








 3. Housing Performance Report: Housing Operations 

 3.1 Voids and re-lets 

 Performance Indicator  Q3  Q4  Q1  Q2 

 Average days to re-let all properties excluding major works  12.45 
 days 

 15.59 
 Days 

 11.18 
 Days 

 6.79 
 Days 

 Average days to re-let all properties including major works  73.88 
 days 

 56.11 
 Days 

 52.01 
 Days 

 73.35 
 Days 

 Void  turnaround  performance  fell  in  Q2,  party  due  to  a  portion  of  Mears  resources  being  utilised  to 
 complete  kitchen  and  bathroom  refurbishments.  This  was  necessary  to  support  the  planned  works 
 programme,  when  the  contractor  went  into  administration.  Full  resourcing  has  now  returned  to  the 
 voids  service  with  Mears  additionally  appointed  a  subcontractor  to  help  recover  performance. 
 second half of the year. 

 The volume of voids returned to us requiring 
 major and specialist works are continuing to 
 have a significant impact on performance for 
 Q2. 
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 38 properties were relet in Q2, out of these 5 took over 100  days to be ready to relet due to the 
 extensive nature of the work required. 

 We engaged a group of new tenants who fedback their experience of moving in and the 
 information we provided about their new home and tenancy has helped us develop a new Letting 
 Standard. 

 3.3 Income Management 

 Performance Indicator  Q3  Q4  Q1  Q2 
 Current tenant arrears as a % of the projected annual rental 
 income  6.15%  5.46%  5.29%  5.60% 

 Garage arrears as a % of the projected annual rental income  0.23%  0.10%  0.10%  N/A 

 % of rent arrears due to Universal Credit  10.42%  9.09%  8.95%  9.39% 

 Former tenant arrears  £357,777  £248,304  £261,264  £  283,285 

 Performance has dropped in Q2, and we now have higher arrears that we experienced at the end 
 of Q4. 

 Regardless, when we compare year on year, we can see that we have improved in comparison to 
 last year and the year before: 

 A similar increase has been experienced by other local authorities that we are in contact with; and 
 coincides with the cost of living increases.  Media hype may have added to our tenants' belief that 
 they have no money and they are then prioritising other outgoings over rent. 
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 We experienced the usual trend for non payment of rent during summer months (June/July/Aug), 
 but this year it was greater than usual.  We consider there to be a number of factors that support 
 this trend: 

 ●  Council officers taking holidays means there is less output, 
 ●  Children are off school and so money is spent on activities. 
 ●  We were still one officer down in Q1 which meant the impact spilled over to Q2 as the new 

 officer was trained up 

 We expect there to be an increase in arrears again in Q3.  This is a trend we expect as tenants 
 divert their spending toward  family gifts and festivities over Christmas and New Year. 

 It is genuinely a difficult time financially for a lot of our residents, which we are aware of because 
 the referrals to the Financial Wellbeing Team have increased.  A positive trend we are noticing is 
 that people are engaging a lot more, some are calling before they are falling into debt to ask for 
 help and advice. 

 We want to encourage those tenants who are still not engaging to get in touch.  We are working 
 with a resident focus group to review and improve the standard letters sent to tenants who fall 
 behind with their rent payments. 

 There have been no evictions since the transition of the service from East Kent Housing in October 
 2020.  There are two evictions being applied for right now. 

 Former Tenant Arrears (FTA) 

 FTA has increased because there have been no write offs.  There will be a reduction of FTA in Q3 
 as we finish the exercise to cleanse the FTA accounts from prior to transition. 

 Glossary 

 Quarter  The financial year broken down into 4 segments. 

 Financial Year  Year running from 1  st  April to 31  st  March. 

 HRA  Housing Revenue Account 

 YTD  Year to date 

 RAG  Red amber green (colour coding system) 

 TDC  Thanet District Council 

 TLS  Tenant and Leaseholder Services 

 PDA  Personal Digital Assistant (A device for collecting feedback) 

 Stock  The properties that are owned by the Council 

 Leasehold  Privately owned flats in a building the Council owns and maintains. 

 LGSR  Landlord's Gas Safety Record 
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 FTA  Former Tenant Arrears 

 Key to Key  The time between one tenant handing in keys to the next 
 tenant receiving them for the same property. 

 Void  An empty property 

 HHRS  Housing Health and Safety Rating System 

 Capital 
 Programme 

 Planned maintenance programmes ie kitchens, bathrooms, roofs 

 Income 
 Management 

 Rent arrears and collection 

 EWS  External Wall System 

 Asset 
 Management 

 The maintenance and upkeep of buildings 

 Redacted  Process of editing a document to conceal or remove 
 confidential information before disclosure or publication. 

 Categories  A group of things that share similar qualities. 

 Themes  The main subject of a group. 

 Lessons Learnt  Positives and negatives taken from information and used 
 to inform/improve. 

 Complaint upheld  The complaint was valid. 

 Complaint not 
 upheld 

 The complaint was not valid. 

 8 


