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	RECOMMENDATION(S):
	The Board is recommended to:

i. Accept the report for information and

ii. Note the progress made against the recommendations form previous Audit Commission inspections and CSE partial compliances and

iii. Note that arrangements are in hand to improve those actions that have been reported as being either behind schedule or off target and the associated remedial action being undertaken to correct the position 
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	Name: Tim Whitworth

Job Title:  Performance and Service Improvement Manager
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	EXECUTIVE SUMMARY:
	This report presents to the Board information regarding the progress to the end of March 2010 with the Improvement Plan as previously agreed with RMBC.

Of the 62 actions within the Improvement Plan, 33 were targeted for completion by the end of Q4.

Performance in complying with the Plan has been good with the 7 previously reported actions at RED status being completed.  

In summary the position at the end of Q4 was:

43 (12) actions being completed on or ahead of time; 

15 (33) actions progressing in line with timescales;

4 (10) actions progressing with some concern for timescale; and 

0 (7) actions confirmed as being behind schedule.

N.B. The values on brackets indicate situation at the end of the previous quarter on 31 December 2009.

Of the 9 recommendations from the previous Audit Commission inspection outstanding at the start of the quarter, four have been completed and the remainder are being progressed within agreed time frames

The 6 partial compliances noted during the award of the Customer Service Excellence status in 2009 have been addressed in all but one case; action is in hand to collate evidence demonstrating compliance for the sixth. 


	IMPLICATIONS:
	

	CONSULTATION:
	No consultation has been undertaken in preparing this report. 

	ENVIRONMENTAL:
	There are no environmental implications arising directly from this report.

	EQUALITIES/DIVERSITY:
	There are no equality or diversity implications arising directly from this report.

	FINANCE AND VFM:
	The actions within the improvement plan do not directly incur additional cost.  Finance and VFM actions are specifically identified within Themes 5 and 6 of the plan.

	HEALTH & SAFETY:
	There are no Health & Safety implications arising directly from this report.

	LEGAL:
	The Memorandum & Articles of Association govern the conduct of the company.  The Management Agreement with RMBC sets out our responsibilities regarding monitoring and reporting of performance.

	PERSONNEL:
	There are no personnel implications arising directly from this report. 

	RISK:
	There are risks to the future of the organisation and the associated extension of time provided by RMBC for the Management Agreement, currently until June 2011.  Any future Management Agreement is dependent upon the successful and timely execution of the various actions within the improvement plan.    




	Introduction

The Improvement plan was agreed with RMBC in October 2009.  It comprises six themes and they are:

Theme 1: Address tenants’ and leaseholders’ priorities for improvement

Theme 2: Achieve the standards expected of top-performing organisations

Theme 3: Make a unique contribution to Rotherham’s priorities, particularly the Safe and Proud themes

Theme 4: Ensure all services are well-governed and well-managed

Theme 5: Ensure strong financial management processes are in place

Theme 6: Deliver value for money, making excellent use of resources

Within the six themes are 62 individual actions each with a target outcome, a key date for completion and the criteria to determine successful execution.  Every action has a lead Director responsible to ensure that the action is carried out and to provide quarterly progress reports.

Progress is reported to the Performance and Service Improvement (P&SI) team by directorates and a status indicator code is assigned reflecting the progress made with each action during the quarter.

The status indicators are colour coded thus:

· Red: The key date has passed or the outcome is known not to be achievable by key date.

· Amber: The key date has not yet passed but timely completion is threatened.

· Green: The key date has not yet passed but timely completion is expected.

· Clear: (to be shown as a blue ‘C’ if represented by a letter). The outcome has been achieved/the task is complete.

Evidence sampling takes place by the Performance &Service Improvement team upon receipt of each Directorate progress report.  Further challenge exists via supplementary evidence checks made by the RMBC Landlord Relations Manager.

The progress report comprises three sections.  These are grouped to those actions:

1. which are known to be behind schedule/off target against key dates; 

2. those actions where there have been notable achievements recorded; and

3. a view of forthcoming actions scheduled to be completed within the next quarter of the financial year.

Progress to 31 March 2010 (Q4)

Further progress has been made with the improvement plan during Q4 with: 

43 (12) actions being completed in or ahead of time;

15 (33) actions progressing in line with timescales;

4 (10) actions progressing with some concern for timescale; and 

0 (7) actions confirmed as being behind schedule.

N.B. The values on brackets indicate situation at the end of the previous quarter at 31st December 2009.

The detailed progress report which includes any remedial actions in place for actions at RED status, notable achievements within the quarter and forthcoming actions within the following quarter is attached at Appendix A.

During the previous quarter there were 7 actions at RED status, i.e. behind target. As previously reported to Board those actions were assessed as likely to be completed within Q4.  It is confirmed that projection was accurate and that the 7 actions have since been completed.

Board members are requested to note the action 2.2 (a) relates to achieving 70% of key benchmarked performance indicators showing an improvement on 2008/09 (and for which previous year data was available) has been completed and updated from AMBER to BLUE (completed status) following evaluation of our performance indicator suite at the end of March 2010. 

The direction of this action has previously been reported to Board in monthly performance reports by the performance manager as being of concern.  It is confirmed that the actual improvement on 2008/09 performance indicators was 65%, i.e. 11 out of 17 exceeded the previous year’s outturn.  Full details are given in the performance report at item 7a on this agenda.

Outstanding recommendations from previous Audit Commission inspection reports

At the start of the quarter there were 9 recommendations outstanding from the previous Audit Commission inspection.  Of those, four have been completed during the quarter and the remainder are being progressed within agreed, revised time frames.  Performance against those recommendations has been reported to RMBC (NAS) each month and the Council’s chief executive’s department monitors progress periodically.  A summary of progress against those actions is attached at Appendix B.

Customer Service Excellence (CSE) award 2009 - partial compliances

Board members will recall that last Spring 2010 Rotherham Ltd was awarded the Customer Service Excellence status.  The award was the enhanced replacement for the old Chartermark and relates to the quality of customer service provided by public bodies. 

When the CSE award was made, the organisation was informed of six partial compliances.  During the reporting period, five of those actions have been completed and the remaining one action: “5.3.3 You do not at present benchmark your performance to timeliness and quality of customer service” is being progressed through benchmarking with other CSE award holders. 

There will shortly be an interim assessment by the CSE inspector of our progress made against those six partial compliances and to verify continuing compliance with all elements of the CSE award.

Summary

This is the second assessment of quarterly progress against the improvement plan and again, delivery against the actions can be considered to be good with the exception of those actions highlighted.

There are a number of actions targeted for completion during the third assessment period (Q5 or Q1-2010/11) and these are currently being monitored.

The organisation continues to make progress against the recommendations of the previous Audit Commission inspection report and the partial compliances associated with the CSE award.

Proposals & Rationale

The improvement plan will continue to be updated by Directorates and quarterly progress reports will be presented to Board and RMBC.  Evidence to support individual action status will be examined by the P&SI team with random examinations of supporting evidence carried out by RMBC landlord relations manager to confirm the validity of the status of individual actions.

Recommendations

The Board is recommended to:

i. Accept the report for information; 

ii. Note the progress made against the recommendations from the previous Audit Commission inspection and CSE partial compliances; and

iii. Note that arrangements are in hand to improve those actions reported as being either behind schedule or off target and the associated remedial action being undertaken to correct the position.

Appendices/supporting information

Appendix A - The progress report up to 31 March 2010 (attached)

The Improvement Plan as agreed with RMBC in October 2009 (previously issued)

Supporting information and evidence is held by the Performance and Service Improvement Team.


2010 Rotherham Ltd Improvement Plan: 2009/11 – Quarter 3 progress report

Background

The Improvement Plan contains 6 main outcomes and these are to be achieved through 62 individual actions. Each action has a lead Directorate.  The plan has been updated to report progress by exception to the end of December 2009 (Quarter 3).

The status indicators are colour coded thus:

· Red: The key date has passed or the outcome is known not to be achievable by key date

· Amber: The key date has not yet passed but timely completion is threatened

· Green: The key date has not yet passed but timely completion is expected

· Clear: (to be shown as a blue ‘C’ if represented by a letter) The outcome has been achieved/the task is complete.

This appendix provides an update on those actions:

· which are known to be behind schedule/off target against key dates; 

· those actions where there have been notable achievements recorded;

· and a view of forthcoming actions scheduled to be completed within the forth quarter of the financial year.

Section One - Exceptions report and remedial action within Quarter 4:

There are no actions currently identified as being behind schedule/off target against key dates. 

Section Two – Notable achievements within Quarter 4

Within the quarter there have been many notable achievements recorded and there are several actions confirmed as completed.

These include:

· The winter edition of “Round Your Place” was published in early February 2010 and included the Annual Report (2008-09)  

· Customer satisfaction levels relating to complaints handling are being reported to EMT on a quarterly basis

· A Board Members’ learning and development plan has been produced 

· All senior managers had competency based PDRs and clear personal development plans

· The organisation completed an Equal Pay Review.

Section Three - Forthcoming actions in Quarter 5 (aka Q1 of 2010/11) 

Within the next quarter there are several actions due to be completed.  These include:

· Senior management competency based training will have been delivered

· The corporate website will have been redesigned and will incorporate all relevant information for customers

Outstanding recommendations from the previous Audit Commission inspection reported to RMBC

…Focusing on developing a value for money culture among staff and board members, integrating the strategy into 2010’s overall approach to service delivery
New completion date: 30th October 2010

The Finance Director is leading on this work and Tier 3 and 4 managers received training at the Managers’ Forum on 29 March 2010.  A Value For Money (VFM) working group has been established and the register of VFM initiatives/savings will be completed by the end of September and presented to the October meeting of the Audit & Governance Committee.
…Ensuring efficiency targets are integrated into service plans and individual targets set
New target date: 31st May 2010

Efficiencies have been incorporated in the business plan for delivery in 2010/11.  The drive for efficiency is being cascaded throughout the organisation.  The business plan will be presented to the Board on 12th May and targets incorporated into service plans and personal development reviews by the end of May.
…Reducing the high levels of emergency and urgent repairs
Despite amendments to RBT Connect operator scripts, the numbers of emergency/urgent repairs has not reduced.  The outturn for 2008/9 was 60.93% emergency/urgent to 39.07% non urgent.  The outturn for 2009/10 was 66.5% emergency/urgent to 33.5% non urgent.  As the Decent Homes programme nears completion, it could be expected that the overall number of responsive repairs would reduce but a higher proportion of those would be emergency and urgent repairs as the main elements (windows and doors; central heating systems; bathrooms and kitchens) have been replaced thus reducing the need for routine, non-urgent repairs.  Investigations will continue into the reasons for the high demand for emergency/urgent repairs orders and determine whether the hypothesis above is founded.  
...Assessment of the impact of new strategies, approaches, procedures and initiatives on customer outcomes
New target date: 31st October 2010

We have a 3-year programme of equality impact assessments (EIAs).  Fifteen were completed in 2009/10 and assessments for 2010/11 have begun.  The assessments document outcomes for customers of new approaches to service delivery.  Summaries are published on the 2010 Rotherham Ltd website.

This work will dovetail with the refocused customer service improvement groups (SIGs) and the Local Conversation events required by the Tenant Services Authority to agree local offers to customers.  The latter is very likely to challenge the impact of all existing policies and procedures when new local standards and indicators are determined by our customers. 

…Ensuring that the Board receives regular progress reports on delivery of the housing elements of the Annual Efficiency Statement targets
New target date: May 2010

A report will be presented to the Board on 12th May and annually thereafter.  Updates will be provided at quarterly intervals to the Finance and Audit & Governance Committees.
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