	IMPROVEMENT PLAN 2009-11


	Theme 1         Address tenants’ and leaseholders’ priorities for improvement

	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:-
	Evaluate and 

Review
	R A G

	1. Tenants believe rent represents value for money

	
	STATUS survey commissioned
	TW
	Jun 10
	
	

	
	Improve on Feb 09 STATUS rating
	
	
	
	

	
	Cross ref 5.5 and 6.3
	
	
	
	

	2. Leaseholders reflect satisfaction with service delivery

	
	Ongoing satisfaction survey
	TW/GR
	Oct 09
	
	

	
	Revisit with leaseholders and re-launch service standards
	GR
	Sep 09
	
	

	
	Get leaseholders details onto mainframe housing system (Anite)
	GR
	Oct 09
	
	

	
	Cross ref 5.5 and 6.3
	
	
	
	

	3. Tenants would choose 2010 Rotherham Ltd as a landlord over other housing management service providers

	
	STATUS survey-adapted question
	TW
	Jun 10
	
	

	
	Tenants forum/consultation (reality check)
	SS
	May 10
	
	

	
	Review customer service standards with residents
	TW
	Oct 09
	
	

	
	Review and re-launch effective complaints procedure
	TW
	Aug 09
	
	

	4. Tenants believe 2010 Rotherham Ltd has delivered improvements to their neighbourhoods

	
	STATUS survey Improve on Feb 09 rating and exceed benchmark for mid quartile
	TW
	Jun 10
	
	

	
	Area Housing Panels and budget spend
	MS
	May 10
	
	

	
	Area Assemblies
	TBC
	May 10
	
	

	
	Environmental spend by area
	RY
	ongoing 
	
	

	5. Maintain satisfaction with repairs and maintenance services

	
	Maintain customer satisfaction in top quartile
	TW/CH
	Jun 09 ongoing
	
	

	
	Maintain “Right first time” in top quartile
	CH
	ongoing
	
	

	
	Performance reporting 
	TW
	Jun 09
	
	

	
	Re-issue standards and programme for Decent Homes
	RY
	Aug 09
	
	

	
	Publicise the repairs categories, cyclical and programmed works and revisit service standards with tenants
	CH/GW
	Sep 09
	
	

	6. Tenants feel confident that 2010 will deal effectively with reports of antisocial neighbours

	
	STATUS survey-improve on Feb 09 rating and exceed benchmark for mid quartile
	TW
	Jun 10
	
	

	
	Performance reporting and benchmarking
	TW/MS
	Jun 09 onwards
	
	

	
	Reporting against RESPECT standard
	MS
	Jun 09 onwards
	
	

	
	Places survey
	RMBC
	
	
	

	
	Article to residents to inform on ASB and tenancy management process. (service standards)
	MS
	Aug 09
	
	

	7. Tenants and leaseholders know who to contact within 2010 and find it easy to access services

	
	STATUS survey- improve on Feb 09 rating and exceed benchmark for mid quartile
	TW
	Jun 10
	
	

	
	Performance reporting
	JD/TW
	Jun 09 onwards
	
	

	
	Mystery shopping
	SS
	Oct 09 and each 6 months
	
	

	
	Article in RYP all access points (offices/web etc) to fully explain contacts within 2010 and RMBC and complaints handling
	AW
	Aug 09
	
	

	
	Annual local/estate based newsletter advising of key contacts 
	AW
	Sep 09
	
	

	8. Tenants are satisfied with opportunities to be involved

	
	STATUS survey-bespoke question
	TW
	Jun 10
	
	

	
	Here’s the Deal review group
	SS
	Nov 09
	
	

	
	Conduct an holistic review, with customers of the framework with RI
	SS
	Aug 09
	
	

	
	Introduce RI impact assessments to ensure all involvement activities benefit the participants and the service development. Include a VFM dimension
	SS
	Aug 09
	
	

	
	Establish a residents communications group to lead on and monitor communication between 2010 and residents
	SS/AW
	Sep 09
	
	

	
	All events held to ensure no barriers to attendance i.e. accessibility/child responsibilities
	SS/E & D mgr
	Sep 09
	
	

	
	Establish specific task and finish group with staff and residents to review customer handbook
	MS
	Aug 09
	
	

	
	Review key player data base
	SS
	Aug 09
	
	


	Theme 2        Achieve the standards expected of three-star, top-performing organisations

	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:-
	Evaluate and 

Review
	R A G

	1. 2010 fulfils the requirements of a three-star ALMO and can demonstrate excellence against any given Key Line of Enquiry

	
	Use of KLOE exemplar (need to agree description of level to be achieved and process needs to be scoped)
	
	
	
	

	2. All performance indicators are in at least the median quartile for ALMOs and certain specified indicators in top quartile

	
	Performance reporting.
Corporate objective to be top quartile and aiming for top decile.

All performance based on continuous improvement. 
	TW
	Jun 09 onwards
	
	

	
	Benchmarking report-Housemark
	TB
	Aug 09
	
	


	Theme 3          Make a unique contribution to Rotherham’s top priorities

	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:-
	Evaluate and 

Review
	R A G

	1. 2010 has a strong presence in the borough and everyone can recognise its unique contributions towards delivery of the LAA targets and Community strategy priorities

	
	Community strategy- SAFE
	KL
	Apr 10
	
	

	
	LAA- safer and stronger communities
	KL
	Apr 10
	
	

	
	LAA- increase service user engagement
	SS
	
	
	

	
	LAA- citizen satisfaction rates increased
	TW
	quarterly
	
	

	
	LAA- tackle equalities and cohesion objectives
	TBC
	Ongoing
	
	

	
	LAA- improve quality of life for people in disadvantaged neighbourhoods- meet decent homes including environmental works
	RY
	Dec 10
	
	

	
	RMBC Corporate plan 2005-11
	
	
	
	

	
	N & AS service plan 2008-11
	
	
	
	

	
	(RMBC to define extent)
	
	
	
	


	Theme 4         Ensure all services are well-organised, well-managed and well-governed

	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:-
	Evaluate and 

Review
	R A G

	1. Strong governance arrangements are in place

	
	Progress against Board development plan
	TB
	May 10
	
	

	
	TSA accreditation
	LA
	Jul 09
	
	

	
	TSA self assessment
	KL
	Jul 10
	
	

	2. 2010 has a clear focus on its purpose and vision

	
	New Corporate Plan produced
	KL
	Aug 09
	
	

	
	Investigate EFQM/IIE standard
	KL
	Oct 09
	
	

	3. Risk management is effective and internal control systems are sound

	
	Risk register
	TB
	Aug 09
	
	

	
	Internal controls letter
	TB
	Sep 09
	
	


	Theme 5         Ensure strong financial management processes are in place

	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:-
	Evaluate and 

Review
	R A G

	1. 2010 plans its finances effectively to deliver its priorities and secure sound financial health

	
	Reports against projected financial out turns
	MG
	quarterly
	
	

	
	Commentary and mitigation on adverse variances
	MG
	quarterly
	
	

	
	Long term financial plan produced
	MG
	Aug 09
	
	

	2. 2010 manages spend within available resources and is financially sound over the medium term

	
	Robust budget setting process
	MG
	Annual

Mar sign off
	
	

	
	Finance reports
	MG
	quarterly
	
	

	
	Decent Homes exit strategy developed
	MG/RY
	Aug 09
	
	

	
	IHSP financial viability plan 
	CH/MG
	Aug 09
	
	

	3. 2010 values and develops financial skills at officer and Board levels

	
	Training impact assessment records
	RO
	Apr 10
	
	

	4. Financial reporting is timely and reliable and clear, and is used effectively to monitor and manage performance

	
	Finance reports
	MG
	ongoing
	
	

	
	Financial risk assessments and mitigation incorporated into reporting
	MG
	ongoing
	
	

	5. 2010 communicates effectively with internal users, stakeholders and tenants and leaseholders on its financial performance

	
	Round Your Place-align resources to priorities
	MG/AW
	Apr 10
	
	

	
	Annual Report
	MG/TB
	Sep 09
	
	


	Theme 6         Deliver value for money, making excellent use of resources

	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:-
	Evaluate and 

Review
	R A G

	1. 2010 has a robust understanding of the costs of service delivery and how costs link to performance, and uses this information to drive improvement and efficiency

	
	Benchmarking report- house mark
	TB
	Feb 10
	
	

	
	Revised VFM plan including efficiencies and re-alignment of resources
	MG
	Oct 09
	
	

	2. 2010 has a clear plan for delivery of efficiencies and is on track to delivery planned efficiencies

	
	Efficiencies plan
	MG
	Aug 09
	
	

	3. 2010 involves local people, staff and partners in commissioning, procurement and service development

	
	Procurement panel records. Procurement panel to include tenants
	JB
	Sep 09
	
	

	
	Review of ANITE in context of ICT strategy to be agreed and actions formulated with RMBC
	JC
	Jul 09 ongoing
	
	

	4. 2010 reviews the competitiveness of services, evaluates options for service delivery and achieves value for money

	
	Service Improvement groups
	All
	Sep 09
	
	

	5. Performance management information is accurate, timely and robust and is used to drive improvement and address areas of underperformance

	
	Conduct PI validation exercise
	TW
	Feb 10
	
	

	
	Performance reports
	TW
	quarterly
	
	

	
	Evidence of performance reporting driving improvement
	TW
	quarterly
	
	

	
	Conduct a consumers review of complaints procedure
	TW
	Aug 09
	
	

	6. Workforce planning and development is effective and 2010 has a productive and skilled workforce

	
	Produce current and medium term corporate workforce plan
	MB
	Aug 09
	
	

	
	Achieve full IIP recognition
	TB/RO
	Nov 09
	
	

	
	Conduct staff survey
	MB/RO
	Nov 09
	
	

	7. Policies support diversity and good people management

	
	E & D impact assessment produced
	E & D mgr
	Oct 09
	
	

	
	Single equalities statement produced
	E & D mgr
	Mar 10
	
	

	
	Work toward Investors in Diversity
	E & D mgr
	Dec 09 onwards
	
	

	8. 2010 makes effective use of natural resources and manages performance to minimise its impact on the environment

	
	Carbon out puts reduced
	NE
	Mar 10
	
	

	
	Environmental awards
	NE
	TBC
	
	


	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 OR on target to complete by given date
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