ACIP FINAL with hyperlink

APPENDIX A - DRAFT AUDIT COMMISSION IMPROVEMENT PLAN

	This improvement plan addresses the main points raised under the recommendations in the Audit Commission Inspection report 2008 and the previous Audit Commission Inspection Report in 2006.  


IMPROVEMENT PLAN
	R1;  Improve the focus on customers by:         May 2009

	PID & Committee Ref 
	Specifically, the action will be:-
	It will be Measured by achieving the following objectives/reaching these milestones:-
	Achievement led/owned by:-
	Realistic 

Timescale for delivery:-
	Commentary
	R

A

G

	1, 3

Sustainable

Communities

	1. Developing clear plans, agreed with customers, to identify future access arrangements ensuring all agreed access points are DDA compliant

	
	Develop strategies with customers to improve customer care, involvement and access to services.
	Obtain completion date from RMBC for CSC’s/ JSC’s at Rawmarsh & Aston.

Quarterly progress updates required from RMBC 
	S Soni 


	Nov 08


	Aston CSC Start; January 2009 completion March 2010, Occupation expected April 2010

Rawmarsh CSC; Proposed start January 2010- estimated completion March 2011. Occupation April 2011.This action is complete.

Evidence at

..\Evidence Folder November 08\R1(1)NovCSCposition.rtf
	G 

	
	
	Undertake footfall exercise at Kimberworth & Greasborough Neighbourhood Offices to establish number of people with disabilities who currently access services, profile outcomes to ensure that all wheel chair users are identified. 
	J Jones 
	Dec 08
	Footfall exercise carried out and contact made with local residents who consider themselves as being disabled as per the checking our records information. This action is complete.

Evidence at

..\Evidence Folder Decmber 08\R1(1)Decfootfall.doc
	G

	
	
	Following footfall exercise undertake cost benefit analysis to determine if DDA changes are viable.
	J Jones 
	Jan 09
	Under the BV156 Audit standard the Kimberworth office would be classed as accessible.  A comprehensive report is in the evidence file.

The work to improve the Greasbrough Neighbourhood Office is extensive and costly - see attached report in the evidence file.  In view of the fact that the work completed in respect of the residents in the Rotherham North area who consider themselves to have a disability, do not choose to access either Greasbrough or Kimberworth Park Neighbourhood office, and use alternative forms of accessing our services, the cost of the alterations to Greasbrough, which are estimated at over £35,000, are not cost effective.  This action is complete.

Evidence at

..\Evidence Folder January 09\R1(1)JanDDA.pdf
..\Evidence folder June 09\R1(1) DDAcompliancestatementandactionplan.doc
	G

	
	
	Implement DDA changes to Greasborough / Kimberworth Neighbourhood Offices (as appropriate).
	K Bradley 

G Whittingham 24 April 2009
	March  09
	This action is complete 
	G 

	
	
	Undertake further analysis of other customer access points used by 2010 to determine DDA compliance and any changes required.
	S Soni
	March 09
	The main customer access points are DDA compliant: Dinnington Neighbourhood Office, Swinton Neighbourhood Office, Maltby neighbourhood Offices and the Civic Centre in Town are Customer Service Centres (CSCs).  They have DDA compliant equipment such as Hearing Loops, wide opening automatic doors etc.

For Greasbrough and Kimberworth offices, see above. 

This action is complete.

Evidence at

..\Evidence Folder May 09\R1(1.6)DDAdisabilitycoordinator.doc
..\Evidence Folder May 09\R1(1.6) DDAcomplianceactionplan.doc
	G

	
	
	Implement DDA changes as appropriate. 
	S Soni 
	April 09
	See above.

This action is complete.


	G

	
	
	Refresh Customer Care & Access to Services Strategy to capture all of the above objectives
	S Soni 
	March 09 
	The strategy was published in mid 2008 and has been reviewed; a reprint is not required.

This action is complete.

Evidence at

..\Evidence Folder May 09\R1(1)Customercareandaccessstrategy.doc
	G

	1, 3

Sustainable

Communities

Performance 

	2. Improving response times to and learning from complaints

	
	Improve reporting on progress of complaints to Executive Management Team, 2010 Board of Directors & Performance Committee


	Quarterly Trend Analysis Report of all complaints including number, type of complaint, timescales, learning outcomes to EMT, Board & Performance Committee 
	T Butler 
	Jan 09 
	Report presented to Performance Committee on 27th January and SMT on 3rd February (Committee did not refer it to full Board).

EMT and Board now scheduled to receive complaints trend reports from Performance Manager as follows: Q1 July; Q2 October; Q3 January and Q4/Year April 2010.  

This action is complete.

Evidence at

..\Evidence Folder May 09\R1 (2) Complaints quarterly summary 09-01-27.doc
	G

	
	
	Implement Customer Feedback Procedure 
	S Soni 

A Cocking 

Julian Hurley 

(Effective 20.2.09)

S Soni 

( effective 28.2.09) 
	Feb 09 
	The Customer Feedback Procedure has been finalised and a copy of the document is on the Intranet for staff.  New Guidelines have been developed for Customers and booklets printed. Staff have also been provided with a Prompt card on the new procedure.  All front line staff have now received the training about the new procedures.  Arrangements have been made through the Learning and Development Manager for front line staff to be trained on the Sebiel system to ensure all forms of feedback are appropriately recorded. 

May update

‘How did we do’ feedback to be fed into the Siebel system.

Evidence at

..\Evidence Folder March 09\R1 (2) Customer feedback.pdf
..\Evidence Folder March 09\R1 (2) Customer feedback cover.pdf
Training on Siebel has been provided to the Customer Contact Centre Manager by the Complaints team.  This has been subsequently shared with the rest of the team at the customer service centre.

Customer feedback in the format of “You said we did” information has been received within Operations Directorate and communicated to customers via “Round Your Place” magazine and on the corporate website and is in the evidence pack. 

Evidence at

..\Evidence Folder May 09\R1 (2)Headline news Jan 09)

..\Evidence Folder May 09\R1 (2)Headline News Feb 09
..\Evidence Folder May 09\R1 (2)Headline News Mar 09
	G

	
	
	Continuous Improvement & Customer Inspection Team to quality assure/ test learning outcomes with customers
	J A Hurley
	Feb 09
	The CICIT Group undertook as part of the reality checking programme an exercise to test complaints via a telephone survey. The CICIT group test company wide services once a month and the outcomes of which are reported to Corporate Performance Management Meeting. See attached CICIT Report as evidence, agenda, minutes etc.  This action is complete. 

Evidence at

..\Evidence Folder February 09\R1(2)FebCICITrealitychecking
	G 

	
	
	Present quarterly Customer Feedback monitoring reports to Area Housing Panels and TARA’s along with proposed specific improvements to address issues raised.
	ANIMs 
	March 09 
	ANIMs have been advised of past performance and the arrangements for feeding back to customers through the variety of localised meetings.  This communication route is strengthened by feedback provided within Round Your Place.

There is no evidence of this taking place up to 23 June 2009.


	R

	
	
	Develop a Central register to capture the impact of learning outcomes
	S Soni 


	March 09 
	SPS PID group has considered this issue. The Performance and Service Improvement team have produced a register of learning outcomes from complaints and comments.  Reports on complaints have been provided to directors and operational procedures amended where necessary.  

Evidence at

..\Evidence Folder March 09\R1 (2)RI&consultationprocedure.doc
..\Evidence folder June 09\R1(2)Processmapcomplaints.doc
..\Evidence folder June 09\R1(2)PID3presentation.ppt

	G

	1, 3

Sustainable

Communities

Performance
	3. Ensuring satisfaction is gathered across all service areas and improve response rates to customer satisfaction by extending range of ways to complete questionnaires, appropriate to customer needs

	
	Implement Customer Feedback Procedure 


	Establish base line of current customer satisfaction levels and gaps in the service where information is currently unavailable. 
	S Soni

L Pyott 
	Dec 08 
	Baseline table produced to summarise current satisfaction information.

Gaps identified and listed. 

This action is complete.

Evidence at

..\Evidence Folder Decmber 08\R1(3)Decbaseline.doc
..\Evidence Folder May 09\R1(3)summaryofsatisfaction.doc
	G 

	
	
	Develop bank of customer satisfaction forms for all areas of the company to ensure satisfaction is gathered systematically. 
	JA Hurley 
	Jan 09 
	All managers have been contacted and have provided copies of questionnaires that they use to obtain satisfaction feedback. All of these surveys have been amended to ensure service standards are measured effectively and are of a corporate & consistent format. 

This action is complete. 

Evidence at

..\Evidence Folder February 09\R1(3) satisfactionforms
	G 

	
	
	Train staff on the new Customer Feedback Procedure.
	S Soni 

JE Hurley 
	Jan 09 
	Staff have been fully trained on the new Customer Feedback Procedure.  Training was held on the following dates:-

5, 6, 7 & 26 January 2009. 8 half day sessions were held in total. See attached training information as evidence. 

A Customer Feedback Prompt card has also been developed to support staff in implementing the new procedure.

This action is complete. 

Evidence at

..\Evidence Folder January 09\R1(3)customerfeedbacktraining
	G 

	
	
	Develop Forward Plan of customer satisfaction & feedback to ensure all service areas are maximising the opportunities to gather feedback and incorporate into service improvement.  
	JA Hurley 
	Feb 09 
	A forward plan has been developed to incorporate all customer satisfaction questionnaires.
Satisfaction surveys across all service areas have been reviewed to capture data to measure against key service standards and also to strengthen the company’s position regarding the customer service excellence standard. 

A forward plan has been developed.

This action is complete. 

Evidence files retained on W drive –

February folder- 

..\Evidence Folder February 09\R1(3) satisfactionforms
May folder

..\Evidence Folder May 09\R1(3)Forwardplan09.doc
..\Evidence Folder May 09\R1(3)summaryofsatisfaction.doc

	G 

	
	
	Analyse, review and report customer satisfaction & feedback systematically to EMT, Performance Committee & Board.
	A Williams 
	April 09 
	Until recently customer satisfaction from the “How did we do” survey was reported to Performance Committee every quarter and included across gas, repairs and aids and adaptations.  Satisfaction is now reported to EMT both monthly and quarterly by exception. Satisfaction with ASB was similarly reported. Reports include comparative diversity information.
Following our restructure complaints performance reports by service area are provided to operational directors.  

This action is complete. 

Evidence at

..\Evidence Folder May 09\R1 (3) Performance Report w e 03 04 09.xls
..\Evidence Folder May 09\R1 (3) Aids  Adaptations.pdf
..\Evidence Folder May 09\R1 (3)  Gas Servicing.pdf
..\Evidence Folder May 09\R1 (3) Responsive Repairs.pdf
..\Evidence Folder May 09\R1 (3) Repairs Cust Sat.doc
..\Evidence Folder May 09\R1 (3) Performance Report March 09 CPM.doc
..\Evidence Folder May 09\R1(3)Leaseholdersurveyanalysischarts.xls
..\Evidence folder June 09\R1(3)Gardenreviewquestionnaire.doc
..\Evidence folder June 09\R1(3)Gardenreviewupdate.doc
..\Evidence folder June 09\R1(3)Gardenschemereportsustainablecommittee.doc
..\Evidence folder June 09\R1(3)ASBmonthlyreportApril09.doc
..\Evidence folder June 09\R1(3)Housemark32April09.doc
..\Evidence folder June 09\R1(3)ASBsatisfactionreturnsDec.Jan.Feb09.doc
..\Evidence folder June 09\R1(3)ASBreviewingandreportingcustomerfeedback.doc
	G 

	
	
	Develop mechanisms to report back to customers – e.g. AHP’s, Area Assemblies, Customer Forums, through Round Your Place, Website  and other publicity channels
	A Walton / S Soni 
	April 09 
	Emphasis has been placed upon the most effective communication methods available to the company.  The tenants’ quarterly magazine “Round your place” now includes a regular feature of “You said, we did” which explains how customer suggestions have been put into action.  Additionally there are features that report in greater depth on different and specific service improvements made following wider customer consultation e.g. enhancements to the way in which we maintain contact with tenants and work with them to help them stay out of arrears 

This action is complete. 

Evidence at

..\Evidence Folder May 09\R1 (3.7) Roundyourplaceissue7.pdf
	G

	1, 3

RAM 

 
	4. Exploring alternatives to security grilles on empty properties to reduce the negative impact on tenants and potential new customers

	
	Carry out a full review of alternative methods for securing void properties in conjunction with our partners and customers. 
	Procure new contract


	A Cheetham 
	Feb 09
	New contract has been tended and awarded to Orbis in February 2009.

Revised procedures within Empty Homes team require staff to consider a range of alternatives to grilling based around area need, ASB activity and is determined by group discussion informed by area trends.

This Action is complete.  

Evidence at

..\Evidence Folder February 09\R1(4)newcontract.htm
..\Evidence Folder February 09\R1(4)newcontract.xls
..\Evidence Folder May 09\R1 (4)Orbis Tender.doc
..\Evidence Folder May 09\R1 (4)ORBIS Acceptance Letter.doc
..\Evidence Folder May 09\R1(4.3) Emptyhomessecurityprocedures.doc
	G 

	
	
	Develop grilling criteria 


	A Cheetham 
	March 09 
	Grilling criteria developed jointly with Empty Homes SIG and Neighbourhood staff 27/02/09.

All relevant staff trained on 31/03/09.  Empty Homes Manager and Director of Operations will review procedure after 6 months.

The results of the all party performance workshop on Empty Homes in March 2009 were summarised in a report to Cabinet Member on 28 April 2009 and saw significant improvements in Empty Homes performance against target during April 2009.

This Action is complete.  

Evidence at

..\Evidence Folder May 09\R1 (4) Grillingcriteria.pdf
	G

	
	
	Implement shared procedure for grilling


	A Cheetham 
	April 09 
	The new procedure was implemented by 1st April 2009. 

This Action is complete.  

Evidence at

..\Evidence Folder May 09\R1(4.3) Emptyhomessecurityprocedures.doc

	G

	1,3 

RAM

	5. Making sure information for new customers and those requiring aids and adaptations is clear and comprehensive

	
	Review and replace existing customer guidance to ensure it contains clear & comprehensive information  symbols and language strap lines  
	Review current Aids & Adaptations literature with customers


	K Bradley 

G 

Whittingham 24 April 2009
	Jan 09 
	Joint discussions between 2010 and RMBC client representatives have taken place and revisions are included in the Customer Handbook revised in June 2009.  This has also updated information on all of our services and new customers are provided with a copy on taking up a tenancy.                     
This action is complete. 

Evidence at

..\Evidence folder June 09\R1(5)CustomerhandbookJune2009.pdf
	G

	
	
	Amended literature to Continuous Improvement and Customer Inspection Team (CICIT) for Plain English checks and Speak up in the voluntary sector re inclusion of symbols
	J A Hurley 
	Feb 09 
	All amended literature is reviewed by SIGs and SpeakUp to ensure appropriate use of symbols is included as an aid to communication.

This action is complete

Evidence at

..\Evidence Folder February 09\R1(5)CICIT customerhandbookreview.doc

	G 

	
	
	New literature / guidance issued


	J A Hurley
	March 09 
	The Customer Handbook has been revised and reissued since the inspection. 

This action is complete
Evidence at

..\Evidence folder June 09\R1(5)CustomerhandbookJune2009.pdf
	G 

	1,3 

RAM

Performance 
	6. Agreeing new repair categories with customers and ensuring a consistent response to repairs across all areas

	
	Carry out a full review with customers
	Review and produce new repair categories in consultation with customers
	T Whitworth

G Whittingham (from 24 April 09)


	Jan 09
	Meetings held 4th March 2009 with customers and Interim Director of Investment to consider implications of new categories.
This action is progressing.

Evidence at

..\Evidence Folder May 09\R1(6)Minutesconsultationrepairs
	G

	
	
	Report of recommendations to FAM Board and RMBC
	T Whitworth 


	Feb 09 
	This action is no longer required.


	

	
	
	Ensure new categories are communicated to staff & customers
	T Whitworth G Whittingham

(from 24 April 09)

	March 09 
	The revised repairs categories have been communicated to the customer focus group.  The revised repairs categories will be published on the website and in the next edition of “Round Your Place”.  Staff will be informed through team talks and revised scripts implemented in the Connect call centre.

There is no evidence on file for this taking place.

	G

	1,3 

Sustainable

Communities

Performance
	7. Addressing other customer care related weaknesses in this report

	
	Review the final Audit Commission report and identify all weaknesses listed
	Review methods for carrying out postal satisfaction surveys 
	J A Hurley
	Feb 09 
	This action is ongoing and reality checking with customers is being undertaken to determine why they do not respond to questionnaires and what other methods would be preferable. Benchmarking groups have provided evidence of best practice formats generating high return rates.  These include incentivising the scheme.  ICT team are currently examining means to automate satisfaction returns where possible.
	A

	
	
	Website improvements- links to others sites including RMBC/partner websites
	A Walton/ J Cocker
	Feb 09 
	Following a tendering exercise, three potential website designers were interviewed and assessed, with the aid of an industry expert.  After intensive scrutiny it was decided not to appoint an agency and negotiations with the current provider (RBT) resulted in a refresh of the current website in March 2009.  There are active links to RMBC, RotherFed, Safer Neighbourhoods Teams (S Y Police), WWF (for carbon footprint calculations), actonCO2.gov, environment agency and all partners delivering the Decent Homes programme.  Action complete (but will be continually reviewed and improved).

Evidence at www.2010rotherham.org

	G

	
	
	Interactive services to be developed as identified in the ICT Strategy, following consultation with customers e.g. rent statements on line 
	J Cocker
	Feb 09
	The draft strategy was presented to the 2010 Board of Directors on 5th March 2009 and has received full approval.  The strategy is a major investment project which will take up to 5 years to fully implement.

The interactive services are contained within the ICT Strategy, so this has ensured that the services required on line have been identified but the development of the services is ongoing due to significant costs of implementation.

Customers at the BWF on 31st October 2008 were consulted on what they would like from ICT.

This action is ongoing

Evidence at

..\Evidence Folder November 08\R1(7)QuestionnaireletterforBWF31.10.08.doc
	A 

	
	
	Establish current working practices with partners where we jointly deliver services & identify areas for further improvement opportunities e.g. CAB, debt advice etc
	A Cocking &

P Rees
	Jan 09
	Workshop with partners held on 6th February 2009, SWOT analysis completed and EMT informed. 

This action is complete.

Evidence at

..\Evidence Folder May 09\Rec1 (7)SWOT joint working.doc
..\Evidence Folder May 09\Rec 1(7) Financial Inclusion Strategy.doc
	G

	
	
	Evaluate the cost benefits of any identified gaps to deliver services jointly
	A Cocking &

P Rees  
	Feb 09
	A paper was considered at EMT on 10 March 2009.  A cost benefit analysis is yet to be undertaken, with results fed into Corporate and Service Plans for 2009/11.

This action is ongoing 

Evidence at

..\Evidence Folder May 09\R1(7) Partnership Working paper to EMT.doc
	A 

	
	
	Develop protocols to measure the impact of partnership working for the company and the customer


	T Butler 
	March 09 
	Protocol developed for debt advice and outcomes of referral monitored.  This will be used as a model on which to base protocols for other areas of joint working, such as ASB and Empty Homes.  This will be incorporated into the Corporate and Service Plan for 2009/11.

This action is ongoing 

Evidence at

..\Evidence Folder May 09\R1(7))Moneyadviceprotocol.doc
..\Evidence Folder May 09\Rec1 (7)SWOT joint working.doc
	A 

	
	
	Open Customer Contact Centre 


	P Webb 

J Dyson

 ( Effective Mid Feb 09)
	March 09 

April 2009 
	Contact centre opened for business on 16th April 2009.

This action is complete.
	G 

	
	
	Evaluate the impact of the Customer Contact Centre & provide monitoring reports to Performance Committee, Board and customers.
	P Webb

J Dyson

(Effective Mid Feb 09)
	June 09
	Customer contact data is being collected for analysis monthly and quarterly.

The Contact Centre went live mid April, the first quarterly report is due end of July 09 as agreed by Board.

First evaluation due July 09 and quarterly thereafter.
	A 


	R2; Improve the performance in meeting the diverse needs of the community by:          May 09 



	PID Committee Ref
	Specifically, the action will be:-
	It will be Measured by achieving the following objectives/reaching these milestones:-
	Achievement led/owned by:-
	Realistic 

Timescale for delivery:-
	Commentary
	R
A
G

	1,3 

Sustainable Communities 
	1. Identifying the data on customer profile to be collected and using a range of tools and opportunities to continue updating data 

	
	Review the existing processes used to collate customer profile data to include all 6 diversity strands
	Achieve 70% of profile data


	K Plant 

S Soni 

(effective mid Jan 09) 
	Dec 08 
	Profiling data is now held for over 86% (26 May 2009) of tenants and targeted collection is continuing.

This action is now complete. 

Evidence at

..\Evidence folder June 09\R2(1))Personchecklistformssummary.rtf
	G 

	
	
	Consult appropriate groups regarding collection of profile information on sexuality and faith
	K Plant 
	Dec 08 
	LGBT Chair advised that she had concerns and did not feel the benefits would out weigh the risks. It was agreed that if all 6 equalities strand data questions were asked then there must be provision on the form to state ‘prefer not to say’.  Reps from Tassibee, Rema and the Yemeni Association all felt it was appropriate to ask about faith.  

This action is now complete. 

Evidence at

..\Evidence Folder Decmber 08\R2(1)consultsexualityandfaith.doc
	G 

	
	
	Utilise the findings from results of “Delivering Digital Inclusion Consultation” – an action plan for consultation
	J Cocker / S Soni 
	April 09 
	This action was to investigate the recommendations within the report; the main area was delivering cost effective internet access to the community.  However this local initiative has been superseded by: http://www.digitalregion.co.uk/ which is endorsed by all South Yorkshire LA’s including RMBC.  2010 is working with the council to ensure customers benefit from the initiative

This action no longer relevant.


	G 

	
	
	Increase customer profile to 90%


	K Plant 

S Soni 

(effective mid Jan 09)

D Butterworth as of May 09
	April 09 
	A temporary team of Customer Profilers were employed for 3 months (Feb to Apr) to target specific areas to gain profile information.  This increased the information from 69% to over 86%.
Targeted collection is continuing through Tenancy Verifications & Contact Centre.

This action is ongoing
	A 

	
	
	Investigate IT solutions to develop systems to maximise data collection e.g. e-mail , text etc
	J Cocker 
	Feb 09 
	The strategy was presented to the 2010 Board of Directors on 5th March 2009 and has received full approval.  Proposals include the development of a range of data collection methods.

This action is complete.

Evidence at

..\Evidence Folder March 09\R2(1.5)ICTstrategyfinal.doc
..\Evidence Folder March 09\R2(1.5)ICTstrategyfinal2.doc
	G 

	1,3 

Sustainable Communities
	2. Using the data received, in liaison with customers, to automatically tailor information sent in the appropriate format

	
	Develop a consistent company wide approach to ensure profile information is available throughout the company and is used by staff to tailor services around need


	As part of the ICT Strategy identify IT requirements to ensure that all systems are fully integrated
	J Cocker 
	Feb 09 
	The strategy was presented to the Board on 5th March 2009 and has received full approval.  

The strategy is an holistic approach to IT developments to support business requirements.  The key driver is to have fully integrated systems; it is a 5-year plan but incremental actions will contribute to the overall objective.  The strategy clearly identifies business requirements. This is a medium term, high cost action that is ongoing.

This action is complete.

Evidence at

..\Evidence Folder March 09\R2(1.5)ICTstrategyfinal.doc
..\Evidence Folder March 09\R2(1.5)ICTstrategyfinal2.doc

	G 

	
	
	Deliver training programme to ensure all frontline staff update customers’ profiles at each contact and directly input data accurately 
	R O’Neill / J Cocker
	Feb 09 
	A Training Programme was delivered for frontline staff (being trained at their workstations) on accessing and assessing customer profile information.

This action is complete.

Evidence at

..\Evidence Folder May 09\R2 (2) Traininginvitations.doc
..\Evidence Folder May 09\R2(2.2)Tenverificationawaresessions.doc
	G 

	
	
	Determine reporting mechanisms – e.g. service plans etc


	A Cocking 

A Williams

 (effective 20.2.09)
	Feb 09 
	The March 2009 Board meeting included a presentation of the “Developing customer involvement, access and service” project.  The Board was informed of how customer profile data could be used to identify needs based on geography, disability, ethnicity etc.

Managers have been made aware of how they can access and interrogate the data to inform their service provision.  Comparative analysis on performance between diverse groups is reported for example on anti social behaviour and income management  

Data is disaggregated to show customer satisfaction levels for different diversity groupings.

Any service improvements emerging from the customer profile data will be included in service plans

This action is progressing. 

Evidence at

..\Evidence Folder February 09\2(1)Perfcommins27.01.09.doc
..\Evidence Folder May 09\R2(2)Audioformatsummary.xls
..\Evidence Folder May 09\R2(2)E&Dreportsavailableonanalysis.doc
..\Evidence Folder May 09\R1 (3) Performance Report March 09 CPM.doc

	A

	1,3 

Sustainable Communities
	3. Using profile 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

	
	Working with partners, ensure that all strategic and service  priorities meet all customer needs
	Produce annual analysis of tenant profile by Neighbourhood 
	A Cocking

T Butler/

J Cocker

 ( effective 20.2.09)
	Jan 09 
	The current main reports we have available for the business to use are:

Current Tenants Communication Needs – tenants preferred / required communications needs

Current Tenants Access to Property – tenants preferred access needs

E&D Strands Master – 6 strands of diversity across the borough

This information has been made available for the Corporate and Service Planning process 2009/11.

This action is complete

Evidence at

..\Evidence Folder May 09\R2(3)EDstrandsmaster.pdf

	G 

	
	
	Develop corporate and local targets to address need 


	A Cocking 

T Butler / A Williams 

(effective 20.2.09)
	Feb 09 
	Satisfaction on key service areas has been analysed by diversity profile.  A model is available for further expansion into the schedule of satisfaction surveys.  When variations are identified, targets can be adjusted to ensure equal outcomes for customers are achieved.

Performance targets have been set for 2009/10 for the collection of data for each equality strand.  

Performance reports to EMT indicate, where available, variations by diversity group.  Corporate and Service Planning includes recognition of disparity between diversity categories and advocate actions required to ensure uniform delivery of outcome.

By adapting the best practices of others (Chevin Housing) from within national process benchmarking groups (Housemark) we have developed our Satisfaction Model.

This action is ongoing

Evidence at

..\Evidence Folder May 09\R2(3)EDstrandsmaster.pdf
..\Evidence Folder May 09\R1 (3) Performance Report March 09 CPM.doc
May folder
..\Evidence folder June 09\R2(3)Diversitysatisfactionmodel.xls
	A

	
	
	Provide quarterly monitoring reports against targets to Performance Committee and Board 
	A Cocking 

A Williams 

(effective 20.2.09)
	April 09


	E & D Officer developed a format in February 2009.   ICT Section are developing sub reporting facilities to assess performance by diversity category against our range of indicators.

This action is progressing.
	A

	1,3 

Sustainable Communities

Performance 
	4. Developing a clear approach to financial inclusion including strengthening the approach to money advice services to ensure outcomes are being achieved for customers

	
	Further develop the Financial Inclusion Strategy and measure the outcomes to customers.  
	Refresh Housing Income Strategy & develop stand alone Financial Inclusion Strategy 
	S Bell 
	Feb 09 
	This action is complete.

Evidence at

..\Evidence Folder March 09\R2(4)2010 Financial Inclusion Strategy.doc
	G 

	
	
	Develop protocols for referral and monitoring arrangements with Money Advice Services  
	S Bell
	Feb 09 
	This action is complete.

Evidence at

..\Evidence Folder May 09\R2(4.2)Moneyadviceprotocol.doc
..\Evidence folder June 09\R2(4)Moneyadviceliaisonmeeting27.05.09.doc
..\Evidence folder June 09\R2(4)MAreferrals08-09.xls
	G 

	
	
	Produce quarterly monitoring reports to Performance Committee and Board on referrals and outcomes


	S Bell
	March 09 
	Initial report produced at the end of March 2009.  Subsequent reports via Performance Manager to EMT.
This action is complete

Evidence at

..\Evidence Folder May 09\R2(4.3)ImprovementPlanUpdate.doc
	G


	R3; Improve information available on costs of services and improve value for money of services by:    May 09 



	PID Committee Ref 
	Specifically, the action will be:-
	It will be Measured by achieving the following objectives/reaching these milestones:-
	Achievement led/owned by:-
	Realistic 

Timescale for delivery:-
	Commentary
	R

A

G

	1

Performance

RAM

Audit & Governance 
	Focusing on developing a value for money culture among staff and board members, integrating the strategy into 2010's overall approach to service delivery

	
	Implement and embed the VFM Strategy through training and raising awareness at all levels. 
	Establish cross-company VFM team
	T Butler 
	Nov 08 
	Cross-company VFM team established and met on 6th November 2008. This action is complete. Evidence at

..\Evidence Folder November 08\R3(1)VFTterms of refrenece.htm
..\Evidence Folder November 08\R3(1)VFMTerms of Reference.doc
..\Evidence Folder November 08\R3(1)VFminutes.doc
	G

	
	
	Produce VFM action plan
	T Butler 
	Dec 08 
	VFM action plan drafted by VFM Team and reviewed at Managers’ Forum on 17th December 2008.  Presented to EMT on 23rd December 2008. This action is complete 

Evidence at

..\Evidence Folder Decmber 08\R3(1)VFMactionplan 
	G

	
	Carry out existing plans to implement appendix of CSR07 document and deliver and record efficiencies
	Report action plan and VFM achievements to Performance Committee now Finance and Asset Management Committee
	T Butler

M Ahmed
	Jan 09 
	The VFM plan includes 75 actions considered by service managers. These “owners” were asked to quantify their cashable savings by 30 June 2009.

Those actions which can deliver cashable efficiencies will be captured in service plans and budgets

VfM achievements will be reported to EMT and the Finance and Resources Committee as part of the monthly finance report.

Provisional (unverified) cashable efficiencies achieved in 2008/09 were reported to the Resources and Asset Management Committee on 26 March 2009.  These are currently being verified and evidenced.  Once this has been done (July 2009) a further report will be taken to the Finance and Asset Management Committee.
This action is ongoing.

Evidence at

..\Evidence Folder May 09\R3 (1) Identified cashable efficiencies
..\Evidence Folder May 09\R3(1)MinutesofRAMpublic26Mar09.doc
	A

	
	
	Integrate VFM Targets into Service Plans 
	A Cocking 

T Butler
	Dec 08 
	VFM action plan will be cross-checked with new service plans as they are written to ensure initiatives included or discounted for valid reasons.

This action is ongoing.


	A 

	
	Work with the Council and partners to ensure that 2010 are exploring all avenues to deliver efficiencies for the community
	Identify cashable efficiencies
	G Iron-monger 

Maqbool Ahmed 

( effective 3.3.09) 
	March 09 
	A paper setting out the cashable efficiencies to the end of February 2009 was presented to the Resources and Asset Management Committee on 26 March 2009.  These efficiencies have been updated for movements in March 2009 and are now being verified.  A further paper will be taken to the Finance and Asset Management Committee in July 2009.

This action is ongoing

Evidence at

..\Evidence Folder May 09\R3 (1) Identified cashable efficiencies
..\Evidence Folder May 09\R3(1)MinutesofRAMpublic26Mar09.doc
	A

	
	
	Present VFM targets paper to Board


	G Iron-monger

Maqbool Ahmed

( effective 3.3.09)
	May 09 

Every 6 months
	The “owner” managers of VfM actions will review progress and quantify the cashable savings by 30 June 2009

This work will form the basis of targets for 2009/10 which will be presented to Board in August 2009 as part of a budget refresh exercise.
This action is ongoing. 
	A 

	
	
	Meeting with David Warmsley, LSP to explore how efficiencies delivered by 2010 can impact on strategic partners
	R Houghton 

J Brayshaw


	Dec 08 
	R Houghton met with David Walmsley exploring the possibilities regarding the LSP.  As a result, a further meeting is taking place using the coast benefit analysis tool MIEtool, which will specifically look at the benefits arising from the introduction of handheld technology.  This will look at the impact of the handheld and also explore any benefits to the LAA/LSP. This action is complete.
Evidence at

..\Evidence Folder Decmber 08\R1(2)ACproformaJohnBrayshaw.doc
..\Evidence Folder Decmber 08\R1(2)ACproformaRobHoughton.doc
	G 

	4 

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

	
	Development of a Joint Venture arrangement 

for delivering services currently provided by the IHSP
	Identification of external support to IHSP to undertake detailed evaluation of preferred option


	C Hopkins 
	Dec 08- Jan 09 
	Jan 08- On target. OGC notice posted w/c 15/12/08 for expression of interest. 

Feb 09- Two consultants short listed for interview. Weather conditions delayed interviews will now take place 9.2.09. Strategic & operational Board Meetings scheduled and RMBC support identified. This action is complete  

Evidence at

..\Evidence Folder Decmber 08\R3(2)externalsupport.htm
..\Evidence Folder January 09\R3(2)externalsupport.htm
	G

	
	
	Report to Cabinet Member 


	C Hopkins 
	Jan 09 
	Report to Cabinet Member taken on 22nd Dec 08.

This action is complete. 

Evidence at

..\Evidence Folder Decmber 08\R3(2)Cabinetreport.doc
	G

	
	
	Project development – detailed evaluation of option, scoping of services, risk management arrangements, tender documentation 


	C Hopkins 
	Jan to May 09 
	A report to the Board on 24th April outlined the review of phase one (review of JVC option).  Board recommended to the Cabinet Member that “soft market” testing be commenced to establish the market’s view on the form of contract (JVC or outsources partnering).  The Board and subsequent Cabinet report also reflected issues regarding the size of contracts to be let and the associated risks of the different options.  Soft Market testing took place on 9th June and a questionnaire was provided to over 60 participants in advance of the one-day conference.  At Cabinet Member’s meeting on 15th June, the report was approved.  Cabinet Member requested that a further report be presented as soon as possible confirming the size and form of contract with the associated implications clearly stated.  

An additional Board meeting is scheduled for 29th June to formally report the outcomes of the soft market testing and this will progress to Cabinet Member at the earliest possible date thereafter.  

This action is ongoing. 

Evidence at

..\Evidence Folder May 09\R3(2) - ConfidentialExtraordinaryBoardMinutes230409.doc
	G

	
	
	Publish OJEU notice & receive expressions of interest 
	C Hopkins 
	June to Aug 09 
	Pending agreement of the report, an OJEU notice will be placed (expected October/November 2009) that details the forms of contracts being offered to the market.

This action is ongoing. 

Evidence on W drive in June folder

..\Evidence folder June 09\R3(2)Cabinetmemberreport 03.06.09.doc
	A 

	
	
	Request & receive outline proposals & select shortlist 
	C Hopkins 
	Sept to Dec 09 
	Links into the above action.

This action is ongoing.
	A

	
	
	Clarify proposals 


	C Hopkins 
	Jan to Feb 2010
	Links into the above action.

This action is ongoing.
	A

	
	
	Receive final offers & decide which bid to accept 
	C Hopkins 
	March to June 2010
	Links into the above action.

This action is ongoing.
	A

	
	
	Mobilisation


	C Hopkins 
	July to Sept 2010
	Links into the above action.

This action is ongoing.
	A

	4

RAM
	3. Ensure there is a clear plan in place for recovery of the IHSP deficit which does not disadvantage tenants  

	
	Recovery Plan has been developed to manage the IHSP deficit and is monitored by the Resources and Asset Management Committee and 2010 Board
	Determine financial position IHSP


	C Hopkins 

G Iron-monger 
	Jan 09 
	Report to RAM & Board completed Jan 28th & Feb 5th for April – December 08 outturn.  Forecast deficit.  Re-profiled income 08.  Work commenced on 2009 budgets during late Feb 09.  See later actions for recovery plans.

This action is complete. 

Evidence at

..\Evidence Folder January 09\R3(3)FinancialpositionIHSP
The minutes contained within this evidence are confidential & should not be used for any other purpose than the ACIP. 
	G 

	
	
	Evaluate progress of existing recovery plan 


	C Hopkins 

G Iron-monger
	Jan 09 
	Report to RAM Dec 08 decision to close existing recovery plan, actions will continue. See later for revised Action Plan following determining IHSP financial situation.

This action is complete.

Evidence at

..\Evidence Folder January 09\R3(3)FinancialpositionIHSP
The minutes contained within this evidence are confidential & should not be used for any other purpose than the ACIP. 
	G 

	
	
	Evaluate recovery plan actions
	C Hopkins 
	Feb 09 
	See above action. 

This action is complete.
	G 

	
	
	Introduce new actions ( as appropriate) 
	C Hopkins 
	April 09 
	New Action plan agreed following discussion with Chief Executive and Board. 

Resources and Asset Management Committee advised of situation 28th February 2009. Board updated 5th March.  Agreed to produce a business review report and plan

This action is complete.

Evidence at

..\Evidence Folder April 09\R3(3)financialpoistionIHSP.doc
The minutes contained within this evidence are confidential & should not be used for any other purpose than the ACIP. 


	G

	
	
	Report progress to FAM and Board quarterly 
	C Hopkins
	May 09 
	IHSP management has been restructured and a change management improvement plan has been agreed with the chief executives of 2010 and the Council.  Progress will continue to be monitored by the FAM Committee which meets every 6 weeks.

This action is ongoing.

Evidence on W drive

..\Evidence Folder May 09\R3(3)MinutesofprivateRAM26Feb09.doc
Evidence in June folder

The minutes contained within this evidence are confidential & should not be used for any other purpose than the ACIP
..\Evidence folder June 09\R3(3)IHSPChangemanagementimprovementplan 14.5.09.doc
..\Evidence folder June 09\R3(3) MinutesofprivateRAM - 27 May.doc
	A 

	1,3

Performance

Audit & Governance 
	4 De-pool all rents and service charges and ensure tenants and leaseholders charges reflect the true cost for all services received 

	
	Liaise with the Council on the issue of de-pooling 


	Cabinet Member Report on options for de-pooling service charges 


	S Bell
	Jan 09 
	Report presented to the Cabinet Member on 2.3.04 outlining the options for de-pooling. 

This action is complete.

Evidence at

..\Evidence Folder February 09\R3(4)Cabinetreportde-poolingDE-poolingreport- .doc
..\Evidence Folder February 09\R3(4)Cabinetreportde-poolingminute.doc
	G 

	
	
	Implement report recommendations  


	S Bell 
	March 09 
	Cabinet Member agreed only to de-pooling of communal cleaning charges.  Contract will be retendered in 09/10 in conjunction with the leaseholder review. 
This action is ongoing
	A

	
	Complete the review of Leaseholders Service Charges
	Consult with leaseholders on options to vary / change lease 


	G Roebuck 
	Jan 09 
	Cabinet approval to commence consultation was obtained on 2 February 2009.  Report including timetable for actions put to board in June 09.

This action is ongoing
Evidence at

..\Evidence Folder January 09\R3(4)leaseholderreport1.doc
..\Evidence Folder January 09\R3(4)leaseholdereprot2.doc 

..\Evidence Folder May 09\R3(4.3) Leaseholdgantchart.xls 

..\Evidence folder June 09\R3(4)Boardreportjune09.doc
..\Evidence folder June 09\R3(4)Boardreportjune09appendix 1.doc 

NB THIS IS CONFIDENTIAL AND NOT FOR RELEASE OTHER THAN ACIP PURPOSES
	A 

	
	
	Negotiate changes to Management fee for 2010 to charge and collect additional charges from leaseholders

Probably included in the board paper above – check and comment
	G Roebuck 
	April 09 
	Cabinet approval was deferred on 2 February 2009 in order to provide more financial information.  The idea of a management fee, however, was agreed in principle although further discussions will be required to decide whether the charge should be implemented on a phased basis.

Benchmarking is being undertaken to assess the cost of managing the leasehold service within other ALMO’s.  When reviewing the leasehold service our consultant made recommendations regarding fees to be charged and included in the consultation exercise.  Anticipated new lease and associated charges will be in place in the new financial year 10/11.

Evidence at

..\Evidence folder June 09\R3(4)Minutesofcabinet02.02.09.pdf
This action is ongoing.
	A 

	1 

Performance

RAM
	5 Ensuring efficiency targets are integrated into service plans and individual targets set 

	
	VFM targets to be set individually through the 1-1 process
	Managers agree team and individual targets & feed into service planning process
	Service Managers

A Cocking co ordianting 

T Butler

to 

co-ordinate 

(effective 20.2.09)
	Dec 08
	VFM action plan was drafted by a team of officers drawn from across the organisation and grades; this was reviewed at a Managers’ Forum on 17th December 2008 which identified actions for service teams.  VFM action plan to be incorporated into corporate and service plans from 2009/11 and individual managers’ PDR’s.

This action is ongoing.

Evidence at

..\Evidence Folder Decmber 08\R3(1)VFMactionplan
..\Evidence folder June 09\R3(5)managers forumagenda17.12.08.doc
	A 

	
	All teams to have efficiency targets contained within Service Plans and monitor team performance against these. 
	First drafts of service plans to be ready by December 08/ final March 09 

Dates no longer relevant.
	A Cocking

J Brayshaw

Julian Hurley 

(effective 20.2.09)
	March 09 
	Corporate and service plans being re-written to reflect decision by Council to grant extension to management agreement.  Plans will include efficiency targets.  

This action is ongoing.  
	A

	4 

RAM
	6 Reducing the high levels of emergency and urgent repairs

	
	Review the levels of work for both emergency and urgent repairs along with our operational procedures
	Establish the split between emergency and urgent repair categories via IT reporting systems
	G Kyte 

G Whittingham (from 24 April 09)
	Dec 08 
	Current position: Reports now in place. 

This action is complete 

Evidence at

..\Evidence folder June 09\R3(6)Responsive analysis 2007 - 2009.xls
	G 

	
	
	Set stretch targets to reduce emergency and urgent repairs 
	G Kyte 

G Whittingham (from 24 April 09)
	Jan 09 
	Scripts altered in diagnostic software but also requires customer consultation process to redefine works categories. Consultation now complete.

Stretched targets set for core service indicators and presented to FAM monthly. Repairs scripts continue to be amended within the diagnostic software at Connect. Will also require customer consultation via focus group in conjunction with revised repairs categories.

Evidence on W drive June folder

..\Evidence folder June 09\R3(6)Proposedtargets2009-10.xls
This action is ongoing. 
	A 

	
	
	Develop a Programme of works to capture repairs that are not now being done under the above categories 
	R Youhill 
	March 09 
	A planned maintenance programme was developed for 2009/10 taking into account the housing stock investment needs.  

This action is complete.

Evidence at

..\Evidence Folder May 09\R3(6)Plannedmaintenance09-10programmesummary.xls

	G 

	
	
	Measure progress against targets and report to Corporate Performance Management Meeting, Performance Committee and RAM 
	G Kyte 

G Whittingham (from 24 April 09)
	April 09 
	Reporting mechanisms in place to produce report and informed by above measures. 

This action is complete.

Evidence on W drive in April folder

..\Evidence Folder April 09\R3(7) Performance Report March 09 ( Year End) Performance Committee.doc
Evidence in June folder

..\Evidence folder June 09\R3(6)Proposedtargets2009-10.xls

	G

	
	7 Ensuring performance information is used to direct resources appropriately

	1

Performance Committee
	Further extend the budget process in 2009/10 to look at priorities for improvement and consider the allocation of additional resources. 


	Review priorities with customers 


	A Cocking /

G Ironmonger 
	Nov 08 
	A workshop (‘Your Spending Priorities’) was undertaken with customers at the Borough Wide Forum on 31st October 2008.  This evidence was used along with the priorities in the recent STATUS survey and the RMBC Test of Opinion survey and fed into the 2009/11 Service Planning Process  Action completed 

Evidence at

..\Evidence Folder November 08\R3(7)BWFpriorities.doc
..\Evidence folder June 09\R3(7)Customerprioritiesmatchingperformancereport.doc

	G

	
	
	Align budget setting process with service plans
	A Cocking

Julian Hurley 


	Dec 08 
	The service planning process includes customer consultation and the subsequent creation of Business Improvement Plan (BIPs).  BIPs were submitted to EMT in December 2008 for inclusion in the following year Corporate and Service Plans.

Action completed. 

Evidence on W drive in April folder

..\Evidence Folder April 09\R3(7)SMTminutes03.02.09.doc
..\Evidence Folder April 09\R3(7)SMTminutes03.03.09.doc
	G 

	
	
	Analyse performance in priorities advised by customers to identify any need for redirection of resources


	A Cocking

Julian Hurley

A Williams 31 May 2009

 
	Dec 08
	The customer priorities communicated during the most recent STATUS survey, the October BWF, and the Test of Opinion conducted by RMBC have been analysed and compared with performance across the range of associated indicators to those services.  The information informed that 2009/11 business plan process.

This action is now complete.  
Evidence at

..\Evidence folder June 09\R3(7)Customerprioritiesmatchingperformancereport.doc
	G




	R4;   Strengthen performance management & improvement planning by:   May 2009

	PID 

Committee

Ref
	Specifically, the action will be:-
	It will be Measured by achieving the following objectives/reaching these milestones:-
	Achievement led/owned by:-
	Realistic 

Timescale for delivery:-
	Commentary
	R 

A

G

	1,3

Performance Committee

RAM

Sustainable Communities 
	1.Completing all previous recommendations outstanding from previous Inspections

	
	All out-standing recommendations are included within this action plan
	Review progress against previous actions 


	JE Hurley 
	Dec 08  
	Progress against previous actions has been reviewed and managers requested to provide appropriate recovery plans. 

Completed action. 

Evidence at

..\Evidence Folder Decmber 08\R3(7)reviewedactions.doc
	G 

	
	
	Managers to provide SMART recovery plans for all outstanding actions from previous inspections 


	JE Hurley 
	Jan 09 
	A recovery plan has been developed with lead managers which has identified all outstanding actions from the 2006 inspection that are incomplete.  Recovery actions have been incorporated into the plan which are SMART.  
Completed action.

Evidence at

..\Evidence Folder January 09\R3(7)Previousactions.doc
	G 

	
	
	Report monthly progress against outstanding actions to Performance Committee, RAM, Sustainable Communities and Board 


	JE Hurley 
	Jan 09 
	The ACIP progress report presented to Performance Committee on 27th January 2009 provided progress on all previous outstanding actions.  

Monthly progress reported to appropriate committees. 

Completed action.

Evidence at

..\Evidence Folder Decmber 08\R3(7)Progressreports  
..\Evidence Folder January 09\R3(7)Progressreports
	G 

	1,3

Performance Committee
	2. Ensuring robust systems are in place for tracking progress against service and action plans and appropriate reporting of progress is carried out

	
	Refinement of the current corporate monitoring performance management framework 
	Key Service Plan actions input onto Risgen


	A Cocking

Julian Hurley 

(effective 20.2.09)
	March 09 
	Service plans for 2009 are being rewritten; consideration will be given to using RisGen to monitor actions.

This action is ongoing. 


	A

	
	
	Quarterly Report to Board Corporate Performance Meeting & Performance Committee


	A Cocking 

Julian Hurley

(effective 20.2.09)
	April 09 
	A report will be presented to the Board once the 2009 corporate and service plans are agreed.

This action is ongoing. 


	A

	1,3

Performance Committee
	3. Assessment of the impact of new strategies, approaches, procedures and initiatives on customer outcomes

	
	Develop a framework through which the impact on customers of all key company actions

( strategies, action plans, procedures ) can be measured 
	Review all key documents to ensure they are “fit for purpose and customer outcome driven”
	A Cocking

T Butler
	Feb 09 
	All existing policies and strategies will be reviewed as part of the streamlined corporate and service planning for 2009-2011.

This action is ongoing. 


	A

	
	
	Develop methods to measure the impact on customers –e.g. set up a Customer Impact Focus Group
	A Cocking

Julian Hurley

 (effective 20.2.09)
	Feb 09 
	SP3 group has developed and reported on measuring impacts on customers in particular in learning from complaints and complaints processing times.  Sustainable communities Committee received a report in Feb 09 regarding proposed tenants’ incentive scheme to impact upon income management.

This action is ongoing

Evidence at

..\Evidence folder June 09\R4(3)MinutesSP3.12.0.6.09.doc
..\Evidence Folder February 09\R4(3)SCCminutes - 18.02.09.doc

	A

	
	
	Monitor and report on a quarterly basis to EMT and Board
	A Cocking

Julian Hurley 

(effective 20.2.09)
	April 09 
	This action links into the above two actions.

This action is ongoing


	R

	1, 3

Performance Committee
	4. Putting in place challenging and achievable targets across all service areas

	
	Implement a quality assurance framework to test existing and new targets based on SMART principles
	Review all existing targets (08/09) by carrying out SMART analysis on existing indicators / targets and report recommended changes to Corporate Performance Committee & Performance Committee
	A Williams 
	Jan 09 
	All targets have been reviewed and reported.

This action is completed. 

Evidence at

..\Evidence Folder January 09\R4(4)Performancereport 
	G 

	
	
	Set new Targets (09/10) carry out SMART analysis by evaluating benchmarking & historical trend dates and report progress to Corporate Performance Management Group & Performance Committee
	A Williams 
	April 09 
	Comparative information and trend has been used to set targets for the 09/10 year.

This action is complete.

Evidence at

..\Evidence folder June 09\R4(5) HouseMarkbenchmarkingoutcomes.doc
..\Evidence folder June 09\R4(6)Performancetoboardreportjune09.doc
..\Evidence folder June 09\R4(5)Performancecommitteeminutes - 28.4.09.doc 
	G

	1,3 

Performance Committee
	5. Robustly monitoring all SLA's to ensure they are delivering appropriate and high quality services

	
	A performance and financial monitoring framework for each SLA has been developed which is monitored quarterly and renegotiated annually. 


	Complete revised SLA programme that includes focus on VFM and benchmarking services against other providers ensuring high quality at best cost  
	T Butler 
	Dec 08 

Revised March 09
	A methodology to undertake benchmarking and/or soft market testing of SLAs was presented to Performance Committee on 3 March 2009, to engage external specialist assistance.  However since the methodology was developed additional budget constraints have been applied and engaging external consultancy support for this action is not currently possible.  VFM of SLAs will be revisited in the new financial year; therefore the target date of March 2009 cannot be achieved.

Regional benchmarking groups are now collating comparative data on SLA costs and will be available to us in August 2009.

This action is ongoing
	R  

	
	
	Communicate SLA specifics to key staff
	T Butler 
	Dec 08 
	Summary emailed to all staff 18th December 2008 and managers requested to inform staff not on email.  Summary and all SLAs posted on intranet.

Completed action.

Evidence at

..\Evidence Folder Decmber 08\R4(6)communicateSLAdoc.htm
..\Evidence Folder Decmber 08\R4(6)communicateSLAdoc2.doc

	G 

	
	
	Communicate relevant SLA services  to customers using a variety of methods- e.g. cleaning of communal areas in flats  
	T Butler 

R Ellis 

A Walton 
	Dec 08

Revised

Website April 09


	Services to customers provided through SLAs will be explained through Round Your Place in forthcoming issues.  Updates will be published quarterly in Round Your Place starting from the August 09 issue.  Our web site includes 

Evidence at

www.2010rotherhamorg
The "Your Services Standards" booklet for customers includes information on services delivered directly to our customers through the SLAs. (e.g. cleaning of communal areas and removal of drug litter and graffiti, see pages 14/15; treatment of infestations, page 20).   

This action is on-going.


	G

	
	
	Monitor and report on all SLA’s to demonstrate outcomes and efficiency savings
	T Butler 
	Jan 09 & quarterly 
	Reports presented quarterly to Board.

This action is complete.

Evidence at

..\Evidence Folder May 09\R4(5.5)SLAsQuarterlyUpdateAp09.doc
	G

	
	
	Communicate outcomes to Managers Forum
	J Brayshaw

T Butler  
	Jan 09 & quarterly


	Action reviewed and considered no longer appropriate.
	

	4

RAM
	6. Introducing measures which highlight numbers of jobs completed right first time 

	
	Review the existing process to capture this information 
	Review current performance and produce a report with outcomes to EMT & Performance Committee
	T Whitworth 
	Dec 08 
	Report agreed at performance Committee – 27.1.09 

This action is complete.
Evidence at

..\Evidence Folder Decmber 08\R4(6)rightfirsttimereport.doc
	G 

	
	
	Ensure all call backs are recorded and monitored
	T Whitworth 
	Dec 08 
	All call backs are recorded and monitored within the Performance Management Framework. This action is complete.  

Evidence at

..\Evidence Folder Decmber 08\R4(6)rightfirsttimereport.doc
	G

	
	
	Set a local performance indicator to reduce the number of call backs
	T Whitworth 
	Jan 09 
	A local performance indicator was set at a target level of 85%. Having reviewed performance this figure was revised for 2009/10 to 98.0%

This action is complete.  

Evidence at

..\Evidence Folder January 09\R4(6)performancereport.doc
..\Evidence Folder January 09\R4(6)localpirightfirsttime.htm
..\Evidence folder June 09\R4(6)Performancetoboardreportjune09.doc
	G 

	
	
	Monitor progress and report to RAM  & Performance Committee


	T Whitworth 
	March 09 
	Progress being monitored by responsive repair manager with statistics reports monthly to RAM.

This action is complete 

Evidence at

..\Evidence Folder May 09\R4(6.4) MinutesofFAM27 May.doc
	G

	1,4

RAM
	7. Developing of a sustainability model to integrate investment with housing management and estate based activities

	
	The Council’s Neighbourhood Investment Team, together with 2010 has developed a model to support investment decisions and estate based activity. This is supported by a 5 year Planned Maintenance Programme which will be monitored for compliance
	Develop reporting mechanisms of the process to show outcome based decisions.

This will need to incorporate the relevant Committees and feeding back to customers.  


	R Youhill 

R Walker 

Lynn Aston (from 13 April 09)
	Feb 09 
	“RMBC and 2010 Rotherham Ltd have developed a sustainability model, identifying areas of low and high sustainability. 2010 must deploy estate based resources in line with these areas of low sustainability in order to develop services and improve deprivation areas.

However, the RMBC model does not focus on council estates or help us to identify reasons for them being unsustainable and, therefore, it was agreed by Lynn Aston and Ramona to create our own in-house sustainability model which will be based on the Doncaster model (considered to be an example of Best practice by the Audit Commission).

This action is ongoing.

Evidence at

Evidence retained on W drive- 

May folder

..\Evidence Folder May 09\R4(7)AmbitionsAspirationsProgramme.rtf
..\Evidence Folder May 09\R4(7)sustainabilitymatrix.pdf

	G

	1.3

Sustainable Communities 
	8. Developing a more systematic approach to the use of all customer feedback to enable better comparison and analysis

	
	This is a key strategic priority and will be addressed under strategic priority 3 of our Business Plan.


	Completion of the PID – SP3

(Developing customers’ involvement, access and service)


	J E Hurley 

L Aston 1 June 2009

Tess to update – Nicola to extract reports from SP3 file
	March 09 
	The Strategic Priority 3 Project Board comprising representatives from 2010 Rotherham Ltd, RMBC, Board Director (Tenant Champion), RotherFed Chairperson and two Leaseholder Representatives has met monthly from October 2008 until April 2009.

At the latest meeting, 12th June 2009, the Board reviewed the report on deliverables expected from the project and agreed that most had been completed.  The Board agreed to meet once more, in September 2009, to review the operation of the contact centre and the proposals for restructuring service improvement and other customer groups to ensure more customers are involved from diverse backgrounds, using the key player database more effectively.

This action is ongoing, however minutes of the meetings to date are retained as Evidence at

..\Evidence Folder March 09\R4(8)SP3PIDminutes

	A


	R5; Maximise capacity to deliver further improvements by:     May 2009 



	PID 

Committee Ref
	Specifically, the action will be:-
	It will be Measured by achieving the following objectives/reaching these milestones:-
	Achievement led/owned by:-
	Realistic 

Timescale for delivery:-
	Commentary
	R
A
G

	1,2

RAM

Audit & Governance 
	1. Ensuring 2010 maintains its independence from the council and develops clear relationships for service provision including a robust contract for services to the council provided by the IHSP

	
	Continue to strengthen 2010’s governance arrangements and clarity of targets through the one year business planning process

The work of the “Futures” Group will re-state 2010’s role and responsibilities
	Reports on outcomes of Future Group to Cabinet Member
	Jane Davies- Haire / T Butler
	March 09 
	A report was presented to full Cabinet in April 2009 that set out progress made against each of the Council Housing Directions Project work streams, and recommended further work required.  At the same time, a report setting out the results of a tenant and leaseholder test of opinion survey was considered.  The outcome was agreement that 2010 Rotherham Ltd should establish a plan to deliver key improvements throughout the remainder of the management agreement term.  This will help to inform the longer term arrangements, post March 2011 (a Deed of Variation will be made to extend the current agreement to 31/03/2011).

Evidence at

..\Evidence Folder May 09\R5(1)Testofopinionsurveyreporttocabinet29-04-09.doc
..\Evidence Folder May 09\R5(1)Cabinetminutes29.04.09.pdf
	G

	
	
	Re-negotiation of charge out rates with the Council
	C Hopkins / M Ahmed
	Jan/ Feb 09 
	The discussion on increasing charge out rates may be undertaken following the current audits being undertaken by PWC.  2010 implemented Schedule of Rates in the 08/09 financial year. Now we have a full year’s data to evaluate, this exercise will be undertaken to inform any potential discussion on increases.

This action is on hold. 
	A 

	1,3 

Sustainable Communities 
	2. Ensuring IT systems are modern up to date, fully functional and integrated with other systems where possible to provide a comprehensive picture

	
	Refresh the ICT strategy with staff and customers to identify customer priorities and 2010 business objectives.   


	Business Objectives review completed – with indicative costs for each initiative from RBT  
	J Cocker 
	Dec 08 
	Requirements gathering workshops completed and business objectives captured. All identified initiatives prioritised and listed; indicative costs received and shown in the ICT strategy. 

This action is complete. 

Evidence at

..\Evidence Folder March 09\R2(1.5)ICTstrategyfinal.doc
..\Evidence Folder March 09\R2(1.5)ICTstrategyfinal2.doc
	G 

	
	
	Cost benefit analysis of each initiative  
	J Cocker 
	Jan 09
	A cost benefit analysis has been undertaken & costs are shown in the ICT Strategy. 

This action is complete. 

Evidence at

..\Evidence Folder March 09\R2(1.5)ICTstrategyfinal.doc
..\Evidence Folder March 09\R2(1.5)ICTstrategyfinal2.doc
	G 

	
	
	Identification of funding streams for ICT projects with Finance  
	J Cocker 
	Jan 09 
	Indicative costs have been obtained and are contained within the ICT Strategy Page 27. All indicative costs have been passed to EMT for progression with RMBC. 

This action is complete. 

Evidence at

..\Evidence Folder March 09\R2(1.5)ICTstrategyfinal.doc
 ..\Evidence Folder March 09\R2(1.5)ICTstrategyfinal2.doc

	G 

	
	
	ICT Strategy agreed by EMT 
	J Cocker 
	Feb 09 
	This action is complete. 

Evidence at

..\Evidence Folder March 09\R2(1.5)ICTstrategyfinal.doc
..\Evidence Folder March 09\R2(1.5)ICTstrategyfinal2.doc
	G 

	
	
	Implementation of priorities agreed in ICT Strategy – CRM system, web enabled services & integrated systems 
	J Cocker 
	May 09 
	Implementation of the strategy has begun.  A CRM system has been enabled and patches applied to integrate systems.

This action is complete (for initial priorities – full implementation of ICT strategy is 3-5 years).

Evidence at

..\Evidence Folder March 09\R2(1.5)ICTstrategyfinal.doc
..\Evidence Folder March 09\R2(1.5)ICTstrategyfinal2.doc
	G

	
	
	Quarterly monitoring and reporting against priorities to EMT 
	J Cocker 
	April 09 
	RBT is currently undertaking business analysis work as part of the ICT strategy and presented early findings to EMT on 15th of June.

Evidence on W drive in June folder

..\Evidence folder June 09\R5(2)RBT-2010Commercialframework.pdf

	G

	
	
	Evaluate the impact of new service provision with customers
	J Cocker 
	April 2010 
	This action is ongoing

	A

	1,3 

Performance

RAM

Sustainable 

Communities 
	3. Using flags on IT system to highlight outstanding gas services and customer needs for all staff

	
	Integration of IT systems
	Flagging system go live date established
	J Cocker 
	April 09 
	1. system set up completed

2. Details passed to gas section and appropriate system access level set up

3. a gas service entry required warning code input 
This action is now complete. 

Evidence at

..\Evidence Folder March 09\R5(3) Inputting a GAS service entry required warning code.doc
	G 

	1,2 

Audit & Governance 
	4. Build on the improving relationship with the council and ensure the independence of 2010 is secured

	
	The “Housing Futures Group” will aim to re-state 2010’s role and responsibilities
	Work as part of the Housing Futures Group to determine  future roles and responsibilities for 2010 Rotherham Ltd
	T Butler 

J Davies Haire
	March 09 
	The CEO and other senior managers participated in the Housing Directions Group (as it became known) which presented its findings to the Cabinet of RMBC on 29th April.

Evidence at

..\Evidence Folder May 09\R5(4)Cabinetminutes29.04.09.pdf
The minutes contained within this evidence are confidential & should not be used for any other purpose than the ACIP
	G


	Previous Recommendations – 2006 

	PID

Committee Ref
	Specifically, the action will be:-
	It will be Measured by achieving the following objectives/reaching these milestones:-
	Achievement led/owned by:-
	Realistic 

Timescale for delivery:-
	Commentary
	R
A
G

	1,3 

Sustainable Communities &

Performance 
	R2 Further strengthen customer focus by;

	
	1. Reviewing service standards with customers to ensure that they all include measurable targets and address omissions identified in this report

	
	Ensure the Service Standard Customer Forum is effectively monitoring the company’s progress against its key service standards’
	Report performance against service standard targets to the Service Standard Customer Forum.
	JA Hurley


	Jan 09


	Service Standard report was presented to the Service Standard Customer Forum on 28th January 2009 – evidence provided. 

This action is complete. 

Evidence at

..\Evidence Folder May 09\R2(1)ServiceStandardCustomerForum13.05.09report.doc
..\Evidence Folder May 09\R2(1)ServiceStandardCustomerForum reportJan 09.doc
..\Evidence Folder May 09\R2(1)ServiceStandardCustomerForumMinutes28.01.09.doc

	G 

	
	
	Quarterly reports to Performance Committee Board and EMT
	JA Hurley 

A Williams 31 May 2009
	Jan 09  
	A report on the progress of service standards was presented to EMT on 10 March 2009 and to the Performance Committee on 31st March 2009. 

This action is complete. 

Evidence at

..\Evidence folder June 09\R2(1)10.03.09 EMTminutesservicestandardsreport.doc

	G

	1,3 

Sustainable Communities 


	R3 Strengthen the focus on equality and diversity by; 

	
	2. Developing a comprehensive understanding of the diverse profile of all tenants

	
	2010 will continue to gather profile information of all existing and new customers
	Increase profile to 70% 
	S Soni 


	Dec 08 


	This action is complete. 

Evidence at

..\Evidence Folder February 09\R2(1)70%profilinginfo.pdf

	G

	
	
	Increase profile to 90%

(This is included in R1 for 2008)
	K Plant 

S Soni 

(effective Mid Jan 09)
	April 09 


	Latest figure is 86.5% (as at 15th June) - copy in evidence file

Evidence at

..\Evidence Folder May 09\Rec 2 (1) 86%profilinginfo.pdf

	A

	
	3 Implementing robust monitoring procedures for ensuring that contractors comply with equality policies 

	
	Review the existing monitoring procedures & develop a perform-ance manage-ment framework
	Performance to be reported to Corporate Performance Meeting and Performance Committee
	A Williams 
	Jan 09 
	A break down of all contractors’ performance against equality and diversity has been reported to both Performance Committee on 3rd March 2009 and CPM on 4th March 2009.  

This action is complete 

Evidence at

..\Evidence Folder March 09\R4(3)PCminutes -03.03.09.doc
..\Evidence Folder March 09\R4(3)CPMminutes 04.03.09.doc

	G 

	1

Audit & Governance

RAM &

Performance 
	R4 Integrate value for money into working practices by;

	
	4. Ensuring that the Board receives regular progress reports on delivery of the housing elements of the Annual Efficiency Statement targets 

	
	
	Produce VFM action plan to support VFM strategy 
	J Brayshaw

T Butler 
	Dec 08 
	VFM action plan drafted by VFM Team and reviewed at Managers’ Forum on 17th December 2008.  Presented to EMT on 23rd December 2008.

Evidence at

..\Evidence Folder Decmber 08\R3(1)VFMactionplan

	G 

	
	
	Refresh VFM Strategy 
	T Butler  
	Dec 08  
	VFM Strategy has been refreshed. This action is complete.

Evidence at

..\Evidence Folder Decmber 08\R4(4)VFMactionplan.doc

	G 

	
	
	Report progress on VFM issues to Board every 6 months 


	J Brayshaw

M Ahmed 
	May 09 


	This links into the above actions and initial reports from “owner” managers on VfM cashable efficiencies to Finance by 30 June 2009.

This action is ongoing.
	A 

	
	5. Ensure that all service level agreements contain specific and measurable targets which are easy for both parties to measure compliance against and that Board members and customers are involved in reviews from an early stage

	
	A performance and financial monitoring framework for each SLA has been developed which is monitored quarterly and renegotiated annually
	Revise SLA’s to include SMART targets


	T Butler 
	Dec 08 

Revised April 09
	All SLAs include performance targets that are “SMART”.  To improve monitoring further, 2010 has requested RMBC to provide disaggregated performance data for services delivered by RBT.  HR and Procurement now provide such data; discussions are ongoing regarding ICT services as per the attached note.

Recovery action- Revised target date agreed by Performance Committee – 27.1.09

Evidence at

..\Evidence Folder January 09\R4(5)disaggregationof2010performancedata.doc
..\Evidence Folder January 09\R4(5)SLAtransJan08.doc
..\Evidence Folder May 09\R4(5)april-09.xls
..\Evidence Folder May 09\R4(5)2010vanhiremay09.xls
	G 

	
	
	Consult customers on revised SLA’s 
	T Butler 
	Jan 09 

Revised date 20th March 2009
	All services delivered directly to customers by third parties via an SLA have been discussed with a customer group in March 2009.  

This action is complete

Evidence at

..\Evidence Folder March 09\R4(4)SLAforumagenda18-3-09.doc

	G 

	
	
	Report progress on SLA’s to Board quarterly 
	T Butler 
	May 09 
	This links into the above actions. 

Board minutes required for the above

Evidence at

..\Evidence Folder March 09\R4(5)SLAsboardupdate.doc

	G 


	Key to Assessment
	 

	 

RED
	 

- danger
	Not on schedule to meet deadline set. Extra work or resource needed to meet this action OR factors external to the team prevent it being met as planned.

	   

AMBER
	 

- be alert

 
	Work has commenced, extra resource (time, budget or people) have now been committed.

	 

GREEN

 
	- all systems go
	Completed & evidence supplied to Lead Officer. 


- 1 -


