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	DATE:
	14th January 2009
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	Public


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


	REPORT OF:

Contact details:
	Teresa Butler, Director of Business Development
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Teresa.Butler@rotherham.gov.uk


	EXECUTIVE SUMMARY:
	This report summarises the quarterly monitoring of the SLAs with RMBC following last year’s review.  The report relates to reviews of delivery in the quarter ended 30th September 2008.  The format of the report is the same as previously, i.e. background information is given again for ease of reference.


	IMPLICATIONS:
	

	CONSULTATION:
	Consultation with relevant parties was undertaken during the review.  Various officers have lead responsibilities for managing the SLAs; each has been consulted in preparing this report.

	FINANCE AND VFM:
	There are no implications arising directly from this report; VFM is sought from the delivery of services through each SLA in terms of the fee paid and quality of service delivered.  

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

	LEGAL:
	The Memorandum & Articles of Association govern the conduct of the Company.  The Management Agreement with RMBC sets out our responsibilities regarding monitoring and reporting of performance; SLAs set out the services and standards to be delivered by RMBC (or RBT through RMBC).

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

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

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


	Overview

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

Service Provider and Key Elements

Charge (£)

Totals (£)

EDS – Streetpride
Network Management Group

· Public Sewer Screening

Community Delivery Group
· Graffiti Removal

· Fly tip removal

EDS Asset Management 

Property  management – communal cleaning

Waste Removal – office cleaning

14,500

23,200

32,500

139,847

151,888

361,935

Financial services

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

· Financial Systems

· Income, Sundry Debtors & Taxation

· Internal Audit

· Governance

48,892

55,534

64,046

41,320

30,949

240,741

HR

· HR & Payroll/Strategic HR

185,000    

185,000

Legal

· Advice and guidance on all legal issues

· Employment issues

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

· Property related transactions and issues

· Litigation, Arbitration and Dispute Resolution

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

146,306

146,306

RBT
· ICT

· Procurement

· Customer Services

· Cashiers

665,161

229,294

139,124

126,669

1,160,248

Transport
· Fleet management

· Acquisition of Vehicles

· Support and advice of transport related issues

166,517

166,517

Total

2,260,747

The Service Level Agreements and Issues from Reviews

1. EDS Asset Management

1a.
Property management – cleaning; reviewed 5th September 2008
Under this aspect of the SLA, EDS will:

· Provide a comprehensive cleaning service to communal areas

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

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

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

Key points arising from the review:

· Cost of cleaning blocks recently added to SLA is considerably more than original (which is reported to be done at less than cost)

· Service needs market testing/benchmarking 

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

· Performance hindered by lack of access to hot water for some blocks, dumping of rubbish/ASB and doors being replaced without keys and fobs being issued.

1b.
Property management – facilities cleaning; 


reviewed 5th September 2008
Under this aspect of the SLA, EDS will:

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

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

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

Key points to note regarding this SLA:

· Waste removal charges should decrease with closure of East Herringthorpe in July and Maltby Civic Office in September

· Further justification of costs being sought regarding Dinnington following the opening of the Customer Service Centre

· Costs are being closely monitored at all sites.

1c.
Transport; informally reviewed 16th December 2008
Under this aspect of the SLA, EDS will:

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

· Carry out the acquisition of Vehicles for 2010 Rotherham Ltd

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

Following the appointment of a transport manager in November, a number of issues have been identified to improve the effectiveness of this SLA.  A meeting was held with RMBC on 16th December at which the following was agreed:

· 2010 was not receiving the reports (as per the SLA) regarding the condition of vehicles which should be monitored during servicing

· RMBC was not informing 2010 of vehicles with high mileage (approaching limit at which additional charges apply) and very low mileage to enable 2010 to change drivers to even out usage

· RMBC would no longer issue hire vehicles (e.g. to replace one undergoing servicing) or upgrade vehicles without the prior authority of 2010’s transport manager

· 2010 would ensure departments inform the transport manager whenever a vehicle is reallocated, to ensure driver details are correct for insurance purposes.

A formal review has been arranged for 14th January 2009.

2. Streetpride – network management; review not required 

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

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

· provide structural engineering services as required.

Quarterly reports on performance confirm the continuing value for money of the preventative maintenance programme.  Other costs are in relationship to the direct use of services and charged as required.  The safer estates manager reports that this aspect of the SLA delivers an excellent, responsive service and represents good value for money.
3. Financial Services; reviewed 25th November and 16th December 2008

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

· Financial Systems

· Income Distribution, Sundry Accounts Invoicing and Taxation

· Internal Audit

· Governance.

There has been no formal review of the full range of SLA services but meetings have been held on 25th November and 16th December to discuss and agree actions regarding financial transactions, especially in regard to the IHSP.

Key issues arising from the meetings were:

· 2010 and RMBC agreed a deadline of 31st December to sort and charge WIP (work in progress)

· when producing reports to RMBC, 2010 to include the balance on the ledger for each code, detail of the WIP and the cumulative position

· voids revenue needs to be capitalised monthly and therefore 2010 and RMBC will continue to hold monthly meetings

· PH offered the support of the Council finance team to 2010 if needed and suggested that both meet on a regular basis for position statements and updates on the HRA

· 2010 requested sight of the revised HRA business plan

· There had been serious delays in invoicing for aids and adaptations work; from 1st December one invoice per major adaptation would be submitted and invoices for minor works batched and evidences

· 2010 to close the holding account to prevent any further usage

· RMBC finance is setting up a new asset register that may consist of either estates or individual properties; 2010 invited RMBC to view the APEX system

· Regular meetings to be held monthly in the week following the IHSP finance meetings

· Next meeting (28th January 2009) to include full review of SLA 

4. ICT and Procurement; reviewed 5th November 2008

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

· Procurement

· Customer Service

· Exchequer

· Debt recovery 

· Cashiers.

Key issues arising from the review:

· Performance data supplied by RBT to RMBC is not disaggregated to show delivery specific to 2010; RMBC has formally requested this to be done

· Performance data was being sent to relevant managers and was achieving targets but without disaggregation it was impossible to judge whether that was the case for 2010

· 2010 expressed serious concern regarding the potential “single point of failure” in the support for the Citrix server (one person)

· 2010 requested the ongoing revenue charges for the enhanced 100mb data link be included in the current SLA charge for core services

· 2010 requested access to the Siebel system to draw down data regarding complaints for analysis; RMBC was agreeable provided the security of data was not breached

· RBT had offered assistance with the costing of 2010’s refreshed ICT strategy but none had been received (at the time of the meeting)

· At the time of the meeting, no charges had been received from RMBC regarding the SLA; RMBC was to check the billing process

5. HR and Payroll; reviewed 6th November 2008
The services covered by this SLA are:
· Strategic HR advice regarding employment issues:

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

· Legislative changes

· Industrial relations

· Recruitment and selection

· Sickness absence monitoring

· Pay grading assessments

· Conditions of service

· RBT HR and Payroll transactions:

· completion of statutory returns 

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

· maintenance of any necessary employee pay records

· production and distribution of payslips 

· all other payroll related issues.

Key issues arising from the review:

· As requested, performance data had been disaggregated wherever possible to show performance for 2010 only

· All disaggregated measures had achieved the targets

· RBT looking to improve sickness absence management (SAM) reports to include trend analysis by month and comparison with the previous year

· Absence currently measured against full time equivalent (FTE) posts but SAM reports by person which may result in over-reporting of absence

· RBT offered to develop further suite of reports for 2010

· 2010 developing an in-house HR manager post at 2010 

· At the time of the meeting, no charges had been received from RMBC regarding the SLA; RMBC was to check the billing process

6. Legal Services

The services covered by this SLA are:
· Advice and guidance on all legal issues
· Employment issues
· Contract and commercial issues (procurement, contract terms, negotiation support)
· Property related transactions and issues
· Litigation, Arbitration and Dispute Resolution
· Training (formal seminars or small groups, discussions tailored to the client’s requirements.
This SLA was formally reviewed on 28th April and 28th August 2008 and found to be performing well.  The next review has been arranged for 19th January 2009.
Paying for the Service Level Agreements
The charges agreed within each SLA are shown earlier in this report, in the under overview section.  Some SLAs are based on “pay as you go” whereby 2010 Rotherham Ltd is charged only for the actual instances of service delivery; for example, Legal Services charges by the hour for work done, dependent upon the level of officer required to undertake the action.  Sufficient budget provision has been made to meet the fixed SLA charges and the estimated cost of “pay as you go” services.

RMBC directorates have been asked to invoice 2010 Rotherham Ltd on a quarterly basis in respect of SLA charges.  To date, we have received invoices only for transport and some procurement charges.  When presenting monthly management accounts, expected proportionate SLA charges are included as accrued expenditure.

Future Reviews

There is a need to market test or benchmark a number of the services delivered through SLAs to determine whether they represent value for money.  This is a key action in the improvement plan following inspection and will need additional resources for the exercise to be undertaken robustly.

Recommendations
The Board is recommended to note the content of this report, especially with regard to the strengthened monitoring arrangements now in place and improved service delivery.
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