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SOUTH DERBYSHIRE DISTRICT COUNCIH DRAFT BUSINESS PLAN
EXECUTIVE SUMMARY

Stock condition summary, financial position, aspirations, ownership of stock, links to corporats
obiectives and Housing Strategy, risks and alms. This to refer to assessing excelience and
the Council's ability 1o

=« Plans to bring sl stock up to the decency standard by 2010

+ Housing management services delivered within a busingss planning context under the
new financial regime

+  Rents set to comply with the restructuring frameworks and show that convergence is
possibie by 2012

s  Choica based letlings system sstablished or under consideration

« Tenant participation compacts that give tenants a real opporiunity to influence the
decision making process

«  Cost effectiveness targets of at least 2 percent per year are set and ciose o being
achieved

« Measures to ensure that e-government {argels are achieved by 2005

o Policies and practices that address relevant equalily and diversily issues {including
implementation of relevant codes of practice)

[To be completed CH max | pagel

]



South Derbyshire District Council — draft HRA business plan fo be submitted end July 2002
Diraft dated Juby 02 2002

CONTENTS PAGE

Executive summary

Caontents
1. INTRODUCTION TO THE AREA
2. INTRODUCTION TO THE BUSINESS PLAN
2.1 Caorporate, operational and sirategic context
3. STATEMENT OF PURPOSE
3.1 Housing services vision
3.2 Best value in South Derbyshire
3.3 Links and conlributions to the housing sirategy
3.4 Ohjectives of the housing landlord business
3.5 Landiord business
3.6 Value of service
3.7 Properties, the decent homes standard & making best use of homes
3.8 Key issues for the housing service
3.9 Consultation and Information
310 Involvement tools & processes
311 Operational targets ~ achievements against iast year's plan
4, THE INTERNAL AND EXTERNAL ENVIRONMENT
4.1 The internal Environment
411 Meeting the decency standard
4.1.2  Siakeholder perceptions and attifudes
4.1.3 Service strengths & weaknesses
4.1.4  Staff resources
415  Internal reviews
4.1.6 Performancs
472 The external environment
421 Poldical issues
4.2.2 Rent restructuring
4.2.3 Technology and the E government agenda
4.2.4 Socio- cultural issues
425 Demand
4.2.8 Competition
4.2.7 Registered Sccial landlords
428 Private rented sector
4.2.9 Owner-occupier sector
4210 Supporting People
4211 Demographic datz
4212 Housing need
5, PRIGRITIES FOR THE FUTURE
5.1 Table of priorities
52 Action plan
53 Analysis of opiions to achieve the action plan
54 Maonitoring and evaluating framework
8. DETAILED FINANCIAL INFORMATION
£.1 Resources and funding sources by option
6.2 Key assumptions
6.3 Key outputs from financial modelling
6.4 Financiai ratios and unit cost information
5.5 Unit cost trends
5.6 Sensitivity analysis
&7 Analysis and impact of changss to key assumptions



South Derbyshire District Council — draft HRA business plan to be submitted end July 2002
Draft dated July 02 2002

6.8 Risk management

7. MOVING THE BUSINESS PLAN FORWARD
71 Review of strengths

7.2 identification of areas requiring further work
7.3 information gaps

7.4 Stakeholder involvement and consultation
Appendices

1 Housing strategy objectives

2 Summary of service diagnostic

3 Change management plan

4 Staff structure diagram

5 Hausing service action plan

8 Analysis of seif assessment forms

7 Housing service objectives

g Business plan working group programime of work
g Customer charter

16 Performance indicators — general principles and new arrangements (SDDC)
11 Action plan

12 Assessing Excellence in Housing management
Tables

1 Stock details

2 Comparative performance



South Derbyshire District Council - draft HRA business plan to be submitted end July 2002
Diraft dated July 02 2002

1. INTRODUCTION 7O THE AREA

South Derbyshire district is located in the county of Derbyshire in the East Midlands.
The area is mostly rural in character, with much of its fand still dedicated to farming,

although the area is also home 1o engineering, manufaciuring and service industries.
Part of the area is In the former Derbyshire coalfields area.

Swadlincote is the main cantre of employment, with Hatton, Melbourne, Shardiow,
and Willington all providing employment opportunities. The area has good road links,
and is within easy commuting distance of areas such as Derby and Birmingham The
majority of the area to the south of the River Trent is now patt of the National Faorest,
and this has an impact locally, bringing environmental, social and economic benefits
to the District.

Swadlincote Is the administrative centre of the District, with the Council having its
offices and a depot in the town. Outside of the urban area of Swadiinccle thers are
50 parishes.

The District has a population of around 82 500, living in an area of some 34,000
hectares, and for almost two decades has been the fastest growing District in
Derbyshira, It has a workforce of 28 450, with unemployment rates of just 2.2%
compared 0 the national average of 3.8%. Main employers include the Toyola car
plant, South Derbyshire District Council(?), Nestle and Hepworihs. Average regional
earnings of £22,000 are higher than the nalional average but the majority of incomes
are in the range £10,000 - £15,000 n.a.

Of the 34,835 homes in South Derbyshire, 87 6% are owner occupled, 10.7% are
owned by South Derbyshire District Council, with Registered Social Landlords {RSL's)
owning 1.7%. Social housing stock therefore accounts for 12.4% of the total housing
in the District. The owner occupiad figure includes a significant number of privately
rented homes, with an estimated 400 private lels a year being made.

Average house prices in the area rangs from £52,845 for a terrace to £130,000 for a
detached property. The average house price is £87,000.

Rising sale prices and a buoyant rented market makes it difficult for newly formed
tocal households to access accommodation particuiarly in some of the more rural
parts of the District. This has an impact on South Derbyshire, in that it malntains
demand for Council housing in most areas but means that fenanis are generally not
in employment or are in low paid employment, and this affects the services that
tenants require from their iandlord. Social rented housing is in demand, but the Right
to Buy is depleting council rented accornmodation in rural areas.
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2.1

INTRODUCTION TG THE BUSINESS PLAN

The purpose of the HRA Business Plan is to link resources available from the
Housing Revanue Account o the needs of the services and stock; to ensure the local
authority has ideniified risks fo its ability to mest government targets and to ensure
targets are clearly identified and plans to meet them are clearly stated.

Consuitation on the principles and contents of the plan is crucial. The Office of the
Deputy Prime Minister {ODPM) guidance is clear that HRA Business Plans are not a
document for central government but 2 management tool for local authorities, which
i subject to Government Office scrutiny as weil as potentially that of all relevant
stakeholders.

The council is aware that a good Business Plan which enables them to identify
appropriate options for investment and service delivery, could atlract additional
capital funding to enable increased investment in improvements, and will also provide
other cost efficiency savings. The Council uses iis Business Plan as a working tool
for making decisions and monitoring performance.

This is the Councii's third Heusing Revenue Account Business Plan. it considers the
Council's housing stock and service as a whole, and ifs role in sustaining
communities. The plan demonstrates how the landiord service contributes o
achieving the oblectives of the Council’'s Housing Strategy, and cther corporate plans
and sirategic documents such as the Best Value performance plan.

The format of the plan has changed this year fo allow a clearer assessment of its
fitness for purpose and to link more clearly related sections of the plan, and to enable
an assessment of performance in the future.

Last year, the Business Plan committed the housing service to establishing an asset
management framawork, considering the opticns for hard-fo-let stock, developing a
policy to address under-occupation, and carrying out a stock survey and decent
homes assessment. It has achieved many of these, despife the operational difficulties
that it has faced in staffing shortages and management changss.

Corporate, operational and strategic context

The housing service confributes to corporate policies and strategies through its head
of service, the Head of Community Services who sifs on the corporate management
team. The service has been fully supported during the iast six months by the
corporate management team and by elected members who unanimousty approved
the proposals fo bring in external consultants to assist with a ‘root and branch’ review
of the service after the suspension of the Housing Services Manager in February
2002,

Since the independant service review was completed in April 2002, this corporate
support has continued with additional funding being approved to provide additional
management support for a short Hime, as well as to enable physical improvements
required to shellered schemes. The commitment to enable improvemenis in the
nousing service reflects the importance of this service in delivering oblectives and
targets identified and pricritised corporately.

The 2002-3 Corporate plan sets out the Council's vision for the future, “fo promote
and enhance the social, economic and environmental well-being of the communily
through the provision of cost-effective, customer-focused services”,

To achieve this the Councll has identified the following principles that will guide ali its
activities:
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Making decisions openly and with integrity

Being accountable to the people of South Derbyshire for decisions

Involving the community in choices about services and local priorities

Being open and responsive 1o change

Treating people fairly and promoting equality of cpportunity in employment and

service provision.

Froviding reliable and responsive services to customers

= Working with pariners in the public, private and voluntary sectors to achieve more
than the council can alone.

e Ensuring that the actions taken are sustainable in the long term

¢ Valuing emplovees and the essential role they play in service provision,

e & % & @
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These chiectives were adopted to reflect the priorities of residents from a MORI
survey:

= The provision of high quality, value for money services

» The protection and promotion of the environment

a  Communily involvement in decision making

The objectives within the Corporate Plan are delivered through the objectives, targets
and cutputs within other statutory and deparimental plans and policies that the
Council adopts.
These include Communily Plan

Best Value Performance Plan

Crime and disorder gudit and strategy
Tenant participation strategy

Draft Homelessness strategy

Draft Anti- social behaviour strategy
Draft Supporting People strategy
Asset management plan

Capital strategy

Housing Strategy

HRA business plan

® & @ 8 & @
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The Businass Plan directly supports the Housing Strategy, and delivers some of ifs
key objectives (appendix 1). The Plan considers directly how the Council will involve
residents in decisions, who it will ensure compliance with the Decent Homes
Standards, and how it will implement Rent Restructuring. All these issues have been
addressed by the Business Plan Working Group established last year to consider the
options for the future of the council's housing stock, and the work of this group is
considered in more detail in the consuliation and information section of this Plan.

Clearly the impact of the strategic decisions on investmant made by the Councl
underpins the business plan, and housing is a priority for capiial spend to enable the
Council to meet its commitment to plans for improving its properties.

The Business Plan objeclives are interpreted into operationa! activity through the
service and team plans and are used io create individual targets for staff, for example
in the cash targets set for coliection of rent to maximise HRA income.
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3.

31

3.2

3.3

STATEMENT OF PURPGSE
Housing Service Vision

The vision of the service annual plan is "o ensure an effective and efficient housing
service, and o agree a long term housing strategy for the District with stakeholders,
o be defiverad with ifs partners”

Best Value in South Derbyshire

The Councit has produced its third Best Value Performance Plan, for 2002/3. This
reports in detail on performance in the delivery of a wide range of services over the
tast year, and includes housing relaled performance. [t also describes how the
authority intends o improve services in the coming year, with clear targsts coming
out of ihe best value service reviews and Service Action Plans.

The housing service areas already reviewed include Sheltered Housing and the
Warden Service, and the housing strategy and the enabiing role including allocations
(review underway May 2002). During 2002/3 the management and maintenance of
tha housing stock will be reviewed, followed by the cross cutling Community Planning
review iha following year. Cross cutting reviews provide information needed for the
Comprehensive Performance Assessment.

The Council was criticised for its Sheltered Housing Best Value review, and has taken
this on board for the future, improving processes fo include stakeholders in reviews,
and to ensure an external ‘challenge’ by external organisations at key stages. It has
also established, within the housing service, two new Improvement Task Team -
Housing Services and Asset Management — and these Teams will be responsible for
project managing changes identified in action pians for the service.

tinks and contributions to the Housing Strategy

The last housing strategy received a ‘below average’ rating by Government office and
the Council 2dopted an action plan to address the issues if faced, striving to improve
its rating within two vears. Since then it has undertaken a housing nseds review and
commissioned and received information on its own stock condition and compliance
with Decent Homeas Standards. The council has also adopted a much more inclusive
approach o deveioping its sirategy.

The Housing Strategy and Planning Group (a2 mulli - agency group, with
representatives of, different council depariments including housing, the Government
office (East Midlands), Registered Social landlords, estate agents, police, social
servicaes, Landiords, the voluniary secter and local residents) was launched and met
ir June 2002 1o review the strategic housing objectives. From the work of this group
the Strategy was produced.

The housing strategy seeks to “address the needs of South Derbyshire residents for
good quality and affordable homes, iocated in healthy. safe and pleasant
environments”.

The Strategic Housing Obiectives developed through the group are:

+ ldentify and define the housing needs of South Derbyshire residents

¢« Work with stakeholders to maintain and improve the districts housing stock

« Ensure that there is an adequate supply of homes o meet anficipated needs,
taking into account demands altered by new industry coming info the area.

= Ensure that vulnerabls people have access to approprigte and stable housing

« Provide high quality, customer focused housing service
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The council has worked with its pariners, and external assessors during the iast year
to assist it 1o achicve the 'fit for purpose’ criteria. It has an action plan to further
develop its strategy, and to tum the vision into reality in the medium term. To assist
with the longer term, the Councl and its partners are considering the merits of
undertaking a more comprehensive needs and demand study in the district.

The Council has built into this vear's strategy a methodology for monitoring and
evaluating its success, and as part of this will undertake an assessment of its own
strengths and weaknesses and those of ifs pariners in future years. Tenants will
continue to play an active, and important role in the strategy and its implementation.

Objactives of the housing landiord business

The HRA business planning group has agreed the following objectives for the
housing service, and has promoted these to &l stakeholders and through its website:

Finance

¢ To maintain a minimum working balance for the Housing Revenue Account of
£0.5m, with a target of £0.75m to provide more flexibility and choice in the future.

« Toidentify the costs to be covered by the "supporting people pot” by end March
2002,

«  Toimplement rent restructuring as required by 2012, in accordance with a
strategy agreed with members and tenants.

s To establish costs of reducing non-decent homes by one third by 2004, and
ensuring full compliance by 2010, and identify how these costs can be met.

¢ To coliect 100% of rent due from 2003 onwards.

e To maximise income to enable spend on repairs.

s To monifor the impact of Right to Buy sales on the Housing Revenue Account
financial position. ‘

Tenancy Management

» To set and publicise standards that the housing service strives to achieve, and
ensure that these meet customer aspirations by 2002/2003.

« Todeliver excellence in customer care through informed staff who take
responsibility for dealfing with queries/complaints, with [T systems which support
the delivery of services in 2002/2003.

» To deliver services in an improved physical environment, that demonstrates the
respect that the service has for its staff and customers by 2004,

+ To establish an anti-social behaviour policy in 2002,

Supported Housing

e To ensure adequate support packages in conjunction with care providers (o
maintain vuinerable fenants in tenancies in 2003

+ Toreview services with tenants to ensure their relevance bi-annually.

e Toresearch the housing and support needs of voung people in 2602 and to
enable provision from 2003 onwards.

s To medel financial changes, before and after review of schemes in 2002/2003,
and consider how these impact on both the Council and its tenants. To assess
the costs of schemes against other providers and seek value for money services.

Rent Setting

e Toachieve a new integrated IT system for 2003, which will enable rent
restructuring to be implemented,
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Lettings and Demand

e To re-let general rented properties within 4 weeks in 2002/2003, and 3 weeks
from 2003/2004.

« During 2002 o consider the appropriateness of difficult to let sheltered schemas
within the context of the Council's agset management strategy, and o consider
options for dealing with those that are unable to achieves a 4-week re-let time.

« To explore a more open ietlings policy fo maximise customer choice and lettings
in 2003.

Property Services

« To set clear standards of repair and target imes for works, by mid 2002, and
promote these to staff and tenanis to ensure consistent and appropriate sarvice.

« ‘To ensure that tenants are fully consulted/informed and have appropriate choices
for works to their properly from 2003 onwards.

« To analyse stock condition information and the impact of this on the financial
position of the Housing Revenue Account in 2002

« To ensure inspection visits made within agreed time scales in 2002.

To introduce an T repair diagnostic toot for staff in 2003/2004.

To muitt skill works operatives comwmencing 2002/2863.

To undertake options appraisals for voids over £2k from 2002 onwards,

To introduce a Quality Assurance System in 2002/3.

To establish during 2002 an appropriate asset management policy 1o provide a

framework for investment decisions and option appraisals.

s 1o provide tenants with 24-hour, 365 day a year access i report all repairs in
2003 with wider access to services via a call cenire and Internet.

&

& ® @ @

Best Value

= To review services fo ensure value for money compared to others.

= To set a programme of planned maintenance works for a roliing 3-year
programme, to ensure decent homes cornpliance, in consuitation with staff,
members and tenants, and publish this to all stakehoiders.

Management of Services

= To enable access to 365 day services through a call centre.

¢ To establish an integrated 1T system which will provide user-friendly management
reporis and enable rent restructuring during 2003.

e« From May 2002 to collect, and act on, performance information each month, and
establish rigorous systems of management.

¢ To establish an appointment system via an 1T system for all staif meeting with
tenants in 2002.

e To ensure staff training, information and appropriate management arrangements
for the effective running of the service in 2002/2003,

s Toensure that all staff have appropriate reviews and appraisals with clear targets
for performance from 2002 onwards.

= Torecruit and retain good staff and recognise the contribution and performance
of staff.

Tenant Participation

To increase tenant participation and establish one new group each year.
To ensure that tenants are involved in decision making processes.

To establish one "estate action plan” with tenants each year.

To set up tenant panels for reality checks reguiar service feedback in 2002,

& & & 8
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These obiectives have influenced the targets within this plan, which will be cascaded
to staff as appropriate into individual targets. A detailed annual service plan is
developed annually and the plan for 2003/4 will be developed in the Autumn 2002,
This plan will be developed from the strategic action plan within this document, and
using HRA priorifies. It will sat out how teams within the service will contribute to the
overall targets for the futura.

Landliord business

Since the last business plan the service received critical fesedback after a second
Housing Inspectorate visit following its sheltered housing review. The Council
suspended the Housing Services Manager in February 2002, and appointed
Pennington Consulting o investigate related issues and to undertake & service
diagnostic report and to prepare an action plan for the way forward. Following a
through investigation of the service a maintenance

inspector was aiso suspended by the Council.

The service diagnostic (summary of which is included af appendix 2} was considered
by the corporate management team and a Change and Improvement Plan was
agreed, attached at appendix 3. There has been considerable progress since this
Pian was adopted and staff briefed, and Pennington Consulting was commissioned
by the Council to provide further management support in the short term to assist with
the implementation of key projects within the document.

The key findings of the service diagnostic — which form the main actions in the
change management plan - were:

o significant evidence of low staff morale

o inadegquate support from senior managers

o longstanding tensions between some siafil teams

o high levels of sick leave

o evidence of a "blame” culture

¢ inadeguate policiss and procedures

o lack of performance monitoring/ management control
o inappropriate influence on staff by elected members

The main recommendations were:

o The establishment of a clear vision for the fulure agreed by stakeholders
and communicated to tenants, staff and members.

o Improved access to services including a housing call centre for housing
and repair enquiries.

o A focus on operational delivery through Improvement task teams,
performance meonitoring and some staff structure changes to facilitate
better team working.

o improved customer care fraining.

Eariier in 2001 a resiructuring of the service had been agreed, and this was fully
implemented in March/April 2002, with new senior staff in key posts and the
community warden service being operational. This made significant changes
predominantly in the sheltered and housing management teams. The new external
manager appointmants, and some internal promotions, have been successiul with a
rnew management team within the service being supported by the Head of
Community Services.

The Head of Community Services leads Housing services, Environmental Heakth,

Community and Leisure Development services providing opportunities for partnership
and community development work. The Housing Service employs 30 staff, who are

11
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nased in the Clvic Offices, and 28 wardens and sheltered housing cleaners. The
housing DSO employs 12 staff.

At present the housing services are currently delivered through 3 units with specific
responsibilities for Housing Partnership and Strategy, Building Maintenance, and
Advice, Liaison and sheltered housing. {Appendix 4 shows the existing sfructure] itis
fikely that this will change following the report from Penninglon Consulting, with 2
restructuring within the housing maintenance teams and support services envisaged
and being discussed with staff and Unions. Consideration is being given to splitting
the strategic and enabling role from the landlord service work to work directly to the
Head of Community Services and within the privale sector housing team.

As part of the development work with staff that the service has identified a training
and development programme is underway, including specific training for senior and
middie managers.

The Council operates an annual development and review programme, where every
employee agrees objectives and development needs which are designed fo improve
service delivery and personal achievements. The Council is also in the early stages of
assessment for the award of investors in People and has already achieved more than
50% of the required standards. The council recognises the value of staff, and that
they are key to the improvements that it wants to make {o services. Staff have been
enthusiastic about changes, and have welcomed a more inclusive approach to
decision taking and to sharing responsibility for service improvements.

3.8 Value of service - now and in the future
The Council knows from its best value review work and satisfaction surveys that its
services need to be reassessed and provided in a consistent way and t¢ a consistent
standard. it has established a residents panel of ninety four households which it will
use as a way of gauging satisfaction, and testing which services it needs {o review or
improve early in its programme. This assessment will cover costs, needs for the
service, needs for different setvices and how these are delivered and by whom.
37 Properties, the Decent Homes standard, and making best use of homes
The Council owns 3,608 homes throughout the District, 1,166 (32 %) of which are
sheitered. There are only 72 general let flats. Inciuded in this stock are 222 homes of
non-traditional construction.
Table 1 below gives the stock orofile.
Table 3.1: General Stock Numbers by Age and Type (South Derbyshire) as at
March 31 2002
Stock Pre 1845 19451864 186851974 Post 1874 Tola
1-2 bedroom and bedsit 185 826 500 845 2156
» hedrooms 415 2802 121 114 1452
MNon-traditional houses 0 63 50 169 222
and hungalows
Fiats up to 2 storeys s 152 178 4386 754
Flats 3 to 5 siorays 0 55 50 21 126
Total 800 1628 621 758 3608

The council has had a structured programme of improvements over many years, with
works focusing on [info from PJ o be inserted]

[Decent Homes information to go here when available]

2,300 properties, 52% of the stock, are located in the urban area of Swadlincote with
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the rest dispersed through rural parishes. Almost half of the stock was built during
the period 1945-64, with a further {7% prior o 1945

There is strong interest in the Right to Buy, with an increasing number of properties
being sold; 104 properties were sold during the course of the last year compared to
around 60 in previous years. The Council is losing properties mainly in rural areas. As
the council foses family homes due to the Right to Buy its sheltered housing becomes
a correspondingly higher percentage of its stock.

The Council has a policy of prioritising older person maoves to sheltered schemes
from its larger housing stock, both reducing under-occupation and releasing a family
house that can then be re-let. A formal under-occupation policy has been developed
as identified in last year's plan and an incentive to move scheme is being introduced
from the end of July 2002

The Council’s sheltered stock makes up almost a third of its properties and the
Council commits an annual sum, £250,000 for 2002/3, to fund adaptations required
by Council tenants, with the majority of this going to sheltered tenants.

The majority of this stock is in very high demand, although difficuities are experienced
in letting bed-sit accommadation, especially where these have shared bathrooms.
Some difficulties also exist with letting first fioor fiats where there is a large
conceniration of sheitered accommodation In an area. Properties are generally in
good physical condition although there is a recognised need to review the schemes
with shared bathrooms. Three option appraisals have been undertaken as identified
in last year's plan and members and residents are now being consuited about the
recommendations.

The Council wili make future investment decisions on the basis of its new HRA Asset
Management Framework. The results of the stock condition survey are fundamental
to the future development of this strategy and indeed in oplion appraisals and the
council has purchased and been trained on software which enables it to manipulate
data, and to update information as planned maintenance work is completed. The
integrity of decent homes compliance is therefore assured.

The asset management strategy promotes the take-up of Government initiatives such
as the Home Energy Efficiency scheme.

Key issues for the Housing Service

The Change Management plan identified significant problems including lack of
management conirol and absence of key policies and procedures that are now being
addressed. The report was endorsed by members and has received the Tull support
of staff at all levels and trade union representatives, This led to the launch of a
programme of change and improvement which will impact across the service. The
action plan will ensure changes including improved management and better
information, developing a clear vision for social housing, stock congition, rents,
human resources, listening to customers, lettings and sheliered housing.

The main issues identified for action {and the objactives arising from the business
plan.

Housing Division Service Plan

The service pian for 2002/3 {appendix 5} was drawn together taking into account the
following service related challenges. The next plan will be based on the action plan
within this Business Plan.

[
Ll
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¢« The need to deliver an improved, more customer focused repairs service
within existing budgets

¢« The need to increase the percentage of work carried out in a planned rather
than responsive way

e Integrating the Advice, Liaison and sheltered housing roles into & new unit

+ The need for a fully integrated housing management information systam,.

s The need to Implement rent restructuring, including IT implications

= The need to disaggregate the sheflered budget and implement the
“Supporting Pecple” regime.

s Increased tenant involvement in decision making

e invesligating long term stock management options

« The aim to improve the extemal assessment of the Housing stralegy

s Increasing the base information supporting the HRA business plan

e Improving arrears performance (current and former)

¢« Improved response to neighbour disputes

¢« Reduced staff sickness levels,

The Councii has assessed s services against the expectations within assessing
excellence and aims to meet these new standards within two years, with an
incremental introduction of new working practices and approaches, A siaff survey
was conducted to assess the gap between the standard and current practice and 2
summary of the resuits are attached {appendix 6) This reinforced the evidence gained
during the production of the housing diagnostic report, with awareness of polices
generally poor, and staff below manager ievel not feeling part of the policy making
ptocess.

Egualities

The district supporis the principles of services being available and accessible to all
sections of the community including black and minority ethnic groups who may
potentially be vulnerable and also individuals who are vulnerable because of their age
of particuiar support needs,

The council has not in the past comptlied with the CRE code of quidance for renied
housing but has committed fo using the opporiunily of & new housing management
information system to begin to collect this daia. In addition it will ensure that it can
meets its general duly under the Race Relations (Amendment} Act 2000

Consultation and information

A Housing Revenue Account {HRA) Business Plan Working Group was established in
November 2001 to consider business plan issues and housing stock options. The
group comprises key stekeholders, inciuding residents, staff and elected members
and has met monthly agreeing objectives for the housing service (attached at
appendix 7} which were tested ~ and then scored - against each option available for
the council's stock in the future.

The initial work of this group will conclude in September 2002 with a review of the
obiectives scored against each option available, together with the financial
consequences for residents and for the Council of each option. The group will then
make a recommendation {o Counclt based on these assessments and it visits to other
grganisations.

These options considered during this review included:

Retention of stock

Large Scale Voluntary Transfer
Private Finance Intiative
Trickle Transfer

® B & &
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= Prudential borrowing

» Arms Length Housing Management Company (with and without additional
funding)

s A mix of the options available (including redirecting available capital resources)

The Working Group's extensive pregramme of work is attached (appendix 8),
including the visits and discussions with other Councils that formed part of the review.

The Group considered the Housing Sirategy and HRA Business Plan for submission
in 2002, and this group will continue to develop the strategic direction of housing for
the Councit in the fulure.

involvement tools and processes

Tenant involvement has made considerable strides during the year, with tha
involvement of residents growing both in number and in the range of opportunities.
This work is supported by the dedicated Tenant Participation Officer post.

Since the kast business plan there has been significant progress including:

s An update and review of the Tenant Compact and action plan

e Revised tenant participation struciure, that is more representative and
democratic.

= TACT {(umbrella crganisation for tenant groups) became formally constituted.

« Four studies underway under the governments “Options for Action” programme.

« The development of dedicated Tenant resource centre underway supported by
funding from the Council.

» Continued financial support for local tenant groups

s Invelvement of tenants in regional initiatives such as the Derbyshire netwarking

conference, Derbyshire tenants forum and East Midlands tenant participation
forum.

TACT members involved in the recruitment of housing staff

nvolvement in Best Value reviews

Involvament in MRA business planning and stock opfions/ Housing strategy work
Development of revised customer charter (attached at appendix 9}

Tenanis delivering training o other tenants on participation initiatives
Tenants carrying out visits with staff to agree void standards.

Tenant membership of Supporting People Forum

Attendance by tenanis at feedback session on HIP submission {o government
office.

» Joint training with staff and members

e & ¢ @& & @& B B

Operational targets — achievements against last vear’s plan

The business plan last year identified actions that the Council wanted to take to make
improvements. Despite the operaticnal difficulties that it has had it has achieved
significant results:

a stock cendition survey has been carried out, and scfiware purchased o maintain
information. This work ineluded the external survey of 1009% of the siock with 0%

. k included the external survey of 100% of the slock, with 30%
internal surveys.
The process of considering the long-term future of some of the sheltered housing
schemes has begun, with option appraisal of 3 schemes taking placs.
A review of the managemaent of sheltered schemes was carried out which resuited in
changing the management arrangements from a residential to a community based
servics.

15
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THE INTERNAL AND EXTERMNAL ENVIRONRMENT
The internal environment

Meeting the decency standard

As set out at section x.X, x% of the Council's properties meet the decency standard,
*% fail the standard, x% are anticipated to fail within the period to 2010. The cosis of
meeting the standard were assessed during 2002 by Property Tecironics as £xxm.
The costs of addressing all stock condition issues cver the next 30 years is estimated
at xum. [to be completed when information availablel].

The resources available to the Council to address stock issues are set out below:

2001472 200213 2002/4 200415 Total
£fm £m £ £m £m

MRA 1.937

Capital pot

FESOUFCES

tUseable

capital

receipis

Proportion

of

Supporting

People

costs

MRA

reserve?

Other?

Total
These resources will be used {o fund works that confribute {o meeting the decent
homes standard, as well as environmental improvemenis and other works to meet
{enants’ aspirations as set out at appendix 1
in addition o its housing stock, the Council also owns 334 garages valuad at
501,000, communal areas in sheltered schemes valued at £654,000 and four shops
valued at £100,000. The condition of the garages is varied and as part of the asset
management strategy, their costs and benefits and future viability will be considered.
frequire confirmation from council that shops stili in ownership]

4,12 Stakehaolder perceptions and atifudes
Developing improved relationships with residents has been a priority over the last two
years, and the council has worked to addrass fesdback from the tenant satisfaction
surveys in late 2000, which identifled satisfaction rate with the Councll as a landiord
at 85% [compared to ODPM national assessment of 77% for 2000/01], with 83%
naopy with the opporiunities available to participate in management and decision-
making [compared to ODPM nationat figure of 60% for 2000/01]. The Councii has
worked extensively to improve involvement opportunities and will be surveying
tenants to establish the success of this work in 200273
Reguiar feedback from tenants is obiained after repailr work is carried out and this
shows [to be completed]

41.3 Service issues — strengths and wesknesses in performance
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The council now has a structure to monitor performance, described in detai
{appendix 10) and performance information is included. it has also identified
strengths and weaknesses in areas not monitored as set out below:

Strenigths

Positive tenant participation work, with good progress made and more involvement.
New external appointments fo the housing senior management team during 2001 and
2002,

Good understanding of stock condition, and good delivery of programmed repairs.
Development, with tenants, of new customer Charter, sstting new standards.

Weaknasses

Poor service delivery in some areas.
Lack of policies and procedures
Poor management controls.

Staff resources

As part of the restructure of the sheltered housing service a new post was created
during the year, dedicated to managing and developing the sheltered housing
service. In additional an additional tenant liaison post was agreed, and a new
member of staff was appointed to this in June 2002.

internal reviews
Best Value

The poor review of sheltered housing in 2001(No star and unlikely to improve) has
attracted widespread comment locally and in the housing press. A complete review of
sheltered housing has been undertaken and a programme of improvemenis begun.
The Council has learned lessons from this review and the feedback i received which
it is applying to improvements across the service. Preparations are already under
way for the maintenance review next year, in advance of the formal review process.

Reality checks

Reality checks were carried out as part of the Housing Inspectorate review of
sheltered housing and the diagnostic report for the wider service. The feedback
showed that staff are polite, friendly and helpful, but that the repalirs service response
can be disappointing to customers. Feedback on the community warden service was
extremely positive. Reality checks continue with resuits being fed back fo managers
and Commitiee.

Cifizans Panel

Research was also carried out using the Citizens Panel. In January 2002 a survey of
1000 households asked sbout the housing strategic role. This showed overall that
little was known about the Council's sirategic and enabling role, with affordable
homes being identified as the highest priority.

A previous tenants survey undertaken in 1986 ideniified the following service
pricrities in South Derbyshire, and these have been addressed in the action plan. A
new survey will be undertaken in 2003 to ensure that tenants priorities for the fulure
continue to be understood and addressed:

e Anti-sccial behaviour policy
+  Tenant consuliation

17
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Dealing with complaints

Local neighbourhood issues
Customer care

Tenancy conditions/ agreements
Environmental improvements

& @& @& @ &

Parformance

The Council uses performance management information as one of the ways of
seeking continuously improving services. A revised set of performance indicators
has been developed and is attached {(appendix 10}, This information is monitored
and reported to senior managers and committee on a regular basis, and is used to
determine any corrective action required to improve performance in any area.

The table below shows the best value performance indicators for the housing landlord
service.

Table 2: Comparative Performance

Doucrintion Parformances Targst

899/60  2000/0 200172

1 (e)

85a Housing Management Cosis  £7.01 £7.58  Not £8.50 £8.06
{week) avallable

650 Housing Repairs Costs £13.98 £1161 Not £14.00 £10.33
{week) available

&6 Rent - arrears as proportion . - 1.92% 1.88% 1.75% 1.80%
of rent rall

58 Average time to re-let homes - 335 32.8 25 28
(days)

69 Percent of rent lost from - 1.68% 2.18% 1% 0.80%
voids

72 Percent of urgent repairs in 97% 859% 85.4% 100% 97%
Govt. time limils
An assessment of performance against national average based on benchmarked
data for the financial year 2000/01 shows that South Derbyshire performed well with
regards to arrears recovery (88.2% collection compared o 87.6% for the average of
the audit group, and 87% for NW Leicestershire.] South Derbyshire also outperforms
the national (top quartile ) average with its housing management costs, even though
these costs are increasing slightly as right fo buy sales increase.
However, in terms of veid turnaround and repairs performance the autherity is under-
performing and this is an area where it is putting considerable work into improvement
and action plans,

4.2 The External Environment
421  Political issues

There are many political issues that have impacted the Council and its ability fo
remain a viable social fandiord. In particular the decency standard, rent restructuring
and implementation, increased public scrutiny, tenants choice over housing and the
options for increasing stock investment.

The Council has acknowledged the benefits in the Government's proposals on the
separation of landlord and strategic housing functions, and sees this as a way to take

18
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a more focused approach to the management of the housing stock.

The Council is aware of the potential impacts of a regional assembly proposals and
the potential change in relationships with other agencies such as the Housing
Corporation and Government Office. The decision on the legislation to allow the
creation of Regional Assembiies will shortly go through due parliamentary process.
The Council will use this time to agree a political position and lead on the concept and
potential impact of a referendum taking place and a 'yes' vote being oblained.

From July 2001, the Council has adopted a revised poiitical management

structure based on three main policy commitiess (Finance & Management,
Community Services and Environmental Services), a Development Controf
Commitiee, a Licensing and Appeals Committes, an Overview Commiliee, two
Scrutiny Committees (Corporate and Community) and a Standards Committee. This
structure operated on a trial basis for a year and in May 2002, the Council confirmed
the continuation of this structure on a permanent basis. The implementation of the
new structure has recently been the subject of a review by the Council's external
auditors, who concluded that "the Council has responded positively o the
modernisation agenda by introducing its new arrangements in interim form prior to
their formal adoption. We are very impressed by the extent of innovation in
developing the overview & scrutiny function. There is much to commend here and we
would encourage the Council to continue to build on these foundations.” The Councll
has now approved an Action Plan for implementing changes to the constitution, as
identified by the external auditors and the Overview

Commiltee.

Rent restructuring

The Council's initial assessment of the impact of rent restructuring oversll is that it
has minimal impact, if the implementation is introduced in equal increases and
decreases in rent for those above or below the target. The impact for individual
tenants has been assessed and reported to Committee in July 2002, and 2
programme of information provision with tenants has been agreed (report now makes
clear rec on implementationt).

Technology and the £ Government sgenda

The Council is already working towards implementing the vision for accessible local
services autlined in the White Paper Strong Local Leadership — Quality Public
Services. The housing service is committed to making its services as widely
available and cost effective as possible, and is enthusiastic about the opportunities
that improved information technology offers. The service has an action plan that sets
cut its coniribution to making all services electronically available to cusiomers by
2005,

in line with the principles set out in the White Paper and the consuliation paper’ g-
qavidiocal Towards a national strategy for local e-government — a consultation
paper’, DTLR April 2002, the council seeks o ensure!

National standards and clear accountability - performance will be shown against
targete <0 that people can see how S8rVICes compars

Devolution — giving local leaders responsibility for delivery and delegation to front line
staff the ability to make improvements

Flexibility — to aliow action to improve services

Choice — for all consumers of public services

The Council submitted its Implementing E-government Statement as required and is
investing in improved [T systems and support that will bring benefits 1o residents in
the future, however this places additional costs on the Council for coming years.
During the last year the service has provided staff training in IT systems and
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increased the use of electronic diardes, and email which is now available to 61% of
housing staff. During 2003/4 the Councit will introducs a new integrated housing
system to enable it to cope with rent restructuring arrangements, it is expected that
this will cost in the region of £250%

Socio-cultural issues

People in need of any form of housing including social housing are becaming more
discerning and discriminating about where they want to live. The appearance of the
jocal environment, ifs image and public perception, the quality of local schoois and
amenities are all-important issues in determining where paopie live.

Prospective tenants do have choice and the Government is eager that that choice
should be enhanced. The Council is only one of the social housing providers in the
district and recognises that it operates in a market where it has {o ensure that its
housing is of a quality and at a price that is competitive and affordable.

Demand

The housing demand and neads survey commissioned by the Council in 2002 shows
that generaily demand for council properiies is healthy, except for three sheltered
schemes which are now being subject to option appraisals as set out below.

Empty properiies account for 2% of the Council's stock, and 40% of these are
considered to be difficult to let. The Council is addressing the issue of vacant
properties through a range of methods including infensive asset management,
selective intervention, active marketing of difficult to let properties, and letting to
alternative client groups. There is however substantial demand for properties in rural
areas, and it is seeking 10 protect rented housing for local people in villages by
considering the trickle transfer of properties in these areas to an RSL. (as part of the
HEA BP groups’s deliberations?)

It will also continue o identify those properties that are a financial burden as well as
in unpopular areas, and underiake option appraisals fo determine the future of these
properties. This process has already begun, with studies taking piace on 3 sheltered
housing schemes.

Rethinking construction

Rethinking construction set out five drivers for change; committed leadership, focus
on customers, product team Integration, quality driven agenda and commitment to
people. It also identified key areas of performance, which were to be measured if real
improvements were 1o be made.

The proposals in the consultation document Relhinking consiruction accelerating
change seek to identify barriers so that changes can be embraced. This identifies the
important of new technology, sustainable construction — whole life performance - and
the rcle of design in delivering good products.

The council shares the vision of the three drivers identified to secure continuous
imnrovement within the paper:

The need for client leadership
The need for integrated teams
The need to address people issues, particularly health and safety

The housing maintenance service is committed to best practice, innovation and to
promoting respect for all within ifs practices. The consultation paper seeks fo
establish 10-12 key targets during 2002, and the council is commitied to adopling
these, where relevant, within its maintenance and improvernent function and o
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42,10

reporting on progress,
Competition

There are few other housing providers with substantial stock in the area, with only
476 homes owned by Registered Social iandlords. The Council provides almaost all of
the sheltered housing in the district. Whilst this is a benefit in that many local people
thersfore access social housing through the Council, i is also a disadvantage in that
it has allowed the Council fo become complacent in the past and this has led to an
under-investment in modermising schemes and work practices. The council is also
now exposed to risks of decreasing demand for sheltered schemes, and is aware that
it needs to monitor this closely as well as implement improvement schemes in those
developmenis that are viable in the long term.

Reqgistered Social Landlords

The Council works in close parinership with the nine R8L’s operating in the area and
with the Housing Corporation to ensure the continued supply of guaiity, affordable
housing.

it will in the future regularly assess the housing market and the changing pattern of
demand and aspirations to enable it — with other providers - {o determine who is best
placed to meet housing need as it arises rather than see an over supply of certain
types of housing.

Private rented sector

The private renting market makes about 400 lets a year in the district.

Cwner occupier sactor

The owner cccupier secter takes up more than 87% of stock in South Derbyshire and
is seen by many o be the housing option of choice. The cost of home ownership
means that many are in need of social sector housing or housing within the rented
private sector.

Supporting Feople

The service is committed to the effective implementation of Supporting People from
2003, and seeks to improve the strategic commissioning of tenancy related support
across the district in relation to its own and county pricrities. To deal with the issues
raised by the Supporting People framework, a Core Strategy Group has been set up
in Derbyshire, which includes all District Councils, the County Council, Probation
Service and Health Authority. There is also a Supporting People Forum, &
Commissioning Body and Supporting People Team working alongside the Strategy
Group.

The Council is reviswing services and costs of supparted housing provided in the
district to prepare for the new Supporting People regime and has identified £xx [to be
confirmed] relating 1o the support service costs and the amount of pooled rent
income financing support services.

In the short term the HRA will benefit from this income as costs will be met from
elsewhere, howeaver in the madium fo long term it recognises the need {6 review
services and costs to ensure that its provision is in line with the needs identified by
the County. The risk to the Council's present funding and business arrangements are
considerable given that sheltered properties represent about one third of it portfolio.
The service will be putting into place an action plan and risk minimisation strategy
over the next six months.

B
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The review has also identified gaps in provision including housing for young people
and those with mental health problems.

4.2.11 Demographic data

9% of households have a head of household over 75 years, with 15% of unfit
dwellings have a head of household over 75 years. .

4212 Housing need

Housing targets are set for South Derbyshire within the Derby and South Derbyshire
structure plan. In 2002, a balance of 2457 units remains outstanding.
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Action Plan

The pricrities set out for the future will be met by the actions set outin the related
action plan which is aftached at appendix 11.

Analysis of options fo achieve the action plan and priorities

The service is aware that there are always options in how priorities can be
addressed, and it is committed 1o considering these options and selecting the most
appropriate in terms of cost efficiency, customer satisfaction, and viability. The
stages that are used in appraising options are set out in a short pro forma for
managers. For the more complex or larger projects this will include a test to
determine the robusiness of the option SWOT (Strengths, Weaknesses,
Cpportunities and Threats) and PEST {Political, Economic, Social and Technological)
analysis. Osptions will be subject o a variety of the following; objective achievement
tests, feasibility tests, financial tests, dependency tests, the 'what if test, and testing
against scenarios.

This methodology should ensure that the council achieves the best resulis possible
within the options that it has to address priorities. In addition the Council aiso expects
that options will be considered against the criteria set out in its Capital Strategy where
all schemes are expected % meet corporate or service objectives and are tested
against the following core criteria sumrmarised balow:-

» Sustainability — whether the scheme costs are reafistic and the level of future
support required

» Additional Funding - Potential fo draw down exiernal funds and enhance
Council investment

»> Strategic Importance - Links with Councll, regional and naticnal objectives.

Monitoring and evaluating framework
Monitoring

The action plan {and the subsequent Service Plan and Team Plans) will be monitored
by the relevant Improvement Task Team to ensure progress against actions
identifiad, key dates, spend profiles, and outcomes based on the reports to be
submitted bi-monthly by the lead officer responsible. Schemes may be visited if
appropriate a5 part of a quality audit process. All projects that contribute to the action
plan will have success criteria identified, and these will be part of the nexi stage,
measuring success.

Measuring success

The councit will use a variety of the following methods to assess the successof a
project:

Compare performance against targets

Feedback from service users and partners (through a variety of media)
Feedback from governmaeant

Success of bids for funds

Comparison of actual completion date to original date

Benchmarking against other comparable schemes/councils

VYV VYV Y
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Evaluation

The council will consider:

A\

LA

;Y

b2

How the information available about the ‘before’ has improved since the project
was commenced/finished. {Statistical information/indicators will be provided by
lead officen)

Has the project met its objectives?

What impacts has the project had ~ positive/negative

What demonsirated improvements are there for beneficiaries as a direct result of
the project?

VWhat has the project cost compared to other comparable schemes?

What are the reasons for success or failure?

Assessing the impact of the policy

The council will undertake this assessment in spring each year in preparation for any
update:

‘}\

>

%

There will be a measurament of the impact of the strategy taking info account
other contributors to suceess. Non-programme factors will be considered by
using control groups, matched samples or statistical modelling where possible.
This will eliminate the amount of the achievement that would have happened
anyway {(due o other factorsfinvestment]).

Performance indicators will be used {inout, process, output, cutcomes) as
appropriate.

Comparison to National and Local indicators,
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6.

5.1

5.2

8.3

£.4

8.5

6.8

6.7

6.8

DETAILED FINANCIAL INFORMATION
[to be completed by Paul once Kevin Stackhouse completes model]
Resources and funding sources by option
To be completed once options are confirmed
Key assumptions
Key outputs from financial modsiing
To be inseried once modelled information agreed
Financial ratios and unit cost information
To be inserted once information agreed

Unit cost trends

To be completed once unit costs agreed for the year and then to be compared to
previous years and ideally to other organisations where benchmarking figures are

avaliable

Sensitivity analysis

Analysis and impact of changes to key assumptions
To be rewritten once all key assumptlions identified

Risk management

To be inserted once all financial and related risks of preferred options have besn

avaluated.
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7.4

7.2

7.3

MOVING THE BUSINESS PLAN FORWARD
Review of sirengths

The service has moved forward positively, improving its work with tenants and the
opportunities they have for being actively involved in decision making. A starthas
been made on updating policies and procedures, and this is addressing areas of
previous lack of management control and accountability.

Through recognising the need o change, stakeholders have begun o develon a
positive action plan, and have begun to address the basic information reguirements o
ensure that the service make decisions on an objective basis, and appreciates the
value of its service {o tenants.

The HRA Business Plan Working Group plays a pivotal role in the fulure of the
service and this will continue, being strengthened by wider representation. The
improvement Task Teams — housing services, 1T and asset management, will be
developed to include tenants and members in fulure, and play avital role In
monitoring the progress of action plans, and in making recommendations to
commitiee about updated policies and procedures.

identification of areas requiring further work

The Council is aware that is still has a significant way to go in addressing the issues
faced by its housing service, however it is committed to ensuring that it has the
management capacity to achieve its obiectives, and that it project manages action
pians o ensure that they are addressed.

The strategic role has been developed over the last six months, with the formation of
a group specifically to enable pariners to contribute. This will continue, led by the
Head of Community Services, and possibly in parinership with a seconcee from the
private secior.

The future of the service will be assured by its managers, and a fraining and
davelopment programme has been started which will continus over a two year period.

information gans

The Council can now identify the information from ifs performance that cannot easily
be provided at the current time, and it is putting into place a number of databases o
help in the shori term untll a new integrated 1T system is commissioned in 2003

The Council is aware that s housing needs information is not as comprehensive as it
should be, and it will therefore be commissicning a further survey over the next 2
years, this will alsc be supplemenied by a demand survey, to establish the viability of
the landiord business over the long term.

The council lacks information on housing demand for sheltered schemes and will
undertake a spedific plece of ressarch during this year to help with its decision on the
futire of some of its less popolar sheliered schemes. This will include information to

enable the councll to understand how the public percelves s housing services, and
aspirgtions to move intc council owned shelfered accommodation in the future.

The service would also be assisiad if it had information about the services that its
tenants require in the future, and a tenant survey will be undertake in 2003/4 to
assess satisfaction with existing services, and the need for new provision in the
future.
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7.4

The stock condition survey for the Council's stock has been received and it is aware
of compliance with the decent homes standard. However, the survey provides a
considerable amount of information and enables it to consider the most appropriale
ways of putting together programmes of work which are cost effective, meet the
decency standard but also incorporate tenants aspirations where these are in addition
to criteria in the standard. Over the next three to six months the Councit will develop
its understanding further and will work with tenants and members to model the most
appropriaie approaches to fulure improvements.

Stakeholdsr involvement and consultation
The Council has made significant strides in ifs involvement and consuliation, and

during the next year will specifically consider if its tenants should have voting rights at
Community Services Committee on housing issuas.
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feedback including future services/support requested by fenants, the allocations
process, housing benefit and welfare advice provided, paying methods for rent,
access to services and rent restructuring impiementation, needs of vuinerable tenants
- oider, with disabilities, those fleeing domestic viclence, asylum seekers and black
and minority ethnic residents.

The council is aware that it cannot provide excelient housing management services
unless it has policies that reflect legislative changes and good practice. It has
reviewed all its poficies and procedures to ensure a bi-annual review, with updating
when good practice or legislative amendments require. The Council's review of s
policies is setf out in the action plan within this plan.

The Council aiso recognises the importance of staff who have had appropriate
training, including professicnat development and customer service skills. This is
achieved through performance reviews, work appraisals, and structured training.
These principles will be embodied in the process for achieving the “Investors in
People” award.
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APPENDIX
Performance Indicators

Local authorities are required to gather and publish details of their performance
annually as part of the drive for efficient public services and Best Value. Guidance
and nationai Best Value Performance Indicators {BVPI's) are set out for 2002/3 in
“Best valua performance Indicators for 2002/3 Feb 2002 (ODPI)

Local authority’s are required to use a range of P.I s including those nationally set
and those considered appropriate o measure local performance. National indicators
(BVPI's) are set by the ODPM but the frend is to keep these to a minimum. Instead,
authorities are encouraged to develop a range of local indicators which address their
own issues, pricrities and cancems. Local performance indicators measure local
performance and the responsiveness of authorities fo meeting local objectives, and
are used by the counci to drive improvements.

in setting iocal performance indicators, there is a need {o address a combination of
factors:

+ Business critical issues are crucial. This includes issues relating to income and
expenditure, eg. rent arrears, and government requirements such as implications
of the "decent homes" standard,)

s Indicators should also address priorities from residents, staff, and members.

= Corporate chjectives should be addressed.

« Systams need {o be established to collect data.

The housing areas on which government places particular importance are decent
homes, homelessness, race and housing, reducing reliance on bed and breakfast,
affordable homes and low demand and abandonment. The councils BVPU's are
structured to captura this information to enable it fo moniter and improve
performance. it alsc has local BVPI's to monitor quality services delivered, sick leave,
voids performance and budget spend.

For the Councll, expanding the range of indicators, and developing stretching fargets
is seen as a key component of the improvement process that has recently been
launched within housing services. These indicators have been divided into 3 groups,
monthly, guarterly and annual indicators (as aftached). This reflects a combination of
relative importance and avaiiability of sufficient significant data. Managers and team
leaders have been involved in the development of these indicators.

Performance indicators
These initial indicators and targets are a starting point, to be regularly reviewed and

updated taking intc account trends that are identified and the changing priorities of
customers.

Monthly performance management information

e
Total rent arrears (sum)

Current rent arrears as % of rent roll

Arrears attributable o housing benefit

Former tenants arrears £

86a

Progortion of rent collected (cum)

Number of evictions of rent arrears

Rent foss % due to voids (cum)

Mumber of management volds at month end (cum)
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% of stock void (mgh}

Number of non-management voids at roonth end

% of stock veid (nor-maty

Number of relals in month

Nomination requests from RSLs

Average relet fimes all properties (days)

Average relet imes sheltered (days)

Average relet imes general (days)

% of voids let within 4 weeks

Time taken to process applications

% of emergency repairs completed within target

% of non-emergency repairs completed within target

185

o, of routine repairs where contractor appointment made and kept

Number of repair orders Issued

Number of repair orders not completed

% of repairs post inspeacted

Rental income £ (cumulative)

Maintenance spend

Maintenance spend % of budget

Tenant participation spend

Salary and on costs {cumulative)

Number of housing management complaints

% responded o in timescale

Number of maintenance complainis

% responded 1o in fimescaie

% of member enguiries dealt with in timescale

Number of tenants not receiving regular visits

% of scheme fire alarms tested once a month

Number of calls to central control answered within 80 seconds

Number of new lifeline clienis

Number of staff taking sick leave in the month

% of days lost through staff sickness

Quarterly performance management information

Staff at absence trigger points % withcut review

Average iraining days per member of staff

% staff having work review/PDR

% staff without personal achievement targels

Average days absence per member of staff

Number of applications

Number of sales

Applications determined within 33 days

183

Average length of stay in B&B and hostels

Mumber of households using B&B {cum;}

Average rent per dwelling

Rent written off as not collectable

Manner of tradesman %

Satisfactory outcome %

Waork completed on time %

% of claims turned round within 4 days (cum)

Number of claims

Number of properties without current gas ceriificate

Spend against budgetasa %

% of carrespondence responded to in 10 days

Number of tenants atiending training/consultation seminars

Number of recognised associalions

Tl

3
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Number of TACT mestings with officers and or councillors present
% of housing stock covered by recognised resident groups
Number of infroductory tenancies ended by SDDC

Number of live ASEB cases

Annual performance management information

Average weekly repair cost per dwelling

184a Proporiion of homes not meeting decency standard as at1.4.02
184h % change in proportion of non decent homes April 2002-April 2003
53 Average SAP rating of LA owned homes

Average wailing time for adaptations

% of total repairs budget spent on responsive warks

T4 Overall satisfaction with services provided by landlord (1) overall (2) BME
residents (3} non BME residents

Satisfaction of sheltered tenanis

Satisfaction with opporiunities for participation in management and
decision making

Parcentage of RSL nominations taken up

Annual stock turnover %

64 Adherence to CRE code of practice in rented housing and {ackling racial
harassment

Average weekly management costs per dwelling

Minimum working batance of £0.5m

% above or below budget

The service is required to sef targsts for national Best Value performance indicators

and has already done this for those housing indicators that form part of the Council's
Best Value Performanece Plan, and these will be used to menitor performance in the

future and are included in this report.

The government expects council's to achieve a level of performance equivalent to the
top twenty-five percent performing authorities by 2005 in those areas where # has set
national targets; rent collected, rent loss due o voids, average relet time in days, % of
emergancy and non urgant repairs completed within target. it also requires councils
to meet the decent homes standard by 2010, with an interim target in 2004 of
reducing non-decency by one-third from the level assessed at 2001,

Targets will be set in all areas over the next couple of months as information on past
performance is gathered, these targets should 'sireich’ those involved in service
delivery but should not be unattainable, and should take into account the resources
available in these service areas. In some areas, for instance reletting void properties,
the service will need to do a considerable amount of work, and to introduce new
systems and procedures which take some time to do, before significant performance
improvemenis can be made.

The cofiection of information and setting of targets is merely a way of establishing
performance at any point in time, the value of performance management information
is that it enables sctions to be identified, appraised, and implemented to improve
service in areas that seem io be under-performing, or to understand why other areas
perform well. The Audit Commission report Acting on facts; using performance
measurement fo improve Local Authorify services May 2002, confirms expectations
that Council's will be able o demonstrate that they have considered and acted on
performance information ~ not merely collected it.

The targets set in areas of the service will be included in this year's business plan
where availabie and in future year's plans, and will be cascaded down to managers
and staff so that all involved are clear how they contribute o the overall servic

L
tad
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improvements required.

Benchmarking with otherg

The service is also investigating the benefits and costs associated with membership
to a benchmarking facility for housing services such as those offered by Housemark.
This would give members and staff access to comparable information to enable the
council to understand its performance against that of many other local authorities, as
well as providing access to good practice information and briefings.

Benchmarking is not just a financial exercise, although cost is an important driver in
services, it is not the only one. Benchmarking satisfaction and demand is just as
relevant as benchmarking the costs of services compared to others. The value of
comparing services is that those leading the field can be identified, and the reasons
for better performance considered ~ rather than constantly ‘re-inventing the whes!’
this enables organisations to leamn from cthers, and adapt procedures or solutions o
suit their local circumstances to improve performance.

Imolementing the nerformance information framewaork

When considering the performance information framework it is necessary to
acknowledge that the Council does not have an integrated IT system which will
readily produce user friendly reports, indeed some of this information cannot be
obtained at all without considerable manual manipulation of data. However, a
specification is being drawn together for a new T system which will integrate repair
and housing management information and provide valuable performance
management cutputs, and it is anticipated that this system (which will include the
requirement to provide this and further performance information requirements in the
future) will be in place in the next finansial year.

in the meantime the service is to establish a stand-aione database to provide
information on voids and lettings, and to monifor complaints and other information in
similar databases that reduce manual work in collating statistics, Staff training on
these systems has been, and will be provided, as they are operational, and
information sessions are being run for all staff through team meetings about the use
of this information and its value {o the service.

It is expected that 2l this information (backdated fo start from April 2002} wili be
gathered incrementally until it is fully available by Decemnber 2002, at which time staff
fraining will also be complete.
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APPENDIX
Assessing excelience in housing management

The Audit Commission published a framework for assessing excelience in housing
management in response 1o the Government's ALMO proposals. It applies to all
housing authorities and ALMOs, and was used by the Coungll to test its housing
performance as part of the preparation for the Business Plan to be submitted in July
2602,

Housing excellence seeks fo ensure that housing is well managed, tenants well
treated and recelving value for money, and that there Is a reasonable sirategy to
tackle disrepair for its stock by 2010, In is best value work the Audit Commission
looks for a rigorous programme of service reviews, evidence of improvements in
quality and value for meney, and that the four C's of best value - chaliengs, consufl,
compare and compete- have been applied.

The documeni sets two fundamental issues for the service {0 address:

+« How good are the services being inspected
e Wil those services improve

The Council has been addressing these questions and others set out in the
document and in Seeing is believing (1) and has used these issues to review its
service from a number of perspectives:

s Staff in the service were asked their opinions through [detailed guesticnnaires,
conferances, team meetings, structured workshops]

= Tenants were surveyed through a range of media [examples here of best value
reviews, use of realily checks, deskiop analysis, review of complaints, feedback
groups, tenants or other panels, staff involvement, member invalvement, external
chalienge, expert assistance with scoping reviews, focus groups, ohservations,
visits to property, interviews with key stakehoiders, customer surveys, fraining for
staff in best value techniques]

The results of this rasearch has fed into the action plan included within the business
plan, and ensuras that consuliation and comments directly influence service
improvemenis for the fulure.

This action plan takes info account the DTLR requirement for the service to meet top
guartile performance by 2005 for a range of indicators:

London Metropolitan Unitary District Councils
Boroughs Boroughs Agithorities

BVPI 68 ~ 42 28 28 25

average time o
refet homes

{days)

Percentage rent | 99.3 g8 892 888

colisciad

Hent loss
through voids

e
oy
(=}
e

2.6% 1.4% 1.1%

.
[+

Repairs within 91% 93% 4% 96%

government

times

DTLR recommends the use of the Housing Corporation/NHF STATUS survey to
gauge tenant satisfaction with services and the Council intends to survey tenants in
2003 io supplement its earfier survey. in addition the Council s discussing with its
stakehoiders the information that it can obtain to provide it with other more focused
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