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Environment, Housing & Planning Scrutiny Committee 

Salix Homes update and inspection preparation briefing note
Monday 18th February 2008 



1.0 Inspection Preparation Project
Our preparations for inspection are a priority for formal project management and the Inspection Preparation Project has already been initiated within Salix Homes. 
· Minimum 2 stars / Promising Prospects inspection outcome.
· Excellent time management of key stages of inspection preparation: 100% of task deadlines delivered.
· Ensuring all staff are kept fully informed about our preparations for inspection via “Countdown to Excellence”, our branded communication plan for the inspection.
· Excellent performance management of areas for improvement identified by self assessment, mock inspection and peer review.
The project covers all activity associated with the Audit Commission inspection.
1.1 Steps to Excellence Management

A Steps to Excellence Management (STEM) framework has been developed which monitors the delivery of all actions within service plans and individual workplans.
STEM monitors the delivery of actions linked to Key Lines of Enquiry reviews and targeted actions to mitigate strategic and operational risks. The framework also includes a ‘balanced scorecard’ approach to performance management.
1.2 Resources

The Performance and Service Improvement team support the inspection project directed by the Director of Business Excellence
· Head of Performance and Communications
· Senior Performance Manager

· Service Improvement Manager

· Service Improvement Officers (x 2)

1.3 
Communications

‘Countdown to Excellence’ will be our key communication tool to keep staff and key stakeholders informed of our inspection including:
· Countdown to Excellence Chief Executives Briefing - A review and forecast summarising past and forthcoming activities in the organisation aimed at encouraging commitment from staff to achieving excellence. 

· Countdown to Excellence Calendar - A desktop calendar highlighting the key Steps to Excellence happening in a given month.

· Salix Way - Regular articles in a monthly staff newsletter highlighting key developments in the run up to Inspection
· Intranet - A series of pages dedicated to inspection including key relevant documents (Steps to Excellence etc.), summaries of key Steps to Excellence, a ‘Countdown Clock’ to inspection and links to best practice, learning from previous inspections, useful references, guidance for self-assessment completion, high-level inspection project plan.

· Steps to Excellence brand - A Steps to Excellence brand has been created to give inspection an identity. 
· Steps to Excellence Conference - Staff conferences to galvanise staff ahead of inspection and provide the chance for staff involvement and participation in inspection planning and preparation
2.0 Steps to Excellence Strategy
The Steps to Excellence Strategy sets out our commitment and drive towards becoming an excellent (three star) organisation. 

This strategy comprehensively encourages joined up working by demonstrating how all teams contribute together to make an excellent service. The plan which accompanies this strategy brings together five key pieces of work:

· Business Plan 2008-2012;

· Workforce Development Strategy: 
· Continuous Improvement Strategy;
· Inspection Plan, and;
· 2008/09 Delivery Plan.

2.1 Drivers for Excellence
We have developed seven Excellence Drivers to focus our plans and actions to deliver excellence in all service areas in Salix Homes

1. Customers

2. Equality and Diversity

3. Value For Money 

4. The Salix Way

5. Neighbourhoods

6. Unique Service Provision

7. Leadership and Governance
2.2
KLOE Assessment Baseline

An exercise was conducted during July and November/December 2007 by the Performance & Service Improvement Team to update work against areas of compliance against the KLOE’s and to feed into the Steps to Excellence Strategy. In addition:
· A full KLOE baseline assessment will be completed by March 2008; 

· A separate exercise will be completed by Bolton at Home who will undertake an objective KLOE Gap Analysis exercise alongside our own self assessment.
2.4
Continuous Improvement Strategy 

The strategy details in full the commitment Salix Homes has made to improve the services it either provides or receives from others. The strategy lists all service, SLA, VFM and Protocol reviews for 2007/2009. The strategy is supported by our own service review methodology and reviews will be managed using the Bolton at Home Project Management Toolkit, now adopted by Salix Homes.

2.5 
Equality & Diversity Baseline Assessment
We have been working with Tung Sing Housing Association to produce a baseline study of compliance with a series of Good Practice Matrices in the field of equality and diversity. 

A Corporate Diversity Improvement Plan has been drafted for approval by our Board. 
An Equality and Diversity Steering Group has now been established to oversee implementation of the Improvement Plan to fulfil the requirements of the Local Government Equality Standard.
Tung Sing Housing Association have also been engaged to support the delivery of whole organisation training in undertaking Equality Impact Assessments for all major policy and process development and to help us in our preparations for Diversity Month in Salix Homes, scheduled for March 2008. 
2.6 
Self Assessment  
We are meeting the Audit Commission regularly and have a positive working relationship with the Northern Inspection team in our lead up to formalising the scope of our inspection. We have met the Audit Commission on a number of occasions since January 2007.
2.8 
Inspection Briefing for Managers
Our ‘Steps to Excellence’ Housing Inspection Planning Day, held in December 2007 has begun to raise greater awareness of the process and requirements of the forthcoming Audit Commission inspection.  This will now be repeated on a regular basis. 
2.9 
Staff Conference 23 January 2008

All Staff from within Salix Homes were invited to a conference in January 2008. 
2.10 Peer Group Support
Bolton at Home – Salix Homes have adopted the Project Methodology Tool kit Bolton at Home use for project management. 
Tung Sing – to provide an Equality & Diversity baseline assessment 

Savills – A detailed review of the responsive repairs service has now been completed and a Change Plan adopted by the Board will result in significant service development and improvements;

TPAS - Customer Involvement Action Plan in place and to undertake formal accreditation of customer involvement arrangements prior to inspection. 
2.11 Mystery shopping and Customer Inspectors
A pool of Customer Inspectors is being identified to support the mystery shopping exercises. Bolton at Homes will provide external training and support for this critical area of good practice. 
2.12 Customer Handbook 
Work is under way to complete a new Customer Handbook for all Salix Homes customers. The Customer Handbook will be launched at our Customer Festival in May 2008. 
2.13 DDA Compliance 
Salix Homes are currently developing an Accessibility Strategy that will cover the main areas of compliance against DDA requirements and other areas of good practice.

A full accessibility audit of premises and communications is underway to enable the production of an evidence based Accessibility Strategy which will include compliance with DDA and an appropriate action plan. 
2.14 Customer profiling 

A Customer Profiling project has been launched to prioritise this work and link the teams within Salix Homes and the council that all contribute to building customer profiles.
2.15 Customer Survey 

We are undertaking a perception and satisfaction survey in February / March 2008 to gain a clear understanding of customer opinion of Salix Homes. As we move into 2008 this will provide a baseline position from which to support service development and improvement. 
3.0   Performance Management
3.1 
Key Performance Indicators
A new key performance indicator suite has been developed for Salix Homes through consultation with key staff, Board and the Chief Executive.  In order to provide the right information at the right time to key individuals and teams within Salix Homes three levels of reporting have been established: 1) Strategic; 2) Management; 3) Operational.
3.2
Strategic Performance Management

A high level report containing 14 indicators (including 8 CPA indicators) is sent to Salford City Council on a monthly basis. This is monitored at monthly management meetings between Salford City Council and Salix Homes and mirrors the information reporting into the Salford Performance Indicator Network.
Salix Homes Executive Management Team receives performance information through two methods: a monthly report including 42 key indicators, which is also reported to the Board on a quarterly basis. The second report contains Management information and mirrors the report taken to Performance Committee.
3.3
Management Information

The Performance Committee receives a Management Information report on a bi-monthly basis which covers 84 indicators. This report is also sent every month to the Senior Management Team (EMT and Heads of Service). A detailed analysis report accompanies the main report where under performance is examined by exception with comment from the key service area contacts.
3.4
Operational Performance

A further level of performance reporting exists below the Senior Team and Performance Committee. At this level all performance information is arranged by Directorate on a monthly basis. The Directorate Reports pick up operational and service standard performance information. The operational performance management reports contain all information provided through the management and strategic reports ensuring a golden thread of performance information through Salix Homes.
3.5
Performance Review Group

A Performance Review Group is held twice a month to examine under performance and promote positive practice across the organisation. The Review Group also examines performance of service level agreements with the Council. 
4.0   Salford City Council support
Salford City Council has a key role in supporting and governing Salix Homes as an arms length management company in its role as Strategic Landlord. We benefit from a strong, positive and mutually supportive relationship with the Council. We have a significant part to play in delivering some key council objectives. For example we work in partnership to deliver Housing Market Renewal as part of the Manchester Salford Pathfinder.

We feel there is an appropriate arms length management relationship between the Council and Salix Homes and the Council has shown maturity in its support for the development of a regeneration focussed ALMO in Central Salford. The council has clear expectations about the outcomes we will deliver in our operational role. 

The Council has a role to play as a key partner in our comprehensive programme of service and value for money reviews during 2008/09. We are also working through a challenging review of all service level agreements and knowing we have the Council’s support in demonstrating value for money in all procurement decisions is critically important.

The Council manages our performance effectively. There is a clear monitoring structure in place which consists of monthly management meetings and quarterly performance reviews. Strategic overview and support is provided through appropriate contact with the Lead Member for Housing and through the Environment, Housing and Planning Scrutiny Committee.

We have a positive working relationship with the Strategy team and the Performance section which undertakes the ALMO monitoring role. The same team acts as our link with Salford City Council when developing our business strategies, as a result mutual aims of the council and those of the Salix Homes can be developed and aligned

The Council is actively involved in supporting our Steps to Excellence inspection project. 
5.0   Conclusion
The comprehensive approach we are taking to service improvement and performance management in 2008/09 is focussed around our Steps to Excellence. This is our robust response to the key risks outlined in the covering pages of this report which describes the implications of not achieving at least a 2 star (good service) assessment by the Audit Commission. We are working in partnership with the Council and the Audit Commission to ensure our preparation is focussed and exhaustive. We have benchmarked out approach with neighbouring three star organisations and believe that our plans are aligned with excellent practice and the latest learning from inspection.
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