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Year 1 Year 2 Year 3 Year 4

CPPHT Decency Profile Prelim.to  April 2008  April 2009-  April 2010 -
March 2008 March 2009 March 2010 March 2011

Properties Non Decent at Start of Year 2604 2081 1423 743
Properties made Decent 1285 1227 837 749
Properties becoming Non Decent 762 569 157 6
Total Non-Decent at End of Year 2081 1423 743 0
Percentage of Stock Non-Decent at Start of Year 52% 42% 29% 15%
Percentage of Stock Non-Decent at End of Year 42% 29% 15% 0%

Although we have exceeded our target of 970 this year and made an additional 315 homes decent, a further 762 homes have
become non decent. However, we have adjusted our projections accordingly as demonstrated within the above table, and we are
on track to have 0% non decency by the year 2010/2011.
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Overall programme progress

Date

Internals programme

Started January 2007 — due to complete August 2009

Externals programme

Starting March 2008 — due to complete March 2011

Improvements Completions Year to date
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The project of internals has exceeded the planned number of properties by eight completed properties. Board are asked to note that the actual
properties planned to have been worked on will have fluctuated due to either full or partial refusal by customers. Partial refusal may have been the
customer wanting central heating but not wanting kitchen and bathroom etc or a customer not wanting the disruption. The increase in number
completed therefore cannot be taken as achieving more for less — it is achieving something different for less than planned. Refusals are constantly
monitored for reasons and we to try to get them back into the programme at the earliest opportunity — the reality is the majority will not return into

the programme until there is a change of customer.

For achieving Decency purposes a refusal can be considered as decent until it becomes empty but close monitoring ensures we pick up at the

earliest opportunity.
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Improvements total spend

Improvements - Average spend per property - cumulative
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The outputs achieved from the completions summary chart have been achieved within budget.

Extra elements of work undertaken in addition to the four main elements of the programme (Kitchen, Bathroom, Central heating
and Rewire) are:

asbestos removal
aids and adaptations
void works
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Improvements - Customer Satisfaction
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Commentary — contractor performance

Customer Satisfaction in the Final Quarter of the Year (January to March) averaged 90% with a form return rate of 62%. This compares with
performance in the third quarter (October to December) of 86% and 32%.

Both indicators therefore show a positive trend that bodes well for the next phases of the programme. The Core Group and its sub groups,
particularly Customer Focus Group have and are working hard to maintain this improvement and are considering further enhancements based
on best practice in collection of and interrogation of the data to maintain this positive movement.
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Out of date CP12 Analysis as of 31st March 08

Less than one month as of 31* March 2008 0
Between one and three months 6
Between three and six months 0
Over six months 3
Outstanding CP12s from January report still outstanding 3
Property W — expired on 16/5/07 — we have made an appointment for
14™ May via customer’s solicitors.

Property K — expired 7/8/07 — we obtained an injunction on 29" April
Property R — expired 8/2/08 — is now void and capped.
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Commentary — gas servicing

The Trust has made significant improvements
in performance throughout the year in
completing the programmed servicing of gas
appliances with a year end close figure of 9
properties as opposed to the year start position
of 85.

Outstanding CP12s reduced steadily
throughout the year with the introduction of an
11 month service cycle period and the
introduction of a more robust “No Access”
procedure, which included the use of the “tape
up” option for residents who have ignored the
Trust’'s attempts to gain access.

The dip in performance over the Christmas
period was caused by the reduction in Trust
staff involvement with the servicing programme.
For the future the Cyclical Maintenance
Manager will bring forward properties in the run
up to the Christmas period to reduce the
number of properties that will expire in that
period. Additionally, we will increase the
number of evening and weekend appointments
which are available.

We hope to further improve performance over
the next twelve months utilising aspects of the
IBS Repairs and Maintenance system.




Repairs Performance — All Jobs
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Commentary - repairs

We have seen an improvement in performance of repairs completed in time over the year due to measures implemented including the validation of data to
ensure it was being recorded correctly, increasing the number of appointment slots and promoting multi-skilling.

Three indicators finished the year below target, firstly the percentage of jobs raised as an emergency; which continues to be a challenging target. Despite
improvements to reduce the level at year-end it continues to be below target. The coming year will see further improvements, i.e. a greater use of the repairs
diagnostic software and the revised schedule of rates, both of which will reflect repair priorities in more accurate way. Secondly the void repair turnaround
time, which has dipped below target by 0.6 of a day. This is due to a higher than usual number of voids received in the January and February requiring major
works. The third indicator that was below target level was the Pre & Post inspection levels, a new indicator that was introduced in November. It is only now
that processes and recording methods are starting to bed, that this can provide a more measurable outcome.




Rent Collection 2007/08
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Current Tenant Rent Arrears 2007/08 Commentary — rent collection and arrears
“Xfi’ Not only have we seen the targets exceeded for rent
v collected and current arrears, the number of cases in
all categories have dramatically reduced. This is in
part due to an additional rent free week which means
—e—Target that we have collected more money when no debit

was raised.

Had this additional week not occurred then the rent
collected figure would be 99.4% and the arrears
would be 3.55%.
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Commentary — former tenant arrears

Following the implementation of IBS and recommendations made by HOQN, the intention is to return the FTA function to direction of the Head of
Housing and create a role for one team member to be solely responsible for collection and the management of former tenant arrears. This has
been included in the service delivery plan and objective setting for 2008/09.
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No of transfer applications = 221 11
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Termination and Transfer Reasons April 2007 - March 2008
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Commentary — lettings and voids

General needs re-let time has remained at 34 days
and we are working towards meeting the 08/09
target of 28 days. The implementation of IBS
should ensure that the voids process is more
streamlined and phase 2 of the project with see
voids workflow implemented.

The sheltered re-let time has increased from the
end of January due to 2 long term voids being let
at Dystelegh Court and Vernon Lodge.

Termination and Transfer reasons

We continue to see the main reason for void
properties being death of tenant, which has
associated negative impact on re-let times in view
of no notice received and often major works
required.
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ASB Case Monitoring
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Commentary - ASB

We are currently managing 108 cases of ASB within the team, which is the highest level since transfer. This may be as a result of the marketing and publicity of
our successes in effectively tackling and resolving nuisance and ASB. Despite the high level of cases, the team continue to meet the target response times.

The number of cases by geographical area provides interesting information for Board and valuable information to the Trust on how to target resources.

13
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New Cases by Area February & March 2008

Feb & March 2008
New Cases by Geographic area

Upton Priory

Moss Estate
Hurdsfield

Knutsford
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Total 25
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ASB Outcomes April 2007 to March 2008

No of Evictions, 7

No of Postponed
Possession Orders,
4
No of Undertakings,

9

No of Injunctions , 9

No of NTQ/NSPs, 27 .
No of Warnings, 95

No of ABCs, 7
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Commentary — community support
Performance for February and March demonstrate a dip in performance for the % of calls responded to in 60 seconds. This due to technical faults
relating to slight inconsistencies with clock settings between our server and the Tunstall server. This was highlighted in March, and has now been
resolved. Disappointingly, the customer satisfaction performance is also travelling in the wrong direction. Having investigated, this is due to customers
misunderstanding the questionnaire which has a 1-10 scale, this is now under review. 15
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Commentary —right to buy

We exceeded the business plan projection for the number of right to buys in 2007/08 by 1, but have also completed 4 buybacks during the
same period.

This means a net loss of 14 units.

During the partial year between July 2006 and March 2007, 25 right to buys were completed, so this slow down in sales reflects the national
market changes generally.
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Commentary — equality & diversity

BME workforce has reduced from 2.2% to 1.7%. Moving forward the Trust is attempting to increase this through the usual recruitment campaigns
directed at minority groups.

Board will note that we have split the BME and disability lettings by general needs and sheltered housing customers in order demonstrate a clearer
performance measure. This is evident with the performance on BME general needs lettings, which has reached the target of 5%

17
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Human Resources
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Commentary — human resources

A significant reduction in the number of days lost has been seen during Feb and March, this is due to the continued management of
absence and the Occupational Health supplier assisting with the return of long term absences. A continued improvement in long term
absence is anticipated for the coming months. A real focus will now be given to the management of short term absence which will be
reflected in future figures, although we do feel that the result of Job Evaluation has affected morale and in turn may affect this slightly in the

first quarter.
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