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AUDIT COMMISSION INSPECTION 2008
REVIEW OF RECOMMENDATIONS
PURPOSE

This report is presented to the Board of 2010 Rotherham Ltd as a comprehensive review of progress against the Audit Commission recommendations made following the 2008 inspection.  The report should be read in conjunction with the Action Plan but it is intended to give a fuller text to the issues surrounding the creation of the action plan and performance against it during the course of this year.  The report is produced at this time as the substantive recommendations were due for completion by May 2009.
INTRODUCTION
2010 Rotherham Ltd was inspected by the Audit Commission between 16th and 27th June 2008.  At this time there was an interim Chief Executive in post. This was a member of the Council’s support team that had been put in place following the departure of the permanent Chief Executive.  The history of changes in Executive and Governance were reflected in the Audit Commission’s report.  
Having received the first draft Inspection report in the early part of September 2008 there were further refinements including those that came as a result of the “round table” meeting. The final report was received and published in November 2008. 
The inspection report contains five substantive recommendations and 30 sub-actions.  In addressing these items 2010 Rotherham created in excess of 150 further internal actions that indicated the steps that we would take to achieve each of the main recommendations.  In hindsight our speed of conversion to an inspection action plan was positively motivated but has had some negative side effects.  There are some of the Audit Commission’s sub-recommendations in particular that probably required further clarification. More fundamentally the inspection actions, particularly the internal ones, were generated at a time when the senior management of the organisation was in a state of flux. A permanent Chief Executive had been appointed but could not take up post until notice had been served with his current employer.  A new interim Chief Executive had been appointed to handle this transitional period, and worked closely with the incoming Chief Officer. Nonetheless this was a period of considerable change. 
The action plan was shared with and signed off by other members of the Executive and Senior management team, Board and RMBC. A copy was sent to the Audit Commission for comment but no response was received. We understand this to have been as a result in a change in personnel at the Commission.

It became evident to the new Interim Chief executive that that Executive and senior management team was not working as effectively as it should and certainly did not contain the skill base required to deliver an improvement agenda of the scale required at 2010.  This was recognised in November 2008 and the Board supported the decision to disestablish the existing Executive and senior management team and to create a new and more appropriate and effective managerial structure. An extensive consultation with staff, unions and RMBC commenced. 25 posts were deleted with 20 posts being created in their place. 10 staff was assimilated to the new roles. Other staff were put “at risk”. Some were appointed to new roles, 3 were redeployed and 6 were made redundant. The remaining vacancies have gone to external advert and are in the process of being filled. This is a key action to create a long term sustainable future for 2010 and in particular to address the second judgement of uncertain prospects. The changes in personnel has had an impact on progress on the inspection plan as is reflected in the changes in the lead officer denoted in the plan. 
The further issue is that by nature housing organisations are dynamic.  In this respect most plans are liable to adjustment over a 12 month period.  However given the challenges facing 2010 the extent of changes that have been undertaken during the course of 2008 and 2009 have meant that some of the original actions identified when constructing the inspection action plan did not remain valid throughout the period.  Whilst on the face of it this may look like slippage and inaction in reality it is a more a reflection of the new environment in which we are operating.  
The body of this report explores the measures that have been taken and once read in conjunction with the action plan and the evidence file it can be reflected that there has been significant  implementation of the plan.  Where there have been some slippage or omissions this has been as a result of a combination of changes in personnel or priorities or consensual management reported to the Board and with alternative timelines or actions agreed. 
Any outstanding or underdeveloped areas are being consolidated into a new and refined corporate planning framework. 

Recommendations
All Audit Commission Inspection reports are predicated on the principle of the challenges of continuous improvement and offer a number of areas for improvement.  Within the recommendations made the Audit Commission indicate the likely cost of implementing the improvements outlined, the impact that those improvements will have and a clear timeline in which they anticipate the organisation completing each recommendation.  In terms of the costs their general indicators are; low cost defined as less than 1% of the annual service cost, medium cost defined as between 1 and 5% of the annual service cost, and high cost being over 5%. 
*
Recommendation 1
Improve the focus on customers by;
· Developing clear plans, agreed with customers, to identify future access arrangements ensuring all agreed access points are DDA compliant.
Evidence show that this objective has been substantially achieved. There is clarity of plans for all retained office locations, in conjunction with RMBC. The actions taken around current access arrangements involved residents, but not in any significant numbers. We are now embarked on the development of a longer term offices strategy and will be ensuring full customer involvement. 
· Improve response times to and learning from complaints
A new regime has been developed with customers to address this area. A weekly report is shared with managers detailing live complaints and trends. A quarterly report is presented to the Senior Management team and Board to analyse these trends and the lessons learnt. An article in “Round your place” features a you said-we did section that reflects service changes made as a result of complaints and other contacts. 
· Ensuring satisfaction is gathered across all service areas and improve response rates to customer satisfaction by extending the range of ways to complete questionnaires, appropriate to customer needs.
This recommendation has been met. We are doing further work to more clearly demonstrate the link between the results from satisfaction reports and shaping of services, and the prioritisation of resources. 
· Exploring alternatives to security grilles on empty properties to reduce the negative impact on tenants and potential customers. 
Initially we introduced a revised protocol of how to decide on the appropriate level of security for empty homes. This has led to a range of alternatives being used, specifically, net curtains, alarms and transparent polymer screens. We have contracted an external agency to support us in the management of empty homes security.  
· Making sure information for new customers and those requiring aids and adaptations is clear and comprehensive. 
Produced and in use. We will review the ongoing clarity and impact before the end of 2009. 
· Agreeing new repair categories with customers and ensuring a consistent response to repairs across all areas.

This was about consolidating the two previous repairs time frames of 5 days and 9 days into a single category of 7 days. This was in progress at the time of inspection and has now been concluded. 
· Addressing other customer care related weaknesses in this report.

· Review methods of carrying out postal satisfaction surveys

Some work has been undertaken on this issue particularly to identify why there is a fairly low response. Tenants are reporting a preference for telephone or face to face methods of data collection. We are considering incentives for postal surveys but this has not yet been concluded. 
· Website improvements; links to other sites including RMBC and partner websites

Concluded. A further review with users will be undertaken by the end of 2009. 
· Interactive services to be developed as identified in the ICT strategy, following consultation with customers e.g. rent statement on line

An ICT strategy has been developed and approved by Board. We are currently in discussion with RMBC and its suppliers about funding and implementation. 
· Establish current working practices with partners where we jointly deliver services and identify areas for further improvement opportunities e.g. CAB, debt advice etc.

All undertaken and new operating protocols in place.
· Evaluate the cost benefits of any identified gaps to deliver services jointly 
Some analysis has been undertaken of this issue but little progress. The whole framework of service provision, particularly shared delivery, is currently under review. 
· Develop protocols to measure the impact of partnership working for the company and the customer

Some protocol development but not, as yet, across all partnerships. Part of the new Performance and Improvement teams action plan.
· Open customer contact centre

This opened on 16th April and is performing well. Refinements are being made and an official launch will be made in July. 
*
Recommendation 2
Improve the performance in meeting the diverse needs of the community by; 

· Identify the data on customer profile to be collected and using a range of tools and opportunities to continue updating data.
Up from 65.02% to 86.4% and rising. Evidence of a range of methods used. 

· Using the data received, in liaison with customers, to automatically tailor information sent in the appropriate format.
As a result of training and other methods of raising awareness officers, including repairs team, are responding to customers’ specific needs. We have not made this a more systemic framework yet and this will be a key action for the New Equalities and Diversity Manager, once appointed. 
· Using profiling information to strategically inform and anticipate changes, for setting targets and performance measures across services which help to determine whether diverse needs are being met.
There is now some low level reporting and reporting against Diversity indicators. There has been some reflection of these factors in the development of operational service plans. However this area remains under developed and will feature more prominently in the new corporate planning framework. 
· Developing a clear approach to financial inclusion including strengthening the approach to money advice services to ensure outcomes are being achieved for customers.
Inclusion strategy and money advice service in place. Monitoring reports are being submitted. Collaboration with RMBC who in turn have reported impacts on managing the “credit crunch” to the local strategic partnership. 
It is difficult to determine whether impacts are due to approach to financial inclusion or other factors. 
*
Recommendation 3
Improve information available on costs of services and improve value for money of services by:
· Focussing on developing a value for money culture among staff and board members, integrating the strategy into 2010’s overall 
approach to service delivery.
We have established a cross company VFM team and a revised action plan. There is some reporting on efficiencies and some level of integration of targets but this needs to become more embedded. The appointment of our first Director of Finance in June will lead to a more systemic approach and more tangible objectives.

· Ensure the IHSP is providing value for money with a robust approach to market testing the service

Significant progress has been made in this area. Board and RMBC Cabinet member have agreed the approach to externalisation of the service. Phase one was the appointment of a support agency, Deloittes, to evaluate the costs, risks and benefits of options. This has now been concluded and has included a soft market consultation of potentially interested parties. We are now moving into the OJEU procurement stage. It is anticipated that the whole exercise will be concluded, and a new delivery approach in place by Autumn 2010. 
· Ensure there is a clear plan in place for recovery of the IHSP deficit which does not disadvantage tenants
The latter part of 2008 and early 2009 has seen a much deeper understanding emerge of the cause and source of deficits. These have been openly shared with RMBC. We now have a detailed change management programme in place to address the causes. We are clear that any action will have no adverse impact on the HRA funded repairs programme to tenants. 
· De-pool all rents and service charges and ensure tenants and leaseholders charges reflect the true cost for all services received. 
Partial de-pooling agreed. Rest to be addressed once new 12 month lease agreement introduced. 

· Ensure efficiency targets are integrated into service plans and individual targets set. 

Drafted into plans. Planning framework now being re-cast.  This cross references actions on VFM. 
· Reducing the high levels of emergency and urgent repairs. 

This recommendation has been addressed and has resulted in the percentage reducing from xxx to xxx. However this is an ongoing exercise to reach the recommended levels. 
· Ensuring performance information is used to direct resources appropriately 

We have undertaken some awareness workshops with staff and have sought to re-align budgets and resources appropriately. The clearest example of this is a re-alignment of resources into the empty homes (voids) team to address performance problems and their impact on neighbourhoods. This has resulted in immediate performance improvements. 
*
Recommendation 4
Strengthen performance management and improvement planning by:
· Completing all previous recommendations outstanding from previous Inspections.
We are stating that this action has been completed. We will conduct a one off, forensic analysis of the plans to confirm this to be the case. Clearly Audit Commission inspection reports have changed in format and earlier inspection reports do not have explicit recommendations as presented now. There was a direct reference in the inspection to the failure to market test the IHSP. However there is nothing in the report that references specific failures
· Ensuring robust systems are in place for tracking progress against service and action plans and appropriate reporting of progress is carried out.
Notwithstanding the actions identified in the action plan we have recognised and are addressing issues related to our planning infrastructure. There are significant numbers of service action plans and strategies that make effective management and delivery complex. We are now moving to anew and streamlined approach to planning with a consolidated corporate plan from which all other plans will hang. There is a need to clear out the plans that have little or no impact and focus on the core priorities as identified by our customers. 
This work will conclude in August 09 with a launch of the new planning framework. 
· Assessment of the impact of new strategies, approaches, procedures and initiatives on customer outcomes.
There has been little effective progress on this issue in part due to the sheer volume and complexity of the strategy and procedural framework. As part of the corporate planning review all of these issues will be reviewed and, with customers, we will seek to refresh the approach and reduce the volume of documents. We are yet to scope this project but will expect a start in Autumn 09. 
· Putting in place challenging and achievable targets across all service areas.
These have been set for 09/10 and longer term. A further review of target setting processes will be implemented to ensure full customer involvement and that we are making progress to ward being a consistently top quartile performer.
· Robustly monitoring all SLA’s to ensure they are delivering appropriate and high quality services.
There has been limited progress on this matter. All SLA’s are currently under review and form part of new improvement plan with RMBC which forms the basis of our extended management agreement.
· Introducing measures which highlight numbers of jobs completed right first time.
All actions have been completed. Current performance on right first time is in excess of 99%. 
· Developing a sustainability model to integrate investment with housing management and estate based activities.
We have developed a sustainability model in conjunction with RMBC’s Neighbourhood Investment Team.
· Developing a more systematic approach to the use of all customer feedback to enable better comparison and analysis.
As Recommendation 1 sub recommendation 2.
*
Recommendation 5
Maximise capacity to deliver further improvements by: 

· Ensure 2010 maintains its independence from the council and develops clear relationships for service provision including a robust contract for services to the council by the IHSP.
RMBC had created a Council Housing Futures group to determine the future delivery methodology. This has full involvement of tenants and all stakeholders. Following a “test of opinion” survey tenants reflected by 58% that they wished the ALMO to continue but had some concerns about performance and delivery. As a result 2010 have been offered an extension of the current management agreement to run now to March 2011. An improvement plan is currently in development and tenants are playing a leading role in setting the objectives. The scheme of delegations is under review as part of this exercise. All parties are clear about wishing to establish an appropriate working relationship that benefits the people of Rotherham. 
The non HRA service contracts will be addressed as part of IHSP market testing. 

· Ensure IT systems are modern, up to date, fully functional and integrated with other systems where possible to provide a comprehensive picture.
This was never a realistic objective in the time frame and within the costs indicated by the Audit Commission.
We have developed and had approved a new ICT strategy that is forward looking and long term. We are in dialogue with the council and their providers in terms of funding and scoping the exercise. We have found a number of interim “workarounds” to enhance functionality whilst the strategy is being scoped.  

· Using flags on IT systems to highlight outstanding gas services and customer needs for all staff.
Completed. 
· Build on the improving relationship with the council and ensure the independence of 2010 is secured.
As recommendation 5 sub recommendation 1 above. 
CONCLUSION

The action plan in some ways makes the analysis of the performance of the organisation slightly more complex.  If one analyses the simpler headline objectives that were set by the Audit Commission it is easy to see the progress that has been made.  
Recommendation 1 was to ensure a renewed focus on customers. Whilst broadly fulfilled the recent “test of opinion” indicated that there remain some areas where we are not meeting customers aspirations. This will be the core emphasis of our revised action plan with RMBC. 
Recommendation 2 was to improve performance and meet diverse needs. We are much more aware now of those needs and performance is improving in all areas. 
Recommendation 3 improve the focus on costs of service and VFM.  We have the raw data and principles in place and our next actions will be to achieve a greater level of embedded awareness and activity. 
Recommendation 4 was to strengthen performance management and improvement planning. We have recognised the weaknesses that existed in the complex framework that had been created and are now embarked on a process to refine, simplify and re-focus these activities. 
Recommendation 5 was to increase capacity to deliver further improvements. As well as the improving relationship with RMBC we are developing our business infrastructures at all levels. 
We have now moved staff away from a focus merely on the recommendations but on the implicit messages that were contained within the Audit commission report and other sources. Our service and business redevelopment will be encapsulated in our new corporate plan which will be values based and customer driven. 
It will focus on three core themes

· Deliver an improving service
· Build a better business

· Create our future

We are already a more open and accessible organisation and therefore the principles embedded in the Inspection report are being delivered even if some of the actions remain incomplete.

KEVIN LOWRY

CHIEF EXECUTIVE 2010 ROTHERHAM LTD

JUNE 2009
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