How are we

performing
as at Sept 097

We are committed to making  The tables show the key areas of
sure that our customers know our business that you told us we
how well we are performing.  should be focusing on.

That’s why every three
months we publish our
latest performance figures.

If you have any comments
please let us know either by
calling 0845 140 1234 or at
feedback@ovh.org.uk.

07/08 08/09

Repairs

This information is published

quarterly in our magazine,
on our website and in our
Neighbourhood Offices.

09/10
As at
30/09/09

Target 09/10

Trend

% of rent arrears of current tenants

3.3%

09/10
08/09 As at
30/09/09

Target 09/10

Trend

Lettings and managing

empty properties

Average number of days taken to re-let an
empty property

48

09/10
As at
30/09/09

48 49

Target 09/10

35 ®

% of rent lost due to empty properties

1.6%

1.5% | 1.56%

1.5% @

Anti-social behaviour and nuisance

Average number of days taken to resolve an

09/10
As at
30/09/09

Target 09/10

90 23 28

ASB case N/A @

Number of new ASB cases per 1,000 properties 2 5 5 9 @ 0
% satisfied with the outcome of their ASB case 45% 86% 87% 90% @ f

% of emergency repairs completed on time* 97% 94% 94.4% 98% @ f
% of urgent repairs completed on time* 99% 80% | 86.4% | 96% @ f
% of routine repairs completed on time* 98% 93% | 73.6% | 99.2% @ ‘
% of repair appointments made that were kept 87% 93% 96% 95% @ f
% satisfied with the repairs service 94% 89% 92% 95% @ f
% properties with a valid gas safety certificate 99.7% | 99% | 99.8% | 100% @ f
% satisfied with their gas servicing N/A 96% | 98.5% | 95% © f

*The target times agreed with customers for completing repairs have been improved as part of the

new repairs contract during 2009/10. Emergency repairs are still expected to be completed within 24hrs,
however the target time for urgent repairs has been improved from 5 to 3 days and from 20 to 10 days

for routine repairs.

Decent homes

09/10
08/09 As at
30/09/09

Target 09/10

properties

% of OVH properties not meeting the Decent 32.7% | 19% 6.1% | 6.5% @ f
Homes Standard
Average energy efficiency (SAP) rating of OVH

67.6 70 70 70 © | P




