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STRATEGIC FRAMEWORK
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Number and Percentage of Void SFA by Region
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DIO Ops Accommodation provide monthly Substitute Services Family 
Accommodation (SSFA) figures for the whole of the UK. However, due to 

the requirement to reorganise Ops Accommodation working processes to 
meet the needs of  the Housing Allocations Service Centre these statistics 
are now recorded by postcode and are no longer available on a regional 

basis.

Service Family Accommodation % Void Rates 
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TELEPHONES

DIO OPERATIONS ACCOMMODATION - KEY PERFORMANCE INDICATORS (KPIs)

OPERATIONAL PERFORMANCE
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APPLICATION & ALLOCATION MOVE IN

DIO OPERATIONS ACCOMMODATION - KEY PERFORMANCE INDICATORS (KPIs)

OPERATIONAL PERFORMANCE

Percentage of Allocation offers sent to applicant within 15 days of 
receipt of 1132 (where req date is within 4 months)
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Percentage of SFA that Passed 2 Day Hand Back
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RESPONSE MAINTENANCE

DIO OPERATIONS ACCOMMODATION - KEY PERFORMANCE INDICATORS (KPIs)

OPERATIONAL PERFORMANCE

MHS Helpdesk Data (Percentages)

30

50

70

90

Jun-11 Jul-11 Aug-11 Sep-11 Oct-11 Nov-11 Dec-11 Jan-12 Feb-12 Mar-12 Apr-12 May-12 Jun-12

Calls Answered - 30 secs or less Calls Answered - 2 Minutes or Less
Customer Satisfaction

MHS Customer Satisfaction Bands - Overall Experience - National

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

May-11 Jun-11 Jul-11 Aug-11 Sep-11 Oct-11 Nov-11 Dec-11 Jan-12 Feb-12 Mar-12 Apr-12 May-12

10

9

8

7

6
5

4

3

2

1

MHS Response Operation Performance

70%

75%

80%

85%

90%

95%

100%

Jun-11 Jul-11 Aug-11 Sep-11 Oct-11 Nov-11 Dec-11 Jan-12 Feb-12 Mar-12 Apr-12 May-12 Jun-12

First Time Fix % Emergency (24 hours) Urgent (5 days) Routine (15 days)

MHS Response Customer Net Satisfaction Scores - Overall Experience - National

20.00

30.00

40.00

50.00

60.00

70.00

80.00

90.00

Jun-11 Jul-11 Aug-11 Sep-11 Oct-11 Nov-11 Dec-11 Jan-12 Feb-12 Mar-12 Apr-12 May-12 Jun-12

UK London East North South East South West West Target



DIO OPERATIONS ACCOMMODATION - KEY PERFORMANCE INDICATORS (KPIs)

OPERATIONAL PERFORMANCE

MOVE OUT

Percentage of Move Outs that had a Pre Move Out Visit By Housing Officer
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DIO OPERATIONS ACCOMMODATION - KEY PERFORMANCE INDICATORS (KPIs)

OPERATIONAL PERFORMANCE

CUSTOMER SATISFACTION

Number of Stage 1 Complaints Received - DIO
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TLB PERFORMANCE

DIO OPERATIONS ACCOMMODATION - KEY PERFORMANCE INDICATORS (KPIs)

PERIOD OF NOTICE BETWEEN APPLICATION AND REQUIREMENT DATE
GIVEN TO DIO BY TLB (FY 11/12)
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