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	EXECUTIVE SUMMARY:
	On 1st April 2010 responsibility for the regulation of ALMOs passed to the Tenant Services Authority (TSA).  With that came a change in the approach to assessment of services with the introduction of short notice inspections.

This paper gives background to the new inspection régime and the actions taken by 2010 Rotherham Ltd and RMBC’s Neighbourhood and Adult Services to prepare for short notice inspections.




	IMPLICATIONS:
	

	CONSULTATION:
	The work to prepare for a short notice inspection is being overseen by a joint 2010/NAS steering group and staff from each organisation have attended a workshop to jointly review key lines of enquiries.

	ENVIRONMENTAL:
	There are no environmental implications arising from this report; the Audit Commission requires documents in electronic format.

	EQUALITIES/DIVERSITY:
	E&D is a cross cutting issue for all TSA standards and the Audit Commission’s key lines of enquiry.

	FINANCE AND VFM:
	Again, these are cross cutting issues for the TSA and Audit Commission.  There is a cost to preparing for inspection which will be met from within existing provision.

	HEALTH & SAFETY:
	H&S is another cross cutting issue.  There are no direct implications in the preparation for inspection.

	LEGAL:
	The TSA’s and Audit Commission’s constitutions require them to deal with the host local authority rather than directly with ALMOs.  As Rotherham Council’s provider of Decent Homes programme management, repairs, maintenance, and housing management services, we are obliged to comply with the requirements of the TSA and Audit Commission.

	PERSONNEL:
	There will be a need to reprioritise some people’s work to release them to focus on inspection preparation in the short term.  Maintaining preparedness will be integral to team and individual work plans.

	RISK:
	The risk of not being continually prepared for a short notice inspection is that, should one be called, a lower assessment of service delivery may be recorded.  This would be in the public domain and so attract adverse publicity and be detrimental to the reputations of the ALMO and the Council.  


	Introduction

This paper gives background information on the Tenant Services Authority with particular reference to the need to determine a “Local Offer” to customers and its power to commission an inspection at short notice.  The paper also outlines the work undertaken and planned to ensure 2010 Rotherham Ltd and Neighbourhoods and Adult Services are prepared should an inspection be called.

Background

On 1st April 2010 the Tenant Services Authority (TSA) became the regulator for all social housing provision, including ALMOs.  The remit of the TSA is to drive improvements to all social housing based on outcomes for customers.  As the name suggests, it is intended to put tenants at the heart of all our services.

The TSA has conducted a year-long “conversation” with tenants throughout the country to determine what its standards should be for social housing.  That resulted in the six standards:

1. Tenant involvement and empowerment

2. Home

3. Tenancy

4. Neighbourhood and Community

5. Value for Money

6. Governance and financial viability.

All social housing providers are charged with consulting their tenants to determine additional standards, known as “local offers” to complement those listed above.  2010 Rotherham’s actions and progress in that regard are detailed elsewhere on the agenda.

Determining the “Local Offer”

The TSA has set out six National Standards that apply to ‘registered providers’ (social housing landlords) and these organisation must develop their own ‘local offerings’ consistent with these six core standards.  Local offers must be agreed with tenants and published by October 2010 and be operational by March 2011.  

2010 Rotherham has got off to a good start with this new framework, holding fortnightly meetings with tenant customers to go through each new standard cross-referenced against existing service standards.  RMBC representatives and Rotherfed have been present at these meetings to ensure a joined up approach.  These meetings will continue until late May after which the draft “Local Offer” will be presented to the Borough Wide Forum before being subject to more local consultation through, for example, the Area Housing Panels.  

To ensure a consistent approach across the Borough other local registered providers will be invited to a Forum in June to consider the 2010 Rotherham proposals.  These actions should ensure that the local consultative framework is robust, democratic and reflects the real needs of local people.  Furthermore, the new operating model with its emphasis on greater front-line visibility, accountability and impact, is consistent with the approach to developing tailored services.  As well as setting the “Local Offer” tenants and residents will have a key role in monitoring and overseeing delivery of the new Standards framework.  

At a strategic level 2010 Rotherham is also examining the governance process to see how tenants and residents could better fulfil a scrutiny role through, for example, a ‘Senate’ type model as adopted elsewhere.

Short Notice Inspection

The TSA has the power to commission a short-notice inspection of a social housing provider.  As the name suggests, very little advance warning will be given, similar to the established practice by OFSTED inspection of schools.

Grounds for the TSA to consider commissioning an inspection of a provider’s performance against a standard(s) could arise from a number of sources.  Examples include:

· Published data such as the annual report to tenants; performance reports and other information featured on the website or in printed documents;

· Comprehensive Area Assessment reports (CAA);

· Regulatory concerns arising from complaints or a reference from the Ombudsman; or

· Where the TSA has grounds to suspect that improvement by the provider has not resulted in compliance with the standards or is not doing so in a timely way.

Most inspections the TSA commissions will be targeted inspections done at short notice rather than full inspections; however, the TSA will use the most appropriate inspection tool in the individual circumstances.  A short notice inspection would usually be commissioned relating to concerns with one or more standards being delivered by the provider or, where the TSA has wider systemic concerns, it may commission a wider inspection of services.  

Both the TSA and Audit Commission recognise the methodology for inspection will need to be changed to reflect the new regulatory arrangements.  They will publish a joint consultation document in Spring 2010 and we anticipate the new methodology will be in place for inspections taking place from October 2010.  Between April and October 2010, the Audit commission will use only those aspects of its KLOE (key lines of enquiry) framework that are directly relevant to the standards within the scope of the inspection commissioned.  There will be no new KLOEs introduced in this period in relation to the TSA’s standards.  From 1st April 2010 the judgements will be based solely on the new standards.  

If a short notice inspection is called, the TSA will formally notify the provider that it has commissioned an inspection from the Audit Commission; the notification will be five working days before the onsite inspection.  In the period April to October 2010, when the TSA commissions an inspection it will notify the provider of:

· the reason why it has commissioned an inspection;

· the TSA standard(s) to which the inspection relates;

· those parts of the Audit Commission’s existing KLOEs that are relevant to the TSA’s standard(s) that are being inspected, as agreed jointly with the Audit Commission.

The Audit Commission will ask for five key documents to be provided three days prior to the onsite inspection:

1. a copy of the current strategy for improving service delivery and the most recent progress report in relation to the services being inspected;

2. copies of summary performance reports showing the last three years’ performance, including budgetary performance, in the service areas being inspected;

3. service standards in place and performance against them;

4. key strategy documents and action plans relevant to the services being inspected (e.g. Homeless Strategy for an inspection of homelessness services; Private Sector Housing Strategy for an inspection of private sector housing function); and

5. details of relevant initiatives and outcomes (e.g. homelessness prevention initiatives for an inspection of homelessness services).

Additionally, self assessments against the KLOEs relating to the standards to be inspected may be sent.

The objective of an inspection will focus on the provider giving assurance and evidence as to how they are meeting the standards and delivering required outcomes to tenants.  The Audit Commission will consider all relevant evidence.

Inspections will continue to produce an assessment of service quality against each standard area inspected (judgement 1) and on the provider’s prospects for improvement (judgement 2).  Both the Audit commission and the TSA will publish the inspection report.

Preparing for Short Notice Inspection

Work is already underway to prepare the ALMO and the Council for a short notice inspection, should one be commissioned.  There is a joint steering group, chaired by the ALMO and attended by senior officers from 2010 Rotherham Ltd and Neighbourhoods and Adult Services.  The group meets fortnightly to ensure work is progressing in both organisations regarding the issues in the table below.

Stream

Responsibility

Actions required

Documents

Tess Butler

See HQN and Audit Commission guidance to ensure content covered.

5 documents for each strand and corporate overview

Improvement

Tim Whitworth

Improvement Plan

Each service area for each standard

Case studies

Self assessment

Testing

Dave Roddis

Customers’ experience

Performance (actual)

Joint resources RMBC/2010

Readiness

Jane Davies-Haire/ Matthew Spittles

Plan for when the call comes.

Include alerts (RMBC and 2010 contacts), rooms, arrangements, car parking, receptions

A review of key documents has been undertaken to identify which relate to each TSA standard and which five should be sent to the Audit Commission.  In the medium term, software will be introduced to provide a document mapping system in which all documents and procedures will be stored.  The system will be accessible to all staff, including those working remotely.  Public documents will be published on the website and in other appropriate formats. 

Progress against the improvement plan is reported to Board and the Cabinet Member quarterly; the latest report is on the agenda for this meeting.  Included in that report is an update on the Customer Service Excellence continual compliance and a detailed account of the current position on recommendations in the last inspection report.

Service areas for each standard have been identified and they will compile case studies to illustrate positive outcomes for customer.  Service areas will also undertake periodic self assessments against the relevant KLOEs.

Based on the pilot programme and early inspections, priority areas were identified for self-assessment against the KLOEs, namely: 

· repairs and maintenance including gas servicing;

· allocations and lettings (empty homes); and

· ASB (anti-social behaviour).

A programme of self assessments against all relevant KLOEs has begun with a view to them being completed by 18th May.

Similarly, over the next few weeks customers will be engaged on testing the services from their perspective through mystery shopping, visits etc. and a programme will be agreed for the remainder of the financial year.

A logistics plan has been drafted detailing the actions required following notification of a short notice inspection.  The plan will be finalised with officer contact details by 18th May and reviewed quarterly to ensure currency.

Recommendations

The Board is recommended to:

1. note the new regulatory arrangements for ALMOs;

2. endorse the actions to prepare for short notice inspections; and

3. agree to receive further reports on the “local offer” and preparedness for short notice inspections.
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