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	EXECUTIVE SUMMARY:
	This report summarises the quarterly monitoring of the SLAs with RMBC following last year’s review.  The report relates to the quarter ended 30th June 2008; the next report will be presented to the Board on 14th January 2009.


	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.  That said, it should be noted that the savings accrued from the reduction in fee for the HR SLA will employ an in-house HR officer to support managers in applying HR systems more effectively, particularly sickness absence management.

	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.  


	Introduction

During 2007/08 a thorough review was undertaken of all the service level agreements (SLAs) 2010 Rotherham Ltd had with the council to deliver services.  That review resulted in a reduction in the number of SLAs and in the charges associated with the remaining SLAs.  An important feature of the review was the introduction of a performance monitoring framework for each SLA which includes agreed standards or measures of performance against which delivery would be assessed.  

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 18th July 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 to note from the review:

· Delivery performance is at 94.44% against a target of 98% for the first quarter

· For future reviews EDS will provide more detail in regard to access issues experienced in the delivery of this service

· A number of barriers to successful delivery have been identified by EDS, e.g. inappropriate storage of items in communal areas; this will be monitored and reviewed at the next meeting.

1b.
Property management – facilities cleaning; reviewed 18th July 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.

There were no significant issues arising from the review.

1c.
Transport; reviewed 15th July 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.

Key issues arising from the review:

· Not possible to report on all the indicators

· Other indicators are not yet on target.

The SLA lead officer for 2010 is confident that the reporting weaknesses will be addressed and performance figures will improve over the remainder of the year.  The appointment of a new Transport Manager is imminent and approval has been given for the installation of new fuel pumps at Eastwood which will enable 2010 to monitor fuel consumption more effectively. 

2. Streetpride; 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.

The only fixed cost attached to this SLA is £14,500 for monitoring of sewerage and drainage in the form of a preventative maintenance program.  Other costs are in relationship to the direct use of services and charged as required.  
3. Financial Services; reviewed 30th July 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.

Key issues arising from the review:

· Cash position statement and all monthly accounts reconciliations had not been undertaken (done for August figures)

· Statements to be provided via email to confirm action and outcome

· 2010 to alert RMBC if not received by due date

· Some issues with the Cedar interface, arising from introduction of handheld PDAs but now largely resolved

· RMBC to provide a list of outstanding debts that have been issued with up to 2 reminders to enable 2010 to undertake recovery action

· All targets for internal audit were met

· RMBC to produce summary insurance reference manual for 2010 Rotherham Ltd by end Sep 2008.

4. ICT and Procurement; to be formally reviewed in October 2008

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

· Procurement

· Customer Service

· Exchequer

· Debt recovery 

· Cashiers.

The services delivered through this SLA are provided by RBT.  Earlier this financial year, RMBC renegotiated its contract with RBT, including all performance targets and measures at strategic, management and operational levels.  Targets and measures particularly relevant to 2010 Rotherham Ltd have been included in the performance management framework.  Whilst it has not been possible to convene a formal review of this SLA with the council’s client managers, the SLA has been agreed with RMBC’s Transformation and Strategic Partnerships Manager who has overall responsibility for RBT’s delivery of these services; any issues have been raised and resolved with him.  

Internally, the ICT manager has established an ICT forum, comprised of officers from across the organisation, to obtain direct feedback from frontline staff on the services received.

A formal meeting has been arranged for October to review performance in the first half of the year.

5. HR and Payroll; reviewed 14th August 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:

· HR unable to provide all the information requested in the PMF

· New performance measures for RBT agreed with RMBC to be applied to 2010’s service delivery

· Data not disaggregated for council directorates but HR would explore how to do so for 2010 Rotherham Ltd.

There is a quarterly HR forum where a cross section of 2010 Rotherham Ltd staff and the RBT managers responsible for delivering the SLA services meet and discuss issues.  The forum has been particularly helpful in resolving longstanding issues such as the reconciliation of HR’s establishment list with the current staffing structure of the company.

A reduced charge has been agreed for this SLA (£35,000 saving) which has enabled the company to appoint an HR officer to support managers in applying the HR procedures, especially with regard to effective sickness absence management.

6. Legal Services; reviewed 28th April and 28th August 2008

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.
Key issues arising from the reviews:

· Backlog in gas letters and legal action, to be cleared by May (done)

· One gas servicing court case excessively delayed, to be investigated

· All rent proceedings met performance targets

· At the second review meeting, on average all gas letters had been delivered within the target time scales – Legal Services to report on any individual cases exceeding the target as average figures could mask underperformance

· Requested same level of detail for rents letters as for gas letters

· 2010 requested information from Legal Service’s client management system regarding the nature of ad-hoc enquiries received, and from which service area within 2010 to control usage and use frequently asked questions to inform training for frontline staff

· 2010 also needs to be clear when staff must seek legal advice on issues

· Hourly rates reduced and applied from April 2008.

Following the review in August, Legal Services sent revised figures as requested.  They also provided a full chronology of the legal case and proposed a change to procedures to ensure such delays do not happen again.  Those proposals are with the Gas Servicing Manager for agreement.  Legal Services are about to appoint a 

para-legal officer to cover any absences in the team dealing with 2010’s work.

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.

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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