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Date of Meeting:     13th June 2019

Reporting Officer:   Rebecca Halton, Business   
Support Manager

(D)

Title:   Housing Management Performance Report 2018/19

Summary and Conclusions: 

The end of year performance information and this Report provides a brief 
commentary to assist Members in their understanding of the key trends and 
the actions which follow.

Recommendations: 

Members are asked to:

1. Note the information contained in the report and at Appendix 1; and

2. Agree Actions 1-4 within the report for 2019/20.

Report

The end of year performance information is attached at Appendix 1.

Reporting Performance Information

In October 2017, the Housing Service went live with Cx, a new housing 
management system. In doing so we were able to access and run a suite of 
standard reports written by Civica that output the information held in Cx. 

In looking at the output of the reports in more detail and carrying out significant 
validation work since the implementation of Cx, it became clear that their integrity 
could not be relied upon. This is the result of the data source the reports use (the 
cube).  This method relies on around seven key ‘fact’ tables that are repopulated 
each night which sum up basic information at period and month level.  When 
comparing this to data pulled directly from the Cx database, it is evident that the 
cube cannot be relied upon and as such we have needed create new reports that 
instead use the database as the source. 

We have enlisted the expertise of Jim Walker from Dtl Consultancy to create the 
reports that are needed.  We had to prioritise the development of reports to ensure 



that those needed for financial reconciliation and Audit purposes were in place 
first.

We have been successful in achieving this and we are now at a stage where we 
are confident we have the key checks and balances in place to satisfy Audit and 
also Finance.

This, however, has meant that we have not been able to create all of the 
performance reports required to provide a full set of performance information at 
year end.  We have made significant progress and been able to provide more 
information in comparison to the last meeting as can be seen in Appendix 1.

It is a priority over the coming financial year to create the remaining performance 
reports.

2018/19 - Priorities

Identifying and supporting vulnerable Tenants, especially those claiming 
Universal Credit 

 We, as a service, continue to support vulnerable Tenants, identifying those 
who may be finding the transition to Universal Credit difficult and finding ways 
to assist them in providing/updating their information on their Tenant Journal 
and also helping them to set up bank accounts and payment options.

 There are currently 294 Tenants claiming Universal Credit Housing Costs that 
we know of.  This number will increase as more people become eligible to 
move over from legacy benefits. We have created a process within Cx to 
record Universal Credit information, which will allow us to report on such 
information and target those who may be struggling. This will be rolled out 
within the next month.

 Housing Officers and our Money Management Advisor have helped a total of 
801 Tenants successfully apply for reduced water tariffs.  249 Tenants have 
been supported onto reduced tariffs in the last 12 months alone, which will be 
of huge benefit to those vulnerable Tenants on low incomes.

Reduce risk to HRA income by continuing to improve rent collection

 Current arrears figures remain similar to those for the 2017/18 financial year 
with only a slight increase seen of 0.8%.  The current arrears increased more 
significantly between 2016/17 and 2017/18 (20%), which was expected given 
the challenges of Universal Credit and the sanctions applied to legacy benefits 
as well as the benefit cap having been introduced around this time. 

 34.5% of Tenants now pay by direct debit.
 

 Evictions for arrears have decreased to 14 and the number of tenancy 
terminations (voids) have decreased compared to last year.



 We are trialling the use of mobile devices in the community by Housing 
Officers to enable them to have access to Cx whilst out visiting 
Tenants/Estates to check rent accounts and provide rent account information 
to Tenants.  The devices also have access to the internet so can be used to 
help Tenants access their Journals and make payments online when they 
otherwise would not be able to.  We are monitoring the benefits of this way of 
working with a view to rolling this out more widely.

 We are looking to increase the payment options available to Tenants who 
want to pay by direct debit to include weekly collections and collections on any 
day of the week.  This method of payment is more easily managed both in 
terms of ensuring the amounts being paid cover all the charges and also in 
terms of knowing where payments fail so that this can be addressed quickly.

Continue to develop the Cx system to help Officers work more effectively 
and enable a self-serve facility for those Tenants wishing to access the 
service outside of normal office hours

 Cx has been live since October 2017.

 We are now in a much more stable position with Cx and Housing Staff are able 
to use the system with more confidence and are finding the system easier to 
navigate.

 Upgrades have taken place since the initial ‘Go Live’, which have addressed a 
number of outstanding issues we had. 

 We continue to work with Jim Walker from Dtl Consultancy to improve Cx 
particularly around the current and former arrears policies that are embedded 
within the Income & Debt Recovery Team to ensure that the system is able to 
assist the Officers in monitoring accounts and taking the necessary actions as 
a result.

 We are looking at various other projects within Cx that will streamline some 
processes to make them more efficient and improve the way we record data.

 Tenant Portal, which is a self-serve facility for Tenants to access their 
information and report basic repairs, is nearing completion and will enhance 
the service Tenants receive.

 We continue to make progress on performance reporting within Cx and are 
mindful of the benefits of doing this in embedding new processes within Cx.

Voids & Empty Properties

 Unfortunately we are unable to report on rent loss due to empty properties 
(voids) at the moment due to the integrity of the reports designed to provide 
this information not being verified following validation work.  It is a priority for 



the coming financial year to work with Jim Walker from Dtl Consultancy to 
create new reports that allow us to confidently report on such information 
knowing that the integrity of them is at the standard we expect.

 What we do know is that whilst the number of voids have decreased compared 
to last year, void turnover has been slower with the average number of days a 
property is void having increased, which has been addressed by the 
Maintenance Manager and Assistant Director - Housing and a plan is now in 
place to improve this going forward into the next financial year.  

 The number of properties which are accepted on first offer has dropped by 
10% since last year, which will also impact on the number of days a property 
remains void.  We continue to monitor the reasons for refusals and take action 
where necessary.

 The highest turnover of properties was in the Vulcan area (13.3%) with the 
lowest turnover being Devonshire Road area (0%) based on properties that 
came available April 2018- March 2019.

 116 voids were one bed flats and is the property type with the highest turnover.

 Two thirds of all voids were flats; mostly on Ormsgill.

 The days taken to turn around voids (including the time spent undergoing 
major repairs) has risen again from 54 days to 61 days. 

Influences for 2019/20 

Rent Collection

 With a loss of 1% to rent income and more movement from HB to Universal 
Credit we will continue to look at ways to manage the effects of this.

 Cx will enable easier and better long-term asset management planning.

 Mobile devices set up to enable remote working will assist Housing Officers in 
maximising the opportunities for Tenants to make payments and also ensure 
their Journals are up to date.

 Increased payment options with direct debits will provide a more effective way 
of collecting rent.

Business Planning

 Cx will provide opportunities for improved efficiency across the service and this 
is being considered as part of an ongoing project plan for Cx now that the 
system is fully operational.



Control of Maintenance Expenditure

 The emphasis will still be to reduce void turnaround times, improve routine 
maintenance services and to maintain the Decent Homes standard.

RTB

 Right to Buys tripled in 2016/17 however the number of properties sold in 
2017/18 dropped by a third compared to the previous year with no increase 
seen in sales for the 2018/19 financial year. General needs dwellings stand at 
2,557.

Actions for 2019/20

Action 1: Continue to concentrate efforts in identifying and supporting vulnerable 
Tenants who are claiming Universal Credit. 

Action 2: Reduce risk to HRA income by continuing to improve rent collection. 

Action 3: Continue to develop the Cx system to help Officers work more effectively and 
introduce a self-serve facility for those Tenants wishing to access the service 
outside of normal office hours.

Action 4: Improve the monitoring of and management of void properties.  

Action 5: Maximise income by introducing more direct debit payment 
options to include weekly collections and collections any day of the week.

(i) Legal Implications

The recommendation has no legal implications.

(ii) Risk Assessment

 The recommendation has no implications.

(iii) Financial Implications

The actions support an improved financial position.

(iv) Health and Safety Implications

The recommendation has no detrimental impact the built environment or public realm.

(v) Equality and Diversity

The recommendation has no detrimental impact on service users showing any of 
the protected characteristics under current Equalities legislation.



(vi) Health and Well-being Implications

The recommendation has no adverse effect on the Health and Wellbeing of users 
of this service.

Background Papers   

Nil


