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Priorities and Actions


Targets


This Action Plan addresses the issues and weaknesses highlighted by the Housing Inspectorate report published in March 2004 and issues raised by customers.  There are many service specific surveys and other methods of feedback (such as complaints) that have influenced this Action Plan and are too numerous to include here in their entirety.  The two largest and most cross-cutting surveys we conducted in 2003 were the STATUS survey covering satisfaction with service areas and the customer survey regarding access to services.  Some examples of how the results of these surveys have been included in the action plan are as follows :-

· The two priority areas for improvement from the customer access survey were NPHL staff keeping their promises and services being fully provided at 1st request.  Therefore we have included the following actions: 

· Priority 1 - Develop customer service indicators, improve the complaints service to ensure responses are made within time, analyse and use informal and formal complaints to improve services and further implementation of the customer access strategy

· Priority 2B - Increase amount of repair work completed at the first visit

· Priority 2D -Implement revised void standard and ensure consistent void standards

· The main findings of the STATUS survey were customer concerns about their neighbourhoods, a decrease in customers finding it easy to contact their Landlord and staff being unable to answer queries.  The satisfaction levels with repairs decreased, particularly about when workers will call and the length of time for work to start and tenants feeling they are not being kept informed about changes. Therefore we have included the following actions:

· Priority 1 -Implement estate management standards, develop estate profiles and regular estate inspections and develop small scale estate/environmental projects.  Review security and caretaking services, increase consultation with hard to reach groups, review the Customer Access Strategy, review the call centre service and implement a user focus strategy

· Priority 4 - Develop a marketing and communication strategy

· Priority 2B - Develop performance indicators for gas heating service

We also staged a Stakeholder Conference, attended by almost 90 people, to consult with a broad range of tenants, Board Members, staff, Councillors, contractors, Salford City Council and other partner organisations about what should be included within the Action Plan.  As a result of feedback from this conference Improving Communication and Developing Partnerships were given priorities of their own to reflect the importance given to these areas by delegates at the conference (Priorities 4 and 5).  These changes have ensured that Action Plan is an accurate reflection of our customers view and opinions.

In addition to this use of feedback, most sections of the plan contain actions to use customer satisfaction surveys and feedback to improve services and Priority 1 includes an action to develop a User Focus strategy that will be used to inform all future business planning.

The Plan is a “working tool” for New Prospect as our future performance will, in part, be judged against the actions and targets set out in the following pages. It does not cover every action we will take to improve our performance. Where more detailed plans are in place, they are referred to in the text. In addition, the day to day management of the service is focused on driving up performance, and this, by its nature, is not detailed in the plan. What this plan seeks to do is to set out our priorities and targets and the main developmental actions we are taking.

This Action Plan has been the subject of consultation with residents and directly reflects our “customers” views of what our priorities should be.  The Plan will also be the way by which our partners, including Salford City Council, can see how we are performing and this will become more important as we take a more active role in citywide partnerships.
Priority 1. Improve Customer Service/Involvement

What we want to achieve and why
Critical to becoming an “Excellent” organisation is ensuring we are much more customer focussed – right from how easy we are to contact, through to how customers are listened to, how we deal with complaints and how tenants can get more involved in the decisions made by New Prospect. These are all key issues for 2004/05.

Resources

In order to include our customers more in the development of our services we have reviewed the way in which our Tenant Participation Team works. Their remit will now be far wider and encompass all aspects of our business and ensure that the Tenants Compact is fully applied. We have also introduced a ‘Customer Champions Group’ within the organisation to lead on customer service issues and ensure that our approach to customers is consistent and constantly improving in all our areas of operation.

Priorities and Targets
Actions
Source
Progress update as at

30th June 2004
Responsible Officer
Estimated Completion Date
Progress Against Action

Priority 1.  Improve Customer Service/Customer Involvement








Implement a User Focus/Engagement Strategy – including a programme of feedback exercises, complaint analysis, reality checks and mystery shopping to inform future priorities and plans.


Head of Policy, Performance & Communication Team
September 2004



Develop customer service indicators to measure and drive improvements in customer satisfaction, access to and quality of services and complaint levels and response times.


Patrick Connelly
September 2004



Carry out a fundamental review of customer contact services, including Call Centre market testing.


Head of Policy, Performance & Communication Team
January 2005



Ensure Disability Discrimination Act compliance to NPHL offices.
IR 17

Nigel Sedman
October 2004 



Identify and consult with hard to reach and BME groups to address their needs, through the appointment of 2 dedicated TPO’s to work with BME and hard to reach groups, as covered by the tenant participation plan.
IR 17

M. Thornley
December 2004



Further improvements to the complaints system including analysis and reporting of all complaints, quarterly reviews, recording of informal complaints and feeding into future action and business planning.
KPP

Patrick Connelly
September 2004



Update and improve services to leaseholders, including the impact of new legislation.
IR 12

Alan Scragg
December 2004



Improve monitoring arrangements in order to inform further development of ASBO preventative measures. 
IR 417

Matt Jones
September 2004



Complete a review of security and caretaking, including the role of caretakers and make recommendations for improvements to the services provided.
IR 433

Peter Davidson
October 2004



Implement e-government initiatives to meet government and SCC requirements.
SIP

Graham Strachan
December 2004



Review and implement Customer Access Strategy including office opening times, use of IT and face-to-face access to services.
IR 85

Patrick Connelly
December 2004



Develop improved Estate Management standards and implement in order to achieve consistent standards across Salford.
IR

Carol Dodge
September 2004



Develop Estate profiles and regular estate inspections.
KPP

Carol Dodge
July 04



Review funding and reduce the adaptations backlog 


Anthony Saul
September 2004



Develop small scale estate/environmental projects to address local issues e.g. gardens, car parking etc


Carol Dodge
September 2004



Achieve Equality Standard Level 2.


Head of Policy, Performance & Communication Team
March 2005



Develop a Race Equality Scheme.


Head of Policy, Performance & Communication Team
September 2004


Targets for priority 1.








LPI 45% of telephone calls answered within 30 Seconds

TARGET 80%


Patrick Connelly




LPI 46 Caretaking:% of customers satisfied with the cleaning service

TARGET 90%


Peter Davidson




LPI 113 % of cases resolved or legal proceedings issued within 10 weeks following referral to central team. 

NO TARGET SET-NEW INDICATOR


Matt Jones




LPI 48 ASB % of cases closed or referred to the central team within 14 weeks.

TARGET 70%


Matt Jones




BVPI 157 % of services e-enabled

TARGET 100%


Graham Strachan




BVPI 174 The number of racial incidents recorded by 100,000 population

NO TARGET SET


Head of Policy, Performance & Communication Team




BVPI 175 The % of racial incidents that resulted in further action

TARGET 100%


Head of Policy, Performance & Communication Team




BVPI 156 The % of authority buildings open to the public in which all public areas are suitable for and accessible to disabled people.


Nigel Sedman



Priority 2.  Improve Service Delivery

What we want to achieve and why
This Priority addresses the improvement needs within specific service areas – Rent Arrears, Responsive Repairs, Programmed Repairs and Void Performance.  The managers and staff in each of our service areas are entrusted with delivering improvements that meet our customers’ needs and drive our business forward.  Each area has its own improvement plan developed by the people delivering the service and addressing their customers’ needs.  The Action Plan contains the high level improvements required in each of the areas.

2A. Reduce Rent Arrears

What we want to achieve and why

A key area of our performance over the next twelve months will be ensuring we improve our rent collection levels and reduce the level of arrears owed by tenants. Last year we collected 93.7% of the rent due for the year plus accumulated arrears from previous years and reduced the level of outstanding arrears by £377,000.  To achieve further improvement we need to ensure that we have the most effective methods in place for tenants to pay, that we take early action and that we work closely with Salford Direct to ensure Benefit entitlement is calculated and paid speedily.

Resources

We have identified a need for extra resources in a number of areas including our front line recovery service, Housing Benefit and former tenants’ arrears. We have therefore re-structured the Rental Income Team by refocusing a number of posts away from administration and on to recovery actions and created an additional 3.5 posts within the team
Priorities and Targets
Actions
Source
Progress update as at

30th June 2004
Responsible Officer
Estimated Completion Date
Progress Against Action

Priority 2A. Reduce Rent Arrears








Increase arrears analysis and profiling and use this information to plan recovery activity.
IR 363
Complete
Paul Carhart
May 2004



Increase information on debt support services and make it available to all tenants in arrears.
IR 363
Complete 
Paul Carhart
May 2004



Review former tenant arrears collection and produce a recovery plan
IR 369
Complete
Paul Carhart
June 2004



Consider alternative recovery methods e.g. specialist recovery agency and make recommendations to Management Team
KPP

Jed Pearson
September 2004



Review cost of payment methods and report to Management Team.
IR

Paul Carhart
September 2004



Review Housing Benefit SLA between Salford Direct and NPHL.
IR 374

Paul Carhart
September 2004



Consider the use of incentives for rent payments and make recommendations to Management Team.


Paul Carhart
December 2004



Standardise VF procedures and equipment across area offices.
IR 399

Ian Hilton
September 2004



Implement detailed actions in Team Plan


Paul Carhart
December 2004


Targets for Priority 2A








BVPI 66a Proportion of Rent Collected  (Apportioned Arrear Carried Forward) 

TARGET 95.4


Paul Carhart




BVPI 66a Proportion of Rent Collected  (No Arrear Carried Forward) 

TARGET 100.4


Paul Carhart




BVPI 66B (LPI 112)

Arrears as a % of the rent roll

TARGET 4.8


Paul Carhart




AC-D3 (LPI 5)

% of tenants owing 13+ wks rent

TARGET 9.0


Paul Carhart



2B. Improve Responsive Repairs and Servicing Performance

What we want to achieve and why
We made significant improvements to our repairs performance in 2003/04. However, over the year as a whole, we carried out too many jobs as emergencies or urgents and we did not complete enough urgent jobs on time. In addition, we want to respond to our customers’ demands for convenient appointments that are then kept. We aim to build on the improvements, in particular by categorising repair requests correctly, improving the time taken to carry out repairs, minimising the number of return visits we need to make to properties and increasing the “value for money” of our repair contracts through new partnering arrangements.  We also plan to offer an extended access to the repairs service to our customers through making available an early evening service.  A consultation process is underway.

Resources

We have restructured the maintenance division, and monitoring and evaluation of the operatives and staff is taking place. Increased flexibility between Voids and Responsive Repairs Managers will ensure all business needs are accommodated. Further developments e.g. multiskilling of operatives is designed to provide a continuous improvement throughout the service. A new schedule of rates has also been acquired.  A competitive tendering process to select Partners for the provision of the repairs service is currently in progress.  Those selected will commence to deliver the service from the 1st September 2004.  As our in-house team is one of the six bidders we are committed to engaging an external professional team to undertake the tender evaluation exercise so as to demonstrate impartiality and objectivity.  For quality and customer service aspects, a Customer representative panel will also be participating in the evaluation exercises.  As for programmed works, Partners are selected subject to a year one performance evaluation period.

Priorities and Targets
Actions
Source
Progress update as at

30th June 2004
Responsible Officer
Estimated Completion Date
Progress Against Action

Priority 2B. Improve Responsive Repairs and Servicing Performance








Reduce the percentage of emergency and urgent repairs issued, by working intensively with relevant teams and individuals, including the Call Centre and introducing a new Schedule of Rates.


IR 193

Steve Russell
September 2004



Increase the % of planned:responsive works to comply with AC guidelines by introducing a 6 month improvement works category.


Nigel Sedman
September 2004



Introduce a more structured approach to post inspections including full inspection on completion for voids and enhanced reality checking measures.
IR 201

Steve Russell
August 2004



Improve monitoring and control to achieve a reduction in variations to repair orders.  Target to be set in January 2005.
IR 204

Nigel Sedman
January 2005



Develop IT systems to enable monitoring and control to achieve a reduction in amendments to repair dates.   Target to be set in January 2005.
IR 207

Paul Lister
January 2005



Develop IT systems to monitor the % of repairs to achieve an increase in work completed first time.  Target to be set in January 2005.
IR 207

Paul Lister
January 2005



Report to Director of Property Services on the relationship between SOR costs and actual costs and make recommendations.
IR 455

Tracy Davidson
September 2004



Introduce new repairs procurement arrangements.


Nigel Sedman
September 2004



Implement new Schedule of Rates

.
Nigel Sedman
August 2004



Implement multi-skilled work groups for responsive & void work repairs.


Steve Russell/Ian Blease 
August 2004



Review gas servicing procedure. Introduce changes based on customer, contractor and surveyors feedback.

Complete
Ken Griffiths
April 2004



Develop performance indicators with the gas partners which are customer focussed, demonstrate improvements to customer service, measure quality, and measure technical performance.

Complete 


Ken Griffiths
April 2004



Review the repair recharge system and make recommendations to Management Team.


Dave Wright
September 2004


Targets for Priority 2B.








BVPI 72 (LPI 12)

The % of Urgent Repairs Completed within Govt Time Limits

TARGET 91%


Steve Russell




BVPI 73 (LPI 13)

The average time taken to complete non-urgent responsive repairs (days)

TARGET 15


Steve Russell




BVPI 185 % of responsive, but not emergency, repairs during the year, for which the authority both made and kept an appointment

TARGET 65


Steve Russell




% of Emergency and Urgent Repairs as a percentage of all repairs

TARGET 46


Mike Eastham




RR1 (LPI 4)

The % of all repairs requested by tenants completed within target times set by the Council

TARGET 83


Steve Russell




 % of repairs completed during first visit

NO TARGET SET – NO HISTORICAL DATA  


Steve Russell



2C. Improve Programmed Works

What we want to achieve and why
Tenants will receive greater benefit and standards will improve by increasing the amount of work done through programmed works.   We recognise that the level of consultation with customers in this area has not been of a sufficiently good standard.   This year we need to ensure we get more feedback from tenants as to what standards and materials they favour and build those views into future programmes. We also need to enhance our systems to ensure we can support the new strategic partnering approach and ensure we have the capacity to increase the level of Decent Homes work we manage.

Resources

In order to become more effective in driving and managing a growing Decent Homes Capital Programme, technical resources are being re-organised to make good skill shortages and to create multi-disciplinary project teams.  The role of the Programme Works Officers has been amended to ensure that the main focus of their work is in relation to customer satisfaction on programmed works schemes. A programme and performance manager role has also been established to ensure that all programmed works undertaken by NPHL, the Council, consultants and partners are effectively delivered.   The aim of the restructuring exercise can be summarised as ensuring that we have the range of competencies to deliver programmes to a high quality standard, fully involve our customers and to meet timescale and expenditure criteria.  Through our developing relationship with our new Programmed Work Partners we are confident we will have in place the capacity to take on larger scale projects in the future.
Priorities and Targets
Actions
Source
Progress update as at

30th June 2004
Responsible Officer
Estimated Completion Date
Progress Against Action

Priority 2C.  

Improve Programmed Works








Implement strategic partnering approach for programmed works

Complete
Nigel Sedman
June 2004



Develop procedures to analyse customer feedback on programmed schemes and address in future programmes.


Chris Medrano
August 2004



Develop information system for informing new tenants about repairs and improvements to be carried out and implement. 
IR 259

Chris Medrano
August 2004



Complete the piloting and development of the module to support the strategic partnering approach for programmed works.


Nigel Sedman
March 2005





Develop I-sys stock condition module to receive Savilles data and report on decent homes compliance.


Jon Blackwell
March 2005



Develop 3 Year programme in relation to 11,000 sustainable properties in conjunction with SCC.


Jon Blackwell
July 2004



Ensure improvement work recorded on stock condition database.


IR 257

Les Wareham
March 2005




Targets for Priority 2C.








BVPI 184a The Proportion of LA homes which were non-decent at 1st April

TARGET 61%


Jon Blackwell




BVPI 184b The % change in proportion of non-decent LA homes in the financial year.

TARGET 7.58%


Jon Blackwell




BVPI 63 Energy Efficiency-the average SAP rating of local authority dwellings

TARGET 58.5


Jon Blackwell



2D. Improve Voids Performance

What we want to achieve and why
We achieved a substantial reduction in the number of empty council properties in 2003/04, and we also improved the time taken to turn around properties that become empty. However, the average time to turn round an operational void (known as Category A) was too high at 64 days and the standard of completed voids was found to be variable by the Inspectors. We will continue to improve our performance during 2004/05, in particular looking at the time taken to turn round properties, the quality of work we undertake to empty properties and ensuring we maximise the number of properties available to meet housing demands in Salford.

Resources

Although there has been no increase in the number of officers dedicated to the voids and allocations processes, the reduction in the overall number of voids and the retention of staffing levels allows for a qualitative improvement in the resources available to this area of service.
Priorities and Targets
Actions
Source
Progress update as at

30th June 2004
Responsible Officer
Estimated Completion Date
Progress Against Action

Priority 2D. Improve Voids Performance








Implement revised minimum voids standard.
IR 241
Complete
Ian Blease
September 2004



Support the review of property shop operation and allocation policies being carried out by SCC.
IR 277

SCC
October 2004



Undertake regular data analysis of new tenant visits, exit interviews and offer refusals and review findings at Departmental Management Meeting and Chairs Committee Best Value and Performance.
IR 279
Complete
Ian Hilton
April 2004



Arrange for discounts from contractors on void repairs through new partnering agreements.
IR 261

Nigel Sedman
September 2004



Review decoration voucher system and recommend action.
IR 250

John Oakley
July 2004



Ensure consistency in information given to new tenants, through regular review of the lettings pack and sign up procedures, in conjunction with Allocations and Sustainable Communities Project.
IR 258

Allocations Manager


July 2004



Examine value of devolved budgets in the voids process, and make recommendations to Management Team.
IR 272

Tracy Davidson
September 2004



Ensure a consistent voids standard, including the quality of cleaning to the interior and the exterior.
IR 273
Complete


Ian Blease
June 2004


Targets for Priority 2D.








BVPI 68 National (LPI 8) (Average Relet times for Local Authority Dwellings)

TARGET 50

Local-Days until fit to Let 

TARGET 38 

Local-Days with Lettings

TARGET 12


Allocations Manager




Number of A Voids

TARGET 450 by end of year and average for year of 475.


Allocations Manager




BVPI 69 (LPI 9)

(The % rent loss through local authority dwellings becoming vacant)

TARGET 3.0


Allocations Manager




% Turnover Rate for Local Authority Dwellings

NO TARGET SET


Allocations Manager



Priority 3.  Improve Governance

What we want to achieve and why

The Inspectors found that our governance was weak and that we do not have an arm’s length relationship with the Council.  We are also an organisation that aims to put tenants first – in order to do so we need to ensure that tenants views are heard at all levels of the organisation – including at the Parent Board. So the governance of the organisation is a priority area for NPHL in 2004/05, not only ensuring maximum tenant input, but also ensuring that all Board members are well trained and skilled in order to drive forward improvements in the organisation and that we have suitable protocols for our dealings with SCC.

Resources

The Company Secretary position and the lead role on governance have been combined in a post at Management Team level. In addition a senior post has been created to support these functions. Through a programme of board member recruitment, development and evaluation funded from existing resources but making use of an external consultant we intend to help our boards improve their functioning.
Priorities and Targets
Actions
Source
Progress update as at

30th June 2004
Responsible Officer
Estimated Completion Date
Progress Against Action

Priority 3 Improve Governance







Improve capacity of the Board
Carry out a skills assessment of the board.
IR

Roger Taylor
July 2004

UNDER REVIEW



Ensure training and support to the Board, including a tailored training programme.
IR

Roger Taylor
July 2004

UNDER REVIEW



Introduce a Board appraisal system.


Roger Taylor
December 2004



Self assess standards of behaviour and conduct of the boards.


Board Chairs
Ongoing



Introduce a risk management framework.
IR

Dave Wright
July 2004



Introduce a formal protocol between SCC and the Board. 
IR
Complete
Colin Mayhead
June 2004



Actively recruit Board members in line with findings of skills assessment.
IR

Roger Taylor
September 2004

UNDER REVIEW



Ensure more budget delegation.


IR 483

Dave Wright
September 2004



Develop the role of the Local Boards.


Roger Taylor
December 2004



Review the structure of Local Board meetings and prepare a coherent annual programme.

Complete

Implementation commencing September 2004
Roger Taylor
June 2004



Demonstrate an arm’s length relationship with Salford City Council.
IR

Colin Mayhead
September 2004


Improve capacity of staff group
Examine ways to improve and formalise Succession Planning
IR

Dee Appleton-Cairns
November 2004



Implement Staffing Restructure Proposals


Colin Mayhead


August 2004



Review and agree an action plan for future responsibility of Supported Housing


Jed Pearson
January 2005



Review the Management Agreement.
KPP
Complete
David Black 
June 2004



Review board servicing arrangements

Complete
Roger Taylor
June 2004



Implement results of board servicing review


Roger Taylor 
December 2004



Prepare a business plan.
KPP

Head of Policy, Performance & Communication Team
September 2004



Agree the 2004/05 Delivery Plan with SCC.


David Black
July 2004


Priority 4.  Improve Communication

What we want to achieve and why

Our need to improve communications has been highlighted by our customers, the Customer Champions team and by groups of staff and other stakeholders.  It was the number 1 area for improvement at our recent stakeholder conference.  We aim to improve our external and internal communication with customers and staff and promote ourselves more proactively within local media sources.  Communication is a crosscutting issue and there are actions within other sections of the plan that will impact on how well we communicate.  The actions included here are the high level actions we need to take and we will build on this as the communications strategy is delivered and being acted upon.

Resources
The Policy, Performance and Communication Team, in particular the Communication and Marketing Manager role, is crucial to delivering the required improvements. 
Priorities and Targets
Actions
Source
Progress update as at

30th June 2004
Responsible Officer
Estimated Completion Date
Progress Against Action

Priority 4.Improve Communication








Develop an interim marketing and communication strategy.

Complete
Chris Dallison
June 2004



Ensure public access to the Board and communicate this to tenants.
IR

Roger Taylor
September 2004



Introduce a strategy for communications between Board and staff.
IR

Roger Taylor
September 2004



Provide localised information on services and developments to customers in different parts of Salford


Communications and Marketing Manager
December 2004



Increase awareness of the nature of the ALMO within Salford City Council


Colin Mayhead
March 2005


Priority 5. Develop Partnerships

What we want to achieve and why

Our customers expect us to champion their needs and to resolve issues they are facing regardless of who is primarily responsible for delivering a service.  Customers do not recognise the boundaries between different organisations in the same way we do.  Therefore the partnerships we forge with Salford City Council and other agencies are essential for providing a high standard of living for our customers, ensuring that we achieve the highest standards of service for them that we can.  This was highlighted at the stakeholder conference.  The Inspectors also highlighted the need to ensure our services are providing the highest service in the most efficient manner.  We also aim to be leading and active members of the Local Strategic Partnership and the Housing Strategic Partnership.

Many of the partnership issues we face are covered in sections of the Action Plan; the items included here are the overall strategic aims for our partnership agreements and some of the key partnerships we need to improve.  

Resources

Our key resource in delivering improvements in our partnering arrangements will be the Policy, performance and Communication Team.

Priorities and Targets
Actions
Source
Progress update as at

30th June 2004
Responsible Officer
Estimated Completion Date
Progress Against Action

Priority 5.

Develop Partnerships








Prepare strategy and programme to review Service Level Agreements.
IR
Complete
Head of Policy, Performance & Communication Team
June 2004



Review general finance e.g. creditors service, cash flow, car loans, insurance


Dave Wright
September 2004



Review health & safety service.

Complete
Dee Appleton-Cairns
June 2004



Market Test Occupational Health Service


Dee Appleton-Cairns
December 2004



Review vehicle maintenance service.


Steve Russell
January 2005


Priority 6. Improve Performance Management Systems

What we want to achieve and why
The Inspectors found that we do not yet have good enough arrangements for managing change, projects and performance. To achieve “excellence” we must continually be looking at ways we can improve all areas of our service. Key to that is ensuring we are able to closely monitor our performance and use the information to ensure we are continually increasing our service performance.

Resources
The key to achieving the required step change in performance management is the establishment of the Policy, Performance and Communications team.
Priorities and Targets
Actions
Source
Progress update as at

30th June 2004
Responsible Officer
Estimated Completion Date
Progress Against Action

Priority 6.  Improve Performance Management Systems








Create a Policy, Performance and Communications team within NPHL.


IR 526
Complete
David Black
June 2004



Investigate the scope for further departmental and individual targets and make recommendations to Management Team.
IR

Head of Policy, Performance & Communication Team
September 2004



Ensure clear links between targets and corporate aims and objectives.
IR

Head of Policy, Performance & Communication Team
September  2004





Fully implement the performance management strategy.
IR

Head of Policy, Performance & Communication Team
September  2004



Review the performance management strategy.


Head of Policy, Performance & Communication Team
February 2005



Prepare organisational briefing on the relevance of housing performance to the Council’s CPA process


Head of Policy, Performance & Communication Team
October 2004



Review project planning & change management systems.


IR
Complete
Head of Policy, Performance & Communication Team
June 2004



Implement changes to project planning and change management systems.


Head of Policy, Performance & Communication Team
September 2004



Review performance outcomes in different geographical areas
IR 463

Head of Policy, Performance & Communication Team
Sept ember 2004



Review and revise trading account procedures.
IR
Complete
Tom Hall
June 2004



Review staff satisfaction and motivational levels by carrying out a staff survey


Head of Policy, Performance & Communication Team
January 2005



Reduce absence levels
SIP

Dee Appleton-Cairns
March 2005


Targets for Priority 6.








Number of days lost due to sickness/unauthorised absence.

TARGET 15
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1

