
HOUSING SERVICES DIRECTORATE

PART 1 SERVICE PLAN 2001/2002 

CORPORATE OBJECTIVE

The housing Directorate, has lead responsibility for one of the corporate objectives which is objective number 2:

· Giving all the people of the City the opportunity to live in a good quality 

Home

This Service Plan identifies key service objectives for achievement in 2001/2002. The degree to which these objectives are met will provide an overall indication of the performance of the directorate in 2001/2002. Key service objectives, designed to meet corporate priorities are outlined for the sections of the Directorate.

KEY OBJECTIVES FOR HOUSING SERVICES

HOUSING MANAGEMENT

This Section is responsible for providing and monitoring all housing services from Turnpike House,  9 area housing offices and 3 sub-offices. The services provided are:

· Management of responsive repairs

· Management of empty properties

· Management of minor environmental work

· Rent arrears recovery

· Estate management

· Redevelopment

· Management of sheltered housing schemes

· Monitoring of co-ops

· Management of security to flats and sheltered schemes

· Management of caretakers

· Homelessness

· Tenant consultation and participation

· Cash collection

· Involvement in community issues, e.g. “new deal”, SRB 

· Involvement in crime and disorder act- liaison with other directorates

· Management of elderly services

· Management of disabled facilities grants

· Management of furnished tenancies

Key objectives 2000/2001

Introduce more effective marketing arrangements for letting void properties by  March 2002. 

Extend centrally based marketing team into a Property Shop by August 2001 (carried over).

Establish 5 local marketing teams by July 2001 (carried over).

Simplify rehousing procedures with the introduction of a new Lettings Policy by August 2001 (carried over).

Improve the marketing of council property and changing the image of housing in the City in line with the new Marketing Strategies Plan, over the next 2 years 50% completed by March 2002.

Continually reduce the average time to relet empty properties to achieve the Governments upper quartile of 29 days by 2005. Relet time of 48 days to be achieved by  March 2002

Introduce new lettings policy to reflect the findings of the Green Paper by August 2001 including:

· A customer choice model

· Simplified lettings 

· Link marketing to availability

· Review special needs housing team in light of the new letting policy.

Carry out an EFQM assessment of 50% of housing management services by March 2002.

Implement the Corporate Equality of Service Delivery Policy by March 2002.

Achieve a minimum level 2 of the Commission for Racial Equality Standard by  March 2002

Review options for collection of cash in conjunction with Director of Corporate services. Complete by March 2002.

Further extend the new Salford Care on Call Service to take on 250 additional users by  March 2002.

Review housing services for the elderly as part of the Housing/Social services “support for older people at home Best Value review” to be completed June 2001.

Agree timescales for implementing the findings of the joint Housing/Social Services “Support for older people at home Best Value review” by September 2001.

In Partnership with other RSLs produce an information pack detailing all the City’s sheltered accommodation by December 2001.

Provide a responsive call out service for Irwell Valley Housing Association and Henshaws Association for the Blind, increasing to 6 households by September 2001.

Hold a collaborative event to involve users and raise awareness of the City’s services for Older People by July 2001.

Establish a specialist Nuisance Team to support area staff by June 2001.

Carry out a feasibility study into outsourcing the provision of temporary accommodation for homeless families complete by  March 2002.

Review the effectiveness of “The Supporting Families in Little Hulton Project” by December 2001.

Complete the re-location of the Housing advice Centre from Eccles to the Civic Centre in Swinton by May 2001.

Establish the new Housing Advice Service and obtain the Community Legal Service Partnership Quality Mark for information and casework by March 2002.

To carry out “a count of rough sleepers” in Salford as part of the National Census Arrangements, complete by May 2001.

Re-house and support 212 Asylum Seekers who are dispersed to Salford during the financial year 2001/2002. To complete the recruitment of a joint Housing/Social services team to manage this process, by July 2001.

Carry out Best Value review of area service delivery 100% complete by  March 2002 including:

· Responsive repairs

· Voids and Lettings

· Cash Collection and Rent Arrears

· Estate Management

· Caretaking and Cleaning

· Improve customer feedback across all services

Review the Tenants Compact by March 2002.

Develop the role of area staff with tenants groups complete by October 2001.

Develop the role of the People’s Forum in working in partnership with Housing Services to carry out best value reviews. Complete by March 2002, but this will be an ongoing item to fit with the 5 year review programme.

Develop Community Lettings training for staff and tenants by December 2001.

PROPERTY MAINTENANCE

The Section is responsible for the contract procurement and contract administration of all planned, programmed and responsive maintenance contracts let by the Housing Directorate.

Key objectives 2000/2001

· Deliver property maintenance in accordance with the Integrated Housing Repair and Improvement Programme 2001/2002.

· To complete 75% of all day to day repairs within target times set by the council from date reported by tenant.

· To integrate Building Services into Property Maintenance as part of the best value review

STRATEGY

This Section is responsible for:-.

Development of the Corporate Housing Strategy and linkages to Corporate Regeneration and UDP strategies.

Establishment, programming and implementation of the Housing Investment Strategy for the City including Business Planning, the modelling of alternative options and liaison with partner agencies

Housing Research and Housing Market Demand Studies

The implementation of the Home Offices Reducing Burglary Initiative

Liaison with sub-regional, regional and national groups on Housing Strategy Issues  

Marketing, Media and Public Relations strategies for the Directorate and participation in Corporate Communications activities

Private Sector Housing enforcement, support and advice, and regeneration

Home Energy Conservation Act Strategy and the development of the Fuel Poverty Strategy

Liaison with Registered Social Landlords and the Housing Corporation

Key objectives for 2001/2

· Implement the Reducing Burglary Initiative Programme Phases 2 & 3 by March 2002.

· Develop and produce the Year 2 Business Plan for the directorate including enhanced option appraisal techniques for the future of Council Stock in the city by March 2002.

· Develop and implement improved communication with the Young People of Salford on housing matters by March 2002.

· Develop further Home Energy Conservation measures and review and enhance the Fuel Poverty report by December 2001.

· Implement the 2001/2 Housing Investment Programme including:-

· Improvements to the environment of Council Estates

· Regeneration of Private Sector Housing priority areas

· Introduce a system for the accreditation of Private Landlords and further investigate the potential for the licensing of Private Landlords

· Introduce a range of comprehensive enforcement measures e.g.  Closing Orders Repairs Notices for those home owners and private landlords who fail to maintain their homes by March 2002.

· Establish options for dealing with residents trapped in Negative Equity within regeneration areas report to be completed by June 2001.

· Maintain a profile nationally through the Local Government Association in developing responses to the governments' Housing Green Paper and statement. 

· Progress a strategic partnership with the Council of Mortgage Lenders to be completed by March 2002

BUILDING SERVICES

These are the in house Building Maintenance Contractors who are responsible for delivering services that they have won in competitive tender in accordance with the terms and conditions of contract. These services are provided for various directorates within the authority.

Key objectives 2001/2002

· To deliver the responsive repairs contract in accordance with the specification. Meeting response times for contractors performance in 90% of the cases

· To deliver planned maintenance contracts in accordance with the specification in 100% of the cases.

SUPPORT SERVICES

FINANCE 

This Section provides support services for all the other sections within the housing Directorate. Including the monitoring of SLAs.

Key objectives 2001/2002

· To manage the financial resources and Support Services of the Housing Directorate in line with the General and Revenue account budget requirements.

· To finalise accounts for 2000/2001 by 31st August 2001

· To prepare Budgets for 2002/2003 by 30th November 2001.

SPECIAL PROJECTS

This Section is responsible for the procurement and implementation of a new integrated housing management IT system.

Key objectives 2000/2001

· To introduce the following modules by 31st March 2002:

· Rent Accounting

· Estate Management ( Customer Services 1 Noise and Nuisance)

· Responsive Repairs including repair appointments)

· Allocations

· Stock condition

· Homelessness
IT SERVICES

To provide maintenance and support to existing IT systems and to provide support to the I-SYS Team.

PERSONNEL

To provide a comprehensive Personnel and Training Service to the Housing Directorate.

Key objectives 2001/2002

· To have gained Investors In People accreditation for the whole of the Directorate by 31 March 2002.
· Provide a Human Resource Strategy to include Recruitment, Training, Attendance Management and Staff Appraisal by March 2002.
LEGAL

To provide outstationed legal services to Housing.

Key objectives 2001/2002

· Respond to all statutory repair claims within the timescales identified within the court processes 100%

· Provide training to housing staff on legal matters to at least 75 staff by 31st March 2002

AREA APPROACH

The housing Directorate complies with the Community Strategy by providing housing services via 9 area housing offices and 3 sub-offices. These are also supported by area housing committees and tenants/residents groups.

SERVICE DEVELOPMENTS

· Develop new option appraisal strategy for void properties.

· Improve the marketing of our homes

· Re-organise front line services at the housing offices, to assist customers who want to make a telephone enquiry or have an interview with staff.

· Introduce a specialist nuisance team to tackle local nuisance issues

· Implementation of extended services in relation to private sector housing and the development of a range of interventions to prevent the decline of housing markets and to aid the regeneration of the city

· The development of the departmental Business Plan with particular emphasis

on the option of an Arms Length Company Model.

· The development of a range of Marketing and Communications projects

emerging out of the Marketing Strategy for the Housing Service.

· Improve recruitment and training within the directorate.

· Reduce sickness levels

· Improve customer feedback across all services

· Improve the delivery of the implementation of the Corporate Equality of Service Delivery Policy.

ORGANISATION OF THE DIRECTORATE

See appendix 1

PART 2

Detailed performance indicators and targets for 2001?2002 and key service objectives are detailed in the part 2 service plan
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