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SECTION ONE – Introduction 

1.01
New Prospect Housing Limited (NPHL) was established on the 16th September 2002 as an Arms Length Company of Salford City Council (SCC) to manage and maintain its Council housing stock.

The Management Agreement between NPHL and SCC, signed on the 13th September 2002, provided for the submission of annual delivery plans by NPHL in a prescribed format setting out:

· The outputs of NPHL, the key performance requirements of the services and including the performance standards expected.
· The overall strategy of NPHL and how NPHL will deliver the key strategic goals of the Council and the community the Council represents.
· The financial and staff resources required to enable NPHL to deliver the Delivery Plan and perform the services with skill, care and diligence.
This delivery plan covers the period 1st April 2004 to 31st March 2005, but also reviews performance to March 2004.  NPHL continues, through tenant involvement, to be committed to achieving excellent standards of housing management and maintenance through a process of continuous improvement.

This delivery plan includes performance targets both for the day-to-day management of the housing stock and specific improvement targets initially established following the Audit Commission Inspection in 2002 subsequently reviewed and further revised after the re-inspection report in February 2004.

The plan also sets out how effective monitoring will be achieved both within NPHL and between NPHL and SCC.

The revisions to the Management Agreement and this Delivery Plan have been developed and agreed in partnership with SCC. Both documents have been agreed by the Company’s Parent Board.
This section provides summary details of actual performance to March 2004 covered by the initial Delivery Plan.

1.02
Performance against Targets for 2003 / 2004


Description
2002/03
Target
Forecast 


Comment
Upper

Quartile Info

BVPI63
Energy efficiency – the average SAP rating of local authority dwellings
55.7
57
57
Annual


AC Mets

56

BVPI66A
The proportion of local authority rent collected
91.5%
96 %
93.7%
A centralised rents team was set up during the year which has led to improved performance in the latter half of the year.


AC Mets

97.1%

BVPI66A

LOCAL
The proportion of local authority rent collected not including brought forward arrears/credits
96.7%
98.5 %
99.3%
As above


BVPI66B
Rent arrears of current tenants as proportion of the authority’s rent roll
5.9%
4.5 %
5.2%

NW Performance Improvement Club

2.4%

BVPI68
Average relet time for local authority dwellings let in the financial year (days)
102
50
64

NW Performance

Improvement Club

41.5 Days

Local 68
Average relet time for local authority dwellings let in the financial year (days) excluding voids of 6 months and over
76
42
51



Local 
Number of Category A voids

               - by year end

               - Average
819
450

675
449

670



Local 68
Number of Days with Maintenance
61
28
52



Local 68
Number of Days with Lettings
17
14
14



BVPI69
The % rent loss through local authority dwellings becoming vacant


4.3%
4.3%
3.2%

NW Performance

Improvement Club

2.6%

BVPI72
The % of urgent repairs completed within government time limits
84.3
91%
88.7%

NW Performance

Improvement Club

95%

BVPI73
The average time taken to complete non-urgent responsive repairs (days) 
19.7 days
19 days
14.1 days

ALMO

10.7 Days

BVPI184
a)
The proportion of LA homes which were non-decent at 1st April 2003

b)
The % change in proportion of non-decent LA homes between 1st April 2003 and 1st April 2004
a)  68%

b)  1.5%
a) 65%

b)  4%
a)  65%

b)   4.3%
Extended survey in 2003


AC Met

42%

AC Met

13%



BVPI185
% responsive, but not emergency, repairs during 2003/2004, for which the authority both made and kept an appointment.  
19%
40 %
57%
New computerised appointments system was introduced.  .


AC Met

53%

Local PI
The % of current tenants owing over 13 weeks rent at 31st March 2004 excluding those owing less than £250 
9.8%
8.5%
9.6%



Local PI
The % of employees from the BME communities


5.6%
3.9%
   5.7%



Local PI
The % of senior management positions held by women (the percentage of top 5% of earners that are women)
22.2%
33%
20%
Figures for PO4 and above




Local PI
The % of new lettings (excluding transfers) to applicants from the 

BME communities compared with applicants on the housing register
7.4%
8.9%
  11.37
Target figure shown is new applicants only


The above table includes comparative data, where available, with the North West  Improvement Group or metropolitan districts or ALMOs. It is accepted by the Inspectorate that regional comparison is often the most appropriate one and that ALMOs generally perform at a higher level.

1.03
Service Improvement Plan

Despite a number of targets not being met good progress has been made with the initial plan in most key areas.  The progress has been recognised in the award of 1* status in the February 2004 re-inspection. It is essential that further progress be made in order to achieve at least a 2* service in a future ALMO inspection. The Parent Board and senior management team fully appreciate the extent of the challenges that face them and the need to make a cultural change to put tenant interests at the heart of all that the organisation does, and to quickly deliver further tangible improvements 

The following are major achievements in 2003/04:

· Performance improvement (as per separate section on PIs)

· Staff appraisal process with competency framework linked to company objectives

· Establishment of central rents team

· Service Level Agreement for housing benefit

· Restructure of maintenance

· Establishment of maintenance voids team

· Procedures to reduce emergency and urgent repairs 

· Core training programme for all staff

· Development of regular estate inspections

· Improvements in Care on Call service

· Improved categorisation of voids

· A successful management development programme for all managers

· An invigorating staff conference

· Regular and more structured monitoring of SLAs

· Greater integration between different departments

· Best value review of tenant participation 

· SLA for corporate debt recovery

During 2003/04 there was a significant improvement in staff morale and a better relationship with the trade unions.

1.04
Budgets and Major Investment Plan

The HIP allocation for 2003/04 is £m of which NPHL is responsible for the management of projects to spend £41.8million. There is now a forecast underspend on NPHL projects of £2.62million based upon the latest monitoring information. This was attributable to a number of factors such as the late approval of New Deal work to Littleton Road and Whit Lane (£1.2m) and putting Structural work at Spruce Court on hold (£1.1m) The underspend will be carried forward although it will be subject to review within the Council’s overall Housing Revenue Account balances. 
1.05
NPHL Accounts

The approved net expenditure for 2003/04 is £20.1m. 

The provisional outturn for 2003/04 shows a surplus of £13,884.  This however, is still subject to audit and taxation. RSM Robson Rhodes will carry out the final audit in the summer.  The treatment of any final year-end balance will be subject to discussion with the Council in line with the Delivery Plan.

SECTION TWO – OBJECTIVES

2.01 Main Objectives

The Board has established the following vision for New Prospect:

Making our Communities places where people want to live and work

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

Building safe, sustainable communities

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.

There are a number of ways in which NPHL can meet the above objectives:

· Improving tenant safety

· Achieving the Decent Homes Standard.

· Promoting and extending tenant participation.

· Developing good employment practices

· Demonstrating an arm’s length relationship

· Improving services across a range of headings.

· Securing equality in service provision.

As part of a wider agenda NPHL can contribute positively to SCC’s corporate strategies and the work of the Salford Housing Partnership, on which the chief executive is a board member.
2.02 Key Priorities in 2004/05

A key priority in 2004/05 is to drive up performance in order to deliver better services and build a capacity to achieve at least 2 star status at the next inspection. This will create the opportunity to obtain ALMO funding and, therefore, achieve Decent Homes standard.

Following a conference attended by customers and other stakeholders the need to improve communication and involve customers in planning and ddlivering services was recohgnised as a key priority.

It is also essential that board governance is improved and that a proper arm’s length relationship can be accomplishe din the year.
2.03
Improving Tenants’ Safety

Tenant safety will be improved by pursuing vigorously breaches of tenancy conditions resulting in harassment or a nuisance, working in partnership with SCC on community safety issues, and ensuring better home security within regeneration activity and improvements.

2.04
Achieving the Decent Homes Standard

The City Council commissioned an updated stock condition survey in 2003 for the properties managed by NPHL. Based upon the current stock levels, the stock condition survey and am assessment of HRA resources indicates a very substantial funding gap over the next ten years, amounting to an estimated £282 million at 2004/05 prices. Even if the council made the full amount of HRA Supported Capital Expenditure and usable capital receipts available to the HRA the gap would be about £232 million, which it would be impossible to bridge through revenue contributions to capital.

This gap will increase once environmental improvements and remodelling investment needs are identified through the tenant consultation process. 

Through the current stock options appraisal the council, in partnership with its tenants, will examine ways of securing the investment resources needed through ALMO, PFI and transfer. This process will be conducted in ways that seek to meet tenant and residents aspirations while being part of a coherent and sustainable HRA investment strategy.

Differences in investment requirements and in tenants’ and residents. Wishes in different parts of the council’s housing stock will betaken into account in seeking to produce realistic proposals and bids against government programmes and budgets 

2.05
Tenant Participation


SCC and NPHL have a good record of encouraging and facilitating tenant participation.  The following represent key priorities for the coming year

· Develop role of tenants in planning and delivering services.

· Promote tenant participation including developing a role for hard to reach groups.

· Developing participation amongst young people.

· Gathering and using customer feedback to influence service provision.

· Keeping tenants informed.

· Updating and implementing our Tenants Compact.

2.06
Good Employment Practices

During 2003/04 a number of steps have been taken to enhance employment practices and increase the attractiveness of NPHL as an employer. These include development of staff appraisal, improved relations with trade unions, greater staff involvement in service development, core training for all staff, management development for all managers and greater integration between departments. The improved performance of the organisation, as demonstrated in the award of 1*, has been a positive motivator for all staff.

During 2004/05 there will be further advances such as the customer services training programme “putting people first” and reviews of health and safety and occupational health services. In the longer term it is NPHL’s intention to gain Investors in People status.

2.07
Demonstrating an Arm’s Length Relationship

In the Inspector’s view NPHL is not arm’s length from the council and needs to develop its own identity and independent culture as an organisation. The ODPM expects ALMOs to be genuinely distinct from the local authorities. NPHL and SCC have jointly prepared a Recovery Plan on the basis that a full arm’s length relationship will have been established by the end of the calendar year.

To this end NPHL will:

· Develop its marketing strategy emphasising its distinctiveness as an arm’s length company

· Significantly Improve board governance following a skills assessment of board members. 

· Develop a formal protocol on the working relationship between SCC and NPHL.

· Further develop partnership roles which fully recognise the respective roles of the two oragnisations – SCC’s role being to give stratgis direction to SCC but not to exercise detailed management fo the company.

· Review all services received from SCC and take action where more cost effective alternatives are available

· Continue to maintain its own bank accounts and be independently audited.

2.08
Improving Services

We recognise the aspirations of our tenants for improved housing services and will seek to achieve this by: -

· Achieving continuous improvement in services.

· Improving performance against Key Performance Indicators and service targets.

· Achieving at least a 2* service at the next inspection which is expected in Summer/Autumn 2005.             .

· Further refinement of our performance management strategy including appraisal.

2.09
Securing Equality of Service Provision


We have developed further proposals to improve consultation and joint working on equality issues as follows: -

· Updating and revision of the Equality Action Plan 2003/04 and production of the Equality Action Plan 2004/05.
· Launching and implementation of the BME Strategy
· Rolling out the programme for area offices to meet the requirements of the Disability Discrimination Act.
· Development of a Race Equality Scheme.
· Production of an Equalities monitoring report for consideration by the parent board

· Monitoring contract compliance with the “Common Standard” adopted.
2.10
Contributing to Salford City Council’s Corporate Strategies

SCC’s Corporate Strategy – Key Pledges

The Council’s priorities for the coming years are represented through 7 key pledges.

· Improving Health

· Reducing Crime

· Investing in Youth

· Promoting Inclusion

· Leaning and Creating

· Enhancing Life

· Creating prosperity

Pledge 6 “Enhancing Life in Salford” includes a number of sub pledges aimed at ensuring that every person in the City lives in a decent home.  NPHL will assist in this by:

· Active involvement in the development of “a fresh start – a strategic framework for housing IN Salford”

· 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 NPHL 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 SCC and other agencies.


“Investing in Youth” 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 NPHL boards, by supporting resident groups with training, advice and accommodation, and by contributing as partners to SCC’s Community Strategy. We will also work towards a diverse workforce including people with disabilities and members of the BME community.

Creating Prosperity in Salford” by supporting SCC’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. 

SECTION THREE PERFORMANCE TARGETS AND MONITORING

3.01
Performance Targets

The following high-level performance indicators will be used to monitor the performance of NPHL.


Description
2004/05
2005/06
2006/07
Comment

BVPI63
Energy efficiency – the average SAP rating of local authority dwellings
58.5
60
61.5


BVPI66A
The proportion of local authority rent collected
95.4%
95.8%
96.2%
Aim to reach NW benchmarking upper quartile in 2008/09

BVPI66A

LOCAL
The proportion of local authority rent collected not including brought forward arrears/credits
100.4%
100.3%
100.3%


BVPI66B

(LPI 112)
Rent arrears of current tenants as proportion of the authority’s rent roll
4.8%
4.4%
4.0%



Rent arrears (£000)
£3,443
£3,251
£3,044


BVPI68

(LPI 8)
Average relet time for local authority dwellings let in the financial year (days)
50
45
40


Local 
Number of Category A voids

               - by year end

               - Average


450

475
450

450
450

450


Local 68
Number of Days with Maintenance
38


34
30


Local 68
Number of Days with Lettings
12
11
10


BVPI69

(LPI 9)
The % rent loss through local authority dwellings becoming vacant


3.0%
2.5%
2.0%


BVPI72

(LPI 12)
The % or urgent

repairs completed

within government

time limits
91%
93%
95%
NW benchmarking upper quartile in 2006/07



BVPI73

(LPI 13)
The average time

taken to complete non-urgent responsive

repairs (days) 
15
14
13


BVPI184
a)
The proportion of LA homes which were non-decent at 1st April 

b)
The % change in proportion of non-decent LA homes in the financial year
61%

6.3%
56%

8.2%
41%

26.8%
Partly dependant on future ALMO funds

BVPI185
% of responsive, but not emergency, repairs during the year for which the authority both made and kept an appointment. 

Number of appointable repairs

Number of appointments kept
65%

50,000

32,500


70%

50,000

35,000
75%

50,000

37,500
Number of appointable repairs will be influenced by changes in practice and right to buy sales, demolitions etc.



LPI 5
The % of current tenants owing over 13 weeks rent at 31st March excluding those owing less than £250 
9.0%
8.0%
7.0%


Local PI
The % of employees from the BME communities
5.7%
5.7%
5.7%


Local PI
The % of senior management positions held by women (the percentage of top 5% of earners that are women)
25%
30%
33%
Figures for PO4 and above



Local PI
The % of new lettings (excluding transfers) to applicants from the BME communities compared with applicants on the housing register
11.5%
11.5%
11.5%
Assumes percentage on waiting list remains static

LPI 45
% of telephone calls answered within 30 seconds
80%
90%
95%


LPI 46
% of customers satisfied with cleaning service
90%
92%
93%


LPI 47
% of customers satisfied with responsive repairs service
91%
92%
93%


LPI 48
ASB % of cases closed or referred to central team within 14 weeks
70%
75%
80%


LPI 4 (RR1)
% of all repairs requested by tenants completed within target times 
83%
86%
90%


Local
Emergency and urgent repairs as % of all repairs
46%
38%
30%




Local
Days lost to sickness and unauthorised absence
15
13
11


BVPI 174
The number of racial incidents recorded by 100,000 population
Not set
Not set
Not set


BVPI 175
The % of racial incidents that resulted in further action
100%
100%
100%


In addition to the above targets there are a number of areas we need to monitor during the year and consider setting targets for future years. These include:

· % of ASB cases resolved or legal proceedings issued within 10 weeks following referral to the central team

· tenancy turnover %

· staff turnover %

· % of repairs completed on the first visit

· % of repairs where a variation order is subsequently issued

All of the relevant targets need to comply with the District Audit's Pro Forma for Performance Indicators.  The forms outline the methodology for setting targets and each target will need to be reassessed once the year-end figures are produced and the forms are completed.

Service Standards


Service Standards for key service areas are specified within a service charter and tenants handbook.

3.02
Service Improvements


Following the inspection of the housing service in December 2003 a new Action Plan has been prepared to build upon the successes and tackle the criticisms set out in the Inspection Report   There will be substantial consultation with tenants, staff and other stakeholders on the plan as emphasised by the inspection team.


The following are the major areas of improvement for 2004/05:

· Further improvement in performance in all key areas as described in the table in Paragraph 3.01. In particular significant improvement is necessary to achieve upper quartile performance in rent collection and repairs response times over the next three/four years

· Improvement in governance, including increasing the range of skills and experience on the boards

· Greater involvement of tenants, staff and other stakeholders in the planning process

· Enhanced communications strategy

· Staff restructuring, including the creation of a central policy and performance team and controlled reduction in the use of external consultants.

· Introduction of new procurement arrangements for programmed works and maintenance based on strategic partnerships

· Improved repairs performance including a reduction in responsive repairs and in emergency and urgent repairs

· Improved estate management and caretaking services

· Continuous improvement in other core services

· A review of services provided by SCC mainly through SLA reviews.

Dialogue with the Audit Commission and SCC will continue throughout 2004/05 and this may lead to changes in priorities.

Monitoring Improvement Progress

It is the Management Team led by the Chief Executive which directs the organisation’s performance management The Management Team will receive performance reports on a monthly and quarterly basis.  Key performance indicators will be reported to senior managers on a weekly basis

In addition to the major areas of service improvement monitored by the Management Team, lower priority areas will be monitored by senior and middle managers through the normal management process.

Appropriate customer feedback arrangements will continue for each key service area.  This will include customer surveys (postal and telephone), customer care cards, “mystery shopper” exercises and feedback from complaints.

The role of both Local and Parent Boards will be supported by prompt and regular performance reports. The Parent Board and the best value and performance committee will receive and challenge monthly reports on performance. Local Boards will receive and challenge regular reports on performance in their areas and will trigger action at local level or report significant concerns to the parent board.

Involving Tenants and Staff

Tenants and staff play a vital role in assisting with shaping services for the future, and will be involved in key decisions as members of steering groups for projects, as members of specific focus groups within projects, via satisfaction survey, and as part of the evaluation process.   Tenants will also be involved as members of NPHL Parent and Local Boards monitoring progress and agreeing future plans.

3.03
Monitoring Budgets and the Major Investment Plan


The overall budgets containing both the management fee and other resources will be agreed annually between NPHL and SCC.

Monitoring will be based on monthly and quarterly 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. Quarterly reports which provide more detailed information. 


Appropriate reports will go to both Parent and Local Boards and once the quarterly reports are agreed by the Parent Board they will be submitted promptly to SCC for scrutiny and inclusion in corporate performance information and monitoring arrangements.

3.04
Performance Monitoring with SCC


Both NPHL and SCC continue to recognise the importance of robust performance management processes to ensure that the company meets its objectives.  In putting the necessary arrangements in place, the following principles are applied: -

· Performance information and monitoring arrangements between NPHL and SCC will be focused on high-level performance indicators reflecting the key outcomes from the company, leaving NPHL free to carry out more detailed performance monitoring.

· Performance information provided to SCC are those BVPIs and Local Indicators described in 3.01 above.  This includes all BVPIs which directly affect SCC’s CPA score. Unless otherwise agreed, they will continue to be reported on a monthly basis. 

· NPHL also monitors a suite of other local performance indicators which are reported regularly to SCC

· NPHL continue to be a partner in SCC’s overall performance monitoring strategy.  Both parties recognise the importance of NPHL’s contribution to corporate initiatives including the Comprehensive Performance Assessment and on equality issues.

· Although meetings at Senior Officer level will continue to take place, the company’s boards will have the primary responsibility for providing the appropriate performance information to SCC, agreeing targets and ensuring targets are met.  

.

3.05
Performance Monitoring – Corporate Linkages


NPHL will continue to feed into Salford’s corporate performance management framework.


The prescribed monthly monitoring meetings are set out within the agreement between NPHL and SCC, as are the arrangements for agreeing performance targets within future delivery plans.  In addition to these arrangements, the following will apply:

· Quarterly performance information will be provided to SCC by NPHL in the appropriate “Status Report” format, including information on trends, performance comparisons as well as a narrative on the barriers to performance improvement and actions to be taken to secure improvement.

· Quarterly reports will be provided by NPHL to SCC identifying progress against key milestones within the Improvement Plan. 

3.06
Best Value

The programme for 2004/05 will include a best value review by NPHL of all services other than de minimus services, provided by SCC either through a Service Level Agreement LA or a contract.

In addition NPHL will give full consideration to the implementation of any Best Value reviews carried out by SCC, such as:

· Grounds Maintenance

· Vehicle maintenance

In the longer term NPHL will carry out a review of its own internal support services such as finance, human resources and IT.

SECTION FOUR – THE FINANCIAL PLAN

4.01
Partnership Arrangements


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


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

4.02
Annual Revenue Budget


Accounting periods for NPHL will run from 1st April to 31st March to be coterminous with SCC.  NPHL and SCC will liase as follows in order to agree the updated current year budget and the following years budget.

Nominated Officer
Action/Output
Timetable



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

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

Submit indicative budgets to SCC Accountant.
November 2004



SCC Accountant
Produce draft HRA budgets following Subsidy and Rent Restructuring figures from ODPM and including indicative NPHL budget.

Discuss budget issues with S151 officer of SCC
December 2004



SCC Accountant
Brief and consult with SCC on HRA budget, rent restructuring implications, management fee & delegations
January 2005



NPHL Accountant
Report to Parent Board on management fee and rent changes in order to inform SCC of board’s position
January 2005

SCC Accountant
Submit HRA budget, overall rent rise and management fee to Council for approval
February 2005



NPHL Accountant
Submit NPHL budget for approval and rent rise & Management fee for information to Parent Board 
February 2005

During 2004/05 further discussions will be held by SCC and NPHL about the methodology for consulting tenants about  proposed changes in rents.

4.03
The Major Investment Programme


NPHL and SCC 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 (NP) and Assistant Director of Housing (Strategy & Renewal) (SCC)
Determine the desirable requirements for Housing Public Sector schemes to be managed by NPHL for inclusion in the Annual Capital Investment Strategy 
June 2004

NPHL & SCC 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 2004– following receipt of HRA Subsidy and single Capital Pot/HIP settlement



NPHL & SCC Accountants
SCC and NPHL officers will work together to finalise capital expenditure proposals for Housing Public Sector schemes to be managed by NPHL
January 2005



SCC Accountant
Submit required approvals to Lead Member for Housing and Corporate Services at SCC and formally report to Council
February 2005



NPHL Accountant
Advise NPHL board of SCC decision
March 2005

4.04
Revenue and Capital Monitoring


The Parent Board has ultimate responsibility for the management and control of the income and expenditure of NPHL and will be required to report to SCC 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 Chairs Committee for Budget & Procurement and submitted to the Parent Board on a monthly exception basis.   Similar reports will go to the Local Boards in respect of their specific delegated budgets. Quarterly reports will be submitted to SCC after Parent Board approval.


Any surplus generated by NPHL will be carried forward into the following year, subject to the approval of SCC, as set out in the Management Agreement.  

4.05
Subsidy Claims


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

4.06
The Management Fee


The fee for 2004/05 is £20,081,510.


The fee is based on all management expenditure of NPHL 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 NPHL 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.

4.07
Other Financial Issues

· The Building Services DLO will be managed through a trading account held within NPHL’s accounts.

· NPHL will have its own bank account.

· NPHL will prepare appropriate company accounts and submit copies to SCC.

· NPHL 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.

· NPHL Parent Board will be responsible for the overall management of budgets delegated to it under the agreement and Local Boards will manage locally delegated budgets under the direction and supervision of the Parent Board.

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

· NPHL 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 SCC’s where contractual commitments are administered on the Council’s behalf.

· NPHL 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.

· NPHL will continue to comply with all the deadlines for financial information set by SCC and any other external body

· NPHL will alert the nominated SCC officer promptly to any financial irregularities/problems emerging during the year.

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

· NPHL will ensure that all goods and services acquired from SCC are subject to authorised Service Level Agreements.

4.08
Performance Targets

Financial performance indicators will be used by SCC to ensure that NPHL is operating in accordance with the Management Agreement and is delivering efficient and effective services.`

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

SECTION FIVE - CAPITAL PROGRAMME AND PROCUREMENT

5.01 
Introduction

Since 2000 an increasing amount of work has been procured and managed through a partnering approach. This mainly involved planned works and by the 2003/2004 financial year the majority of the programme has been delivered under large partnering contracts.  

An additional impetus towards partnering provided the Best Value Inspection of the Housing Service in 2002, where the Housing Inspector concluded that although there had been positive movement towards partnering for some areas of work, this needed to be extended to all repair activity. The recommendation within the Inspectors final report was to “Develop and implement partnering arrangements and steps to market test all repair contracts”.

As a consequence, the subsequent Service Improvement Plan (SIP) included Key Theme 5 titled “Introducing partnering approach to repairs procurement” which aimed to identify the most appropriate partnering approach to be implemented by NPHL and have new partnering arrangements in place for the maintenance service by September 2004.

At its meeting of 3rd October 2003 the Board approved a future procurement strategy embracing a strategic partnering approach. It is anticipated that the strategic partnering arrangements will facilitate a significant amount of competition through the proposed packaging arrangements, and offer the following additional benefits:

· Partner selection through a robust and transparent competitive process.

· Robust monitoring to ensure that the arrangements are delivering high quality services to customers. 

· Partners will jointly share and benefit from good practice and innovation.

· Developing and agreeing programmes in conjunction with partners to ensure the maximisation of resources.

· NPHL and its partners will agree flexible and demanding objectives and targets that focus on the continuous improvement of services.

· Partnering will increase the ability of NPHL to deliver decent homes.

· Partners will work together, share good practice and develop joint initiatives to improve the service to customers. 

· Arrangements will satisfy Best Value and Egan requirements and benefit from improved quality, reduced timescales, increased customer satisfaction, and better value for money. 

· Service will benefit from the new construction environment with longer and more lucrative agreements and will able to secure high quality services within a market experiencing a skills shortage.

· Longer-term agreements will give partners the opportunity to recruit, train and develop Salford people, helping to sustain local communities.

· Greater certainty and continuity of work will provide partners with greater confidence to invest in the service.



NPHL and SCC have agreed terms to be included in contracts that are intended to ensure that the contracts reflect the possible reductions in the size of the stock through decommissioning and Right to Buy, or potential change in management arrangements following the Stock Appraisal Process.  

The Strategic Partnering approach that is to be implemented involves three separate packages of work and three associated procurement processes i.e. 

1.
Gas servicing and repairs.

2.
Programmed works.

3.
Repairs and voids.   

Gas Servicing and repairs.

The gas servicing and repairs partnership was procured during 2003 and awarded to two separate partners by the Board on 5th December 2003. The partnering contracts will commence on 1st April 2004. 

Programmed works.

A small number of programmed works partners (possibly 3-4 separate partners to build capacity for ALMO funds) are being procured in order to deliver the decent homes programme of works for the 2004/05 financial year.  

57 companies expressed an interest in competing to become a partner and 34 submitted a completed application form. Applicants will be vetted in order to draw up a shortlist of bidders by March 2004. Short listed applicants will receive a bid document that will require the submission of both prices and extensive quality and customer satisfaction information by the end of March 2004. 

Bids will be evaluated against a weighted cost/quality matrix (probably 40% cost and 60% quality) and any interviews, presentations or other discussions will be concluded by the evaluation panel by the middle of April 2004.  

The programmed works partnering agreements will be for a minimum duration of 6 years to correspond with decent homes funding. The partnering agreements will be performance-based arrangements where the continuity of work will be reliant on 

achieving customer focused KPI targets.

The partners who will deliver the Decent Homes works during 2004/05 and in future years up to 2010, providing performance is satisfactory are:

Bramhall Construction

New Prospect Housing Maintenance Division

Wates Construction
Repairs and voids.

Separate partners for responsive repair and void work are also being procured during 2004/05 and it is anticipated that these agreements will commence in September 2004. 

An OJEC Notice seeking interested responsive repairs contractors was placed on 8th January 2004, with a final date for returning the application form of 12th February 2004. The Notice has included the whole of the responsive service, though final packaging arrangements will be determined as the procurement process evolves. 

Tender evaluation will involve a weighted cost/quality matrix (probably 40% cost and 60% quality). The matrix will be provided in advance to the bidders and the companies who score most favourably against the matrix will be recommended to become partners. The in-house DLO will submit a bid and be evaluated against the matrix in the same manner as private contractors. 

It is anticipated that a shortlist of potential bidders will be drawn up and these companies will receive a bidding document by 1st May 2004. Bids will be required from contractors by the middle of June 2004. 

The returned bids will be evaluated and any interviews, presentations or other discussions concluded by the evaluation panel by the middle of July 2004.  

The evaluation report with recommended award(s) will be presented to the Parent Board in early August 2004.

It is anticipated that the main partnership(s) for responsive repairs and voids will commence on 1st September 2004. 

The companies who have previously been short listed under the JVC procurement exercise for repairs and maintenance have been consulted regarding the strategic partnering proposals and all are still interested in bidding to become a partner.

The duration for the responsive and voids maintenance partnering agreements will be 6 years to coincide with the decent homes programme.

The partnering arrangement will be based on a schedule of rates and the performance of contractors will be rigorously measured against customer focused Performance Indicator targets. It will be the intention to NPHL to develop the responsive repair contract(s) under a partnering framework.

5.02
Developing Major Investment Programmes

The capital programme expenditure for 2004/05 is £21.4 million. Within this sum £10.9m will directly address decent homes elements.

The decent homes programme of £10.9m involves work to 4,300 separate properties and in total will ensure that 1500 properties are made decent, which will increase the decency percentage within the city by 5%.

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 (as 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 November 2003

To illustrate the impact of the decent homes programme, in simple terms, the expenditure will achieve:

· Gas heating to 1182 properties, 

· A new kitchen in 831 properties, 

· New windows and doors to 892 properties, 

· New electrical systems to 1413 properties, 

· Insulation to 3024 properties, and

· A new bathroom in 559 properties.

In 2004/05 a detailed three-year programme will be developed. This will have significant advantages including:

· Ability to identify future resources 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 2004/05 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.

To assist programme development a further 7% stock survey (in addition to the 10% survey of 2000) was carried out on behalf of Salford City Council in November 2003, and the fully updated database was received in February 2004. This database will be maintained and updated by NPHL through works carried out on the stock and through further property surveys.

During 2004/05, the Saffron Stock Condition module will be developed as the sole database in relation to public sector housing stock. This will be a live database that will be updated automatically through the Saffron responsive and planned works modules. It will be configured in a way to receive all existing stock condition data already held by Salford City Council and NPHL. 
5.03 Ensuring Good Quality and the Role of Tenants

Monitoring of progress on the capital programme will be carried out within the overall performance management framework, including monthly officers meetings and full reports to local and parent boards and SCC. Progress against physical milestones and budgets will be reported.

Customer feedback will be gathered in a number of ways including complaints monitoring, comprehensive customer feedback on completion of works and reporting of feedback to local boards. 

Tenants will be further involved in a number of ways including representation within partnering teams and scheme monitoring meetings

SECTION 6 - RESOURCES

6.01
Staffing

The Senior Executive Management structure is as follows: -





Chief Executive

                     _________________________________________________

                        

              Director of                                   Director of                                Director of 

           Property 

                        


  Housing

                   

                       Support Services                          Management

The Management Team consists of the above managers and the Human Resources Manager.

During 2003/04 the central rents and central maintenance voids teams were set up.

A further review of the structure is being carried out which will ensure that the overall strategic aims of the company especially the service improvement agenda will be met within existing resource levels. The structure review will include the appropriate organisational arrangements for central policy and performance following the transfer of 2 key members of the Best Value and Performance Team to SCC.

6.02
Support Services

Support Services not provided in house will be purchased from SCC for 2004/045 by means of negotiated SLAs.   These will continue to be monitored both in terms of outputs and budgets on a monthly basis with appropriate reports going quarterly to the NPHL Board.

NPHL is mindful of its duty to ensure that support services achieve both good quality and value for money.   NPHL will achieve this within a Best Value context by: -

· benchmarking both quality and costs with other suppliers

· enabling service users to comment on the quality and suitability of support services provided

· where appropriate seeking alternative providers through partnership arrangements

6.03
Office Accommodation

SCC will continue to retain ownership of all offices and similar accommodation including operational depot premises.   A full list of the accommodation is provided in the Management Agreement along with a heads of agreement lease which will apply. During 2004/05 and in the light of SCC’s proposals under Fresh Start consideration will be given to the suitability of the current office accommodation.

SECTION SEVEN - QUALITY STANDARDS

7.1
Achieving Quality


NPHL sees the continuous improvement of services as a key objective of the new organisation with a view to achieving good quality services which also represent value for money.   We will achieve this in a number of ways: -

· via our Performance Management Strategy which includes quality checks

· via our Customer Charter 

· via service standards within our revised Tenants Handbook

· via tenant participation in service monitoring including with the Parent and Local Boards

· via the regular collection and reporting of customer feedback including customer care cards, tenant surveys each year and tenant focus groups

· via “mystery shopper” exercises carried out by tenants

We will continue to closely monitor all complaints, including those from elected members, and carry out regular analysis in order to feed back lessons into service delivery and policy formulation.
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