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TURNING HOUSES INTO HOMES



Report to 2010 Rotherham Ltd

ITEM NUMBER: 7b
	MEETING:
	Board


	DATE:
	3rd December 2008


	TITLE OF REPORT:
	Progress against the 1-Year Business Plan


	ACTION REQUIRED:
	For Information


	FINAL DECISION TAKING BODY:
	Board


	CLASSIFICATION:
	Public


	RECOMMENDATION(S):
	Directors are recommended to note the content of this report.


	REPORT OF:

Contact details:
	Teresa Butler, Director of Business Development

Tel: 01709 824373

Teresa.Butler@rotherham.gov.uk


	EXECUTIVE SUMMARY:
	This report describes the progress against the targets contained in the business plan for 2008 – 2009.


	IMPLICATIONS:
	

	CONSULTATION:
	The business plans were distributed in draft form to 2010 Directors, the Council and Rother Fed for comment before submitting to the Board for approval in June 2008.  The one year plan, as required, was approved by the Cabinet Member on 28th July.



	FINANCE AND VFM:
	There are no implications arising directly from this report; VFM is addressed within the business plan and is a cross-cutting theme.  The business plan includes budgets for activities.



	RISK:
	Failure to achieve the targets within the business plan may result in reputational damage and/or financial loss as shown in the right hand column of the delivery plans attached.  



	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:
	All officers within the Company have Personal Development Plans and these contain individual targets that contribute to service plans and the overall performance of the company.

	ENVIRONMENTAL:
	Wherever possible, documents are kept electronically, minimising the impact on the environment of printing.  

	EQUALITIES/DIVERSITY:
	Equalities and diversity are cross-cutting themes; equalities impact assessments are undertaken on all activities.


	Introduction

The 5-year and 1-year business plans combined set out the activities planned by the company over the next five years.  The longer term plan gives assurance that we are seeking to deliver housing management and repairs services in Rotherham beyond the year 2010; the one-year plan sets out targets for service delivery and performance in 2008 – 2009.

Background

The one-year plan is, in effect, the Delivery Plan for 2008/09 and was formally approved by the Cabinet Member for Neighbourhoods on 28th July 2008, with two additional requests:

· to include an item to produce an Improvement Plan following the Audit Commission inspection; and

· to defer proceeding with the Annual Property Inspection programme until further discussions were held with the Director of Neighbourhood and Housing Services regarding the scheme and its value for money.

Business Plan Aims and Objectives

The five overarching strategic aims for 2010 Rotherham Ltd are:

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 high level delivery plans set out in the tables attached are brigaded under each strategic aim and include references to the eleven strategic priorities identified in the 5-year business plan, linkages to the housing strategy and to RMBC’s Neighbourhoods’ service plan given in section 6 of the 5-year business plan.  The key to linkages is in the table below; relevant links are shown in the left hand column of the delivery plans.

2010 Rotherham Ltd strategic priorities - SP

2010 Rotherham Ltd development priorities - DP

Housing Strategy priorities - HSP

RMBC Neighbourhoods priorities - NP




	Strategic Aim 1: Be an excellent provider of housing management services


	Objective and Linkages
	2008/09 Service Improvement


	Target Date
	Progress Status

(Red Amber Green)
	Risk of not undertaking activity

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

SP 3/9

NP 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 (HM)

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

Targets revised: 45% by Mar 09 and 90% by Mar 2010

April 2008

70% by 30 Dec 2008; 90% by Dec 2009
	Amber – strategy in place and implementation of recommendations begun.  The Interim Chief Executive is aware of the importance of this issue and is preparing a paper for discussion with the Sustainable Communities Committee and Rother Fed.

Amber – TV framework established and being undertaken; it is unlikely that year end targets will be met in all areas.  Performance review meetings in place to address areas of poor performance

Green – Full time permanent administration officer appointed November 2008.  Cover provided between May-November 2008 by staff from the PSI team.

Green – Over 16,400 records on system (64.35%) and more to input.  We have engaged some additional agency staff hours to ensure we can input the forms.
	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

DP 1/2

HSP10

NP6


	Grounds maintenance SLA to be negotiated and managed by 2010 Rotherham Ltd by March 2009  (HM)

With RMBC, review the housing register to  facilitate the implementation of the new allocation policy and to improve people’s chances to access social housing  (HM)
Work with the Council to ensure the Choice Based Lettings service contributes to the achievement of targets for the quick turnaround of empty properties  (HM)
	March 2009

Sep 2008

Sep 2008
	Red – Action not yet started

Amber – Review by RMBC underway

Green – Completed.  Voids performance recovery plan in place and agreed by 2010 Board.  CBL Policy is supporting the improvement plan
	Tenants continue to be confused regarding responsibilities for services resulting in possible reputational damage for both 2010 Rotherham Ltd and RMBC

Unable to focus resources where most needed.

Reputational damage to both organisations if properties left empty given numbers on the register.  Delays impact on 2010’s performance figures.

	Reduce the number of failed tenancies

SP3

HSP 9/12

NP7

 
	Establish a tenancy support team for vulnerable tenancies  (HM)


	June 2008
	Amber – The team has now been recruited and will commence work in January 2009 (delayed due to inspection and budget savings)
	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

SP3 SP4

DP8


	Develop an in-house mini call centre to improve telephonic customer service (HM)

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


	Sep 2008

Targets to be revised when health check of project completed

June 2008


	Red – Health check of the project undertaken, highlighting further issues for consideration.  Decision made not to co-locate with SYP due to physical restrictions.  Additional CSAs appointed to support telephone access at Neighbourhood Offices in the interim.

Green – completed 
	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

SP3

 
	Appoint a dedicated Leaseholder Manager and support officer (HM)

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

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

Sep 2008

April 2008


	Green – completed
Amber – report re-drafted; to go to Cabinet Member in December to agree methodology

Green – completed
	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

SP3 SP6

HSP6


	Introduce additional payment options

(HM)

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

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 (HM)

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

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

Work with the Council to reduce the number of long term voids and to reduce the number of days taken to re-let all properties as they become vacant (see CBL above) (HM)
	Dec 2008

June 2008 

July 2008

July 2008

July 2008

Ongoing 
	Green – working with RMBC, aim to begin swipe card payments from April 09

Green – identified and procedures in place; implementation from November commencing with direct debit incentives

Amber – proposals discussed and agreed with partners; formal plan to be produced; developing Financial Inclusion Strategy as per the AC recommendation

Green – proposals developed but budgetary constraints prohibit early implementation

Red – this was an HQN suggestion and has not yet been actioned; paper to be drafted for RMBC’s consideration

Amber – voids performance has been negatively impacted by the letting of long term sheltered properties; the decision by RMBC to raise threshold of major investment voids has allowed over 30 long term voids to go back into circulation
	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)

Rental income not maximised; capital value of Council’s assets reduces; detrimental appearance; reputational damage to both organisations


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


	Objective
	2008/09 Service Improvement


	Target Date
	Progress Status

(Red Amber Green)
	Risk of not undertaking activity

	Complete Decent Homes programme by December 2010

SP5/6

HSP4/11


	Complete the strategy and commence implementation of the environmental works, together with RMBC, for improving the sustainability and aesthetics of our estates

(INV)


	Strategy by July 2008

Works to begin April 2009

(date revised to Nov 2009)
	Red - Strategy presented to EMT on 2nd September 

Environmental Strategy developed and consultation with customers commenced

Environmental works procurement report to be presented to Cabinet Member on 24 November.  Earliest start date on site now is November 2009
	Failure to meet government requirement for environmental works within Decent Homes programme; reduced aesthetic impact in estates



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

SP5

DP11

HSP8


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

Agree with the Council and introduce a programme of annual inspections and repairs for our properties, particularly those with infrequent activity recorded on our databases (INV)

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

From Sep 2008

June 2008


	Green - A strategy for improving the split between the responsive and planned maintenance was approved by R&AM in May 2009

A 5 year planned maintenance programme was created and this will help in maintaining the homes we manage on a pro-active basis.

Amber – Further discussions are required with the Client representative; new ways of designing the programme are to be explored

Amber – EPA route is now considered to be unsuitable as in conflict with current Tenancy Agreement.  Injunction process remains preferred option.  By agreement, M&E team has enhanced quality of service provided by Legal Services.  

Radio advertising has been risk assessed and frequency of adverts has been increased in areas with poor access history.  IS team has included requirement for increased visibility of outstanding gas service properties to be highlighted in other customer facing systems by April 2009.
	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

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


	Aim 3: Create cleaner, greener, safer neighbourhoods


	Objective
	2008/09 Service Improvement
	Target Date
	Progress Status

(Red Amber Green)
	Risk of not undertaking activity

	Provide comprehensive, seamless services to tenants

SP3 SP6

DP3

NP1/4


	Work with our partners in the Safer Neighbourhoods Teams to review arrangements for dealing with anti-social behaviour (HM)

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

June 2008
	Green – 2010 is part of the SNT review process and currently working with partners to deliver a training programme for all staff

Green – suite of 26 IT reports now available re ASB; –this information is being used to drive up performance and customer satisfaction
	Complainants confused so perpetrators of ASB not dealt with effectively or quickly because of lack of clarity

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

	Contribute to the “Safe” theme of the Community Strategy 

SP6

HSP3

NP1/3/5


	Appoint a Safer Estates project manager to manage the RESPECT agenda (HM)
	June 2008
	Green – Completed
	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

SP3 SP6


	Continue with and further develop the Borough Environmental Training Scheme

(HM)

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

Ongoing


	Green – negotiation and schedule agreed with SYHA; contract awaiting completion

Amber – Rother Fed participating in the 2010 Environmental Network and Action Groups.  2010 is also about to embark on an important base-lining exercise to determine its key environmental impacts. This will then help us to revise our environmental policy and strategy and develop an Environmental Management System.
	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 




	Aim 4: Explore Opportunities for new business


	Objective
	2008/09 Service Improvement


	Target Date
	Progress Status

(Red Amber Green)
	Risk of not undertaking activity

	Support service areas in exploring and securing new business opportunities

SP11

DP14


	Introduce a framework to assist operational units to develop business proposals to win new business (BD)
	June 2008
	Red – not yet completed; assisting Neighbourhood Directorate with SYHA for BETS 
	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

SP11

DP7


	Increase value of adaptations work undertaken by 100% by 2009/2010 by winning the tender with RMBC (INV)
	June 2008
	Green – contract awarded to 2010 Rotherham Ltd
	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

SP11

DP4/5

HSP13


	Explore and secure contracts with Registered Social Landlords in Rotherham for housing management services (HM)

Secure the contract to manage the Gypsies’ and Travellers’ site to be developed by the Council (HM)


	2 by March 2010 and 5 by March 2012

When developed
	Green – Some work begun using BETs for SYHA work on a regeneration scheme


	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

SP11

DP 6/12/13


	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
	Red – Work into the Construction and M&E teams has significantly altered compared to initial budget projections made in January 2008.  RCP work generally is reducing to make way for Rotherham Renaissance projects.  IHSP budgets have been refreshed as a result.
	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
	Progress Status

(Red Amber Green)
	Risk of not undertaking activity

	Retain our 2-star rating from the Audit Commission

SP1

HSP5


	Prepare thoroughly for the Audit Commission inspection and respond fully and promptly to recommendations arising from the inspection. (CEO)
	June 2008

Sep 2008
	Green – inspection onsite June 2008; report published 6th November, retained 2-stars with uncertain prospects; improvement plan drafted.
	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

SP 2/6/8

DP 15/16/17

HSP7


	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 with RSLs within the borough (BD) 

Participate in the Council’s “Housing Directions” group to determine the delivery mechanisms for housing beyond the year 2010. (HM)

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

Seek to agree with RMBC a new 5-year Management Agreement (BD/CEO)

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


	June 2008

Dec 2008

March 2009

March 2009

March 2010

Initial review Dec 2008
	Green – completed

Red – not started; revisions will be sought when required

Green – 2010 EMT members of steering group and all four work streams

Red – work will begin when outcome of Housing Directions group known (due March 2009)

Red – as above

Amber – This work had been identified as a Strategic Priority but is currently being reviewed given its links to the new structure and to Job Evaluation 
	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

Company unable to influence outcome or have a role beyond 2010

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

Company unable to continue as housing ALMO for RMBC

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

	Strengthen support services for operational directorates

SP7 

DP 18/19

 
	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 

October 2008

Dec 2008

March 2009
	Red – continuing difficulties with ROCC UE system has affected this activity as it relates to the IHSP

Amber – reporting framework on ROCC UE in place; training given and more planned

Amber – quarterly reviews commenced 

and on-going

Red – post advertised but withdrawn pending recommendations to be presented to EMT following a thorough review of our HR needs.
Red – dates revised to align with strategic priority 8.  This Strategic Priority is currently being reviewed given its links to the new structure and to Job Evaluation; new timescale to be identified.
	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 poor performance

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

	Secure the future of the IHSP 

SP 4/6

D P8/9/10


	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
	Amber – Initial PDA connectivity issue has been addressed and enhanced “Black” PDA units have been acquired. Discussions with RBT have sought to have the original PDAs replaced with the “Black” ones. Discussions ongoing and legal opinion sought. “Black” units will be issued to responsive and gas teams initially.

Amber – IHSP budget has been refreshed during November to take income variations into account.  Backlog of timesheets reduced and income shortfalls being explored with regard to reviewing invoicing accuracy

Green – Board meeting in August recommended exploration of Joint venture Capital company (Option 4). Matter referred to RMBC Cabinet member for Housing for November decision has been deferred.

Green –Final teams being moved on to work scheduling facility.  Once all teams are working then full visibility cross IHSP will allow for in depth review of skills to demand requirements
	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)

SP10

DP18


	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 IIP Investor in People status when reassessed (BD)
	December 2008

March 2009

In 2009/10

March 2009

March 2009

Nov 2008

February 2009
	Amber – The Local Government Equality Standard is being replaced in 2009 by a new LG Framework.  An Equal Pay Audit is still a requirement to declare as an “Achieving” organisation.  The latter is linked to the Job Evaluation project.  

Amber – activity linked with restructure so deferred.  

Red – the review of our HR needs has meant we have been unable to pursue this matter

Green - Work with Whiston Grange School ‘Bridge Project’ well underway

Amber – PDRs undertaken and service learning and development plans in place
	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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