	

	Action No.
	Action
	Target date
	Task Owner & Task Manager
	Task Status
% Complete
	Measure/ Milestone
	Completed Outcomes

	1. 
	Inform all the Neighbourhood Managers and the Voids Manager to look into issues relevant to them that have impacted on the current poor performance.
	23 July 08
	Richard Walker
	100%
	Neighbourhood Managers/Void Manager to produce individual reports to Richard Walker – 23 July 08

	Individual Managers identify issues within their area to be addressed to improve performance and achieve set targets


	Risk
High
	Without accountable Managers taking ownership and understanding there teams role in the void process performance will not improve
	
	
	
	
	

	2. 
	Undertake Voids Performance Clinics with Voids Manager, Voids Repairs Co Ordinator and Neighbourhood Managers.
	12 Sept 08
	Richard Walker

Adrian Cheetham, Ayuba Lawan, Jill Jones, Lynne Hamshaw and Andrew Chambers
	100%

	Undertake performance Clinics x 4 – 23 July 08

	All Managers understand the seriousness, their accountability, the actions required to improve LPI 212 and their actions to be completed
A clear break down of actions is produced with accountable managers

Increased awareness of local issues and what is required to achieve the year end target by individual staff and Managers. 



	Risk

High
	The urgency and importance of the voids situation will not be strategically managed and communicated to the Directorate teams via Managers.  Performance will not improve
	
	
	
	
	

	3. 
	Produce a Directorate Recovery Action Plan for LPI 212 
	12 Sept 08
	Adrian Cheetham, Ayuba Lawan, Jill Jones, Lynne Hamshaw and Andrew Chambers
	80%
On target
	Neighbourhood Managers, Voids Manager and Voids Repairs Co Ordinator meet with Director of Neighbourhood Management to review Action Plan and findings – August 08
Produce draft Directorate Recovery Action Plan – 10 September 08
Produce final Directorate Recovery Action Plan – 12 September 08

	A clear understanding of the actions required at a strategic and local level to achieve targets for LPI 212.  – 12 September

	Risk

High
	No strategic direction or understanding of what is required to achieve targets 
	
	
	
	
	

	4. 
	Produce analysis of all Void Properties in the financial year 08/09 broken down into by the seven Neighbourhood areas
	10 Sept 08
	Adrian Cheetham

Andrew Chambers
	100%
	Produce spreadsheet that captures all actions within the voids process, identifying task and team responsibility  - 1 August 08
Analyse the result to identify areas of under performance by team – 8 September 08
	A clear analysis of what has caused the current levels of poor performance for LPI 212 in the financial year 08/09.

The analysis has been produced and actions identified to address poor performance.  See points in item 19 

	Risk

High
	if the detailed reasons for underperformance are not identified then the specific areas that require improvement will not be target and performance will not improve 
	
	
	
	
	

	5. 
	Produce analysis of all Void Properties currently vacant in the financial year 08/09
	10 Sept 08
	Adrian Cheetham Ayuba Lawan

Jill Jones

Lynne Hamshaw
	100%
	Produce spreadsheet that captures all tasks across the voids process, identifying potential delays and revise monthly profiled targets to take findings into account – 08 September 08
	A clear analysis of current voids in each patch and the potential delays/quick wins.
realistic control targets to deliver top quartile performance for the year end

	Risk

High
	if the detailed reasons for underperformance are not identified then the specific areas that require improvement will not be targeted and performance will not improve
	
	
	
	
	

	6. 
	Identify with staff areas of weakness within the Neighbourhood Management Directorate that are contributing to the current poor levels of performance on LPI 212 .
	5 Sept
	Adrian Cheetham, Ayuba Lawan, Jill Jones, Lynne Hamshaw and Andrew Chambers
	100%
	Establish a Directorate Voids Performance S.I.G  - 29 July 08

Monitor Champions Individual patch management of void properties  via 1-2-1s and reality checking  (Neighbourhood & Voids Teams) - 
Work on the analysis results to address areas of weakness identifying the estimated improvement in days
	Joint ownership of the current performance of LPI 212 across the Directorate.

Joint ownership of the work required to achieve the stretch target set in the performance clinics (18 days by December 08)

Individual accountability for void properties that are on a Champion’s patch/constituencies

This will allow for year end projections for LPI 212 and monthly control targets that are realistically profiled and achievable



	Risk

High
	If staff are not part of the improvement process when performance is delivered by them full ownership will not be achieved and full  performance improvements will not be achieved
	
	
	
	
	

	7. 
	Introduce voids monitoring that allows each individual task to be measured in days and identifies who is accountable 
	March 09
	Adrian Cheetham,
	70%

	a) Produce spreadsheet with all tasks identified (keep term 1A & Terms & Lets running concurrently until new system deliver the required outcomes) - 1 Sept 08
b) To get the voids sequence to match the tasks identified on the spreadsheet - February 09
c)  Produce reports from Anite that give managers information on tasks that their staff are accountable for March 09
	Monitoring of individual properties by accountable officer enabling performance management.
trend of under performance identified early and addressed to ensure monthly targets are achieved.
remove inefficient manual analysis required by spreadsheet

	Risk

High
	Neighbourhood staff will have no information regarding void properties on their patch and will be unable to manage improvements
	
	
	
	
	

	8. 
	Identify and implement quick wins to improve  LPI 212 performance via S.I.G  

	01 Nov 08
	a
Adrian Cheetham

Ayuba Lawan Jill Jones Lynne Hamshaw
b

Ayuba Lawan Jill Jones Lynne Hamshaw
c

Ayuba Lawan Jill Jones Lynne Hamshaw

d, e, f

Adrian Cheetham

Ayuba Lawan Jill Jones Lynne Hamshaw
g, h, I, j, k

Adrian Cheetham

l

Ayuba Lawan Jill Jones Lynne Hamshaw


	70%
	Improve communication,

a, Voids Champion to spend half a day in the neighbourhood office – September 08 
b, Inform all NC and NHOs that the term 1A are on G Drive.
c, Every neighbourhood office to have ‘ready to let/view key board’ and key receive box 19 September 08
d, Ensure all CSAs are capable of completing and monitoring the current term 1A forms – 

19 September 08
e, Train staff to understand and complete the key register on Anite - 19 September 08
f, Use capability procedure where necessary – 31 October 08
g, review how voids information is shared with Members on a monthly basis - 31 October 08
h, De-designate all sheltered/ Med priorities properties that have been matched 5 times or over to aged persons, benchmark change of use criteria – 31 0ctober 08

I, Increase resources within the voids repairs team to address the current back log of properties awaiting repairs - September 08
j, Identify quick turnaround voids at pre-term visits and prioritise for allocating – September 08
k, Implement joint viewings when the refusal rate is identifies as high for an area - 31 October 08
i, include security issues on pre term visit where RC will record type of security required, CSA to ensure this is checked and ordered – 26 September 08

	improve performance by increasing awareness and monitoring of the whole void process and through better communication

This will allow 37 properties to be designated reducing rent loss through voids and total number of dwelling across the borough

Reduce the total back log and increase turn around times of voids properties. Target of 200 voids by December 08 (agreed at EMT)
increase performance by better forward planning of back to back turn around properties

more efficient management of lesser demand properties improving performance

	Risk

High
	If staff are not part of the improvement process when performance is delivered by them, full ownership will not be achieved and full  performance improvements will not be achieved
	
	
	
	
	

	9. 
	Piloting new initiatives identified through the implementation of the LPI 212 performance S.I.G 
	31 Dec

08
	a
Jill Jones

b, c, d

Adrian Cheetham


	30%
	Evaluation and analysis of pilots:
a) Dedicated NHO for viewing and sign-ups for one constituency - 31 December 08
b) If Decent Homes are on the street this should be passed to them – 31 December 08
c) Complete voids repairs during the termination periods -  31 December 08
d) Complete all repairs prior to the void being let – pilot in Rotherham South -31 December 08
 
	New ways of working piloted and service delivery amended where improvements to performance are identified 

	Risk

Medium
	Initiatives to improve performance will not be evaluated and identified improvements implemented
	
	
	
	
	

	10. 
	Challenge all Vun and Vav  properties that are over the 18 day target

	26 Sept 08
	Adrian Cheetham
	50%
	Review all Vun status lets this financial year -  August 08
Review all Vav status lets this financial year – 26 September 08

	1140 day have been saved on the vun criteria, 



	Risk

High
	Errors in the incorrect recording of void performance will not be identified to the detriment of performance
	
	
	
	
	

	11. 
	Run joint performance clinics with the Repairs Champion ,Void Champions and Neighbourhood Champions to identify problems and set targets
	31 Oct

08
	Adrian Cheetham
Jill Jones

Ayuba Lawan

Lynne Hamshaw
	20%
	Arrange joint performance clinics to identify issues and agree targets – 31 October 08
	Targets to be set for each Void Neighbourhood Champion to shortlist 4 properties a day and email the Voids Manger the addresses -  August 08
Joint ownership of performance by all staff working in a specific patch

	Risk

High
	No joint performance management of patch/area based staff to manage the time taken from short listing to viewing and sign up. No performance improvement.
	
	
	
	
	

	12. 
	Appoint a Voids Controller to replace the Voids QA.  This post will manage performance and operational improvements.
	31 Oct 08
	Adrian Cheetham

Richard Walker
	85% 
	Write Job Description

Produce Advert

advertise

shortlist

interview  - 26 September
appoint – 29 September
 
	Improved performance ownership within the Voids Team, ensuring accurate weekly performance information and management.

	Risk

Medium
	Current situation continues where performance is incorrectly reported outside of the Voids Team
	
	
	
	
	

	13. 
	Ensure all resources are maximised for  the completion of void property repairs 
	August 08
	Adrian Cheetham

Andy Chambers
	100%
	Review budget spend profiles and action accordingly


	Report agreed at EMT identifying financial resources available within the current budget to increase resources for void repairs 

	Risk

High
	The number of void properties continues to rise impacting on LPI 212, LPI 69 and IPI 43
	
	
	
	
	

	14. 
	Implement OPTITIME technology to manage the work scheduling for the voids operatives based on Standard Minute Values.
	March 09
	Adrian Cheetham/Tim Whitworth

Andy Chambers
	0%
	Introduce OPTITIME system for voids operational management by - 1st October 2008
Run a pilot to test the system managed diary system for voids – 31 December 08
Assess the benefits of the system being paper based or hand held appliances for all operatives – February 08
Implement IT based Operative diary system – March 08
	Improved “Keys with Contractor” performance, productivity and Void turn around times through improved efficiencies
reduce number of Operational staff required to work on voids through improved efficiencies

	Risk

Medium
	efficiencies identified by the IHSP will not delivered within the voids team, yet invest to save payments will have to be made
	
	
	
	
	

	15. 
	Establish a Voids Operation Working Group, to identify opportunities for improvements and inform management of operational issues 
	February 08
	Adrian Cheetham

Andy Chambers
	100%
	Agree the voids Operational working group members.

Programme six months of meetings in advance

Produce an Voids Operational  Action Plan
	The first meeting has taken place and the Action Plan has been produced.  

The meeting identified inefficiencies in the current way the voids Repairs Champions work and this has now been addressed.  

	Risk

High
	If staff are not part of the improvement process when performance is delivered by them, full ownership will not be achieved and full  performance improvements will not be achieved
	
	
	
	
	

	16. 
	Bring the LPI212 reporting process into the Consolidated Voids Team to address issues of incorrect weekly results from the IT team.
	31 Oct 08
	Adrian Cheetham
	80%
	Voids Controller to work shadow Ian Dickman and then bring the process within the Voids Team - 31 October 08

	reduced the errors made in reporting the performance on LPI 212 reducing staff time amending performance reports

	Risk

Medium
	Current situation continues where performance is incorrectly reported outside of the Voids Team
	
	
	
	
	

	17. 
	Review the reasons for tenants accepting  void properties 
	Nov 08
	Adrian Cheetham
Voids Controller

Lynne Hamshaw
	10%
	Establish acceptance reasons with tenants from the Service Improvement Group - 31 October 08
Adapt the current voids monitoring spreadsheet to capture acceptance reasons – 30th November 08
Undertaken analysis of reasons for acceptance to inform future service plans – 12th January 09
Adapt the Houseproud Survey to capture acceptance reasons – 31 March 09

	Understand what is important to tenants when accepting a new property
Review the service provided based around what is identified as important for a prospective tenant when accepting a new property. 

reduce refusal rates as more prospective tenants will accept properties

	Risk

Medium
	The voids service remains stagnant and negligent of customer prioritise that will improve the service 
	
	
	
	
	

	18. 
	Action Points from the void analysis undertaken
1) Notice received to Term date        ( where 27 days or less) – 15 Days
2) Keys with Contractor  - 62 days including Vuns, 50 days excluding Vuns
3) Fixed Wire Test – 18 Days

4) Gas cap off – 8 Days

5) Average termination date to receiving keys – 4 Days
6) Key Choices process prior to termination – 24 Days
7) Properties with no pre termination visit arranged – 24 days (per void) 

8) Reduce refusal rates from 28.1% to 12%

	 31 Dec
08
	1) Neighbourhood Managers

2) Andy Chambers

3) Andy Chambers  - Paul Ruston
4) Andy Chambers  - Paul Ruston

5) Neighbourhood Managers

6) Adrian Cheetham & Key Choices
7) Neighbourhood Managers
8) Adrian Cheetham & Key Choices

	10%
	1) Neighbourhood staff to ensure that the full 4 week (28 day) termination notice is served even when keys are received early.
a) To monitor the term 1A weekly to ensure 4 weeks notice is being taken. 

b) To provide necessary CSA training for taking  terminations

c) Reality checking procedures are being followed by CSAs

2) Appoint additional labour to the Voids Repairs Team to reduce the number of days that keys are with contractors.  The Voids Repairs Team have submitted a business case for additional resources that has been accepted by EMT.  
3) Undertake all fixed wire tests prior to termination
4) Implement and monitor an  internal target of 2 days for the gas cap off
5) Neighbourhood staff to ensure that the full 4 week (28 day) termination notice is served even when keys are received early
6) Review the Key Choices process and the time line from sending the advert to receiving the shortlist, including the option to extend the termination period for transfers to 28 days from 14.
7) Neighbourhood staff to ensure all terminations have a pre termination visit undertaken during the 4 week notice period
8) Improve the information provided to prospective tenants via all advertising methods  

	1) This would have saved 290 days retrospectively, projected saving for year end is 870 days
2) This will reduce the number of days that the keys are with the voids repairs team with a view to achieving the stretch target of 10 Days
3) This is projected to reduce the total number of days by 18,000 for the year end
4) This is projected to reduce the total number of days by 6,000 for the year end
5) This is projected to reduce the total number of days by 4,000 for the year end
6) Reduce the number of days from 22 for the Key Choices process, impacting positively on transfers
7) This is projected to reduce the total number of days by 13,680 for the year end
8) This will reduce the refusal rates and free up over 16% of the Voids Champions time by reducing repeat verifications for properties


	Risk

High
	The Action Points above are the foundations to delivering performance improvements to LPI 212, LPI 69 and IPI43.  Not completing these actions will result in performance being off target by the year end
	
	
	
	
	

	19. 
	Review the Service Standard for Repairs to and the Cleaning of void properties
	31 October 2008
	Adrian Cheetham

Andy Chambers
	50%
	Review the standard of cleaning required for a void property and consult with tenants – April 08
Review the standard of repairs required for a void property and consult with tenants – May 08
Identify the agreed standards within the publicised Service Standards - 31 October 08
Provide copies of the standards in all voids - 31 October 08
	A clear standard of repairs and cleaning will be implemented with the agreement of tenants.
All new tenants will have copies of the standards and satisfaction is to be monitored via the Houseproud customer satisfaction survey.

	Risk 
Medium
	Not understanding what levels of repairs and cleaning is expected from new tenants will result in a service that does not meet customer’s expectations.
Satisfaction with the levels of repairs and void cleanliness will not be measured and this will impact negatively in the eyes of the Audit Commisson
	
	
	
	
	

	20. 
	Produce information in an agreed format for all Ward Members stating the current position of the Void properties in their Ward
	31 Dec 08
	Neighbourhood Managers

Adrian Cheetham
Voids Controller
	5%
	Ensure all Neighbourhood Managers take full list of current voids, with allocation status to Area Assembly Coordination Exec meetings – 30th September 08.

Produce and send out a survey of all Ward Members to identify the preferred method of communicating individual void reports by Ward – November 08
Review survey results and evaluate  the cost benefit of the preferred methods of communicating with Ward Members – November 08
Provide Void information to Ward members by an  efficient and preferred method – 31 December 08
	Immediate information available to members and partners upon request.

Reduce the number of Ward Member enquires relating to Voids.
Ward members will be able to respond directly to constituents regarding void property enquires.
Savings in time for constituents, Ward Members and 2010 staff by reducing the number of formal and informal enquires regarding void properties. 

Whilst this will not directly improve performance indirectly it will free up staff time allowing increased productivity – improving performance

	Risk
Medium
	Not completing this task will result in a misunderstanding with Ward Members in relation to Void Properties within their ward, resulting in high volumes of formal and informal requests for information taking up staff time
	
	
	
	
	

	21. 
	Review an “Incentive to stay” procedure to reduce the number of Terminations received
	31 March 09
	Jill Jones

Ayuba Lawan

Adrian Cheetham
Voids Controller
	0%
	Ensure all staff conduct “exit interview” including offering customers “opportunities to stay” when receiving a termination – 30 September 08
Carry out analysis of reason for termination and action as appropriate by 31 October 08
Table the item at the staff and tenants Void Service Improvement Groups and record all suggestions - 31 October 08
Review all options based around VFM and make recommendations to EMT – 31 November 08

Revise the Void Procedures to include “Incentives to Stay” – February 09
Train staff and implement “Incentive to stay” procedure –  31 March 09
	Problem solving approach to try and keep customers in their own homes, rather than moving due to issues that could easily be rectified

Understanding reasons for termination will enable us to sustain tenancies

Reduce the number of tenancies that terminate increasing efficiency and performance.
Identify reasons for tenancies terminating allowing the service to be tailored accordingly. 

	Risk
Medium
	terminations will not reduce and there will be no understanding of how to improve the service to address this
	
	
	
	
	

	22. 
	Undertake Council tenancy verification at least every 2 years on every dwelling
	31 March 09
	Lynne Hamshaw
Ayuba Lawan

Jill Jones

Andrew Leigh 
	50%
	Agree and monitor monthly targets by Neighbourhood, to ensure 100% of Council dwellings are checked every 2 years – April 08     
Report to the Neighbourhood Directorate Managers Meeting Progress against targets – June 08
Neighbourhood Managers that are behind their monthly target are to address recovery action via the 1-2-1 process – Monthly ongoing
	Reduce the number of tenant recharges that are identified on a pre termination visit, this will increase the efficiency of  voids team staff improving performance. 

This will not have an immediate effect but will have a positive impact in the long term

	Risk
Low
	The majority of tenants recharges are not identified prior to a pre termination visit and inefficiencies will remain with the Voids Team.  Tenants with identified recharges generally still terminate as planned.  The cost of the recharge is then retrospectively increasing or creating a new debt to the HRA account.
	
	
	
	
	

	23. 
	Maintain Void gardens to a standard that will not be detrimental to an areas sustainability
	31 October 08
	Adrian Cheetham
Andrew Leigh

Andy Chambers

Neighbourhood Managers
	10%
	Ensure all Neighbourhood Champions and NHO’s are undertaking to check and report voids gardens on a weekly basis – April 08
Review resource deployment within the Estate Officers section to maximise efficiency  - 31 September 08
Identify funding options available to increase resources within the Estate Officers Teams to address all void garden reports – 17 October 08
	Well maintained gardens to void properties,  reducing the negative impact voids has on a neighbourhoods sustainability

	Risk
High
	Un-maintained gardens to Void properties reducing  a neighbourhoods sustainability 
	
	
	
	
	

	24. 
	Review  the current void processes ensuring staff are fully compliant, implement identified improvements and produce a revised process map
	30 Nov

 08
	Adrian Cheetham
Lynne Hamshaw

Ayuba Lawan

Jill Jones
	10%
	Review the current voids process with the staff voids Service Improvement Group – 31 October 08
Identify efficiencies that can be made to the current process – 31 October 08 

Produce updated voids procedures ensuring they are adhered to – 30 November 08 
	All staff following the correct and updated procedures for Void Property Management reducing inefficiency and improving performance. 

	Risk Medium
	Wrong procedures being followed by staff, potential breaches of legislation
	
	
	
	
	

	25. 
	Increase resources within the Voids Repairs Team to manage the £1.5million Capital Budget based on the 7.7% Capital Management fee 
	31 October 08
	Andy Chambers
Adrian Cheetham
	
	Produce a Business Case for EMT identifying potential efficiency gains within the Voids Team by allocating the 7.7% capital management fee direct to Voids Repairs Management Team – 31 October 08
	Currently the £1.5million Capital Budget for voids is managed free of charge to the capital budget but at the expense of the IHSP budget.  Realigning the £115,500 to the IHSP will allow for additional resources to be deployed operationally to improve performance  

	Risk
Medium
	If this is not agreed and implemented, then the IHSP will continue to supplement the management of the Voids Capital Budget at the expense of operational resources.
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Risk	– High 	= essential contribution to the organisation achieving targets


	– Medium 	= probable contribution to the organisation achieving targets


	– Low		= slight contribution to the organisation achieving targets











