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Finance: Turnover for the year (£) £38,762,000 £34,882,850 £9,499,960 £9,798,410 £10,171,525 £10,341,041 £39,810,936 £39,310,696
’ Surplus for the year (£) £577,000 £2,338,841 £1,026,583 £460,544 £777,792 -£1,457,226 £807,693 £705,757
Rent & Services Charges collected (%) 99.00% 98.22% 98.37% 98.73% 99.02% 100.51% 99.16% 98.00%
Voids (%) 1.00% 1.72% 1.64% 1.28% 0.58% 0.60% 1.02% 1.10%
Full turnaround period / relet time for void
properties (days) (this would include time in 30 56.11 63.85 48.94 38.73 32.35 46.0 45
repairs and time in management)
New Build Let Time (days) 4 19.00 17.34 18.36 6.75 0.4 10.7 13
ASB Cases Resolved in 15 Days (%) 95.00% 89.20% 94.91% 89.44% 94.09% 87.76% 91.19% 93.00%
Housing (C;;mmer Satisfaction with Allocation Process g5 g, 99.20% 98.70% 98.59% 97.59% 100.00% 98.72% 97.00%
(]
gt”:?:’c‘:trl c‘:’:t('g;’d'm with Standard of Home g ¢ 93.60% 91.20% 95.78% 92.77% 96.00% 93.94% 93.00%
0
S;‘:j:ni‘zztegrf:ﬁ gau':;g;;"”ts) asa 6.97% 7.47% 7.37% 7.63% 8.09% 8.09% 8.09% 7.80%
0
Number of Lets N/A 780 223 226 144 92 685 N/A NA
';':;’: (T,/e’)’anc'es Sustained for more than a 95.00% 94.64% 95.33% 96.44% 96.32% 95.41% 95.91% 94.00%
0
Percentage of Lets to Homeless (%) 40.00% 33.20% 33.33% 37.44% 36.81% 47.83% 37.37% 35.00%
Emergency repairs completed in time (%) 97.00% 95.20% 95.92% 94.88% 92.52% 93.62% 94.24% 95.00%
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Non-emergency repairs completed in time (%) 92.00% 85.92% 88.87% 89.13% 89.57% 89.31% 89.22%

Asset

Management
Repairs Service Customer Satisfaction (%) 92.00% 94.23% 94.30% 96.43% 93.93% 92.33% 94.25%
Averayge Time Taken to Complete Emergency 4 264 212 212 228 226 22
Repairs (hours)
Average Time Talfen to Complete Non 10 8.39 8.32 791 73 318 79
Emergency Repairs (days)
Percentage of Reactive Repairs Carried out 90.00% 80.61% 85.46% 88.22% 89.75% 83.44% 83.44% 88.00%
Completed Right First Time (%)
Number of times we did not meet our 0 114 0 0 0 0 0
statutory duty to complete gas safety check
Percentage of Stock Meeting SHQS (%) 95.00% 93.39% 93.39% 92.92% 93.47% 93.96% 93.96% 93.00%
Total Capital Spend (£) £38,256,650 £50,186,285 £11,268,445 £6,075,301 £10,071,776 £11,022,598 £38,438,120 £38,438,120
Starts for the year (number of units) 428 204 39 97 8 233 377 377
Completions for the year (number of units) 227 503 199 39 70 14 322 322
New Build Satisfaction (%) 94.00% 96.00% 0.00% 93.00% 93.00% 93.00% 93.00% 93.00%
No. of People Assisted Through Kingdom 640 637 162 161 194 184 701 640

Development Works
Kingdom Works Customer Satisfaction (%) 95.00% 97.00% 98.00% 99.00% 98.50% 97.95% 98.36% 98.00%
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Care & Repair Adaptations Completed

Small Repairs Completed 800 827 203 205 193 136 737
Adaptations Customer Satisfaction (%) 97.00% 88.00% 92.00% 91.80% 94.00% 95.00% 93.20%
Small Repairs Customer Satisfaction (%) 97.00% 88.00% 96.00% 94.30% 99.00% 88.00% 94.33%
KHA Absence (%) 2.50% 5.11% 5.07% 5.36% 4.12% 2.83% 4.35% 4.75%
Group Absence (%) 4.25% 5.94% 5.90% 6.27% 4.98% 4.17% 5.33% 5.50%
KHA Staff Turnover (%) 15.00% 10.98% 8.10% 7.14% 6.50% 1.87% 23.61% 26.00%
Group Staff Turnover (less than) (%) 17.50% 21.48% 6.90% 10.32% 8.59% 4.66% 30.47% 35.00%
HR:
KHA Net Promoter Score 40 35.67 27 38 39 35 35 40
Group Net Promoter Score 40 N/A 22 28 26 27 27 30
Digital:  System uptime (%) 99.50% 99.60% 99.90% 99.84% 99.68% 98.83% 99.56%  [JI00I06%M 29.50% [IIGO0GNN
Customer Satisfaction (%) 90.00% 96.00% 0.00% 0.00% 0.00% 86.00% N/A 90.00%
Stage 1 Complaints Handled in Time 100.00% 95.00% 96.73% 100.00% 100.00% 100.00% 99.18% 99.00%
Stage 2 Complaints Handled in Time (%) 100.00% 94.00% 97.37% 100.00% 100.00% 100.00% 99.34% 99.00%
Complaints Resolved by Frontline Resolution 70% 36.00% 65.00% 82.00% 91.00% 95.00% 83.25% 80.00%
:far;:”;age of Stage 1 Complaints Escalated to 5 550 6.65% 12.13% 2.25% 1.77% 2.40% 4.64% 4.50%
Percentage of Customer Satisifed with the 90.00% 88.80% 86.03% 86.03% 86.03% 86.03% 86.03% 90.00%
Customer Service Provided by Their Landlord
Service: i
:Irlc:t“;if;ﬂ All Complaints Responded toln ) o, 0, 98.88% 100.00%  100.00% 100.00% 100.00% 100.00% 100.00%
Percentage of All Complaints Responded to In 100.00% 94.07% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00%
Average Time Taken to Respond to Stage 1 2.5 2.5 1.92 1.3 1.1 1.1 1.36 2
Average Time Taken to Respond to Stage 2 9 9.6 9.3 9.6 8.3 9.1 9.08 9
Factored Customer Satisfaction Rating 50.00% 47.76% 61.11% 61.11% 61.11% 61.11% 61.11% 50.00%
Number of Customer Engaged With 1872 1560 317 393 991 2093 3794 1872
Number of Self Service Work Order Items 16100 13417 2678 2521 2653 2562 10414 10000




% Target % Target
Last Years Position to Date ° Forecast to Achieved
tr 1 \{p tr 4 i
output 22/23 Qatr Qtr Qtr 23/24 GEIETIO Year End Forecast to

D
ate Year End

Service Main

Performance Target 23/24
Indicators

KHA Board Attendance Levels 79.00% 88.00% 95.00% 78.00% 86.00% 86.75% 80.00%

KSC Board Attendance Levels 80.00% 75.00% 75.00% 75.00% 100.00% 83.00% 83.25% 80.00%

Governance & Kl Board Attendance Levels 80.00% 66.00% 75.00% 75.00% 94.00% 82.00% 81.50% 80.00%

Organisational All Board Attendance Levels 80.00% 73.00% 84.00% 82.00% 91.00% 84.00% 85.25% 80.00%
Support KHA Board Attenance In Person NA 28.00% 51.00% 57.00% 62.00% 70.00% 60.00% NA NA NA
KSC Board Attendance in Person NA 19.00% 100.00% 50.00% 100.00% 80.00% 82.50% NA NA NA
KI Board Attendance In Person NA 33.00% 50.00% 50.00% 94.00% 77.00% 67.75% NA NA NA

All Board Attendance In Person NA 27.00% 67.00% 52.00% 85.00% 76.00% 70.00% NA NA NA



