Minutes of the Performance Monitoring Group Teams Meeting
Monday 5" February 2024, 10.00am — 11.30am

Eric Shipton (ES) - Chair - Tenant Rep Sutton
Group Malcolm Nicholls (MN) - Tenant Rep Druids Heath
II;/Iembers Stephanie Dudt (SD) - Tenant Rep Northfield
resent
Pat Cheese (PC) - Tenant Rep Hodge Hill
Pat McCartan (PM) - Tenant Rep Hodge Hill
Sarah Gardner (Notes) - Change Management Officer (RI)
Officers Michael O’Connor(MOC) - Senior Service Manager (Repairs)
Present Mara Shephard (MS) - Performance Team
Salim Miah (SM) - Senior Service Manager
Apologies |Jagwiga Sys (JS) - Tenant Rep Sutton
Item Action
1.0 Welcome and Introductions
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1.1

ES welcomed everyone to the meeting.

2.0 Apologies

2.1 See above.

3.0 Minutes of the meeting held on January 9t 2024
3.1 Minutes agreed.

4.0 Matters Arising

4.1 None

5.0 PMG Report — December 2023

e The number of evictions — 18 in Nov, 3 in Dec
e The amount of money collected from ex tenants.

Figures are incorrect. MS to look into this.

e The number of people waiting for a one bed
property. No monthly figure given. Qtr 3 — 5,574

e The number of transfer applicants on the waiting
list due to overcrowding. No monthly figure given.
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5.1

5.2

Careline calls — 17,737 in Nov going down to
16,351 in Dec.

Grass Cutting — End of Season

Lifts — all Green.

Average Days Void Turnaround — (excludes major
works) - 21.5 days in Nov (Green) rising to 26.9
days. Repair timescales have continued to
improve. Fortem have continued to implement
their actions to increase resources on voids and
supply chain management and work on joint
inspections to improve turnaround time. Weekly
meetings to focus performance ongoing.

Average Days Turnaround — (major works only)
RED 60.5 days in Nov rising to 93.9 days in Dec.
5 properties have impacted performance figures
due to the complex structural works needed to
bring these properties back into use. ES - So
hopefully with new suppliers and more resources
put into it, hopefully the figure will start dropping in
terms of the Jan and Feb figures. We do need to
keep an eye on that though.

HLB Estate Walkabout — Dec 8 walkabouts, YTD
— 112. ES expressed concern again over the
number of walkabouts taking place.

A and M Report- Dec 2023

% of Right to Repair Jobs: All Green apart from
Fortem (Amber) Performance has dropped from
92% in Nov to 88.6% in Dec. ES - | presume by
prioritising the overdue jobs this will have a
knock-on effect on this? MOC - Yes, it would
because obviously all those jobs obviously once
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6.0

6.1

6.2

they go into the system as complete, if they were
overdue, then that will affect the KPI.

% of gas servicing completed against period
profile: — All Green — Nov and Dec. ES asked
MOC about the Decent Homes Standard and what
this investment means for the housing stock. MOC
— clarified that the decent homes standard goes
well above gas and electric checks and will mean
a substantial investment in all properties including
new bathrooms, kitchens, and improved energy
efficiency.

We will respond to emergency repairs in 2
hours — Nov and Dec — all Green. Apart from
Fortem 97.9% (Amber)

We will resolve routine repairs within 30 days
July — Nov and Dec — All Green

Customer Satisfaction - All Green.

Work Orders Completed within Timescale — All
Green for Nov and Dec apart from Fortem 89.6%
rising to 89.1%(Amber) in Dec.

SIN - 0 Sins

Safety Sin - 0 Sins

Appointments Made — All Green — Nov and Dec

Appointments Kept — All Green — Nov and Dec

Emergency Repairs 2 hours (gas) Nov - all
Green apart from Equans Central Amber (97.9%)
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Dec — All green apart from Equans Central — 98%
and Fortem 98% (Amber)

e Emergency Repairs 2 hours (repairs) Nov and
Dec —All Green —apart from Fortem 97.3% rising
to 97.9% Amber

e Works in Progress (over 30 days) — citywide —
1,120 (Nov) rising to 1452 in Dec. Fortems has
risen from 1,063 in Nov to 1325 in Dec.

e Reasons for Initial Customer Dissatisfaction:
9 in Nov 5 in Dec, the majority for repair not
completed.

e Contractor by Area (summary sheet) ES - a
very pleasing summary sheet.

ASB Focus Group Performance — Dec 2023

SM stated ASB cases were 277 in Dec. This is in
comparison to 304 in Nov. ES - ASB - It's gone down a
lot, from last year. SM — yes but we don't feel it as the
lived experience does not reflect that at all. It's absolutely
pandemonium still but one of the things that we are doing
now is we're trying to be more preventative and working
much more closely with our Community Safety
colleagues as well. We're doing some profiling at the
moment about some of those areas where we're feeling
particular challenges. So you know, we'll try to increase
our partnerships as well. We're not going to wait for
things to happen but think about those things which
impact on antisocial behaviour. For example, cleanliness
and curb appeal and I'm working with partners in those
areas where we have particular challenges.
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7.0

7.1

Figures by Housing Hub.

Nov Dec
o South 126 125
o C North 103 84
o East 75 68

According to the data there were 932 active ASB
cases for Dec.

Top 3 Issues for Nov are— Intimidating/Threating
or Aggressive Behaviour — 226 cases, Domestic
Noise 224 cases, Harassment — 131, Drug Use —
66

SG - Is the noise app making a difference? SM —
Yes, | mean, what happens with the app is that we
can very quickly identify lived experiencers in real
time. It allows us to have a meaningful
conversation around the kind of noise that people
are experiencing and having a conversation about
expectations around enforcement and whether or
not there is something that we can enforce in
terms of tenancy conditions or is this something
that we need to discuss with people around
mediation? Sometimes it's not a simple noise
issue, the perpetrator may have mental health
needs, so we are also working with other kinds of
agencies such as mental health organisations and
social services to try to deal with that resilience
issue as well as to try to deal with the kind of noise
issues.

DA figure for Dec - 44
403 Supervisor case reviews for Nov

306 action plans agreed for Nov.
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7.2

ES - Moving forward, have you had any information with
regards to how PMG reports might change? SG - Well,
actually | was going to say, Mara, you might probably be
the best person to answer this because | know that you've
been working with Louise on the reports. MS - Yes, so
I've met with Louise to look at what kind of information we
want to put into the reports and reformatting them. I'm
meeting with Andy Brocklehurst tomorrow to have a look
at adding some of the tenant satisfaction measures and
benchmarking data. Then | will combine the PMG and the
contractor report so it's just one report SG — | was going
to suggest that and getting rid of the ‘no target’
information also streamlining the ASB information as a
lot of that that we don't need. MS - Yes, we're looking at
adding in the ASB and maybe changing it up. So, Kieran,
highlights the main issues within ASB and he puts them
on one graph he only highlights the key areas. So we're
thinking of doing something like that with ASB. So it's only
one graph, but you still get the information.SG - is it going
to be similar to the DMT corporate report. MS - Well, you
have most of the stuff that's from DMT because believe it
or not, there are only three vital signs. You get a lot more
than DMT. MS —I'm also working on something around
complaints so that you can see the nature of the
complaints and things like that and maybe a bit more
about what happens. Also not just the walkabout figures
, but more about all the block cleaning and things like that.
Louise is working with Dave Prosser on looking at some
of that data and see what we can pull in, so things are a
bit more relevant to you guys rather than just things
without targets. MS - So that's where we are at the
moment. obviously DMT have to look at what we've put
together first as a proposal and then and then hopefully
we'll have a bit more of an update for you at the next
meeting. SG - That's great, hopefully we'll have
something with a bit more context, a bit more relevant.
Obviously if you need any help just give me a ring. MS —
thanks Sarah will do. ES - Thank you for that.
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8.0

8.1

Date of Next Meeting

Monday 4% March 2024 10-11.30m, PMG Teams
Meeting.

Please note meeting invites have already been sent.

8* January-10-11.30am

5*_February-10-11.30am

4* March 10-11.30am

8™ April 10-11.30am

13" May 10-11.30am

3 June 10-11.30am

8™ July 10-11.30am

9th September 10-11.30am

7% October 10-11.30am

4" November 10-11.30am
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9.0
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