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St Leger Homes Delivery Plan 2013-14
THEME 1 - VALUE FOR MONEY

Performance Status Objective Latest Note

On Target  Green
SLHD DP 13/14 1a - Ensuring we deliver Value 
for Money by making best use of our resources

Three of the four milestones relating to this strategic objective are progressing to plan. 

A summary and analysis of the Annual Cost Benchmarking Report has been received at EMT. Areas 
of focus have been identified by each Directorate.

The Allocations module is live with the online ‘My Service’ now well established with over 600 
registered tenants. Phase II of the project for repairs has fallen behind from the original plan and is 
now expected to be live in Q1 2014/15. Mobile working across the organisation is increasing with a 
view to rollout over 220 devices in the early parts of 2014. 

The Digital Inclusion projects have been established, covering a range of initiatives including the 
SLHD Mobile App, the modernisation of the Internet and Intranet websites, improved Social Media 
presence and customer engagement and the move to a single contact number. The Mobile app is 
ready for launch and the tender for a new Content Management Solution (the software that 
underpins the Internet and Intranet) and the development and implementation of new Internet and 
Intranet websites is coming to an end.

The investment in mobile working, the continual improvements/development of Universal Housing 
and the Digital Inclusion projects demonstrate the desire to improve service delivery and ensure 
Value for Money.

A Business Improvement Forward Plan is in place and measures from historic and on-going reviews 
are being incorporated into the SLHD Performance Management Framework. Reviews on-going in 
quarter three include the Mutual Exchange process, Income Management, Stores and Damp and 
Condensation.
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Measure Traffic Light Current 
Value

Current 
Target Last Value Latest Note

SLH KPI 1 % Of 
Current Rent Arrears 
against Annual debit

  Red 2.82% 2.47% 2.51% 

Quarter 3 performance is at 2.82% compared to 2.51% at quarter two. We have seen a big increase in arrears 
over the festive period, which was expected, because there are no longer rent free weeks. The figure excluding 
the direct debit payers is 2.74%. The number of high arrears cases (over £1,500) has increased considerably 
since the same time last year. In December 2012, there were 81 cases, compared to a figure currently at 171. 
However, these cases are receiving intensive support to try and avoid eviction. Thankfully the eviction rate is 
still quite low and within projections made at the beginning of the year. On a more positive note there has been 
a lot of good work in three areas:- 
* The Business Improvement Team continue with the pilot project in the Central area as part of systems 
thinking. At the moment this is focussing on the management of new tenancies. New tenants quite often go into 
arrears fairly early in a tenancy and this project is concentrating on what we can do to avoid this happening. 
* The Tenant Support Officers are working hard to assist people adversely affected by the benefit reforms, 
particularly the under-occupation charge. This is intensive support including applications for financial assistance 
like the Welfare Benefit Support Fund. 
* We have been investigating a new IT system for rent recovery called Rentsense, this is covered in more detail 
in the commentary for KPI 2.

SLH KPI 2 % of Rent 
Collected against 
Annual Debit

   Green 97.43% 95.00% 95.74% 

Quarter three performance is at 97.43% compared to 95.74% at quarter two, better than the same period last 
year and within target, as it has been all year. One of the actions we are taking at the moment is to investigate 
an IT system called Rentsense, which works in conjunction with the rents module of Universal Housing. It is a 
sophisticated system which reads all the rent accounts of each tenant every week and assesses which accounts 
require action and the reason why, based on priorities set by the landlord. It has the potential to make our 
recovery process more efficient because the officers would not have to check large numbers of cases where the 
tenant is in arrears, but is repaying the debt in a satisfactory manner. The results of our investigation are going 
to be reported to EMT in the near future

SLH KPI 3 Void Rent 
Loss % of rent loss 
through vacant 
dwellings

    Red 1.04% 0.9% 1.12% 

Quarter three performance is at 1.04% compared to 1.12% at quarter two. We are pleased that the void rent 
loss figure has decreased for the sixth month in a row, with December’s monthly performance being the lowest 
this year and within target. Although we are in target for the month, we are still out of target for the year to 
date however, we feel that the continuous improvement over the last six months is a credit to all of the staff 
involved in the process and their continuation of seeing themselves as one team.

St Leger Homes Delivery Plan 2013-14
THEME 2 - WELFARE BENEFIT REFORM

Performance Status Objective Latest Note

On Target    Green
SLHD DP 13/14 2a - Addressing the impact of 
welfare benefit reforms on our customers

All milestones are progressing to plan.

The impact of benefit reforms on both our tenants and the business is monitored weekly. We 
receive monthly updates from DMBC on those affected to ensure we are working with the right 
people. Tenancy Sustainment Officers have been recruited and are working with affected tenants to 
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assist them to sustain their tenancy or move to more size appropriate accommodation where 
possible. This includes helping tenants access the Welfare Reform Support Fund, so far 238 
applications have been approved with 92 pending and only 31 refusals.  The Discretionary Housing 
Payments are also an important source of support for our tenants and 826 applications have been 
successful amounting to £229,556
We are also working with Refurnish to assist affected tenants who wish to downsize to move to 
alternative accommodation.

The Welfare Benefit Reform Steering Group continues to meet monthly. Following a review of the 
group and progress against the work plan in quarter three, objectives are being reviewed to meet 
the on-going impacts of Welfare Reform and create a new work plan for 2014/15.

A programme of tenant training events has been delivered aiming to provide tenants with new 
skills which may improve opportunities for employment and / or assist in their day to day 
budgeting. Events included: Money madness and Food safety.

We continue to work with South Yorkshire Credit Union to identify a product that is both affordable 
and suitable for tenants and are helping them to reach tenants where they have low coverage and 
are working with them to pilot a project in the Rossington area to provide a service. We have 
forged links with a number of third sector partner organisations to support tenants in removing 
barriers to employment, tackle debt, learn how to budget and sustain tenancies. In addition to this, 
we are looking at other alternative products that will enable tenants to manage their budgets and 
rental commitments.

Data generated throughout the period is being collated in order to compare the cost of the impact 
of benefit reforms with the cost of support / prevention initiatives.

       

Measure Traffic Light Current 
Value

Current 
Target Last Value Latest Note

SLH KPI 4 Number of 
Evictions Due to Rent 
Arrears

    Green 36 38 25
Up to the end of quarter three there have been 36 evictions, which is 2 below the profile of 38. As expected, 
this is higher than the same period last year, given the large increase in arrears as a result of the benefit 
reforms and downturn in the economy. We should achieve a year end figure on or below the target.

St Leger Homes Delivery Plan 2013-14
THEME 3 - CRIME AND ANTI-SOCIAL BEHAVIOUR

Performance Status Objective Latest Note

On Target    Green
SLHD DP 13/14 3a - Supporting communities 
and individuals by tackling crime and anti-social 
behaviour, and providing support to sustain 

All milestones are progressing to plan

A draft Neighbourhood Plan for the Cathedral estate has been completed and forwarded for EMT 
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tenancies approval regarding content and format, this includes an action plan.  Once EMT approval is given, 
all areas will complete their own pilot Neighbourhood Plans.  Nationally the pilot CIH project ended 
in September 2013 when all the participants gave a presentation to each other in London and 
assessed its strengths and weaknesses.

The stronger families initiative is on-going and area teams are handling a large number of the ASB 
cases. SLHD are currently working on cases from the Council’s cohort 2 list and have been assigned 
to lead on cases in the ‘light’ and ‘super light’ categories.  We are currently leading on 33 cases 
across the borough broken down as follows:
Central – 17 
North – 11 
East – 8 
South West – 7 
We have completed rapid reviews of all cases and will be providing regular updates on these cases 
through the CIM meeting as well as inputting into the intensive families as appropriate.

The proposed changes to the ASB tools and powers through the ASB Crime and Policing Bill will 
have a major impact on all the agencies in the Safer Doncaster Partnership.  It is not likely to be 
law until the summer of 2014 and changes are still being made.  Managers and staff have been 
made aware of the changes through literature and conferences including the Crime and ASB 
conference in York in September 2013.  The lead officer from the Home Office has also visited 
senior officers of the Safer Doncaster Partnership to discuss the bill and obtain feedback.  Staff 
training events will be organised when the bill becomes law.   

SLHD signed up to the Respect ASB Charter for Housing on 15th August 2013

       

Measure Traffic Light Current 
Value

Current 
Target Last Value Latest Note

SLH KPI 5 ASB % of 
Repeat Perpetrators   Red 26.56% 20% 23.50% 

This is a new key performance indicator for 2013/14 and, as such, the target is not based on any historical 
data. However, the figures demonstrate that we have made some improvements on the number of 
perpetrators, reducing from 115 at quarter two to 64 at quarter three, with the number of repeat perpetrators 
reducing from 27 to 17 and the number repeating the same offence reducing from 12 to 1. Although quarterly 
performance when reported as a percentage has deteriorated, the ‘actual’ numbers of perpetrators has reduced 
month on month throughout the quarter. Due to the infancy of the data we cannot be sure that this is as a 
result of actions and analysis or just natural trend in incidents. In respect of the data, it shows that there are 
currently 87 issues which make up the anti-social behaviour and the majority of the issues are litter, dog 
nuisance and noise. Of the 87 issues, 65 are on-going and 22 have been resolved or closed. We will continue to 
analyse the data further within our estates teams and take appropriate actions to reduce the number of repeat 
perpetrators.

St Leger Homes Delivery Plan 2013-14
THEME 4 - IMPROVING HOMES AND PROPERTIES
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Performance Status Objective Latest Note

On Target    Green
SLHD DP 13/14 4a Maintaining and improving 
homes and properties by investing wisely and 
managing effectively

Two of the three milestones relating this objective are progressing to plan

Plans to develop a model for assessing the viability of individual assets have now been pushed back 
until early in 2014/15 due to other emerging priorities around the capital programme, 
accommodation and the integration of SHU. To date, a number of companies have provided 
demonstrations of the different software packages available on the market which in turn will inform 
the project scope for procurement purposes.  Originally it was intended to have procured a package 
by early Autumn for implementation by March 2014.

A report is currently being prepared by DMBC strategic housing for consideration by Cabinet in 
March 2014 which will outline potential options for moving forward with investment in shops and 
flats above shops.  To assist this report SLHD has carried out surveys to ascertain the likely level of 
investment needed.  This is currently being consolidated for inclusion in the report.

SLHD have formed part of the evaluation panel for the new build construction contract.  SLHD also 
continue to advise regarding the specification of houses being constructed to ensure supply chains 
are in place for any properties which are subsequently managed by SLHD on behalf of DMBC.

A procurement exercise is currently underway to secure a contractor/contractors for External Wall 
Insulation (EWI) to council owned hard to treat (usually solid wall) properties across the borough.   
It is hoped that this will be achieved by drawing down on external funding (most likely ECO).  
However, recent changes to ECO mean that the procurement exercise has been delayed until the 
end of February whilst contractors await details of funding available via Energy Companies.    We 
also continue to work with DMBC Energy Team to join up this scheme with any scheme aimed at 
privately owned properties as this will ensure maximum impact on estates across the Borough.

       

St Leger Homes Delivery Plan 2013-14
THEME 5 - NEW BUSINESS GROWTH AND DIVERSIFICATION

Performance Status Objective Latest Note

On Target    Green
SLHD DP 13/14 5a Developing and supporting 
opportunities for new business growth and 
diversification

Milestones are progressing to plan

Current proposals are to launch a training scheme around February / March 2014 consisting of 2 
teams of 4 trainees who will deliver fencing works as part of the SLHD Environmental Programme.  
Each traineeship will last a period of 6 months and will include both on the job training as well as 
the opportunity to study for the relevant NVQ qualification.  A number of fencing schemes have 
now been identified and work is ongoing to consult tenants and make planning applications where 
appropriate.  The finer details of the programme are still being worked up as part of the wider 
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World of Work Strategy

The new contracts with Keepmoat and Henry Boot commenced April 2013.  As at 31st October 
2013, the following has been achieved by the two contractors:

 6 apprentices employed directly as a direct result of the contract
 328 person weeks for existing apprentices as a direct result of the contract
 3 school/college/university workshops
 6 persons progression into employment (unemployed less than 6 months)

In addition to the above, there were 6 SLHD apprentices recruited in 2013, 2 of whom are 
supporting our in-house decency. We have also received 130 expressions of interest for the World 
of Work (WOW) academy, with the first group of candidates due to start the ‘Ready for Work’ 
course in January 2014

       

St Leger Homes Delivery Plan 2013-14
THEME 6 - ADDITIONAL KPI'S

Performance Status Objective Latest Note

On Target    Green
SLHD DP 13/14 6a Additional KPI Information 
required for Challenge

Of the 4 additional KPI's, 2 are on target and 2 are near to target and within tolerance. 
Further detail on each of the KPI's progress is provided within the PI commentary below. 

       

Measure Traffic Light Current 
Value

Current 
Target Last Value Latest Note

SLH KPI 6 Right First 
Time    Green 97.01% 97% 97.23%

Quarter three performance is at 97.01% compared to 97.23% at quarter two and is slightly above the target of 
97%. However, this is an improvement on the same period last year when performance was at 96.23%. The 
monthly figure has improved throughout quarter three from 97.09% in October to 98.04% in December. 
 

SLH KPI 7 % of 
Internal and External 
Appointments Made 
and Kept

    Green 99.55% 99.50% 99.46% 

Quarter three performance is at 99.55% and above target, compared to 99.46% at quarter two. 
December’s monthly outturn figure was at 99.53%, representing 3,583 jobs where appointments were kept, 
out of a total of 3,600 where an appointment was made. Of the 17 appointments missed, only 1 was attended 
later than the appointment date.
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SLH KPI 10 
Scheduled Repairs - 
% of Promises Kept

   Amber 95.41%  100% 93.17%

Quarter three performance is at 95.41% compared to 93.17% at quarter two. 
Quarter three performance also saw the highest month on month levels of performance: October at 96.01%; 
November at 100% and December at 99.79% averaging approximately 1000 repairs per month. As an 
example, 964 orders were raised for works to be delivered in December 2013 of which 2 orders were not 
completed during the delivery month, equating to 99.79% of promises made and kept being achieved. 

SLH KPI 11 Gas 
Servicing - % of 
Programme 
completed against 
Planned

   Green 100% 100% 100.57% The gas servicing programme is now complete and will re-commence April 2014


