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1. PURPOSE OF REPORT 

 
The purpose of this report is to present Committee with key performance measures 
and progress of key improvement work within the Communities, Housing and 
Infrastructure Service. As the new service begins to become together, the 
performance report continues to take shape, primarily comprising performance data 
collated within the former Enterprise, Planning and Infrastructure and Housing and 
Environment Services.  
 
 

2. RECOMMENDATION(S) 
 
It is recommended that the Committee provide comments and observations on both 
the performance information contained in the report and also on the format and 
layout of the report. 
 

3. FINANCIAL IMPLICATIONS 
 
There are no direct implications arising out of this report, although a number of 
comments are made on the use of resources. 

 
 

4. OTHER IMPLICATIONS 
 
There are no direct implications arising out of this report, regarding legal, resource, 
personnel, property, equipment, sustainability and environmental and health and 
safety issues, although a number of comments are made on the use of resources. 
 
 
 

5. BACKGROUND/MAIN ISSUES 
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This report provides members with key performance measures and progress made 
on key improvement work within the Communities, Housing and Infrastructure 
Directorate. 
 

          The report comprises three documents  
 

 a progress report from the Director, 

 a high level summary detailing each performance indicator and appropriate 
traffic light icon categorised by continuous improvement driver – specifically 
Improving Staff Experience, Improving Customer Experience and 
Responsible Resource Stewardship,  

 a full performance report providing detail against each indicator , ordered by 
area of service. 

 
Performance information and Actions progress are input and updated using 
Covalent, the corporate performance reporting system by the relevant officers. The 
data is reviewed and managed within the Directorate by the Director and Senior 
Management Team. 
 
Within the report (and high level summary) the following symbols are used: 
 
Performance Measures 
 
Traffic Light Icon 
 

   On target or within 5% of target 
 

    Within 5% and 20% of target and being monitored 
 

    Below 20% of target and being actively pursued 
 

     Data only PI as there is no target set 
 
 

6. IMPACT 
 
The report reflects the existing business plans of the Service which are directly 
linked to the 5 year Corporate Business Plan, the Single Outcome Agreement and 
the Smarter City vision. The Performance reporting framework is key to the 
Council’s aspiration of being a top performing Council will continue to be developed 
further on that basis. 
 
 

7. MANAGEMENT OF RISK 
 

NA 
 
 

8. BACKGROUND PAPERS 
 

 NA 
 



 

3 

 
9. REPORT AUTHOR DETAILS 

 
Louise Fox 
Development Officer 
01224 522666 
lfox@aberdeencity.gov.uk 
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Director’s Progress Report 
Communities, Housing and Infrastructure 

27th August 2015 
 
 

Awards  
Aberdeen Car Club - Aberdeen City Council and partners have been shortlisted for an 
award by the Association for Public Service Excellence (APSE). Officers from the 
Transport Strategy and Programmes Team entered the Aberdeen Car Club into the “Best 
Innovation and Demand Management Initiative” category with the submission outlining the 
many success stories to come out of the scheme, including local authority savings, 
reduced car ownership and electric vehicle rollout. The ceremony takes place on the 3rd of 
September in Swansea.  
 
Transport Awards - On the 18th of June, Aberdeen City Council won a Scottish Transport 
Award under the category “Powering Ahead with Electric Vehicles”. The Council was also 
one of 8 shortlisted in the “Contribution to Sustainable Transport” category.  Aberdeen City 
Council has shown that the city is very flexible to adapting to changing circumstances 
which was admired and noticed by the Sponsors of the Event, Clear Channel. They stated 
that “Maintaining accessibility and mobility in ways that are both sustainable and equitable 
is one of the most significant challenges facing us all over the coming decades.”  
 
SQA Volunteering Award, Partnerships Healthy Minds Team - Congratulations to Keith 
Thomson and Fiona Thomson, volunteers with the Healthy Minds Team who have both 
completed their SQA award in volunteering.  Keith has supported the Intermediate guitar 
group over the past year and is really keen to share his skills with others to help them 
progress.  Fiona has supported the cookery group for two terms now and has been 
invaluable in supporting learners and encouraging them to follow recipes which have led to 
participants cooking more at home.  This is a relatively new SQA award which recognises 
the great work the volunteers do and has been rolled out to Healthy Minds volunteers with 
the support of Adult Learning tutors. 
 
Keep Scotland Beautiful Seaside Awards - The winners of the 2015 Scottish Seaside 
Awards were announced in June by the independent environmental charity, Keep Scotland 
Beautiful.  Aberdeen City’s Ballroom Beach has been awarded a Resort Seaside Award, 
the 9th year in a row it has achieved this accolade. The award is given annually and 
recognises good water quality and excellent litter, safety, and environmental management 
procedures – Aberdeen Ballroom Beach has been proudly flying the Seaside Award flag 
consistently since 2007.   
 
TripAdvisor award - Several attractions run by Aberdeen City Council have been awarded 
a top accolade from TripAdvisor for this year. The city’s beach, the Duthie Park, the Winter 
Gardens in Duthie Park, the area of Footdee (known as Fittie), Johnston Gardens, 
Hazlehead Park, The Maritime Museum, the Tollbooth Museum, and Aberdeen Art Gallery 
which is closed for a £30 million refurbishment, have all been given a 2015 Certificate of 
Excellence by the internationally-recognised tourist review organisation. 
 
Association for Public Service Excellence (APSE) – Aberdeen City Council’s Land and 
Property Asset team have been successfully shortlisted in the Best Renewable Energy 
or Energy Efficiency Initiative category. 
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The Planning and Sustainable Development Team has also been shortlisted in the Best 
Innovation or Demand Management Initiative category for it’s Aberdeen Car Club 
project.. 
 
The Business Growth Team sponsored the Spirit of Enterprise Award at the 2015 Elevator 
Awards (formerly known as Grampian Awards for Business Excellence) on Thursday 25th 
June. The award gives special recognition to individuals, group or organisation that has 
had to overcome significant challenges to establish their business.  
 
Economic Business Development 
The Employability Training Providers Forum – This was also led by the Business Growth 
team, organised four “vacancy roadshows” in the community on 26th June, 3rd July, 20th 
July and 17th August, for the AWPR project.  The forum provides networking opportunities; 
supports best practice and assists by drawing on membership expertise. It also improves 
communication, reduces duplication and assists knowledge transfer between 
organisations.  Such a forum in Aberdeen City will encourage organisations to work 
together more and provide better value for money per client/service. 
 
Accelerate Aberdeen - All sites are now live and a free managed Wi-Fi service is now 
available to the public.  This will enable members of the public and visitors to the city to 
use a high speed internet connection. This will not only widen access to internet-based 
services across the city, but will also address some elements of the digital divide and aid 
social inclusion. The framework will see the delivery of three Digital Innovation facilities 
hosted and managed by the City's two Universities and Enterprise North East Trust 
(ENET).  The University sites focus on the acceleration of delivery of products, services 
and businesses emerging from university research and entrepreneurship programmes and 
enhancing existing interfaces with the business sector. 
 
Connection Voucher Scheme (CVS) - The CVS scheme is proving more successful this 
year.  Businesses from outwith the city can now benefit from the scheme and businesses 
from Aberdeenshire are also included.  This will enable small businesses to benefit from 
faster and better broadband.  
 
MAKE – Innovation Framework - Aberdeen now has a permanent makerspace, only the 
second open access digital fabrication workshop in Scotland.  MAKE has attracted an 
increase in users and wider interest in the potential of digital manufacturing solutions.  
Aberdeen will benefit from the emerging digital fabrication industry and the investment that 
will bring to the city. 
 
The Third Don Crossing 
Update - The steel beams of the bridge over the Don were erected in July, welding and 
painting works are progressing to prepare for the concrete deck to be formed. The 
roadworks through Tillydrone have progressed and substantial sections of the new road 
are complete, earthworks for the road north of the River Don have been have substantially 
completed with the new road now under construction. One retaining wall at Fairview Street 
is complete, the wall at Balgownie is progressing and half of the wall at Gordon’s Mills 
Road/Tillydrone Road is complete. 
 
Trading Standards  
Food Standards Scotland Audit – The audit took place between the 28 and 30th July. The 
Audit is a Core Audit of Local Authority Official Controls (undertaken by the Commercial 
Team of Environmental Health) in relation to food hygiene legislation and its application. 
Implementation of the Food Hygiene Information Scheme (FHIS - FHIS involves officers 
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determining whether businesses have complied sufficiently with the legislation to warrant a 
“Pass”, following food hygiene inspections). 
  
Very Sheltered Housing Catering  
“MyChoice” – A review of Very Sheltered Housing was conducted in January, and after the 
results were analysed a new “pay as you go” system was unveiled in June.  “MyChoice” is 
a new meal ordering and payment system which will deliver a fairer and more consistent 
approach to meal provision at all the council’s Very Sheltered Housing developments.  The 
new system was launched in Coronation Court on 29 June and tenants can now order 
their meals at a touchscreen in the dining room or on a tablet PC.  Staff are fully trained on 
the system are available to assist tenants who need help with the new system. Tenants or 
their appointee can pay for their meals online and will only pay for the meals they have 
ordered.  “MyChoice” meal ordering and payment system will reduce the administration 
and will be rolled out at Kingswood Court, Denmore Court and Provost Hogg Court in the 
future.. 
 
New Build Social Housing 
Completion dates – The table below shows the completion dates for Langstane and 
Grampian Housing Associations properties:  

Hopetoun Grampian HA Social rent  July  15 21 units 

Old Church 
Road 

Langstane HA Social rent June 15 20 units 

Marischal 
Street 

Langstane HA MMR  June 15 7 units 

Froghall 
Terrace 

Grampian HA Social Rent June 15 20 units 

Cattofield Castlehill HA Social Rent 
 
MMR 

June 15 12 units 
4 units 

 
These 84 affordable housing units have been part funded by Aberdeen City Council and 
Scottish Government. 
 
Community 
Community Planning and Neighbourhood Planning  - Following the introduction of the 
Community Empowerment (Scotland) Bill on 17th June 2015, Community Planning 
Aberdeen is currently undertaking a review to ensure the governance and delivery 
mechanisms are fit for purpose.  This will include new processes and structures to support 
neighbourhood/locality planning.  A partnership group is now carrying out a strategic 
assessment to gather evidence to inform priority setting for the 2016 Single Outcome 
Agreement (which will in future be referred to as the Local Outcome Improvement Plan).  
Work with then commence to engage communities in setting the priorities in advance of 
the budget setting process in February 2016. Stakeholders across all partner organisations 
will also have an opportunity to contribute to this exercise over the coming months.  A 
detailed proposal on the way forward and timescales will be presented to the October 
meeting of the Community Planning Aberdeen Board for approval.   
 
It’s Your Neighbourhood 
Keep Scotland Beautiful - The independent charity Keep Scotland Beautiful has praised 
the record-breaking 190 community groups across Scotland that have signed up in 
response to its 2015 It’s Your Neighbourhood campaign to improve community 
environments.  Support from groups in the Aberdeen City area has increased significantly, 
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from one group in 2013, to twenty six groups registering for this year’s campaign.  All 
Aberdeen’s groups will play an active role in this year’s In Bloom campaign and events. 
 
Green Flags - Keep Scotland Beautiful have awarded Green Flags to Duthie Park and 
Hazlehead Park. This is the third successive year that Duthie Park has achieved the 
award, while Hazlehead Park was successful as a new entrant. Green Flags are awarded 
by Keep Scotland Beautiful in recognition of the hard work and dedication of park 
managers and staff, volunteers and communities in creating and maintaining green spaces 
to an excellent standard. 
 
 
A Working Partnership with SHMU Media.  
Rangers Services - Countryside Rangers staff are delivering a radio programme on SHMU 
FM to all the target regeneration areas. The aim of the programme is to highlight what the 
Ranger Service does, what the Council does and what the various community groups they 
work with do. The show is all about raising awareness and inspiring and is being aired in 
the summer months. 
 
Hazlehead Grove Nursery 
Nursery Plans - Aberdeen City Council’s Hazlehead Grove Nursery was officially opened 
on the 1st July for the wider community to use, including social enterprises, charities and 
schools.  The Hazlehead Grove Nursery, part of which continues to be used as a depot 
and a store by environmental services and is also used by horticultural services, is aimed 
at being a smart green place to grow people and communities.  
 
The proposals for use of the site are to include:  
 

 A social enterprise project is planned, including plant cultivation and other horticultural 
related activities for the benefit of the City’s parks and open spaces.   

 

 An outdoor classroom will be set up, focusing on the green environment and natural 
habitat.  

 
It was officially opened by Aberdeen Lord Provost George Adam. A total of £100,000 of 
Common Good funds have been used to get the project going and will be used to upgrade 
the basic infrastructure and welfare of the site.  The nursery is large enough to 
accommodate various numbers of groups and projects; these include Aberdeen Foyer, 
Drugs Action, Aberdeen Play Forum and Hazelhead Primary School. 
 
Environment – East Tullos Burn  
East Tullos Burn at Hampton Court Flower Show - Sandy Scott, Aberdeen City Council 
Parks and Countryside Officer and Countryside Officer Ian Talboys attended this year's 
Hampton Court Flower Show by the Royal Horticultural Society (RHS) as part of the RHS 
Hub programme of talks. 
 
They delivered two presentations on the recent environmental improvements to the East 
Tullos Burn.  The burn was re-engineered into a more naturally meandering course with 
ponds and wetlands created to reduce the flooding risk at periods of high rainfall.  These 
improvements have brought a tremendous amount of biodiversity into what was an area of 
‘green desert’.  Sandy Scott said “It is a great honour and privilege to be invited to speak at 
the Hampton Court Flower Show, the biggest flower show in the UK.   
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The East Tullos Burn project was made possible with funding from Total E&P UK Ltd, 
Aberdeen Greenspace Trust, Aberdeen Forward, Scottish Environmental Protection 
Agency, NE Scotland Biodiversity Action Partnership and Aberdeen City Council. 
 
Planning Performance Framework 2014/15 
Local Development Plan – Aberdeen City Council have prepared a plan in accordance 
with our approved Development Plan Scheme.  We are one of only a very few planning 
authorities in Scotland to have an effective five year housing land supply (as required by 
Scottish Planning Policy). Housing approvals are up from 2126 (2013-14) to 5805 (2014-
15).  Progress is being made on implementation of the Strategic Infrastructure Plan (SIP) 
which will help act as a mechanism for ensuring that the City infrastructure is in place to 
deliver the development plan.  
 
 See below for a list of highlights 
 

 Reduced average timescales for determining major developments by nearly 50% from 
88.6 weeks to 47.6 weeks.  

 

 Approved nearly 6000 new housing units. 
 

 Drastically cut down on it’s legacy cases (48 out of 105) 
 

 Introduced a new two phase Roads Construction Consent process 
 

 Agreed a protocol with the Community Council Forum for engaging with community 
councils and established a liaison group 

 

 Retained our Customer Service Excellence Accreditation. 
 
Pete Leonard 
Director 
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Communities, Housing and Infrastructure Performance Report 

 

Summary of Performance Indicators By Continuous Improvement Driver 
 
 
 
                                                            

            Improving Staff Experience                        TOTAL  
Establishment Number of Posts (FTEs) 2,840.46 

Number In Post (FTEs) 2,408.76 

Number of Vacancies (FTEs) 431.72 

94 Average Sickness Absence 
 

79 Health & Safety Matrix Compliance 
 

95 Number of Staff who have undertaken Training 
Workshops/Online Modules  

 

 

 

 

                  Improving Customer Experience             Responsible Resource Stewardship 
5 Percentage of tenants satisfied with the standard of 
their home when moving in (Year to Date) - Charter 
Indicator  

 

 1 The overall monetary value of former tenants arrears, as 
at the end of each rent period  

6 Satisfaction of new tenants with the overall service 
received by the Estates Service. (Year to Date)   

2 The overall monetary value of payments received for 
former tenants arrears for the year to date  

7 Percentage of Tenancy Management actions which 
saw a decision/outcome made within the month and 
within our statutory target  

 
3 The proportion of tenants giving up their tenancy during 
the year with arrears of more than 1 week.  

8 Percentage of New Tenant Visits (Routine Visits) 
completed in the previous month within the 28 day 
local timescale 

 

4 The average number of weeks debt owed by tenants 
leaving with arrears of greater than 1 week, expressed as 
a year to date average % of all terminations in the year. 

 

9 Percentage of new tenancies sustained for more 
than a year  

 10 Rent loss due to voids as a percentage of gross rent due 
- year to date average - Charter Indicator  

21 Percentage of Tenant Groups which are registered  
 11 The year to date average number of days taken to re-let 

all properties - Charter Indicator  

22 Percentage of housing applications processed 
within 28 days of receipt, year to date average  

 12 The average number of days taken to let a Fast track 
void in the year to date 

Not 
Available 

29 Percentage of households requiring 
emergency/temp. accom. to whom offer was made  

 13 The average number of days taken to let a Routine void 
in the year to date0  

31 YTD average length of time taken to complete 
emergency repairs   

   



 

10 

Improving Customer Experience                             Responsible Resource Stewardship  

32 YTD average length of time taken to complete non -
emergency repairs   

 14 The average number of days taken to let a void due to 
Death in the year to date   

33 Percentage of repairs appointments kept  
 

 

 
15 The average number of days taken to let a void due to 
SHQS works in the year to date   

34 YTD % of tenants who have had repairs or 
maintenance carried out in the last 12 months 
satisfied with the repairs and maintenance service  

 

 16 The average number of days taken to let a void due to 
major works in the year to date   

39 Street Cleansing - LEAMS  
 

 17 The average number of days taken to let a void which 
went through an OT assessment in year to date   

40 Street Cleansing - Vandalism  
 

 18 The percentage of offers of accommodation accepted 
year to date average   

41 Street Cleansing - Graffiti  
 

 
19 The overall percentage of void properties as a 
percentage of stock as at the end of each month  

 

 
 

42 Street Cleansing - Weed Growth  
 

 20 The percentage Void properties relet within 4weeks 
 

   22 Applications processed within 28 days % 
 

43 Street Cleansing - Detritus  
 

 23 YTD % of statutory homeless applicants housed 
maintaining their tenancies for more than 12 months   

44 Street Cleansing - Staining  
 

 24 The average length of homeless journey (from 
presentation to discharge of duty) for applicants’ whose 
journey was completed during the month.  

 

45 Street Cleansing - Flytipping  
 

 25 YTD % of homeless decision notifications issued to 
homeless applicants within 28 days of presentation   

46 Street Cleansing - Flyposting  
 

 26 % of homeless cases in the month where contact has 
been lost with applicant either pre- or post- statutory 
decision 

 

47 Grounds - LAMS.  
 

 27 Percentage where permanent accommodation found to 
applicants unintentionally made homeless closed either 
through offer or securement 

 

49 Non Domestic Noise  - 2 days 
 

 28 YTD % of all general need relets to statutory homeless 
applicants  

50 High Priority Pest Control – 2 days 
 

 30 Current arrears as % gross potential rental and service 
charge income for homeless households accommodated in 
ACC temporary furnished flats 

 

51 High Priority Pest Control – 30 days 
 

 35 Percentage of Void Properties off charge 
 

52 Low priority Pest Control – 5 days 
 

 36 Percentage of Council properties with current gas 
safety certificates.  

53 Low priority Pest Control – 30 days 
 
 

 

 37 Percentage of Council properties where current gas 
safety check was carried out within 12 months of previous  
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Improving Customer Experience                             Responsible Resource Stewardship  

54 High Priority Public Health – 2 days 
 
 

 

 38 The number and proportion of the council’s housing 
stock being brought up to the Scottish Housing Quality 
Standard by criteria.  

 

55 High Priority Public Health – 30 days 
 

 48 Percentage Total Waste Recycled/Composted 
 

56 Low Priority Public Health – 5 days 
 

 74 Overtime - Spend to Date  
57 Low Priority Public Health – 30 days 

 
 75 Agency Staff - FTE's  

58 Dog Fouling - % responded to within 2 days  
 

 76 Total Payments to Staff  
59 Dog Fouling -% completed within 30 days  

 
 77 Invoices issued to External Customers within 28 days of 

work being carried out  

60 All Other Dog Complaints - % responded in 5 days  
 

 78 Invoices issued to External Customers within 56 days of 
work being carried out  

61 All Other Dog Complaints - % completed in 30 days  
 

 81 Building Warrants - Income Received 
 

62 Food Safety Hygiene % premises inspected 6 mths 
 

 82 Planning Application Fees – Income Received 
 

63 Food Safety Hygiene % premises inspected 12 
mths  

   

64 Food Safety Hygiene Inspections % premises 
inspected more than 12 monthly   

   

65 Serious Assault 
 

   

66 Assault – less Serious Injury 
 

   

67 Wilful secondary fires 
 

   

68 Accidental dwelling fire 
 

   

69 Domestic Abuse 
 

 Improving Customer Experience continued  

70 Noise Related/tenancy related complaints 
 

 86 Road Cat 1 defects repaired within 2 work days  
71 % ASB Cases reported & resolved within local 
targets  

 87 Potholes Cat 1 defects repaired within 2 work days  
72 Percentage calls attended to by the ASBIT Team 
within 1 hour  

 88 Gulley Cat 1 defects repaired within 2 work days  
73 Customer Satisfaction Anti-Social Behaviour 
Investigation Team  

 89 Slabs Cat 1 defects repaired within 2 work days 
 

80 Percentage of householder and non-householder 
planning applications dealt with within two months  

 90 Delivery – CH&I staff did what they said they would do 
 

83 Traffic light repairs completed within 48 hours   91 Professionalism - How well did CH&I staff do their jobs 
 

84 Street light repairs completed within 7 days  
 92 Satisfaction with the overall service that was received 

from CH&I  

85 Pothole repairs carried out within target time (Cat 
1,2)  

 93 Freedom of Information Requests Cleared 
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  Rent Management 

    Current Target Current Value 
Traffic Light 

Icon 

  1 The overall monetary value of former tenants arrears, as at the end of each rent period £1,400,000 £786,369 
 

  2 The overall monetary value of payments received for former tenants arrears for the year to date. £53,333 £39,833 
 

  The number of current residential tenants with rent arrears at the end of each rent period   7,174 
 

  The monetary value of current residential tenants arrears at the end of each rent period  £3,200,000 £2,718,335 
 

  
3 The proportion of tenants giving up their tenancy during the year with arrears of more than 1 week. This is expressed as a 
year to date average % of all terminations in the year.  

29% 24.4% 
 

  
4 The average number of weeks debt owed by tenants leaving with arrears of greater than 1 week, as a year to date 
average.  

14.6 13.73 
 

  Analysis 
Date 

Updated 

  

Current Arrears: 
At the end of the July rent period current tenants arrears stood at £2,718,335. This is a marked improvement of 9.3% from the Council’s position in the same 
period in 2014/15 when current arrears stood at £2,995,549. In the June rent period arrears dropped to their lowest level since year end 2012/3 with a balance of 
£2,478,885.  
 
In July 7,171 tenants had outstanding balances on their rent accounts; largely unchanged from the 7,174 recorded in April.  
 
The level of arrears cases can be broken down as follows:  
 
1280 (17.8%) tenants owing £50 or less  
2610 (36.4%) tenants owing between £50.01 - £250  
2628 (36.6%) tenants owing between £250.01 - £1000  
635 (8.9%) tenants owing between £1000.01 - £3000  
18 (0.3%) tenants owing more than £3000.01  
 
Arrears Actions:  
2519 first and second warning letters were issued year to date up until the end of July 15/16. In this same time period 593 NOSP’s were issued. There have been 
49 repossessions of Council tenancies between April and July 2015/16; this is down 31.9% from the 72 repossessions recorded in the same period in 2014/15. 
 
Terminations: 
In July 2015/16 24.4% of tenants terminated their tenancy with more than 1 week of rent arrears; this is down from the 34.2% recorded in March 14/15 and is 
within our 29% target. The average debt owed by tenants leaving in arrears in July amounted to 13.7weeks; this is below the Council’s 14.6 week target and lower 

12-Aug-2015 
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than the 15.7 week figure recorded in March 14/15.  
 
Former Arrears: 
The total cumulative value of former tenant arrears at the end of the July rent period stood at £786,369 a decrease of 37.2% from the £1,253,154 recorded at 
year end 14/15. This is below our 15/16 target of £1,000,000. In 2015/16 year to date £39,833 was collected in former arrears payments from tenants. This is 
13.6% lower than the £46,119 collected at the same point in 14/15. The total cumulative value of former tenant arrears written off at the end of the July rent 
period stood at £336,888.  
 
Action: 
Payment Arrangements was purchased from Northgate in late 2014 with a view to bringing us several operational and service improvements. Rigorous testing has 
been undertaken and has now been comprehensively interrogated over these last six months.  
 
Payment Arrangements allows us to offer our tenants the ability to pay by Direct Debit on any date of the month which is a massive service improvement on the 
current option of the three dates currently offered. The payment arrangement module will also allow us to offer weekly Direct Debits on top of the traditional 
monthly Direct Debits which will hopefully encourage more tenants to switch to a payment method of Direct Debit. Our improved flexibility around the dates will be 
advertised in the forthcoming Summer ‘Newsbite’ magazine. It will also be promoted through our website and other channels including our conversations with our 
tenants. These changes will allow us to be much more proactive in managing tenants accounts, since immediately when a payment is missed, a task will be 
generated to the relevant Assistant Housing Officer affording us an early opportunity to intervene with the tenant and avoid any build-up of arrears.  
  
Payment Arrangements gives us a totally new focus in rent management terms. Historically all our focus has been on dealing with the management of rent arrears 
wherever they occur. Now we will have a complimentary process sitting alongside our existing arrears recovery escalation that allows us to monitor payments of 
rent as well as payments towards arrears.  
 

We have started the roll out of the Payment Arrangements in a controlled manner in order to minimise any impact felt by our frontline staff and our tenants, as 
well as giving us the opportunity to deal with any lessons still to be learned. Initially, a pilot area within the Tillydrone Team will commence at the beginning of 
August and the necessary training has been provided to those staff directly involved in the pilot area as a priority, with other staff being trained in the coming 
months.  
 
We are launching a new Rents ‘Self-Serve’ facility from the start of August that will allow any tenants (current or former) to register on line and securely view the 
full transaction history of all their rent accounts including current & former rent; legal expenses; temporary accommodation; & insurance. This service too is being 
publicised on our website and in our Summer Tenant Magazine. This service also has a facility whereby tenants can request rent statements and will be able to 
update us of any new contact details or changes to household composition. The system also provides direct links to our payments system and our website’s Money 
Advice pages as well as notifying them of their dedicated housing officer. The web page will operate a ‘pop-up message’ system to remind them of bespoke 
pertinent information when they log in (e.g. “You are now only 1 step from being lodged in to Court for arrears – please take immediate action”). 
 
See Appendix 1 – Universal Credit Update from Paul Tytler, Welfare Reform Project Manager.  
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  Tenancy Management 

    Current Target Current Value 
Traffic Light 

Icon 

  
5 Percentage of tenants satisfied with the standard of their home when moving in (Year to Date) - Charter Indicator  
 

80% 79.1% 
 

  
6 Satisfaction of new tenants with the overall service received by the Estates Service. (Year to Date)  
 

90% 94.21% 
 

  
7  Percentage of Tenancy Management actions (specifically Abandonment, Assignation, Joint Tenancy, Lodger, Single 
Abandonment, Single Termination, Sublet, Succession) which saw a decision/outcome made within the month and within our 
statutory target  

100% 100% 
 

  8 Percentage of New Tenant Visits (Routine Visits) completed in the previous month within the 28 day local timescale  100% 84.23% 
 

  The total number of instances of mobile device usage by Housing Officers citywide in the quarter    19,841 
 

  
Of the total number of instances of mobile device usage by Housing Officers citywide in the quarter, the % that related to  
Rent and Arrears Management  

  50.1% 
 

  The year to date number of legal repossessions following decree.    49 
 

  9 Percentage of new tenancies sustained for more than a year  94% 92.1% 
 

  Analysis 
Date 

Updated 

  

Tenant Satisfaction: 
In July 2015/16 the percentage of tenants satisfied with the standard of their home when moving in was 79.1% this is up 5.9% from the 73.2% satisfaction 
recorded in March 14/15 but below the Council’s target of 80%. The percentage of new tenants that were satisfied with the overall service they received in July 
was 94.2%. The average satisfaction for April to July 2015/16 was 90.1% which meets the Council’s target of 90% customer satisfaction.  
 
New Tenant Visits: 
The Council endeavours to complete a New Tenant Visit within 28 days and record an outcome; this indicator has a local target of 100%. The percentage of 
completed visits as at 31st July stands at 84.2%, an improvement on the 64.1% last reported to Committee.  
 
Customer Service Actions: 
The percentage of Customer Service Action Outcomes (Abandonments, Assignations, Joint Tenancies, Lodgers, Single Abandonments, Single Terminations, Sublets 
and Successions) achieved within statutory timescales in July was was 89.6%. The YTD % of Actions achieved on target is 93.4%. This is up from the 91.6% of 
Actions achieved within the statutory timescales In 2014/15 but does not meet the 100% target. 

 
Tenancy Sustainment: 
The percentage of new tenancies sustained for more than 12 months year to date is 92.1% narrowly missing the Council target of 94%. This is largely unchanged 
from the 92.8% recorded year end in 2014/15.  
There have been 49 repossessions of Council tenancies between April and July 2015/16; this is down 31.9% from the 72 repossessions recorded in the same 
period in 2014/15.  
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Estate Management: 
The number of instances of mobile device usage by housing staff in Q1 of 2015/16 stands at 19,841 representing a 23.1% decrease from the 25,801 recorded in 
Q4 2014/15. From these actions 50% related to rent and arrears management. This is down 13% from the 63% previously recorded in Q4 of 2014/15.  
 
Action: 
Senior Officers are monitoring performance in New Tenancy Visits and Customer Service Actions. This appears to be a recording issue and a review of the system 
and further training is being progressed to resolve this reported underperformance. Mobile device usage has declined as more staff are moving to 'smarter working' 
and able to direct access the full housing system remotely. 

 
 

  Void Management 

    Current Target Current Value 
Traffic Light 

Icon 

  10 Rent loss due to voids as a percentage of gross rent due - year to date average - Charter Indicator  1.65% 1.72% 
 

  11 The year to date average number of days taken to re-let all properties - Charter Indicator  50 99 
 

  12 The average number of days taken to let a Fast track void in the year to date  14 0 N/A 

  13 The average number of days taken to let a Routine void in the year to date  28 42 
 

  14 The average number of days taken to let a void due to Death in the year to date  42 102 
 

  15 The average number of days taken to let a void due to SHQS works in the year to date  49 77 
 

  16 The average number of days taken to let a void due to major works in the year to date  49 91 
 

  17 The average number of days taken to let a void which went through an OT assessment in the year to date    77 
 

  18 The percentage of offers of accommodation accepted year to date average  65% 46.8% 
 

  19 The overall percentage of void properties as a percentage of stock as at the end of each month  2.3% 2.4% 
 

  The overall number of offers of accommodation refused monthly    59 
 

  20 The percentage of Void properties relet within 4 weeks  35.5% 16.1% 
 

  Analysis 
Date 

Updated 

  
Analysis:  
After a rise to 540 gross voids in June, there were 522 void properties at the end of July. Of these, 422 were available for relet and 100 were off charge due to the 
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Haudigan Project or because these required major works to be carried out during which time the properties would be unfit for occupation.  
 
There have been 479 relets this financial year compared with 518 in the same period last year.  
 
The average time to relet all properties is 99.0 days, down from 100.1 at the end of June 2015. Year to date, Low demand properties require an average 367.0 
days to be relet, while Non Low demand take on average 81.1 days. There were a number of longer term void properties which had a significant impact on relet 
performance in July, taking 896, 441, 427 and 294 days to relet respectively. 
 
Relet time performance varies considerably dependant on the void path and nature of works requiring to be done with year to date average days varying from 42 
for a Routine void, to 102 for an empty property following the death of the tenant, 77 where the property requires to reach the SHQS standard, 91 for major works 
to 77 where equipment and adaptations are required. There have been no properties classified as FAST track this year.  
 
Void performance is being monitored separately for those properties becoming void after 1 July 2015. At the end of July, two properties at 2 Hamewith and 136 
Sheddocksley Drive had been relet with an average relet time of 11 days. This achievement in relet performance helped counteract the longer term relets.  
 
Year to date, just 16.1% of void properties have been relet within 4 weeks. A target of 35% was set in order to achieve the annual void rent loss target. Void rent 
loss amounted to £124,710 during the month of July alone. At 1.72% of gross debit year to date this varies considerably across the city – Tillydrone 2.37%, 
Mastrick 0.93% and Marischal 1.59%. All areas are above the targets set in this respect.  
 
Between April and July 46.8% of all offers were accepted. This is down on the 47.3% position at the end of June. Of the offers resulted year to date, 236 were 
accepted, 268 were refused and a further 257 were withdrawn.  
In July, there were 69 refusal reasons recorded for 66 refusals. 59 reasons were given by the applicant. The most common reasons were stated as Area (10), 
Wants Application Cancelled (7) and Rooms Too Small (6). 10 offers were refused due to no contact with the applicant – 8 did not respond to the offer letter and 2 

did not contact at accompanied viewing stage.  
 
Action:  
The action plan approved by committee is being progressed with a full report on voids performance to be brought back to the October committee. Officers 
recognise that void performance is a priority for the organisation. We have recently revised our management reporting systems and this ties in with a review tha 
has begun where an officers group are undertaking a detailed analysis of the key components within the process, with a view to identifying the blockages, reasons 
for these blockages as well as recommendations for clearing these and preventing their recurrence. Officers are also examining the upper quartile performers with 
the view of progressing the development of an action plan which will transform voids performance. 
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  Tenant Participation 

    Current Target Current Value 
Traffic Light 

Icon 

  The current number of Tenant Groups    48 
 

  21 Percentage of Tenant Groups which are registered  35% 35.4% 
 

  

The number of tenants in the financial year to date who have attended or are attending training (Tenant Participation). Types 
of training could Tenant Participation Advisory Service (TPAS), Tenant Improvement Service (TIS), Chartered Institute of 
Housing (CIH) conferences, Registered Tenant Organisation’s (RTO) training or more specialised training such as computer 
skills.  

  144 
 

  Analysis 
Date 

Updated 

  

Analysis 
There has been no change to our position on Tenant Participation since last Committee. Currently we have 48 Tenant Participation groups throughout the city of 
these 48 groups, 35.4% are Registered Tenant Organisations (RTO’s), which are independent groups with their own constitutions and committees. These groups 
have a statutory right to be kept abreast of all important decisions relating to the Housing service. Aberdeen City Council has set a target of 35% of its groups 
becoming RTO’s and this information will be recorded on iWorld and monitored monthly.  
 
Action  
A review of the Tenant Participation framework is ongoing and new indicators are being developed which will provide a more meaningful overview of the 
performance of the service. The proposed indicators will include information on tenant spend and budget. The Council continues to consult the relevant tenant 
groups and organisations and progress is being made on having these indicators created and ready to be reported on.  
 
The Council is committed to increasing its engagement with tenants and customers in line with the standards and outcomes outlined in the Scottish Social Housing 
Charter. 
 

10-Aug-2015 

 

  Project Progress To Date 
Latest Note 
Date 

  

Implementation of the Scottish Social Housing 

Charter 

The submission of the Charter Indicators to the Scottish Housing Regulator is currently being prepared for 

submission by 31st May 2015 deadline.  
 
The preparation for the production of the second Annual Report to Tenants is underway with meetings taking 
place with officers and tenants, feedback on last years report is being used to inform the content and design 
for this years report which will be published in October 2015 

28-Apr-2015 

 
                

Project Progress To Date 
Latest Note 
Date 

Housing for Varying Needs Review This review is currently in the first phase of the Implementation Plan - this phase will run from 2013 – 2015.  09-Dec-2014 
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Sheltered Housing to Amenity Housing:  
The following developments are in transition from sheltered housing to amenity housing. All future allocations 
are being offered as amenity housing and existing sheltered housing tenants at these developments have 
been given the opportunity to have their level of housing support assessed to see if an amenity housing 
support service would provide an adequate level of support for them.  
  
The developments are: Balmoral Court, Bede House Court, Craigton Park, Meadow Court, Regensburg Court, 
Seaview House, Constitution Lane, Constitution Street, South Constitution Street, Thorngrove Court. Overall, 
almost 40% of tenancies within these developments have changed from sheltered housing to amenity 
housing. This has been achieved as a result of tenants requesting an assessment and void turnover.  
 
Berrymoss Court and Parkhill Court at Dyce are subject to a recent committee recommendation for them to 
be "twinned" and they will operate as one development. Tenants have been consulted and the new 
operational schedule will commence in January 2015 after a trial period.  
  
Sheltered Housing to Very Sheltered Housing:  
The first development to change from sheltered housing to very sheltered housing will be Provost Hogg Court 
in Torry. It is intended that the satellite cottages at this development will remain as sheltered housing. 
Upgrade works have been scoped and improvements and changes to the building will be funded in the 
2015/2016 budget.  
  
Sheltered Housing to Mainstream Housing: 

The first development to change from sheltered housing to mainstream housing will be Smithfield Court. All 
tenants have moved and refurbishment work has commenced.  
 
Phase 2: Recommendations for the next phase of this review will be presented to committee in Spring 2015. 
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  Allocations 

    Current Target Current Value 
Traffic Light 

Icon 

  22 Applications processed within 28 days % 84% 93% 
 

  The current number of applicants' shortlisted on the housing urgent list as at the last day of the month   569 
 

  The current number of applicants' shortlisted on the housing discretionary list as at the last day of the month   95 
 

  The current number of applicants' shortlisted on the housing support list as at the last day of the month    774 
 

  The current number of applicants' shortlisted on the housing waiting list as at the last day of the month  5,058 
 

  The current number of applicants' shortlisted on the housing transfer list as at the last day of the month    1,721 
 

      

  Analysis 
Date 

Updated 

  

Analysis 
Since the beginning of the year 2014/15 the number of applicants on the register awaiting housing has risen by 3.6% from 7689 at 31st March 2015 to 7967 at 
31st July 2015. While we have seen an increase in the volume of applicants' on the housing register this year, the real term number of people applying for housing 
has actually fallen by 6.5% when compared with the equivalent period last year. The actual cause of the increase is attributable to the volume of people applying 
exceeding turnover on the register where only 767 applicants have been cancelled or housed off the list to date.  
  
As applicants' can be on more than one list the number of applications across all lists has also increased by 6.9% to 8217. Of the applications across the lists;  
. 569 are on the Urgent List  
. 95 are on the Discretionary List  
. 774 are on the Support List  
. 5058 are on the Waiting List  
. 1721 are on the Transfer List  
  
The biggest changes affecting the housing register this year are;  
. 6.8% increase in the number of applications on the Urgent List  
. 4.7% increase in applications on the Support List  
. 3.4% increase in applications on the Waiting List.  

  
There continues to be a large proportion of applicants on the housing register that have no housing need and unless there is a change in circumstance will never be 
selected for housing. Currently 1393 (27.5%) applicants on the waiting list and 779 (46.1%) on the transfer list have 0 points representative of no housing need.  
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The time taken to process applications this year has improved significantly this year with 88.5% of applications processed within the 28 day target time-scale. This 
is up 23.1% upon that achieved during the same period last year. Performance levels this year would have been further enhanced if not for a shortage of staffing 
in June where processing levels for the month dipped to 73.9%, the only time performance has fallen below the 93% mark to date.  
  
The YTD increase in applicants on the housing register places even greater demand and pressures on an already acute housing register, where the need for 
accommodation still greatly exceeds supply. Given that on average this year, there has been 388 properties available to re-let at any given time, the Council only 
has the capacity/supply to accommodate approximately 4.8% of the applicants’ on the register at this time.  
  
Year to date there has been a total of applicants’ housed off the lists, an average of 122 allocations per month. A further breakdown of allocations reveals;  
. 201 have been housed off the Urgent list  
. 27 have been housed off the Discretionary List  
. 136 have been housed off the Support List  
. 84 have been housed off the Waiting List  
. 32 have been housed off the Transfer List  
  
Year to date analysis of the quota for allocations indicates that 66.4% of lets have been awarded to applicants under the Urgent List. Of the remaining 116 quota 
72.4% have been allocated to the Waiting List and 27.6% to the Transfer List  
 
Action  
We have recruited officers on a fixed term basis to commence the re-registration of historic applicants from September. Their work will focus on discerning the 
current needs and wants of the household and identify the housing options open to them, ranging from with those who can realistically attain social housing by 
amending preferences, to those who will require to look solely at the private sector. We expect this will lead to a steady reduction in applications on the register 

over the next year, as those who no longer require or seek social housing are identified. 
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  Homelessness 

    Current Target Current Value 
Traffic Light 

Icon 

  
23 The year to date percentage of statutory homeless applicants housed who have sustained their tenancies for more than 12 
months  

90% 93.6% 
 

  
24 The average length of homeless journey (from presentation to discharge of duty) for those applicants’ whose journey was 
completed during the month.  

150 187 
 

  The average length of homeless journey (Days) for cases completed YTD (Intentional) 250 241 
 

  The number of statutory homeless applications received in the month    106 
 

  The number of households assessed as homeless or potentially homeless within each month    109 
 

  
25 The year to date percentage of homeless decision notifications issued to homeless applicants within 28 days of 
presentation  

80% 57.4% 
 

  26 The % of homeless cases in the month where contact has been lost with applicant either pre- or post- statutory decision  14% 4.3% 
 

  

27 The Housing (Scotland) Act 1987 and Homelessness etc (Scotland) Act 2003 impose a duty on the Council to provide 
permanent accommodation to all applicants’ that are found to be unintentionally homeless, stating that if this is not provided 
the applicant should continue to be assessed as homeless. This indicator measures the percentage of all cases closed in the 
month where the Council has offered or secured permanent accommodation to those applicants' it has a duty to re-house 
(those who have maintained contact and are assessed as unintentionally homeless).  

80% 84.44% 
 

  
28 The year to date % of all general need relets (all excluding sheltered, very sheltered and amenity housing) allocated to 
statutory homeless applicants.  

50% 54.46% 
 

  Analysis 
Date 

Updated 

  

Analysis 
At 31st July 2015 year to date (YTD) records for 2015/16 indicate that 496 formal homeless applications have been received to date. This is up 8.7% on the 456 
applications received during the same period the previous year. When compared with the same period last year the most noticeable increases have occurred in 
April and May where a 28.7% rise was recorded.  
  
Of the applications received this year 86.4% (429) to date have been recorded on the system in real time, 20.9% more than in the same period the previous year. 
The average time to backdate and enter an application on the system is currently operating at 7 days 19 days less than last year.  
  
Enhanced recording, monitoring and case management at application stage this year has helped drive improvements in key areas’ of the assessment stage, some 
of which are listed below;  
  
. 615 assessment decisions have been reached this year marking a 13.7% increase upon the 541 recorded at the same period last year.  
. Currently 7.3% of open cases are sitting at STG1 waiting a decision, an 11.6% fall on the 19% of open cases waiting a decision at year end 2014/15.  
. 91.8% of applicants applying to date have received a decision, up 21.3% upon the 70.5% recorded for the same period the previous year.  
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. 57% of decisions reached have met target, 7% more than the 50% achieved last year.  

. The average length of time to make a decision has fallen to 39 days, 10 days less than last year.  
  
Analysis of the actual decisions reached shows that 80.8% (497) of cases assessed to date are owe a statutory duty, 6.3% more than the same period last year. 
The increase in statutory decisions this year is driven by a 47.4% fall in lost contact decisions and 30.5% reduction in withdrawn decisions.  
  
Of the 497 applicants’ owe a statutory duty 22% (110) are found to be intentionally homeless, 11% higher than the same period last year but more in keeping 
with the 20% reported at year end 2014/15.  
  
An upturn in homeless outcomes this year to date has also been witnessed with 213 (51.6%) more outcomes recorded than the same period last year. Of the 646 
cases closed this year 137 (21.2%) had no duty owed, 24.5% lower than the 45.7% of cases closed during the same period last year that had no duty owed. The 
average length of homeless journey for all cases currently stands at 181 days.  
  
Of the 509 statutory cases closed, 381 were assessed as unintentionally homeless where 84.9% of these secured permanent accommodation or supported 
accommodation meeting the 80% target set. The remaining 15% of cases closed were recorded as either other outcome or unknown. The average length of 
homeless journey for these cases is 187 days, 37 days more than the 150 day target set, with decision to discharge stage averaging out at 151 days alone.  
  
Intentionality outcomes for the year reveal that 17.1% (22) of cases were housed into permanent/supported accommodation or the private sector leasing scheme 
well below the 65% target set. 43% (55) of outcomes were unknown with the remaining 39.8% (51) of outcomes recorded as other. The average length of 
homeless journey for these cases is 241 days, 9 days under the 250 day target set, where 57.8% of cases have met the overall target to date.  
For those former homeless applicant’s re-housed into ACC permanent accommodation the tenancy sustainment rate remains high. Figures reveal a 90% level of 
tenancy sustainment to date a slight increase upon the 89.9% recorded at year end 2014/15  
  

While the YTD application, assessment and outcome data points towards an upturn is activity the HL-3 (Scottish Government temporary accommodation placement 
level data capturing system) actually denotes a 9% reduction in the number of unique applicants’ requiring temporary accommodation this year (283) when 
compared with the same period the previous year (311).  
 
Action  
The level of live inputting of statutory homeless cases reflects that all applicants who are homeless are now being interviewed on the day of presentation. This is a 
significant enhancement to the service over the last year. Those cases which have been input retrospectively can largely be attributed to our prison outreach work, 
which cannot be recorded in real time due to internet restrictions at HMP Grampian. Further work is being carried out by the service in conjunction with the 
systems team to improve the HL1 reporting process.  
  
We are conscious that the level of intentionally homeless decisions remains higher than the national average and have closely monitored contributory factors, 
notably the higher than average eviction rate, barriers to accessing private rented sector and those moving to Aberdeen for employment. As part of Aberdeen’s 
Local Scrutiny Plan with the Scottish Housing Regulator, a review is currently being carried out on all intentionally homeless decisions and we will be implementing 
an action plan to bring intentionality levels closer to the 10% target and national average by the end of the reporting year.  
  
The service has seen a steady improvement in statutory homeless decisions being made within 28 days over the last few months. Since the start of August no 
decision has been made outside 28 days and all historic and overdue decisions have now been made. This marks significant progress and if maintained will shift 
benchmarking performance from bottom to top quartile.  
  
The service has introduced new procedures for case managing intentionally homeless cases and in conjunction with two key fixed term projects around housing 
options and support, should see improved outcomes for intentionality cases.   
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  Housing Advice 

    Current Target Current Value 
Traffic Light 

Icon 

  Number of housing advice cases registered in the year (YTD)    863 
 

  Number of housing advice cases closed in the reporting year (YTD)    1,211 
 

  Analysis 
Date 

Updated 

  

Analysis 
Since the start of the year (2015/16) 1938 applicants’ have been provided with advice and assistance to help meet their housing needs, 280 (17%) more than for 
the same period the previous year. Of the approaches this year 97% have been recorded on the PREVENT 1 dataset.  
  
While there has been an increase in advice cases year to date the main reasons for requiring housing options have not changed, where asked to leave, want own 
accommodation, relationship breakdown and overcrowding continue to dominate. Within these groupings the ratio per approach is on a similar scale to last year 
with the exception of asked to leave where we have witnessed an 8% fall.  
  
Of the approaches above, the majority (91%) of people have been provided type 1 level advice incorporating basic advice, explanation and sign-posting well above 
the Scottish average of 42%. The outcomes achieved are reflective of the type of advice provided where records indicate that of the 1211 cases closed to date;  
  
. 53% of applicants have made a homeless presentation  
. 29% of applicants have lost contact  
. 6% have secured other outcomes  
  
Of the 150 definitive outcomes achieved  
  
. 61% have been assisted to remain in their current accommodation  
. 39% have secured other types of housing  
  
The YTD average length of time taken to secure all outcomes (excluding homeless) is 155 days, 5 days more than the 150 day target set. For those applicants 
being assessed under homeless legislation the average length of time is 99 days, 69 more than the 30 day target set.  
  
To date there still remains a large number of cases open (3901) approximately 46% of all cases that have approached since the service commenced operations in 
April 2015. Of these unresolved cases 1582 have been open for longer than the 150 day target set.  
 
Action  
Following the most recent publication of the “Prevent 1” statistics by the Scottish Government in June 2015 we are in the process of reviewing case recording 
mechanisms. In particular the recording of type 2 & 3 housing advice in conjunction with the Housing Support and Financial Inclusion Teams to better reflect the 
joint work being undertaken. This is intended to gain a more accurate recording of work being carried out and improve the known outcome rates.  
  
We are also in the process of reviewing the original arbitrary targets set for securing outcomes for cases with a view to better reflecting the timescales required for 
completing casework. It is clear that the lack of affordable housing options within Aberdeen city has extended the original predictions of 150 days for non homeless 
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cases and 30 days for cases being assessed under homeless legislation, as reflected in the large number of unresolved cases and high percentage of these over the 
150 day guideline.  
  
Recent additions to the Housing Online module have further improved the online service for housing customers and it is hoped that this, in conjunction with 
procedural changes within the service, will reduce the percentage of lost contact outcomes. 
  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  Homelessness Temporary Accommodation 

    Current Target Current Value 
Traffic Light 

Icon 

  29 Percentage of households requiring emergency or temporary accommodation to whom an offer was made in the year  100% 99.74% 
 

  
Number of households where the Council was required to make an offer of temporary or emergency  

accommodation during the reporting year (YTD)  
  380 

 

  The number of offers of temporary or emergency accommodation made during the reporting year    379 
 

  Percentage of temporary or emergency accommodation offers refused in the reporting year for all types of accommodation    1.85% 
 

  Number of temporary or emergency accommodation offers refused in the reporting year for all types of accommodation    7 
 

  
The YTD % of users' who completed the homeless questionnaire and were satisfied with the overall quality of temporary 
accommodation provided.  

  80% 
 

  
The total number of homeless households staying in temporary accommodation of all types above the aggregate target period 
(6 months) within each month  

  92 
 

  Current tenancy arrears for temporary homeless flats excluding resettlement properties    289,615 
 

  
30 Current arrears as a percentage of GROSS potential rental and service charge income for homeless households 
accommodated in ACC temporary furnished flats 

10% 5.2% 
 

  Total value of former tenancy arrears for temporary homeless flats excluding resettlement properties    1,836,989 
 

Housing Support Service 
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  Analysis 
Date 

Updated 

  

Provision 
Since the start of the year (2015/16) there has been a structural change in the temporary homeless stock profile borne largely from the opening of the new multi-
purpose buildings at North West Street providing a further 20 bedsits and 20 furnished flats. In addition to this the service has re-classified 12 supported furnished 
flats that are now being used as temporary accommodation with 5 flats allocated to SAMH a commissioned housing support service for the purpose of providing 
outreach support. The extra supply has enabled the service to reduce hotel usage by 62% (40 rooms) since May. At the end of July a total of 585 units were held 
for temporary occupation a 3% increase upon the stock held at year end 2014/15. A breakdown of the current stock profile is listed below.  
  
. 351 ACC Furnished Flats  
. 80 Hostel Rooms  
. 28 B&B Rooms  
. 25 Hotel Rooms  
. 101 PSL Properties  
  
Between 1st April and 31st July there have been 496 formal homeless applications made to the Housing Access Service, 37 (8%) more than the same period the 
previous year. Of the formal applications made 388 households (78%) have been referred for temporary accommodation. The 388 referrals made for temp this 
year is slightly higher than the 370 terminations of temporary accommodation (excluding movement between temp) recorded, indicating a marginal variation 
between supply and demand subject to all 388 temp referrals being placed in temporary accommodation. HL-3 records (the recording tool used to provide data to 
the Scottish Government and Housing Regulator) indicate that there have only been 260 individual offers of temporary accommodation accepted this year.  
  
At 31st July 2015 there were a total of 427 households residing in B&B, Hostel and ACC Temporary Flatted Accommodation, of which 21% had been in their 
current placement for over the 6 month target. A lack of movement through temporary accommodation continues to affect performance against this indicator. 
Analysis of current tenants in temporary accommodation identified 4 key areas that are slowing down the process of moving households through temp.  
  
1. High Level of applicants deferred for support. Currently 60% of households shortlisted for housing are deferred from receiving an offer of accommodation. An 
average target of 28 days to complete a support assessment has been proposed, yet the average length of deferment time for applicants' waiting a support 
assessment is 18 weeks. The average length of deferment time to date for those cases deferred for reasons of support is operating at 37 weeks.  
2. Not all households in temp have a current housing application. Approximately 30% of current tenants are not on a relevant shortlist. With the exception of cases 
at STG 1, the majority of households with no application are determined to be intentionally homeless or not homeless, those who are actually in most need of 
housing options.  
3. Higher than average levels of households found to be not homeless or intentionally homeless occupying temp. Currently 27% (101) of applicants at STG2 
occupying B&B, Hostel, Hotel or ACC Furnished Accommodation fall within this group. There is a lack of real housing options in the city for this group where 
movement through temp is reliant on placement within PSL or the household leaving of their own accord.  
4. The average time (YTD) to re-let a permanent property to a homeless applicant is currently operating at 73 days. The current waiting time to date for those 
applicants' in temp that have accepted an offer is 52 days.  
  
So far this year various improvements have been witnessed that should help speed up the movement through temp. Among these are;  

  
. A 10 days decrease in the average time taken to assess an application falling from 49 days last year to 39 days to date.  
. 57% of assessment decisions to date have been reached within 28 days, a 7% rise upon the 50% achieved last year.  
. A 38% increase during the last 2 months in allocating cases to Aberdeen Cyrenians to provide resettlement transitional arrangements (RTA) for homeless 
applicants whose support needs are low and relative to obtaining furniture to set up their new tenancy, with 33 cases allocated in June and 40 in July. To date 
there has been 118 cases housed under the resettlement transitional arrangements where the average time from RTA being applied to housed stands at 28 days.  
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Rents  
At 31st July 2015, 82% (269) of the 327 households accommodated in temporary A.C.C flatted accommodation were in arrears. The total value of arrears stood at 
£289,615 a 32% increase upon the £219,606 recorded at the same time the previous year. The average weekly rent (including service charge) for a temporary flat 
is £315, further analysis reveals that for those households with arrears the average amount owe is £1077, the equivalent of approximately three and a half weeks 
rent and service charge for this type of accommodation.  
Former tenancy arrears for households terminating ACC temporary flatted accommodation continue to rise and have reached their highest level at £1,836,989. 
During 2015/16 152 households have terminated with arrears (7% of total households with FTA's) worth a value of £170,280 (9% of the total value) an average of 
£1120 per household and equivalent to approximately three and a half weeks rent and service charge for this type of property.  
 
Action 
Higher demand for temporary accommodation and delays in moving on existing occupants have contributed to increased use of B&B/hotel accommodation in order 
to meet statutory duties. Officers from Housing Access and Support Services are working to resolve this and agreed a range of actions taken forward in July which 
are intended to minimise the duration of temporary accommodation placements, maximise cost-effective provision and accordingly reduce expenditure on 
B&B/hotel accommodation. A number of these actions have already been implemented/achieved, others are in process:  
 
Housing Access Actions 
Most homeless decisions to be made within 28 days;  
Creation of Housing Advice Plan for Intentionally Homeless Cases;  
Resolution of appeal decisions within 14 days;  
Decant/discretion cases allocated under Emergency Homeless criteria;  
Increase Rent Deposit Scheme placements.  
  
Support Services 

Target of 28 days for support assessment;  
28 days ready to be made live for low support cases;  
Reduce average duration of placement Supported Flat by periodic review;  
Convert some supported flats to temporary accommodation;  
Efficient handling of referrals to PSL and Tullos Lodge;  
Review Long Term cases  
Allocate tenancies in lieu of the shared tenancies scheme;  
  
There is extensive work ongoing between the systems team and the support service to develop a module (support services) in the housing database (Iworld) to 
record all activity of support for individuals being supported in Aberdeen City. Referrals for the support team are not just for households in temporary 
accommodation, the support team can provide housing support to anyone in the city . This module will capture data detailing timeframes and targets set from 
where the referral comes from, time taken to allocate a referral (3 days), how long it takes for an assessment to be completed target set (28 days), to when a 
period of support begins. Reviews of this support will be set from the beginning of a support period and the outcomes of what the support has achieved will also be 
included in the data captured. 
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  HMO and Landlord Registration 

    Current Target Current Value 
Traffic Light 

Icon 

  HMO Licenses in force    1,101 
 

  HMO License Applications Pending    196 
 

  Number of Current Landlord Registrations Approved    18,622 
 

  Number of Current Properties Approved    21,536 
 

  Analysis 
Date 

Updated 

  

Landlord Registration - We are automatically applying £110 Late Application Fees on the expiry of Registrations which have not been renewed, and we are 
continuing to serve Rent Penalty Notices on landlords whose Registrations have expired and not been renewed, despite requests to the landlord to do so. To date, 
9,823 landlords have renewed their Registrations and 62 landlords have yet to do so.  
HMO Licensing - The Summer months are a traditionally busy time as many landlords are trying to obtain HMO licences in time for the start of the new University 
year. Meanwhile, we continue to investigate unlicensed HMOs with a view to the landlords becoming licensed or ceasing HMO operation. 

12-Aug-2015 

 
 
 
 
 
 
 
 
 

  Repairs Management 

    Current Target Current Value 
Traffic Light 

Icon 

  31 The year to date average length of time taken to complete emergency repairs (hours)  24 9.02 
 

  32 The year to date average length of time taken to complete non-emergency repairs (days)  10.1 7.59 
 

  33 Percentage of repairs appointments kept  90.6% 97.89% 
 

  
34 Percentage of tenants who have had repairs or maintenance carried out in the last 12 months satisfied with the repairs 
and maintenance service (year to date)  

80% 94.14% 
 

Property Management 

Private Sector Housing 
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  35 Percentage of Void Properties off charge  5% 2.5% 
 

  The number of offers of accommodation refused monthly for property reasons    15 
 

  Analysis 
Date 

Updated 

  

Analysis:  
Work is currently being undertaken by the Repairs Performance Team to streamline all repairs performance information and to ensure that all performance reports 
accurately reflect the Charter Guidance definition. Until the review of all reports has been completed, data in respect of emergency, non emergency repair 
timescales and appointments is not being reported.  
 
Year to date, 94.1% of tenants who have had repairs or maintenance carried out in the previous 12 months are satisfied with the standard of repair work carried 
out. Between April and July 2015, just 6 tenants (or 2.34% of those surveyed) were very dissatisfied with the standard of repairs they received. Whilst very 
encouraging and in line with previous performance, between April and June 2015 just 256 tenants have been surveyed compared with 442 in the corresponding 
period of the previous year.  
 
There were 66 properties refused during July with 69 reasons given for these refusals. Refusal reasons are broken down into key refusal categories. Of the refusals 
in July, 25.4% were because of property related reasons, 25.4% for personal reasons, 23.7% due to area, 20.3% of applicants requested that their application be 
cancelled or deferred following offer, 3.4% refused for financial reasons and 1.7% for other reasons. Further analysis of the property related refusal reasons 
indicates that the most common reasons were 'Rooms Too Small', 'Size', 'Location' and 'Steps'.  
 
At the end of July there were 100 properties off charge; 89 of these are never to be relet due to the Haudigan project while 11 properties were undergoing major 
works and quantified as unfit for occupation. With the return to charge of the properties at Smithfield Court, just 2.5% of void stock is off charge. This is within the 
5.0% target set and compares favourably with the 2.7% position in June 2014 before Smithfield Court was identified as requiring major works.  
 
Action:  

07-Aug-2015 

 

  Property Management 

    Current Target Current Value 
Traffic Light 

Icon 

  36 The percentage of Council properties with current gas safety certificates 100% 100% 
 

  
37 The percentage of Council properties where current gas safety check was carried out within 12 months of the previous 
check 

100% 96.8% 
 

  
38 The number and proportion of the council’s housing stock being brought up to the Scottish Housing Quality Standard by 
criteria. Total dwellings meeting SHQS - Percentage  

90% 89.21% 
 

  Analysis 
Date 

Updated 

  
Action: 
As at 24th July 2015, 16,976 council properties had gas appliances or flues, all of which had gas safety certificates (100%). Of those properties, 16,430 properties 
had gas safety checks carried out within 12 months of their previous check - 96.8%. This does not meet the 100% target in respect of this indicator with 546 

07-Aug-2015 
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properties not renewed within the timescale.  
 
In terms of post inspections, 15% of all annual gas safety inspections and 15% of gas repairs and new installations have been post inspected. This is a marked 
improvement on the 4.2% annual safety checks post inspected and 4.9% gas repair/ new installations post inspected at the end of the same period last year.  
 

 

 
  

Project Progress To Date 
Latest Note 
Date 

Delivery of new affordable housing 

 Completions 2015/16 = 143 
Froghall = 20 social rent – Grampian HA  
West North Street = 20 - rent - Aberdeen City Council May 15  
Cove – 18 - mid market rent - NHT  
Dubford = 8 LCHO Barratt Homes  
Old Church Road = 20 - rent – Langstane HA  
Marischal Street = 7 Langstane HA – Tenement Rehab April 15  
Hopetoun = 21 social rent – Grampian HA May 15  
Mugiemoss Road – 26 - mid market rent - NHT  
Smithfield Court = 3 Aberdeen City Council  

 
  
Expected Completion 2015/16 - 16/17 = 519 
Dubford = 40 LCHO Barratt Homes  
Dubford = 3 LCHO – Scotia  
Balgownie - 9 LCHO - CALA  
Copper Beech = 35 – 20 MMR & 15 social rent - Langstane HA  
Maidencraig = 36 – 12 Grampian HA – 24 Castlehill HA  
Friarsfield = 8 LCHO Scotia  
Charleston, Cove = 12 LCHO – Scotia  
Manor Walk = 90 social rent – Aberdeen City Council  
Smithfield Primary School = 119 social rent – Aberdeen City Council  
Froghall Road = 19 – mid market rent – NHT  
Countesswells = 30 – mid market rent – NHT  
Huxterstone = 20 – mid market rent – NHT  
Cornhill = 10 – mid market rent – NHT  
Park Road = 22 – LCHO Barratt Homes  
Summerhill Road = 26 – social rent – Langstane HA  
Mugiemoss Road = 40 - Castlehill HA 

10-Aug-2015 
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  Street Scene 

    Current Target Current Value 
Traffic Light 

Icon 

  
39 Street Cleansing - LEAMS (Local Authority Environmental Audit Management System). Statutory performance indicator 
that measures street cleanliness.  

80 92.1 
 

  40 Street Cleansing - Vandalism (% of streets with presence of vandalism)  5 0 
 

  41 Street Cleansing - Graffiti (% of streets with presence of graffiti)  10 4 
 

  42 Street Cleansing - Weed Growth (% of streets with presence of weed growth)  20 3.2 
 

  43 Street Cleansing - Detritus (% of streets with presence of detritus))  20 20.6 
 

  44 Street Cleansing - Staining (% of streets with presence of staining)  20 6.3 
 

  45 Street Cleansing - Flytipping (% of streets with presence of flytipping)  10 2.4 
 

  46 Street Cleansing - Flyposting (% of streets with presence of flyposting)  5 0 
 

  47 Grounds - LAMS (Land Audit Management System) measures the cleanliness and maintenance quality of green spaces.  80 90 
 

  Analysis 
Date 

Updated 

  

 Environment KPIs are undertaken using the LEAMS (Local Environment Audit Management System) programme developed by Keep Scotland Beautiful. This is a 
nationally used programme. The street surveys are randomly selected by Keep Scotland Beautiful who manage and audit the LEAMS system across Scotland. A 
composite report detailing the average performance across the year is produced at the end of the year by KSB.  
 
There have been a few changes to the way that street cleanliness is surveyed and reported.  
 
The most notable change is that the figure produced following the street surveys is the percentage of street sites achieving an acceptable grade rather than a 
cleanliness index (CI). This is clear and easy to understand where A, B+ and B are acceptable grades and C and D are unacceptable. Any streets that are graded 
as unacceptable, C or D, are included in the next survey.  
 

There are 3 surveys per year of five percent of the streets (two internal plus one externally validated). This gives a 15% annual survey.  
 
A target of 80% has been set which represents a good standard of street cleanliness. The service surpassed this in the most recent survey achieving 92%.  
 

10-Aug-2015 

Street Scene 
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Performance within Street Scene achieved good levels across all PIs with all targets being met and improvement seen across all PIs against recent results. 
Detritus, which is regularly highlighted by Councillors improved from 75% to 20%.  
 
On the whole the the service is performing very well and and improvement in performance is expected to continue in 2015. 

 
 
 
 
 
 
 

Waste Collection and Disposal 
  

 Current Target Current Value 
Traffic Light 

Icon 

Percentage of Household Waste Recycled/Composted (Quarterly figure)  27% 35.2% 
 

48 Percentage of total waste recycled/composted (monthly figure)  27% 31.8% 
 

Refuse Complaints received per 1000 households (Annual figure)    25.34 
 

 
 

  Project Progress To Date 
Latest Note 
Date 

  

Zero Waste Project Conclusion of the variation agreement with SITA UK Limited (now to be known as SUEZ) is proposed for early 
September 2015. Finalisation of the capital costs are anticipated within the next two weeks and will be within 
or close to that allocated within the the capital plan. Revenue costs will be within the envelope agreed by 
Council in December 2014. The major planning application for new facilities at Altens East is anticipated to 
come before committee in October 2015 with construction starting soon after. The proposed opening dates for 
the Materials Recycling Facility and the Refuse Derived Fuel facility are in March 2017, which will allow the 
introduction of the new recycling collection services and reduction in refuse bin size to commence in the first 
quarter of 2017. The collection depot facility will also be ready in early 2017 allowing the collection service to 
vacate the Kittybrewster depot and the parking area that will form part of the Berryden corridor road 
improvements.  
Acquisition of the former gas storage site in East Tullos is nearing conclusion and work is underway to prepare 

a planning application for an Energy from Waste plant capable of delivering heat and power to many 
thousands of homes and businesses in south and central Aberdeen. Pre-application consultation is anticipated 
to start in October 2015 with an application submitted in January 2016. A decision is not anticipated before 
the third quarter of 2016.  
Aberdeen City, Aberdeenshire and the Moray Councils continue to work to develop an Inter-Authority 
Agreement (IAA) that will facilitate a joint procurement for the energy from waste plant. Aberdeen City will be 
the lead authority for the procurement and work is underway to establish a project team and procurement 
documentation in advance of formal adoption of the IAA, which is expected to be sought in early-December 
through special Council meetings in each authority. The joint authority elected member/officer working group 

10-Aug-2015 

Waste Collection and Disposal 



 

32 

continues to oversee the process and detailed reports are submitted to the Zero Waste Management Sub-
committee. 

 

  Project Progress To Date 
Latest Note 
Date 

  

Attain efficiency savings in the domestic waste 
collection services 

Phase 4 of the Food Waste collection is on schedule to complete be the end of 2015. Procurement of a 
dedicated management system for the waste collection service is underway and this will enable significant 
improvement in communication between crews and the supervisory team and deliver operational efficiency by 
simplifying processes and streamlining communications with householders. Routing efficiency is planned for 
the on-street bulk bin refuse collections for late-2015 that will see a reduction in the number of crews 
required to complete this activity. The released resource will be utilised in expanding the communal mixed 
recycling services, thereby shifting the emphasis in collections from refuse to recycling. The first main 
expansion of communal mixed recycling is scheduled for early 2016 and detailed project planning and 
preparation work is underway in advance of the delivery of new services. All communal housing areas will 
have a full mixed recycling service by the end of 2016. 

10-Aug-2015 

 
 
 
 
 
 
 
 
 

  Trading Standards and Environmental Health 

    Current Target Current Value 
Traffic Light 

Icon 

  49 Non Domestic Noise  % responded to within 2 days  100% 100% 
 

  50 High Priority Pest Control - % completed within 2 days 100% 97.7% 
 

  51 High Priority Pest Control - % completed within 30 days  100% 95.4% 
 

  52 Low priority Pest Control % completed within 5 days  100% 100%  

  53 Low priority Pest Control % completed within 30 days  100% 98.7%  

  54 High Priority Public Health - % completed within 2 days  100% 100% 
 

  55 High Priority Public Health - % completed within 30 days  100% 92.1% 
 

  56 Low Priority Public Health -% completed within 5 days  100% 98.2% 
 

Trading Standards and Environmental Health  
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  57 Low Priority Public Health -% completed within 30 days  100% 99.1% 
 

  58 Dog Fouling - % responded to within 2 days  100% 96.8% 
 

  59 Dog Fouling -% completed within 30 days  100% 100% 
 

  60 All Other Dog Complaints - % responded to within 5 days  100% 100% 
 

  61 All Other Dog Complaints - % completed within 30 days  100% 98.9% 
 

  62 Food Safety Hygiene Inspections % premises inspected 6 monthly  100% 100% 
 

  63 Food Safety Hygiene Inspections % premises inspected 12 monthly  100% 100% 
 

  64 Food Safety Hygiene Inspections % premises inspected more than 12 monthly  100% 97.56% 
 

  Analysis 
Date 

Updated 

  

Non Domestic Noise - % responded to within 2 days – 37 of 37 complaints 
Pest Control – high priority % completed within 2 days - 85 of 87 complaints, % completed within 30 days  - 83 of 87 complaints 
Low priority % completed within 5 days – 78 of 78 complaints, % completed within 30 days – 77 of 78 complaints 
Public Health - high priority % completed within 2 days – 63 of 63 complaints, % completed within 30 days  - 58 of 63 complaints 
Low priority % completed within 5 days – 111 of 113 complaints, % completed within 30 days  - 112 of 113 complaints 
Dog Fouling - % responded to within 2 days – 30 of 31 complaints, % completed within 30 days  - 31 of 31 complaints 
Other Dog Complaints - % responded to within 5 days – 91 of 91 complaints, % completed within 30 days – 90 of 91 complaints 
Food Safety Hygiene Inspections – 6 monthly inspections – 9 due 9 completed, 12 monthly inspections 40 due 40 completed and more than 12 monthly 1 
inspection missed. 
49 - 61 Data correct to June 2015 
62 - 64 Data correct to Q1 2015/16 

10-Aug-2015 
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  Community Safety 

    Current Target Current Value 
Traffic Light 

Icon 

  65 Serious Assault (cumulative total)  40 39 
 

  66 Assault with less serious injury (cumulative total)  900 918 
 

  67 Wilful secondary fires (wheelie bin/ grass/ refuse) (cumulative total)  60 80 
 

  68 Accidental dwelling fires (cumulative total) 80 99 
 

  69 Domestic Abuse (cumulative total) 800 862  

  70 Noise related/tenancy related complaints (cumulative total) 640 644  

  
71 Percentage of anti-social behaviour cases reported in the last year which were resolved within locally agreed targets - 
Charter Indicator  

98% 95% 
 

  72 Percentage of calls attended that were attended within one hour in the year  95% 97.6% 
 

  73 Customer Satisfaction with the service received from the Anti-Social Behaviour Investigation Team in the year to date  80% 85.61% 
 

  Analysis 
Date 

Updated 

  

The overall picture of Community Safety within Aberdeen is a largely positive one. In the YTD there have been 39 serious assaults in the city, a 9.3% reduction in 
the figure from the same time last year. The majority of serious assaults take place within the city centre and are linked to the consumption of alcohol and the 
night-time economy. Assault with less serious injury (common) has also seen a reduction on the previous years figure with 918 reported as compared with 962 
YTD in 2014/15.  
 
Secondary wilful fires have increased on the figure from the same time last year, rising from 66 incidents to 80. Accidental dwelling fires saw an increase of 9 
(10%) when compared with the previous year.  
 
The number of incidents of domestic abuse reported has fallen by almost 22.6% when compared with last year, with a figure of 862 compared with 1113. The 
figures regarding domestic abuse are tricky to quantify as the fall in incidents reported could be looked upon as both a positive and a negative. The figures for this 
indicator are also so fluid that a meaningful target is difficult to produce. As a key local and national priority, there is a concerted focus on addressing this issue, 
with the Violence Against Women group playing a key role.  

11-Aug-2015 
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Noise related/tenancy related complaints have continued to drop this year with 644 complaints compared with 850 in the previous year. This figure is almost 
25% lower than last years YTD figure and a slight decrease on the previous 5 year average.  
 
The percentage of antisocial behaviour cases reported in the last year resolved within locally agreed targets stands at 95% for the year to date which is close to 
our internal target, if a little under the performance for last year. This is still an impressive performance on an indicator which is reported to the Scottish Housing 
Regulator.  
 
We are also still attending the vast majority of our calls within 1 hour with 97.6% of calls attended by staff within an hour of receiving initial contact. As a 
reactive service, the ASBIT team are aware of the importance of swift response times and this is an encouraging level of performance. This indicator comfortable 
achieves the Council’s internal target of 95%.  
 
There continues to be a monthly telephone questionnaire carried out on behalf of the antisocial behaviour team, with a random sample of customers who have 
used the service within the month selected and called for their views on the service received. In the year thus far 86% of those contacted said they were 
satisfied with the service received from the ASBIT team, which, given the nature of the service, can only be described as good performance, especially given that 
this figure is slightly higher than our internal target of 80%.  
 
Action  
 
Through the community safety partnership we use systematic analysis to identify emerging trends and apply a problem solving approach when particular trends 
are identified. The Community Safety Hub identifies priority areas within Community Safety and agrees on appropriate partnership responses to these issues.  
 
We have a well developed strategy in the city centre to reduce alcohol related disorder and have made substantial progress in improving community safety and its 
reputation, which is recognised with the award of Purple Flag.  
 
Home Fire Safety visits continue to be undertaken coupled with a 12 month Fire/Home Safety pilot which has been launched that will see Home Safety visits 
carried out by Bon Accord Care and the Council incorporate elements of Fire Safety. This is a partnership approach involving SFRS, Council and Bon Accord Care 
and will go some way to hopefully seeing the amount of accidental dwelling fires decrease as people become more aware of the dangers around the home.  
 
A key strategic priority is to see domestic violence decrease within the city. The Violence Against Women group, supported by the Community Safety development 
officer, consists of various partner agencies from the third sector, Police and within the Council and a key priority within the group is to raise the profile of 
domestic abuse within the city and enhance our data analysis with a view to developing a problem solving approach. A strategy document is in the process of 
being agreed with partners and a detailed communications plan will be rolled out in order to raise awareness of the issues and make sure that Aberdeen is well-
equipped to help victims and tackle this form of abuse. Over the past year a wider range of support services have been introduced to support victims including 

focussed multi-agency meetings for high risk cases and the DSDAS (Claire’s Law) pilot which aims to help potential victims make informed choices when risk is 
identified.  
 
The whole ASBIT process is currently being reviewed with a focus on associated targets, systemic and working practices. The fruits of this review will hopefully be 
apparent as the year progresses. 
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Traffic 
Light 
Icon 

Indicator Last Update 
Current 
Target 

April 2015 May 2015 June 2015 July 2015 August 2015 
September 

2015 
October 
2015 

November 
2015 

December 
2015 

Value Value 
Value Value Value Value Value Value Value 

 
74 Overtime - 
Spend to Date 

June 2015 £2,514,527 
£156,057 

(6%) 
£320,374 

(13%) 
£530,840 

(21%) 
      

 
Communities and 

Housing 
 £82,690 £4,774 £9,851 £14,615       

 
Land and Property 

Assets 
 £475,915 £76,249 £132,513 £204,546       

 
Public Infrastructure 

and Environment 
 £1,791,835 £72,730 £170,103 £294,469       

 
Planning and 
Sustainable 

Development 
 £151,431 £2,304 £7,907 £17,210       

 
Economic 

Development 
 £0 £0 £0 £0       

 Business Support  £0 £0 £0 £0       

 
 75 Agency Staff - 
FTE's 

June 2015 N/A 212.05 221.58 240.69       

 
Communities and 

Housing 
 N/A 

12.00 13.00 12.00       

 
Land and Property 

Assets 
 N/A 

121.49 122.52 122.49       

 
Public Infrastructure 

and Environment 
 

N/A 
70.67 77.68 94.82       

 
Planning and 
Sustainable 

Development 
 

N/A 
5.08 5.57 8.57       

 
Economic 

Development 
 N/A 

0.81 0.81 0.81       

 Business Support  N/A 2.00 2.00 2.00       
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76 Total Payments 
to Staff (% of 
Budget) 

June 2015 £63,309,254 
£4,554,971 

(7%) 
£9,116,301 

(14%) 
£13,869,918 

(22%) 
      

 
Communities and 

Housing 
 £6,952,901 £488,965 £991,165 £1,492,483       

 
Land and Property 

Assets 
 £18,043,759 £1,303,681 £2,589,411 £3,899,213       

 
Public Infrastructure 

and Environment 
 £23,694,877 £1,755,866 £3,517,960 £5,434,977       

 
Planning and 
Sustainable 

Development 
 £11,342,778 £769,230 £1,551,553 £2,351,040       

 
Economic 

Development 
 £1,241,173 £87,792 £172,417 £256,395       

 Business Support  £2,033,766 £149,437 £293,795 £435,810       

 
 

Strong financial management is critical in successfully delivering our Services particularly with regard to Staff Costs which accounts for the major part our budget. 
At this stage of the financial year, assuming straight line spend, one would expect expenditure on staffing to stand at around 25% - as can be seen from above our Managers 
have held Overtime expenditure to 21% of budget while, when taking into account all payments made to Staff, our overall spend is 22% of budget. 
However. The number of FTE agency staff employed throughout the Directorate has risen steadily since the start of the financial year, due to the particular increase seen in 
Public Infrastructure and Environment, with all other Services remaining steady. 

14 Aug 15 

 

 
Traffic 
Light 
Icon 

Indicator Last Update Current Target 
April 2015 May 2015 June 2015 July 2015 August 2015 

September 
2015 

October 
2015 

November 
2015 

December 
2015 

Value Value Value Value Value Value Value Value Value 

 

 

77 Percentage of 
Invoices issued to 
External 
Customers within 
28 days of work 
being carried out 

June 2015 90% 92.5% 94.5% 91%       

 
 

78 Percentage of June 2015 100% 100% 100% 100%       



 

38 

Invoices issued to 
External 
Customers within 
56 days of work 
being carried out 

 
Analysis 

Date 
Updated 

 
 The timeous flow of cash into any organisation is an important factor in ensuring liquidity. Within the former Enterprise, Planning and Infrastructure Service we aim to achieve 
early settlement of our bills by ensuring invoices are issued to our creditors as soon as possible following completion of the work. Our target is to have 90% of invoices issued 
within 28 days of the work being completed and 100% within 56 days, with targets in both timescales being met throughout the first quarter of the financial year. 

14 Aug 15 

 

Traffic 
Light 
Icon 

Indicator Last Update 
Current 
Target 

April 2015 May 2015 June 2015 July 2015 August 2015 
September 

2015 
October 2015 November 

2015 
December 

2015 

Value Value Value Value Value Value Value Value Value 

 

79 Score for 
compliance with 
Health & Safety 
Matrix  

June 2015 100% 97.7% 96.0% 96.1% 96.6%      

Analysis 
Date 

Updated 

The Health and Safety Matrix is a tool designed to assist within the Service to measure and monitor compliance across a range of Health & Safety issues in the workplace. 14 Aug 15 

 

Traffic 
Light 
Icon 

Indicator Last Update 
Current 
Target 

April 2015 May 2015 June 2015 July 2015 August 2015 
September 

2015 
October 2015 November 

2015 
December 

2015 

Value Value Value Value Value Value Value Value Value 

 

80 Percentage of 
householder and 
non-householder 
planning 
applications dealt 
with within two 
months (monthly) 

July 2015 70% 56.2% 61.8% 68.0% 57.4%      
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81 Percentage 
Income Received - 
Building Warrants 

July 2015 33.3% 11.8% 19.0% 28.1% 41.2%      

 

82 Percentage 

Income Received - 
Planning Application 
Fees 

July 2015 33.3% 9.2% 13.6% 18.3% 29.2%      

Analysis 
Date 

Updated 

Although falling consistently short of our target of dealing with 70% of planning applications within 2 months this is indicative of the volume of applications submitted and 
resulting workload pressures on staff. As at the end of July 2015, we have achieved over 29% of our budgeted income for the year in relation to Planning Applications and 
41% of budgeted income for Building Warrant fees, both dealt with by the same team. This would indicate that if this trend continues, targets for income received from 
Planning Application Fees will not be met for this financial year. 

14 Aug 15 

 

Traffic 
Light 
Icon 

Indicator Last Update 
Current 
Target 

April 2015 May 2015 June 2015 July 2015 August 2015 
September 

2015 
October 
2015 

November 
2015 

December 
2015 

Value Value Value Value Value Value Value Value Value 

 

 

83 Percentage of 
all traffic light 
repairs completed 
within 48 hours 

June 2015 97% 95.4% 93.7% 100%       

 

Number of Traffic 
Light Repairs 
completed within 
48 hours 

June 2015 N/A 62 59 79       

 

Total number of 
traffic light repairs 
to be completed 
within 48 hours 

June 2015 N/A 65 63 79       

Analysis 
Date 

Updated 

Performance continues to meet target, with all of the repairs due to be completed within 48 hours being resolved within that timeframe.  14 Aug 15 
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Traffic 
Light 
Icon 

Indicator Last Update 
Current 
Target 

April 2015 May 2015 June 2015 July 2015 August 2015 
September 

2015 
October 
2015 

November 
2015 

December 
2015 

Value Value Value Value Value Value Value Value Value 

 

84 Percentage of 

all street light 
repairs completed 
within 7 days 

June 2015 90% 75.0% 48.7% 69.5%       

 

Number of Street 
Light Repairs 
completed within 7 
days 

June 2015 N/A 219 165 299       

 

Total number of 
street light repairs 
to be completed 
within 7 days 

June 2015 N/A 292 339 430       

Analysis 
Date 

Updated 
 

Performance has been poor in recent months primarily due staffing pressures within the team. However there has been an improvement in June to almost 70%, despite a 
drastic increase in the number of faults reported by the public and staff annual leave. Overall performance for the year to date is 64%. 

14 Aug 15 

 

 

Traffic 
Light 
Icon 

Indicator Last Update 
Current 
Target 

April 2015 May 2015 June 2015 July 2015 August 2015 
September 

2015 

October 

2015 

November 

2015 

December 

2015 

Value Value Value Value Value Value Value Value Value 

 

85 Percentage of 
Pothole repairs 
carried out within 
target time 
(Category 1 & 2) 

June 2015 92% 99.9% 100% 100%       

 

Number of Pothole 
repairs carried out 
within target time 
(Category 1 & 2) 

June 2015 N/A  793 1,087 937       
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86 Percentage of 
Road Category 1 
defects repaired 
within 2 working 
days 

June 2015 92% 99.4% 98.5% 100%       

 

87 Percentage of 
Potholes Category 
1 defects repaired 
within 2 working 
days 

June 2015 92% 99.2% 100% 100%       

 

Number of Potholes 
Category 1 defects 
repaired within 2 
working days 

June 2015 N/A  130 131 66       

 

88 Percentage of 
Gulley Category 1 
defects repaired 
within 2 working 
days 

June 2015 N/A N/A N/A N/A       

 

Number of Gullies 
Category 1 defects 
repaired within 2 
working days 

June 2015 N/A  0 0 0       

 

89 Percentage of 
Slabs Category 1 
defects repaired 
within 2 working 
days 

June 2015 92% 100% 50% 100%       

 

Number of Slabs 
Category 1 defects 
repaired within 2 
working days 

June 2015 N/A  24 2 3       

Analysis 
Date 

Updated 
 

Performance for these indicators for June 2015 is at the maximum level that could be hoped for with 100% of all Category 1 defects being repaired within 2 working days.  14 Aug 15 
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Traffic 
Light 
Icon 

Indicator Last Update 
Current 
Target 

April 2015 May 2015 June 2015 July 2015 August 2015 
September 

2015 
October 
2015 

November 
2015 

December 
2015 

Value Value Value Value Value Value Value Value Value 

 

90 Delivery – CH&I 
staff did what they 
said they would do 

Q1 2015/16 80%   73.0%  
 

  
 

 

 

91 Professionalism 
- How well did 
CH&I staff do their 
jobs 

Q1 2015/16 80%   74.3%  

 

  

 

 

 

92 Satisfaction 
with the overall 
service that was 
received from CH&I 

Q1 2015/16 80%   70.2%  

 

  

 

 

Analysis 
Date 

Updated 

This information is reported quarterly, pooled from the selection of Customer Surveys which are currently live.  While not currently meeting target, feedback from customers 
is analysed on a quarterly basis and any trends identified to managers, allowing them to take appropriate corrective action. Some examples of satisfaction with overall 
service received are: 

 Roads Maintenance – 65% 
 Building Standards – 100% 
 Environmental Policy – 87% 
 Fleet Services (Taxis) – 65% 

14 Aug 15 

 

Traffic 
Light 
Icon 

Indicator Last Update 
Current 
Target 

April 2015 May 2015 June 2015 July 2015 August 2015 
September 

2015 
October 
2015 

November 
2015 

December 
2015 

Value Value Value Value Value Value Value Value Value 

 

93 Percentage of 
Freedom of 
Information 
requests cleared in 
Month 

June 2015 100% 95% 100% 92%      14 Aug 15 

Analysis 
Figures for June show 23 of 25 FOIs due during June were cleared within the prescribed time frame. 

Date 
Updated 

14 Aug 15 
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Traffic 
Light 
Icon 

Indicator Last Update 
Current 
Target 

April 2015 May 2015 June 2015 July 2015 August 2015 
September 

2015 
October 
2015 

November 
2015 

December 
2015 

Value Value Value Value Value Value Value Value Value 

 

94 Average 
sickness absence - 
Enterprise Planning 
& Infrastructure 

June 2015 10 13.1 13.6 13.8       

Analysis 
Date 

Updated 

These figures for the entire CH&I Directorate are indicative of the current across the board increase in long term sickness absence which is being investigated in conjunction 
with our HR partners.  

14 Aug 15 

 

Traffic 
Light 
Icon 

Indicator Last Update 
Current 
Target 

April 2015 May 2015 June 2015 July 2015 August 2015 
September 

2015 
October 
2015 

November 
2015 

December 
2015 

Value Value Value Value Value Value Value Value Value 

 

95 Number of 
Staff who have 
undertaken 
Training 
Workshops/Online 
Modules 

June 2015 N/A 227 197 96       

 
Communities and 

Housing 
 N/A 95 85 47       

 
Land and 

Property Assets 
 N/A 71 56 15       

 
Public 

Infrastructure 
and Environment 

 
N/A 43 39 15       

 
Planning and 
Sustainable 

Development 

 
N/A 16 14 18       

 
Economic 

Development 
 N/A 0 0 1       
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 Business Support  N/A 2 3 0       

Analysis 
Date 

Updated 

Anticipated downturn in figure compared to previous months due to holiday season. 14 Aug 15 
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Communities Housing and Infrastructure Committee 

Universal Credit update 2015 

Paul Tytler – Welfare Reform Project Manager 

Since the information bulletin provided to the Committee in March, the roll-out 

date for Universal Credit (UC) in Aberdeen has been confirmed as 16th 

November. 

An initial meeting was held with Department of Work and Pensions (DWP) on 

29th May to begin discussions in preparation for the roll-out. The focus of 

these discussions is a Delivery Partnership Agreement (DPA). The DPA will 

cover the period 16th November to 31 March 2016 and sets out anticipated 

volumes of new claims, arrangements for services to be arranged by the 

Aberdeen City Council for Universal Credit claimants and associated payment 

arrangements. The services to be arranged by the Council include: 

 Support to UC Service Centre staff around housing cost issues that 

may arise; 

 Support for claimants to make a claim on-line;  

 Manual processing for Local Council Tax Reduction Scheme (LCTRS);  

 Support for claimants who require personal budgeting support to 

manage their UC payments; and 

 Work with DWP locally in preparing landlords. 

The agreement itself is being considered by the Council’s legal team – initial 

feedback suggests there are no major issues, but clarification on some points 

is being sought from DWP (a revised version of the DPA has been received 

late in this process). The principle of Aberdeen City Council supporting UC 

and progressing to signing the DPA was discussed and agreed at the 

extended CMT on 25th June, with further updates on welfare reform 

requested at future meetings. 

Housing and Revenue and Benefit colleagues are involved in the DWP 

meetings and initial discussions have been held with the Adult Learning Team 

in co-ordinating and providing digital support; the Financial Inclusion Team in 

respect of the provision of personal budgeting support and the RSL Chief 

Executives meeting in respect of preparing landlords locally. When the DPA is 

agreed, DWP will deliver more detailed training for key staff along with more 

general awareness training in advance of roll out in November (this will be 

delivered jointly with the Council). 

Feedback has been received from other local authorities where UC has 

already rolled out and this has flagged a number of concerns where planned 

(DWP) operational processes are not working as intended. These concerns  
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have been highlighted and will be taken forward by the Operational Delivery 

Group which will be set up with DWP when the DPA is agreed. The 

experience of other areas will continue to be monitored. 

Given the potential financial risk to the Council around an increase in rent 

arrears, consideration is being given to establishing a small, dedicated 

specialist team to support claims by tenants for an initial period, until 

confidence in UC implementation is established.  

Potential changes to the delivery of UC in Scotland are currently being 

debated as part of the Scotland Bill. 

 


