customers. Work has been ongoing with Construction Services to review the repair category timescales and as a result of 
this, from April 2015, the non housing emergency repairs have been placed within the housing ward teams. In conjunction with this a 'Planner' has been introduced to the team from the end of 2015/16 which has 
coincided with an increase in jobs complete within the agreed timescale.  
 
2018/19  
Q3 - 1002 non housing repairs, 77 of these repairs were completed outwith the service standards timescale.  
Q2 - 975 non housing repairs, 60 of these repairs were completed outwith the service standards timescale.  
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Q1 - 1183 non housing repairs, 96 of these repairs were completed outwith the service standards timescale.  
 
2017/18  
Q4 - 975 non housing repairs, 49 of these repairs were completed outwith the service standards timescale  
Q3 - 1070 non housing repairs, 103 of these repairs were completed outwith the service standards timescale.  
Q2 - 1023 non housing repairs, 62 of these repairs were completed outwith the service standards timescale.  
Q1 - 1434 non housing repairs, 104 of these repairs were completed outwith the service standards timescale.  
 
2016/17  
Q4 - 1669 non housing repairs, 85 of these repairs were completed outwith the service standards timescale   
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PI Code & Short Name P:BUS005_6a.7 Percentage of customers who are satisfied with the overall housing repair service. 

PI Owner(s): zBUS_PIAdmin; Grant Taylor 
Description 

This performance indicator reports on the percentage of customers who gave a positive response on their 
experience with the overall housing repair service they received. Customers are asked to complete a customer 
survey once the repair has been carried out. The survey information is captured by paper surveys, personal 
digital assistants PDA or a number of customers are contacted by our customer contact centre. This indicator is 
the number of respondents who chose 'a positive response, as in Very and Fairly satisfied, as a percentage of 
the overall responses. Measuring customer satisfaction helps ensure that we continue to provide an excellent 
repairs and maintenance service that meets tenants' expectations. The results are analysed to identify 
improvements to the way the service is delivered to customers. In 2013/14 as part of the introduction of Scottish 
Housing Charter Building Services now report customer satisfaction using the 5 point scale responses. The 
categories are, Very satisfied, Fairly Satisfied, Neither or, Fairly Dissatisfied, Very Dissatisfied.   

 

 

Last Updated: Q3 2018/19 

Status: 
 

Current Value: 99.42% 

Current Target: 98% 

Red Threshold: 96% 

Amber Threshold: 97.9% 

Categories: 
PDSP_Services for the Community; PPR Public 
Performance Reporting 

Trend Chart Commentary  
 
In 2018/19 we have attained target in all quarters with the following results.  
 
Q3 - 694 surveys were recorded, 4 negative responses.  
Q2 - 888 surveys were recorded, 10 negative responses.  
Q1 - 544 surveys were recorded, 6 negative responses  
 
The service introduced a new mobile working system in 2016/17 which has meant that more customer surveys are being recorded directly from the customers during the repair process. The results have shown an 
increase from around 100 respondents prior to the new system to around 1400 respondents per quarter after the implementation. In addition there has been over 200 paper copy surveys returned by tenants who have 
not wanted to complete the survey at the time of repair.  
 
In 2017/18 the Scottish Housing Network average customer satisfaction figure for a comparable medium sized Local Authority was 84.3%. The Local Authorities included Aberdeenshire Council, Dundee, Falkirk, East 
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Ayrshire, North Ayrshire, Renfrewshire, Highland, West Dunbartonshire.  
 
In 2016/17 the Scottish Housing Network average customer satisfaction figure for a comparable medium sized Local Authority was 84.1%. The Local Authorities included Aberdeenshire Council, Dundee, Falkirk, East 
Ayrshire, North Ayrshire, Renfrewshire, Highland, West Dunbartonshire.  
 
Surveys are monitored to investigate negative responses to assess their relativity to the repairs processes. As a result the service has recently implemented new customer communication cards to assist with the 
improvements. The repair teams analyse all feedback and arrange to contact all customers who provide non positive responses to discuss ways of improving the service.  
 
For 2018/19 the target has been agreed at 98% and is reviewed on a yearly basis.  
 
2017/18 Results  
 
Q4 - 914 surveys were recorded, 18 negative responses.  
Q3 - 1127 surveys were recorded, 20 negative responses.   
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PI Code & Short Name HNS003_9a Quarterly spend on additional homeless service costs 

PI Owner(s): zHQSHOM_PIAdmin; AnnMarie Carr 
Description 

This measure is aiming to monitor quarterly spend on the additional homeless service costs, which are made up 
of Transport, Property Storage, Furniture, Council Tax and Voids. The aim is to reduce costs and ensure the 
service is within budget at year end. The target is the monthly budget multiplied by 12 months and divided into 
quarters.   

 

 

Last Updated: Q2 2018/19 

Status: 
 

Current Value: £310,078.00 

Current Target: £267,280.00 

Red Threshold: £267,280.00 

Amber Threshold: £200,000.00 

Categories: Management 

Trend Chart Commentary  
 
 
2018/19  
Q2 spend is £310,078 and is an increase of £45,112 but is a reduction on the same period of the previous year. It has to be noted however that normally the first of 2 council tax payments occur in this quarter, however 
due to late processing council tax payment is expected to fall into quarter 3.Overall costs continue to rise due to continued increased lengths of stay in temporary accommodation which in turn impacts on increased 
associated expenditure. These costs continue to be monitored closely and the service will be taking actions in the coming year as rapid rehousing action plan is implemented which should mitigate time spent in 
temporary accommodation and therefore associated costs are expected to reduce.  
Q1 spend is £264,966. This is a reduction of £167,030 from the previous quarter but shows an increase of £121,705 when compared to the same period of 2017/18. Target will remain at £267,280.00 as recent 
performance shows target was met in quarter 1 and only slightly exceeded in quarter 2.  
 
2017/18 
Q4 2017/18 spend is £431,996. This is an increase of £72,286 from the previous quarter but shows a reduction of £59,963 when compared to the same period of 2016/17.  
 
Q3 2017/18 spend is £359,710 this comprised of Transport £114,859, Property £41,808 Furniture £173,020 Council Tax £0 and Void Loss £30,023. This quarter has fallen from the previous quarter however council tax 
is not charged in this quarter and despite this there is a rise in transport and furniture costs which reflects the rise in families accessing homeless services.  
 
Q2 2017/18 spend is £427,497.00 this comprised of Transport £61,030.00 Property Storage £41,992.00 Furniture £77,769.00 Council Tax £184,435.00 and Void Loss £62,271.00. This quarter is significantly higher 
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than the last with the highest increases being seen in Council Tax and furniture which is due to the forwarding of these costs from Q1 2017/18 as detailed below. However finance also report that the current quarter 
spend on furniture is low due to miscodings in the HRA for furniture charges and this will be rectified in the next quarter.  
 
Q1 2017/18 spend is £143,261 this comprised of Transport £51,009, Property Storage £40,868, Furniture £11,249, Council Tax £nil and Void Loss £40,135. This quarter is significantly lower than the last as the last 
quarter was mainly attributed to year end. It has been identified that costings for this quarter for furniture are incorrect and will be rectified for the next quarter. Council tax will also be billed in the next quarter which will 
increase the overall cost. The target will remain the same as this has been set within the Homeless Plan which has determined the target required to keep the service within budget.  
 
Q4 2016/17 spend is £491595.00 and is traditionally high as is year end and bi annual council tax payments fall into this quarter. It is expected that Q1 of 2017/18 will show a significant reduction in spend.  
 
Q2 2018/19 £310,078.00  
Q1 2018/19 £264,966.00  
Q4 2017/18 £431,996.00  
Q3 2017/18 £359,710.00  
Q2 2017/18 £427,497.00  
Q1 2017/18 £143,261.00  
Q4 2016/17 £491595.00  
 
Target £267,280.00  
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PI Code & Short Name HQSARR700_9b.1a Total rent collection 

PI Owner(s): zHQSARR_PIAdmin; Alison Smith 
Description 

This indicator measures the rate at which HCBS is collecting rent. This value is:  
  
. The cumulative sum of rental payments made so far in the financial year by current tenants (excluding 
garages),  
. divided by the cumulative charge we applied to rental accounts, to give us the year-to-date collection rate 
percentage.  
  
This value emulates the collection value reported to the Scottish Housing Regulator (SHR) as part of the Annual 
Return on the Charter (ARC) which social landlords are required to complete each year. Please note this value 
will be slightly different as this is an operational value and does not include void loss as the reported figure 
would.   

 

 

Last Updated: December 2018 

Status: 
 

Current Value: 95.66% 

Current Target: 96% 

Red Threshold: 91.2% 

Amber Threshold: 93.6% 

Categories: High Level 

Trend Chart Commentary  
 
Since the beginning of the financial year the accelerated move of customers from Housing Benefit to Universal Credit has had an impact on the amount of rent collected. Our customer base has moved from 300 UC 
tenants to just over 1500 by December 2018. Each customer that transitions across experiences a break in income as they move from weekly payments to a monthly payment in arrears. This will in the short term in 
almost all cases generate a month’s arrears. Customers on extremely low income will find this difficult to catch up within their income. This transition will decrease collection for the foreseeable future.  
Please note:  
. That due to the way customers pay there can be some large variation from month to month. Customers will invariably make their payments to suit, their income (wages, benefits).  
. There will be some extreme results each year in December and March; this is due to the fact that for most properties there are two non-collection weeks in each of these months. As a result customer payments vastly 
outweigh charges causing values well over 100%  
Target:  
96% (Based on historical data, the HCBS collection rate when calculated in this way averages at 96%. The service is monitoring the ongoing impact of Universal Credit on collection rate.   
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PI Code & Short Name HQSCOM006_6b.3 HCBS - Total number of complaints received by Housing, Customer and Building 
Services 

PI Owner(s): zHQSCOM_PIAdmin; Grant Taylor 

Description 

This indicator measures the total number of complaints received by Housing, Customer and Building Services 
(HCBS). It is the total number of complaints received by HCBS at stage one (complaints that the council aims to 
deal with within 5 working days) and those received directly at stage two (more complex complaints that the 
council aims to deal with within 20 working days).   

 

 

Last Updated: December 2018 

Status: 
 

Current Value: 62 

Current Target: 80 

Red Threshold: 88 

Amber Threshold: 84 

Categories: Management 

Trend Chart Commentary 
 
There is no particular trend on the number of complaints we receive on a monthly basis. The chart shows that we have been over target in May 2018, June, September, October . October 2018 shows the highest 
number of complaints, with 96 being received.  
 
December 2018 complaints by WLAM Unit; Building Services 31 , Customer Service Centre 5, Customer and Communities Services 2, Housing Need 6 and Housing Operations 18.  
 
The service continues to work on reducing the number of complaints received, and for those that are made, ensuring they are closed within the target timescale.  
 
The target was the reviewed in May 2017 and has been increased to 80, from 60 to reflect the increase in incoming complaints. This target will be in place throughout 2018/19 and will be reviewed again in April 2019.   
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PI Code & Short Name HQSHOM2097_9b The percentage of Homeless Applications Assessed within 28 days 

PI Owner(s): 
zHQSHOM_PIAdmin; AnnMarie Carr; Kirsty 
McDonald Description 

This indicator measures the time taken to complete a homeless investigation, typically officers have 28 days 
from interviewing an applicant to reaching a decision regarding their homeless status. Performance in this area 
can be influenced by a number of factors which result in performance going out of target however this is 
generally in order to allow time for evidence to be received which allows the officer to make the correct decision 
for the customer.   

 

 

Last Updated: Q3 2018/19 

Status: 
 

Current Value: 70.5% 

Current Target: 90% 

Red Threshold: 85.5% 

Amber Threshold: 87.3% 

Categories: High Level 

Trend Chart Commentary  
In Q3 of 2018/19 performance improved slightly on Q2 of 2018/19 and performance will continue to be monitored closely in Q4 of 2018/19 to ensure this improvement continues, with any cases likely to take more than 
28 days due to their complexity being discussed with the Housing Needs Manager. Target will remain at 90% for Q4 and will be reviewed at end of Q4. Since Q3 of 2016/17 performance has fluctuated dipping to the 
current Quarter 2 2018/19 low of 68.9%. The dip in current performance is a result of a continued level of complex cases which needed in depth investigations requiring the provision of information from external 
sources. Whilst it is disappointing that the target was not met this is offset by ensuring that decisions are based on evidence gathered and are correct..Staff are required to discuss any cases likely to go over the 28day 
target with the Housing Needs manager and are closely monitored. Given the circumstances of some particularly complex cases it was recognised that the target should be reduced in quarter 1of 2018/19 to 90%. 
Target will remain at 90% and performance will be closely monitored.  
Q3 2018/19 70.5% decisions made within 28 days  
Q2 2018/19 68.9% decisions made within 28 days  
Q1 2018/19 83.5% decisions made within 28 days  
Q4 2017/18 79.4% decisions made within 28 days  
Q3 2017/18 80.6% decisions made within 28 days  
Q2 2017/18 82.7% decisions made within 28 days  
Q12017/18 79.6% decisions made within 28 days  
Q4 2016/17 82.3% decisions made within 28 days  
 
Target 90% is set as the sector as a whole is tasked with trying to achieve decisions on applications within 28 days.  
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PI Code & Short Name HQSLETS001_9b Average length of time taken to re-let mainstream properties 

PI Owner(s): zHQSLETS_PIAdmin; Alison Smith 
Description 

This performance indicator calculates the average length of time, in calendar days, to re-let a mainstream 
property in West Lothian.   

 

 

Last Updated: December 2018 

Status: 
 

Current Value: 31.25 

Current Target: 23 

Red Threshold: 27.6 

Amber Threshold: 25.3 

Categories: Management 

Trend Chart Commentary 
The target for 2018/19 is set at 23 average days to let which is a reduction of 1 day on previous year target. Although the Service achieved just under 21 days, the target only reduced to take into consideration the 
anticipated increase in lets due to the transfer led new build policy. Service anticipates an increase in overall lets over the year as a result.  
 
In December 2018 (31.25 days) which is a slight decrease on the previous month but remains over the set target. Total number of properties let 79.  
 
In November 2018 (35.51) days which is a slight decrease on the previous month and remains over the set target. Total number of properties let was 134 which is an increase of 32 on previous mont. The Service is 
continually reviewing performance and the measures put in place to prioritise resources to progress void repair work and this has contributed to the number of properties being let within this month.  
 
In October 2018 (39.98) days which is an improvement on previous month however over the set target. The number of properties let in this month is 102 which is an increase of 41. Service continually reviewing 
performance and measures have been put in place within Building Services to prioritise resources to progress with void repair works.  
 
In September 2018 (43.98) which is a slight decrease on previous month and over set target. The number of properties let in this month is 61 which is a decrease of 16 properties from previous month. On reviewing the 
average time taken to let properties there are a combination of factors including condition of properties and type of stock being let, general resourcing of certain trades and service is continually reviewing to make 
improvements on performance.  
 
In August 2018 (44.56 days) which is an increase on previous month and over set target. The number of properties let in this month is 77 which is an increase of 23 properties from previous month.  
 
In July 2018 (37.96 days) is an increase on previous month meaning a continuation of being over target in relation to this measure. The number of properties let 54 properties which is a decrease on previous month  
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In June 2018 (32.46 days) is a decrease on previous month. There were 63 let in June.  
 
In May 2018 (34.15 days) is an increase on the previous month in the number of days to let a property and is over the target set of 23. Number of properties let 61  
 
In April 2018 (27.49 days) is a an increase on the previous month in the number of days to let a property and is over the target set of 23. Number of propertie let 57.  
 
In March 2018 (23.98) is an improvement on the previous month in the number of days to let a property and is just under the set target of 24. The average time taken is currently showing 23 days however this will be 
confirmed once the year end reconciliation processes are completed. The target for 2018-19 will be reviewed and set thereafter.  
 
In February 2018 (25.4) is an improvement on the previous month in the number of days to let a property however slightly above the set target of 24 and significantly higher than the (18.3) reported in February 2017. 
Service continues to closely monitor void performance and working with Building Services to have houses repaired and let as quickly as possible.  
 
In January 2018 (35.5), significant increase in the average number of days to let a property from the previous month, and significantly higher than (30.1) reported in January 2017. On reviewing the void situation with 
area housing managers and Building Services manager the key reasons for the increase is attributed to no one single factor but key points highlighted are - an increase time this period for fabric surveys, refusal of 
properties and time to re- allocate, resources over December and festive period that resulted in vacant houses taking longer to be dealt with under repair and to be let. January also saw a spell of poor weather 
conditions that restricted staff to progress with void activity. Joint meetings held to regularly review void position ongoing.  
 
In December 2017 (21.4) slight increase however below target set.  
 
The targets for 2018/19 are set to fluctuate during the year based on trends we recognise in delivering the letting service. The target is set at 23 days for most months. A marginally higher target has been set over 
summer and winter based on trends we recognise during these months of the year. The service anticipates an increase in re-lets during the year due to the allocation of new build homes and the baseline target of 23 
days has been set based on last year's performance and to continue to challenge the effectiveness of the letting service.   
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PI Code & Short Name HQSSAT2006_6a.7 Housing Options Survey - rate the overall quality of the service 

PI Owner(s): 
zHQSHOM_PIAdmin; AnnMarie Carr; Kirsty 
McDonald Description 

The service aims to improve customer satisfaction with the overall quality of the service provided. This 
information is used to analyse overall good or excellent results. Information is collected from e survey on a 
quarterly basis. Customers complete this survey at the end of a housing options interview.   

 

 

Last Updated: Q3 2018/19 

Status: 
 

Current Value: 100% 

Current Target: 85% 

Red Threshold: 76.5% 

Amber Threshold: 80.75% 

Categories: WLAM 

Trend Chart Commentary 
 
Q2 2018/19 performance has improved and and satisfaction with the service has increased to 96.8% on a return 61 surveys. Performance will continue to be monitored and target will be increased in quarter 3 if 
performance continues at current level.  
Q1 2018/19 performance has reduced to 83.3% , analysis of responses will be carried out to identify any issues which may inform service improvement  
Q4 of 2017/18 shows overall 100% satisfaction with the service provided and target was met  
Q3 2017/18 responses have dropped although at 100% and this is now being addressed with the team to identify ways to increase the overall results returned.  
The first results, Q2 2017/18, are very positive and show that 97.5% of customers were either satisfied or very satisfied with the overall service.  
 
Target has been set at 85%  
Q2 2018/19 96.8% of responses rated the service as excellent or good  
Q1 2018/19 83.3% of responses rated the service as excellent or good  
Q4 2017/18 100% of responses rated the service as excellent or good  
Q3 2017/18 100% of responses rated the service as excellent or good  
Q2 2017/18 97.5% of responses rated the service as excellent or good  
Target 85%  

 



15 

 
PI Code & Short Name HS014_9b Cumulative Number of New Build Council Houses Completed 

PI Owner(s): zHS_PIAdmin; Courtney Gemmell; Colin Miller 
Description Cumulative Number of New Build Council Houses Completed at the end of each quarter.   

 

 

Last Updated: Q3 2018/19 

Status: 
 

Current Value: 274 

Current Target: 350 

Red Threshold: 280 

Amber Threshold: 315 

Categories: High Level 

Trend Chart Commentary  
 
The annual target for new build completions in 2018/19 is 540 units.  
 
We would expect 100 units in Q1, 200 units by Q2, 350 units by Q3 and the 540 target reached by the end of Q4. This has been calculated using both historic performance along with taking into account factors during 
2018/19 which will impact performance.  
 
In Quarter 1, there were 97 new build completions across 5 new build sites. This is good performance against the Q1 target of 100 handovers.  
 
In Quarter 2, there were 81 additional handovers across 6 sites bringing the total to 178 completions. This is 22 units shy of the Q2 target. This can partly be attributed to a delay in handovers at Almondell Calderwood, 
as the developer has not been able to finalise the road surface and install street lighting which is causing delay to the handover of 30 units.  
 
In Quarter 3, there were 96 new build completions which brings the total completions to 274. The target for Q3 was 350, therefore there is a shortfall of 76 units. The shortfall can partly be attributed to a delay in 
handovers at Almondell Calderwood, as the developer has not been able to finalise the road surface and install street lighting which is causing delay to the handover of 30 units. Furthermore, there has been an issue 
with levels and drainage at Wester Inch delaying handover of 46 units. If both of these sites had completed on time the quarterly target would have been reached. West Lothian Council continue to monitor this with the 
contractor.   

 
 


