Customer Care

Members Enquiries answered in 10 days
All
Blenheim Roupell Central | Lambeth | URH
Gardens | Loughborough | Park | Waltham | URH Living | Offices
May-
09 - 80.0% -| 100.0% 88.1% | 85.7%
Jun-
09 - 84.6% | 50.0% | 100.0% | 100.0% 87.3% | 84.2%
Jul-
09| 100.0% 87.5% | 66.7% 80.0% | 100.0% 84.2% | 84.6%
Aug-
09| 100.0% 90.5% | 66.7% 71.4% | 100.0% 83.9% | 84.8%
Complaints answered in 15 days
May-
09 - 62.5% | 100.0% - 91.1% | 66.7%
Jun-
09 - 60.0% | 100.0% 50.0% - 86.1% | 61.5%
Jul-
09 - 66.7% | 100.0% 66.7% - 81.4% | 68.8%
Aug-
09 - 69.2% | 100.0% 50.0% - 79.4% | 72.2%
Gas Servicing
Gas Compliance - serviced within last 12 mths
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May-09 Jun-09 Jul-09 Aug-09
== Blenheim Gardens 96.9% 93.8% 94.5% 99.3%
mmm Loughborough 83.2% 87.4% 94.3% 96.4%
— Roupell Park 97.6% 94.0% 92.9% 87.4%
— Waltham 91.6% 92.4% 91.1% 91.8%
—¥— URH 87.5% 89.5% 94.9% 96.0%
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DHS21 - Gas Services Completed
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Apr-09 May-09 Jun-09 Jul-09 Aug-09
=== Blenheim Gardens 5.5% 8.6% 59.3% 71.9% 85.0%
== Loughborough 0.0% 55.1% 66.3% 80.8% 86.5%
== Roupell Park 13.1% 20.2% 39.3% 44.0% 42.5%
[ Waltham 36.8% 58.7% 70.3% 73.4% 81.0%
—%— Target 10.0% 20.0% 30.0% 40.0% 50.0%
Month
Repairs
BPSA E6 - Average time for non urgent repairs (days)
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=4 Blenheim Gardens 7.9 8.4 8.6 4.3
Loughborough 6.6 8.2 10.3 6.2
mmmm Roupell Park 9.7 10.0 11.2 51
C— Waltham 9.6 10.4 111 3.8
= Lambeth Living 11.7 13.8 14.8 7.4
—x— URH TMOs 8.1 9.0 104 5.0
—+— Target 11.0 11.0 11.0 11.0
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BPSAES6 - Average time for non urgent repairs (days)
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May-09 Jun-09 Jul-09 Aug-09
== Blenheim Gardens 3.9 4.3 6.4 6.1
Loughborough 3.8 6.2 7.2 9.2
mmm Roupell Park 3.0 51 5.0 6.6
1 Waltham 3.9 3.8 4.4 4.2
3 Lambeth Living 55 7.4 8.6 9.7
—%— URH TMOs 3.7 5.0 6.2 7.7
—+— Target 11.0 11.0 11.0 11.0
Month
BPSA E5 - % Right to Repair jobs completed on time
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=== Blenheim Gardens 100.0% 100.0% 100.0% 100.0%
&===1 Loughborough 100.0% 81.8% 86.7% 89.5%
mmm Roupell Park 100.0% 100.0% 90.9% 93.3%
— Waltham 100.0% 100.0% 100.0% 100.0%
—= Lambeth Living 99.0% 98.2% 98.4% 97.8%
—¥— URH TMOs 100.0% 94.9% 93.5% 94.5%
—+— Target 98.0% 98.0% 98.0% 98.0%
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BPSA E5 - % Right to Repair jobs completed on time
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== Blenheim Gardens 100.0% 100.0% 100.0% 100.0%
E==9 Loughborough 86.4% 90.0% 88.6% 81.8%
mmmm Roupell Park 95.5% 90.3% 93.0% 100.0%
— Waltham 86.3% 86.8% 85.0% 100.0%
= Lambeth Living 91.6% 91.8% 94.3% 98.2%
—%— URH TMOs 88.6% 89.5% 88.9% 94.9%
—+— Target 98.0% 98.0% 98.0% 98.0%
Month
Voids
Short Cycle Voids (SGV) Turnaround Time
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Mar-09  Apr-09  May-09  Jun-09 Ju-09  Aug-09

Mar-09 Apr-09 May-09 Jun-09 Jul-09 Aug-09
=3 Blenheim Gardens 21.0 0.0 0.0 0.0 14.0 21.0
=== Loughborough 71.7 0.0 147.0 112.0 125.2 133.0
mmmm Roupell Park 43.2 385 385 36.8 36.8 36.8
— Waltham 35.0 0.0 0.0 42.0 42.0 42.0
—= Lambeth Living 113.2 64.4 51.9 76.1 70.7 69.5
—¥— URH TMOs 51.1 385 92.8 83.5 88.7 86.3
—+— Target 28.0 35.0 35.0 35.0 35.0 35.0
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