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Lewisham Homes rent collection was 99.44% for year end and above the 99% target. Rent collection has been above target all year and was also helped by
Thames Water refund credited in November. In recent months the collection rate has tailed off due to recent "cost of living" headwinds; some of it impacted by geo-
political events which has squeezed household finances in the form of sharp rises in fuel bills and food prices. Inflation is expected to peak at 9.5% (OBR
projection) by end of 2022, compared to last five year average of 2.2%.

Lewisham Homes & TMOs service charge collection is also above target for year end at 106.7% against a target of 102%. We have recovered an additional
£259K through payment plans for arrears built up during Covid uncertainty from the previous year.

Acquisitions rent collection was 102.85% for year end and ahead of 98% target. The team undertook a project to obtain Homeless Prevention funding from LBL to
reduce arrears of those acquired tenants meeting the funding criteria, this has significantly helped to improve performance.

Current tenant arrears as a percentage of the annual rent debit was 5.15% for 2021/22, and the annual rent debit was £69,487,826.

Overall performance for Customer Relations increased in March, moving away from the lower figures experienced towards the end of 2021 and beginning of
2022. Complaints responded to on time rose to 81% in March from 66% in February, having previously reached 87% and 84% in August and September and
been as high as 92% in April before dropping to 84% in May. For further information please see the Trends and Exceptions Report part of this report.

The percentage of FOls responded to on time fell from 100% to 60% in the past month, though these percentages only involve small numbers of FOIs and can
fluctuate from month to month. Three from five FOIs were responded to on time for March, compared to one from one for February and one from three for
January. Previous figures for FOls were at 100% for August and 60% for September, with the former (alongside February) matching its target figure for 2021/22.
In total for 2021/22, 39 from 64 FOls have been responded to on time.

A gap exists between the 2021/22 figures for the two Customer Relations metrics and their targets, with the percentage of FOIs responded to on time at 61% for
2021/22 but with a target of 100%. Complaints responded to on time is at 74% for its performance in 2021/22, but this is 23% behind its target figure of 97%, with
no figure in each month of 2021/22 above the target figure for this metric.

Office based staff sickness for year end was 7.7 days annual equivalent, which is below the 8.5 days target. Sickness reporting is HouseMark aligned, meaning it
includes in year ongoing sickness as well as closed sickness in the period; this gives a more accurate picture of actual sickness.

Field based sickness for year end was 25.8 days annual equivalent, and has fallen for the sixth consecutive month in a row. Sickness for Repairs operatives was
34.2 days annual equivalent, compared to 23.4 days for Environmental Services. In the last six months both services have seen a gradual fall in sickness. Field
based sickness across other industries has increased recently due to a rise in the new Covid 19 variant, including a rise in mental health related absence which is
in the top three reasons of absence along with muscular-skeletal (back problems) and chest and respiratory problems. 1.6 days was lost due to Covid out of 14.5
days sickness for all staff at year end. Please see page 9 for full covid sickness breakdown with explanatory notes.

Staff turnover on a rolling 12 month basis at the end of March was 22.8%.
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Annual Business Plan 2021/22 h%msegam

EMPLOYER

Directorate  Target Date Status Comments

Following refurbishment of office space in 2020/21 business plan,
BP11 move Lewisham Homes staff into Laurence House, subject to Development  April 2021
COVID-19 safety measures.

Staff now able to work in Laurence House subject to social distancing guidelines.
The Clearance of OTH occurred at the end of May. Closed June 2021.

453 staff have completed a core session.
Face to Face field based operative core workshops were delayed due to COVID which has impacted the timeline

BP12 I;;L#]Z:Jilommﬁe iepf?;flzg::jto?gﬁﬁer servioe programme for all CEO Seztgzrqber for the Field Based training taking place. These have now restarted.
P 9 246 staff are enrolled on the MGI LMS, and 86 have activated their learning journey on the LMS.
First internal Champions support session completed. An embedding plan is being established.
Develop and qellver anew communications and engagement Action paused due change in direction around employee voice. Discussions on the use of future surveys and
framework to inform and support colleagues through change. Roll L . . .
BP13 A CEO All year other methods of listening to the employee voice have been explored with the staff sounding board. The
out a staff survey focused on providing insight on culture and . . . .
. discussions will be shared with ELT.
engagement from across the business.
BP14  Launch new people strategy CEO June 2021 Pegple and Cult.ure Strategy launched. Workplan for delivery to include RoG projects and BAU People Services
activity. Closed in July 2021.
Continue to review our wellbeing offer and response to five star Due to the council review of Lewisham Homes, we are no longer pursuing ISO 45001 certification. However, we
BP15 health and safety audit, with a view to achieving accreditation to Property Al year continue to work to the 45001 methodology and to the same standards. We are evaluating new software to

‘ISO 45001:2018 Occupational Health and Safety Management
Systems’ in Q1 2022/23.

support this for 2022/23. Software project group reviewing H&S platform Safe365 and will report outcome to ELT
24 May 2022.

20



21



22



23



