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Salix Homes Performance Overview

January 2010

Financial Monitoring — Period 10 as at 31

Salix Homes has sole responsibility to financially manage and monitor the

st January 2010

Management and Maintenance Costs associated with the delivery of its services as
detailed in the 2009/10 Delivery Plan. These costs are funded predominantly by way
of a management fee received from Salford City Council.

In addition, Salix Homes has management responsibility to deliver a programme of

capital works as part of the Council’'s Housing Investment Programme.

2009/10 Financial Monitoring

Revenue

Salix Homes receives a Management Fee of £24.643m in 2009/10 that, combined
with other small income streams (eg bank interest) funds the activities contained
within the 2009/10 Delivery Plan. This Management Fee contains one off additional
funding of £300k to support the successful delivery of the Improvement Programme
and £60k for Income Management. The funding for the Improvement Programme has
now been fully expended and Salix Homes now wish to draw this down from the
Council. A full schedule detailing the improvement activity is available as supporting
evidence and this has been provided following discussions at previous Performance

Review meetings.

The forecast level of spend in the year, summarised in Table 1 below, is consistent
with that previously reported with the exception of spend on repairs and maintenance
due to the recent adverse weather conditions. The Management Accounts for Period
10 were reported to Salix Homes’ EMT on the 22" February 2010 and will be
presented to the Council at the Performance Review meeting. Table 1 provides a
summary of the current spend and forecast spend analysed between operational
management costs and repairs and maintenance activity.

Category of Annual Budget Actual Spend Forecast Forecast

spend (Period 10) Annual Spend Variation
£'000 £'000 £'000 £'000

Operational 13,779 11,026 13,786 7

Management

Repairs & 10,864 8.551 11,015 151

Maintenance

Total 24,643 19,577 24,801 158

% 100% 79% 100.6% 0.6%

Table 1: Financial monitoring summary as at Period 10




The forecast spend against operational management currently stands at £13.786m,
being slightly over budget by £7k (0.1%). This forecasted overspend primarily relates
to a lower than expected level of income being generated from the treasury
management activity given the continued uncertainty in the financial markets. At the
last performance meeting it was reported that the forecast overspend would be £16k
and the direction of travel and prudent financial management by EMT give the
confidence that this will be managed out by the year end.

The forecast spend against repairs and maintenance currently stands at £11.015m
and is forecast to be overspend by £151k or 1.4%. It was reported at the last meeting
that “The recent adverse weather conditions led to Salix Homes working proactively to
ensure that our most vulnerable customers did not suffer as a result. An assessment
of this work, in conjunction with the wider impact on our repairs and maintenance
programme, is currently being undertaken. Salix Homes will seek to manage any
increased spend within our current resource base. However, should the financial
impact be significant further discussion on funding options will be required with the
council.”

Unfortunately the demand for gas heating repairs, burst pipes and the calls through
the Contact Centre has led to the forecast of weather incurred activity above that
would be normally be undertaken of £150k. Whilst Salix Homes are trying to manage
this, the point in the year and the pressures elsewhere on the budget, previously
reported, imply it will be very difficult to contain the position within budget. Salix
Homes would therefore request that the Council provides one off funding for the costs
incurred due to the adverse weather conditions.

It should be noted that various costs including goodwill provided by staff have been
managed within the fee and it is only the repairs related activity that funding is
requested for.

In summary, the total forecast spend stands at £24.801m, being 0.6% over budget at
this time. The position in the financial year and the situation has been caused by
factors outside Salix’s control mean that it will be difficult to manage this without
Council support.

Going forward, detailed financial monitoring statements will continue to be produced
on a monthly basis and considered individually by Directors and collectively by EMT.
This frequency and regularity of reporting will ensure that robust financial
management continues to play a central role in how Salix Homes deliver services to
its customers.

For 2010/11 following approval from the Council Salix Homes have commenced the
process of issuing the rent letters for tenants to ensure they are received in
accordance with the due time for the new rent year.

Salix Homes also acknowledges the support provided by the Council in agreeing the
new Management Fees for 2010/11, especially the pressures on repairs and
maintenance.



Capital Programme

The 2009/10 Capital Programme (Public Sector) is considered in detail on a monthly
basis at the Capital Programme Monitoring Group (CPMG). The total programme is
£13.8m, with Salix Homes directly responsible for delivering £9.9m of the programme.
Forecast expenditure for the year is £10.2m on the Salix Homes part and £14.1m for
the full programme resulting in level of over programming of £0.3m. As part of
effectively managing the programme each element of the programme is monitored by
our Investment Group and with the Council to ensure that the over-programming is
managed out by the year end.

Salix Homes understands that the Council has approved the capital budget for
2010/11 including schemes totalling £3.7m that were previously identified as required
to maintain current decency levels.

Salix Homes is responsible for delivering and managing the Housing Market Renewal
activities contained within the Council’'s Private Sector Capital Programme. This is
monitored at Salix Homes HMR Programme Board which the Council attends and a
summary report from this is then submitted to CPMG. There are financial pressures on
the ability to maximise the HMRF allocation in 2009/10 primarily due to the stalled
position in Lower Broughton which has been resolved via consideration at a Pathfinder
level by working with the partner authority over the period 2009/10 to 2010/11 as
regards timing of expenditure and funding requirements. These issues are explored
more fully in Housing Regeneration Programme Update section of this report.

Issues for consideration

Ongoing: HRA Review — Salix Homes is aware that no further update has been
issued from CLG, although we have advised the Council that they need to be in a
position to respond robustly to any ‘offer’ given the significant implications it will have
on both the Council and Salix Homes moving forward and we would wish to be
involved in this process.

Ongoing: A schedule of FMM has now been established with the Assistant Director
of Customer and Support Services to discuss a wide range of financial management
issues consistent with Schedule 6 of the Management Agreement, with the third
having now occurred. This arrangement will be kept under review to ensure that it is
working to the benefit of both parties.

New: Salix wish to draw down the funding of £300k allocated by the Council to
support inspection costs as this has been fully incurred.

New: Salix Homes would request that the Council considers allocating one off funding
of £150k for the additional work undertaken as a consequence from the recent
adverse weather conditions.



Gas Servicing Update
Status of CP12 Certificates

Salix Homes has a responsibility for ensuring all properties with gas appliances are
issued with a CP12 safety certificate and serviced on an annual basis. Salix Homes
carries out servicing on a 10 month cycle and has a procedure to refer to the Council’s
Legal Services those properties where access cannot be obtained. Salix Homes
reports to its Performance Committee and to the Council on the number of properties
without CP12s and the length of time since expiry.

Current Position

Within the 2009/10 cycle there are 8 properties without a valid CP12 that are currently
in the enforced access process. Apollo Heating suspended the service cycle to
provide increased emergency cover during the extreme cold period. However, we are
confident of improving this level of performance throughout February to achieve 100%
by the end of the period. Over 92% of servicing was carried out within the first 2 visits.
Although a number of first access service appointments had to be re-arranged due to
the bad weather conditions, Apollo made and kept to over 96% of appointments.

Table 1
Month Total | Witha | Target | Service Service | Without | Without | Without | Without
No. CP12 No. carried carried | aCP12 | aCPl12 |aCP12 | CP12
No. (%) out at out2™ | for for 1-2 for 2-3 for over
(%) first visit under 1 | months | months | 3
attempt. month months
January |9754 [99.92% | 100% | 65.04% | 27.7% 8 0 0 0

Post Inspections

Salix Homes has set a target of 10% post inspections for repairs, servicing and CP12
audits utilising both Salix Homes, Apollo Heating’s inspectors and external 3" party
auditors. Our current performance is shown in the table and chart below:

Table 2

% CP12
Date Apollo Salix/ML | Total | Jobs Raised % | cumulative | audit
Apr-09 145 13 158 4597 3.43 3.43 229
May-09 170 35 205 2981 6.87 4.79 346
Jun-09 136 58 194 1050 18.47 6.45 382
Jul-09 168 67 235 1242 18.92 8.02 392
Aug-09 134 24 158 894 17.67 8.83 150
Sep-09 169 134 303 1272 23.82 10.44 306
Oct-09 92 133 225 1379 16.31 11.04 180
Nov-09 79 55 134 2775 4.83 10 361
Dec-09 86 72 158 2408 6.56 9.52 258
Jan-10 62 69 131 2940 4.46 8.83 224
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Based on a cumulative total of 21,538 repairs and services a total of 1,901 inspections
have been carried out equating to 8.83%. Of the 131 inspections carried out this
month, 0 % (0 number) required any follow up works.




Housing Regeneration Programme Update

The Council has set an approved private sector housing capital programme for
2009/10, and Salix Homes is responsible for delivering £6,923m of housing
regeneration and renewal capital expenditure in certain parts of Central Salford,
although it shares responsibility for delivery of £3,908m of this with Urban Vision. A
total of £5,432m had been spent as at 31 January 2010.

The Manchester Salford Pathfinder (MSP) has been successful in securing the
funding that had been retained by the Homes and Communities Agency at the start of
the financial year. This amounts to 10% of the overall Housing Market Renewal
(HMR) funded part of the programme. Salford City Council has now received £1.472m
which will be paid towards the developers gap funding in Lower Broughton.

Manchester City Council have confirmed that they will take up £3.142m of Salford’s
HMR underspend and will repay this in 2010/11. This leaves the Salford programme
under-programmed by £733,000, and all options are being explored to maximise
spend. Salix Homes are specifically looking at bringing forward demolitions contracts
and environmental schemes.

The Salix Homes Housing Regeneration Programme Board leads, co-ordinates and
manages the delivery of the housing regeneration programme that Salix Homes
delivers, including the HMR programme. The programme is kept under regular review
throughout the financial year, and amendments and virements are made as necessary
in order to maximise delivery of the overall programme.

Overall Performance

The Ancillary Services Agreement identifies eight key performance indicators, and
performance against the indicators that are measured on a monthly or quarterly basis
are as follows:

SHRO1: Capital programme expenditure against agreed spend profile (monthly)

Salix is responsible for delivering £6,923m of this funding for 2009/10, although
£3.908m of this is delivered jointly with Urban Vision. By 31 January 2010 a total of
£5,432m had been spent, and more detailed information is provided in later sections
of the report. There has been some slippage in projected spend this year, mainly due
to a number of acquisitions that are now not going to complete before year end.

2009/10 2010/11 Actual spend at
£m £m 31/01/10 £m
Higher Broughton 1.849 6.875 1.275
Lower Broughton 1.547 2.734 1.320
Seedley & Langworthy 1.026 1.861 0.722
North Irwell 2.407 2,619 2,055
Areas of Stabilisation 0.094 0.260 0.060
Total 6,923 14,349 5,432




We have presented the figures on an area by area basis and detailed spend is
outlined under each area summary below.

SHRO2: Achievement of agreed output targets against agreed profile (quarterly)

Output Target Outputs t;)
2009/10 Quarter
2009/10
Relocation assistance 95 18
Demolition 343 172
Block improvements 279 169
Sustaining neighbourhoods —
environmental improvements 158 158
Total 875 517

SHRO03: System K and CPMG monitoring returns and rep  orts completed within
agreed deadlines (quarterly)

All reports have been completed and returned to Salford City Council within agreed
timescales.

SHRO04: Customer satisfaction with block improvement scheme process
(quarterly)

The Strawberry Road scheme was completed in quarter 1, and overall satisfaction for
this scheme was 94.1%, just below the target of 95% set. The Gainsborough Street
scheme has commenced, and this is not scheduled to be completed within 2009/10.
Our final result for this indicator for 2009/10 is therefore 94.1%.

SHRO5: Customer satisfaction with relocation assist ance process and customer
care (quarterly)

Nine customers have received relocation assistance year to date. A satisfaction
survey for the relocation service has been sent to customers but no returns have been
received as yet despite two mail outs. We will therefore contact these customers by
telephone to enable us to assess satisfaction before year end.

SHRO08: Number of Salford residents provided with as  sistance to access
increased skills, training or unemployment as a dir ect result of Salix initiatives
(quarterly)

In quarter three 2009, 4 people who had previously been referred to ‘Skills and Work’,
who are contracted by SCC to provide information, advice and guidance around
employment are all now in employment. This includes one new employee with Salix
Homes through the Future Jobs Fund as a handyman.

Performance by Area

The housing regeneration programme is focused on delivering transformational
change in a small number of key neighbourhoods, known as Major Intervention Areas
(MIAs). The MIAs are Higher Broughton, Lower Broughton, Seedley & Langworthy
and North Irwell. There is also a small level of intervention in Claremont, Weaste and



Duchy, known as the Areas of Stabilisation, although the intervention in this area is
focused on completing schemes that have been underway since the early days of the
housing market renewal programme, and it is not anticipated that there will be any
future HMR-funded investment in these areas.

The key updates on the programme delivery and activities that took place in
September in each of these areas were:

Higher Broughton

The programme in Higher Broughton is focused on the ongoing redevelopment of the
Broughton Green area and the delivery of the Broughton Renewal Area
implementation plan.

The key risk in Higher Broughton relate to the recession and the impact on the
redevelopment programme by partners. Acquisitions are continuing in the area known
as the Top Streets in order to facilitate redevelopment when the market picks up. Salix
Homes is working to prepare for demolition of blocks of properties as they are brought
into Council ownership and vacant possession is secured.

However, progress has been delayed because of an injunction which has delayed
acquisitions and prevents the demolition of a limited number of properties. This action
is being brought against the Council in relation to the Compulsory Purchase Order and
a decision taken not to retain and refurbish the empty properties acquired, although
Salix Homes have been named as an interested party. The Council had agreed to the
claimants wish for further consultation to be carried out which Salix Homes has been
carrying out with the council.

This has impacted on the spend and outputs profiled for Higher Broughton because
acquisitions and demolitions have had to be placed on hold pending the outcome of
the consultation. A further reduction in the profiled spend for 2009-10 has been made
in the last month. Salix Homes will be carrying out the consultation on behalf of the
council.

The Gainsborough Street Block Improvement Scheme started on site on 2™
November 2009 to improve 338 Victorian terraced houses, including some retail
shops. A successful launch event took place on the 7" October 2009. 324 of the
consents have now been obtained from property owners although there has also been
4 refusals to which Salix Homes are working with the council to contact property
owners to ascertain the reason why and whether any action can be taken. There had
been some structural defects identified to some of the properties but the subsequent
surveys identified that the works could proceed with caution.

Surveys are currently being carried out in the Douglas Street area ahead of the block
improvements and environmental improvements planned for next year.



2009/10 | 2010/11 | Actual

£m £m spend at
31/01/10
£m
Sl Demolitions / site treatment 0.225 0.427 0.219
Sl Top/Bottom Streets acquisitions’ 0.895 [0.805 |[0.885
Sl Douglas/Rock/Hill St acquisitions* 0.025 0.210 0.025
SHO | Homeswaps / relocations 0 0.150 0
SHO Dougla_s/Rock/Hlll St homeswaps / 0.700 2818 0.142
relocations
IRS | Gainsborough St block improvements | g 1690 |0
IRS Welllngton St West block 0 0.350 0
improvements
IRS Douglas St block improvements 0 0.200 0
SN Gaynsborough St sustaining 0 0.295 0
neighbourhoods
SN unglas St sustaining 0.004 0 0.004
neighbourhoods
Total 1.849 6.875 1.275

Lower Broughton

The programme in Lower Broughton is focused on delivering the New Broughton
initiative to redevelop a large area of Lower Broughton, in partnership with
Countryside Properties and Contour Housing. Salix Homes’ role is focused on
securing the relocation of the existing residents, and on facilitating the redevelopment
of land by ensuring that cleared sites are made available to Countryside within agreed
timescales.

As with Higher Broughton, the key risk to delivery in this area has been the slow down
in the redevelopment programme resulting from the recession. However, the
government has recently announced the award of Kickstart funding for the council and
Countryside properties of £8m. This has enabled Countryside to start on site and
expect the new homes to be built between April and September 2010. The acquisition
of owner occupied properties will continue as opportunities arise but the tenant
relocations have been reprofiled to 2010/11 and future years. This is reflected in the
spend table which shows a significantly reduced figure for relocation assistance in
2009-10.

This now enables the planning for the next phase of residents to be relocated. Home
visits have commenced to complete rehousing interviews and assess peoples choice
and needs. Some residents have indicated they do not want to move to the new
development and Salix Homes are working with those residents to assist them with
alternative rehousing options.

! Denotes budget lines where responsibility for delivery is shared jointly between Salix Homes and
Urban Vision



The council and Urban Vision have identified a risk to achieving spend against a
private commercial acquisition which Salix Homes is not directly involved in but will
impact on spend and land assembly timescales. However, UV advise there is still a
possibility that this acquisition can be secured before year end.

2009/10 | 2010/11 | Actual

£m £m spend at

31/01/10
£m
Sl Demolition / securing properties 0.300 0.384 0.281
Sl Tenants relocations 0.117 0.360 0.089
Sl Right to buy acquisitions* 0.915 1.229 0.735
SHO | Homeswaps / relocations 0.215 0.761 0.215
Total 1.547 2.734 1.320

Seedley & Langworthy

The programme in Seedley & Langworthy is mainly concentrated on the Seedley
South area and delivering the mixed improvement and redevelopment scheme to
improve the area, and on completing the outstanding acquisitions on key sites that are
ongoing from the earlier stages of the programme.

The key issue in Seedley & Langworthy is the ability to bring forward redevelopment
on sites that have already been acquired and cleared, or where acquisitions are being
completed. MSP awarded the council funding for environmental improvements and
developer support in Seedley South but this will not be spent by 2011 as there is no
developer interest in this site at present and this has been reported to MSP.

A paper was prepared setting out a number of options for redeveloping these sites
and this was submitted to the Council in June 2009. The council have provided
feedback via the SCC liaison meetings with Salix Homes that they would support the
development of alternative spend focused on block improvement schemes in line with
priorities previously agreed with the community through the now defunct Seedley &
Langworthy Partnership Board. There are also a number of council owned empty
properties in S&L which are surplus to rehousing requirements and Salix Homes are
now liaising with UV to develop a model to sell the properties on to support home
ownership.

The council are leading on discussions with Urban Splash and Great Places Housing
Group over redevelopments around the Chimney Pot Park area. It is proposed that a
land swap is agreed to enable Urban Splash to develop the land fronting onto
Langworthy Road and GPHG to develop new housing on the Alder Street site.

A delegated decision notice for the demolition of the Langworthy Hotel was authorised
in November 2009 although the Council have instructed Salix Homes to suspend
demolition until a further consideration of the proposal from SALT can take place. This
is now likely to impact on the demolition spend and output profile for 2009-10.



There has been an increase in the budget for Sustaining Neighbourhoods following
the Council’s approval to recycle shop rental funds to support the Grange Street
community garden and the consultation on lighting or security improvements to the
park.

2009/10 | 2010/11 | Actual
£m £m spend at
31/01/10
£m
SI General acquisitions* 0.150 0.250 0.124
Sl Securing properties / demolition / site 0.012 0 0.012
treatment
IRS | Seedley South block improvements 0.583 1.130 0.348
IRS | Seedley South shop refurbishments 0.214 0 0.208
IRS Langworthy Rd service road 0.067 0.131 0.030
SHO | Homeswaps 0 0.350 0
SN Seedley South environmental works 1.026 1.861 0.722
Total 1.062 1.811 0.653
North Irwell

Salix Homes’ main role in North Irwell is to work with the Charlestown and Lower
Kersal New Deal for Communities (NDC) team to deliver block improvements and
relocate residents that are being displaced by the redevelopment activity that is taking
place.

The NDC partnership is also experiencing difficulties achieving spend across their
programme although Government Office North West have agreed to slip £1.2m into
the next financial year. The total amount required to achieve the Charlestown
Riverside Masterplan is still not known and could exceed current estimates. If this is
the case then this could have the effect of holding up the relocations and demolitions
programme outputs and forecast spend.

The NDC team have recently consulted with local residents on the proposed
Charlestown Riverside master plan for redevelopment. We understand the planning
application decision has been deferred further until February 2010.

The Salix Homes staff are concentrating on the relocation of existing residents and
officers are working closely with the NDC team to prepare for this. To date the team
have visited over 75% of residents and completed housing needs assessments. A
lead member report is now being drafted to seek approval to the phased rehousing of
households from the clearance areas.

Selective demolition of properties on Littleton Road started on site on 19™ October
2009. Efforts continue to be made to relocate the remaining residents to facilitate
further clearance in this area.

The NDC Board, council and funding partners have all agreed that 6 properties on
Winster Avenue and Northallerton Road are refurbished and put on the Salix Homes



rent roll. Salix Homes are taking forward the refurbishment and some of the properties
will be refurbished by HT Forrest and B4 Box, the new construction company
established to provide local labour and training opportunities.

2009/10 | 2010/11 | Actual

£m £m spend at

31/01/10
£m
Sl Littleton Road acquisitions* 1.297 0.864 1.165
Sl Demolitions 0.325 0.613 0.158
Sl Whit Lane tenant’s relocations 0.006 0.064 0.006
IRS | Strawberry Road block improvements | 0.460 0 0.435
SHO | Relocation assistance 0.089 0 0.089
DS Developer Support** 0.230 1.078 0.202
Total 2.407 2.619 2.055

** NDC manage directly
Areas of Stabilisation

The Claremont and Weaste and Duchy areas benefited from HMR investment during
the early part of the MSP programme, and the remaining interventions in these areas
are focused on completing the remaining outstanding acquisitions.

There are a number of sites that have been assembled for development across the
AOS. The council has recently been successful in gaining funding from the
government to build new social rented housing across a number of sites in Salford
including 4 in the AOS. It is expected Salix Homes will take on responsibility for the
management of the new properties once they are built.

2009/10 | 2010/11 | Actual
£000 £000 | spend at
31/01/10
£000
Sl Weaste-Duchy acquisitions* 3 260 3
SI Weaste-Duchy demolition / site 45 0 12
treatment
SI Bridson/Nelson St acquisitions* 0 0 -
Sl Hazel Grove demolition 35 0 35
IRS | Weaste Phase 5 retention fees 4 0 0
Other | Eccles New Road EKOS study 7 0 7
Total 94 260 60




Key Issues

The injunction brought against the council in Higher Broughton has delayed
acquisitions and prevents the demolition of a limited number of properties. This has
impacted on the spend and outputs profiled for Higher Broughton because
acquisitions and demolitions have had to be placed on hold pending the outcome of
the consultation. A further reduction in the profiled spend for 2009-10 has been made
in the last month. Salix Homes will be carrying out the consultation on behalf of the
council.

Feedback on the paper on the options for developing certain sites is also required if
Salix Homes is to make any progress in dealing with them. Again, this forms part of
the MSP funding conditions.

We are looking to bring forward other demolitions in Seedley South to offset the
impact of the need for further consultation on the future of the Langworthy Hotel.

In Lower Broughton the delay to Countryside’s new build means that whilst the
acquisition of owner occupied properties will continue as opportunities arise, the
tenant relocations have been reprofiled to 2010/11 and future years. This, combined
with a reduction in projected spend for North Irwell is reflected in the spend table
above which shows a significantly reduced figure for relocation assistance in 2009-10.



Capital Programme Update

The 2009/10 Capital Programme (Public Sector) is considered in detail on a monthly
basis at the Capital Programme Monitoring Group (CPMG). The total programme is
£13.8m, with Salix Homes directly responsible for delivering £9.9m of the programme.
Forecast spend to date is £10.2m, resulting in a projected over programming level of
£0.3m for the Salix Homes part of the programme. As part of effectively managing the
programme each element of the programme is considered monthly by our Investment
Group which will identify the relevant actions to address any overspend as
appropriate. In doing so, consideration must be given to the wider Public Sector
Programme.

Works commencing on site:

Edgehill Decent Homes

Victoria Lodge Decent Homes
Photovoltaic scheme

FRA scheme

DDA scheme

Lower Kersal Environmental Phase 5

Works complete on site

None
Area of performance Target | Jan-10 | Xecton g;ﬁ::;"
Customer satisfaction with completed work 93% | 94.0%

% of properties with three of less minor items of
incomplete or unacceptable work identified at 99% | 100%
handover

% of properties completed within agreed

. 94.5% | 100%
timescales

Volume of customer feedback in relation to

9 9
completed decent homes work 50% | 52.0%

Volume of customer feedback in relation to other

0 0
completed programmed work 30% | 36.0%




Health & Safety

Key Performance Indicators for January 2010

1. To undertake 1 site safety audit on programmed works schemes per month —
completed for January 2010, some audits were undertaken by Arcus who are
acting as CDM-C for some of the programmed works.

2. Further Investigate 25% of all RIDDOR accidents. — There were 0 RIDDOR
accidents in the above period

3. ldentify the number of days lost due to injury;
Total number of days lost = 0 days

Number of RIDDOR? accidents (In the month of January 2010 expressed
as an incidence rate (AIR): -

Number of reportable injuries (0) x 100,000 =0
Number of people at risk (all of Salix employees - 214)

Number of RIDDOR accidents (In the month of January 2010 expressed as
an accident frequency rate (AFR): -

Number of reportable accidents (0) x 100,000 = O
Number of hours worked in period (30,816)

Accident Reporting

Accident incidence and frequency rates provide a means of measuring safety
performance over time and comparing it with accident statistics published by external
sources and comparable organisations.

Employers are required to keep records of injuries at work and report certain types to
the appropriate enforcing authority, usually the Health and Safety Executive (HSE) or
a local authority. Reportable injuries include fatal and major injuries to employees,
self-employed people and members of the public, and injuries that cause incapacity
from work for more than three consecutive days.

The accident incidence rate (AIR) refers to how many people (employees) suffered
a ‘RIDDOR’ reportable injury (under the Reporting of Injuries Diseases and Dangerous
Occurrences Regulations) over a period of time (1 month). It is expressed as the
number of reportable injuries per 100,000 people in the work force. During January
2010 there were 0 ‘RIDDOR’ reportable injury within Salix Homes.

> RIDDOR - Reporting of Injuries, Diseases and Dangerous Occurrences Regulations 1995



This gives the rate per 100,000 employees, although the formula makes no
allowances for variations in part-time employment or overtime.

The national average incidence rate for our equivalent industry (Public Service & Local
Government) is currently 1382 (benchmarked against a 12 month period ) . This figure
of 463 is still far below the national average.

The accident frequency rate (AFR) refers to the number of reportable accidents per
100 000 hours worked. Using this method of counting hours worked rather than the
number of employees, avoids distortions which may be caused in the incidence rate
calculations by part — and full time employees and by overtime working.

AFR rates can be calculated for any time periods, for the purpose of this report it has
been calculated for the period 1% -31% January 2010. The KPI for Salix homes is to not
exceed 1.6. Further benchmarking is ongoing with the Greater Manchester ALMO
Health & Safety Forum

Update on Project Work

Number of CDM Notifiable Construction Projects in D ecember 2010

Month Ongoing New
December 8 10

CDM Co-ordinator

Salix Homes have appointed a temporary CDM Co-ordinator who will be appointed for
all future Salix homes schemes. We are awaiting a response from Salford City Council
in relation to the approval of the full transfer of Client responsibilities for schemes
which do not fall under the remit of the re-thinking construction scheme.

Fire Risk Assessments

Fire Risk Assessments have now been completed for all high rise blocks, the project
of work to action the findings from the risk assessments has now started and will roll
out throughout 2010.

Asbestos

Full Management surveys for all communal areas has now been completed and
included on the management plan for future maintenance.



Salix Homes Business Developments

January 2010

Customer Involvement
Customer Senate

The Senate have selected their third area of scrutiny which will concentrate on repairs
and specifically on how appointments are made and kept. They will undertake a desk
top review which will look at documentary evidence on how the system works. The
Senate are also in the process of recruiting an independent mentor who will assist
them in their scrutiny activities.

Customer Training

Salix Homes delivered a training session on Equality and Diversity to its involved
customers. The session was well attended and was designed to raise awareness of
iIssues around inclusion.

Service Specific Panels

Salix Homes now has seven service specific panels which are Customer Involvement
and Access, Investment and Maintenance, Income Management, Cleaner Greener,
Safer, Empty Properties and the new Better Neighbourhoods Panel. The Better
Neighbourhoods Panel will involve customers in influencing how Salix Homes delivers
regeneration in neighbourhoods. Other panels which met in January include the
Customer Involvement and Access Panel which discussed when the next customer
festival would be and the format it would follow.

Rainbow Haven

The customer involvement team has begun to work with existing and potential
customers from Rainbow Haven. These are weekly drop in sessions aimed at
understanding the issues our communities of identity may have with housing. The
team already undertake weekly drop ins with Salford Foyer to understand the needs of
young people and this compliments the work of our disability focus group.



Equality and Diversity

We are pleased to announce that the Improvement and
Development Agency (IDeA) have recommended, following a robust
independent assessment, we be awarded ‘Achieving’ status against
the Equality Framework for Local Government.

We were successfully assessed against the following five
performance areas:

» Knowing your communities and equality mapping

* Place shaping, leadership, partnership and organisational commitment
« Community engagement and satisfaction

* Responsive services and customer care

* A modern and diverse workforce.

We are one of the first Housing ALMOs to be assessed against this new criteria and
our assessors were very impressed, particularly with our approach to place shaping,
leadership, partnership and our organisational commitment.

Additionally in January, training on Equality and Diversity and Domestic Abuse was
rolled out to Salix Direct and contractors and positive feedback on the courses was
received. Also, all actions arising out of Equality Impact Assessments are being
monitored through STEM to ensure that progress is made.



Salix Homes Good News

January 2010

Salford Stars Awards

We successfully hosted our second Salford Stars Awards evening at the Lowry theatre
on Friday 5 February. 210 guests were invited to attend the evening to recognise and
celebrate the good work so many of our customers do in their neighbourhoods. All
those nominated received a certificate in recognition of their achievements with 8 of
those individuals being selected by the Salix Homes independent board members to
be the outright winners.

This year's special guest was Andy Whyment (Kirk from Coronation Street), who
presented the awards to the winners. A great night was had by all with a fantasic
dinner followed by the chance to dazzle on the dancefloor.

The winners were:
Good Neighbour Star - Jill Cartwright

Jill has been the driving force in setting up and running the local tenants association.
She is the focal point for many people living in the area and liaises with Salix Homes,
Councillors and the local Police to try and deal with her neighbours issues and
concerns.

Jill is very community focused and is always making time to help and support others
before herself. Her time is never her own, she is either helping out at the local school,
helping residents in her street or attending meetings to find out what is going on and to
report back at the tenant association meetings.

Better Environment Star - Frank Whittaker

Frank was very instrumental in securing £50,000 of National Lottery funding, to turn a
piece of wasteland into a community garden. Working with various agencies, including
Salix Homes, Frank has helped make his estate a better place to live and continues to
work with others to make improvements in his area. Frank works relentlessly with the

police and councillors reporting back at meetings.

Outstanding Young Star - Curtis White

Curtis has been involved with various task groups working with New Deal for
Communities, East Salford Community Committee and Oliver's Youth Club since
2004. Curtis is an exemplary individual who represents young people within his
locality. He is a caring and dedicated volunteer who has not just turned his life around
but is now working with other young people to help them achieve their goals.



Outstanding Achievement Star - Ken Derbyshire

Once again over the past 12 months, Ken has shown his commitment to the Tenants
Association. Continually bidding to various organisations to secure funding to support
the group and make improvements to his area. The funding has helped put on trips for
the elderly and make environmental improvements, such as hanging baskets and
flower beds within the grounds. Ken attends meetings with Salix Homes and does

his best to represent people's views and opinions to get the best outcome for them.
Ken is an outstanding member of the community who deserves recognition for all the
voluntary work he does.

Community Initiative Star - Marie Backhouse

Every Wednesday evening, at Seedley primary school, there is a morris dancing
training session. Lots of local children attend and Marie has organised a tuck shop
where children can buy refreshments which in turn helps raise money for the troupe.
Marie not only helps the troupe but helps the elderly people in the area and takes an
interest in their welfare.

Community Safety Star - Norman Shacklady

Norman has made a huge contribution to the estate over the years, improving the
environment, security and creating access to education. Many years ago the estate
was virtually a no go area, un-kept properties and gardens, torn down fencing, and
litter and graffiti were wide spread. Norman worked with all agencies to look at ways in
which improvements could be made to turn things around. Norman worked hard to get
the community house on the estate so that local surgeries with the police, councillors
and housing officers could be held. He has worked tirelessly to protect the park and
the fields, securing the construction and maintenance of sports and youth facilities and
making sure the land is used to its full potential.

Older People's Star - Sue Charker

Sue does so much for the elderly people in our community. She is caring and makes
people feel comfortable at all times. Fun nights are put on at our community room and
a breakfast club is run two mornings a week. Sue is always looking for new ways to
entertain the residents and is there to listen and help the residents when needed. She
attends meetings with Salix Homes, the Salford Disability Forum, the Older Peoples
Forum and the Seedley Senior Citizens Group representing tenants and members
views. Despite all the time and energy given to help us local residents, Sue has been
a carer for her elderly mother for the past 5 years.

Inclusion Star - Andrew Leaston

Andrew is an inspiration to everyone in the area. Andrew works regularly with the
Friends of St Lukes group which supports the local school with activities. Other
achievements include helping out with clean up days on the estate and painting the
school railings. Andrew is involved in so much more on the estate and the area
generally



Supporting customers in adverse weather conditions

Early January saw the most severe snow and cold weather in 50 years which made it
particularly difficult for older and vulnerable people to get out and about and to keep
warm and well. Snow and ice made it dangerous to leave the home and freezing
conditions have meant plummeting temperatures.

To help support our customers we made more than 1,500 phone calls to customers
who we knew were older or vulnerable to make sure they were managing in the cold
weather. We spoke directly to more than 1,200 people and carried out 84 visits to
provide shopping and pick up prescriptions and provide temporary heating where
people needed it.

We also held “Keep warm, Keep well” events at four of our sheltered housing
schemes. At the events people were able to collect a free blanket and thermometer
and get financial advice on things such as cold weather payments and winter fuel
payments. We were also supported by the Council’s affordable warmth team who
gave out light bulbs and thermometers and Age Concern who gave advice about their
services. The events were all well attended and in total 112 people came from the
schemes and the local community.

We were also able to deliver blankets to a further 117 customers direct to their homes
for those unable to get to the events.

Councillor Derek Antrobus praised the support offered during this challenging time,
stating “I have had excellent reports of the response of Salix Homes to the weather
conditions - thank you to your staff for your dedication to the residents.”

Customers across Salix have commented to me how caring and dedicated our staff
really are and how “going the extra mile” has made a real difference.”

Vera Pearce of Kersal was one of a number of residents who welcomed the support
saying “I'd like to thank Salix Homes for the wonderful support | have received during
the bad weather period. | received phone calls asking if everything is ok which I think
was a very good idea.”

Launch of new gardening team

The Cleaner Greener Team is pleased to announce the launch of its new Gardening
Team. The team aims to support vulnerable tenants to sustain their tenancies by
combating untidy gardens that they are unable to maintain themselves.

Our tenancy agreement states that our customers must make sure their garden is neat
and tidy. However, we know some people aren’t physically capable of doing the work
themselves. To combat this issue the new Gardening Team carry out free gardening
for those customers who meet the following criteria:

» Have a disability, ill health or are elderly



» Can't afford to pay a gardener
* Have no-one else who can do it for them

The Gardening service is available to assist in maintaining gardens; this includes
trimming, weeding and mowing but not big jobs such as landscaping.

The team consists of five operatives and is based at Turnpike House. They are
directly managed by Salix Homes in partnership with Environmental Services. This
service is funded by The Future Jobs Fund.

Since the launch in January, eight gardens have already been referred and three
successfully completed.

One of our customers from Lower Kersal suffers from mobility problems and could not
maintain his garden. After the team worked to clear debris and trim back overgrown
foliage from his garden he said, “This is an amazing service and will allow me to use
my garden in the summer, all | can say is thank you”.

Adoptments

It is recognised that many customers care for their gardens and these provide a
number of benefits to the individuals concerned as well as to the general area.

However, there are a number of customers who are elderly, infirm or vulnerable or
have limited time and skills to carry out this activity.

‘Adoptments’ bring together two types of people: the person who willing to share their
garden and the person patiently looking for a growing space on the council allotment
waiting list. The householder will have their garden looked after for free and the
gardener gets a free growing space in return!

We hope that, through this scheme, we will be able to continue to make Central
Salford a cleaner and greener place to live.

HouseMark seal of approval for ASB management

In January we received the seal of approval from HouseMark and the Social Landlords
Crime and Nuisance Group, for how effectively we tackle anti-social behaviour (ASB).

This new accreditation award is the first of it's kind and allows us to demonstrate to
our customers, partners and stakeholders that we recognise the negative impact that
ASB can have on our communities and that we are committed to tackling it's root
causes.

Our ASB service undertook a rigorous assessment over five intensive days. Our
performance was assessed against a series of ‘ASB Commitments and Building
Blocks’ which are based on regulatory expectations, best practice and which build on



the Respect Standard for Housing Management. The assessment process involved
interviews and focus groups with customers, staff and partners.

The Safer Neighbourhoods and 1st Response Teams have worked tirelessly to
achieve this award but couldn’t have achieved it without the commitment of all
colleagues across Salix Homes.

We are the first ALMO in the country to receive this prestigious award.

Keep Britain Tidy accreditation

In January we were also has awarded the Keep Britain Tidy
‘Cleaner, Safer, Greener’ Quality Mark Accreditation for the
Ordsall and Langworthy Neighbourhoods at the ‘performer’ level.

The assessors were particularly impressed with the level of

partnership working and the Co-location Team that is clearly

achieving results and improving our neighbourhoods. They were

also very impressed by the commitment and dedication of staff
working in the neighbourhood teams. This is testament to the great work that we are
delivering in our neighbourhoods.



Salix Homes Key Performance Indicators:

January 2010

Performance Overview
Level One Scorecard

The level one scorecard contains forty indicators, with ten indicators aligned to each of
the four distinct aspects of our business: customers, process, learning and growth,
and financial. These are further explained as:

Customers: To be excellent, what do our customers want us to be like?
Process: To be excellent, what do we need to be good at?

Learning and Growth: To be excellent, what do we need to know about others
and ourselves?

Financial: To be excellent, how do we obtain, and make the best use of,
money?

Excellent performance in all four aspects is vital to realising the Vision of ‘More than
just a place to live’. Overall performance for January 2010 can be summarised as
follows:



The following chart shows the overall performance of the level one indicators reported
since April 2009:
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Areas of performance exceeding expectations

Following a robust independent assessment by the Improvement and Development
Agency (IDeA) we have been awarded ‘Achieving’ status against the Equality
Framework for Local Government, and so have now successfully met our target for
this indicator for 2009/10.

Areas of concern

Performance for % calls to Salix Direct resolved at first point of contact remains below
target despite positive action being taken as a result of the ongoing performance clinic
for this indicator.



Performance Summary

Customer
Housemark
Freg- Performance | Target Nov- Dec- Direction | Overall Met ALMO
Ref Team PI uency 08/09 0010 | 09 | 09 |[9319 | ofTravel | Rating | 2008/09 Upper
Quartile
Locul | 'mprovementand | Level of customer Annual 80.7% 82% | 80.7% | 81.4% | 81.4% 80.7%
Communication satisfaction with Salix Homes
Imorovement and Level of customer X
LOCU2 P L satisfaction that Salix Homes Annual 70.2% 72% 70.2% 69.6% 69.6% 64%
Communication takes views into account
% of customers satisfied with
Improvement and . o N o o o o
LOCU3 Communication g::::renteolgl;ii:ltéourhood as a Annual 73.3% 75% 73.3% 76.7% 76.7% 79.6%
Improvement and Level of customer
LOCU4 P L satisfaction with value for Annual 73% 75% 73% 74% 74% 78.0%
Communication money for rent
) Customer satisfaction with 0 N N o o
LOCUS Maintenance responsive repairs service Monthly 97% 97% 97.8% 97.9% 97.9% n/a
LOCU6 | Programmes Customer satisfaction with Monthly 91.9% 93% | 93% | 94% | 94% n/a
programmed work
Safer % of ASB complaints
LOCU7 Neighbourhoods resolved to complainants Quarterly n/a 75% 66% 75% 75% 78.3%
satisfaction
Locug | Customer Service | Level of satisfaction with Monthly 100% 95% | 99.2% | 99.3% | 99.4% n/a
and Involvement Salix Direct
% grounds maintenance
LOCU9 | Cleaner Greener sites inspected receiving an Monthly n/a 95% 97.9% 97.6% 97.6% n/a
acceptable or above rating
% blocks inspected receiving N o o o
LOCU10 | Cleaner Greener a to standard or above rating Monthly n/a 95% 93.8% 93.9% 94.8% n/a

" This benchmark result is calculated with 'no opinion' answers to this question included in the denominator. The result for Salix Homes when calculated in
this way is 64.7%, an improvement on the 2008 figure of 64.1%.




Process

Housemark
Met ALMO

2008/09 Upper

Quartile

27.8 days

n/a

99.4%

98.6%

n/a

99.9%

98.7%

79.8%

Frequen- | Performanc | Target Nov- Dec-
et Uiz = ey 08/09 | 09/10 | 09 o9 |Jan-10
Empty Properties 34
LOPR1 | and Supporting Average re-let time Monthly 48 days davs 25 days | 24 days | 25 days
Neighbourhoods 4
Organisational CRE code for rented
LOPR2 Development housing Annual Yes Yes Yes Yes Yes
0 .
LOPR3 | Maintenance o of emergency repairs | o 99.7% 99% | 99.8% | 99.5% | 99.7%
completed on time
5 -
LOPR4 | Maintenance % of urgent repairs Monthly 99.4% 99% | 99.6% | 99.5% | 99.4%
completed on time
Income % rent arrears cases on
0, 0, 0, 0,
LOPR5 management correct 'Ievel qf Monthly n/a 90% 92% 91% 93%
escalation policy
. % properties with a valid
LOPR6 | Gas Servicing o Monthly 99.7% 100% 100% 100% 99.9%
gas safety certificate
0 ; ;
LOPR7 | Maintenance rﬁ;ggzl':‘sd ?(pe%?'”tme”ts Monthly |  89.3% 92% | 93.7% | 94.0% | 93.8%
% complainants
Safer satisfied with the way o 0 0 0
LOPRS Neighbourhoods their ASB case was Quarterly na 75% 1% 4% 74%
handled
% of programmed
LOPR9 | Programmes investment work Monthly 93% 94.5% 98% 98.2% | 98.4%
completed to timescale
Customer Service % calls to Salix Direct
LOPR10 resolved at first point of Monthly 71% 80% 68% 69% 69%

and Involvement

contact

n/a

n/a




Financial

Target Directi overall Housemark Met
Ref Team PI Frequency Perfgg%%nce OE; /91% Nov-09 | Dec-09 | Jan-10 on of R:':ltin ALMO 2008/09
Travel 9 | Upper Quartile
% variance of forecast |
. management fee | / plus or 0% o 0% /
LOFI1 Finance spend compared to Quarterly n/a minus 0% 0% 0% n/a
1%
budget
% variance of forecast
public sector capital plus or
LOFI2 Finance programme spend Quarterly n/a minus 0% 0% 0% n/a
compared to 1%
programme
0 -
LOFI3 Finance prog Quarterly n/a minus 0% 0% 0% n/a
spend compared to 1%
programme
. Cashable efficiency £0.53m
LOF14 Finance savings realised (£) Quarterly n/a (step) £0.38m £0.87m £0.87m n/a
Income % of rent collection as o 96.58% o o o o
LOFI5 Management a % of rent due Monthly 97.01% (step) 96.57% 96.79% 96.86% 98.2%
Income Current rent arrears £1,121k
LOFI6 Management outstanding Monthly £935k (step) £1,101k £1,031k £1,007k n/a
Income Former rent arrears £1,328k
LOFI7 Management outstanding Monthly £1358k (step) £1,513k £792k £804k n/a
Income % of tenants with more
LOFI8 M than 7 weeks rent Monthly 7.2% 7.0% 7.1% 7.1% 7.1% 3.6%
anagement
arrears
LOFI9 | Maintenance ,::\c\)/strage void repairs Monthly £1,974 £1,750 | £1,601 | £1,648 | £1,612 n/a
Err?)pgrties and % of rent lost
LOFI10 SupF[)Jorting through homes Monthly 2.1% 1.8% 1.5% 1.5% 1.6% 1.3%
Neighbourhoods becoming vacant




Learning and Growth

Housemark
. . Met ALMO
Performance Target Direction | Overall
Ref Team Pl Frequency 08/09 09/10 Nov-09 Dec-09 Jan-10 of Travel Rating Zggggg
Quartile
Staff involvement
LOLG1 Elet.tehrb hoods | I WIN initiative | Quarterly n/a 1f60 1141 1471 1471 n/a
eighbourhoods (hours) (step)
Customer % customers
LOLG2 | Service and satisfied with the | )y 70% 64% 53% 54% 58% 63.6%
| outcome of their :
Involvement complaint
LOLG3 8;%2?(';?;‘225" Droridforce % Quarterly 6.5% 7.1% 7.6% 7.1% 7.1% na
LOLG4 8;%1?;?222?' wgﬂfe‘:ce % Quarterly 44.8% 47.1% | 46.4% | 435% | 43.5% n/a
LOLG5 8;%2?(';?;‘225" Droriforce % Quarterly 5.1% 4.6% 5.4% 4.6% 4.6% n/a
Equality
‘o Framework for
LOLG6 Organisational Local Annual Developing Achieving | Developing | Developing | Achieving n/a
Development
P Government
level achieved
Organisational Average Days 11.8 125 125
LOLGY Development Lost Quarterly 12.5 days 10 days days days days 9.7 days
Organisational % completion of
LOLGS8 Development staff appraisals Monthly 79% 90% 95% 95% 95% n/a
P Level of staff
LOLGY grga?'sa“onf" satisfaction with | Annual 82% 85% 82% 82% 82% n/a
evelopmen Salix Homes
Improvement % profiling data 80%
LOLG10 | and held across all Quarterly 67% (step) 80% 81% 81% 73%

Communication

diversity strands




Key

Performance has improved compared with the previous period

Performance is the same as the previous period

Performance is worse than the previous period

Performance is at or above target

Performance is slightly below target

Performance is significantly below target

Performance figures quoted are from the previous period




Commentary for the performance of January 2010
KPIs by exception

% properties with a valid gas safety certificate
Good Performance - Up

99.6% 99.7% 99.0% 99.1% 99.2% 99.0% 99.2% 99.9% 100% 100% 100% 99.9%

100% + = —
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s 5 ° g % g S § 5
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= 0 . .
Target = 100% Compared to target: Trend: Unfavourable

Responsible Officer: Steve Moore

Comments
Salix Homes has a responsibility for ensuring all properties with gas

appliances are issued with a CP12 safety certificate and serviced on an

annual basis. Salix Homes carries out servicing on a 10 month cycle and

has a procedure to refer to the Council’s Legal Services those properties

where access cannot be obtained.

- Within the 2009/10 cycle there are 8 properties without CP12s.

Barriers
Apollo Heating suspended the service cycle to provide increased
emergency cover during the extreme cold period in January 2010.

Actions
All of the 8 properties without CP12s are in the enforced access process.

Implications
We are confident of improving performance in February to achieve 100%

by the end of the period.



% calls to Salix Direct resolved at the first point of contact
Good Performance - Up
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Target = 80% Compared to target: Trend: Static
Responsible Officer: Sian Grant

Comments
All the calls that are not dealt with Salix Direct at first point of contact are
referred to Salix Homes through an inbox system, and the customer is
called back within two hours. Therefore in over 30% of cases the
customer has to wait for someone to ring back before their query can be
dealt with.

Barriers
Last month we reported that performance had improved in the latter half
of December following a change in the CRM call categories used by
Salix Direct to better reflect the business. However, this improvement did
not extend into January and performance has remained static overall.
The areas with the highest volume of total calls and calls unresolved at
the first point of contact relate to Apollo and Jackson Lloyd, and the
performance clinic is focussed on working to resolve this.

Actions
The most common reason for calls being referred from Salix Direct is
‘appointment enquiry’, and work is currently taking place to investigate
this category of referrals in more detail.
All calls relating to ASB are now handled directly by the Safer
Neighbourhoods Team, with effect from 18" January 2010.



Implications
This issue is being closely monitored by EMT at bi-monthly intervals to
show progress made with respect to call reduction. However, we
anticipate that this indicator will stay below target for the remainder of
this financial year.



% customers satisfied with the outcome of their com plaint
Good Performance - Up

80% —

70% +
63%
60% + 58%
52% 53% >4%
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Target = 64% Compared to target: Trend: Favourable

Responsible Officer: Daryl Stonebank

Comments
Satisfaction with the outcome of complaints remains below target, but
has increased from 52% in October 2009 to 58% in January 2010.

Barriers
Analysis of satisfaction by service area showed that key areas for
dissatisfaction are responsive and gas repairs, where the majority of
complaints are received. On the whole, satisfaction with outcome of
complaints is increasing.

Actions
We held a workshop for responding officers aimed at improving the
quality of responses and customer contact during the lifecycle of a
complaint on 28™ January 2010.
Since the start of January all response letters are now checked for
quality before being sent out centrally.
Satisfaction with ‘outcome’ and ‘handling’ of a complaint is to be
introduced as a performance indicator for each of our service areas from
April 2010 to ensure teams have greater accountability to manage their
own customer feedback.
We have registered for the HouseMark complaints benchmarking service
to enable us to assess the service more accurately and identify potential



service improvements. We have submitted our results for quarter 3 and
benchmarking of performance will be available in March 2010.
Implications

- Customer Feedback is closely monitored at all levels of the organisation,
and a number of improvement actions have been put in place to develop
the service including working towards an accredited framework (BS 1ISO
complaints management.)
The implementation of the revised Customer Feedback procedure is
monitored by EMT on a weekly basis.



Workforce % Women

Good Performance - Up

50% — 45.4% 46.4%
44.8%
45% + / 43.5%
L
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0%
Q4 Q1 Q@ Q3
Target = 47.1% Compared to target: Trend: Unfavourable

Responsible Officer: Sarah Henderson

Comments
This indicator monitors gender representation with the workforce. The
target was set based on the percentage of working age women in
Central Salford, using census data.

Barriers
The fall in performance is due to the appointment of eight individuals
through the Future Jobs Fund, of which seven were male. We believe
this is due to the nature of the roles, which were mainly grounds
maintenance positions and attracted applications mostly from males.

Actions
We will continue to monitor the gender of applicants for and
appointments to vacant and new posts.

Implications
No change is possible to this indicator until vacant posts or new posts
arise.



Workforce % Disabled
Good Performance - Up

5.4%

5.1%

4.1%

0%

Q4 Q1 Q2 Q3

Target = 4.6% Compared to target: Trend: Unfavourable
Responsible Officer: Sarah Henderson

Comments

This indicator monitors the representation of people with a disability
within the workforce. The target was set based on the percentage of
working age people with a disability who are economically active in
Central Salford, using census data.

Barriers

In quarter three two individuals left Salix Homes who had a disability,
one of whom left on health grounds.

Actions
We will work with Remploy to promote the next recruitment phase for the
Future Jobs fund. Remploy specialise in supporting people with
disabilities to access employment.

Implications

No change is possible to this indicator until vacant posts or new posts
arise.



Average Days Lost

Good Performance - Down

14 4
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‘- Long term absence == Short term absence Target ‘
Target = 10 days Compared to target: Trend:Unfavourable

Responsible Officer: Sarah Henderson

Comments
Average days lost increased to 12.5 days at the end of quarter 3. The
overall increase is due to a rise in long term absences, whereas short
term absence has remained the same. A Performance Clinic has been
held on sickness absence to examine how we can work to improve our
performance in this area.

Barriers
The main barriers identified at the Performance Clinic were the
inconsistent application of the absence management procedure by
managers, and a lack of effective sickness reporting to EMT.

Actions
Training on the absence management procedure will be re-launched,
and Organisational Development staff will be attending back to work
interviews for a six month pilot on a spot-checking basis to offer support
and guidance in absence management.
For areas of the business where short term absence is high we are
targeting referrals to Occupational Health as soon as a stage in the
absence management procedure is reached, to ensure any underlying
health problems are dealt with effectively.



There were 12 people on long term absence in quarter 3. Five of these

have now returned to work, two have left the organisation, and the

remaining five are being supported and managed appropriately.

In depth absence reports are now presented monthly to EMT.
Implications

We will continue to monitor absence closely, and a further Performance

Clinic is to be held to review the initiatives taken.
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