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	EXECUTIVE SUMMARY:
	This report summarises the quarterly monitoring of the SLAs with RMBC following last year’s review.  The report relates to reviews of delivery in the quarter ended 31st December 2008.  The format of the report is the same as previously, i.e. background information is given again for ease of reference.


	IMPLICATIONS:
	

	CONSULTATION:
	Consultation with relevant parties was undertaken during the review.  Various officers have lead responsibilities for managing the SLAs; each has been consulted in preparing this report.  Customers have been consulted on some service levels to be delivered through the SLA with EDS.

	ENVIRONMENTAL:
	Wherever possible, records of SLAs and monitoring are kept electronically, minimising the impact on the environment of printing.

	EQUALITIES/DIVERSITY:
	RMBC has rigorous E&D policies and practices which are included in each SLA in relation to the specific services delivered.  

	FINANCE AND VFM:
	There are no implications arising directly from this report; VFM is sought from the delivery of services through each SLA in terms of the fee paid and quality of service delivered.  Close attention is paid to the amounts charged; in two instances the charges significantly exceeded those agreed and in both cases were reduced to that level.

	HEALTH & SAFETY:
	Providers of services are required to observe all relevant H&S legislation; many SLAs have a clause to that effect and from 2009/10 all SLAs will include a specific clause regarding H&S.

	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; SLAs set out the services and standards to be delivered by RMBC (or RBT through RMBC) and any specific legislation with which the service deliverer must comply.

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

	RISK:
	The risk of not monitoring SLA performance is that quality, quantity or timeliness will deteriorate resulting in poorer service for our tenants, poorer performance against key indicators and a reduction in VFM.


	Overview

A summary of the 2008/09 Service Level Agreements with RMBC is shown in the table below.

Service Provider and Key Elements

Charge (£)

Totals (£)

EDS – Streetpride
Network Management Group

· Public Sewer Screening

Community Delivery Group
· Graffiti Removal

· Fly tip removal

EDS Asset Management 

Property  management – communal cleaning

Waste Removal – office cleaning

14,500

23,200

32,500

139,847

151,888

361,935

Financial services

· Final accounts, core accountancy, Treasury management & Service Finance

· Financial Systems

· Income, Sundry Debtors & Taxation

· Internal Audit

· Governance

48,892

55,534

64,046

41,320

30,949

240,741

HR

· HR & Payroll/Strategic HR

185,000    

185,000

Legal

· Advice and guidance on all legal issues

· Employment issues

· Contract and commercial issues (procurement, contract terms, negotiation support)

· Property related transactions and issues

· Litigation, Arbitration and Dispute Resolution

· Training (formal seminars or small groups, discussions tailored to the client’s needs)

146,306

146,306

RBT
· ICT

· Procurement

· Customer Services

· Cashiers

665,161

229,294

139,124

126,669

1,160,248

Transport
· Fleet management

· Acquisition of Vehicles

· Support and advice of transport related issues

166,517

166,517

Total

2,260,747

The Service Level Agreements and Issues from Reviews

1. EDS Asset Management

1a.
Property management – cleaning; reviewed 16th March 2009
Under this aspect of the SLA, EDS will:

· Provide a comprehensive cleaning service to communal areas

· Carry out Window Cleaning to properties identified in the agreed schedule twice annually

· Provide all materials inclusive of hot water required to carry out the agreed service

· Report to 2010 any issues which are hindering service delivery, specifically access.

Key points arising from the review:

· Over the year the neighbourhood teams have become far more responsive to cleaners reports of obstructions and issues affecting cleaning performance by tackling tenancy breaches

· Decent Homes work has unavoidably impeded some cleaning, e.g. dust resulting from refurbishment works; however, some communal doors have been replaced without notice and without providing spare keys.  Processes have been agreed with the Decent Homes and Neighbourhood Teams to avoid repetition  

· In February the neighbourhood teams changed locks to the cleaners’ cupboards to improve access to cleaning materials

· Streetpride is regularly spot checking sites by supervisors and 2010 conducting monthly inspections of all sites.  These inspections are showing compliance although it is difficult to check accurately unless the visit is on the day of the cleaning

· A small number of blocks missed off the original list were added to the schedule in the last quarter following acceptable quotes from Streetpride

· The cost of cleaning blocks recently added to the SLA is considerably more than for the original ones (which is reported by Streetpride to be done at less than cost)

· Service needs market testing/benchmarking 

· Costs for individual blocks need to be clear to facilitate fair allocation of charges

· Performance is hindered by lack of access to hot water for some blocks, dumping of rubbish and other anti-social behaviour.

· There have been a number of complaints about cleaning areas outside of the standard e.g. walls and ceilings; Streetpride is aware and willing to take part in a full review of the communal cleaning of flats.  Suggested improvements to the existing specification include:

· Specifications to be written for each block – for example, the high-rise Beeversleigh may require a different specification to a two storey block.  Some authorities have a gold, silver and bronze service that customers choose

· Cleaning frequencies could be altered to take into account winter weather and the impact on floors

· Floors could, as in schools, be buffed periodically 

· Walls and ceilings could be dusted and wiped periodically

The standards for the cleaning of communal areas were the subject of a Customer Standards Forum meeting on 18th March.  Following discussion and a workshop session, customers agreed the following:

· Clean walls and ceilings quarterly

· Buff and polish floors quarterly

· Cleaning intervals to vary according to season – more frequent in winter

· No variation to standards from one block to another

· Communal areas that are not enclosed also need a set standard of cleanliness

· Notices boards and letters should be used to inform customers on performance.

1b.
Property management – facilities cleaning; 

Under this aspect of the SLA, EDS will:

· Provide a comprehensive cleaning service to all accommodation occupied by 2010 Rotherham Ltd

· Provide a Waste Removal service to all accommodation occupied by 2010 Rotherham Ltd

· Report to 2010 any issues which are hindering service delivery, specifically access.

Key points to note regarding this SLA:

· A designated IHSP manager now leads on this issue and has direct contact with the supervisor responsible for the cleaning of 2010 Rotherham’s offices; all issues are dealt with as they arise and the standard of cleanliness has improved significantly

· Costs are being closely monitored at all sites.

1c.
Transport; informally reviewed 26th March 2009
Under this aspect of the SLA, EDS will:

· Provide a comprehensive Fleet Management and Vehicle Maintenance service to 2010 Rotherham Ltd

· Carry out the acquisition of Vehicles for 2010 Rotherham Ltd

· Provide support and advice to 2010 Rotherham Ltd over transport related issues.

Key points arising from the review:

· 2010 requested services be reduced from 4pa to 1pa; RMBC unwilling to reduce until driver attitudes towards maintenance improves, and then only to 3pa

· Concern that vehicles retained for more than 24 hours for MOT; RMBC to schedule more effectively

· 2010 requested fleet rotation to avoid additional cost of high mileage vehicles; RMBC to respond by end of March

· Agreed 2010 to retain 4 vehicles at Bramley for daily use whilst vehicles are services, to reduce cost of spot-hire

· RMBC to seek to replace 7.5 tonne vehicles with 3.5T and to look into the cost of early termination fees on the off hire of 7.5T vehicles

· 13% surcharge applied on cost of fuel to EDS; 2010 to monitor fuel usage

2. Streetpride – network management; review not required 

The services covered by this SLA are to:
· maintain sewers and clear blockages affecting Council housing

· provide ad-hoc services such as the clearing of Council house gardens

· provide structural engineering services as required.

Quarterly reports on performance confirm the continuing value for money of the preventative maintenance programme.  Other costs are in relationship to the direct use of services and charged as required.  The safer estates manager reports that this aspect of the SLA delivers an excellent, responsive service and represents good value for money.
3. Financial Services; reviewed 16th March 2009

The services covered by this SLA are:
· Final Accounts, Core Accountancy, Treasury Management & Service Finance

· Financial Systems

· Income Distribution, Sundry Accounts Invoicing and Taxation

· Internal Audit

· Governance.

Key issues arising from the meeting were:

· Internal audit and governance services were timely and met 2010’s needs

· 2010 had developed a process to monitor insurance claims and RMBC will direct all correspondence through the designated officer within the finance team; a similar process would be applied to internal audit reports and action plans to ensure timely responses and follow-up action 

· RMBC would endeavour to provide the cash position statement in time for 2010 finance staff to prepare accounts by the 10th of the month and will focus on invoices that need to be raised quickly

· 2010 requested an aged debtor list

· RMBC to send evidence that payroll reconciliations are undertaken

· 2010 would like to introduce electronic invoicing to speed-up processing; RMBC was about to “go-live” with a new sundry accounts system which should be accessible to 2010

· 2010 requested the establishment of a separate ledger (within CeDAr) to be included in RMBC’s IT development plan for 2009/2010.

4. Resources

The services covered by this SLA are:
· Information and Communications Technology

· Procurement

· Customer Service

· Exchequer

· Debt recovery 

· Cashiers.

It has not been possible to meet formally with RMBC to review this SLA but meetings have taken place between relevant staff on specific aspects.  Also, 2010’s new chief executive met with his counterpart at RBT to discuss how the services delivered through this and the HR SLA can meet the needs of the company more effectively.  

RBT has appointed an account manager to resolve issues and assist 2010 in developing ICT, HR and procurement activities.  RBT has been particularly helpful in identifying a low/no cost solution to our immediate need for a customer relations management system and is working with our ICT manager to explore options for implementing the ICT strategy agreed at the last Board meeting.

The arrangements for 2009/2010 will be agreed by all three parties, including delegated responsibility for elements of the SLA such as procurement.  

5. HR and Payroll; reviewed 17th February 2009

The services covered by this SLA are:
· Strategic HR advice regarding employment issues:

· Procedures – e.g. disciplinary, grievance and dignity at work

· Legislative changes

· Industrial relations

· Recruitment and selection

· Sickness absence monitoring

· Pay grading assessments

· Conditions of service

· RBT HR and Payroll transactions:

· completion of statutory returns 

· administration of records and information through the Council HR & Payroll system

· maintenance of any necessary employee pay records

· production and distribution of payslips 

· all other payroll related issues.

A “Process Forum” is held each quarter for both parties to discuss operational issues arising from the delivery of services.

Key issues arising from the Process Forum on 17th February 2009:

· RMBC will send mileage claimed by 2010 employees to 2010 to help set a benchmark
· Letters to 2010 staff to be on 2010 headed paper, not RMBC’s

· Sickness Absence: Rates for the whole Authority at the moment are higher than previously and all managers were being reminded to follow the procedures and review levels of absence in their teams
· RMBC confirmed 2010 managers were eligible to attend M2 development centres

· RMBC was about to launch a Recruitment Management System and all vacancies will be managed through the system; 2010 would benefit from this initiative  
· Historical Pensions Discretions were under review; RMBC would share final draft report with 2010 when complete to be tabled to the Board for adoption if appropriate
· RMBC is proposing to adopt an early warning process from suppliers for temporary staff who have been working for over 13 weeks, with a ‘cautionary’ notification after 10 weeks to help reduce the cost of agency workers
· RMBC asked that HR Payroll be notified if 2010 management grades change in order for new increment levels to be recorded on the system
· HR newsletters to be sent to 2010’s communications manager to ensure all 2010 staff receive information, especially regarding any changes in HR legislation
· Payroll will provide 2010 with advance information staff retiring within the next 12 months

· Guidance to be provided regarding training for part time staff (in their own time, time off in lieu etc)

· 2010 requested assistance in planning and implementing an equal pay review during 2009/10

· RBT was not forwarding information on starters and leavers as requested by 2010 – officer to be reminded 

6. Legal Services; reviewed 19th January 2009

The services covered by this SLA are:
· Advice and guidance on all legal issues
· Employment issues
· Contract and commercial issues (procurement, contract terms, negotiation support)
· Property related transactions and issues
· Litigation, Arbitration and Dispute Resolution
· Training (formal seminars or small groups, discussions tailored to the client’s requirements.
Key issues arising from the meeting were:

· Consistently high performance against service delivery targets

· Service is responsive to 2010’s needs, e.g. introducing new procedure to ensure legal action is taken promptly 

· 2010 to inform Legal Services of tenants who threaten legal action so they can advise the company before the issue escalates.

Paying for the Service Level Agreements
The charges agreed within each SLA are shown earlier in this report, in the overview section.  Some SLAs are based on “pay as you go” whereby 2010 Rotherham Ltd is charged only for the actual instances of service delivery; for example, Legal Services charges by the hour for work done, dependent upon the level of officer required to undertake the action.  Sufficient budget provision has been made to meet the fixed SLA charges and the estimated cost of “pay as you go” services.

RMBC directorates were asked to invoice 2010 Rotherham Ltd on a quarterly basis in respect of SLA charges.  When presenting monthly management accounts, expected proportionate SLA charges are included as accrued expenditure; during 2008/09 only transport and procurement charged periodically, all other SLA charges were applied towards the end of the financial year.

In two instances, monitoring identified significant over-charging; this was challenged and the agreed fees were applied.

Future Reviews

There is a need to soft-market test or benchmark a number of the services delivered through SLAs to determine whether they continue to represent value for money.  It had been planned to use external assistance to undertake that exercise in March and a methodology paper was presented to the Performance Committee in February; however, budget pressures required uncommitted expenditure to be curtailed so the exercise was deferred with the agreement of the Committee.

SLAs for 2009/2010

Discussions are underway for the delivery of services in 2009/10 but are at different stages, for example the Legal Services has been drafted and is with the CEO for consideration and signing; the Financial Services SLA content is agreed.  It is expected that all SLAs will be agreed by the end of April, although the Resources one may take more time to arrange if it is to be a direct agreement with RBT.

Recommendations
The Board is recommended to note the content of this report, especially with regard to the strengthened monitoring arrangements and the proposal to explore a direct SLA with RBT for Resources.
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