
ANNUAL REPORT (Year ended 31/3/2009)
Key Performance 
Information for Board 
Members

 Red = Short of target and trend is not favourable

 Amber = Short of target but trend is acceptable

 Green  = On target or better than target

Net operating surplus on Income and Expenditure account (YTD)

 Target: YTD Operating surplus is not less than budget
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Comment: The figure for operating surplus is shown to compare performance against budget 
during the year.  However, at year end we had to apply a capitalisation rate 
reduced from 28% to just 15%.  This resulted in an operating loss of just over 
£333K.

Performance as at 31/03/2009 30,872.00 Pounds

Income received compared with budget projections

 Target: Our cumulative income received should be at least equal to the YTD budget
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Comment: £337k adverse to budget. £130k shortfall due to over budgeting on Rent & Service 
charge income. £50k shortfall on other income streams. Voids £145k adverse to 
budget, mainly at projects.

Performance as at 31/03/2009 9,623,031.00 Pounds
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Expenditure compared with budget

 Target: Year to date cumulative expenditure should be no more than YTD budget
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Comment: The budget for the year has been based on 28% capitalisation - the policy applied 
from the start of the year.  However, the actual capitalisation rate was 15% thus 
increasing actual expenditure by £364K

Performance as at 31/03/2009 8,158,005.00 Pounds

Rent arrears of current tenants as a % of the total amount due per month (all 
GN property)
 Target: Arrears as % of total rent debit should fall below 5%
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Comment: An excellent end of year position - our lowest since we started recording in this 
manner.

Performance as at 31/03/2009 3.94 %
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Repair works completed within time deadline

 Target: 95% of repair works should be completed within target deadline
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Comment: Performance since Q2 has deteriorated & the whole year performance is now 
worse than target.  However, delays in getting information from the main contractor 
may be part of the problem so the final figure may be a little better.

Performance as at 31/03/2009 91.07 %

Annual Gas safety checks and appliance servicing

 Target: 100% of gas safety checks should be actioned within procedure
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Comment: During the last quarter all CP12  inspections have been completed on time.  
Overall performance for the year is 100% compliance and with 99% actually 
completed (just 3 awaiting access)

Performance as at 31/03/2009 100.00 %
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Rate of staff attendance

 Target: Attendance should be equal to or better than an average of 96%
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Comment: Performance has been better than target for the whole of the last quarter in spite of 
one case of long term sickness.  During th eyear 23 staff achieved 100% 
attendance.

Performance as at 31/03/2009 96.80 %

Staff turnover as a percentage of the total staff establishment

 Target: Turnover to be within 1% of national average of 18.9% and no lower than 10% 
(as measured by CIPD)
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Comment: Turnover is below the national average but not so low as to be a concern.  This has 
probably been the most stable period in relation to staff turnover for the last 5 years

Performance as at 31/03/2009 15.00 %
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Rent loss due to void units as % of potential income due

 Target: Rent loss for the year to be lower than 4% of the rent and service charges due
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Comment: Full year rent loss adverse to budget, primarily due to high losses on Registered 
Care Homes and Young Peoples schemes.  Void loss at GN property has kept 
within target

Performance as at 31/03/2009 5.22 %

The average time taken to let empty property

 Target: Average time from the date void to date let to be no greater than 4 weeks
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Comment: Of 23 lets in the period only 2 were long term voids averaging 16.5 weeks to let.   
The average for the 21 short term voids is 1.43.

Performance as at 31/03/2009 2.86 Weeks
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Customer satisfaction at start of new tenancy

 Target: At least 95% of new tenants should report satisfaction with their new home
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Comment: 55 of 66 forms were returned (83.3% response rate) and of these 98% were 
satisfied overall.  There was one customer who was disatisfied and her comments 
were logged and dealt with as a complaint.

Performance as at 31/03/2009 98.00 %

Complaints dealt with per month (Service failure)

 Target: 90% of complaints to be given a response within policy guidelines(rolling 12 
months)
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Comment: For the rolling 12 months, 68 of 71 complaints were responded to within deadline.
Performance as at 31/03/2009 95.80 %
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Corporate tasks completed on time as a percentage of total due to date

 Target: At least 80% of tasks should be completed on time and all exceptions are 
reported to the Board
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Comment: Of the 47 tasks in the plan for 2008/09, 7 had deadlines extended into 2009/10, 2 
actions were not completed and 1 action was completed late.  37 were processed 
within original or amended targets as agreed.

Performance as at 31/03/2009 92.50 %

Support & Care schemes - Overall occupancy rate

 Target: Maintain an average occupancy rate in excess of 90%
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Comment: 460 of 498 units occupied
Performance as at 31/03/2009 92.40 %
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