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CORPORATE PLAN – KEY ACTIONS AND PERFORMANCE 
INDICATORS MONITORING REPORT – SECTION 5 HOUSING 
AND STRONGER COMMUNITIES 

1. Summary

1.1 Corporate Performance Indicator “Repairs completed on Time” as detailed in 
Appendix B to the report to Cabinet dated 7 December 2017 has been drawn 
down to Scrutiny Committee. This report gives the background to the Performance 
Indicator.

2. RECOMMENDATION

2.1 That the Committee note the contents of the Cabinet report and Appendix B of 
7 December 2017 (attached as Appendix A and B respectively to this report) 
together with this response, and any further background provided by Officers 
at Committee on 6 February 2018.

3. Background and Discussion

3.1 The Housing Maintenance team completed 10,570 reactive repairs in 2016/17 
in relation to the 4231 DBC properties and from 01st April 2017 to the end of 
December 2017 8,059 repairs have been completed over a stock of 4234.

3.2 Each repair is categorised in terms of urgency. For example, an order to our 
Contractor for a leak to a pipe will be issued on a 2 hour priority, where as a 
repair to a fence, that isn’t deemed an H&S issue, may be given a 20 working 
day priority.

  The Councils repairs priorities are listed below;
 Callout – 2 hours
 P1 – 2 hours
 P2 – 48 hours
 P3 – 5 working days
 P4 – 10 working days
 P5 – 20 working days

These priorities are then grouped together and categorised as follows for 
reporting purposes:
 Emergency (Callout+ P1) - Target as set out in the Contract - 100%
 Urgent (P2+P3+P4) - Target as set out in the Contract - 98%
 Non-urgent (P5) - Target as set out in the Contract - 95%
 For the Corporate Plan these three operational PI’s are collated to give an 

overall “Repairs completed on Time” Performance Indicator.

3.3   Completion of reactive repair work is always focussed on the Emergency & 
Urgent priorities as experience tells us that these type of repair requests 
often cause further damage to properties and generally cause more 
inconvenience to tenants, if they are not completed more quickly than non-
urgent repairs. Generally, we try to book in every repair on an urgent & non-
urgent priority to a tenanted property so that the tenant knows when we are 
coming and can prepare accordingly. However, dependent on the number of 
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emergency & urgent repairs reported, and our aim to prioritise these kind of 
repairs, appointments for non-urgent works can be changed and this 
negatively impacts on the performance figure for non-urgent jobs completed 
on target.

3.4 Each group of priorities (emergency, urgent and non-urgent) are monitored 
separately for performance analysis purposes at an operational level. Any 
issues with performance are then discussed with the Contractor as they occur 
and recorded at monthly contract meetings where measures are agreed and 
implemented to improve performance. This is then reported to the Housing 
Maintenance Partnering Project Board which meets quarterly to analyse 
performance of the Contract. This group comprises of Councillors from the 
three main political groups, representatives from the Dartford Borough 
Residents Forum and senior representatives from the DBC Housing 
management team. 

4. Current Performance

4.1 Urgent Repairs Performance

       Urgent repairs are usually those that are not classed as emergencies but have 
an impact on the tenant’s daily life. This type of repair can usually be delivered 
by one multi skilled operative, using standard materials from the contractors 
impressed van stock, in one visit and are relatively low in cost per repair.

4.2 From April 2017 to End December 2017(based on 40 weeks as full year data is 
not available as yet)  3743 urgent repairs were requested and 3389 (91%) were 
completed on time. Urgent repair requests therefore equate to approximately 
46% of the contractor’s workload. This means that 354 repairs were completed 
outside of target during the first 40 weeks of 2017/18 which is approximately 9 
per week. In order to meet the target, 3668 repairs would need to have been 
completed on time meaning that the actual performance was 279 repairs short 
in order to meet the 98% target, or approximately 7 per week. 

4.3 Non - Urgent Repairs Performance

      Non urgent repairs are usually those that have do not impact on the tenant’s 
daily life but require attention. Non urgent repairs typically involve more than 
one operative visiting on more than one occasion on jobs that require materials 
to be ordered/delivered and are generally higher in cost per repair.

4.4  From April 2017 to End December 2017 (based on 40 weeks as full year data 
is not available as yet) 3583 non- urgent repairs were requested and 2878 
(80%) were completed on time. Non- urgent repair requests therefore equate to 
approximately 45% of the contractor’s workload. This means that 705 repairs 
were completed outside of target during the first 40 weeks of 2017/18 which is 
approximately 17 per week. In order to meet the target, 3404 repairs would 
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need to be completed on time meaning that the actual performance was 525 
repairs short in order to meet the 95% target, or 13 per week.

4.5    Adverse Weather

A subset of the three repairs categories (emergency, urgent and non-urgent) 
relate to adverse weather and are triggered by one off events such as a 
named storm. In the first 4 weeks of 2017/18 some 89 individual repair 
requests caused by such events were completed and a high majority of 
these had a target date in April 2017. This meant that the Contractor started 
the year on the back foot which is difficult to recover from.

4.6 The remaining 9% of repairs raised in 2017/18 (733 jobs) are emergency 
repair requests requiring a two hour response and take precedent over all 
over repairs. Current performance for this priority, in this period, is at 
98.23%, with just 13 orders being completed out of the 2 hour target (but all 
within 4 hours).

5  Performance Analysis

5.1   The service offered to tenants in terms of repairs by its reactive nature has to 
be flexible in order to cope with peaks and troughs in demand. This also 
needs to be seen in the context of the Contractors resources and ability to 
react to these changes that often occur very quickly whilst also attempting to 
plan its workload over a longer period of time. 

To this end there are numerous contributing factors that can affect our ability 
to meet the targets set which include:

 Adverse weather (making it difficult to complete certain repairs).
 Severe weather damage (high number of repairs in a short period of 

time).
 Increased repair requests (impossible to predict).
 Increased emergency/urgent repairs (impossible to predict).
 Tenants changing appointments (impossible to predict).
 No access provided when operative attends (with or without 

appointment)
 Urgent planned repairs (non-reactive).
 Contractor inability to meet changing demands.
 Contractor’s poor performance.

5.2 The key to good performance is therefore getting the balance between 
resources and workload right against a back drop of a number issues (as 
detailed in 5.2) that are outside the direct control of the Council and the 
Contractor and the Housing team, with oversight from the Housing 
Maintenance Partnering Board over this process.
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5.3   Our KPI’s monitored are for guidance purposes only and the real purpose of 
the contract is to ensure that the Council’s assets are being maintained 
properly and to a good standard. Failure on a contractor’s part to meet the 
demanding targets set by DBC does not mean that the stock is suffering as 
a result.

5.4    Urgent Repairs - at the end of 2016/17 the performance in this area was 
below target at 91.34%. The contractor had a backlog of works in progress 
(WIP) of around 200 overdue orders that still needed to be completed in 
2017/18. For performance to get better the overdue orders would have 
needed to be cleared so that new orders could be completed within the set 
target. Although this sounds like a simple task the reality is different. 200 
orders equate to approximately 2 full weeks’ worth of urgent repairs for the 
contractor. Ideally, DBC would like to stop receiving all urgent repairs for a 2 
week period to allow the contractor to catch up with the overdue order. 
However, with new repairs being reported daily by our tenants this simply is 
not an option and all we can do is work with the contractor to provide more 
resource to increase the completion of orders. This problem causes a knock-
on effect on new orders coming in and a % of them then go overdue and the 
problem becomes a vicious cycle of overdue orders that are difficult to 
reduce down to the allotted target.

5.5 Non-Urgent Repairs - at the end of 2016/17 the performance in this area 
was also below target at 84.20%. The contractor also had a WIP of around 
300 overdue orders that still needed to be completed in 2017/18. As for the 
Urgent repairs, for performance to get better the overdue orders would have 
needed to be cleared so that new orders could be completed within the set 
target. As with the urgent repairs, although this sounds like a simple task 
and for the reasons set out above, the reality is different and resolving the 
problem is not straight forward.

5.6 Adverse weather - as detailed in paragraph 4.5, these weather events create 
large volumes of work over a very short period of time and the Contractor 
has no notice they are coming and orders become an immediate priority to 
complete. This unplanned emergency work inevitably then impacts on the 
work that is planned, and booked with tenants, and forces the Council and 
Contractor to “prioritise the priorities”. This delays completion dates and has 
negative impact on performance but at the same time provides flexibility in 
being able to attend to the urgent works that deserve the most priority at any 
given time.

5.7 Despite the failure to deliver on these two targets overall customer 
satisfaction remains high and averages at 99.7%. This figure is based on 
4051 tenant satisfaction surveys carried out over the first 40 weeks of 
2017/18. This is being reviewed but we have no evidence to suggest that the 
high satisfaction levels are incorrect.

5.8  Finally it’s also worth pointing out that in terms of the service to tenants, 
even our achieved levels of performance are very high in comparison with 
private sector landlords and better than most owner occupiers can achieve.

6 Management Action Taken To Achieve Target.
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6.1 The housing team have been in constant dialogue with the Contractor to 
improve the performance in relation to both areas and continues to work hard 
to achieve what is clearly a stretching target in terms of the number of repairs 
involved. However, and as stated above, the contractor’s failure to hit the 
targets set has not impacted customer satisfaction levels.

6.2 The Contractor has taken numerous steps to improve the situation which 
include:
 Restructure of local & Head Offices delivery team.
 Redefined roles & responsibilities of key staff.
 Disciplinary action against poor performers.
 Investigation & overhaul of the customer the satisfaction collection 

process.
 Improved practices for the Out of Hours Service.
 Improved utilisation of staff & sub-contractors.

    
6.3 Implementation of the above actions has provided a steady progression of 

the KPI’s since the start of this financial year and the improvement continues 
to be monitored and contract and partner board level. 

6.4 Housing management feel that DBC should always set very demanding 
‘stretch’ targets and have high expectations of our contractors. Whilst they 
might not be quite met on every occasion, the fact remains that the service 
offered to our tenants is of a high standard as supported by the customer 
satisfaction levels. We therefore feel justified in preferring to set targets that 
drive service performance and quality and just fall short rather than setting and 
meeting ‘easy’ targets and allow our contractors to coast.

7 Relationship To The Corporate Plan

7.1 Theme 5: TO FACILITATE QUALITY, CHOICE AND DIVERSITY IN THE 
HOUSING MARKET, TO CREATE STRONG AND SELF RELIANT 
COMMUNITIES AND DELIVER HIGH QUALITY SERVICES TO SERVICE 
USERS

8 Financial, legal, staffing and other implications and risk assessments*

Financial Implications  None

Legal Implications  None 

Staffing Implications  None

Admin Implications  None 

Risk Assessment No uncertainties and/or constraints

9. Details of Exempt Information Category - None.

10. Appendices:  Appendix A – Cabinet report of 7 December 2017;
Appendix B – Cabinet report - Appendix B  
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