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1. PURPOSE OF REPORT 

 
This report reviews and concludes the performance of Housing Department in 
relation to its Service Plan 2010-2012.  
 
 

2. RECOMMENDATIONS 
 
The Committee is recommended to: 
 

2.1. Note the contents of Housing Department Service Review; 
 

2.2. Note that a new department plan is being drawn up for the period 2012 - 2017. 
 
 

3. FINANCIAL IMPLICATIONS 
 
All actions are within the Department's approved budget. 
 
 

4. MAIN TEXT 
 

4.1. The Department has made the following improvements or sustained a target level in 
its priority performance indicators: 
 
Provide quality houses for our tenants that meet the SHQS and improve the 
quality of housing in the private sector. 
 
• All Council and Registered Social Landlord properties require to have a 

National Home Energy Rating (NHER) of 5 by 2015. At the current time 80% 
of our houses now meet the NHER rating level of 5. 

• The average level of customer satisfaction with Capital programme works has 
increased to 98%. 

• 55% of Housing stock meets the Scottish Housing Quality Standard. 
• We have upgraded 1,596 kitchens per annum. 
• We have upgraded 255 roofs. 

 
Improve the quality of our letting service and sustainability of tenancies 
 
• Over the past year the average days taken to re - let properties which are low 

demand has reduced considerably and the average time taken to re - let a 
property is  72 days compared with last years figure of 110 days. 

• The average days to re - let not low demand properties reduced to 61 days 
from 98 days the previous year. 

• Allocations - 52% of lets were made to homeless households, 38% to general 
needs applicants, 6% to redevelopment and 5% to choice. 
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• The number of successful nominations to housing associations increased to 
138 compared to 66 the previous year. 

• The number of successful homeless section 5 referrals was 64 compared to 
41 the previous year. 
 

Deliver a high quality responsive repairs service through the repairs 
partnership agreement 
 
• The year end figure for 2011/12 shows that 99.9% of council houses with a 

gas central heating system, have a current gas safety certificate. It also 
shows that 97.5% of all gas safety checks were carried out within 12 months. 

• Overall 91% of all repairs are completed within target timescales. 
 

The following indicators have shown a decline in trend and will be the subject to 
detailed performance review in the period ahead -   
 
• Current tenant arrears performance at 10% of net rent due are above target 

(9%). A Rent Recovery action plan has been approved by the Housing Best 
Value Review Group and is being implemented. 
 

The table below presents the Department's top priority performance indicators: 
 
Key Performance Indicators 

 
Definition 07/08 08/09 09/10 10/11 11/12 Current 

Target 
Bench 
mark 

Improvement 
Status 

% of houses 
meeting NHER 
rating level 5 

  66 70 80 100  � 
 

% of Council 
houses passing 
Scottish Housing 
Quality Standard 

15 23 25.6 34.1 55 55 53.6 � 

Current tenants 
arrears 

9.1 9.9 9.2 9.6 10 9 6.1  

Letting decisions 
consistent with 
policy - % for 
homeless 

  40 49 52 45 47 � 

% of Council 
houses with a 
current gas safety 
certificate 

   99.3 99.9 100 93  

Number of anti-
social behaviour 
complaints 

1,314 1,491 1,868 1,858 1,548 1490  � 

Number of people 
on social tariff 

  537 715 770 537  � 

Amount of money 
raised (social 
tariff) £ 

  164265 223251 253950 50000  � 

 
Status Yearly & Long term trend: �= >5% improvement,  = maintained, �= >-5% deterioration 
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4.2. Highlights 
 
The Department's key achievements during the year 2011/12 were: 
 
• 80% of Council Houses are meeting NHER rating level 5. 
• 98% of qualifying repairs under the Right to Repair Scheme were dealt with 

within timescale. 
• The year end figure for 2011/12 shows that 99.9% of council houses with a 

gas supply have a current gas safety certificate. It also shows that 97.5% of 
all gas safety checks were carried out within 12 months. 

• At the year end 2011/12, 60,775 responsive repairs were carried out in the 
city. Of these 91% were completed on time, against a target of 90%, which is 
an improvement on the 88% achieved in 2010/11. 

• The number of anti social behaviour complaints for the year end 2011/12 fell 
to 1,548 compared to 1,858 for the previous financial year. 

• All new tenants' visits were completed within 8 weeks of the tenancy 
commencing.  

• Since June 2011 there has been a constant improvement in performance on 
relet properties which are not low demand, the target is 65 days  the latest 
figures for March is 61 days. 

• This also applies to properties which are low demand, the target for these 
properties is 78 days, and the latest figures for March are 72 days. 

• The Homeless prevention team has achieved an average of 46% non 
application rate over 2011/12. Homeless applications have fallen by 16% from 
2010/11. 

• Improvements made through our SHQS delivery plan include externally 
insulating and cladding the multi storey development at Dallfield, and 
installing a new district heating system. 
 

4.3. Appendix 1 sets out the current Housing Department's Service Plan with the most 
up to date performance and an update on each of the actions included in the 
Service Plan. 
 

5. POLICY IMPLICATIONS  
 
This report has been screened for any policy implications in respect of 
Sustainability, Strategic Environmental Assessment, Anti-Poverty, Risk 
Management.  There are no issues in this regard to report on. 
 
An Equality Impact Assessment has been carried out and will be made available on 
the Council website http://www.dundeecity.gov.uk/equanddiv/equimpact/ 
 

6. CONSULTATIONS 
 
The Chief Executive, Director of Corporate Services and Head of Democratic and 
Legal Services and all other Chief Officers have been consulted on the preparation 
of this report.  No concerns were expressed. 
 

7. BACKGROUND PAPERS  
 
None. 

 
 
ELAINE ZWIRLEIN 
DIRECTOR OF HOUSING MAY 2012 
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Appendix 1 
 
Housing Department Performance Review 
 
Objective One: Provide quality houses for our tenants that meet the SHQS and improve the quality 
of housing in the private sector 
 
Performance Indicators 

  Performance Statistics Improvement 
Status Benchmarks Commentary 

Definition Previous 
Figures 

Latest 
Figures 

Yearly 
Trend 

Long 
Term 
Trend 

Ave' Best 

Latest Update 
(followed by 
remedial action 
if declining 
performance 
indicated) 
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  Performance Statistics Improvement 
Status Benchmarks Commentary 

Definition Previous 
Figures 

Latest 
Figures 

Yearly 
Trend 

Long 
Term 
Trend 

Ave' Best 

Latest Update 
(followed by 
remedial action 
if declining 
performance 
indicated) 
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Status Yearly & Long term trend: �= >5% improvement,  = maintained, �= >-5% deterioration 
 
Action Plan Update 

Description Owner/Officer Latest Assessment Target Date Status 
���������	��
����������	
���
����
���������
��
����
��
��
����
�
��������������������
���	
���
�����
��
��������
��������
�����
��	

��������	

��
���������	�
	
��
&
��	���	
����
��	���	�
,	�
��	
����������	�
�	�����	
��&�	������	�
	
��������	

��
���������	�
�	
�
,	�
��	�
&�	

,�������0		

(�����	
9,������%)
���	
���&��	

�!�"���"��	
'���
���	�
�����	.����	����������	�����,��	
:������	�
����
��	�
,	������	��	�
&&�����	

4#%#1%"#$+	
��	
��������	

�&���&���	����	
��������	����	�
	
��������	���	
��&���	
�	�
����	
������	�
����	
&������	���	
��������0	

(�����	
9,������%)
���	
���&��	

�!�"���"��	
����	)

�	���	/�����	�����,	�
&������	���	
����
���	��	�
�����	�
&&�����	��	!�����	
"#$#0	*�����	�������	�
	��
�����	�
�����	
)������
�	���	��	;���0	.���	������	,���	�������	
���	�����	�������	
�	�
������	�
�&���
��	���	
���������	��	���	���	������	��������	��
&	���	
��)0	����	���&����
�	���&�����	�
	���	
��
�����	�
�����	)������
�	��	���	���	����	
�	
4#��	;���	"#$$%$"	�������	���	,���	��)	
�	
���	$��	;���	���	$��	!�����	

4#%#1%"#$+	
��	
��������	

�&���&���	 (�����	 �!�"���"��	 4#%#1%"#$+	 ��	



 
 
 

NCR/qpu/Report No 215-2012 Service Plan Review 2011/12 
 

3 

Description Owner/Officer Latest Assessment Target Date Status 
���
�����	�
	&���	
���	����	����	
��<�����	���	�
������	
���	)�*�	�
	�����	�	
&���&�&	'�()	+	
��	"#$+0	

9,������%)
���	
���&��	

!�	��
��0	"	5��������	&��	��
�-�	�
,	�����	
����=	��������	�������	��������������	���������	
���	��������	�������	�����&�	�������	�����	
���������	��	����������	�����0	1	&���	��	*
����	
�
	�����	
�	����	��	>����=	"#$"0	!��	
����	
��
�������	���������	�
�	���	,
�-	��������	
�	
��������
� 	,����	,���	���	���&	�������	
������?���������	�
&�
����	
�	����	��	
"#$+0(@��	�
������	�
	��	�������	
��	���	
��������	��
�������	,����	&��	�

-	��-�	�������0	
.���	���	����	��	�������	��	���	���	������
���	
,
�-	��<�����	�
	�����	���	��
�������	��	�
	
��������=	�������	
��0	!��	��
�-�	�
,	
�����,��	��	5��������	,���	�,
	�
,	�����	����0	
:������	��	�����	�
�	*
����	>�5	,���	�����	
�	
����	�
,	;���	"#$"	

��������	

@������	�
�����	

5�����&���	!����	
>�����&���	@���0	

(�����	

9,������%)
���	
���&��	

�!�"���"��	

�
�����	�����	�
	�
��
����	!����	&�����&���	
����	�
&�����	�
�����	!����	>�����&���	
@���	�
,	������	��	�
�����	�
&&�����=	���	
�
	��	�����,��	
�	��	!�����	�����	,���	!�����	
"#$"	���	������	�
�	�
&�����
�	
�	���	�����	
�����,	

4#%$#%"#$#	 �
&������		

���&��	)

�	���	
/�����	)����,	
)��
��	�
	��
�����	
A
����&���0	

(�����	
9,������%)
���	
���&��	

�!�"���"��	
.��	������	������	�
�	"#$#%$$	,��	&���	��			
;���	"#$$0	)�����	�
�	"#$$%$"	��	�����	
��������0	

4$%#B%"#$#	 �
&������	

 
 
 



 
 
 

NCR/qpu/Report No 215-2012 Service Plan Review 2011/12 
 

4 

Objective two:  Ensure that the Housing Revenue Account is delivered within budget at  
                           year end whilst providing and improving services that exceed customer 
                           expectations 

  Performance Statistics Improvement 
Status Benchmarks Commentary 

Definition Previous 
Figures 

Latest 
Figures 

Yearly 
Trend 

Long 
Term 
Trend 

Ave' Best 

Latest Update 
(followed by 
remedial action if 
declining 
performance 
indicated) 
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Status Yearly & Long term trend: �= >5% improvement,  = maintained, �= >-5% deterioration 
 
Action Plan Update 
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Description Owner/Officer Latest Assessment Target Date Status 
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Objective three:  Improve the quality of our letting service and sustainability of tenancies 
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Status Benchmarks Commentary 
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Status Benchmarks Commentary 
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Objective Four:  Prevent and reduce homelessness by progressing and implementing  
                             the Homelessness Strategy 2008-2012 
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Status Yearly & Long term trend: �= >5% improvement,  = maintained, �= >-5% deterioration 
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Objective Five:  Foster a culture where Housing staff are clear about their role &  
                            responsibilities, feel valued & committed resulting in a highly motivated  
                            & skilled workforce delivering excellent service 

 

  Performance Statistics Improvement 
Status Benchmarks Commentary 

Definition Previous 
Figures 

Latest 
Figures 

Yearly 
Trend 

Long 
Term 
Trend 
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Latest Update 
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remedial action 
if declining 
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indicated) 
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  Performance Statistics Improvement 
Status Benchmarks Commentary 

Definition Previous 
Figures 

Latest 
Figures 

Yearly 
Trend 

Long 
Term 
Trend 

Ave' Best 

Latest Update 
(followed by 
remedial action 
if declining 
performance 
indicated) 
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Status Yearly & Long term trend: �= >5% improvement,  = maintained, �= >-5% deterioration 
 
 
Action Plan Update 
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Description Owner/Officer Latest Assessment Target Date Status 
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Objective Six:  Provide opportunities for service users, including residents and tenants,  
                          to influence service delivery 

 

  Performance 
Statistics Improvement Status Benchmarks Commentary 
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Definition Previous 
Figures 

Latest 
Figures 

Yearly 
Trend 

Long Term 
Trend Ave' Best 

Latest 
Update 
(followed by 
remedial 
action if 
declining 
performance 
indicated) 
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  Performance 
Statistics Improvement Status Benchmarks Commentary 

Definition Previous 
Figures 

Latest 
Figures 

Yearly 
Trend 

Long Term 
Trend Ave' Best 
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Update 
(followed by 
remedial 
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declining 
performance 
indicated) 
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Status Yearly & Long term trend: �= >5% improvement,  = maintained, �= >-5% deterioration 
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Description Owner/Officer Latest Assessment Target Date Status 
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Objective Seven:  Deliver a high quality responsive repairs service through the repairs  
                               partnership agreement 

 

  Performance Statistics Improvement 
Status Benchmarks Commentary 
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Figures 
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Figures 
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Status Yearly & Long term trend: �= >5% improvement,  = maintained, �= >-5% deterioration 
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Objective Eight: Deliver the Dundee Anti-Social Behaviour Strategy and improve	the  
                             quality of life and environment through partnership working 

 

  Performance Statistics Improvement 
Status Benchmarks Commentary 

Definition Previous 
Figures 
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Figures 
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Long 
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declining 
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indicated) 
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Status Yearly & Long term trend: �= >5% improvement,  = maintained, �= >-5% deterioration 
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Action Plan Update 
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Objective Nine:  Contribute to the promotion of child protection services in the city  
                             through the operation of a robust Housing Department Child Protection  
                             Policy 

 

  Performance Statistics Improvement 
Status Benchmarks Commentary 
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Definition Previous 
Figures 

Latest 
Figures 

Yearly 
Trend 

Long 
Term 
Trend 

Ave' Best 

Latest Update 
(followed by 
remedial action if 
declining 
performance 
indicated) 
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Status Yearly & Long term trend: �= >5% improvement,  = maintained, �= >-5% deterioration 
 
 
 
Action Plan Update 
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Objective Ten: Eradicate fuel poverty in Dundee as far as is practicable whilst meeting  
                           the Scottish Government's targets on reducing carbon emissions  
                           through the Climate Change Act in order that citizens of Dundee can live  
                           in warm, dry, affordable homes 

 

  Performance Statistics Improvement 
Status Benchmarks Commentary 
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Status Yearly & Long term trend: �= >5% improvement,  = maintained, �= >-5% deterioration 
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