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1.
FOREWORD
This document is Part Two of our business plan and focuses on our delivery plans for the financial year 2008/09; it should be read in conjunction with Part One which sets the context and the medium term framework in which this plan sits and the Delivery Plan 2007 – 2010 (refreshed October 2007). 

A key organisation priority for 2008/09 will be the inspection by the Audit Commission which is scheduled for June.  Whatever the outcome, it will impact upon our plans and we have endeavoured to make sure our plans are flexible enough to take advantage of any opportunities arising as a result of the inspection and/or to address any development needs.

Another crucial development for the Company this year is the joint review with the Council, involving other key stakeholders, including tenants, of future options for housing management in Rotherham.  We will be working with the Council to explore various alternatives set out in the Housemark report on ‘ALMOsTomorrow’.  For the purposes of this business plan we have assumed incremental changes which will provide opportunities for new business for the Company.  A review of the Management Agreement, which expires in 2010, and our Memorandum of Association will need to follow the ‘futures’ review to ensure these key documents are consistent with its conclusions and recommendations for evolving the Company.

At the beginning of 2007/08 the Company brought forward a deficit of £895,000.  Whilst final figures were not available when this business plan was produced, we expected a significant proportion of the deficit to be recovered.  However, we also expected the In-House Service Provider (IHSP) to make a small loss in 2007/08 and this emphasises the need to expedite our work on demonstrating the value for money from our repairs and maintenance service and reviewing the options for market testing the service. 

As the Decent Homes programme moves into its third year of delivery, the impact is really beginning to be seen across the borough.  During this year we aim to bring a further 23% of Council owned homes up to the Decency Standard.  By the end of the year 75% will be up to standard with the remainder programmed for refurbishment in 2009/2010, the final year of the programme.

Colin Earl

Interim Chief Executive

2.
Budget and Service Improvements 2008 – 2009

2.1
Introduction

As in 2007/08, the 2008/09 budget is based on the premise that 2010 Rotherham Ltd will deliver a Housing Management service in conjunction with delivering a significant part of RMBC’s Housing Investment Programme, the majority of which is the Decent Homes capital programme.  It is also assumed that we will provide a repairs and maintenance and construction service through the In-House Service Provider (IHSP).  Housing Management and the IHSP represent discrete operational divisions and hence the budget for each is shown separately.

2.2
The Budget Process

The 2008/09 budget process has been a bottom-up exercise involving Budget Managers from across the business.  This approach has engendered greater business involvement and ownership which should result in more meaningful variance analysis in 2008/09.  This enhanced level of involvement and the associated training provided by the company’s Finance Team also provided managers with improved understanding of the costs within their service areas, enabling them to scrutinise all income and cost lines.

As part of the budgeting exercise managers were asked to separately identify efficiency savings and service improvements, linked to local and national priorities.  The service improvements have been reviewed by the Executive Management Team and priorities have been included in the budget where funding has allowed.  The savings identified will form an important part of the Annual Efficiency Statement; a business wide target of 3% cash efficiency improvements has been included.
Table 3.1 shows the budgeted expenditure and the adjustments leading to the 2008/09 figures.  The fourth column, headed “Efficiencies”, includes some re-alignment of budgets, for example SLAs have been moved out of the Chief Executive’s Office heading, and some costs were moved from Decent Homes to Asset Management.

Table 2.1: Budget Expenditure 2008/09

	
	Adjusted 
07/08 
Budget
	08/09 
Strategy 
Changes
	Efficiencies  
	BIPS
	2008/09
Budget

	Neighbourhoods Directorate
	
	
	
	
	

	Neighbourhood Central Management
	285,147
	-32,331
	14,093
	161,653
	428,562

	
	
	
	
	
	

	Community Involvement
	15,749
	0
	8,400
	0
	24,149

	
	
	
	
	
	

	Rent Recovery
	471,470
	0
	53,589
	21,000
	546,059

	
	
	
	
	
	

	Voids
	
	
	
	
	

	Voids Team
	282,797
	0
	128,296
	0
	411,093

	
	
	
	
	
	

	Safer Estates
	
	
	
	
	

	Caretaking Services
	114,016
	0
	10,509
	40,000
	164,525

	Safer Green & Clean
	195,268
	0
	7,200
	163,754
	366,221

	Environmental Training Scheme
	12,971
	0
	-12,972
	100,000
	100,000

	Wentworth
	938,024
	1,964
	-59,635
	0
	880,353

	Rotherham
	969,204
	0
	-79,508
	0
	889,696

	Rother Valley
	780,138
	-1,464
	-15,906
	0
	762,768

	
	
	
	
	
	

	Total Neighbourhoods
	4,064,783
	-31,831
	54,066
	486,407
	4,573,426

	
	
	
	
	
	

	Asset Management
	
	
	
	
	

	Asset Management Team
	1,032,204
	271,692
	414,020
	0
	1,717,916

	Decent Homes Team
	4,469,780
	271,692
	-1,909,004
	0
	2,832,468

	
	
	
	
	
	

	Central Investment
	
	
	
	
	

	Investment Directorate Management
	127,266
	0
	5,297
	0
	132,562

	Health & Safety
	76,699
	0
	1,806
	0
	78,505

	Barbot Hall Project
	71,679
	0
	-71,679
	0
	0

	
	
	
	
	
	

	Facilities
	
	
	
	
	

	Facilities
	140,292
	0
	-12,803
	0
	127,489

	
	
	
	
	
	

	Total Investment
	5,917,920
	543,384
	-1,572,364
	0
	4,888,940

	
	
	
	
	
	

	CEO
	
	
	
	
	

	Chief Executive Office
	1,305,957
	-14,206
	-1,003,033
	0
	288,718

	Governance
	13,616
	-8,600
	30,322
	0
	35,338

	
	
	
	
	
	

	Business Develop Operations
	
	
	
	
	

	Bus. Develop Directors Office
	215,804
	-17,735
	126,694
	50,000
	374,763

	Performance Management Team
	283,438
	-62,918
	60,200
	48,774
	329,494

	2010 Finance Team
	247,752
	-37,949
	195,652
	0
	405,456

	IS Team
	118,287
	-50,240
	119,810
	0
	187,857

	Corp. Social Responsibility Team
	429,610
	-125,093
	150,637
	54,000
	509,154

	
	
	
	
	
	

	Central Management Costs
	
	
	
	
	

	Service Level Agreements
	0
	-194,312
	917,002
	0
	722,690

	
	
	
	
	
	

	Total Business Development
	2,614,464
	-511,053
	597,284
	152,774
	2,853,470

	
	
	
	
	
	

	Total
	12,597,167
	500
	-921,013
	639,181
	12,315,836


The likely level of funding available was discussed with the Council and proposals developed broadly in line with that advice.  On 17th March 2008, the Cabinet Member for Neighbourhoods approved the delegated budgets shown in Table 2.

Table 2.2: Delegated Budget Income: Approved 17th March 2008

	2008/09 BUDGET

	DELEGATED BUDGETS
	Mgt Fee

£’000
	IHSP

£’000
	2010 Total

£’000 

	Management Fee Income
	7,456
	
	7,456

	Capital Management Fee Income
	4,915
	
	4,915

	Other/Trading Income
	45
	27,617
	27,662

	Total Income
	12,416
	27,617
	40,033


The Housing Management Fee is based on a 3.25% increase on the base fee plus an allowance for the following one off costs:

	
	£’000

	Preparation for the Audit Commission Inspection in June 2008
	65

	Part funding the appointment of a Leaseholder Manager 

	30

	Increased pensions contributions

	53

	Total
	148


Taken together, the total represents a 5.35% increase in Management Fee. 

Additionally, 2010 Rotherham Ltd manages other budgets on behalf of the Council; 2008/09 budgets are shown in Table 3; again 2007/08 figures are included for comparison.

Table 2.3: Budget Income to be Managed by 2010 Rotherham Ltd

	2008/09 BUDGET

	MANAGED

BUDGETS
	Mgt Fee

£’000
	IHSP

£’000
	2010 Total

£’000 

	Repairs and Maintenance
	
	13,325
	13,325

	
	
	
	

	Capital Schemes
	
	68,744
	68,744


The capital management fee included in Table 2 is based on a fixed percentage of the expenditure on managed capital schemes; the reduction in the value of the capital schemes in 2008/09 will result in a reduced capital management fee.

2.3
Efficiency Savings

We aimed to achieve 3% cash saving in preparing our budgets for 2008-09.  Efficiency gains will be used to fund service improvements and to repay the deficit from 2006-07.  The business is budgeting to make efficiency savings of £921k (7.6%).  These savings will be used to fund the £639k of service improvements, to compensate for the reduction in capital management fee and to offset inflationary pressures which are not fully covered by the proposed increase in fees.  
2.4
Service Improvements

Table 4 below summarises the service improvements planned for 2008 – 2009 funded from the management fee efficiency savings described above.  More detail is given in the relevant service plans.

Table 2.4: Service Improvements

	Service Improvement
	Cost

 £

	Establish a tenancy support team for vulnerable tenancies
	50,000

	BET’s trainee scheme 
	100,000

	Safer Estates project manager to manage the RESPECT agenda
	33,634

	Cleaning of communal areas and windows in flats
	75,000

	Set up an in-house ‘mini’ call centre
	161,653

	Prizes for Tenants Incentive Scheme
	4,000

	Appoint an HR Officer within 2010
	30,000

	Preparation for Audit Commission inspection
	20,000

	Appoint a complaints administration officer
	18,894

	RBT support costs for laptops for rent officers
	7,000

	Consultancy fees for IT system (Anite) development
	10,000

	‘Equip’ initiative – to employ trainees from diverse backgrounds
	24,000

	Skips/waste recycling – skips have previously been incorrectly charged to IHSP
	40,000

	Preparation for Audit Commission inspection
	65,000

	Service Improvements included in 2008-09 Budget
	639,061


2.5
Expenditure Charged Against In-House Service Provider Income

A summary of the expenditure to be charged against the In-House Service Provider is shown in table 5, together with variances from 2007/08.

Table 2.5: Expenditure Charged Against In-House Service Provider Income

	£’000
	2008/09 BUDGET
	2007/08
 BUDGET
	Variance

	Total Income
	27,617
	26,130
	1,,487

	Expenditure
	
	
	

	Staff costs
	12,308
	13,981
	-1,673

	Materials and contractors
	10,859
	8,775
	2,084

	Premises 
	325
	662
	-337

	Transport
	1,845
	1,075
	770

	Supplies & Services
	1,913
	1,398
	515

	Deficit recovery
	69
	0
	69

	Total Expenditure
	27,319
	25,891
	1,428

	
	
	
	

	Net Surplus
	298
	239
	59


2.6
Managed Budgets

2.6.1
Repairs and Maintenance

The Repairs and Maintenance budget is held by RMBC but management of it is delegated to 2010 Rotherham Ltd.  Changes in the overall budget are the responsibility of RMBC.  The budget has been increased by £325,000 (2.5%) on the 2007-08 allowance of £13m.  Therefore, £13.325m will be available to 2010 in 2008-09 to manage responsive, cyclical and planned works. 

The allocation of the £13.325m across the responsive, cyclical and planned categories is performed by 2010 Rotherham Ltd in consultation with RMBC.  Communities and Local Government (CLG) has a strategic aim of 60% of budget being spent on planned works and 40% on responsive works.  To date, this has not been possible in Rotherham, primarily due to the condition of the housing stock; appropriate targets have been agreed with the Council.  The indicative target for planned works in 2008/09 is 45%; to achieve that target we have set an internal one 3% higher at 48%.

Table  2.6: Repairs and Maintenance

	
	2008/09 Budget
£’000
	%
	2007/08 Budget 
£’000
	%

	Responsive
	3,975
	
	4,950
	

	Voids
	2,200
	
	2,200
	

	Total Responsive
	6,175
	46%
	7,150
	55%

	Planned – Area schemes
	2,050
	
	2,617
	

	Planned - Annual Property Inspection
	2,000
	
	0
	

	Cyclical
	1,050
	
	1,183
	

	Gas Servicing
	2,050
	
	2,050
	

	Total Planned & Cyclical
	7,150
	54%
	5,850
	45%


2.6.2
Capital Housing Programmes

The capital housing programme is split into Decent Homes work and other improvements.  Total investment in 2008/09 is expected to be £68.744m.  2010 Rotherham Ltd manages those programmes on behalf of the Council for which it is paid a fee of 7.7%.

2.7
Considerations and Risks

The outcome of the Audit Commission inspection in June 2008 could have significant implications in terms of service development costs and the Decent Homes budget.  No allowance has been made for any outcomes arising from the inspection.
3.
PERFORMANCE

Performance is reviewed monthly by the Performance Committee using the suite of key performance indicators (KPIs) in Table 7 below.  Each KPI is assigned a manager who is responsible for ensuring the targets are met and, where necessary, remedial action taken to improve performance.  KPI managers meet monthly with the Performance and Service Improvement Team and senior management at the Corporate Performance Monitoring Group to examine performance and agree remedial action.

2010 Rotherham Ltd participates in a number of benchmarking clubs to compare performance with similar sized ALMOs across the country.  The Housemark report, published in October 2007, listed us and the second least expensive ALMO in terms of overall costs per property managed, and the least expensive regarding back-office costs.

In 2007/08, un-audited outturn figures put us above the national median points in 10 of the 13 indicators in Table 7.  We also met or exceeded 10 of the targets agreed with Rotherham Council.  The three indicators for which we did not meet the targets were:

· xBV72, urgent repairs completed in time; 98.48% achieved despite the impact of the flooding in June 2007 (target was 99%) and above the national average;

· xBV211a, percentage of total repairs expenditure spent on programmed repairs; 38% achieved (target was 40%) and performance is in the bottom quartile nationally; an action plan has been developed to improve performance to achieve the Government’s aim of 60%; this is a priority for the Asset Management Team (acting as client on behalf of the Council) and the In House Service Provider (as supplier of the repair work) in 2008/09; and

· BV212, average re-let time from termination to start; the indicative outturn figure is 37.27 days which is significantly worse than the target of 15 days although it is above the national average.  A number of factors came into play during the year which adversely affected the indicator.  During 2007/08 the work around voids was consolidated into a single team which has reduced the number of long term void properties from 111 to 49 and has a robust improvement plan in place, reflected by the proposed target of 18 days for 2008/09.

From 1st April 2008, the Government has drastically reduced the number of indicators for which it requires performance information; of the 13 shown in Table 7, only one is included:

· BV184a/b, percentage of homes non-decent and rate of change to decency.

Not shown in Table 7 but required by Government is: 

· BV74, overall satisfaction with landlord services.

2010 Rotherham Ltd will continue to report to the Performance Committee against all the indicators in Table 7, renaming them local performance indicators (LPIs).  We will also develop additional internal indicators (IPIs), closer to inputs and outputs of actions to provide earlier warnings of potential performance shortfalls.  Fairness and accessibility is monitored by equalities monitoring wherever that is relevant and possible.  All IPIs will be reported to the Corporate Performance Management Group and by exception to the Performance Committee.  Each meeting of the Board receives a report on performance.

Table 3.1: Key Performance Indicators 

	
	Description
	06/07

Actual
	2007/8

Target
	07/08

Actual
	All England comparison (2006/07)
	All

ALMO comparison (2007/08)*
	Better or worse than 06/07?
	2008/9

Target

	BV 63
	The average energy rating (SAP) of local authority owned dwellings
	61

(
	62
	66

(
	Below Average

(
	Below Average

(
	Better

(
	68

	BV 66a
	% Rent collected
	98.23%

(
	98.25%
	98.47%

(
	Above Average

(
	Top 25%

(
	Better

(
	98.49%

	BV 66b
	% of tenants owing more than 36 days rent arrears
	3.15%

(
	3.30%
	2.89%

(
	Top 25%

(
	Top 25%

(
	Better

(
	2.87%

	BV 66c
	% of tenants in arrears who have had a Notice to Seek Possession (NSP) served
	14.09%

(
	14.0%
	11.25%

(
	Top 25%

(
	Top 25%

(
	Better

(
	11.23%

	BV 66d
	% of tenants evicted as a result of rent arrears
	0.44%

(
	0.40%
	0.27%

(
	Above Average

(
	Above Average

(
	Better

(
	0.26%

	BV 184a
	% of homes non decent at the start of the financial year
	74%

(
	68%
	65%

(
	Bottom 25%

(
	Bottom 25%

(
	Better

(
	49.48%

	BV 184b
	% change in non-decency
	13.8%

(
	15.0%
	29.69%

(
	Above Average

(
	Top 25%

(
	Better

(
	47.54%

	xBV 72
	Urgent repairs completed in time
	98.78%

(
	99.00%
	98.48%

(
	N/A
	Above Average

(
	Worse
(
	99.25%

	xBV 185
	Repairs appointments made and kept
	97.85%

(
	97.85%
	98.92%

(
	N/A
	Top 25%

(
	Better

(
	99.00%

	xBV 73
	Average time to complete non-urgent repairs (days)
	10.00

(
	9.50
	9.42

(
	N/A
	Above Average

(
	Better

(
	9.0

	xBV 211a
	% of total repairs expenditure spent on programmed repairs (as opposed to responsive repairs)
	32%

(
	40%
	38%

(
	N/A
	Bottom 25%

(
	Better

(
	53.66%

	xBV 211b
	% of total repairs expenditure spent on emergency and urgent repairs (as opposed to non-urgent repairs)
	22%

(
	20%
	14.72%

(
	N/A
	Above Average

(
	Better

(
	20%

	BV 212
	Average relet time from termination to start (days)
	16

(
	15
	32.27

(
	Above Average

(
	Above Average

(
	Worse

(
	18


NB The figures in Table 7 are subject to verification audit and may change.

NB The targets in the extreme right hand column are subject to agreement with the Council.

4.
TYING IT ALL TOGETHER

It is essential a “golden thread” runs throughout our planning and management to ensure service delivery is customer focused, achieves the aims set out in our business plan and contributes to the achievement of Rotherham’s Community Strategy, South Yorkshire’s and Rotherham’s Housing Strategies.

This document incorporates the forward looking 5-year business plan and the delivery plan for 2008/09.  Lying beneath this are service plans, performance management processes and individual performance reviews and action plans.

4.1
Service Plans

Service plans reflect the corporate business plan at the sub-directorate level, including a detailed analysis of cost and value for money considerations.  This will ensure that each member of staff:

· knows what are his or her team’s objectives and key performance indicators;

· can see his or her contribution to the achievement of annual and medium term business targets through their personal development review; and

· understands the importance of customer focus and equalities and diversity issues.

4.2
Performance Management 

Performance is monitored and managed at a number of levels throughout the company.  

At the strategic level, the Performance Committee takes the lead in ensuring key performance indicators are carefully managed and remedial action plans put in place when that is in doubt.  The Resources and Asset Management Committee also takes a keen interest in the performance indicators relating to Decent Homes and the repairs and maintenance service.  Summary performance reports also go to each meeting of the whole Board so every company director is kept informed.  The Executive Management Team reviews the corporate risk register which is reported to the Audit and Governance Committee.

From this year, customers will also be directly involved in performance monitoring the Service Standards which have recently been revised following customer consultation events.  Reports from that group will go to the Performance Committee.

The Corporate Performance Management Group includes front line managers and performance champions who take a lead on particular aspects of performance to drive up standards and ensure targets are met.  It meets monthly.

Performance indicators are set at strategic, operational and management levels.  First line managers and staff have identified internal performance indicators which drill down to front line actions; this ensures the cumulative effect of actions is known and measured, and rectified where necessary.

The Performance and Service Improvement Team within the Business Development directorate collates, interprets, compares and presents performance management information to all levels.

Continuous improvement is a key part of performance management and is achieved through a number of activities:

· good practice is identified and shared through our membership of benchmarking clubs;

· feedback from customer forum meetings is given to all managers;

· the complaints and compliments procedures provide learning from poor and good practice;

· briefings from umbrella organisations such as the National Federation of Housing are distributed to all managers; and

· service failures are examined thoroughly to ensure no repetition.

2010 Rotherham has invested in a management post to ensure continuous improvement is achieved across the company, demonstrating commitment to our value of being a learning organisation.

4.3
Individual Performance Management

Each member of staff has regular one-to-one meetings with their line manager to discuss and agree operational priorities and short term actions to complete tasks towards the achievement of their objectives.  Any factors affecting performance are discussed and action agreed to overcome obstacles.

At least once each year every member of staff has a personal development review (PDR) meeting with their line manager to review the year just ended: achievements and any outstanding goals, focusing on the extent to which the learning/development they undertook assisted or improved performance.
During the PDR the next twelve months are discussed, agreeing clear “SMART” objectives and detailing learning and development goals and activities designed to enable the individual to meet their targets and competencies.  The emphasis in this part of the PDR is on support and coaching.  All training and development activities identified during a PDR link directly to gaps in performance or competence relating to the delivery of their service plan and through that, this business plan.  Guidance for reviewers and reviewees is on the 2010 staff intranet.
The following diagram shows how the internal processes underpin performance to meet the needs and challenges of the external drivers; how the “golden thread” runs through the organisation.

Tying it All Together:  “The Golden Thread”


[image: image1]
5.
DELIVERY PLANS

This section sets out our plans to deliver the core business of 2010 Rotherham Ltd and highlights the service improvements planned for 2008/09.

It is worth restating here our vision, which is

“Creating and sustaining better homes, neighbourhoods and communities”

And our mission statement:
“Working with our diverse communities and partners to improve the quality of life, making every neighbourhood safe, clean and proud”

And our core values which describe how we should go about our activities:

· Respecting all our customers and their diverse needs

· Being open and honest

· Listening, learning and achieving

· Continuous improvement

· Working with partners and communities for a better future

· Value for money

· Being a good and caring employer

· Respecting the environment now and for future generations
These values demonstrate commitment to our corporate social responsibilities.  We have achieved formal recognition of our achievements regarding Equalities and Diversity, customer care and staff development and will be seeking it in respect of our green initiatives.  Obtaining value for money underpins all we do and wherever possible, we seek sustainable solutions to current housing issues.
In pursuit of our vision and mission, we have the following strategic aims:

1. Be an excellent provider of housing management services

2. Improve and sustain the quality of council housing in Rotherham

3. Create cleaner, greener, safer neighbourhoods

4. Explore opportunities for new business

5. Develop as an organisation to respond to future challenges

The above represent a shift from the strategic aims given in the Delivery Plan 2007 – 2010 insofar as one has been removed (be an exemplar ALMO) and the last two in the list above added to reflect our renewed confidence in the future of 2010 Rotherham Ltd.  Indeed, if we achieve our objectives we will be an exemplar ALMO.
For each of the strategic aims there are a number of objectives and activities that will contribute towards its achievement.  The high level delivery plans set out in the following tables are brigaded under each strategic aim and include references to the key priorities given in section 6 of the 5-year business plan; service plans include detailed action plans with specific officers assigned responsibilities for tasks, ensuring the golden thread runs throughout our plans.

	AIM 1: Be an excellent provider of housing management services


	Objective
	2008/09 Service Improvement


	Target Date
	Additional Cost
	Risk of not undertaking activity

	Ensure tenants are at the centre of services, participating and helping shape priorities 

(Key Priority 2)
	Implement findings of the Community Engagement Service Review recommendations (BD)

Continue to use the Tenancy Verification Programme to ensure our knowledge of customers and their homes is up-to-date and accurate (NM)

Appoint a complaints administration officer (BD)

Increase the level of customer profiling information held (BD)

	June 2008

50% by Dec 2008;100% by Dec 2009

April 2008

70% by Dec 2008; 90% by Dec 2009
	Within core budget

Within core budget

£19,000

Within core budget
	Failure to engage effectively and possible reputational damage

Breaches of tenancy go unreported; vulnerable tenants not identified; access to services inappropriate to needs

Unacceptable delays in resolving complaints resulting in escalation and excessive staff time; potential compensation costs; delays in processing customer feedback

Inability to respond to the needs of our customers and the changing characteristics of the communities we serve

	Provide full and seamless services to tenants

(Key Priority 2)
	Grounds maintenance to be managed by 2010 Rotherham Ltd by March 2009

(NM)

Choice Based Lettings service to be delivered by 2010 Rotherham Ltd (NM)
	March 2009

June 2009
	To be determined –currently delivered by RMBC
	Tenants continue to be confused regarding responsibilities for services resulting in possible reputational damage for both 2010 Rotherham Ltd and RMBC

	Reduce the number of failed tenancies

(Key Priority 2)


	Establish a tenancy support team for vulnerable tenancies (NM)
	June 2008
	£50,000
	Increase in number of tenancies failing within first year leading to loss of rental income and additional cost incurred in re-letting properties

	Improve accessibility and responsiveness to customers

(Key Priority 2)
	Develop an in-house mini call centre to improve telephonic customer service (NM)

Change our repairs appointments procedures to include greater choice for tenants (INV)


	Sep 2008

June 2008


	£160,000

Within existing resources
	Inability to answer calls promptly; potential for complaints and/or abandoned enquiries resulting in reputational damage

Full efficiencies of handheld technology not realised; reduced customer satisfaction

	Improve management service to leaseholders

(Key Priority 3)
	Appoint a dedicated Leaseholder Manager and support officer (NM)

Review the lease, the service charge calculation and accounting practices; and increase service charge payment options (NM)

Introduce cleaning of communal areas and windows in blocks of flats (INV)
	April/June 2008

July 2008

Sep 2008

April 2008


	£60,000

Included in above

£75,000
	Service continues to be perceived as poor and charges unfair with resultant reputational damage and potential legal action

As above

As above

	Minimise debt owing to the Council’s HRA

(Key Priority 8)
	Introduce additional payment options

(NM)

Identify incentive schemes to encourage customers to pay rent and reward good paying customers (NM)

Agree a plan with Housing Benefits, CAB and Money Advice to drive forward our Housing Income Strategy to prevent tenants getting into debt and to minimise rent loss to the HRA (NM)

Develop proposals for agile working IT support for Tenancy and Estate Management (NM)

Explore proposals for starting all new tenancies at target rent levels (NM)


	Dec 2008

June 2008 

July 2008

June 2008

July 2008


	Within core budget

£4,000

Within core budget

£10,000

Within core budget
	Rental income not maximised; tenant satisfaction levels fall

Rental income not maximised; tenants neglect gardens diminishing image of estates

Tenants fall into increasing debt; tenancies fail; rental income lost

Restricted access to tenants for advice on debt management; increase in rent arrears

Rental income not maximised (risk of introducing target rents for new tenancies is inequality of treatment; perception of unfairness)


	Aim 2: Improve and sustain the quality of council housing in Rotherham


	Objective
	2008/09 Service Improvement


	Target Date
	Additional Cost
	Risk of not undertaking activity

	Complete Decent Homes programme by December 2010

(Key Priority 6)
	Complete the strategy and commence implementation of the environmental works, together with RMBC, for improving the sustainability and aesthetics of our estates

(INV)

Further improve our gas servicing performance by revising our failed access procedures in line with the Environmental Protection Act and publicising servicing programmes and using IT prompt systems (INV)
	Strategy by July 2008

Works begin April 2009

June 2008


	Value of programme of works is £10m; management cost met from capital fee

Within existing resources
	Failure to meet government requirement for environmental works within Decent Homes programme; reduced aesthetic impact in estates

Failure to gain access to undertake servicing required by law; possible legal action against 2010; ultimate risk of fatalities through CO poisoning

	60% of all repairs work for RMBC to be programmed by 2009/2010

(Key Priority 5)


	Implement action plan to reduce proportion of responsive repairs (INV)

Introduce a programme of annual property surveys for our properties, particularly those with infrequent activity recorded on our databases (INV)
	From April 2008

From Sep 2008
	Within existing resources

Within existing resources
	Failure to meet budgets; missed performance targets; credibility

Continued high cost of responsive repairs; failure to maintain Decency Standard; inability to meet target for programmed work




	Aim 3: Create cleaner, greener, safer neighbourhoods


	Objective
	2008/09 Service Improvement


	Target Date
	Additional Cost
	Risk of not undertaking activity

	Provide comprehensive, seamless services to tenants

(Key Priority 2)
	Review arrangements for dealing with anti-social behaviour (NM)

Audit the collation and use of information relating to ASB cases; identify and implement any improvement opportunities (NM)
	March 2009

June 2008
	Within core budget

Within core budget


	Complainants confused so perpetrators of ASB not dealt with effectively or quickly because of divisions of responsibilities

Inability to identify hotspots and causes of ASB in order to focus resources

	Contribute to the “Safe” theme of the Community Strategy 

(Key Priority 7)
	Appoint a Safer Estates project manager to manage the RESPECT agenda (NM)
	June 2008
	£34,000
	Activities are disjointed and fail to make the necessary impact on estates; failure to meet government expectations and loss of reputation

	Contribute to the “Proud” and “Safe” themes of the Community Strategy

(Key Priority 7)
	Continue with and further develop the Borough Environmental Training Scheme

(NM)

Encourage staff and tenants to undertake more recycling activities through provision of skips (INV)
	Ongoing

Ongoing
	£100,000

£40,000


	Visual improvements to the environment not undertaken; crime reduction through clearing overgrown pathways not realised; elderly tenants unable to maintain gardens and may breach tenancy 

Increased fly tipping and environmental damage


	Aim 4: Explore Opportunities for new business


	Objective
	2008/09 Service Improvement


	Target Date
	Additional Cost
	Risk of not undertaking activity

	Support service areas in exploring and securing new business opportunities

(Key Priority 12)
	Introduce a framework to assist operational units to develop business proposals to win new business (BD)
	June 2008
	Within core budget
	Service areas ill equipped to seize business opportunities as they arise or to identify marketable services resulting in lost revenue and contributing to an uncertain future for the company

	Secure RMBC’s contract for aids and adaptations

(Key Priority 11)
	Increase value of adaptations work undertaken by 100% by 2009/2010 by winning the tender with RMBC (INV)
	June 2008
	Within existing resources
	Failure to win the tender will result in a loss of c. £1.5m from existing turnover seriously jeopardising viability of the IHSP

	Broaden customer base for housing management services

(Key Priority 12)
	Explore and secure contracts with Registered Social Landlords in Rotherham for housing management services (NM)


	2 by March 2010 and 5 by March 2012
	Within core budget
	Failure to cross-subsidise housing management activities as HRA fee reduces in medium to longer term; resources and services may need to be downsized if additional income not generated

	Increase the turnover from construction and repairs work

(Key Priority 12)
	Increase by 10% p.a. the value of construction work undertaken by 2010 Rotherham Ltd (INV)

Explore potential for repairs and maintenance contracts with RSLs in Rotherham and elsewhere (INV)
	2008/09 to 2012/2013

March 2009
	Within existing resources

Within existing resources
	Failure to win additional work will lead to downsizing the IHSP 

Reduced scope for new business for IHSP


	Aim 5: Develop as an organisation to respond to future challenges


	Objective
	2008/09 Service Improvement


	Target Date
	Additional Cost
	Risk of not undertaking activity

	Retain our 2-star rating from the Audit Commission

(Key Priority 1)
	Prepare thoroughly for the Audit Commission inspection (CEO)
	June 2008
	£85,000 plus staff from within core budget
	Failure to retain 2 stars will lead to re-inspection within 6 months; failure to retain them at that point is likely to lead to withdrawal of Decent Homes funding so not all Rotherham’s council housing will meet the Decency Standard.  Also, redundancies are likely to be unavoidable

	Secure the long term future of the company, beyond 2010

(Key Priority 4)

(Key Priority 10)
	Produce a short and medium term business plan and budget (BD)

Revise Memorandum of Association to enable 2010 Rotherham Ltd to explore and secure new business opportunities (BD)

Work with RMBC to develop a housing management strategy from 2011 (NM)

Secure an extension to the Management Agreement with the Council (BD)

Review the company’s name and branding to determine whether it is appropriate for the longer term (BD)

Undertake an organisational review to ensure the business is able to respond to the changing needs of our tenants, and business opportunities (BD)
	April 2008

June 2008

Dec 2008

March 2009

March 2009

Dec 2008
	Within core budget

Within core budget

Within core budget

Within core budget

Within core budget

Within core budget
	Organisation would lack strategic direction and focus resulting in reduced credibility and inability to secure work

Company restricted in its operations so unable to broaden customer base resulting in downsizing as HRA reduces

Organisation not able to influence direction of strategy to benefit of customers or determine a role for itself in the future

Without an extension, the company will be unable to trade beyond May 2010.

Inappropriate name may cause confusion but change of identity may lose market position

Falling customer satisfaction rates; company unable to meet challenges of current and new customers 

	Strengthen support services for operational directorates

(Key Priority 8)

(Key Priority 9)

(Key Priority 10)


	Further work on financial systems to improve forecasting and manage financial performance consistently across the organisation (BD)

Development of systems, improved reporting and financial management training and support (BD)

Closely monitor services provided through SLAs to ensure quality, relevance and value for money (BD)

Appoint an HR Officer within 2010 to support line managers (BD)

As part of the organisational development review, identify a set of core management competencies which will include at least: finance, HR (including E&D) and performance management (BD)

Test all managers against the competencies and create a manager development programme to begin with adequate budget provision from 2009/10 (BD)
	Sep 2008

June 2008 

Sep 2008

Quarterly reviews

July 2008 

July 2008 

Dec 2008

March 2009
	Within core budget

£21,000 (from SLA savings)

Within core budget (from SLA savings)

£30,000 (from SLA savings)

Within core budget

Within core budget

To be agreed


	Difficult to apply resources to best effect resulting in inefficiencies; reputational damage and reduced credibility in the business

Information difficult to extract leading to tardy and possibly inaccurate reporting; managers unable to interpret information and take action

Poor customer service from deliverers may adversely affect performance indicators and satisfaction rates

Absence management ineffective resulting in undue cost; full benefit of SLA provision not realised

Managers unclear as to what is required of them, leading to porr performance

Managers unable to meet challenges of changing customers’ needs and new business opportunities

	Secure the future of the IHSP 

(Key Priority 4)
	Implement handheld technology and achieve targeted efficiency gains (INV)

Recover and repay any outstanding deficit owed by the IHSP to RMBC (INV)

With the Council, select and implement a model to market-test the IHSP (INV)

Multi-trade skill the workforce in the IHSP (INV)


	From April 2008

March 2009

March 2009

March 2009
	Within existing resources

Within existing resources

To be determined

Within existing resources
	Inability to repay the invest to save funding, adding to IHSP deficit; compromising future viability of IHSP and outcome of market test

Financial sustainability of IHSP will be questioned and may prejudice outcome of market testing

Value for money will be unproven and RMBC/2010 may be open to challenge on competitiveness 

IHSP unable to respond to changing demands as efficiencies from handheld technology begin to impact on working practices; downsizing may be required 

	Be a good and caring employer

(Core value)
	Achieve level 3 of the Local Government Equality Standard (BD)

Undertake a job evaluation exercise (BD)

Participate in the “EQUIP” initiative to employee trainees from diverse backgrounds (BD)

Participate in an innovative ‘centre of excellence’ scheme designed to provide school age with experience of a range of vocational activities including construction

(BD)

Maintain Investor in People status when reassessed (BD)
	June 2008

Dec 08

March 2009

March 2009

Nov 2008
	Within core budget

SLA/HR officer

£24,000

Within core budget

Within core budget
	Reputational damage especially amongst community and minority groups

Equal pay claims; unable to achieve level 3 of Equalities Standard

Reduced capacity to increase the proportion of employees from diverse backgrounds; would detract from achievement higher levels of Equality Standard

Minimal risk but profile of company not raised with young people who are under-represented in workforce

Reputational damage as a good employer; staff morale diminished
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