














Appendix 2

KEELMAN
HOMES

The Gateshead Housing Company reporting for
Thirteen
April - March 2014/15 Performance



Angel Street 15
Ash Grove 16
Pattinson Drive 6

Richmond Close 14
Staiths 8

Sunhill 26
Willow Green 50
Total 135




KEELMAN
HOMES April - March 2014/15 Performance

HomeRepairs
Overall result for the service

A positive performance result for repairs completed within timescales.

HomeRepairs - KPIs

Not on
Not on Target Target but Target Met/ Exceeded
Improved

Performance
Apr - Mar
2014/15

Performance Target
2013/14 2014/15

Result Against Trend Against

HomeRepairs Target Prior Quarter

% of emergency, urgent and N/A Baseline 100.00%
routine repairs completed within
their timescale

% of emergency, urgent and tine repairs completed wi
Current Performance

There were 94 repair orders raised and completed during 2014/15 and of those 94 were completed within timescale indicating
an excellent year end performance. This equates to 100% of repairs being completed within timescale. Data analysis indicated
there were no trends/reasons identified that would lead to service improvement. he housing company will continue to monitor
this indicator in 2015/16.



KEELMAN
HVM ES April - March 2014/15 Performance

Gas Servicing
Overall result for the service

The servicing of gas appliances have been completed and the relevent certificates issued.

Not on
Not on Target Target but

Improved

e Target Met/ Exceeded

% of relevant properties that have N/A 100% 100.00%

had a gas service in the last 12 o
months

% of properties that have had a gas service this year

Current Performance

137 properties required a gas service. Of those, 135 gas services were conducted by TGHC giving a performance of 100%. 2

services were conducted by Thirteen Group and TGHC are waiting for CP12 gas certificates to be provided to ensure current
paperwork is available for audit purposes.



KEELMAN
HOM ES April - March 2014/15 Performance

Lettings & Voids

Overall result for the service
A positive end to the performance year for the Lettings and Voids service.

Not on
Not on Target Target but Target Met/ Exceeded
Improved

D ------

The average number of days from Baseline 34 days
when the tenancy is terminated
to when a new tenancy begins

Rent lost through houses being N/A Baseline 0.25%
empty

% HomeWelcome visits carried out N/A Baseline 90.60%
within six weeks

Satisfaction with the advice and N/A Baseline 100%
support offered to new tenants

Satisfaction with the condition of N/A Baseline 100%
the property offered in line with
the lettable standard

Number of starter tenancies N/A Baseline 1
terminating in 12 months

Number of voids N/A Baseline 2
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The average number of days from when the tenancy is terminated to when a new tenancy begins
Current Performance

Performance at year end is 34 days. This relates to two vacant property. Vacant to Ready to Let = 22 days and 12 days from
Ready to Let to Let.

Rent lost through houses being empty

Current Performance

Void rent loss was equal to 0.25% at year end. This equates to £1,553. Void Rent loss does not include the 2 intermediate
market rent properties at the Staithes (4 Tynemouth Pass & 21 March Courtyard) because Thirteen is responsible for marketing
and identifying prospective tenants

% HomeWelcome visits carried out within six weeks

Current Performance

Of the 85 HomeWelcome visits to be conducted 77 were carried out within 6 weeks. The remaining 8 tenants all received final
Home Welcome Visit letters.

Satisfaction with the advice and support offered to new tenants

Current Performance
All new tenants were satisfied with the advice and support offered.

Satisfaction with the condition of the property offered in line with the lettable standard
Current Performance

For the two properties that became available to let during the year customers surveyed indicated that they were "very
satisfied" with the property condition.

Number of starter tenancies terminating in 12 months

Current Performance
There was two new starter tenancy that was terminated in 12 months, 1 Richmond Close and 5 Sunhill.

Number of voids

Current Performance

There were two void properties in 2014/15, 1 Richmond Close and 5 Sunhill. Both tenancies were terminated due to the death
of the tenants.
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KEELMAN
HOM ES April - March 2014/15 Performance

Rent & Income Team
Overall result for the service

Collection levels remain high while arrears remain low, the performance figures are very encouraging.

Rent Payments - KPIs

Not on
Not on Target Target but Target Met/ Exceeded
Improved

Rent Payments and Performance| Target Performance| o o it Against Trend .
; 2013/14 2014/15 | APr-Mar Target Against Prior
Advice 2014/15 8 Quarter
% of rent collected N/A Baseline 105.41%
Rent arrears of current tenants as N/A Baseline 0.94%

a % of the rent roll

% of rent collected

Current Performance
Collection across all accounts remains strong with 105.41%.

Rent arrears of current tenants as a % of the rent roll

Current Performance
The arrears figure is £5,853 or 0.94% when expressed as a % of the rent roll.
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KEELMAN

Hol\/l ES April - March 2014/15 Performance

Customer Services

Overall result for the service

There have been no complaints during this period.

Customer Service - Service Standards

Not on
Not on Target Target but
Improved

Performance

Customer Services S

The % of complaints dealt with N/A
within 10 working days

The % of complaints dealt wi n 10 working days

Current Performance
There were no corporate complaints received for 2014/15.

G Target Met/ Exceeded

Performance
Apr - Mar
2014/15

Result Against
Target

Target
2014/15

Baseline N/A
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KEELMAN
HOMES

Estate
Overall result for the service

April - March 2014/15 Performance

Gardens are being well maintained and there have been no abandoned, sublet or illegally occupied properties.

Estate - Service Standards

Not on
Target but
Improved

° Not on Target °

Performance
2013/14

Target
2014/15

Estate

6 Target Met/ Exceeded

Performance
Apr - Mar
2014/15

Result Against
Target

Average time taken to resolve N/A
garden case

Baseline

% of tenants with untidy gardens N/A
that have been visited within
three working days

Baseline

% of possible abandonded, sublet N/A
or illegal occupied properties that
have been visited within 24 hours

Baseline

Average time taken to resolve garden case

N/A

N/A

N/A

Current Performance
There have been no untidy garden cases.

% of tenants with untidy gardens that have been visited within three working days

Current Performance
There have been no untidy garden cases.

% of possible abandonded, sublet or illegal occupied properties that have been visited within 24 hours
Current Performance
There have been no abandoned, sublet or illegally occupied properties.
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KEELMAN
HOM ES April - March 2014/15 Performance

Managing Tenancies & Anti Social Behaviour
Overall result for the service

A total of 7 ASB cases have been opened between April 2014 and March 2015. The case categories were: Noise General - 3,
Loud Music - 2, Unruly Children - 1 and Youth Disorder - 1.

Managing Tenancies and Anti-Social Behaviour - KPIs & service standards

Not on
Not on Target Target but Target Met/ Exceeded
Improved

Managing Tenancies and |performance Target Pe/-\r;:r_m;:rce Result Against Aga-irr::tn:rior
Anti_Social Behaviour 2013/14 2014/15 2014/15 Target Quarter

The number of hate crime N/A Baseline N/A
incidents reported

% of ASB cases that are resolved N/A Baseline 100%
without the need for legal action <:>

The number of Domestic Abuse N/A Baseline N/A
cases reported

% of ASB cases responded to and N/A Baseline 100%
investigations begun within the

timescale (24 hours-high priority,

5 working days-other)

% of cases closed where the N/A Baseline 100%
customer was sent a closure letter
prior to case being closed

We will give you a decision on N/A Baseline 100%
your request to assign or succeed
your home within 10 working days

We will give you a decision on N/A Baseline N/A
your request to exchange your
home within 42 working days

Number of tenant requests to N/A Baseline N/A
improve their home

The number of safe guarding N/A Baseline N/A
incidents reported - Children and
Adults



The number of hate crime incidents reported

Current Performance
April 2014 - March 2015 there were no hate crime incidents reported.

% of ASB cases that are resolved without the need for legal action

Current Performance
Of the 7 ASB cases reported this period, there has been no legal action taken.

% of Domestic Abuse cases that result in further action
Current Performance
April 2014 - March 2015 there were no domestic abuse incidents reported.

% of ASB cases responded to and investigations begun within the timescale (24 hours-high priority, 5

working days-other)
Current Performance
Of the 7 cases reported this period, all cases were responded to and investigated within timescale.

% of cases closed where the customer was sent a closure letter prior to case being closed
Current Performance
7 cases were closed this period. Of those cases all 7 received a letter prior to closure.

We will give you a decision on your request to assign or succeed your home within 10 working days
Current Performance

There have been 3 requests to assign or succeed a tenancy within the period which were responded to within the 10 working
days. All three requests were approved by Thirteen.

We will give you a decision on your request to exchange your home within 42 working days

Current Performance
April 2014 - March 2015 there were no requests received to exchange homes.

Number of tenant requests to improve their home

Current Performance
April 2014 - March 2015 there were no requests to make improvements.

The number of safe guarding incidents reported - Children and Adults
Current Performance
April 2014 - March 2015 there were no incidents of safe guarding.
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Appendix 3

Keelman Homes Housing Management - properties owned by Gateshead Council (EHI)

Management Fee

Property Address No of units Property type/s Housing needs Let from date Area office Income per year

1 1 Manor Terrace, Blaydon 1 2 bed house General 20/05/2013 Blaydon £500.00
2 17 Ridley Gardens, Swalwell 1 2 bed flat General 22/04/2013 Dunston £500.00
3 25 Ridley Gardens, Swalwell 1 2 bed flat General 18/11/2013 Dunston £500.00
4 79 Tyne Gardens, Ryton 1 3 bed house General 10/02/2014 Blaydon £500.00
5 3 Saltwell Place, Bensham 1 1 bed flat General 28/07/2014 Central £500.00
6 24 Ridley Gardens, Swalwell 1 3 bed flat General 03/02/2014 Dunston £500.00
7 40 Curzon Street, Bensham 1 2 bed flat General 12/05/2014 Central £500.00
8 85 Moore Street, Gateshead 1 2 bed flat General 17/02/2014 Central £500.00
9 87 Moore Street, Gateshead 1 3 bed flat General 10/03/2014 Central £500.00
10 30 Hillfield Street, Bensham 1 2 bed flat General 17/03/2014 Central £500.00
11 21 Strothers Terrace, High Spen 1 2 bed house General 04/07/2014 Blaydon £500.00
12 28 Glebe Terrace, Dunston 1 2 bed flat General 09/06/2014 Dunston £500.00
13 92 Axwell Terrace, Swalwell 1 2 bed house General 10/03/2014 Dunston £500.00
14 2 St Marys Terrace, Heworth 1 2 bed house General 16/06/2014 Felling £500.00
15 265 Whitehall Rd, Saltwell 1 1 bed flat General 27/10/2014 Central £500.00
16 27 Ridley Gdns, Swalwell 1 2 bed flat General 12/05/2014 Dunston £500.00
17 172 Windsor Ave, Saltwell 1 2 bed flat General 13/10/2014 Central £500.00
18 245 Brighton Rd, Saltwell 1 1 bed flat General 20/10/2014 Central £500.00
19 95 Rectory Rd, Saltwell 1 2 bed flat General 10/11/2014 Central £500.00

19 £9,500.00
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Appendix 4

KEELMAN
HOMES

Keelman Homes reporting for
Empty Homes Initiative
April - March 2014/15 Performance
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HomeRepairs

Cyclical
Letting & Voids

Rent

Customer Service

Estate

Managing Tenancies

Overall Performance

% of emergency (24 hrs), urgent (3 days) & routine (20 days) repairs completed
within timescale

Appointments made as a percentage of appointable repair orders
Appointments kept as a percentage of appointments made
% of repairs completed at first visit

Q4 2013/14 Q4 2014/15

% of relevant properties that have had a gas service

Average Relet Time

Rent lost through houses being empty

Number of voids at quarter end

% HomeWelcome visits carried out within six weeks

Satisfaction with the advice and support offered to new tenants

Satisfaction with the condition of the property offered in line with the lettable
standard

% of rent collected
Rent arrears of current tenants as a % of the rent roll

The % of complaints dealt with within 10 working days

Average time taken to resolve garden case

% of tenants with untidy gardens visited within three working days

% of possible abandonded, sublet or illegal occupied properties that have been
visited within 24 hours

The number of hate crime incidents reported

% of hate crime incidents that resulted in further action

% of ASB cases that are resolved without the need for legal action

The number of Domestic Abuse cases reported

% of Domestic Abuse cases that resulted in further action

% of ASB cases responded to & investigations begun within the timescale (24 hours-
high priority, 5 working days-other)

% of cases closed where the customer was sent a closure letter prior to case being
closed

We will give you a decision on your request to assign or succeed your home within
10 working days

We will give you a decision on your request to exchange your home within 42
working days

Number of tenancy changes within the period

Number of tenant requests to improve their home

Baseline Year or Not Yet Measurable|

Q4 2013/14 Q4 2014/15

On Target

1 Not on Target but Improved

TN Not on Targe: | HNNNC

Empty Homes Initiative

Bensham

28 27
0 1
0 0

Boghouse

Crookhill

Hallgarth

High Spen

Holmside

St James Village

Swalwell

(3,1 1 N] PN i) i I I P

Total

-
0
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KEELMA“ Keelman Homes
HOM ES April - March 2014/15 Performance

HomeRepairs
Overall result for the service

A positive performance result for repairs completed within timescales. TGHC are working to provide performance information
for the remaining indicators and it is envisaged that results will be available shortly.

HomeRepairs - KPIs

Not on
Not on Target Target but Target Met/ Exceeded
Improved

Performance
Apr - Mar
2014/15

Performance Target
2013/14 2014/15

Result Against Trend Against

HomeRepairs Target Prior Quarter

% of emergency (24 hrs), urgent (3 N/A Baseline 98.30%
days) & routine (20 days) repairs
completed within timescale

Appointments made as a N/A Baseline N/A
percentage of appointable repair

orders

Appointments kept as a N/A Baseline N/A

percentage of appointments made

% of repairs completed at first N/A Baseline N/A
visit

% of emergency (24 hrs), urgent (3 days) & routine (20 days) repairs completed within timescale
Current Performance

There were 119 repair orders raised and completed during 2014/15 and of those 117 were completed within timescale
indicating a positive year end performance. This equates to 98.30% of repairs being completed within timescale. Of the 2 repairs
that didn’t achieve timescales data analysis indicated there were no trends/reasons identified that would lead to service
improvement. The housing company will continue to monitor this indicator in 2015/16.

Appointments made as a percentage of appointable repair orders

Current Performance

TGHC are working to provide performance information and it is envisaged that results will be available once Baris has been
implemented. As an interim measure TGHC also requested the repair contractor Mears to provide performance information and
they are currently working towards separating TGHC and EHI performance and work is currently ongoing to achieve this. TGHC
are also working with Construction Services and it is envisaged that draft performance information will be available in the
coming months.

Appointments kept as a percentage of appointments made

Current Performance

TGHC are working to provide performance information and it is envisaged that results will be available once Baris has been
implemented. As an interim measure TGHC also requested the repair contractor Mears to provide performance information and
they are currently working towards separating TGHC and EHI performance and work is currently ongoing to achieve this. TGHC
are also working with Construction Services and it is envisaged that draft performance information will be available in the
coming months.

% of repairs completed at first visit

Current Performance

TGHC are working to provide performance information and it is envisaged that results will be available once Baris has been
implemented. As an interim measure TGHC also requested the repair contractor Mears to provide performance information and
they are currently working towards separating TGHC and EHI performance and work is currently ongoing to achieve this. TGHC
are also working with Construction Services and it is envisaged that draft performance information will be available in the
coming months.
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KEELMA“ Keelman Homes
HOM ES April - March 2014/15 Performance

Gas Servicing
Overall result for the service

The servicing of gas appliances included in the Empty Homes Initiative have all been completed and the relevent certificates
issued.

Not on
Not on Target Target but Target Met/ Exceeded
Improved

% of relevant properties that have 100% 100%
had a gas service in the last 12
months

% of properties that have had a gas service this year
Current Performance

19 Empty Homes Initiative properties are currently recorded in the Northgate housing system and scheduled for gas servicing. All
properties have a valid annual gas service certificate at the end of the reporting period.
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KEELMA“ Keelman Homes
HOM ES April - March 2014/15 Performance

Lettings & Voids

Overall result for the service

Lettings and Void information will continue to be monitored through 2015/16 ensuring properties are let, rental income
secured and customer satisfaction positive.

Target Met/ Exceeded

Not on
Not on Target Target but
Improved

The average number of days from Baseline 77.75 days
when the tenancy is terminated
to when a new tenancy begins
Rent lost through houses being N/A Baseline 5.49%
empty
. Number of voids at quarter end N/A Baseline 4
% HomeWelcome visits carried out N/A Baseline 100%
within six weeks ﬁ
Satisfaction with the advice and N/A Baseline 100%
support offered to new tenants <:>
Satisfaction with the condition of N/A Baseline N/A
the property offered in line with
the lettable standard
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The average number of days from when the tenancy is terminated to when a new tenancy begins
Current Performance

Performance at year end is 77.75 days. This relates to four vacant properties. Vacant to Ready to Let = 34.25 days and 43.50
days from Ready to Let to Let. 24 Ridley Gardens has been void twice since late 2014 & early 2015. 85 Moore Street has been
void once for a period of 1 month in 2015. Both properties have been difficult to let with tenants refusing properties before
they have been viewed. TGHC held a multi viewings for both properties which resulted in properties being let. 40 Curzon
Street - received repair works from TGHC & the Council & was not RTL until 14th October 2014. There was multiple tenancy
offers made and a number of applicants failed to respond to letters/contact and attend tenancy sign up appointments.
However a tenancy commenced on 24th November 2015 following a successful viewing. The majority of refusals were due to
the 5 year tenancy being offered.

Rent lost through houses being empty

Current Performance
Void rent loss is 5.49% at year end which equates to £4,289.04. This figure relates to 4 properties being vacant over the
period.

Number of voids at quarter end

Current Performance
There were four void properties in 2014/15. 85 Moore Street, 40 Curzon Street and 24 Ridley Gardens became void twice

% HomeWelcome visits carried out within six weeks

Current Performance
All HomeWelcome visits were carried out within the 6 week service standard timescale.

Satisfaction with the advice and support offered to new tenants

Current Performance
All new tenants were satisfied with the advice and support offered.

Satisfaction with the condition of the property offered in line with the lettable standard

Current Performance

TGHC aim to conduct customer satisfaction surveys to identify if the condition of the property offered is in line with the
lettable standard. Surveys are distributed by Estate Officers during the property viewing. TGHC consider that all properties
available to let are done so to the required standard however customer opinion is sought to measure and monitor customer
feedback and aspirations. The Void and Lettings Service continue to work with the Housing Management network to ensure
surveys are conducted and feedback sought.
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Keelman Homes

KEELMAN
HOMES

Rent & Income Team
Overall result for the service

April - March 2014/15 Performance

The accounts are being managed efficiently and there are no current concerns. Performance has been affected by the two
terminations (with high arrears) earlier in the year, however performance is back on track and very positive.

Not on
Target but
Improved

° Not on Target 6

Rent Payments

Q

Target
2014/15

Performance
2013/14

% of rent collected Baseline

Rent arrears of current tenants as N/A Baseline

a % of the rent roll

% of rent collected

Rent Payments - KPIs

Target Met/ Exceeded

Trend
Against Prior
Quarter

Performance
Apr - Mar
2014/15

Result Against
Target

94.91%

1.22%

i}

Current Performance

As anticipated, performance has improved since last reported in quarter 2. Performance was 90.59% and has improved to
94.91%. As explained in quarter 2, there were two accounts that ended with high arrears that have negatively impacted on

performance.

Rent arrears of current tenants as a % of the rent roll

Current Performance

Arrears at year end are £954.25, this is a decrease of £171.32 from £1125.57 in quarter 2. This gives performance of 1.22%

against the rent roll which is an excellent result.

24



KEELMA“ Keelman Homes
Hv M ES April - March 2014/15 Performance

Customer Services
Overall result for the service

One complaint has been received and responded to within target.

Customer Service - Service Standards

Not on
Not on Target Target but Target Met/ Exceeded
Improved

Performance
Performance Target Result Against

Customer Services Apr - Mar
2013/14 2014/15 2014/15 Target

The % of complaints dealt with N/A Baseline 100.00%
within 10 working days

The % of complaints dealt wi n 10 working days

Current Performance
1 complaint has been received during this year in relation damp in the property and this was responded to within target.
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KEELMAN Keelman Homes
HOM ES April - March 2014/15 Performance

Estate
Overall result for the service

Gardens are being well maintained and there have been no abandoned, sublet or illegally occupied properties.

Estate - Service Standards

Not on
Not on Target Target but Target Met/ Exceeded
Improved

' Estate Performance|  Target Pi';?r_m;::e Result Against
N 2013/14 2014/15 2014/15 Target

Average time taken to resolve N/A Baseline N/A
garden case

% of tenants with untidy gardens N/A Baseline N/A
that have been visited within
three working days

% of possible abandonded, sublet N/A Baseline N/A
or illegal occupied properties that
have been visited within 24 hours

Average time taken to resolve garden case

Current Performance
There have been no untidy garden cases.

% of tenants with untidy gardens that have been visited within three working days

Current Performance
There have been no untidy garden cases.

% of possible abandonded, sublet or illegal occupied properties that have been visited within 24 hours

Current Performance
There have been no abandoned, sublet or illegally occupied properties.
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KEELMA“ Keelman Homes
HOM ES April - March 2014/15 Performance

Managing Tenancies & Anti Social Behaviour
Overall result for the service

Overall an excellent result for 2014/15 showing all measured indicators achieving high levels of performance. We will
continue to monitor all remaining performance indicators.

Tenancies and Anti-Social Behaviour - KPIs & Service Standards

Not on
Not on Target Target but Target Met/ Exceeded
Improved

Managing Tenancies and SR L : Trend
ging Performance Target Apr - Mar Result Against Against Prior

The number of hate crime N/A Baseline N/A
incidents reported

% of hate crime incidents that N/A Baseline N/A
resulted in further action

% of ASB cases that are resolved N/A Baseline N/A
without the need for legal action

The number of Domestic Abuse N/A Baseline N/A
cases reported

% of Domestic Abuse cases that N/A Baseline N/A
resulted in further action

% of ASB cases responded to and N/A Baseline N/A
investigations begun within the

timescale (24 hours-high priority,

5 working days-other)

% of cases closed where the N/A Baseline N/A
customer was sent a closure letter
prior to case being closed

We will give you a decision on N/A Baseline 100%
your request to assign or succeed
your home within 10 working days

We will give you a decision on N/A Baseline N/A
your request to exchange your
home within 42 working days

Number of tenancy changes within N/A Baseline 2
the period
Number of tenant requests to N/A Baseline N/A

improve their home
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The number of hate crime incidents reported

Current Performance
April 2014 - March 2015 there were no hate crime incidents. We will continue to review this indicator as part of our overall
anti social behaviour monitoring.

% of hate crime incidents that resulted in further action

Current Performance
April 2014 - March 2015 there were no hate crime incidents. We will continue to review this indicator as part of our overall
anti social behaviour monitoring.

% of ASB cases that are resolved without the need for legal action

Current Performance
April 2014 - March 2015 there were no ASB cases opened. We will continue to review this indicator as part of our overall anti
social behaviour monitoring.

The number of Domestic Abuse cases reported

Current Performance
April 2014 - March 2015 there were no domestic abuse incidents. We will continue to review this indicator as part of our
overall anti social behaviour monitoring.

% of Domestic Abuse cases that result in further action
Current Performance

April 2014 - March 2015 there were no domestic abuse incidents. We will continue to review this indicator as part of our
overall anti social behaviour monitoring.

% of ASB cases responded to and investigations begun within the timescale (24 hours-high priority, 5

working days-other)
Current Performance

April 2014 - March 2015 there were no ASB cases opened. We will continue to review this indicator as part of our overall anti
social behaviour monitoring.

% of cases closed where the customer was sent a closure letter prior to case being closed
Current Performance

April 2014 - March 2015 there were no ASB cases opened. We will continue to review this indicator as part of our overall anti
social behaviour monitoring.

We will give you a decision on your request to assign or succeed your home within 10 working days

Current Performance
There were two requests to re assign tenancies from joint to single, 3 Saltwell Place and 30 Hillfield Street. Both requests
were completed within target.

We will give you a decision on your request to exchange your home within 42 working days

Current Performance
April 2014 - March 2015 there were no requests received to exchange a property. We will continue to review this indicator as
part of our overall anti social behaviour monitoring.
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Number of tenancy changes within the period

Current Performance

There were two tenancy change requests received, 3 Saltwell Place and 30 Hillfield Street.

Number of tenant requests to improve their home
Current Performance

April 2014 - March 2015 there were no requests received from tenants to improve their home. We will continue to review this
indicator as part of our overall anti social behaviour monitoring.
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