Blenheim Gardens RMO

Annual Report 2007/2008 Performance Digest

In partnership with

If you would like this information in large print, Braille, another format or another
language, please contact us on 020 7926 0158.

Espafiol: Si desea esta information en otro idioma, rogamos nos llame al 020 7926
0158.

Francais: Si vous souhaitez ces informations dans une autre langue veuillez nous
contacter au 020 7926 0158.

Portugués: Se desejar esta informagao noutro idioma é favor telefoner para 020
7926 0158

Twi: Se wope saa nkaeboy yi wo kasa foforo mu a fre 020 7926 0158.

Yoruba: Ti e ba fe imoran yii, ni édé Omiran, ejo, e kan wa I'’4gogo 020 7926 0158.

This performance report is to be read in conjunction with the RMO’s annual
report 2007/2008 ‘raising the roof’.
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Section 1 — Rent Arrears & Income Management

BV66a - Rent Collected as % of all rent owed
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DHS16 % Current Year's Debit collected
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DHS16 % Current Year's Debit collected
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Total Current Arrears
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Total Current Arrears

£12,000,000 \ Q Q
. l £10,000,000 § § §
é £8,000,000 \ \ \
% £6,000,000 \ § %
£4,000,000 \ § §
£2,000,000 \ \ \

Total Current Arrears

£14,000,000
£12,000,000 Q Q %
a l £10,000,000 § § §
= £8,000,000
E N N N
;i £6,000,000 \ \ \
é £4,000,000 % § §
£2,000,000
o \
£0 W§ W§ W&
Mar-08 Apr-08 May-08
Mar-08 Apr-08 May-08
B URH TMOs £858,560 £882,606 £914,400
& Lambeth Council £11,814,825 £11,903,453 £11,744,192
Month

Estate Directors comments:

Our proactive approach to rent collection has resulted in Blenheim Gardens
RMO being one of the highest rent collectors in the borough with one of the



lowest debt levels. Our revenue management performance places BGRMO
in top quartile in the country, which is a significant achievement when you
consider Lambeth is recorded as having one of the highest levels of
deprivation in London.

DHS9 - Service Charge Collection Rate
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Last available figures are March 08
Estate Directors comments:

As with rent collection, our service charge collection performance has not only
been consistently good throughout the year, but we have also seen a
significant improvement in this area since 2005 when our end of year
performance was just 76%.



Section 2 — Repairs

BPSA E5 - % Right to Repair jobs completed on time
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DHS 201 - Average time for non urgent repairs (days)
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Estate Directors Comments:

Our performance in relation to “right to repair’ orders raised and completed on
time (BPSAES) has been greatly hindered this year by Lambeth’s out of hours’

service (13 Call) not updating the repairs system during the evening and at
If we extract the 1% Call service

weekends while the estate office is closed.
performance figures from the data, BGRMO would have achieved a 98% end

of year performance rate, again placing us in top quartile. We are working

with our partner organisations to resolve this issue and will shortly be
undertaking a complete review of the repairs service offered.
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Completed

DHS21 - Gas Services
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DHS21 - Gas Services Completed
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Estate Directors Comments:

BGRMO handed back the Gas Servicing function to Lambeth Council in
January 08 following the allowance dispute and we will not be taking back this
function until the dispute is concluded in our favour. Consequently this is the
first year the target in this area has not been achieved.
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Section 3 — Empty Homes

BV212 - Average Re-let Time for Routine Voids
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BV212 - Average Re-let Time for Routine Void
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Estate Directors comments:

Blenheim Gardens RMO has achieved top quartile in this area for the second
year in succession. This is a significant improvement from 2006 when our void
turn around times was 35 days. What is particularly pleasing is our turn
around times have not only decreased, but the relet standard is in line with the
Governments ‘decent home’ standard. We now also provide new residents
with more choice over the colour and design of their kitchen and a shower unit
is installed in all family sized de-wellings as standard.
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Section 4 — Customer Care

Complaints answered in 15 days

. URH URH
Blenheim | Loughboro Roupell Lambeth
Gardens L?gh Pa[r)k Waltham Council (Current (Year to
Month) Date)
Jan-08 100.0% 100.0% - - 100.0% 100.0% 67.7%
Feb-08 100.0% 0.0% 100.0% - 97.4% 66.7% 67.6%
Mar-08 - 100.0% - - 90.0% 100.0% 69.4%
Apr-08 - 0.0% - - 88.2% 0.0% 0.0%
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Month) Date)
Jan-08 - - 0.0% - 89.3% 0.0% 70.6%
Feb-08 100.0% 83.3% 100.0% 100.0% 97.6% 88.9% 74.4%
Mar-08 - 0.0% 50.0% 100.0% 90.8% 50.0% 71.4%
Apr-08 100.0% 0.0% 0.0% 100.0% 95.4% 50.0% 50.0%

Estate Directors comments:

Blenheim Gardens RMO received some 64 letters during 2007/2008 that
required a written response (these figures include complaints made directly to
Lambeth Council, Councilors/MP’s etc). All letters received were responded
to within 10 working days.
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