2010 Rotherham Ltd Improvement Plan: 2009/11 November 2009
Theme 1: Address tenants’ and leaseholders’ priorities for improvement

Tenants’ priorities have been identified through the STATUS and test of opinion surveys and feedback from tenant’s events.  The STATUS survey is biannual and was undertaken in October 2008 and therefore is not due to be repeated until October 2010 so we have requested it is done earlier.  Leaseholders have monthly meetings at which their priorities and proposals to address them have been discussed.

	Outcome
	Key actions to achieve outcome
	Key dates
	Lead Director
	Success criteria
	Status

	1.1 Tenants are highly satisfied with repairs and maintenance services
	a) Publicise the repairs categories, cyclical and programmed works and revisit all service standards with tenants

b) Benchmark performance and learn from the good practice of high performing ALMOs


	Dec 09

April 10

Ongoing


	Property Services

Business Support


	a) Clear service standards, cyclical and repairs programmes in place, available on website and published in leaflets and “Round Your Place” and monitored by the Service Improvement Group.
b) Satisfaction levels maintained in top quartile of STATUS survey.
	A

A



	

	1.2 Tenants are satisfied that 2010 deals effectively with reports of antisocial neighbours
	a) Publish information for residents on ASB and tenancy management, service standards etc

b) Assess services against the RESPECT Standard and ensure continuous improvement

c) Respond to and learn from complaints related to the handling of low level of ASB cases
	Quarterly

Quarterly 

Ongoing
	Operations

Operations

Operations


	a) Clear information produced, agreed with colleagues in RMBC, and published on the website and in “Round Your Place”.
b) Improved satisfaction levels for management and outcomes from 53% in 2008/09 to 78% in 2009/10

c) Reduced complaints relating to 2010’s handling of reported low level ASB
	A

A

A



	

	1.3 Leaseholders are satisfied with 2010 Rotherham Ltd’s service delivery
	a) Review and agree service standards with leaseholders 

b) Undertake baseline satisfaction survey; followed up 12 months later

c) Work with RMBC to revise the lease agreements with all leaseholders
	Nov 09

Dec 09

Oct 10
	Operations

Operations
Operations
	a) Service standards in place and published on website and monitored by Leaseholder Forum.  

b) Satisfaction rate increased

c) Revised lease developed
	A

R

A



	

	1.4 Tenants and leaseholders know how to contact 2010 and find it easy to access services
	a) Publicise the 0300-100-2010 number for all customer non-repairs calls
	Oct 09

Oct 10 (STATUS)
	CEO


	a) When asked, 80% of customers think contacting 2010 is easy (compared to 68% in the STATUS survey 2008)


	A



	

	1.5 Customers are satisfied with the complaints process
	a) Review complaints process to ensure: 

· Stage 1 & 2 complaints are dealt within specified time scales

· Stage 3 Panels can be convened when required

· Responses to complainants are quality assured before issue

· Satisfaction survey undertaken following closure
	Dec 09

(review of process)

April 2010 onwards

(analysis)
	Business Support
	a) Quarterly analyses of complaints confirms improvement in resolution within time scales and increased satisfaction rates amongst complainants
	A



	


Theme 2: Achieve the standards expected of top-performing organisations
2010 Rotherham Ltd was inspected by the Audit Commission in 2006 and 2008 and therefore is not subject to further planned inspection so it is impossible to formally verify the organisation has achieved 3-star status.  The actions and measures given in the table utilise external awards and benchmarking to assess the standards achieved.  2010 Rotherham Ltd is a member of the HouseMark benchmarking club which has agreed 22 core indicators, their definitions and reporting methodology, to compare performance more accurately.  As this takes effect from the current financial year, 2009/10, it is difficult to compare indicators with previous years’ performance where the definition and/or methodology has changed.

	Outcome
	Key actions to achieve outcome
	Key dates
	Lead Director
	Success criteria
	Status

	2.1 2010 can demonstrate excellence against national standards
	a) Develop and demonstrate strong customer focus throughout service delivery

b) Implement actions in plan agreed with Y&H Assessment Ltd

c) Undertake periodic self assessment against Audit Commission/TSA standards for social housing management

d) Complete actions to address previous Audit Commission Recommendations (2006)
	June 09

Dec 09

Jan - Sep 10
	Business Support

Business Support

Business Support
	a) 2010 achieves Customer Service Excellence award

b) 2010 regains full status recognition for Investor in People award

c) At least 2 of the 4 service areas judged by the Audit Commission inspection 2008 to have a balance of strengths and weaknesses to be assessed by external peers as having strengths outweigh weaknesses; and the number of service areas judged as “strengths significantly outweigh weaknesses” to be increased from 2 to 3, again assessed by external peers

d) Board agree completion
	G

A

R

	

	2.2 Improving levels of performance across all areas
	a) Monitor performance against the suite of 22 core indicators agreed by HouseMark 

b) Put in place clear action plans to deal with poor performance and report these to Board and RMBC
	Mar 10

Ongoing
	Business Support

Business Support
	a) 70% of key benchmarked performance indicators show improvement on 2008/09 

b) Narrative given in performance reports includes remedial action plans and progress is monitored closely


	A

A



	


Theme 3: Make a unique contribution to Rotherham’s priorities, particularly the Safe and Proud themes
	Outcome
	Key actions to achieve outcome
	Key dates
	Lead Director
	Success criteria
	Status

	3.1 2010 has a strong presence in the borough 
	a) 2010 is represented on the LSP Board, relevant Theme Boards and key meetings

b)  Continue to play appropriate parts in safer estates work, domestic violence, ASB, safeguarding adults, Place-shaping etc


	Ongoing

Ongoing
	CEO

All
	a) 2010 Rotherham Ltd is represented at key meetings as follows:


LSP Board – 100%


Safe Theme Board – 75%


Proud Theme Board – 75%


Area Assemblies – 100%


Area Housing Panels – 100% 


Strategic Housing Partnership – 75%

b) Evidence of 2010’s contribution to priorities


	A

A




Theme 4: Ensure all services are well-governed and well-managed
	Outcome
	Key actions to achieve outcome
	Key dates
	Lead Director
	Success criteria
	Status

	4.1 Strong governance arrangements are in place
	a) Implement Board Development Plan

b) Annual review of governance included within Internal Audit Plan
	Ongoing

Sep 10
	Business Support

Business Support
	a) Development plan embedded

b) High standards of governance in place, demonstrated by governance audit report judgements.
	A

R

	

	4.2 2010 has a clear focus on its purpose and vision
	a) Business plan has clear objectives and alignment of resources agreed by the Board

b)  Delivery of Business Plan objectives
	Feb 10 

As in Business Plan
	CEO

All
	a) Agreed by Board 

b) Delivery of Business Plan objectives by due dates 
	A



	

	4.3 Risk management is effective and internal control systems are sound
	a) Maintain risk registers and review on quarterly basis. 

b) All new initiatives are risk assessed prior to implementation.

c) Yearly audit plan reviewing key business areas to assess effectiveness of key systems and compliance with internal controls.

d) Annual audit of financial accounts by external auditors.
	Oct 09 & ongoing

As required

Annually in April

Annually in July
	Finance

Finance

Finance

Finance


	a) Risk registers reviewed quarterly and reported to Audit Committee

b) A risk assessment is completed on all new initiatives prior to implementation and included within board reports.

c) Control environment is considered adequate within yearly Audit Plan and the statement of Internal control.

d) Financial controls are considered appropriate by external auditors and company accounts signed off 
	G 

G 

G 

G

	

	4.4 Managers are competent to discharge their responsibilities
	a) Agree managerial competencies required at different levels of responsibility

b) Commission and deliver a management leadership development programme


	April 10

Start Nov 09
	Business Support

Business Support
	a) 95% senior managers have competency based PDRs and clear development plans 

b) Bespoke accredited programme developed and delivered to 80% senior managers; improved performance when assessed against competencies
	A

A



	

	4.5 2010 communicates effectively with its customers and other key stakeholders
	a) Round Your Place sent to all customers 

b) Communications to Ward Councillors (either independently or using existing mechanisms of partners)

c)  Website includes all relevant information for customers
	Ongoing

Ongoing

Ongoing
	CEO

Operations

CEO
	a) Four issues per year 

b) Bulletins are issued at least monthly to all ward councillors from October 09

c)  Customer Monitoring Group confirms website meets customers’ needs.
	G 

A

A



	


Theme 5: Ensure strong financial management processes are in place
	Outcome
	Key actions to achieve outcome
	Key dates
	Lead Director
	Success criteria
	Status

	5.1 2010 plans its finances effectively to deliver its priorities 
	a) Budgets are set to deliver the Business Plan

b) Sensitivity analysis is built into business planning process allowing the effects of changing priorities to be modelled.  

c) Growth bid process embedded into budget setting and budget monitoring processes.


	Mar 10

Oct 09

Nov 09
	Finance

Finance

Finance


	a) Able to demonstrate appropriate spend on service priorities
	R

A

A



	

	5.2 2010 manages relevant spend within resources available from the management and capital management fees
	a) Robust monitoring is in place to ensure that high spending areas are identified at an early stage and effectively addressed. 

b) Appropriate forecasting is incorporated into the budget monitoring process to identify indicative under or over spend to facilitate redirection of resources and / or development and delivery of recovery strategy. 

c) Flexible monitoring regimes allow quarterly, monthly or weekly cost analysis and projections to identify cost over runs and monitor recovery strategies. 

d) Establishment of cross cutting company working group to assess impact of financial decisions on service delivery. 


	Monthly

Oct 09

Dec 09

Oct 09
	Finance

Finance

Finance

Finance


	2010 manages relevant spend within resources available from the Management and Capital Management Fee together with the Repairs Managed Budget
	G

A

A

A



	

	5.3 2010 values and develops financial skills at officer and Board levels


	a) Financial training plan developed for Board Members.

b) Training developed for budget holders. 
	Oct 09 & ongoing

Sep 09 & ongoing
	Finance

Finance


	a) All new Board members receive training in understanding financial reports; refreshed annually

b) All budget holders receive training


	A

A



	

	5.4 Financial reporting is timely and reliable and clear, and is used effectively to monitor and manage performance
	a) Reports to each scheduled Board meeting identifying spend to date together with forecast to year end. 

b) Financial reports identify and monitor variances to budget with clear explanations and mitigation. 

c) Recovery strategies are clear and identify any impact upon service delivery. 
	Aug 09 & ongoing

As above

Nov 09
	Finance

Finance

Finance


	a) Report submitted to each scheduled Board Meeting identifying spend to date, together with forecast to year end.  Forecasts result in remedial action leading to projected outturn and balanced management and capital management fee budgets

b) Board informed of financial pressure points

c) Board is better informed to make decisions regarding options for recovery strategies


	G

G

A



	


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

	Outcome
	Key actions to achieve outcome
	Key dates
	Lead Director
	Success criteria
	Status

	6.1 2010 has a robust understanding of the costs of service delivery and how costs link to performance, and uses this information to drive improvement and efficiency
	a) Budget to be realigned to accurately reflect service delivery areas. 

b) Devolved budgets to be rolled out across company; budget holders will be involved in budget setting and monitoring processes and will therefore be much clearer on service costs. 

c) Benchmarking information will be utilised to compare cost and performance with other providers. 

d) Value for money training will be rolled out to staff. 
	Mar 10

Mar 10

Nov 09

Start Nov 09
	Finance

Finance

Business Support

Business Support
	a) A wide range of clear and accurate information on overall service costs is available and is utilised to drive the value for money efficiency agenda. 

b) Budget holders understand the cost of delivering services

c) Board Members and staff all use clear and regular information on costs and the quality of services to challenge how they compare to other providers. 

d) Managers and key staff trained
	R

R

A

A



	

	6.2 2010 involves local people, staff and partners in commissioning, procurement and service development
	a) Develop timetable for key procurement and contract review. 

b) Establish appropriate review groups to include local people, staff and partners as part of service reviews and procurement exercises. 


	Mar 10

Mar 10
	Finance

Business Support
	a) Timetable in place

b) 2010 is able to demonstrate membership of local people, staff and partners on review and procurement assessment groups and can identify how these representatives have influenced decision making. 
	R

R



	

	6.3 2010 reviews the competitiveness of services, evaluates options for service delivery and achieves value for money
	a)  Complete market testing of IHSP

b) Develop a timetable for service reviews driven by cost and performance benchmarked with other providers

c) Undertake priority service reviews 

d) Engage with 3-star service providers with a view to incorporating best practice within resources available. 
	Oct 10

Dec 09

Sep 10

Ongoing
	Property Services

Finance

All

Business Support


	a)  IHSP contracts determined and implemented from 01/04/2011

b) 2010 is able to demonstrate service improvement and value for money efficiencies. 

c) Service reviews demonstrate best value within resources and contextual environment

d) Best practice adopted where possible.
	A 

R

R

A



	6.4 Workforce planning and development is effective and 2010 has a productive and skilled workforce
	a) Establishment lists reconciled with RBT and maintained to reflect changes

b) Workforce strategy agreed to allocate appropriate staffing levels to operations
	Oct 09

& ongoing

Dec 09
	Business Support

Business Support
	a) Reliable workforce information readily available

b) 2010 has aligned the workforce to deliver the Business Plan 
	A

R



	

	6.5 Policies support diversity and good people management
	a) Undertake an equal pay review 

b) Assess organisation against the Equality Framework and take actions to ensure compliance
	Mar 2010

Dec 2010
	Business Support

Business Support
	a) confirmation 2010 is meeting the gender equality duty

b) 2010 satisfies requirements of “achieving” level of new Equality Framework
	A

A



	

	6.6 2010 makes effective use of natural resources and manages performance to minimise its impact on the environment
	a) Raise tenants’ awareness of energy performance issues relating to their homes

b) Complete Decent Homes programme 
	Mar 2010

Dec 2010
	Operations

Operations
	a) 2010 will deliver Energy Performance Certificates to 100% of new tenancies

b) The average SAP rating will improve from 69 to 70
	A

A



	

	6.7 Tenants believe rent represents value for money
	a) Provide reports to tenants with clear information about expenditure and performance

b) Retain question regarding whether tenants believe their rent represents value for money in next STATUS survey, due October 2010


	Annually

Oct 10
	CEO

Business Support
	a) Tenants and leaseholders informed

b) Top quartile response to VFM question in STATUS survey (next due in 2010)
	G

R
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