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NPHL Repairs Liaison Meeting


Tuesday 29th November 2005


Present:  Mike Eastham

Apologies:  John Tanner



   John Rule



       Pam Hayes



   Frank O’Sullivan


       Alan Heason




   Simon Walford


       Paul Birchill




   Simon Crewe


       


   Julie Dunn



   Dave Shaw


   Becky Lloyd


   S Russell



   J Rowlands


Change Management Team


· No representation for this team was required on this occasion.

OOH


· An e-mail was sent by John Rule reiterating the need for follow on work to be raised promptly.  Specific reference was made to reports that are received from emergency services which indicate that follow on work had been raised, but no status report provided.


Response by OOH staff for next meeting


· Incidents where Status reports were not recorded were raised by SR (apparently where staff change over shifts).  Control measure need to be introduced to prevent this from happening in future.


Response by OOH staff for next meeting


· Training for OOH staff was identified as a priority issue.  Verbal examples were given by contact centre where their staff had been  inundated with enquiries on Monday mornings in particular, where incorrect information had been provided by weekend staff, and also incorrectly prioritised jobs.  ‘Soft skills’ customer training was suggested as a useful training course for front line OOH staff, and this is to be organised where possible between Contact centre (Frank O’Sullivan) and Alan Heason.


FO / AH to arrange.  This item outstanding from last meeting.


· Comments were again raised regarding the reluctance to use the answer phone facility.


SC/SR to address operatives.  


· SC (Jackson Lloyd) commented that their operatives record the name of the emergency services operator for their records on each job.  


Contact Centre Issues


· JR commented that during recent workshops relating to repairs, the proposals for introducing dedicated repairs teams within the contact centre, was raised as a positive measure to improve repairs call handling.


Further meeting to be arranged to specifically address this issue with senior Salford Direct and Maintenance Services staff.  


· It was requested that the customers be advised of the job number as and when the job is raised on the systems, so that future enquiries can be correlated easily.  


CC staff advised that this is done wherever possible, however customers do not always record these details when told.


· ‘Password’ facility  for security and welfare reasons for customers is now live and operational on Saffron.  Also, Consol has been amended so that this information is listed on the job docket for the operatives.  


CSR’s to be advised to ask if customers require operatives to provide the nominated word (chosen by the tenant) on each occasion.

· Incidents were raised where it was apparent that Contact centre staff had not checked previous repairs history before issuing new job.  


Examples are needed before action can be taken for training purposes.


· Flow charts had previously been produced by Frank and forwarded to Maintenance for assessment.  This had been done and revised sheets are to be utilised by Frank/CSR’s at the front end of the process.  This should impact significantly on the time taken, and quality of information being input onto Repairs system by CSR’s.


· Monitoring sheet was provided for New Prospect maintenance operatives dealing with emergencies, to record information relating to the quality of repairs diagnosis by the CSR’s.  This will be used to assess quality of questions asked by CSR’s, and also to assess if info being provided by tenants over phone is accurate or ‘elaborated’. 


SR to implement


Operational Issues


· Current format of Saffron can make it confusing for staff to check previous history in some instances.  Suggestion was that an archive facility be used whereby only the most recent jobs are retained on the database, with all others being saved in an archive


Fred Bardsley has informed me that this is currently being assessed and evaluated for implementation.  System is likely to retain say the lsat two years of data, instead of the system lifespan.


· Repairs Technical Advisor – Review of this role was requested bearing in mind changes in structure, and service levels/requirements. This was agreed to be arranged at a separate independent forum.


Mike Eastham to arrange.


· Repairs Priorities – John Rule informed the meeting that the number and classification of repairs priorities was under review, and that proposals to reduce the number of priorities from 8, down to 5 had been put forward for approval.


The new priorities will be as follows;


		Priority

		Definition

		Number  days



		P9

		Call out (out of hours)

		Same day



		P1

		Emergency

		1 day



		P2

		Right to repair

		3 days



		P3

		Non urgent

		10 days



		P4

		Planned 

		100 days





These proposals have been presented to the people’s forum and are currently awaiting approval before implementation can take place.  It is hope that these will be introduced with effect from February 2006 .


· Improvement priority – There has been an increased number of enquiries from customers calling to find out an appointment date from the managers, for jobs issued on this priority.  It was agreed that this needed further work to map how the managers both at New Prospect and Jackson Lloyd, will appoint these jobs, and keep the tenants informed.       


Steve Russell / Mike Eastham to arrange discussion


· Customer Satisfaction statistics were discussed, and comments made about the apparent inconsistencies in satisfaction levels being received by customers, dependant on the geographical location within the city.  


Reports identifying work which has been input on Saffron that contribute to the Customer care stats, needs to be generated.  These reports will be used to identify work raised by group office staff, and contact centre staff individually, so assessment of performance and identification of training needs can be made.


Officer responsible for developing and collating this report will be Daren Wright.


· Concern raised by SR where RTR job raised on a Wednesday, are classed as out of response (failure\ if completed on the following Monday (3 working days) as the system appears to include weekends. It was felt that performance stats may well be adversely affected by this issue.


Fred Bardsley to validate and amend if necessary.


Inspections


· Triplicate sheet – This sheet was introduced as a means of providing customers with a receipt of exactly what the inspector had identified to be done by the operative when they eventually attend.  SR and SC agreed that this would assist the operatives as there would be no room for disputes over what they were contracted to actually do at the property.


Comment by John Watson for next meeting.


Referrals


· Maintenance referrals for Salford North and South are now being recorded on an access database which enables concise reports to be generated to identify recurrent problems and in particular persistent offenders to be identified.  Once the spreadsheet has been finalised and ‘road tested’ this will be rolled out to the Worsley Area, and then to other areas of the business so a consistent approach for monitoring can be adopted.


· Where incorrect referrals are received at the Maintenance or Property Inspectors inbox, these need to be referred back to the contact centre for training and monitoring purposes.  On occasions, DS has received incorrect referrals, and forwarded them to the correct person to deal with himself.  This however impacts on the figures produced by Contact centre administrators.


Recharges      


No major issues to note. 


Mike Eastham to provide update on processes, etc and recovery costs for next meeting


Any Other Business


· Contact centre are now open from 08.00 hours Monday to Friday.


· When inspected jobs are subsequently input, appointments are raised without consultation by the admin assistant with the customer. Suggestions to improve this as follows:


Inspectors to ask customers whilst on site, which dates/days are convenient or inconvenient so that this can be considered whilst raising jobs.


Also, Assistant to contact customers when inputing jobs wherever possible


· OOH staff to commence duties at 3.30pm on Friday 23rd December.


Next Meeting – TBC offices closed due to xmas break on nominated day


Circulation


All Present plus;


Jeff Boardman


Daren Wright


John Tanner


Amanda Rice


Alan Heason


Pam Hayes


Paul Birchall


Christine Jones


Stephen Parker
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VFM Assessment – Housing Market Support




		COSTS



		How do the costs of the service compare?


The Housing Market Support team undertakes a wide range of interventions to support housing markets within the City. The team was set up to offer city wide support to Salford’s housing market and offers positive long term intervention to enable sustainable communities to be maintained. The work of the team complements the work of the Housing Market Renewal teams.


The range and diversity of the functions undertaken is unique amongst other Local Authorities and as such there is no direct cost comparison.


The diversity of function includes


· Burglary Reduction Initiative


· Empty Property and Housing Standards Enforcement


· LPSA2


· BVPI 62 and 64 Monitoring


· HMO Enforcement


· CPO programme monitoring


· Landlord Accreditation Scheme


· Landlord Licensing implementation


· HHSRS implementation


The annual staffing revenue cost of the Housing Market Support team is approximately 710K, with 26 staff assigned to the team.

Evidence: Landlord accreditation has recently exceeded a LPSA target and as such will receive a reward grant from the ODPM as model example of good practice. Performance for BVPI 62 (unfit properties rendered fit or demolished) and 64 (Number of empty houses returned to use or demolished), is consistently within the top quartile for all local authorities across the country 



		Are there any local factors, which might cause costs to be higher or lower than other comparators?


Large scale Housing Market renewal is being undertaken across the City as part of the Manchester/Salford Pathfinder, the Housing Market Support team supports this work. Pathfinder status recognises that we have higher than national average levels for unfitness, vacant properties and levels of private rented accommodation.


Higher than average levels of burglary and arson related crime place a demand on officer time. 3747 incidences of domestic burglary (CDRP 2003/4 baseline data) and 4007 arson related incidents (CDRP 2003/4 baseline data).

In addition the Housing Market Support team operates on a citywide basis and as such has a high workload. 


The success of meeting our LPSA1 target for landlord accreditation means we now have the largest single landlord accreditation scheme in the country and this in turn requires a large number of officer hours to maintain and ensure the ongoing viability of the scheme.


Evidence: 



		What steps have you taken or are taking to reduce costs?


The performance in all aspects of our Service Improvement Plan is increasing year on year and means that we are able to achieve more of our qualitative and quantitative outputs year on year. The closeness that the various facets of the Housing Market Support team means that good value for money is achieved through effective communication and synergistic working of the respective officers. Staff turnover is very low and investment in the training of existing staff helps to increase our effectiveness in terms of service delivery and value for money.


Efficiencies have been achieved by the development of Landlord Licensing in partnership with Manchester City Council. We have also produced an in house training programme to train officers on the Housing Health and Safety Rating system, which has resulted in a reduction in required time for officer training.


Salford has a well-developed Landlord Accreditation Service, which enables us to consult with private sector landlords quickly and effectively. We also hold detailed information on individual members of the scheme, which will assist us to promptly license landlords in areas covered by selective licensing. The close relationship between the HMO section of the team and landlord accreditation section means we will also be able to deliver mandatory HMO Licensing in an expedient way.


Evidence: BVPI 62 and 64 Comparator Action Plan, Service Improvement Plan



		OTHER INPUTS



		What other significant inputs are used in providing this service?


- The implementation of the Housing Health and Safety Rating system will allow us to utilise hand held at desktop based IT systems to record our inspections, which will result in increased efficiencies.

Evidence: 



		



		PERFORMANCE



		How does performance compare?


As stated BVPI 62 (number of unfit private sector dwellings made fit for human habitation) and BVPI 64 (Empty Private Sector Properties brought back into use) are within the top quartile for all local authorities across the country. This work is supported by the authorities CPO programme which is monitored and forward planned by the Housing Market Support team.


In addition Salford is an unfunded partner in the ODPM’s Private landlord Pilot scheme. All other authorities within the pilot have received 360K over a 2-year period. Despite not receiving any funding for this pilot scheme we have still managed to offer substantial contributions to this project.


Evidence: Strategic and Best Value Performance plan, CAPS report



		Are there any local factors, which might cause differences in the level of performance compared with other comparators?


There are a number of factors to consider here, Salford is a HMR Pathfinder we have an oversupply of pre 1919 housing, with higher than average level of vacant properties and worse than average private sector stock condition in these areas. In addition we have higher than average levels of private rented stock within the City. As a consequence of the wide scale regeneration we have a large clearance programme to remove obsolete housing and where we are assembling land to remodel housing stock to provide communities that people will aspire to live in. We also have a large student population which is transient in its nature and high levels of asylum seekers in certain areas of the City, additionally we have an increasing influx of Eastern European migrant workers into our private rented stock. All of these elements require intervention by the Housing Market Support team.


Evidence: 



		Is performance improving or deteriorating?


A steady and continuous improvement in performance within all aspects of Housing Market Support is being achieved. The team is a relatively new team and training of new officer has enabled core skills and competencies to be developed. This has resulted in an increase in performance as the team builds up to full capacity.

Evidence: BVPI 62 and 64, LPSA monitoring proforma. The Landlord Accreditation Service met a LPSA target of 500 accredited landlords, which now covers one third of the total private rented stock within Salford. We have planned to License approximately 350 Mandatory Licensable HMO’s and approximately 2000 landlords subject to selective licensing across the City.


What steps are you taking to improve performance?


A LPSA2 bid has been successfully negotiated with the ODPM to further enhance our empty property performance.


Evidence: Housing Market Support (enforcement and sustainability) Service Improvement Plan





		OUTCOMES



		What qualitative outcomes does the service deliver?


The service delivers a range of interventions which are synergistic with Salford City Councils mission statement  


“ to create the best possible quality of life for the people of Salford ”


Specifically the Landlord Accreditation team ensures that we work in partnership with good landlords to promote high standards of management within the private rented sector and ensure that such housing is of a safe and decent standard. Proactive empty property enforcement ensures that the blight of empty dwellings is minimised. HMO enforcement ensures such properties, which are often occupied by the most vulnerable members of our community have adequate means of escape from fire and adequate amenity provision. Landlord Licensing will tackle poor landlords by ensuring they meet fit and proper criteria and take reasonable steps to control the ASB of their tenants. Burglary Reduction ensures that victims of repeat burglaries are offered target hardening and dramatically reduces incidences of Burglary, ASB and environmental crime through programmes of alley gating. Affordable Warmth Strategy and implementation offers ambitious targets to eradicate fuel poverty across the City through a range of energy efficiency schemes and benefit take up checks, which are closely linked to HMRF and Landlord Accreditation


Evidence: 



		What quantitative outcomes does the service deliver?


Reduction in empty properties (see LPSA2 target)


Reduction in unfit properties


% Of Landlord Accreditation covering the private rented sector (currently 40%)


No’s of properties target hardened  3000 per annum (inc those benefiting from alley gating)


No’s of alley gating schemes achieved (15 individual resident schemes per annum)


No’s of HMO’s and private rented sector dwellings proactively inspected (all licensable HMO’s now been inspected 350 approx)


No of landlords licensed (licensing is a statutory power from April 06)


(Approx 350 HMO’s and 2000 selective licenses)


Evidence: Service Improve Plan performance monitoring





		VALUE FOR MONEY JUDGEMENT



		(E.g. How good is the service? Are there promising prospects for improvement? Are costs commensurate with service delivery, performance and outcomes? Do costs reflect policy decisions? Is VFM improving?)


The wide range of interventions performed by the team means that the service we provide is excellent value for money. The fact that such a wide range of interrelated interventions sit within one team means that strong linkages can be made between the various elements of the team. This can be demonstrated by the linkage between Landlord Accreditation and Burglary Reduction and affordable warmth. Incentives offered by the Landlord Accreditation scheme have been tailored to meet the services that Burglary Reduction offer i.e. target hardening and Affordable Warmth i.e. reduced rate combination boilers, enhanced thermal insulation can offer. Similarly Landlord Licensing sits synergistically with Landlord Accreditation since such good landlords, where they require to be licensed, can be fast tracked into the licensing regime and offered support in meeting the licensing conditions. 


Consistent and improving upper quartile performance for our two private sector housing BVPI’s also demonstrates that the service offers good value for money.


Additionally our Landlord Accreditation service is now the largest single scheme in the country, offering benefits to landlords over and above what any other scheme currently offers.








Document in N:\Forward Plan Lead Member\Housing\New New Housing Services Forward Plan.doc
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VFM Assessment – Community Housing Development Team




		COSTS



		How do the costs of the service compare ?


The Community Housing Development Team is in the process of restructuring and numbers of people within the team will increase from 8 to 10.  Cost of the revised staff team is approximately  £423,000 per annum.


The team is responsible for the delivery of a number of key housing strategic priorities but does not deliver services itself. Examples of work undertaken over the last year include:


· Development of ‘My Home In Salford’


· Development of Choice Based Lettings system


· Review of NPHL managed sheltered accommodation


Whilst it is not possible to compare the costs of the service, as its structure is unique to Salford, positive impacts are:


· Securing of £225k Extra Care funding for Learning Difficulties to redevelop Pennine Court in partnership with ECHG.


· Securing of £100k to develop a Sub Regional Choice Based Allocations system in partnership with Bolton MBC on behalf of 9 Greater Manchester Authorities (not Wigan MBC).


· Opportunities to compare costs and performance of the CHDT will be taken when appropriate, and how to do this will be discussed with the Greater Manchester Benchmarking Group by the new Service Manager, who commenced work on 27th February 2006. It is anticipated that the group will concentrate on comparison of development costs and performance of comparable services or bids, e.g. CBL.


Evidence:  None available at this time.



		Are there any local factors which might cause costs to be higher or lower than other comparators?


Not applicable


Evidence:



		What steps have you taken or are taking to reduce costs?


Whilst steps are not being taken to reduce costs in the CHDT, review and reconfiguration of existing services will result in reduced costs in these service areas. Examples being:


· Reconfiguration of Learning Difficulty housing related support services to support Supporting People grant reductions.


· Decommissioning of 2 sheltered accommodation schemes managed by NPHL.


Evidence:



		OTHER INPUTS



		What other significant inputs are used in providing this service?


Significant inputs to the work of the CHDT are made from a range of internal and external partners depending on service areas being progressed. Examples being:


· NPHL and RSL’s in developing Choice Based Lettings


· Corporate Services, PCT and NPHL in undertaking a Business Process Re-engineering review of access to adaptations for disabled people.


               



		



		PERFORMANCE



		How does performance compare?


There is nothing directly relevant to compare against. Examples of external funding secured demonstrates effectiveness of the teams approach.






		Are there any local factors which might cause differences in the level of performance compared with other comparators?


Not applicable






		Is performance improving or deteriorating?


Performance from the team is improving, as staffing levels are reaching full capacity.  As such number of projects we are involved in is growing, as are the positive outcomes for the work we are doing.


Evidence: Significant progress made in delivering key housing service priorities, led by the development team.


What steps are you taking to improve performance?


Development teamwork monitored through the Housing Service Performance Management framework.  Individual work plans to be developed.





		OUTCOMES



		What qualitative outcomes does the service deliver?


The CHDT is now starting to produce a number of qualitative outcomes for the service areas it has worked on:


· New Council Allocations Policy


· Re-introduction of nominations to RSL properties, thereby enhancing housing opportunities in the City.


· Development of a Rental Bond process for Salford.


· Completion of review of NPHL sheltered accommodation, feeding into stock options review process. 


Evidence: 



		What quantitative outcomes does the service deliver?


As the team was newly formed in 2005 and is in the process of being enhanced, quantitative outcomes are difficult to describe. However, during 2006/ 07 this will be possible as reconfigured services can provide both statistical data on comparative performance and customer satisfaction. This will be very important, particularly in the areas of:


· Allocations


· Access to adaptations


Evidence: 





		VALUE FOR MONEY JUDGEMENT



		(E.g. How good is the service? Are there promising prospects for improvement? Are costs commensurate with service delivery, performance and outcomes? Do costs reflect policy decisions? Is Vfm improving ?)


It is difficult to accurately assess the CHDT using VFM criteria. However, we are successful in terms of adding value to existing service areas by working in partnership to secure efficiencies and improvement. Examples being:


· Customer satisfaction in consultation on CBL and sheltered review.


· Securing of DoH and ODPM external grant funding.
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		Context


Details are presented of the strategic housing services provided by Housing and Planning Directorate as of 30th November 2005.


These are defined as including the work of –


· The Options Development Team which is responsible for overseeing initiatives to deliver the decent homes standard to over 27,000 Council-owned homes. This includes developing investment and community involvement mechanisms to deliver 4 local housing companies for West Salford, a Private Finance Initiative for the Pendleton area, a regeneration ALMO for Central Salford, development of a common service provider and co-ordinating elements of the change process.


· The Strategy and Partnerships Team which is responsible for co-ordinating area-focussed housing market assessments, facilitating Salford’s Housing Partnership, co-ordinating the Affordable Housing Programme, developing an affordable housing strategy and developing a new ‘fit for purpose’ Housing Strategy.


· The Strategy and Consultation Team which is responsible for co-ordinating an information/consultation strategy for Housing, developing strategies for vulnerable groups, co-ordinating a Diversity Living Strategy and delivering projects to reduce fuel poverty.


· Performance Team which is responsible for effective performance management of Housing and Planning, NPHL, the Housing Partnership and key areas of strategy.


As requested, this information does not cover NPHL functions.



		Costs



		How do the costs of the service compare?


The costs of the above staff costs, functions and roles is at the time of writing annually £1,271,000 with 42 staff .  These costs are based on staff in post in November 2005 and exclude vacant posts. Details are – Performance Team (£ 239,000) which has 1 manager, 2 principal officers, 2 officers and 1 admin officer; Options Development Team ( £ 452,000) which has 1 manager, 6 principal officers, 8 officers and 1 admin officer; Strategy and Partnerships ( £299,000) which has 1 manager, 5 principal officers, 2 strategy officers and 1 admin officer and Strategy and Consultation which has 1 manager, 3 principal officers, 4 strtaegy officers and 1 admin officer. This excludes costs of marketing materials, consultant costs, capital costs and major items of expenditure arising from the work of these teams. These latter items vary depending on workload variations and priorities.


At the present time, it is difficult to make comparisons with other Housing Strategy Sections because each authority will have differing elements of the above within their service. In addition, Salford is at the lead of a number of areas of work which are of national and regional significance. This includes the Manchester Salford Housing market Renewal Pathfinder and possibly the most comprehensive and complicated stock options/ decent homes process in the country. In the future, authorities will be identified which have an equivalent range of activity for benchmarking purposes.


Consultation with tenants has led to sign off of Salford’s stock options appraisal. The next stage is to work with tenants to bring in necessary resources. In total, £ 86 Million will be sought for 9,100 units within a regeneration ALMO for central Salford , £ 168 Million for 2,800 units under a Private Finance Initiative for Pendleton and £ 147 Million to establish local housing companies for 16,600 units in West Salford.


 



		Are there any local factors which might cause costs to be higher or lower than other comparators?


Yes – As mentioned above Salford is currently engaged as a Pathfinder for Housing Market Renewal. A key element of this involves the need for more detailed research through local housing areas assessments and development of supporting strategies and partnership arrangements with partner stakeholders.  As stated above, Salford is also leading probably the most complex options development process to secure the decent homes standard and a higher ‘Salford standard’ for it’s tenants. As well as seeking up to £ 400 Million to meet the ‘Salford Standard’, work is underway to establish a common service provider and effectively manage change and performance within NPHL and existing Housing services.


Salford has beacon Council status for supporting people and is expected to be at the lead in developing strong strategies to address the needs of vulnerable people and ensure that future regeneration meets their needs. An extremely detailed consultation process has been undertaken in relation to improving the City Council’s sheltered accommodation stock. 


The scale and range of activity and Council’s commitment to customer has necessitated the need for dedicated staff to deliver and co-ordinate the Housing Partnership’s customer involvement compact and information/consultation activity.


The performance team have had to co-ordinate a much wider range of work areas than would normally be necessary , including Housing and Planning, New Prospect Housing Limited, the Housing Partnership and key areas of strategy

Evidence: Cost Centre Budgets



		What steps have you taken or are taking to reduce costs?


There has been a marked reduction in use of agency staff and consultants, as new staff have entered the organisation and developed appropriate skills. Regular  monitoring of budgets takes place to ensure cost effectiveness.


The Tenant Participation team will be joining the Council to ensure that use of staff time in involving tenants in local area options is maximised.


An information/consultation strategy is being developed. Part of this will include a consultation database and guidance for staff to improve use of existing information.


Evidence: Best Value Reviews / 2004/05 budget ‘v’ 2005/06 budget






		OTHER INPUTS



		



		



		PERFORMANCE



		How does performance compare?


Housing Services have a fit for purpose Housing Strategy which was  agreed by the ODPM in October 2004.  There is an accompanying Housing Strategy Action Plan which is the main vehicle for implementing the Housing Strategy.  The action plan is monitored monthly against agreed targets. 


Salford is regarded by Government Office as being a lead in its housing strategy development and how it has involved partners at a strategic level through the Housing Partnership and at a delivery level through supported accommodation, supporting people, homelessness and housing market renewal.


Consultation on its stock options appraisal was seen as one of the most comprehensive exercises undertaken nationally.


There are currently 45 items in the Housing Strategy Action Plan covering a 2-year period.  17 items are now complete, 20 items are on-target to be completed by their due date, 4 items are currently slightly behind target but will be back on track shortly, however there are 4 that are now overdue.


Evidence : Housemark & New Prospect Delivering the Strategic Agenda Document



		Are there any local factors which might cause differences in the level of performance compared with other comparators ?


As stated, 69 % of Salford’s Council homes fail to meet the Government’s decency standard. There is a funding gap of £ 184 Million required to meet this standard and £ 257 Million to meet the ‘Salford Standard’ requested by tenants. This is a major challenge for the City and why a complex funding package has been developed in consultation with tenants.


Central Salford has suffered from housing market failure and is a Pathfinder with Manchester to address many of the historic issues leading to this.  The age, type, design of stock as well as social issues within areas will take a long-term approach to address. This is why local housing market assessments and strategy development work are important – to ensure that the benefits of regeneration are maximized.


Evidence : 


Stock options condition survey and report to Cabinet 2005


Housing Market Renewal documents


Housing Strategy 2004



		Is performance improving or deteriorating ?


Performance within Housing is improving following recruitment of additional capacity at a strategic level in 2004 and 2005.


Housing Services are currently improving performance as evidenced in the monitoring of the Housing Strategy Action Plan. 


Evidence : Best Value Performance Indicators on SPIN.  Monthly monitoring of HSAP.


What steps are you taking to improve performance ?


The Council is currently in the process of developing and implementing a corporate performance management framework.  Housing Services have developed and implemented a performance management framework for all their teams which will link directly with the corporate PMF.  The present framework monitors performance on a monthly basis.


Evidence : Action Plans/Delivery Plan.  Directorate service improvement plan/team service plans.





		OUTCOMES



		What qualitative outcomes does the service deliver ?


Improvements to Council-owned homes to meet the decent homes and ‘Salford Standard’


Improved efficiency and management of services provided by Council and NPHL


Funding brought to City through different investment options


Improved understanding of local housing markets and of means to improve or encourage right supply of housing


Greater co-ordination and buy in from partners


Improved understanding and strategies to address issues such as affordability


Improved partnership working with Registered Social Landlords, key stakeholders, voluntary sector and investors through the Housing Partnership and other structures


Improved standards and means of working with residents receiving housing and housing-related services through a customer-involvement compact 


Improved understanding and working with bme communities through a diversity living strategy


Improved understanding and strategies to address housing issues for vulnerable people, included supported accommodation, homelessness, gypsies and travelers, older people and young people


Improved information and consultation to customers and stakeholders


Improved levels of customer satisfaction and consultation


Reduced levels of fuel poverty


Improved working on new educational initiatives to ensure a local workforce that meets the needs of the building trade


Evidence : Delivering the Strategic Agenda/New Prospect Performance Indicators



		What quantitative outcomes does the service deliver ?


Securing decent homes standard by 2010 to all 27,000 Council-owned homes by securing £ 184 - £ 257 Million in additional resources.


- Housing Services have also been successful in getting more funds ( £ 10 Million in two years) into Salford through from the Housing Corporation, with additional leverage of £ 12 Million in this period .  


Evidence : : Best Value Performance Indicators on SPIN.  2005/06 Budget working papers



		





		VALUE FOR MONEY JUDGEMENT



		(eg How good is the service ? Are there promising prospects for improvement ? Are costs commensurate with service delivery, performance and outcomes ? Do costs reflect policy decisions ? Is Vfm improving ?)


Housing Services, as outlined earlier, have a Fit for Purpose Housing Strategy  which they are making good progress on.


Housing Services continue to be successful in attracting external funding into the city e.g. we have recently acquired £1m Department of Health money for extra-care housing schemes.


Housing Services have been instrumental in establishing the Salford Housing Partnership – this has resulted in increased effectiveness in co-ordinating housing activity throughout the city.  


Housing Services have also been successful in getting more funds ( £ 10 Million in two years) into Salford through from the Housing Corporation, with additional leverage of £ 12 Million in this period .  


As highlighted previously, up to £ 257 Million additional funding will be brought in from the stock options process to bring 27,000 homes to the decent homes standard and seek to meet the ‘Salford Standard’.
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VfM Assessment – Maintenance Services




		COSTS



		How do the costs of the service compare?


The Revenue Maintenance service is contracted by the City Council to provide a range of planned and responsive maintenance functions. Although the main focus of these services is Council owned houses managed by New Prospect Housing, they also include maintenance of all lifts in Council premises, the maintenance of access control and CCTV systems in mixed tenure areas and the maintenance of specialist equipment provided to disabled residents in all tenures.

The overall cost of the Revenue Maintenance service (excluding management costs) is £21m, which includes responsive repairs, void repairs, gas servicing and specialist repairs and servicing to specialist equipment (electric heating, lifts, CCTV etc).  New Prospect have provided a full breakdown of costs for 2003/2004 to Housemark.


Evidence : The following comparative cost information is derived from figures published by Housemark in June 2005, and are the latest currently available. 


Responsive Repairs 2003 – Cost per property of £112.37, this was just in the bottom quartile of all ALMO’s.  


Responsive Repairs 2004 – Cost per property of £103.30, this improvement in performance was reflected by a move to the 3rd quartile of all ALMO’s.


In the 12-month period costs have fallen by £9.07 per property and New Prospect have now moved out of the bottom quartile into the 3rd quartile. This is a positive move in the right direction.


Cyclical Repairs 2003 – Cost per property £30.04 in the top quartile of all ALMO’s.


Cyclical Repairs 2004 – Cost per property £52.88 in the 2nd quartile of all ALMO’s.


In the 12-month period costs have risen by £22.84 per property. This shift in investment from responsive to planned maintenance is welcomed and reflects the significant action now being taken to address the Government’s Decent Homes target 






		Are there any local factors which might cause costs to be higher or lower than other comparators?


Local factors include:


· The scale and complexity of the City Council’s Stock Option Appraisal process and the funding bids arising from it means that investment in achieving the Decent Homes standard, although significant, has not been able to go forward at the pace both the City Council and NPH would have wished. As a consequence, there is demand for replacement work through responsive repairs in relation to items that will be addressed through Decent homes investment. Where no programmed investment is currently planned and conditions are poor action cannot always be delayed, resulting in additional pressure on responsive budgets, this is particularly relevant to heating installations. It is anticipated, based on the experience of other comparable local authorities, that the significant increase in decent homes investment planned between now and 2010 will produce a substantial reduction in HRA repair costs. 


· Due to the successful improvement of the repair service over the past 3 years the demand for repairs has increased resulting in twice as many low priority repairs, compared to 2 years ago. 


· For certain areas of the city and at night, for security reasons, double-manning is necessary.


· There are a number of high rise blocks which require specialist servicing and repair work and operationally are more expensive to maintain than traditional stock. For example Arthur Millwood and Cannon Hussey Courts require window replacements among other investment to attain the decent homes standard. The expenditure required to bring these blocks up to the decent homes standard and address any structural failures are estimated as as £2,113,708:00 Per Block. Salford has almost three times the proportion of high rise dwellings in its stock as the regional average 


There are also a number of issues around the turnover rates, property damage due to vandalism and absconding by tenants that place additional pressure on management costs. 


Evidence : Stock condition basis and I-Sys housing management system.






		What steps have you taken or are taking to reduce costs?


There were a number of separate responsive contracts which have been aggregated together for economy of scale reasons and competitively tendered over 2004 and 2005. These included out of hours, void clearances, ad-hoc rewires and fire and statutory repairs which were formerly separate contracts. 2 major responsive repair contracts were established in September 2004 and 2 major gas contracts were established in April 2004. The procurement process for these contracts involved a price and quality evaluation and contractor’s submitted a number of alternative tenders based on various package sizes. This was to ensure that the procurement exercise involved both local and national contractors and did not exclude either before it was established which could offer the greater value for money. The final tender evaluation assessment was made to determine which of the options offered the greatest value for money for New Prospect and its customers. In all cases the most cost effective tenders have been awarded. The residue of specialist servicing and repair services are currently being competitively tendered. There is also an ongoing service steering group involving contractors, New Prospect managers, and surveying teams, looking at ways to improve efficiency, more effectively plan works and reduce costs. The New Prospect surveying teams have also clarified and strengthened procedures and repairs policies in order to effectively manage customer expectations and attain consistency across the city. 


Some key outcomes that have resulted from these initiatives and procurement exercises include:


· The tendered rates emanating from the responsive procurement exercise are very competitive and comparable with those utilised prior to 2004 which were let on a purely cost basis and did not include the degree of quality and performance requirement. 


· When comparing responsive schedule of rates costs with other similar organisations using the same schedule of rates our costs are considered to be well below the market average.


· Within the Northwest our gas servicing and maintenance costs are some of the lowest and are 40% lower than other comparable organisations in the area.  


· A new set have priorities have been established and agreed with customers and include the following value for money improvements: 


a. Void repairs over £1000 attract a discount of 10%.


b. Works that are classed as planned which need to be completed within 100 days attract a   


      10% discount from the partners. 


· It is anticipated that through operating these discounts at least £400,000 of cost savings will be achieved in 2006/07 which can be re-invested in initiatives such as planned fencing and an extended decoration compensation scheme.


· Through the procurement initiatives and working practices employed, the responsive repair budget has been managed more effectively and the service has been delivered within resources. Consequently, from a position in 2003/04 when there was a £2m overspend,  it is anticipated that at the end of 05/06 there will be a saving within the responsive repair budget of £0.50m.  


Evidence : Procurement exercises and internal benchmarking comparisons. We are using a


standard set of schedule of rates items which is used around the country and we have been advised


that the percentage addition tenders that we received were below the market norm.  Business plan. 


Service action plan. Delivery plan.






		OTHER INPUTS



		What other significant inputs are used in providing this service?


Other significant inputs include:


· Client monitoring and management staff within New Prospect.


· Salford Direct call centre.


· I-Sys housing management computer system and back-up team.


· Out of hours call centre within the Council.


· Housing Assistants within New Prospect at area offices.


Evidence : HRA budgets and SLA’s



		



		PERFORMANCE



		How does performance compare?


There is an extensive Range of indicators – both BVPI’s and Local PI’s that measure performance of the responsive repair and void service. It is recognised that a number of the indicators require further improvement. 


Evidence : Housemark Benchmarking. Greater Manchester Benchmarking Club. Reports to government and District Audit.


· The % of urgent repairs completed within govt. time limits, performance is within the 3rd Quartile for all ALMO’s but is improving.


· Average time taken to complete non-urgent repairs, performance is within the 2nd Quartile for all ALMO’s and is improving.


· Percentage of response repairs where an appointment was made and kept, performance is within the 3rd Quartile for all ALMO’s, but is improving.


*All information based on monitoring returns for 2005/06 Third Quarter (Dec 05)






		Are there any local factors which might cause differences in the level of performance compared with other comparators?


· As stated above the scale of investment required to meet the Decent Homes standard, and the timescale involved in securing the necessary funds from Government, has resulted in significant additional pressure on the responsive repair and void services.


· Age, type, condition and disparate geographical nature of the stock.


· Performance to an extent is dependant on the performance of Salford Direct – the corporate call centre, which at times has been variable.


· In relation to gas service access although there is a robust legal access procedure in place many customers culturally do not wish to let operatives in. 


· In line the City Council’s Housing Strategy there has been a concerted effort to bring a number of long term voids being brought back into letting, for example 34 long term void properties have been brought back into letting this year on the Beechfarm Estate and Queen Alexander Close. However, the positive impact of bringing such properties back into use is, to some extent, off-set by the impact it has on the average re-letting time for properties across the City, which has increased from 43 to 53 days.

Evidence : Benchmarking and performance information.






		Is performance improving or deteriorating ?


Performance against all responsive and void best value and local indicators has steadily improved since the Audit Commission inspection of 2002. Examples of the improvement in performance include (between Oct 04 and Oct 05):


· improvement of BVPI 72 (emergencies) from 94.12% to 97.58%,


· improvement of BVPI 73 (average time for non-emergencies) from 13.54 days to 9.78 days


· improvement of BVPI 185 (appointments kept) from 73.48% to 82.88%


Evidence: Reports to government and District Audit. (Annual Report to D. A.)





		What steps are you taking to improve performance?


The re-letting of responsive repair contracts in 2004 was undertaken on a price/quality basis (40/60) and included a performance and quality based interview and customer evaluation panel. Due to this emphasis the service is heavily orientated to achieving set performance targets. Performance monitoring is undertaken by the Partnering Board which is a group of Parent Board Members, customer and officers who are tasked to monitor performance and review and set KPI targets to ensure performance incrementally improves over time.


The service specification was developed with customers and partners have included within their bids to meet these new service and performance requirements including providing investment as necessary.


There are a number of working groups that are in place specifically to ensure that performance and delivery of the service to customers improves. These include:


· Service steering group. (The service steering group action plans are attached).


· Liaison group with Salford Direct. (Copy of recent group minutes attached)


These groups are involved in setting detailed action plans, process re-engineering, sharing good  practice and working with customers to ensure performance improvements have a direct benefit to the service user.


The whole of the maintenance staffing structure has been revised to work on a centralised basis and be more effective and assist contractors in delivering an effective service. 


A gas contact team has been established to make gas servicing appointments 99% of which are achieved.


A client monitoring team has been established to ensure that the service delivered by the partners is to the correct performance and quality standards. 


The operational in-house contractor has been re-structured and the bonus scheme has been revised to enable this department to meet the performance requirements of the service.   


Other specific actions have been delivered to improve performance including:


· Appointments are mandatory for all internal non-emergency work.


· The number of schedule of rate items has been reduced.


· Held work has been abolished.


· There is a strategy in place to reduce the amount of emergency repairs made and the number of re-inspections and increase the number of post inspections.


· Multi-skilling is being progressed.


· Empowerment where operatives can undertake additional work at the request of the customer.


· A defined re-letting standard.


Evidence : Action plans and audit commission reports. Comparator action plans. Delivery plan.


At end of March 05 the targets set in the 04/05 Delivery Plan had been met in relation to repairs






		PI ref

		Definition

		2003/04 actual

		2004/05 target

		2004/05 actual

		Improved since 2003/04?



		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

		(





		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

		(





These represent an improved service for customers.


		OUTCOMES



		What qualitative outcomes does the service deliver?


Good and improving performance against an extensive range of BVPI’s.  High rates of customer satisfaction. 


Quality aspects of the service include:


· 24 hour a day service to customers accessible by phone through call centre. 


· Highly responsive and effective service ensuring tenants are safe in their properties. 


· Quality experienced and trained workforce. 


· Appointments offered for all suitable jobs. 


· Care cards issued for all jobs. Currently the responsive repair service is attaining 95% satisfaction rates although the feedback level is less than 10% with plans to improve this. The planned works service is currently attaining a feedback rate of over 30% and achieving satisfaction levels of 92%.

· 10 rising to 15% post inspections (in 2005/06).


· Established re-letting standard.


· 100% gas appointments.


Evidence : Set service standards. Performance reports.






		What quantitative outcomes does the service deliver?


Provides a service to 26,800 properties.


79,175 responsive repairs per annum.


26,739 gas services.


45,000 gas repairs.


3045 void properties repaired.


Evidence : I-Sys database.





		VALUE FOR MONEY JUDGEMENT



		(eg How good is the service ? Are there promising prospects for improvement ? Are costs commensurate with service delivery, performance and outcomes ? Do costs reflect policy decisions ? Is Vfm improving ?)


At the last inspection in December 2003 the Audit Commission noted that there had been significant improvements within the responsive repair service. In performance terms these improvements have continued and there has been a general incremental improvement in excess of targets in all areas of the service. The recommendations of the audit commission from their inspections of 2002 and 2003 in relation to value for money have been incorporated into action plans and progessed.


Due to the staffing and contractual structures that are now in place and the mechanisms to both set performance targets and ensure that all parties are suitably motivated to achieving these, there is no reason to assume that improvement will not continue.


The major procurement exercises to re-let the repair service set out to deliver value for money by incorporating a suitable balance between cost, performance and quality within the service specification and evaluation process. The contracts in reality were re-let on this enhanced basis without a significant increase in cost. Due to the emphasis within the partnerships on achieving set performance and quality targets, the long term partnership relationships and the selection of contractors who have a genuine desire to improve, value for money is improving and should continue to improve throughout the lifetime of the partnerships.
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RESPONSIVE ACTION PLAN – UPDATED 13th SEPTEMBER 2005


		No

		ACTION

		ANTICIPATED OUTCOME

		LEAD

		CURRENT PROGRESS

		ACTIONS FOR NEXT MEETING






		       1

		Prepare process map for repairs procedure.  From call in from customer to repair completed.

		Identify parts of the process chain that can be    improved and action as appropriate.

		DB/SR/WL 

		Findings – too many points at moment for raising repairs – too large for single spreadsheet. Call centre progressed first as model flow chart. Action 1a initiated to address findings.

		Process mapping for call centre repairs – action completed Jan 05. 



		1a

		Minimise all other types of repair ordering apart from at call centre and central admin team.

		Consistency. Improved ability to train and instruct people raising repairs. Less variations and more 1st visit repairs achieved.

		DB/SR/WL

		Free-phones at Area Offices – concerns from Housing Management. Require £1000 for installation. Decision by Housing Management to retain counter service.

		Counter service to be retained at active offices. Training of counter staff to ensure effective diagnosis and ordering of repairs to be supported by Jason Farrell at his weekly visits.



		  2

		Investigate the standard of information received on job tickets issued from the call centre.

		Identify if diagnosis and ordering is affecting operational performance and action as appropriate.

		DB /PL/SR

		DB and PL now liaise with call centre group. Additional SOR’s  added. LG repair-finder now updated for new schedule. System in place to monitor diagnosis and prioritisation of repairs and take any appropriate action. Call centre advisor in place and to be managed by Customer Service Team and assist diagnosis and undertake training.

		 Complete 



		3

		Place 2 technical advisors within the call centre to improve diagnosis and ordering of repairs.

		Improved job orders – increased 1st visit repairs, less variations, improved service to customers.

		Complete

		Initial outcome has been reduction in enquiries of 60%. 


I advisor permanently in place.

		Ongoing monitoring required in levels of variations, 1st visit repairs and chase –ups.






		4

		Investigate the standard of information received on job tickets issued by technical assistants and Housing Assistants




		Identify if diagnosis and ordering is affecting operational performance and action as appropriate.

		DB SR PL IB

		Meetings taking place to identify additional information needs and quality of information received – on going. Reality checks required of quality of job tickets. Simon Walford at call centre keeping diary of those jobs raised as emergencies which have been wrongly prioritised. Simon Walford is meant to authorise all emergencies - IB to check that this is in place. Assess feasibility of stronger wording to customers to prevent this from happening. Jason Farrell undertaking ongoing training of area staff as part of his weekly repair surgery visits.

		Report on progress to October meeting.



		5

		Fully utilise the post inspection information being recorded by Partners to improve the service.  Target for 05/06 – 15%




		Achieve 15% post inspection rates. Reduce defective work. Improve customer confidence and satisfaction. Analyse customer feedback and post inspection results to improve service.

		PL 

		Jackson Lloyd and Property Inspectors have met 10% target for 2004/2005. All post inspections for 05/06 to be entered onto Saffron in a standard format for both contractors and property inspectors.  The post inspection sheet on Saffron has been set up to prompt and record questions to customers regarding the standard of service received using same questions as customer care card. Post inspections in progress and being recorded on system.

		PL to provide an indication of the number of inspections required for each partner. Progress update to October meeting.



		6

		Progress multi-skilling for operatives. Identify areas of best practice.




		Increased 1st visit repairs and improved service to customers.

		DB/SR 

		Questionnaire returned by operatives on 23rd Dec 04 in relation to multi-skills and CSCS. Matrix of responses being prepared. Multi-skilling pay proposals – the results of the ballot were negative which will not enable multi-skilling to be introduced through the revised pay scheme.




		 An assessment is to be made regarding how multi-skilling can now be progressed following the negative ballot.


This is now to be progressed as a separate issue and New Prospect Property Maintenance are awaiting a response from Unions.






		7

		Undertake field surveys with operatives to identify areas for improvement.

		Identify areas of weakness within the process that can be addressed to improve service. 

		SR DB 

		Productivity reviews with operatives to be completed before the end of Jan 05

		Imprest stock levels being reviewed as an ongoing process. SR looking at delivery from drivers out to site. New more suitable vehicles will have larger range. This is now complete and in place.






		8

		Re-cycling initiatives – furniture in voids, white goods. Record % of waste recycled.

		Reduce land-filling and save costs. Possible local employment opportunities.

		IB/WL 

		Ongoing. Recycling rates received from Jackson Lloyd – for 2004/2005 out of 685640 kilograms of waste 408290 was recycled. This equates to 60% recycling overall. KPI in relation to % of waste recycled proposed for revised KPI list. Community Transport initiative for furniture not now to go ahead. Look at feasibility of Clifford Street as possible facility for community recycling initiative 

		% recycling rates from Whites to be possible publicity item. Certificate showing recycling %’s required from DLO. T. Gilmore to provide for clear out.


DB has spoke to Neil Loftus regarding STEP for furniture refurbishment.  


Update to October meeting. 






		9

		Positive publicity.




		Raise profile for Partners and NPHL. Change customer perception through positive publicity.

		WL/NS 

		Ongoing. Tenants quarterly newsletter is now in place. 

		Good news stories to be collated ready for next suitable promotional opportunity and batched ready for newsletter. Possible features for next newsletter or paper – apprenticeships (5 each), lady plumber, void standard consultation.



		10

		Creation of maintenance Newsletter.

		Promote NPHL achievements and support positive publicity.

		March 05 All

		Marketing group to service all areas of NPHL.

		Assess if this is feasible or will quarterly newsletter be sufficient. Decision that maintenance articles will feature within New Prospect newsletters.






		11

		Joint purchasing initiatives between partners.

		Possible cost savings and improvements in obtaining and storing materials in an effective manner.

		March 05 All

		GM Procure model still being assessed as a possible joint procurement option to achieve cost savings. Shadow board has been set up with New Prospect a member. 

		Liase with planned works specification review where appropriate. WL to assess feasibility and potential benefits of a builders merchant providing dedicated depot to outsource for JL or JL and DLO. Audit review of DLO stores to be brought to next meeting. Mike Eastham and DB to carry out a review of imprest stock in September. Stores working party has been set up – progress report to next meeting in October.



		12

		Source Tenant Liaison Officer through TP team.

		Independent feedback from customers that can be utilised to improve the service.




		In progress

		Customer feedback arrangements with the Tenant Participation team now in place. 




		Initial results to be fed to NS from Rebecca Lloyd.  Report to Partnering Board of results. 



		13

		Planned Repairs.

		More effective working – cost savings. Less visits and disruption required to properties.

		DB/SR Ongoing

		6-month priority works currently being issued but ready availability of resources means this is being carried out immediately. To improve responsive/planned split for 2005/2006 over £1m work will have to be carried out under the planned (100 day) priority. Low priority repairs to be classed as planned priority.




		Part of JR’s priority review. Presentation to Partnering Board in July and Customer Panel meeting in August. Further consultation required at Peoples Forum conference on 27th October 05.



		14

		Benchmarking with other Authorities.

		Demonstration of VFM. Identify areas for improvement that need to be addressed.




		KLOE March 05 GT WL NS

		Some new KPI’s for benchmarking have been circulated to GMBC

		To be pursued through Housemark by NS.



		15

		Idea Catching. Suggestion Boxes?

		Empower workforce (close contact with customers) to identify/drive improvements – ownership & innovation. 

		All 

		At toolbox talks suggestions include servicing of UPVC windows and cyclical cleaning out gutters. Suggestion boxes and notice board now in place at New Prospect Maintenance Depots and monthly team briefing sessions.




		



		16

		Clear and concise customer service information leaflets.

		Single source, easily accessible. Greater understanding of service commitments and limitations. Manage expectations.

		NS/PPC Dec04-Mar05

		

		Launch of new leaflets need to tie in to the completion of the priority review and consultation.



		17

		Local Employment initiatives. Progress in line with Salford Construction Partnership.

		Sustain local economy. Create a local skills base. Create necessary resources for the future. Positive publicity for NPHL.




		Neil Loftus DB Jan 05

		DLO and Jackson Lloyd are to employ 5 apprentices each commencing in September 2005. Training will be across all core trades.

		Apprenticeships to be rolled out in September. Still looking at STEP feasibility.



		18

		Create professional image for vehicles and operatives.

		Raise profile of NPHL and promote professional service. Greater customer satisfaction.




		WL/DB/JR Ongoing

		Tender for new uniforms returned 13th January. JL ops already have theirs.

		All operative uniforms have now been delivered. New vehicles to follow in the summer. Report going to October Parent Board.



		19

		Customer Charter.

		Commitment to partnering and to customer service. Positive publicity.




		NS /JR/ WL Jan 05

		Agree the charter and agree it with Parent Board.

		Draft agreed at Partnering Board to be signed by all parties at Partnering Board Meeting on 13th October.



		20

		Indicator review

		Ensure all relevant items are being measured and KPI’s are consistent across 3 service areas




		All

		Indicators discussed and revised at Steering Group on 25th May 2005.  

		Reported to and agreed by the Partnering Board 15th July 2005.



		21

		Develop role of Property Inspector

		Improve customer service and satisfaction through clearer guidance and action.

		PL

		Inspectors to use duplicate pad and gain indication from customer of availability for appointments.

		Use of pad reaffirmed and Inspectors assess and record availability of customer for making subsequent appointment.






		22

		Develop risk based post inspections and automatic generation of post inspection on request or due to negative response (<65%)




		Improve customer service. Ensure quality of work is high and unnecessary variations are not claimed. Improve customer confidence in service.

		PL

		System has been implemented.

		Update for October meeting.



		23

		Assess methods to reward operatives for attaining customer care card returns

		Attain greater feedback in relation to the service and develop actions to improve issues identified by customers. 

		

		

		



		24

		Reporting of repairs via website

		Increased access to services for customers

		

		

		







Indicates that action is complete 






































Key to abbreviated names:


JR – John Rule – New Prospect


DB – Dave Batterton – Jackson Lloyd


SR – Steve Russell – New Prospect


PL – Paul Lister – New Prospect


PPC – Policy Performance and Communications – New Prospect


WL – Bill Lloyd – Jackson Lloyd


GT – Geoff Thurling – New Prospect


NS – Nigel Sedman – New Prospect


IB – Ian Blease – New Prospect
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VFM Assessment – Housing Market Renewal




		COSTS



		How do the costs of the service compare?


The Housing Market Renewal Team is responsible for the delivery of the Housing Market Renewal (HMR) programme in Central Salford (£30.6m capital programmed for 05/06). The HMR programme aims to build sustainable communities in Central Salford through housing and other interventions.


There are 2 teams with geographical coverage across the area and made up of 36 full time equivalent members of staff.


The cost of administering the programme, predominantly from resources available for HMR, is £783,520 in 2005/06.  This represents 2.56% of total capital investment. 


No national comparators are currently available for the cost of delivering this service.  However, existing levels of delivery costs are assessed as relatively high as a proportion of programme costs.


The Audit Commission published a scrutiny report on the Manchester Salford Pathfinder prospectus in October 2003.  This report contained a number of recommendations for demonstrating value for money at the strategic level and in individual projects.  All the recommendations have been implemented within the delivery of the programme in Central Salford.  Following an inspection in Summer 2004, the Audit Commission produced an initial monitoring report in September 2004 that recommended the strengthening of processes for making value for money judgements.  These recommendations have also been implemented for the programme in Central Salford.   A second monitoring inspection by the Audit Commission took place in September 2005, the findings of this inspection are currently awaited.


In light of these, due consideration as far as is practicable, has given to achieving value for money in the delivery of HMR in Central Salford.


Evidence: Audit Commission Scrutiny Report Oct 2003, Audit Commission Monitoring Report Sep 2004, MSP Management Action Plan in response to Audit Commission Recommendations Feb 2005.



		Are there any local factors, which might cause costs to be higher or lower than other comparators?


It is impossible to directly compare this service with other cohort authorities because of the unique nature of the HMR pathfinder.  There are no local factors identified that might account for variation from other comparators.  In its February 2005 report on the national HMR Pathfinder programme, the Audit Commission concluded that ‘Demonstrating value for money depends on a long chain of activities, so it is perhaps not surprising that, at this early stage, pathfinders are finding this difficult.’  However the Audit Commission recommends that ‘in the short term, pathfinders need to show that individual projects deliver value for money outputs, and that these outputs contribute to the strategy for renewing the housing market’.


Evidence: Housing Market Renewal: Audit Commission Housing Best Practice Handbook, Feb 2005



		What steps have you taken or are taking to reduce costs?


1. Strengthening of the Value for Money section in individual project application forms.


2. Strengthening of assessment of Value for Money in appraisal process.


3. A robust and ongoing review of unit costs linked to work with the Audit Commission and ODPM.


4. Implementation of framework for post-project evaluation with value for money and contribution to HMR strategy as key criteria.


5. Adoption of Egan style partnering and application of Egan principles to procurement.


6. Capping of delivery costs as a proportion of programme costs to a target of 8.5% from 2006/07.


7. Adoption of project-based costings approach for professional fees rather than 100% funding of staff from 2006/08.


8. Developing benchmarking by measuring key cost indicators against comparators through the Pathfinder Partnership Working Group of all HMR authorities.


9. Strategic linkage with the results of Research, Foresight and Information in establishing minimum intervention frameworks based on a better understanding of neighbourhood function and trajectories.


Evidence: HMR project application form, HMR post-project evaluation framework



		OTHER INPUTS



		What other significant inputs are used in providing this service?


1. Supported borrowing and usable capital receipts (£9.9M programmed for 2005/06).


2. NDC grant (£1.6M programmed for 2005/06)


3. SRB 5 (£1.4M programmed for 2005/06)


4. English Partnerships (£1M programmed for 2005/06)


5. ERDF (£490k programmed for 2005/06)


Evidence: Private Sector Capital Programme 2005/06



		



		PERFORMANCE



		How does performance compare?


It is impossible to directly compare performance for this service with other cohort authorities because of the unique nature of the HMR pathfinder.  There are currently no national comparators for performance because of the short period over which the programme has been in place and the government’s deliberate ‘hands off’ approach’ to encourage innovation and bespoke local solutions.  However, the service has achieved target capital spend in 2003/04 and 2004/05.  The pathfinder has a performance management framework in place for the 4 areas it covers (Manchester North, South and East, and Central Salford).  The programme in Central Salford has consistently been above average against this.


Evidence:  2003/04 and 2004/05 Capital Programme outturns



		Are there any local factors, which might cause differences in the level of performance compared with other comparators?


Given the relatively recent introduction of the HMR programme, there has been little opportunity to develop an evidence base for performance. However, as the annual and quarterly reporting of expenditure and outputs for the programme develops and matures, such differences will become more obvious.


Evidence: 



		Is performance improving or deteriorating?


Improving – Systems are now in place for project appraisal and evaluation and a more explicit approach for monitoring and demonstrating value for money has been developed.

Evidence: Housing Service Performance Management Framework, regular reports to various oversight bodies, e.g. HMR Partnership Board, monthly capital programme monitoring.


What steps are you taking to improve performance?


1. Provision of training to staff 


2. Adoption of a challenging Service Improvement Plan 


3. Compliance with the Directorates Performance Management Framework.


4. Rolling out of Egan partnering in the procurement of capital works.


5. Increasing partnership working with the private sector and other public sector agencies to maximise HMR grant stretch.


6. Adoption of the Gershon Principles to secure added value from the capital investments being made e.g. securing employment opportunities for Salford residents.


7. Developing benchmarking by measuring key performance indicators against comparators through the Pathfinder Partnership Working Group of all HMR authorities.


Evidence: Service Improvement Plans for the HMR teams





		OUTCOMES



		What qualitative outcomes does the service deliver?


The Service promotes conditions that will restore market confidence in response to the main drivers identified, for example, by reducing dereliction, improving the quality of the urban environment and reducing crime.  It also influences the market so that the housing on offer meets the diverse needs of mixed and sustainable communities.  


The main outcomes for the service are as follows:


· To significantly reduce the number and percentage of homes vacant for more than 6 months – by tenure, including the number of policy induced voids. 


· To significantly reduce the number and percentage of homes in the intervention area subject to low demand by tenure. 


· To significantly reduce the number of postcode units with average house prices more than 50% below average prices in Greater Manchester. 


· To increase the number and percentage of owner occupied homes


· To change the distribution of Council Tax Banding

A major outcome is the amount of private sector investment levered into the HMR pathfinder area.  It has proved difficult to establish a robust framework for capturing this in the first 3 years of the programme.  This is partly a consequence of the initial focus of the programme on strategic site assembly.  However, a framework has now been develop to accurately account for private sector investment attributable to the programme from 2006/07.


Case Study:


Higher Broughton Regeneration


The regeneration of Higher Broughton will transform an area of approximately 600 pre-1919 terraced housing into a flagship development with 625 new homes.  The focus of activity so far has been on acquisition and demolition of unsustainable properties through Compulsory Purchase Orders.  Most remaining residents are being assisted to alternative accommodation locally or into newly built homes in the area.  The first phase of the development also includes for the remediation of contaminated playing fields being relocated to provide improved facilities.  A new community hub will provide modern services to meet the needs of the community.


Evidence: Central Salford Area Development Framework, MSP Prospectus



		What quantitative outcomes does the service deliver?


The following outputs have been achieved in the first two years of the HMR programme.


Properties demolished (All Homes) 

               216 

 Properties demolished (All Homes - HMR Funded) 

               216 

 Properties acquired for Pathfinder purposes (All Properties - Inc Homes & Other Properties) 

               319 

 Properties acquired for Pathfinder purposes (All Homes) 

               313 

 Properties owned by any party for Pathfinder purposes, awaiting demolition 

               631 

 Households receiving an additional management intervention 

            2,486 

 Homes benefiting from each type of physical (non-housing) work 

            1,914 

 Hectares of land acquired 

1.990

 Households assisted with relocation 

                  1 

 Privately rented properties subject to intervention 

               123 

 Homes refurbished to decent homes standard 

                 36 

 Homes refurbished not included within above

               402 

 Properties demolished (All Properties - Inc Homes & Other Properties) 

               216 

 Properties demolished (All Homes) 

               216 

 Properties demolished (All Homes - HMR Funded) 

               216 

 Properties acquired for Pathfinder purposes (All Properties - Inc Homes & Other Properties) 

               319 

 Properties acquired for Pathfinder purposes (All Homes) 

               313 

 Properties owned by any party for Pathfinder purposes, awaiting demolition 

               631 

 Households receiving an additional management intervention 

            2,486 

 Homes benefiting from each type of physical (non-housing) work 

            1,914 

 Hectares of land acquired 

1.990

 Households assisted with relocation 

                  1 

 Privately rented properties subject to intervention 

               123 

Evidence: HMR Annual Report for Central Salford 2003/04 and 2004/05 





		VALUE FOR MONEY JUDGEMENT



		(E.g. How good is the service? Are there promising prospects for improvement? Are costs commensurate with service delivery, performance and outcomes? Do costs reflect policy decisions? Is VFM improving?)


The service is good with excellent prospects for improvement.  Costs are commensurate with service delivery, performance and outcomes and reflect policy decisions.  Outputs achieved to date are inline with the targets agreed with the ODPM for the Pathfinder. VFM considerations are embedded within the programme and VFM is improving as a consequence. 
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		COSTS



		How do the costs of the service compare?


The Supporting People Team administers the Supporting people Grant (£13.4m for 05/06). The grant is used to provide housing related support for vulnerable people in Salford.


The Supporting People team is made up of 11 permanent members of staff.


The costs of administering the SP Grant for 2005/06 is expected to be £392,000.


This is currently funded through a combination of direct grant support calculated as a function of the overall SP grant to the authority and a contribution from SCC’s own resources equal to approximately 20% of the direct support. The administration grant awarded by ODPM is for £260,000 and this is topped up with a contribution of £56,000 from the authority. The overall cost of administering the programme is anticipated to report a shortfall of £76k for 05/06. This has been the result of one-off costs such as producing, publishing and launching the 5-year strategy and also increased staffing, which has been and will continue to be required to deliver the efficiency savings of £1.1m achieved to date with a further requirement of £400k required during 06/07. The anticipated shortfall has previously been reported to the Lead Member for Housing and The Cabinet and was note. (The efficiency savings are discussed in the ‘value for money judgement’ below and in more depth in the attached workbook)


Although no national statistics are available to allow systematic cost comparison, exemplar evidence produced by the Audit Commission demonstrates that high performing authorities fully match fund the level of direct support they receive.


Although the service has not yet been subjected to AC inspection, experience in achieving Beacon Status for the successful transition through the run up period into the live status of Supporting People ensuring all service and financial information was captured and transferred as legacy funding into Supporting People funding, Salford being one of the first Authorities to complete this task, indicates that a favourable outcome can be anticipated from such an inspection, subject to continued investment.


In light of the above the costs of the service are judged to compare favourably with other local authorities.


Agreement has now been reached at a North West Regional level on how and in what form benchmarking figures will be collected and shared. This will ensure a much improved local understanding of service delivery and the associated costs.


Evidence: Supporting People Knowledge website gives details of SP grants to all LA’s; Audit Commission reports on individual LA’s



		Are there any local factors, which might cause costs to be higher or lower than other comparators?


Given the relatively recent introduction of the SP funding system there has been little opportunity for local costs variations to develop. However, these differentials may become more apparent in future years with the introduction of the Distribution Formula by ODPM.


Evidence: 



		What steps have you taken or are taking to reduce costs?


1. Working in partnership with other Directorates and external partners. The supporting People Commissioning Body is a partnership made up of, Salford City Council (housing and Social services), Salford Primary Care Trust and Salford Probation Service in addition to this the Core Strategy Development Group, along with alternative members from the above member organisations, has membership from the voluntary sector.


2. E-enablement of the service through the creation of secure “extra-net” site to allow providers to submit performance information online.


Evidence: Development in this area is monitored monthly through the Housing and Planning Service improvement Plan.



		OTHER INPUTS



		What other significant inputs are used in providing this service?


1. Use of specialist computer software for monitoring performance and submitting returns to ODPM, a license fee is charged for this software.


2. Provision of expert training on the operation of the Supporting People regime to service providers.


Evidence: 



		



		PERFORMANCE



		How does performance compare?


ODPM currently rate the performance of the service as good based on quarterly monitoring returns.


The service has Beacon Status, one of only 4 LA’s in the country recognised as Beacons for Supporting People work.


There are currently no national performance comparison tables available and the Service has not yet been subject to Audit Commission inspection however, experience in achieving Beacon Status for the service in 2004/05 indicates that a favourable outcome can be anticipated from such an inspection, subject to continued investment.


Evidence: SP Quarterly Returns, Beacon Status Award.



		Are there any local factors, which might cause differences in the level of performance compared with other comparators?


Given the relatively recent introduction of the SP funding system there has been little opportunity to gather evidence of local performance variations to develop. However, these differentials may become more apparent in future years with the rollout of the Audit Commission inspection regime.


Evidence: 



		Is performance improving or deteriorating?


Improving – The service review timetable submitted to ODPM is being adhered to and the required savings are being achieved in line with the timetable.

Evidence: Housing Service Performance Management Framework, regular reports to various oversight bodies, e.g. The Supporting People Commissioning Body. A financial report is submitted to The Budget Setting Group monthly.


What steps are you taking to improve performance?


1. Provision of training to staff in line with ODPM best practise guidance


2. Adoption of challenging Service Improvement Plan 


3. Compliance with the Directorates Performance Management Framework.


Evidence: 





		OUTCOMES



		What qualitative outcomes does the service deliver?


The Service ensures that, the Housing Related Support services available for the vulnerable people of Salford are of good quality, strategically relevant and provide value for money.


Through the Quality Assessment Framework services are required to evidence continuous improvement and positive outcomes for service users.


A consultation strategy has been written and submitted as part of the Supporting People Strategy, which will ensure the continued input from service users on the effectiveness and quality of the services being delivered.


Evidence: The Supporting People 5-year strategy for Salford



		What quantitative outcomes does the service deliver?


Through the service review programme the service will aim to provided services, which match need and react to emerging changes.


The service is in the process of realising the required (ODPM) efficiency savings through the service review programme.


In addition to this it is a strategic priority of the programme to reconfigure services to provide a more balanced supply of services across the City.


A consultation strategy has been written and submitted as part of the Supporting People Strategy, which will ensure services are commissioned in a manner that reacts to and matches existing and emerging needs. Service development will be steered by the Supporting people Core Strategy Development Group.


Evidence: Beacon Award for Supporting People led to the following improvements for people in Salford

· We used Beacon funds to increase our involvement with homeless young people in Salford, arranging an outward bound residential break for 12 homeless young people who produced a guide and a film, to avert homelessness in other Salford young people in a project to take this into all Salford schools


· Money given a local supported housing scheme (SASH) helped more people take part in arts and crafts sessions, which led to an increase in the number of drug using offenders completing their treatment programmes and rehabilitation


· Everyone in Salford being assessed for community home services is now able to have instant and accurate information about how much they may need to contribute. All social services and welfare visitors now use an ‘electronic calculator’ which we developed.



· We now have an integrated ‘Falls’ services, with clinics, exercise sessions and shared information throughout our Extra Care Housing and Care on Call schemes, which will help reduce and treat falls in older people 


· Four extra care housing schemes are now being remodelled to provide superior community areas so that more frail older people can stay out of hospital and residential and nursing care, thanks to our excellent joint working with the PCT which won us over £850,000 from the Dept of Health Extra Care Fund


· More user friendly customer information and guide to supported housing services in Salford has been designed and written with them, to help more people find the services they need 


· From January 2006, a service user Newsletter, distributed to all 7000+ people receiving housing support services, will  also be available in ‘symbols’, thanks to a newly purchased software package, making this information available to people with learning difficulties.








		VALUE FOR MONEY JUDGEMENT



		(E.g. How good is the service? Are there promising prospects for improvement? Are costs commensurate with service delivery, performance and outcomes? Do costs reflect policy decisions? Is VFM improving?)


The Service has secured Beacon Status for the successful transition through the run up period into the live status of Supporting People ensuring all service and financial information was captured and transferred as legacy funding into Supporting People funding, Salford being one of the first Authorities to complete this task. The service is currently working towards an Audit Commission inspection in 2006-07 with expectations of a favourable outcome.


The Service continues to improve as demonstrated in monthly monitoring to a variety of partners and stakeholders.


Costs are comparable or better with those incurred by other local authorities providing comparable quality of service.


Value For Money is improving with the Service securing better quality provision for vulnerable people within the City from within reduced financial resources for 2005-06 compared to 2004-05. The service review process is used to capture examples of good practice and positive outcomes for service users. This information will be required during the audit commission inspection to evidence the positive impact of the programme.


The current position is that there is provision for 7697 people in Salford to receive housing related support for a maximum contractual cost to the authority of £13m. The inherited position at April 2003 was a provision for 7688 people at a cost of £14m. An excel workbook is attached to show a breakdown of the above by client group.









