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Responsive and Void KPI’s
Definitions:

The Councils – Refers to the South Oxfordshire District Council and Vale of White Horse District Council.

Landlord – This will be the named Landlord on the Tenancy Agreement and will be either South Oxfordshire District Council OR Vale of White Horse Council

Service Provider – This means the appointed sub-contractor for the Councils who will implement the terms of the Policy or an internal appointed service designated within the Councils. 

This document sets out how The Councils will monitor and review Responsive and Void KPI’s. 

Definitions:
The Councils – Refers to the South Oxfordshire District Council and Vale of White Horse District Council.

Landlord – This will be the named Landlord on the Tenancy Agreement and will be either South Oxfordshire District Council OR Vale of White Horse Council

Service Provider – This means the appointed sub-contractor for the Councils who will implement the terms of the Policy. 

Responsive
1. Percentage of orders completed within target by repair priority:
Emergency – To respond within 4 hours.
Critical - P1 – To be completed within 24 hours.
Urgent - P2 – To be completed within 7 days.
Routine P3 – To be completed within 28 days.
2. Percentage of Contractor appointments kept.
3. Percentage first time fix jobs – Jobs completed following a single visit by the contractor.
4. Percentage jobs completed right first time – Jobs remaining defect free for minimum of 12 months following completion.

5. Average time to complete all repairs including emergencies.

6. Post inspections – 5% of all orders up to £1,000, 100% of orders exceeding £1,000.

7. Number of jobs missed target – Weekly report.

8.  Number of orders outstanding past target – Weekly report.

9.  Number of completed orders unpaid – Weekly report.

General

10. Tenant satisfaction surveys – Transactional survey and STAR survey.
11.  Average cost per repair.

12.  Repairs expenditure versus budget.
Voids
1. Average cost per void.

2. Void expenditure versus budget.

3. Percentage void loss.
4. Average turnaround time per minor void. 

5. Tenant satisfaction (moving in survey).
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