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Section 1 – Introduction
New Prospect Housing Limited (New Prospect) was established on the 16th September 2002 as an Arms Length Management Organisation of Salford City Council to manage and maintain its council housing stock

This delivery plan covers the period 1st April 2005 to 31st March 2006 and also reviews performance during the previous year.  We are committed to achieving excellent standards of housing management and maintenance through tenant involvement in decision making and through a process of challenging self assessment and continuous improvement.

The purpose of this Delivery Plan is to outline to our customers, Salford City Council and our stakeholders what levels and standards of service can be expected.

This delivery plan contains:

· How we performed against 2004/05 Delivery Plan targets

· Our key achievements during 2004/05

· Our Delivery Plan indicators for 2005/06

· Our key strategic aims for 2005/06

· Our capacity to deliver this plan including the financial plan and our use of resources

This meets the requirements of the Delivery Plan as set out in the Management Agreement agreed between Salford CC and New Prospect.

This Delivery Plan has been developed in partnership with Salford City Council and, as part of our business planning process, many of the targets and actions contained within it have been agreed with our customers.  It has been endorsed by our Parent Board, the Lead Member for Housing and Salford City Council.

This Delivery Plan has been developed as the outcome of the stock option appraisal exercise has become clear.  The change management strategy will impact on New Prospect’s resources and capacity to deliver the actions and targets contained in this plan.  Therefore this plan will be a dynamic document that will change during the preparation for delivery of the stock options outcome.  All changes will be discussed and agreed between New Prospect and Salford City Council.

Section 2 – Review of 2004/05

In 2004/05 we made significant improvements in performance against targets and made substantial improvements to our services and infrastructure.

2.1 Performance against 2004/05 Delivery Plan targets

Of the 40 performance indicators in the 2004/05 Deliver Plan 25 had specific targets.  We exceeded 21 of these targets and failed to meet 4.

With 21 of the targets we could compare 2004/05 performance with that of 2003/04.  In 18 of these areas we improved performance compared to the previous year.

2.1.1
Best Value Performance Indicators

PI ref
Definition
2003/04 actual
2004/05 target
2004/05 actual
Improved since 2003/04?

BVPI 63
The average SAP rating of local authority-owned dwellings.
57.5
58.5
61
(

BVPI 66a
Rent collected by the local authority as a proportion of rents owed on Housing Revenue Account (HRA) dwellings.
93.6%
95.4%
96.42%
(

BVPI 74a
The percentage of all council tenants, or a representative sample of council tenants, stating that they are satisfied with the overall service provided by their landlord when surveyed.
72%
Survey not required in this year
Survey not required in this year
N/A

BVPI 74b
Satisfaction of ethnic minority local authority tenants (excluding white

minority tenants) with the overall service provided by their landlord.
74%
Survey not required in this year
Survey not required in this year
N/A

BVPI 74c
Satisfaction of non-ethnic minority local authority tenants with the overall

service provided by their landlord.
74%
Survey not required in this year
Survey not required in this year
N/A

BVPI 75a
Satisfaction of council housing tenants with opportunities for participation in management and decision making in relation to housing services provided by their landlord.
45.4%
Survey not required in this year
Survey not required in this year
N/A

BVPI 75b
Satisfaction of ethnic minority council housing tenants (excluding white minority) with their opportunities for participation in management and decision-making in relation to housing services provided by their landlord.
32.3%
Survey not required in this year
Survey not required in this year
N/A

PI ref
Definition
2003/04 actual
2004/05 target
2004/05 actual
Improved since 2003/04?

BVPI 75c
Satisfaction of non-ethnic minority council housing tenants with their opportunities for participation in management and decision making in relation to housing services provided by their landlord.
44.7%
Survey not required in this year
Survey not required in this year
N/A

BVPI 164
Does the Authority follow the Commission for Racial Equality’s code of practice in Rented Housing and the Good Practice Standards for Social Landlords on Tackling Harassment 
Yes
Yes
Yes
N/A

BVPI 184a
The proportion of local authority dwellings which were non-decent at the start of the financial year.
68.34%
65%
65.11%
(

BVPI 184b
The percentage change in the proportion of non-decent dwellings between

the start and the end of the financial year.
8.87%
10%
13.38%
(

BVPI 185
The percentage of responsive repairs (but not emergency) repairs during the current financial year for which the authority both made and kept an appointment
57%
65%
73.16
(

PI ref
Definition
2003/04 actual
2004/05 target
2004/05 actual
Improved since 2003/04?

LPI 4
The % of all repairs requested by tenants completed within target times set by the Council
79.5%
83%
83.32%
(

LPI 8
Average time taken to re-let local authority housing.
64
50 days
47 days
(

LPI 9
The % rent loss through local authority dwellings becoming vacant
3.18%
3.00%
2.43%
(

LPI 12 
The % of urgent repairs completed within government time limits
88.68%
91%
96.29%
(

LPI 13 
The average time taken to complete non-urgent responsive repairs (days)
14.12 days
15 days
12.32 days
(

LPI 45
% of telephone calls answered within 30 seconds
72.32%
80%
71.9%
(

LPI 46
Caretaking % of customers satisfied with cleaning service
88.79%
90%
90.78%
(

LPI 47
% of customers satisfied with responsive repairs service
91%
91%
93.95%
(

LPI48
ASB % of cases closed or referred to central team within 14 weeks
N/A
70%
72%
(

2.1.2
Local Performance Indicators
PI ref
Definition
2003/04 actual
2004/05 target
2004/05 actual
Improved since 2003/04?

BVPI 66a LOCAL
Rent collected by the local authority as a proportion of rents owed on Housing Revenue Account (HRA) dwellings NOT including arrears carried forward
99.3%
100.4%
100.14%
(

LPI 112
Rent arrears of current tenants as proportion of the authority’s rent roll
5.2%
4.80%
3.30%
(

LPI 113
% of ASB cases resolved or legal proceedings issued within 10 weeks following referral to the central team
N/A
N/A
57%
N/A

Sickness
The average number of days lost through sickness per employee
N/A
18 days 
12.89
N/A

LPI (i)
Cat A voids (number)
449
450
348
(

LPI (ii)
Cat A Voids as a % of whole stock 
1.62%
N/A
1.29%
(

LPI (iii)
Cat B voids (number)
141
N/A
187
N/A

LPI (iv)
E / U / NU % of Numbers of orders placed (not £££)
N/A
Em 10%

Ur 20%

Non 70%
E 18.5%

Ur 26.5%

Non 55%
N/A

LPI (v)
Arrears Cash amount
£3,738,519
£3,443,000
£2,333,297
(

LPI (vi)
% Ethnic Minority lets
11.37%
11.5%
10.13%
(

LPI (vii)
% women in senior posts
20.00%
25.00%
35%
(

LPI (viii)
% Ethnic Minority employees
5.7%
5.7%
5.5%
(

LPI (ix)
% Tenancy Turnover
N/A
N/A 
7.89%
N/A

LPI (x)
% staff turnover
N/A
N/A
11.33%
N/A

LPI (xi)
% responsive repairs completed first visit
N/A
N/A
New Indicator
N/A

LPI (xii) 
% repairs needing a variation order
N/A
N/A
New Indicator
N/A

2.2 Key achievements

2.2.1
Delivery of Audit Commission recommendations

Following their inspection in Dec 2003 the Audit Commission made 26 main recommendations for improvement. As well as the main recommendations another 31 recommendations were contained within the body of the inspection report. All of these recommendations are contained as actions within our 2004/05 and 2005/06 action plans

We have successfully delivered all but one of the main recommendations. The outstanding recommendation, a best value review of access to services, has a target date for completion of September 2005. 

We have delivered 26 of the remaining 31 recommendations contained within the body of the report. The remaining five are either in progress or have target dates within 2005/06. Given our track record since the inspection in December 2003 in delivering the inspection recommendations we are confident we will deliver the remaining recommendations within timescale. 

2.2.2
Delivery of priorities for 2004/05

During 2004/05 we had six priorities to help us work towards achieving our vision. These were:


1 Improve customer service/ customer involvement

2 Improve service delivery through:

a) Reducing rent arrears

b) Improving responsive repairs and servicing programme

c) 
Improving programme works

d) 
Improving voids performance

3 Improve governance and the capacity of staff

4 Improve communication

5 Develop partnerships

6 Improve performance management systems

There were 115 actions in 2004/05 action plan under each of the six priorities. Of these 104 (94%) are now complete or fully embedded and ongoing. 11 actions remained incomplete at the end of the year. These remaining actions are all included within the 2005/06 service plans and are either in progress or have completion dates for 2005/06. Below we set out the key achievements for each of the priorities.
Priority
Action
Outcome

1
Develop estate profiles and regular estate inspections 
Better management of estates, improved service to and involvement of customers

2a
Increase arrears analysis and profiling and use this information to plan recovery activity.
Information used to develop support matrix so all potentially vulnerable customers receive the appropriate levels of support

2b
Review gas servicing procedure. Introduce changes based on customer, contractor and surveyors feedback.
Significant increases in appointments made and kept and customer satisfaction

2c
Develop and implement the repair procurement partnering arrangements
Improved customer service, increased performance, better and more transparent value for money

2d
Implement revised minimum voids standard.
A consistent void standard citywide and reduced costs 

3
Develop and implement a formal risk management framework and undertake a risk management appraisal
Risk register produced giving better control of business to Board and senior managers

4
Develop a marketing and communication strategy
Launch of new staff, customer and councillor newsletters, improved response to press enquiries, raised awareness of New Prospect

5
Review health and safety service
In-house team established, training delivered to all managers, improved compliance with H&S laws

6
Review performance management strategy
Improved performance, new planning framework introduced, further developments planned for 2005/06

2.2.3
Maintenance outcomes

At New Prospect we recognise the importance of our repairs service to both our tenants and Salford City Council as it indicates our ability to improve services and deliver Decent Homes.  In 2004/05 we fully integrated our strategic partnership approach within our repairs service.  As well as achieving the significant improvements in performance outlined above we have delivered the following outcomes.

Gas servicing and repairs.

· Over 99% of appointments for servicing gas appliances are made and kept by the partners.

· Customer satisfaction levels with gas servicing are above 96%.

· The average time taken to complete all gas appliance repairs is less than 1.5 days.

· Revised and improved processes involving key support from Legal Services to access homes where a gas servicing certificate is required on an annual basis. 

Planned and programmed maintenance

· We brought 1992 homes to the decent homes standard (against our target of 1500)

· We achieved a customer satisfaction rating of 90%

Section 3 – Strategic objectives for 2005/06

3.1
Contributing to Salford City Council’s Corporate Strategies

At New Prospect we understand the need to ensure the services we provide meet local needs and that we are contributing to the delivery of the council’s vision for Salford. The starting point for making sure this happens is to align our priorities as a company to the vision for Salford contained in the Community Plan and the vision for housing in the city set out in the housing strategy.

The vision for Salford CC is:

‘to make Salford a place where people choose to live and work’.

The vision for housing within the city is to ‘help create a future where people see Salford as a great place to live. A place where you can find a choice of popular homes in desirable locations served by excellent housing services’

New Prospect has been working over the last three years to meet the vision agreed by the Board in 2002:

Making our communities places where people want to live and work

As a major housing service provider in Salford, New Prospect has been in a unique position to achieve this vision by:

· Contributing to partnerships which make communities safe and sustainable 

· Attracting people who want to live and work in the area

· Becoming an employer of choice

· Being seen as an independent organisation providing excellent housing services.
The Council’s priorities for the coming years are represented through 7 key pledges.

· Improving Health

· Reducing Crime

· Encouraging Learning, Leisure and Creativity

· Investing in Young People

· Promoting Inclusion

· Creating prosperity

· Enhancing Life
Pledge 7 “Enhancing Life in Salford” includes a number of sub pledges aimed at ensuring that every person in the City lives in a decent home.  New Prospect will assist in this by:

· Active involvement in the delivery of a strategic framework for housing in Salford including working together to deliver the outcomes of the stock options process

· Maintaining and improving popular council housing stock.
· Targeting resources to areas with the most need and where people are unable to maintain their homes
In addition New Prospect will continue to contribute to the remaining key pledges as follows: -

· “Improving health in Salford” by providing homes to a Decent Homes Standard, and by facilitating rehousing or adaptations for people with specific health related accommodation needs.

· “Reducing crime in Salford” by security measures, by tackling anti-social behaviour, by tackling harassment and by working in partnership with Salford CC and other agencies.

· “Encouraging Learning, Leisure and Creativity” by training tenant representatives and local board members to take full part in decisions that affect their lives and by providing Citizenship classes to year 11 pupils

· “Investing in Young People” by providing appropriate accommodation, including supported and furnished tenancies, by encouraging a greater community involvement via tenant participation and by working in partnership with other housing providers in meeting the needs of homeless young people. 

· “Promoting Inclusion” by greatly enhancing the participation of tenants in housing management, including through New Prospect boards, by supporting resident groups with training, advice and accommodation, and by contributing as partners to Salford CC’s Community Strategy. We will also work towards a diverse workforce including people with disabilities and members of the ethnic minority community.

· "Creating Prosperity in Salford” by supporting Salford CC’s anti-poverty strategy working closely with the council to ensure that tenants are able to benefit from debt advice and counselling. The impact of additional ALMO resources would include improving heating efficiency which would cut the fuel bills of tenants. 

In these ways we will also be contributing to Salford City Council’s Cabinet Workplan themes:

· Reaching our customers

· Investing in our workforce

· Working with our partners

3.2
New Prospect’s Mission 

As an organisation we understand that the needs and expectations of our customers and staff change over time. We are also aware of the level of strategic change occurring within the city and within this context, the need to ensure that as an organisation we are fit to deliver the new strategic agenda. 

To ensure we are continuing to meet these needs and expectations of our customers and the new strategic challenges the city faces we have reviewed our vision in partnership with staff and customers.  This has resulted in the launch of a new mission for New Prospect that is focussed upon delivering customer requirements and Salford City Council’s Housing strategy.  The Mission has three elements:

· Provide a service to customers that is rated at least two stars by the Audit Commission

· In partnership with Salford City Council, ensure that all the new housing and regeneration organisations are created successfully and are ready for the future

· Have empowered staff that are confident and enthusiastic about their future

3.3   
Implementing our Mission

3.3.1
Key themes

To deliver the first element of the Mission we have introduced 3 key themes to steer our service improvements.  These themes are: 

· Putting customers at the centre of the business

· Equality and diversity

· Value for Money

Putting customers at the centre of our business

Putting customers at the centre of the business is about much more than good customer service - it is about understanding and prioritising the needs of our customers at every stage. We will intend to meet this challenge through:

· Developing robust service standards with our customers

· Working in partnership with Salford City Council to review its tenant compact

· Developing cross-tenure tenant compacts

· Empowering our customers to recommend and lead on changes to our services

We will measure our success in delivering this challenge through quality of life indicators, the number of customer led changes to services we implement, the delivery of our service standards and assessing ourselves against the Audit Commission’s inspection tool, the Key Lines Of Enquiry number 30 (KLOE 30).
Equality and diversity

We have made a corporate commitment to make equality and diversity part of everything we do. To ensure we hare taking action against discrimination in our employment practices and service delivery we have adopted the Local Government Equality Standard. We intend to meet this challenge through:


· Carry out impact and needs assessment of our services

· Set targets and objectives for service delivery and employment

· Maintaining access to our services in line with the Disability Discrimination Act

We will measure our success in delivering this challenge through the Local Government Equality Standard. We have a target of reaching level 2 of the standard by December 2005 and level three of the standard by March 2007. We will also assess ourselves against the criteria set out in KLOE 31

Value for money

Value for money is about getting the most out of our resources to ensure the best possible outcomes for our customers.  We intend to meet this challenge through:


· Recruiting a Service Development Manager with responsibility for ‘championing’ value for money and providing a support and challenge role for managers to ensure every team takes responsibility for value for money

· Training all board members and staff

· Carry out systematic review of all costs

· Identifying high spending and reducing it

We will measure our success in delivering this challenge through the level of efficiency savings made year on year, the services we are able to provide as a result of these efficiency savings and self-assessment against KLOE 32.  In this way we will meet the principles set out in the Gershon review and the government’s efficiency agenda.

Delivery of the key themes will provide our customers with enhanced services and enable us to achieve two stars when we are inspected.  The key themes are linked to our service plans as displayed in sections 3.3.4, 4.2 and 4.3 of this Delivery Plan

3.3.2
Change Management Strategy

The second part of the mission relates to delivery of Salford City Council’s housing strategy.  We aim to achieve this by working in partnership with the Council in managing the change from a single housing provider to mixed provision containing an ALMO, Local Housing Companies and a Private Finance Initiative scheme.

A formal project management structure will be implemented to steer and deliver the changes.  This will be headed by the Chair of our Parent Board, Salford City Council’s Lead Member for Housing and the Chair of Salford’s Strategic Housing Partnership, managed by the executive teams of both organisations and delivered by “themed” working groups containing a cross section of staff from each organisation.

The delivery of this change will secure the funding to meet the Decent Homes standard.

3.3.3
Empowering staff

Our mission states:

“Empowered staff are key to the successful achievement of the mission – delivering improved performance and managing the change.  

It will be the staff that ensure that service delivery to customers through the organisation meets expectations”

We will empower our staff through:

· Conducting a staff survey and acting promptly on the results

· Providing development training for all our managers

· Increasing the training budget in 2006 at the request of Parent Board

· Using staff action groups to realise, design and deliver changes

· Involve staff in the change management working groups

· Improving our appraisal and induction processes

Section 4 – Service objectives for 2005/06

4.1 
Managing our improvement

Central to delivering our service objectives are our performance management and service planning frameworks.  These provide the link between our strategic objectives and delivering our services.

Performance management is about turning ambition into delivery. We are in the process of developing an improved performance management framework for New Prospect which will enable us to show clearly how we have improved our services and delivered outcomes to our customers, in line with our vision and priorities. 

The development of our performance management framework has been an evolving process, carried out in a number of stages. 

The first stage was to ensure we had robust and high quality performance data that we have been able to use to unpick and tackle areas of poor performance.  This has included:

· The development of a ‘touch of the button’ performance monitoring tool which enables managers to view performance data, at any time, on their desktop

· Regular reporting of performance to enable areas of failing performance to be identified early.  We report performance on a monthly basis to Management Team, the Parent and local boards and the council 

· A process of bringing together action groups to develop improvement plans to tackle areas of low or failing performance

· Using benchmarking to assess our performance against that of our peers.

· Attending meetings with our peers to share good practice and innovation which can help us further improve our own services 

· Delegated responsibility to Partnering Board to oversee development and improvement of work in relation to property services including set targets and monitoring performance. 

The second stage of the process has been to develop our service planning processes, ensuring clear links between the needs and expectations of our customers and the actions we plan to deliver. This has included:

· Setting a clear corporate format for service and team plans

· Ensuring customers have been fully consulted in the development of our priorities and actions for each service area. 

· Ensuring the outcomes and outputs from our service and team plans are based on what our customers want

· Ensuring service and team plans are owned at a team and local level. This has been achieved by involving all staff in the development of their teams plans. 

· Policy Performance and Communication team challenging team plans and self-assessments to ensure that they are robust and are delivering the service improvements customers want to see

The third stage and the areas we are currently working on include:

· Putting in place a formal performance management framework and strategy

· Ensuring a continual focus on people doing the things that contribute to our priorities and that our staff know how the work they do contributes to our priorities. This will be achieved through a Service Improvement Database showing clear links to our priorities and outcomes and through the appraisal process. 

· Putting in place a formal annual performance cycle for 2005/06 that shows clear links between planning, budget processes, resources, performance and target setting. 
· Develop quality of life performance indicators, objectives and targets to measure our success in meeting our customers’ needs and expectations.
To further our improvements in this area we will continue to work in partnership with Salford City Council and strengthen our governance arrangements with them.  In particular the Council will provide support and challenge in the following areas:

· Monthly business meetings at management team level

· Regular officer meetings

· Performance management reality checks

· Governance checks on board papers

· Improving performance against PIs contained within the Best Value Performance Plan and that contribute to Salford City Council’s Corporate Performance Assessment

· Quarterly high level performance reporting

· Working together in the change management performance work-stream

The performance indicators contained in this plan reflect this stage in our development.  There are more indicators about the quality of our services and our corporate health than in previous years.  We will build on these during this year and our teams are developing local indicators to reflect expected customer outcomes.

4.2
Performance targets for 2005/06
We will use the performance indicators set out in the table below to monitor our performance over the year. We have included three year targets to show how we aim to continually improve our performance and the service we provide.
PI ref
Definition
2005/06

target
2006/07

target
2007/08

target
Comments

BVPI 63
The average SAP rating of local authority-owned dwellings.
61
62
62.5
[TQ]
 61

[M] 57

[B] 53

BVPI 66a
Rent collected by the local authority as a proportion of rents owed on Housing Revenue Account (HRA) dwellings.
96.5%
97.00%
97.3%
[T] 97.23%

[M] 96.48%

[B] 95.02%

BVPI 66b

NEW
The number of local authority tenants with more than seven weeks of (gross) rent arrears as a percentage of the total number of council tenants.
Target to be set at end Q2
Target to be set at end Q2
Target to be set at end Q2
N/A

BVPI 66c

NEW
Percentage of local authority tenants in arrears who have had Notices

Seeking Possession served.
Target to be set at end Q2
Target to be set at end Q2
Target to be set at end Q2
N/A

BVPI 66d

NEW
Percentage of local authority tenants evicted as a result of rent arrears.
Target to be set at end Q2
Target to be set at end Q2
Target to be set at end Q2
N/A

BVPI 74a
The percentage of all council tenants, or a representative sample of council tenants, stating that they are satisfied with the overall service provided by their landlord when surveyed.
75%
78%
80% (TQ)
[T] 80%

[M] 74.80%

[B] 70.40%

BVPI 74b
Satisfaction of ethnic minority local authority tenants (excluding white

minority tenants) with the overall service provided by their landlord.
75%
78%
80% (TQ)
[T] 75.53%

[M] 69.6%

[B] 61.5%

BVPI 74c
Satisfaction of non-ethnic minority local authority tenants with the overall

service provided by their landlord.


75%
78%
80%
[T] 83.5%

[M] 75%

[B] 72%

PI ref
Definition
2005/06

target
2006/07

target
2007/08

target
Comments

BVPI 75a
Satisfaction of council housing tenants with opportunities for participation in management and decision making in relation to housing services provided by their landlord.
54%
60%
67% (TQ)
[T] 67%

[M] 59.6%

[B]53%

BVPI 75b
Satisfaction of ethnic minority council housing tenants (excluding white minority) with their opportunities for participation in management and decision-making in relation to housing services provided by their landlord.
54%
60%
67% 
N/A

BVPI 75c
Satisfaction of non-ethnic minority council housing tenants with their opportunities for participation in management and decision making in relation to housing services provided by their landlord.
54%
60%
67% 
N/A

BVPI 75c
Satisfaction of non-ethnic minority council housing tenants with their opportunities for participation in management and decision making in relation to housing services provided by their landlord.
54%
60%
67% 
N/A

BVPI 164
Does the Authority follow the Commission for Racial Equality’s code of practice in Rented Housing and the Good Practice Standards for Social Landlords on Tackling Harassment 
Yes
Yes
Yes
N/A

BVPI 184a
The proportion of local authority dwellings which were non-decent at the start of the financial year.
60%
57%
54% 

Targets based on projections provided by stock condition database and available funding



PI ref
Definition
2005/06

target
2006/07

target
2007/08

target
Comments

BVPI 184b
The percentage change in the proportion of non-decent dwellings between

the start and the end of the financial year.
6.67%
7.02%
7.41%
As above

BVPI 211a 

NEW
The proportion of planned repairs and maintenance expenditure on HRA dwellings compared to responsive maintenance expenditure on HRA dwellings.
Target to be set at end Q2
Target to be set at end Q2
Target to be set at end Q2
N/A

BVPI 211b

NEW
Proportion of expenditure on emergency and urgent repairs to HRA dwellings compared to non-urgent repairs expenditure to HRA dwellings.
Target to be set at end Q2
Target to be set at end Q2
Target to be set at end Q2
N/A

BVPI 212

NEW
Average time taken to re-let local authority housing.
40 days
35 days
30 days (TQ)
[T] 31 days

[M] 40 days

[B] 47 days

LPI 4
The % of all repairs requested by tenants completed within target times set by the Council
85%
90%
95%
N/A

LPI 8 Maint’nce
Number of days until ready to let from TOT
32
28
25
Total of two indicators should equal performance on BVPI 212

LPI 8 Lets
Number of days with lettings from ready to let to COT
8
7
5


LPI 9
The % rent loss through LA dwellings becoming vacant
2.25% (TQ)
2%
2%
[T] 2.39%

[M] 2.61%

[B] 3.66%

LPI 12 
The % of urgent repairs completed within gov. time limits
97%
98%
99% (TQ)
[T] 98.2%

[M] 95.92%

[B] 93%

LPI 13 (days)
The average time taken to complete non-urgent  repairs 
11 days
10 days
9 days (TQ)
[T] 9.07

[M] 10.95

[B16.69

LPI 45
% of telephone calls answered within 30 seconds
80%
Subject to BV review
Subject to BV review
Council responsible for indicator performance

LPI 45b
% of telephone call received by the repairs line answered within 20 seconds
80%
Subject to BV review
Subject to BV review
Council responsible for indicator performance

PI ref
Definition
2005/06

target
2006/07

target
2007/08

target
Comments

LPI 46
Caretaking % of customers satisfied with cleaning service
92%
93%
94%
N/A

LPI 47
% of customers satisfied with responsive repairs service
94%
95%
96%
N/A

LPI 48
ASB % of cases closed or referred to central team within 14 weeks
75%
80%
85%
N/A

BVPI 66a LOCAL
Rent collected as a proportion of rents owed NOT including arrears carried forward
98%

99%
99.8% (TQ)
[T] 99.72%

[M] 98.45%

[B] 96.97%

LPI 112
Rent arrears of current tenants as proportion of the authority’s rent roll
3.3%
3.1%
2.9%
[T] 1.5%

[M] 2.42%

[B] 3.63%

LPI 113
% of ASB cases resolved within 10 weeks following referral
62%
67%
75%
N/A

LPI (a)
Cat A voids (number)

350
350
350
N/A

LPI (a1)
Cat A Voids as a % of whole stock 
1.35%
1.35%
1.35%
N/A

LPI (b)
Cat B voids (number)
N/A
N/A
N/A
No target to set This indicator records the number of voids outside the rent roll

LPI (c)
E / U / NU % of Numbers of orders placed (not £££)
Em 10%

Ur 20%

Non 70%
Em 10%

Ur 20%

Non 70%
Em 10%

Ur 20%

Non 70%
Audit Commission good practice target

LPI (d)
Arrears Cash amount
£2,200,000
£2,075,000
£1,950,000
Difference in cash amounts in 2004/05 due to changes in ‘rent’ definition

New targets represent a challenging but achievable reduction of  £125,000 p/a

LPI (e)
% Ethnic Minority lets
11.00%
11.75%
12.7%
Target is either:

-Level of BME lets which reflects either the ethnic mix of the local community (3.9%) or

-The level of housing need of ethnic groups as shown by the waiting list, which ever is greater. (12.7 at 31/3/05)

PI ref
Definition
2005/06

target
2006/07

target
2007/08

target
Comments

LPI (f)
% women in senior posts
38%
42%
46%
Target is to reflect community – 50%

LPI (g)
% Ethnic Minority employees
5.5%
5.5%
5.5%
Target is to achieve an ethnic mix which reflect the local community (4.14%)

LPI (h)
% Tenancy Turnover
Target be set at end Q1
Target be set at end Q1
Target be set at end Q1
Tenancy sustainability pilot research to inform  target setting

LPI (i)
% staff turnover
10%
10%
10%
Targets are in line with other public sector providers

LPI (j)
% responsive repairs completed first visit
Target be set at end Q1 2005
Target be set at end Q1 2005 
Target be set at end Q1 2005
New PI

LPI (k) 
% repairs needing a variation order
Target to be set at end Q2
Target to be set at end Q2
Target to be set at end Q2
N/A

LPI (l)
The average number of days lost through sickness / employee
12 days
11 days
10 days
Targets are in line with other public sector providers

LPI (m)
% employees with a disability
2.5%
3%
3.5%
Target needs to reflect the % of economically active community who classify themselves as disabled

LPI (n) 
The % net gain of BME tenants
n/a
n/a
n/a
New indicator for 2005/06

LPI (o)
The % of top 5% of earners who are from an ethnic minority
n/a
n/a
n/a
New indicator for 2005/06

LPI (p)
The % of top 5% of earners who have a disability
n/a
n/a
n/a
New indicator for 2005/06

BVPI 185 

Local
The % of responsive repairs (but not emergency) repairs during the current financial year for which the authority both made and kept an appointment
80%
85%
90%


4.3 Key actions for 2005/06

We have implemented a new service planning framework based upon meeting our customers’ needs.  These needs are established via a thorough consultation period.  Each section of our business has created its own team plan as a result of this.  These have been combined and merged with strategic plans to create our service plan for the coming year.  The service plan contains the detail that we are unable to produce within this plan.  The key high level actions within this plan are outlined below.  These will be reported to Parent Board and Management team.  Lower level actions within the service plan will be reported to the appropriate management board (Local Boards, Partnering Board) and to Management Team by exception.

Key action
Target date
Link to mission

Link to key theme


Housing Management

Work with Salford City Council to implement a choice based lettings system
Mar 2006
CS/NHO
C

Manage the SX3 shutdown so that the effects on rent collection and rent arrears are minimised
Mar 2006
CS
VfM/C

Ensure appropriate housing management service standards exist
Dec 2005
CS
C

Carry out a review of office opening times, surgery times and methods to contact
Dec 2005
CS/NHO
C/VfM/E&D

Review tenancy management policy and procedures
Nov 2005
CS/NHO
C/VfM/E&D

Carry out housing management area plan consultation for 2006/07
Mar 2006
CS
C

Participate in the delivery of the cross tenure ASB unit
Jul 2005
CS
C

Establish acceptable behaviour contracts (ABCs) in consultation with Salford City Council
Mar 2006
CS
C

Review all arrangements for recording / reporting hate crime in consultation with SCC, GMP, relevant partners and PPC team
Mar 2006
CS
E&D/C

In partnership with Salford City Council, review age banding on blocks as part of the introduction of Choice Based Lettings Policies 
Feb 2006
CS
C/E&D

Establish street representatives and block representatives


Mar 2006
CS
C

Key action
Target date
Link to mission
Link to key theme

Supported Housing

Reconfigure the supported tenancies service to meet the priorities of Supporting People Strategy
Feb 2006
CS
C/VfM

Develop a service level agreement consolidating the support tenancies service
Aug 2005
CS
C/VfM

Increase the scope of support tenancies service provision
Jan 2006
CS/NHO
C/VfM

Introduce service standard to all parts of the services for older people service
Sep 2005
CS
C

Prepare service for older people for support people review
Nov 2005
CS/NHO
C/VfM/E&D

Implement improvements to the delivery of adaptations
Sep 2005
CS
C/E&D

Continue to develop improved adaptations and rehousing services for people with disabilities
Mar 2006
CS
C/E&D

Policy, performance and communications

Develop corporate customer service standards which set clear standards our customers can expect from us
Sep 2005
CS
C

Scope and carry out a best value review of access to services
Sep 2005
CS/NHO
C/VfM/E&D

Ensure all services that are managed by New prospect are clearly communicated as such and all carry New prospect branding
Mar 2006
CS
C

Develop a corporate equality strategy
Aug 2005
CS/NHO
E&D

Achieve level 2 of the Local Government Equality Standard
Dec 2005
CS/NHO
E&D

Develop and implement a revised performance management strategy
Aug 2005
C
C/VfM/E&D

Deliver key line of enquiry 1 improvements
Mar 2006
CS/NHO
C/VfM/E&D

Property services

Extend a number of existing specialist service contractors up until September 2005 in order to procure long term partnering arrangements for these contracts until 2008/10 (subject to stock options). New arrangements to be within partnering framework and procured through price and quality evaluation and involve customer evaluation panel
Oct 2005
CS
VfM

Key action
Target date
Link to mission
Link to key theme

Jointly prepare the ALMO bid with the council for submission
Dec 2005
NHO
C/VfM

Involve customer within the monitoring and development of maintenance services
Apr 2006
CS
C

Improve the ratio of planned works in comparison to responsive works
Mar 2006
CS
VfM

Develop and ratify the partnering arrangements with the main contract partners on an interim basis up until March 2007 to take account of the stock option proposals. 
Mar 2006
CS
VfM

Assist and advise the council with stock options planning, implementation and the consequential change management arrangements that will have to be executed within New Prospect
Dec 2005
NHO
C/VfM

Support services

Conduct full employee survey and produce and implement action plans from results for survey
Sept 2005
ES
C/E&D

Develop human resources policies in line with legislative changes and communicate changes to employees
Mar 2006
ES/NHO
C

Prepare and agreed specification for Saffron based contractors job costing system with partner contractors
April 2005
CS
C/VfM

Data transfer of stock condition information to integrated housing management system
Jul 2005
CS/NHO
VfM

Expansion of existing programmed works module in integrated housing management system
Mar 2006
CS
VfM

Pilot introduction of document management system integrated with existing housing management system
Oct 2005
CS
C?/VfM

Develop systems to effectively implement the city council’s choice based lettings policy
Dec 2005
CS
C/VfM

4.4 Maintenance, Capital Investment and Decent Homes

The key outcomes achieved to date by the strategic partnering approach are outlined in section two of this plan.

In 2005/06 we will continue working with our strategic partners, formed through three associated procurement processes.  Our partners are:

1
Gas servicing and repairs

· Apollo Heating

· British Gas

2
Programmed works

· Bramall Construction – Salford South Area value approx £2.4m

· New Prospect Property Maintenance Services – Salford North & Swinton Areas – value approx £1.6M

· Wates Construction – Worsley & Eccles Areas – value approx £3m

· White Building Services – Swinton Area – value approx £3.7m

3
Responsive repairs and voids.   

· New Prospect Property Maintenance Services – covering 60% of the city

· Jackson Lloyd Maintenance Services – covering 40% of the city

Robust monitoring ensures that the arrangements are delivering high quality services to customers.  The performance in the service areas is reported to the Partnering Board and the customer panel monitors how well the partners serve our customers.  

For example for the programmed works partnership 15 key performance indicators were agreed with the Partnering Board for monitoring purposes and these are currently under review in terms of the number and their suitability. They are being jointly reviewed with the partners and input from our Customer Panel and the Partnering Board.

Some examples of the KPI’s currently monitored include: -

· Progress of programmed works on site – actual versus programme

· Financial expenditure – by scheme – actual versus budget

· Number of properties made decent 

· Customer satisfaction with completed works – this KPI takes account of the fact that sometimes customers are happy with the finished work but not with the inevitable disruption that major improvements can cause.

· Volume of customer feedback from schemes – average currently received is 39% compared to a target of 30%

· Number of accidents and incidents reported – benchmarked against national and regional targets – currently 0.125% per 1,000 hours worked on site.

The system is tied into our management structure through the Parent and Local Boards. The framework within which the strategic partnering approach operates is displayed in Appendix 1.

4.4.1 Capital investment and delivery of Decent Homes

The approved resources for capital programme for 2005/06 is £19.887 million. Within this sum £11.36m (57 per cent) will directly address the decent homes standard. 


The 2005/06 decent homes programme of £11.36m involves work to approximately 5200 separate properties and in total will ensure that 1850 properties are either made decent or prevented from becoming non-decent, which will increase the decency percentage within the city by 3%.


Wherever possible the works will be carried out in a single phase. This multi-elemental approach will maximise the delivery of Decent Homes, minimise disruption to customers (where all works are carried out in a single activity) and produce completed properties that will remain decent until after 2010. This approach reflects the views of customers who were consulted on this matter as part of a comprehensive customer survey that was carried out in September 2004.

To illustrate the impact of the 2005/06 ‘Turning Houses into Homes’ decent homes programme, the investment will achieve:

· Gas heating to 998 properties, 

· A new kitchen in 985 properties, 

· A new bathroom in 605 properties

· New windows and doors to 219 properties, 

· New electrical systems to 1606 properties, and

· Insulation to 3000 properties. 

In 2005/06 a detailed three-year programme will be developed following the outcome of the Stock Option Appraisal. This will have significant advantages including:

· Ability to identify future resource needs.

· Pre-planning work will allow time for detailed customer consultation.

· Reduction in responsive replacement works.

· A continuous flow of work for partners over a number of years.

The three-year programme will be developed in a manner to incorporate the views of customers, take into account stock sustainability, address long term maintenance needs of the properties and maximise potential funding sources.

In 2005/06 it is proposed that customers will be consulted in relation to the three-year programme and where possible the respective views will be utilised to formulate the nature and location of the programmes. This process shall involve individual customers, resident associations and local boards.

During 2004/05, the Saffron Stock Condition module was developed as the sole database in relation to public sector housing stock. This is a live database that will be updated automatically through the Saffron responsive and planned works modules. The module will be implemented during 2005/06 and will be configured in a way to receive all existing stock condition data already held by Salford City Council and New Prospect.

Section 5 – Financial planning

This section sets out the financial inter-relationships and working arrangements that will operate between New Prospect and Salford CC.  It outlines how New Prospect will ensure that it delivers efficient and effective financial management with high standards of probity across its service.

The New Prospect Parent Board has the ultimate duty for ensuring that New Prospect’s financial management is of the highest standard.  A system of notifications will operate whereby New Prospect accountants will notify the Parent Board of any financial management issues that arise.  The Board has a duty to notify Salford CC in line with the requirements of the Management Agreement.

5.1
Annual Revenue Budget

Accounting periods for New Prospect will run from 1st April to 31st March to be coterminous with Salford CC.  New Prospect and Salford CC will liaise as follows in order to agree the updated current year budget and the following years budget.

Nominated Officer
Action/Output
Timetable



Salford CC Accountant 
Undertake tenant consultation exercises to feed into the budget process.
September / October 2005

New Prospect Accountant and Salford CC Accountant
Develop formulaic approach and agree formula and method for calculating future years Management Fee 
September 2005

New Prospect Accountant
Provide indicative budgets for New Prospect, at both Parent Board and Local Board level.

Brief and seek approval of the Committee for Budget and Procurement.

Submit indicative budgets to Salford CC Accountant (these will have been informed through the monthly finance monitoring meetings between New Prospect and SCC during the year).
November 2005



Salford CC Accountant
Produce draft HRA budgets following Subsidy and Rent Restructuring figures from ODPM and including indicative New Prospect budget.

Discuss budget issues with S151 officer of Salford CC
December 2005



Salford CC Accountant
Brief and consult with Salford CC on HRA budget, rent restructuring implications, management fee & delegations
January 2006



New Prospect Accountant
Report to Parent Board on management fee and rent changes in order to inform Salford CC of board’s position
January 2006

Salford CC Accountant
Submit HRA budget, overall rent rise and management fee to Council for approval
February 2006



New Prospect Accountant
Submit New Prospect budget for approval and rent rise & Management fee for information to Parent Board 
February 2006

During 2005/06 further discussions will be held by Salford CC and New Prospect about improving the methodology for consulting tenants about proposed changes in rents.

5.2
The Major Investment Programme

New Prospect and Salford CC will work together on the financial aspect of the Major Investment Programme.

The following table outlines the annual process that will take place.

Nominated Officer
Action/Output
Timetable



Director of Property Services (New Prospect) and Assistant Director of Housing (Strategy & Renewal) (Salford CC)

Determine the desirable requirements for Housing Public Sector schemes to be managed by New Prospect for inclusion in the Annual Capital Investment Strategy including consultation, customer survey and tenants’ conference

September 2005

Salford CC Accountants
Determine the overall resources available for annual major investment taking into account:

Business Plan assumptions

MRA Subsidy settlement

Single Capital Pot/Supported Borrowing

Capital Receipts position

RCCO

Other specific funding sources, e.g. NDC 
December 2005 – following receipt of HRA Subsidy and single Capital Pot/HIP settlement



New Prospect & Salford CC Accountants
Salford CC and New Prospect officers will work together to finalise capital expenditure proposals for Housing Public Sector schemes to be managed by New Prospect
January 2006



Salford CC Accountant
Submit required approvals to Lead Member for Housing and Corporate Services at Salford CC and formally report to Council
February 2006



New Prospect Accountant
Advise New Prospect board of Salford CC decision
March 2006

5.1 Revenue and Capital Monitoring

The Parent Board has ultimate responsibility for the management and control of the income and expenditure of New Prospect and will be required to report to Salford CC on financial performance and immediately report any significant under/over spending or financial irregularities and provide plans for corrective action.  Regular monthly monitoring reports will be submitted to the Partnering Board and the Budget & Procurement Committee and then submitted to the Parent Board on an exceptional basis.   Similar reports will go to the Local Boards in respect of their specific delegated budgets. Quarterly reports will be submitted to Salford CC after Parent Board approval.


Monthly finance monitoring meetings are held between New Prospect and SCC senior accountants to discuss the revenue budgets including the Housing Repairs Account. Additionally officers from New Prospect attend the Housing Capital Programme Monitoring Group to discuss the Public Sector Capital Programme. 

New Prospect applied for and has received confirmation from the Inland Revenue office that our dealings with SCC can be treated as mutual trading and that no corporation tax will arise. This treatment has been granted with effect from 1st April 2004. Any income or dealings with third parties will be taxable under normal rules.

New Prospect will attend a capital and revenue maintenance meeting with Salford CC on a monthly basis to report progress on actual and committed expenditure.

5.4
Subsidy Claims

Certain information requested by Salford CC for the HRA Subsidy claims is held by New Prospect and therefore will need to be collated by New Prospect and submitted to Salford CC for input into the claim form in accordance with the requirements of the claim, Salford CC timetables and in a format to satisfy audit requirements. Salford CC will be responsible for certifying and submitting the HRA Subsidy claims to ODPM in line with the appropriate due dates.

5.5
The Management Fee

The fee for 2005/06 is £20,735,890.

The fee is based on all management expenditure of New Prospect net of income generated and includes the management cost of undertaking capital works but not the cost of the works.

The fee will be paid to New Prospect on a monthly basis on the first day of each month.   The amount of payment will be based on the estimated cash flow requirement and may be adjusted in the light of previous years deficits/surpluses.

5.6
Other financial issues

· New Prospect Property Maintenance Services (Internal Trading Organisation) will be managed through a trading account held within New Prospect’s accounts.

· New Prospect will have its own bank account.

· New Prospect will prepare appropriate company accounts and submit copies to Salford CC.

· New Prospect have appointed external auditors to ensure compliance with all company accounting requirements whose ongoing service provision will be subject to annual review by the Parent Board.

· New Prospect Parent Board will be responsible for the overall management of budgets delegated to it (under the agreement) through the Budget and Procurement Committee.  Local Boards will manage locally delegated budgets under the direction and supervision of the Parent Board.

· Any interest on credit balances accruing to the New Prospect account will be calculated and credited on an annual basis.

· New Prospect will maintain its own scheme of delegation, standing orders and financial regulations and authorised signatories in respect of contractual commitments undertaken in its own name and Salford CC’s where contractual commitments are administered on the Council’s behalf.

· New Prospect will continue to ensure compliance with accountancy professional standards and with Companies Act requirements through appointment of appropriately qualified staff and the external audit of accounts.

· New Prospect will continue to comply with all the deadlines for financial information set by Salford CC and any other external body

· New Prospect will alert the nominated Salford CC officer promptly to any financial irregularities/problems emerging during the year.

· New Prospect will continue to ensure that its procedures for the procurement of goods and services follow good practice and ensure value for money

· New Prospect will ensure that all goods and services acquired from Salford CC are subject to authorised Service Level Agreements.

5.7 Performance Targets

Financial performance indicators will be used by Salford CC to ensure that New Prospect is operating in accordance with the Management Agreement and is delivering efficient and effective services.

New Prospect will use its own internal performance indicators to monitor performance and as an aid to service development.

5.8
Monitoring Budgets and the Major Investment Plan

The overall budgets containing both the management fee and other resources will be agreed annually between New Prospect and Salford CC.

Monitoring will be based on monthly reports. The monthly monitoring system will provide monthly exception reports which identify significant variations in budget spending against the management fee and high level reviews of rent receivable, voids and bad debts. 

Appropriate reports will go to the Parent Board and once agreed there they will be submitted promptly to Salford CC for scrutiny and inclusion in corporate performance information and monitoring arrangements.


The Partnering Board reviews the costs and value for money of all the repairs and maintenance contracts that are in place.

Reports in relation to the status of the capital and revenue budgets are submitted to the Budget and Procurement Committee on a monthly basis.

Formal capital and revenue monitoring meetings are held monthly with Salford CC. These meetings examine the status of budgets in detail and manage any financial issues arising. Performance information in relation to expenditure is also reported to the Lead Member for Housing on a monthly basis.
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Appendix 1 – Maintenance partnering framework 
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� [T] Top quartile [M] Median [B] Bottom quartile


� 2007/08 performance in anticipation of additional Supplementary Credit Approvals following 2 star plus ALMO inspection


� Allowing for Housing Benefit delays


� Mission key: CS = Provide a customer service that is rated at least 2* by the Audit commission;  NHO = In partnership with Salford City Council ensure that all new housing and regeneration organisations are created successfully and ready for the future; ES = Have empowered staff that are confident and enthusiastic about their future


� Key themes: C = Customers at the centre of the business; E&D = Equality and Diversity; VfM = Value for Money
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