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REPORT OF THE LEAD MEMBER FOR HOUSING AND COMMUNITY, HEALTH AND SOCIAL CARE



TO CABINET

ON 10th JUNE 2008

TITLE : Response to Scrutiny Report for Community Health and Social Care Scrutiny – Major Housing Adaptations Sub Group

RECOMMENDATIONS : 

That Cabinet notes the attached action plan prepared jointly by Housing and Planning & Community, Health and Social Care Directorates.

EXECUTIVE SUMMARY :
Major adaptations promote independence for vulnerable people and enable them to remain comfortably in their own homes.  Within Salford, concerns have been raised with regards to the performance on the delivery of major adaptations since 2004.
In July 2007 Housing Connections Partnership, the delivery arm of Salford Housing and Planning Directorate, began managing the service. Since August 2007 Housing Connections Partnership has been working closely with Community Health and Social Care scrutiny sub committee to address historic concerns regarding the service.

Cabinet are asked to note that the valuable work carried out with scrutiny sub committee should be considered in the context of a programme of operational improvements for the service.  This process has included a comprehensive report to Housing Lead Member in December 2007.

The Scrutiny sub committee report was completed in April 2008 and the attached schedule, Appendix 1, represents the action plan arising from the recommendations of the report.  The schedule was discussed at corporate management team on the 15th May 2008.

 
This briefing note seeks to update cabinet on the key recommendations in the schedule, to highlight current and ongoing improvements to performance and to identify proposed future developments and areas where further work is required

BACKGROUND DOCUMENTS :  Scrutiny Report
(Available for public inspection)


ASSESSMENT OF RISK:

	Low


SOURCE OF FUNDING:

	Housing Capital Programme


COMMENTS OF THE STRATEGIC DIRECTOR OF CUSTOMER AND SUPPORT SERVICES (or his representative):

1. LEGAL IMPLICATIONS




Provided by : None
2. FINANCIAL IMPLICATIONS



Provided by : None
3. ICT STEERING GROUP IMPLICATIONS


Provided by: None
Senior Responsible Officers : Anne Williams/Bob Osborne  Action Plan Leads : Mike Wright/Julia Clark

	Recommendation
	Action already completed
	Future Action  
	Target Outcome
	Officer responsible

	1. Communication

(a) with client 

(b) between OT, client and surveyor

( c) between Council, contractor and client
	(a) Dedicated Client Liaison Officer being recruited ; Service Standards leaflets in place

(b) Client Liaison officer to act as key link between team members for customer

(c) Service standards set


	Business process review to facilitate lean systems approach inc. web based interactive services

Target times and service standards for all elements of the system to be reviewed.

Monitor quality of service standards including mystery shopping.

Ensure smooth and constant workflows to prevent peaks and troughs in system.


	Complete Business Process review by October 2008

Monitor service standards  quarterly with customer satisfaction with service increasing by 5% per annum
	Mike Wright/

Julia Clark

	2. Contractors List 
	Approval to single   contractors list given by Lead Member Housing on 20.12.07
	Monitor success of new approach and report quarterly

	Improved customer satisfaction by 5% with this aspect of the service
	Angie Allan

	3. Schedule of Rates
	Approval to single   Schedule of Rates given by Lead Member Housing on 20.12.07

Multiple job sign offs introduced.


	Monitor success of new approach and report quarterly
	Improved customer satisfaction by 5% with this aspect of the service
	Angie Allan

	4. Administrative Support
	Customer Liaison and an additional two administrative officers being recruited. 

Functions formerly located on split sites now combined at Burrows House
	Review as part of BPR (see recommendation 1)

Tie in with Think Efficiency Admin review
	Improved customer satisfaction by 5% with this aspect of the service
	Mike Wright/Julia Clark

	5. Limits for Minor Adaptations
	Review of “eligibility” of low level adaptations and work value underway.


	Report on progress with recommended approach to Lead members by mid-June.
	Improved customer satisfaction by 1% with this aspect of the service 
	Carol Hall

	6. Interim measures for clients
	Customer Liaison Officer will facilitate advice to clients
	Review as part of BPR (see recommendation 1)

Develop web-based communications package which demonstrates impact. Utilise webcasts of former customers explaining their experience
	Improved customer satisfaction by 5% with this aspect of the service
	Mike Wright/Julia Clark



	7. Payments to contractors
	We disagree with this recommendation. 

Staged payments assist small local businesses with cash flow.

However recommend a 100% inspection regime with quality assurance test before payment.


	Reduction of number of contractors on the list will allow more careful management.

Monitoring of all cases will be reaffirmed to ensure that standards are met at point of payment.
	All payments will be subject to Quality Assurance test  

Improved customer satisfaction by 5% with this aspect of the service
	Carol Hall

	8. Payments to surveyors
	Customer Liaison Officer will facilitate advice to clients
	Include information in pack to customers and ensure correct advice is given
	Improved customer satisfaction by 5% with this aspect of the service
	Carol Hall

	9. Team Work
	Team restructure implemented
	Review as part of BPR (see recommendation 1)

Staff training and team development plan to be introduced by no later than October 2008.
	Staff satisfaction survey.

Improved customer satisfaction by 5% with this aspect of the service


	Mike Wright/Julia Clark



	10. Charges on properties and loans
	An equity loan model is currently being developed at a Greater Manchester level, however this is proving difficult in the current credit climate. Work is ongoing to develop this product.


	Pursue development at product at AGMA level – report progress Oct -08.

Introduce property charge mechanism by October 08.
	Measure number of customers able to access finance. Agree target by July 08
	Sarah Clayton

Mike Wright



	11. Means Test
	Staff retrained to carry out Means Test at point of visit. 
	Means Test rules recently altered as a result of new Statutory Instruments. Review as part of quarterly monitoring.
Develop web based interactive service where residents can do their own draft Means Test.


	New systems refreshed and in place by October 08

Improved customer satisfaction by 5% with this aspect of the service
	Mike Wright/Julia Clark

	12. Complaints Procedure
	Adjusted and improved  as part of wider review of complaints
	Monitor complaints quarterly
	Improved customer satisfaction by 5% with all parts of the service
	Housing Performance Team

	13. Help during works
	Client Liaison Officer to advise customer at early stage.
	Monitor complaints quarterly
Develop web-based communications package which demonstrates options. Utilise webcasts of former customers explaining their experience   


	Improved customer satisfaction by 5% with this aspect of the service.
	Housing Performance Team

	14. Waiting Times
	Some admin procedures adjusted – too early to say if had an impact. NB comparison with Kirklees not valid as it measures from post OT assessment.

Performance framework agreed and implemented. 

Stretch targets set.


	Review as part of BPR. Report progress to Scrutiny in October 2008.

Carry out more benchmarking with family authorities
	Initial contact to OT assessment – 4 weeks.

Customer contact to assessment memo to SHS – 5 weeks.

Memo notification to SHS to work contractor on site – 20 weeks.

Work beginning to work  completion, (customer sign off) – 12 weeks.

GONW UR1 – Initial customer contact to work completion – 52 weeks.


	Mike Wright/Julia Clark

	15. Leaflets
	Customers consulted and new leaflets introduced
	Monitor customer satisfaction monthly and report quarterly.

Introduce “print when needed” approach
	Measure of  customer satisfaction with leaflets – 100%
	Housing Performance Team

	16. Clients dropping out
	Client Liaison Officer role is a direct response to this issue
	Monitor customer satisfaction monthly and report quarterly

Analysis of why customers drop out and development of lessons learned
	Measure number of customers dropping out and aim to reduce by   10%


	Housing Performance Team

	17. Pods
	Agree with recommendation in principle but given financial situation suggesting an alternative approach.
	Develop virtual computer based “fly-thru” of a pod
	A computer based virtual pod will be in place by 31/12/08
	Carol Hall


PROPERTY (if applicable):

HUMAN RESOURCES (if applicable): 
CONTACT OFFICER : Mike Wright, 0161 604 7702
KEY DECISION : No

WARD(S) TO WHICH REPORT RELATE(S): All Wards

KEY COUNCIL POLICIES: Housing and Adult Social Care

DETAILS (Continued Overleaf)

Current context and performance.

Key considerations in scrutiny action plan

Customer Satisfaction. - Customer satisfaction levels for the service for 2006 \ 2007 were 95%. However the survey was given to customers after completion of the work.  It has been recognised that this is not an effective way of assessing customer satisfaction at each stage of service and this is reflected both in the schedule and in the service improvement plan for 2008 \ 2009, Appendix 2.
Communication. - The Client Liaison Officer role has been identified as being vital in ensuring the customer has a single point of contact throughout the process.  The recruitment process has already commenced, with an expectation of the position being filled by August 2008.  

Contractors list and schedule of rates. - The procurement process to introduce a contract and schedule of rates across both public and private funding streams has been implemented and the contracts will be advertised via the OJEU route in Europe in July 2008.  

Payments to contractors. - As part of the ongoing work with scrutiny sub committee 100% of post-completion inspections will be completed with customers on all work undertaken.  The contractor will not receive the final payment until the customer signs the work off as satisfactory.  This is also a stated customer service standard.

Customer waiting times

	DFG Waiting Time
	Time taken from first customer contact to work completion
	Time taken from OT panel decision to work completion

	2006 \ 2007
	488 days
	314 days

	2007 \ 2008
	448 days
	300 days

	Improvement in days
	40 days
	14 days


Work is underway in a whole-systems approach to assess the areas of    the process which require improvement for customers.  A performance framework has been developed which outlines target timescales against each aspect of the service. This proposes monthly reporting against targets.  Data will be used to identify blockages within the whole process to ensure a smooth transition of work throughout the process and continuous improvement.

At the 1st May 2008 there were 149 applicants on the waiting list going through the process.  Of those 82 had been referred into the service within the last 3 months.  As identified in the action plan Communication, work is ongoing to ensure smooth and constant workflows to prevent peaks and troughs in the system.

Financial information
In 2006/2007 the public sector budget was fully spent with work commitments for 2008

.

For the same period the DFG budget was showing an under spend of £395,000 with no work commitments for 2008. 

For 2007 \ 2008 the public sector budgets are on target both for spend and commitments.

Including committed spend, the DFG budget for 2007 \ 2008 was also fully spent, with additional commitment already of £30,000 spend in the new financial year 2008\2009.  Future work commitment has already reached 48% for 2008\2009. 

Future developments and monitoring

· The team have developed a service improvement plan for 2008/2009 which embeds the recommendations from the scrutiny committee into this year’s work plan. 

· The procurement and implementation of a new computerised data collection system will assist the team in providing reliable performance information ensuring that customers receive have accurate and timely information in relation to each stage of the process.  

· The performance framework will also drive service improvements by highlighting areas of blockage or requiring development or poor performance thereby allowing us to focus on making the necessary improvement changes. 

· The recruitment of the Client Liaison Officer will enable us to implement and undertake effective customer satisfaction surveys at key stages of the process. 

· The impact on the service of the stock options process is currently being assessed and negotiations are ongoing with City West Housing Trust.  

· Successful promotion of the service leaflets following on from the work with scrutiny sub committee has generated more interest in the service.  Ultimately this means that there will be increased demand for the service, with a potential to increase the waiting list in the short term. It should also be noted that there may be a short-term increase in waiting times due to more effective spending of the grant budget.  It has been recognised that building effective relationships and protocols with regard to adaptations with registered social landlords is essential as this will allow us to optimise spend and meet need in the city and this is a specified action in the team work plan for 2008/09. 

· Government Office Northwest has requested performance information from each local authority by July 2008.  This request has been incorporated into the performance framework and will be submitted on time.  The subsequent publication of these figures will allow us to benchmark against like for like targets across the county which has proved difficult in the past. 

Conclusion

· There has been a sustained improvement in performance to meet spend over the past 12 months.

· Successful working with CHSC scrutiny committee has improved the focus on customers and customer satisfaction as business drivers.

· The service has developed a task and resource-focussed Action Plan and service improvement plan which incorporate the approved recommendations of the CHSC Scrutiny sub-committee, which will deliver further improvements to the service and customer outcomes during 2008/09 and beyond.   
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