Communities,Housing and Public Protection Committee Performance Report Appendix A

Operations and Protective Services

Building Services

1. Customer —Building Services

Apr 2023 May 2023 Jun 2023 2023/24
Performance Indicator e
Value Status Value Status Value Status g
The year to date percentage of repairs appointments kept 99.54% @ 99% @ 98.91% @ 90%
Percentage of tenants who have had repairs or maintenance carried outin the last12 months No data 80%
satisfied with the repairs and maintenance service (year to date).
Q3 2022/23 Q4 2022/23 Q1 2022/23 2023/24
Performance Indicator Target
Value Status Value Status Value Status
Total No. complaints received (stage 1 and 2) - Building Services 117 _l - 67 {d 75 ( -
% of complaints resolved within timescale stage 1 and 2) - Building Services 70.1% '\ 74.6% @ 85.3% @ 75%
% of complaints with atleastone point upheld (stage 1 and 2) - Building Services 35% la 25.4% {a 38.7% 1&
*Total No. of lessonslearntidentified (stage 1 and 2) - Building Services 0 la 0 {a 1 (a

*Lessons learnt referredto throughout this Appendix are lasting actions taken/changes madeto resolve an issue and to prevent future re-occurrence for ex4mple amending an
existing procedure or revising training processes. When a complaint has been upheld, action would be takenin the form of an apology or staff discussion/advice, but these

actions are not classified as lessons learnt.




Performance Indicator

Apr 2023 May 2023 June 2023 2023/24

Value Status Value Status Value Status U=
The year to date average length of time taken to complete emergencyrepairs (hrs) 3.36 @ 3.38 @ 3.96 @ 4.1
The year to date average length of time taken to complete non-emergencyrepairs (days) 591 @ 6.06 @ 5.98 @ 8.3
The year to date percentage of reactive repairs carried outin the lastyear completed rightfirst 92.79% @ 90.8% @ 90.81% @ 90%
time
The percentage of Repairs Inspections completed within 20 working daytarget (year to date) 87.4% . 79.4% 0 79.7% 0 100%

Repairs pre-inspections - % completed within 20 working day target

June 2023 result

80%
f .’?Qfﬂh
0% — —130%

79.7M%

HOUKPIRI14a Repairs pre-inspections - % completed within 20 working day target
100%:

Q0%
80%
0%
B0%
S0%
40%
0%
20%
10%

0%

. I, &
= o o ¥ 2P 5

Maonths — Target (Months)

Why is this important?

Carrying out timeous inspections is crucial in ensuring the repair needs of our tenants within our housing stock are met.




Benchmark Information:

| This is a local measure and is not currently benchmarked.

Target:

[The target for this measure for 2023/24 has been setat 100%.

This is what the data is saying:

| The percentage of repairs pre-inspections completed within 20 working days currently shows performance to be below target by over 20%.

This is the trend:

Since the start of the calendar year, the outcome for this measure has fallen month on month, remaining around 79% for both May and June. During the previous calendar year, performance
had fluctuated between 99% and 94% , mostcommonlysitting around 97%.

This is the impact

The impactof this drop in performance maylead to dissatisfaction from ourtenants. However, having reviewed the inspection performance we have taken steps to identify the reasons
behind this drop. Initial investigation has identified thata number ofinspections have been raised with an agreed attendanc e appointmentthat is out with the 20 day target. These have been
at the requestof the tenants in question. As such, the potential impactis likelyto be low given that these inspections have taken place on the dates requested bytenants involved.

These are the next steps we are taking for improvement:

Whilstthe inspections with dates requested outwith the 20 working day target have been successfullyundertaken onthe date asked for by tenants, these are resulting in a negative impact
on overall performance due to being out with the 20 day target set. We are currently reviewing this process with aview to implementing a new procedure thatwould accommodate this type
of requestfor an appointmentoutwith the 20 day target, but avoid the adverse effect on outcomes.

Responsible officer: Last Updated:

Graham Williamson June 2023




3. Staff —Building Services

) Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24
Performance Indicator Target
Value Status Value Status Value Status
Accidents - Reportable - Employees (No in Quarter - Building Services) 3 “a 1 {a 0 )
Accidents - Non-Reportable - Employees (No in Quarter - Building Services) 3 xd 4 tﬂ 7 tﬂ
Apr 2023 May 2023 Jun 2023 2023/24
Performance Indicator T
Value Status Value Status Value Status arget
Sickness Absence — Average Number of Days Lost- Building Services 45 @ 4.5 @ 45 @ 10
Establishmentactual FTE 405.21 xd 405.16 td 404.31 t‘;

4. Finance & Controls —Building Services

Apr 2023 May 2023 Jun 2023 2023/24
Performance Indicator T i
Value Status Value Status Value Status Elrgle
Staff Costs - % Spendto Date (FYB) 8.2% @ 16.2% @ 25.3% @ 100%




Faclilities Management

1. Customer - Facilities Management

) Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24

Performance Indicator Target
Value Status Value Status Value Status

Total No. complaints received (stage 1 and 2) - Facilities 5 tj 2 =2 3 {a

% of complaints resolved within timescale (stage 1 and 2) - Facilities 80% Q 100% @ 100% @ 75%

% of complaints with atleastone point upheld (stage 1 and 2) - Facilities 60% t& 50% a 33.3% t&

Total No. of lessonslearntidentified (stage 1 and 2) - Facilities 1 “a 0 2 0 “a

) Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24Q1

Performance Indicator Target
Value Status Value Status Value Status

*Number ofschool lunches served in the year - Primary (YTD) 1,045,191 @ 1,526,088 Q 531,031 Q 495,000

*The expansion of free school meal provision and increasing pupil rolls at schools across the city have combined to see more school meals being served in our Primary schools.
The service will continue to monitor pupil rolls and meal uptakes as we work through the year and will revise targets appropriately.

Performance Indicator

All meals served to children and young people in our schools will meetthe Nutritional requirements for Food and Drink in Schools (Scotland)

Regulations

Current

Status

2023/24

Target

100%

The Nutritional Requirements for Food and Drinkin Schools (Scotland) Regulations 2020 came into effect from April 2021. Our School Catering service aims for 100% compliance with the

regulations to ensure thatwhilstin school, our children and young people are receiving the nutrition they require to be effective learners. We have set this as a service standard particular to
Aberdeen City Council’s school catering service and there is no comparative benchmarking information which we can use to comp are performance with other local authorities. Performance is
not reported as a metric, but the intention of the measure is to highlightto Committee anyreports received on nutritional non-compliance from Education Scotland's school inspection visits.




. Apr 2023 May 2023 Jun 2023 2023/24
Performance Indicator T
Value Status Value Status Value Status arget
% Fly tipping alerts at housing multi-storeyblocks responded to within 48 hours 91.7% @ 0% 9 66.7% . 80%
% Response cleaning alerts responded to within priority timescales 100% @ 100% @ 100% @ 80%
% Void cleaning alerts responded to within priority timescales 94.4% @ 96.6% @ 98.6% @ 80%
Performance Indicator Current  2023/24
Status Target
We will deliver 39 weeks contracted school cleaning to the standards setin our generic specification and within the budget allocated. 95%

Cleaning service is delivered by the in-house team atall non-3Rs schoolsin the city, for the 38 weeks of school term plus the five annualin-service days. We will use this measure to highlight
any instances where a school has been unable to open due to our inabilityto provide a satisfactorycleaning service. No issuesidentified.

Performance Indicator

allocated.

We will deliver cleaning services within all (non-school) operational properties to the standards set in our generic specification and within the budget

service.

Current
Status

2023/24
Target

95%

Cleaning service is delivered by the in-house team throughoutthe year at all other operational properties across the city, on all weekdays minus public holidays (alimited number of properties
alsoreceive service over weekends). We will use this measure to highlightanyinstances where a property has been unable to open due to ourinability to provide a satisfactorycleaning

3. Staff — Facilities Management

. Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24
Performance Indicator Target
Value Status Value Status Value Status
Accidents - Reportable - Employees (No in Quarter) 2 & 0 1& 0 &
Accidents - Non-Reportable - Employees (No Quarter) 6 & 4 u& 12 a




Apr 2023

May 2023

Jun 2023

. 2023/24
Performance Indicator T t

Value Status Value Status Value Status el
*Sickness Absence — Average Number of Days Lost- Facilities 15.5 . 16.3 . 16.9 . 10
Establishmentactual FTE 527.47 x& 525.13 xi 526.98 x&
Establishmentactual FTE (Catering) 169.88 La 170.95 “a 173.01 La
Establishmentactual FTE (Cleaning) 237.49 La 234.28 La 235.44 La
Establishmentactual FTE (Janitorial) 65.97 L‘; 64.14 nﬂ 64.16 L‘;
Establishmentactual FTE (Office & Building Management) 16.59 L& 16.89 La 16.89 L&
Establishmentactual FTE (Passenger Transport Unit) 34.18 34.18 2 34.19

™

™

* We are aware that the above reported performance of the 12-month rolling average for working days lost due to sickness absence per FTE, is not fully accurate due to current
system constraints relating to the calculation of FTE and variable working patterns for some staff. In some cases the actual absence rateis lower than the reported figure. This
does not impact on attendance management for staff and their respective managers. Officers are working with the vendor to res olve this anomaly.

4. Finance & Controls - Facilities Management

Apr 2023 May 2023 Jun 2023 2023/24
Performance Indicator T
Value Status Value Status Value Status arget
Inspection - Number of overdue corrective actions requests as atmonth end 0 @ 0 @ 0 @ 0
Staff Costs - % Spend to Date (FYB) 9.4% @ 18.3% 27.5% 100%

@

@




Protective Services

1. Customer — Protective Services

) Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24
Performance Indicator Target
Value Status Value Status Value Status
Total No. complaints received - Protective Services 2 L 2 9 {a 4 2
% of complaints resolved within timescale - Protective Services 100% @ 66.7% N 75% @ 75%
% of complaints with atleastone point upheld (stage 1 and 2) - Protective Services 0% ) 11.1% o 0% ol
Total No. of lessonslearntidentified (stage 1 and 2) - Protective Services 0 l 2 2 {a 0 a
Apr 2023 May 2023 Jun 2023 2023/24
Performance Indicator T A
Value Status Value Status Value Status EreSE
Non-Domestic Noise % responded to within 2 days 98.2% @ 100% @ 95.8% @ 100%
High Priority PestControl % responded to within 2 days 97% @ 100% @ 100% @ 100%
High Priority Public Health % responded to within 2 days 98% @ 98.4% @ 96.9% @ 100%
Dog Fouling - % responded to within 2 days 100% @ 96.9% @ 100% @ 100%
) Q3 2022/23 Q4 2022/23 Q1 2022/23 2023/24
Performance Indicator Target
Value Status Value Status Value Status
% of Samples reported within specified turnaround times (Aberdeen Scientific Services 67.9% ' 67.7% N Data unavailable 80%
Laboratory) ‘ '
*% of registered tobacco retailers visited to give Business Advice on compliance with tobacco 18.6% L& 22.8% @ 18.2% L& L&
legislation - Year to Date
*% of registered tobacco retailers subjected to Test Purchasing for retailer compliance with age 11% d 11% @ 10.1% Ld Ld
restrictions - Year to Date ‘




. Q3 2022/23 Q4 2022/23 Q1 2022/23 2023/24
Performance Indicator Target
Value Status Value Status Value Status
*%% of registered Nicotine Vapour Products retailers visited to give Business Advice on compliance| 44.4% a 53.6% @ 19.8% a a
with legislation - Year to Date L \ \
*% of registered Nicotine Vapour Products retailers subjected to Test Purchasing for retailer 29.4% a 28.1% @ 9.9% a a
compliance with age restrictions - Year to Date L L L

*The Scottish Government (SG) has settargets for all local authority Trading Standards Services to carry out test purchasing from retail premises to test for compliance with the
age restriction on the supply of tobacco and nicotine vaping products (e-cigarettes)set out in the Tobacco and Primary Medical Services (Scotland) Act 2010. The requirement is
that 10% of registered tobacco and e-cigarettes retailers in eachjurisdiction should be tested on an annual basis. Accordingly, at the beginning of each financial year Aberdeen
City Council Trading Standards service plans this work so that these targets are achieved (along with the related Pl of visiting 20% of each to provide Business Advice). This work
is dependent upon the availability of 16 year old volunteers to work alongside officers. That notwithstanding, this service regularly achieves thesetargets, which are reported to
the SG via the Society of Chief Officers of Trading Standards in Scotland (SCOTSS).

Since the beginning of April 2020, an exemption from the Food Law Code of Practice (Scotland) has been granted in relation to routine food inspections . Work is ongoing in
relation to the restart process and how this will be achieved. As part of this work, Protective Services will aim to identify the most appropriate Pls to capture food hygiene data
based on the new risk rating system which came into force on 01/07/2019. This system now rates premises across 3 types of business based on the type of operations undertaken
and 5 compliance categories, giving 15 separateratings. Recovery cycle is still on going and the highest risk inspections are being prioritised.

3. Staff - Protective Services

Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24
Performance Indicator Target
Value Status Value Status Value Status
Accidents - Reportable - Employees (No. In Quarter - Protective Services) 0 d 0 ‘j 0 d
Accidents - Non-Reportable - Employees (No. In Quarter - Protective Services) 1 a 0 “a 0 La
Apr 2023 May 2023 Jun 2023 2023/24
Performance Indicator T
Value Status Value Status Value Status arget
Sickness Absence — Average Number of Days Lost- Protective Services 1.1 @ 1.4 @ 1.7 @ 10
Establishmentactual FTE 62.86 L& 63.93 id 63.82 t&




4. Finance & Controls - Protective Services

Q3 2022/23

Q4 2022/23

Appendix A

Q1 2023/24

. 2023/24
Performance Indicator T i
Value Status Value Status Value Status 2livs
% of External Quality Assurance reported results thatwere satisfactory (Aberdeen Scientific 100% Q 83.1% Q 83.7% Q 95%
Services Laboratory)
Apr 2023 May 2023 Jun 2023
Performance Indicator .?.023/%4
Value Status Value Status Value Status alge
Staff Costs - % Spend to Date (FYB) 6.8% @ 18.3% @ 27.5% @ 100%

Commissioning

Data & Insights

1. Customer — Data and Insights

) Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24
Performance Indicator Target
Value Status Value Status Value Status
Total No. complaints received — Data and Insights 0 @ 0 La 0 {a
No complaints Q3/Q4/Q1 75%

% of complaints resolved within timescale — Data and Insights

% of complaints with atleastone point upheld (stage 1 and 2) — Data and Insights

Total No. of lessonslearntidentified (stage 1 and 2) — Data and Insights




. Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24
Performance Indicator Target
Value Status Value Status Value Status
|% Reported Data Protection incidents receiving aninitial response within 24 business hours 100% @ 100% @ 100% @ 95%

3. Staff — Data and Insights

Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24

Performance Indicator Target
Value Status Value Status Value Status

Accidents - Reportable - Employees (No in Month Quarter — Data and Insights) 0 a 0 t‘; 0 a

Accidents - Non-Reportable - Employees (No in Quarter— Data and Insights) 0 La 0 {a 0 a
Apr 2023 May 2023 Jun 2023

Performance Indicator _?_023/%4
Value Status Value Status Value Status arge

Sickness Absence - Average Number ofDays Lost— Data and Insights 14 @ 14 @ 1.7 @ 5

Establishmentactual FTE 33.77 ) 33 ) 63.82 o

4. Finance & Controls — Data and Insights

Apr 2023

May 2023 Jun 2023 2023/24
Performance Indicator T N
Value Status Value Status Value Status EIreSE
Staff Costs - % Spendto Date (FYB) 8.4% @ 17.8%% @ 27.5% @ 100%




Customer

Customer Experience

1. Customer — Customer Experience

) ) Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24
Performance Indicator — Service Target
Value Status Value Status Value Status
Total No. complaints received — Customer Experience 70 f 66 {a 65 f
% of complaints resolved within timescale — Customer Experience 85.7% @ 92.4% @ 93.8% @ 75%
% of complaints with atleastone point upheld (stage 1 and 2) — Customer Experience 31.4% {a 45.5% “a 38.5% {a
Total No. of lessons learntidentified (stage 1 and 2) — Customer Experience 4 f 5 {a 1 f
Apr 2023 May 2023 Jun 2023 2023/24
Performance Indicator Target
Value Status Value Status Value Status
Average time taken in calendar days to process all new claims and change events in Housing 8.11 @ 11.28 @ 12.58 r'N 12
Benefit (monthly)
CorrectamountofHousing Benefitpaid to customer (monthly) 96.7% @ 96.43% @ 97.33% @ 95%
% Customer Contact Centre calls answered within 60 seconds 72.82 @ 73.91% @ 78.47% @ 70%
berf i Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24
erformance Indicator
Value Status Value Status Value Status Target
*% Crisis Grantapplications processed within 2 working days 96.19% @ 86.9% @ Data awaited 90%
*% Community Care Grant applications processed within 15 working days 90.37% @ 70% @ 50%

*Data shown for Q4 represents annual performance for 2022/23




3. Staff — Customer Experience

. Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24

Performance Indicator Target
Value Status Value Status Value Status

Accidents - Reportable - Employees (No in Quarter — Customer Experience) 0 ‘; 0 ‘; 0 ‘;

Accidents - Non-Reportable - Employees (No in Quarter— Customer Experience) 0 M 1 ﬂ 0 ﬂ

) Apr 2023 May 2023 Jun 2023 2023/24

Performance Indicator AT
Value Status Value Status Value Status 9

Sickness Absence — Average Number of Days Lost— Customer Experience 6.3 . 6.5 . 6.7 . 5

Establishmentactual FTE 355 a 352.17 L& 339.39 L&

Sickness Absence - Average Number of Days Lost — Customer Experience

June 2023 result
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Why is this important?

The Council recognises its staffas its mostimportantassetand staffing costs accountforthe single biggestelementofthe Council's budget. Itis therefore imperative that the health and
wellbeing of our staff is paramountand that we effectively manage staffabsences.

Benchmark Information:

| The particular calculation ofabsence used here is alocal measure and notbenchmarked nationally.

Target:

lThe target for the Average Number of Days lostper FTE is currently 5 days per annum for Customer Experience staff.

This is what the data is saying:

|F0r Customer Experience, the days lostas of the end of June stood at 6.7 days, anincrease of 1.2 days from the 5.5 as of the startof 2023.

This is the trend:

We can see from the data in Appendix A that this service shows an upward month on month trend since the start of the calendar year. This upward trend has been ongoing since November
2021 but has only recently pushed the average number ofdays lostabove the target range of 5 days. This is a trend that is being seen across other services and functions across the Council
such as Facilities Management, Waste and Early Intervention and CommunityEmpowermentwhich are seeing the same upturn in the average total numbers ofdays lostdue to sickness per
FTE employee (12 monthrolling average).

This is the impact

The impactof an increase in absence is thatservice delivery is affected with longer waittimes ,which can lead to a poor customer experience. Thereis alsorisk of a negative impacton staff
experience and potentially the health and wellbeing of others due to less resource to deal with demand coming into the teams where absences occur.

These are the next steps we are taking for improvement:

We are proactively monitoring and managing absences across the cluster, with ongoing supportfrom People and Organisation col leagues around individual cases, ensuring thatstaffare
supported.
The steps we are taking include:-

Occupational Health referrals where appropriate to ensure appropriate supportin place for individuals
Regularreview of absence data to ensure accurate reporting

Review of absence trends to identify and address anypatterns

Ongoing engagementwith staff around absences, supportneeds and implications

There is evidence that sickness absence is reducing within the cluster which should be reflected in the data going forwards.




We will also review the currenttarget for alignmentwith other frontline services across the organisation to ensure consistencyin reporting, as given the nature of the majority of the roles within
frontline service areas, the likelihood ofabsence when an individual feels unwell is greater than in other non -frontline services.

Responsible officer: Last Updated:
lLucy McKenzie June 2023 |
4. Finance & Controls — Customer Experience

Apr 2023 May 2023 Jun 2023 2023/24
Performance Indicator T

Value Status Value Status Value Status arget
Council Tax Cash Collected (In Year) - monthly £16.3m @ £29m @ £41.3m @ £42.2m
Staff Costs - % Spend to Date (FYB) 9% @ 16.9% Q 25.2% @ 100%

Digital and Technology

1. Customer — Digital and Technology

. Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24
Performance Indicator Target
Value Status Value Status Value Status
Total No. complaints received — Digital and Technology 0 & 4 E 0 {a
% of complaints resolved within timescale — Digital and Technology No complaints Q3 50% . No complaints Q1 75%
% of complaints with atleastone point upheld (stage 1 and 2) — Digital and Technology 75% d
Total No. of lessons learntidentified (stage 1 and 2) — Digital and Technology 1 La




Apr 2023

May 2023

Jun 2023

Performance Indicator sz
Value Status Value Status Value Status Target

*Average Call Wait Time (IT Helpdesk) 44 secs @ 122 secs @ 76 secs @ 150 sec.

AbandonmentRate % (IT Helpdesk) 3.06% @ 9.76% @ 6.44% @ 30%

*An incident occurred on 9th May when a new digital security certificate was not recognised by all corporate devices, causing some users to experience difficulties when trying to

log in remotely via the Citrix gateway. Although a number of steps weretaken both to address the fault and mitigate its impact on users, the incident did generate a considerable

increasein calls to the ICT Service Desk and remote support requests.

Apr 2023

May 2023

Jun 2023

. 2023/24
Performance Indicator T

Value Status Value Status Value Status arget
Percentage of Critical system availability- average (monthly) 99.5% @ 99.5% @ 99.5% @ 99.5%
% Incidents logged by IT Helpdesk (including Self-Serve) resolved rightfirsttime 86% @ 80.4% @ 83.2% @ 65%
% Priority 1 and 2 incidents closed intimescale 85.7% o\ 87.5% 87.5% 99.5%
% Priority 3 — 5 incidents closed intimescale 79.3% 81.5% 77.2% 95%

3. Staff — Digital and Technology

Q3 2021/22 Q4 2022/23 Q1 2023/24 2023/24
Performance Indicator Target

Value Status Value Status Value Status
Accidents - Reportable - Employees (No in Quarter — Digital and Technology) 0 > 0 & 0 a
Accidents - Non-Reportable - Employees (No in Quarter — Digital and Technology) 0 ﬂ‘ 2 ﬁ' 0 ﬁ‘

Apr 2023 May 2023 Jun 2023 2023/24
Performance Indicator

Value Status Value Status Value Status Target
Sickness Absence — Average Number of Days Lost— Digital and Technology 04 @ 0.5 0.7 5

@

V)




Performance Indicator

Apr 2023

Value

Status

May 2023

Value

Status

Jun 2023

Value

Status

2023/24
Target

Establishmentactual FTE

93.38

™

93.38

s

94.92

™

4. Finance & Controls — Digital and Technology

Apr 2023 May 2023 Jun 2023
Performance Indicator .?.023/%4
Value Status Value Status Value Status EIreSE
Staff Costs - % Spendto Date (FYB) 8% @ 16.3% @ 25.1% Q 100%

Early Intervention and Community Empowerment

1. Customer — Early Intervention and Community Empowerment

. Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24
Performance Indicator Target
Value Status Value Status Value Status
Total No. complaints received — Early Intervention and Community Empowerment 59 t& 76 t& 60 ta
% of complaints resolved within timescale - Early Intervention and Community Empowerment 61% ' 72.4% @ 76.7% @ 75%
0, i i i - 1 i . . -
% of complaints with atleastone point upheld (stage 1 and 2) - Early Intervention and Community 16.9% td 2504 td 13.3% td
Empowerment
Total No. of lessons learntidentified (stage 1 and 2) - Early Intervention and Community 5 ﬁ 5 {a 2 {a
Empowerment
) Apr 2023 May 2023 Jun 2023 2023/24
Performance Indicator T
Value Status Value Status Value Status arget
Percentage of tenants satisfied with the standard oftheir home when moving in YTD 62.5% A 71% '\ 70% A 75%
Satisfaction of new tenants with the overall service received (Year To Date) 83.3% @ 87.1% @ 85% @ 85%
Financial Inclusion - No of open cases per month 175 {a 211 _la 163 @




Apr 2023

May 2023

Jun 2023

. 2023/24
Performance Indicator
Value Status Value Status  Value Status Target
Financial Inclusion - No of enquiries per month 183 & 188 & 179 &
Number of visits to libraries - person 40,757 a 38,736 "ﬁ’ 37,319 &
Number of visits to libraries - virtual 101,095 o 102,127 M’ 102,764 aﬁ
% Libraries open during agreed opening hours 100% @ 100% @ 100% @ 95%
. Apr 2023 May 2023 Jun 2023 2023/24
Performance Indicator T i
Value Status Value Status Value Status e
YTD % of cases reassessed as being homeless or potentially homeless within 12 months ofa 3.9% @ 3.9% @ 3.9% @ 4.0%
previous case being closed. (Data Provided by Scottish Governmenton a Quarterly Basis)
YTD % of Unintentional homeless decisions reached within 21 Days 28% . 30% o 29.9% . 100%
YTD Average length of journeyin days for applicants assessed as unintentionallyhomeless 110.8 X 129.2 o 132.8 . 100
YTD Percentage of anti-social behaviour cases reported which were resolved 88.2% \ 90.2% . 92.8% . 100%
YTD % of calls attended to by the ASBIT Team within 1 hour 97.7% (V) 94.3% (V) 93.5% (V) 95%
Number of Statutory Homeless Households Residing in Temporary Accommodation at Month End 412 & 406 & 426 Jﬁ
The YTD number of Legal repossessions following decree (Arrears) - Citywide 0 & 0 & 0 &
Housing Applications processed 28 days YTD % 100% @ 100% @ 100% @ 100%
Statutory Customer Service Actions - Decisions/Outcomes within statutorytimescale 91.2% . 89% . 89% . 100%
The YTD Average time taken to re-let all properties (Citywide - days) 226 ] 243.8 o] 249.1 o] 125
Voids Available for Offer Month Number - Citywide 1,575 m‘ 1,600 ﬁ‘ 1,634 ﬂﬁ‘
Welfare Rights - % of Successful Appeals 50% \ﬁ 100% ﬁ 66.67% ﬂﬁ




Apr 2023

May 2023

Jun 2023

Performance Indicator Al
Value Status Value Status Value Status Target

HMO License Applications Pending 111 & 110 & 121 &

HMO Licenses in force 1,027 & 1,030 aﬁ 1,023 &

% Library item requests satisfied within 21 days 82.1% @ 79% AN 74% y' 85%

YTD Average time taken to relet all properties (Citywide - days)

June 2023 result ui

131.3 e

15[] 125

100

o

0 249.1 250 o

HOUCHI30 The YTD Average time taken to relet all properties (Citywide - days)

Months —— Target (Monkths)

Why is this important?

achieving for tenants and customers through their housing activities.
Charter Outcome 4 — Quality of Housing stipulates that Social Landlords ensure that:

Efficiency Standard for Social Housing (EESSH) by December 2020.

Charter Outcome 10 — Access to Housing — stipulates that Social Landlords ensure that:

The Scottish Social Housing Charter (SSHC) was introduced by the Housing (Scotland) Act 2010, which requires Ministers to set standards and outcomes thatsocial landlords should be

‘tenants’ homes, as aminimum, meetthe Scottish Housing Quality Standard (SHQS) when they are allocated; are always clean, tidy and in a good state of repair; and also meet the Energy




People looking for housing find it easy to apply for the widest choice of social housing available and getthe information they need on how the landlord allocates homes and their prospects of
being housed.

Charter outcome 13— Value for Money - stipulates that Social Landlords manager their business so that: Tenants, owners and other customers receive services that provide continually
improving value for the rent and other chargesthey pay

Benchmark Information:

2022-23
e Average relettimes was 178.7 days. The Scottish Average is not currently available.

Target:

2023/24
e The target for the average number of days to reletall properties for2021/22 was setat 125 days, the 2023/24 target is currently under review.

This is what the data is saying:

For the reporting year 2023/24 the average relettime YTD is 249.1 days, a 52.5% increase when compared with the same period lastyear where the figure stood at 163.3 days.

This is the trend:

Average relettimes forthe last3 years show 113.9 days in 2020/21,106.7 days in 2021/22 and 178.7 days in 2022/23.
The number of properties reletas of 30" June 2023 is 486 a decrease when compared to the same period lastyear where 508 properties had been relet.

The relettimes show thatof the 486 properties 1et298 (61.3%) had been void for over 200 days with the longesthbeing void for 1,166 days which significantlyimpacts on the overall average
days figure. 35 (7.2%) properties were reletwithin the Scottish Local Authority average for 2021/22 of 55.3 days

This is the impact:

Some of the consequences ofthis performance are:

e Loss ofrentalincome to the Council.
e People experiencing homelessness are spending longer periods oftime in temporary accommodation.

These are the next steps we are taking for improvement:

Addressing voids performance continuesto be a priority for services. In response to this we have developed a new corporate improvementprojectled at Chief Officer level with oversight
being provided through a Housing Improvement Group which is chaired by the Director of Customer. The Chair of the Performance Board has commissioned a strategic performance review of
void property management. The aim of the projectis to provide a holistic view of the Council’s currentvoids managementsystem and documentthe complexities, risks and issues.

Our ImprovementPlan is now led at Chief Officer level and has an extensive range of actions intended to transform performance. Actions include;




e Commissioning ofa Strategic Voids Review — 3-month shortpiece ofwork examining ways to drive up performance.

performance transformation.

We procured additional contractors to focus on the properties identified for the Ukrainian project (500 properties).

The same approach is now being used to develop voids framework and return up to 1k void properties using external contractors to help clear void backlog

A continued concentration on letting the new build developmentat Summerhill and Cloverhill which will positivelyimpacton average relettimes.

Increasing allocations resource to improve offers and letting stages.

Use of digital technologies to supportmore efficient processes.

Continuing our approach with the new Housing and Supportservice, creating and delivering an enhanced approach to tenancy sus tainmentand letting processes.

scheduling and programming of work, creating further efficiency within the overall process.
e Implementation of Choice Based Letting on 27 June 2023 which will enhance the customer experience with a further aim of reducing refusal rates.

Assigning additional resources for voids repairs. Building Services continue to prioritise deploymentofits workforce to void repair work which is also contributing to the anticipated

Introduction of final day inspections from 26 June 2023. Additional and more robustinspection of properties to minimise properties returned in poor condition attermination. Earlier

Responsible officer: Last Updated:
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Why is this important?

The Scottish Social Housing Charter was introduced bythe Housing (Scotland) Act 2010, which requires Ministers to setstandards and outcomes thatsocial landlords should be achieving for
tenants and customers through their housing activities.

Charteroutcome 12 — Homeless People - stipulates thatlocal councils perform their duties to homelessness people so that;
Homeless people getpromptand easy access to help and advice; are provided with suitable, good -quality temporary oremergency accommodation when this is needed; and are offered
continuing supportto help them get and keep the home they are entitled to.

National Policy — Transitioning towards a rapid rehousing approach is partof Scotland’s strategyto end homelessness where one ofthe four ke y priorities is that‘homeless households are
provided a settled, mainstream housing outcome as quicklyas possible’.

This indicator, along with others, monitors whether we are achieving our desired outcomes and are committed to ‘Sustain/improve performance in respectofthe key priorities setoutabove.

Benchmark Information:

2022-23
The average homeless journey(from date of application —outcome) during the financial year 2022/23 was 112 days. Benchmarking information for this period is notavailable yet however the
national average recorded for the preceding year - 2021/22 was 275 days.

Target:

2023-24
The average homelessjourneytargetis 100 days for this financial year.

This is what the data is saying:

e The average homelessjourneyis currently operating at 132.8 days.
e Year to date there has been 207 cases closed where the applicanthad a permanentrehouse duty. Of these 96 (46%) metthe 100 days target set.
e There has beenanincrease in both key stages ofthe homelessjourneythis year.
o The average time taken from application to decisionis 25.8 days andis higherthanthe 21 days average targettimescale for this stage, this is within the 28 days setout in
Scottish Governmentguidance.
o The average time taken from decision to outcome is 107 days
e Currentcase closurerates are 31% lowerthan levels of new homeless demand, where 271 applicants have been assessed with arehouse dutythis year.
e This hasledto anincreasein open homeless caseswhere there are currently 408 households waiting to be permanentlyrehoused.

This is the trend:

e Upuntillastyear the homelessjourneyhad been accelerating, falling from an average of 200 days in 2015/16to 104 days in2021/22. However, in 2022/23 the journeytime
increased by 8 days to an average of 112 days, whereupon this trend has continued into 2023/24 where the average time to date has increased by 20.8 days to 132.8.

e Since 2020/21the number of cases closed within 100 days has been declining. To date only 46% of cases closed in 2023/24 have recorded a homelessjourneyofless than 100
days. Thisis down 19% onlevels achievedin 2022/23 (65%) and 23% on 2021/22 (69%).




The increase in homelessjourneytime has led to a slowdown in throughputthis year. When compared with the same period the previous year records reveal a 21% decline in
rehousing outcomes among households assessed with arehouse duty this year.

A fundamental shiftin the homeless landscape occurred in 2022/23 where a 26%increase in homeless applications was recorded, leading to an 11% increase in statutory
homelessness. Due to this upturn, levels of new rehousing demand outstripped case closure rates by 12% in 2022/23, the first-time this has happened since 2015/16. Again, this
trend has continued into the currentyear where new levels of rehousing demand currentlyoutstrip case closure rates by 31%.

Aberdeen City Council is the primarysupplierofhousing to homeless householdsin the city. Despite the increaseindemandin 2022/23, 67 (-9%) fewer households experiencing
homelessness were allocated a general need propertythanin 2021/22. To date Aberdeen City Council has let 147 general need properties to homeless householdsin 2023/24, 20
fewer than the same period the previous year, an even greater downturn of 12%. Homeless general need allocation rates are currentlyoperating at 36.3%, down 3.1% on the same
period the previous year.

Dueto the slowdown in throughputthis yeara 31% fall in temp flat turn-over, and a 15% fall in hostel turnover was recorded during Q1. This has placed even greater pressures on
supply, with increased use ofhotel rooms being commissioned to meet demands this year. The average length of time a household is placed in hotel accommodation has risen
significantly, from 9 days in 2022/23 to 31 days this year. On average 74% of all households placed in temporaryaccommodation this year have resided forlongerthan 7 days and
breached the Unsuitable Accommodation Order.

This is the impact:

Risk of failing to deliver on the key strategic outcomes setwithin the Local Outcome ImprovementPlan and Rapid Rehousing Transition Plan.

People experiencing homelessness spend longer periods in transition which prolongs the homeless journey.

People experiencing homelessness spend longer periods oftime in temporaryaccommodation which can exacerbate existing demand s and associated costs.

The Council are now breaching our duties in accordance with the Unsuitable Accommodation Order, by having households in unsuitable accommodation forlongerthan 7 days.
Increase costs to the Council in providing temporary accommodation for more households and for longer periods oftime.

These arethe next steps we aretaking for improvement:

Assigning additional resources for voids repairs. The procurementofa contract to bring additional capacityto building services will increase the number of properties we have
available to let to households experiencing homelessness.

Working with Registered Social Landlords (RSLs) to increase the number of properties letto households experiencing homelessn ess.

Undertaking prevention activity to reduce homelessness, this includes a new postto supportpeople fleeing Domestic Abuse stayat home, a Private Landlord Support Officer and our
Housing & Supportmodel to help tenants sustain their tenancy.

Increasing the number of Temporary Furnished Flats available from Aberdeen City Council stock and exploring bringing further suitable temporaryaccommodation into use to reduce
use of Hotel and breaches on Unsuitable Accommodation Order.

Responsible officer: Last Updated:
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3. Staff — Early Intervention and Community Empowerment

) Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24
Performance Indicator Target
Value Status Value Status Value Status
Accidents - Reportable - Employees (Noin Quarter - EICE) 1 tﬂ 0 La 0 La
Accidents - Non-Reportable - Employees (No in Quarter— EICE) 2 td 3 La 1 La
Apr 2023 May 2023 Jun 2023 2023/24
Performance Indicator T
Value Status Value Status Value Status arget
Sickness Absence — Average Number of Days Lost- EICE 7.1 @ 7.4 @ 7.8 @ 8
Establishmentactual FTE 432.68 xﬂ 430.31 ‘a 44252 &

4. Finance & Controls — Early Intervention and Community Empowerment

Apr 2023 May 2023 Jun 2023 2023/24
Performance Indicator T
Value Status  Value Status  Value Status anget
Staff Costs - % Spendto Date (FYB) 8.3% @ 18.1% @ 26.4% @ 100%
Financial Inclusion - Total Financial Gains Achieved per month £370,372 { = £701,295 L R £641,492 \ R
Gross rentArrears as a percentage of Rentdue 17.05% @ 17.1% @ 16.74% @ 18.2%
Rentloss due to voids - Citywide - YTD average 7.56% . 7.43% . 7.68% . 4.62%




Rent loss due to voids - Citywide - YTD average
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Why is this important?

The Scottish Social Housing Charter (SSHC) was introduced by the Housing (Scotland) Act 2010, which requires Ministers to set standards and outcomes thatsocial landlords should be
achieving for tenants and customers through their housing activities.

Charter Outcome 4 — Quality of Housing stipulates that Social Landlords ensure that:
‘tenants’ homes, as aminimum, meetthe Scottish Housing Quality Standard (SHQS) when they are allocated; are always clean, tidy and in a good state of repair; and also meetthe Energy
Efficiency Standard for Social Housing (EESSH) by December 2020.

Charter Outcome 10 — Access to Housing — stipulates that Social Landlords ensure that:

People looking for housing find it easy to apply for the widest choice of social housing available and getthe information they need on how the landlord allocates homes and their prospects of
being housed.

Charter outcome 13— Value for Money - stipulates that Social Landlords manager their business so that: Tenants, owners and other customers receive services that provide continually
improving value for the rent and other chargesthey pay

Benchmark Information:

2022/23
e Void RentLoss was 5.70%. The Scottish Average is not currently available.




Target:

2022/23
e RentLoss duetoVoids was setat 4.62% (£4,256,657). The 2023/24 target is currently under review.

This is what the data is saying:

The YTD Void RentLoss figure for 2023/24 is £1,859,314 this equates to 7.68% of the gross debit (rentdue) a significantincrease when compared with the same period lastyear where the
figure stood at £1,077,237 (4.68%).

The number of properties available for relet as at the 30" June 2023 was 1,634 with an average of 197 days void. When compared to the same period lastyear this is a 51.2% increase, where
the number ofvoid properties available for reletwas 1,081 with an averaged days void of 145 days.

This is the trend:

Void RentLoss has steadilyincreased year on year from 2.53% (£2,306,569) in 2020-21 and 3.66% (£3,355,121)in 2021/22 and 5.70% (£5,271,632) in 2022/23
The high number of void properties and the lengthy relet times, currentlysitting at 249.1 days, has a directimpacton the substantial increase in the void rent loss.

Termination oftenancies has a directimpacton void rent loss and over the last3 years far exceeded the number of relets. Year to date as at 30" June 2023 this trend has continued where
there has been 512 terminations and 486 relets.

This is the impact:

Some of the consequences ofthis performance are:
e Loss ofrentalincome to the Council
o People experiencing Homelessness are spending longer periods oftime in temporary accommodation.

These are the next steps we are taking for improvement:

Addressing voids performance continuesto be a priority for services. In response to this we have developed a new corporate improvementprojectled at Chief Officer level with oversight
being provided through a Housing Improvement Group which is chaired by the Director of Customer. The Chair of the Performanc e Board has commissioned a strategic performance review
of void property management. The aim of the projectis to provide a holistic view of the Council’s currentvoids managementsystem and documentthe complexities, risks and issues.

Our ImprovementPlanis now led at Chief Officer level and has an extensive range of actions intended to transform performance. Actions include;
e Commissioning ofa Strategic Voids Review — 3-month shortpiece of work examining ways to drive up performance.
e Assigning additional resources for voids repairs. Building Services continue to prioritise deploymentofits workforce to void repairwork which is also contributing to the anticipated
performance transformation.
We procured additional contractors to focus on the properties identified for the Ukrainian project (500 properties).
The same approach is now being used to develop voids framework and return up to 1k void properties using external contractors to help clear void backlog
A continued concentration on letting the new build developmentat Summerhill and Cloverhill which will positivelyimpacton average relettimes.
Increasing allocations resource to improve offers and letting stages.




e Use ofdigital technologiesto supportmore efficientprocesses.

e Continuing our approach with the new Housing and Supportservice, creating and delivering an enhanced approach to tenancy sus tainmentand letting processes.

e Introduction of final day inspections from 26 June 2023. Additional and more robustinspection of properties to minimise pro perties returned in poor condition attermination. Earlier
scheduling and programming of work, creating further efficiency within the overall process.

¢ Implementation of Choice Based Letting on 27 June 2023 which will enhance the customer experience with a further aim of reducing refusal rates.

Responsible officer: Last Updated:
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Corporate

1. Customer — Corporate
. Q3 2022/23 Q4 2022/23 Q1 2023/24 2023/24

Performance Indicator — Corporate Target
Value Status Value Status Value Status

No. of Non-complexSubject Access Requests received 79 a 50 uﬂ 76 nﬂ

% Non-complexSubject Access Requests responded to within 1 month 72.2% & 76% & 71.1% N 80%

No. of ComplexSubject Access Requests received 9 a 9 a 7 x >

% ComplexSubject Access Requests responded to within 3 months 44.4% . 0% . 28.6% . 70%

No. of Environmental Information Regulation requests received 61 ia 82 12 75 ta

% of Environmental Info Requests replied to within 20 working days - Corporate 7% ' 90.2% @ 85.3% @ 85%

No. of Freedom of Information requests received 329 Ld 412 Ld 324 td

% of Freedom of Information requests replied to within 20 working days - Corporate 80.5% r'N 85.7% @ 89.5% @ 85%

No. of Access to School Records requests received 4 La 0 la 5 f

% Access to School Records requests responded to within 15 school days 100% @ No requests Q4 100% @ 100%

No. of Data Protection Right requests received 4 (a 2 la 17 ta

% Data Protection Rightrequests responded to within 1 month 100% @ 100% @ 88.2% N 100%




Traffic Light Icons Used

o

On target or within 5% of target

Within 5% and 20% of target and being monitored

Below 20% of target and being actively pursued

®
al

Data only — target not appropriate




