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Reason For Exempt

The report includes information on staffing and confractual issues.

Hecommendsations

Members note the progress achieved through the Housing Change and Improvement
FProgramme as detailed in the report.

That the proposals for meeting the costs of further implementing the programme up
until December 2002 as detailed in the report at 442 are approved.

.
That the situation is reviewed in December ag?{d a further report considering any
further financial implications is considered by Members at this time.

Purpose of Report

The report sets out progress made by the Housing service in implementing significant
changes in accordance with the change and improvement programme previously
reporied to Members and considers the detail and costs of further implementing the
programme.

Dietall

Members received a report at their last meeting detailing progress on the Housing
Change and Improvement Programme. An update on the current position is provided
tater in this report.

Pennington were commissioned to provide interim management support to the
council to support the delivery of the first stage of the programme in a way which built
the confidence and skills of staff across the Housing Division.



4.4
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4.7

4.8

This work has delivered the following outputs:

® 2002 Housing Revenue Account Business plan

® outline project plan for an integrated IT housing system to support rent
restructuring

s finalising Supperting Pecple budget disaggregation and progressing Supporting
People preparations

e contribution to the 2002 Housing investment Programme and “fit for purpose”

review of the 2002 housing strategy

an Asset Management strategy

Customer Charter and performance management framework

option appraisal reports for three Sheltered Housing schemes

a framework for Sheltered Housing scheme audiis

environmental improvemenis {o the offices

% & & @& @

During the three monih contract Pennington also provided senicor managemeant
support and technical advice 1o the Council on housing issues, Committee reporting,
day to day support and directions to housing staff and significant work on staffing
investigations.

Pennington have worked with Managers in the Housing Division to review and deal
with sickness absence and o support recruiiment to vacant posts. This has resulted
in two members of staff returning to work from iong-term sickness absence and the

recruitient of a new Tenancy Liaison Officer, a Homelessness Officer and two BSO
tradesmen.

The ongoing absence of the Housing Services Manager and the absence of front line
staff, particularly in the Building Maintenance Unit, will require further extemnal
support and expenditure in order to maintain the significant progress that has been
achieved so far. The fable below summarises the current position on staffing
absences in the Civic Office based staff in the Housing Division. These absences
include vacant posts, sickness absence, maternity absence and suspended staff.

Management level 3 |

Operational Level |3 E

It is therefore proposed to extend the confract with Pennington until the end of
December 2002 to concentrale on accelerating and supporting progress and
improvements within the repairs and maintenance service.

Pennington will lead a mini "Best Value” review in repairs and maintenance and
provide monitoring and mentoring of maintenance staff up until the end of December
2000

L A i)

The will deliver the following outputs by the December 2002:

® improved management controls in place with regular reporting and an audit
framework

® Appointments for all works/surveys available for tenants
® Review of key policies and procedures including staff training
® Application of void procedures to reduce void turnover by 10 days



e Agreed new structure for the repairs and maintenance servcie and review of all
iob descriptions and competencias with staff tesied against these

® Surveys of tenants operating with 5% increase in satisfaction achieved in three
months T . .

® Auditable tendering procedures and reporting as appropriate

@ Review of efficiency of D3O in comparison to alternative providers

& Mini review and challenge of existing servcie provision, costs and practices

4.9 If Members approve this report the Change and Improvement Programme will be

updated to include these more detailled improvement areas for repairs and
maintenance.

410 Members will recall that the Change and improvement Programme already includes
: an objective of agreeing a new structure, including defining area inspeciors roles,
within twelve months. Pennington’s further work with the council will support this. The
restructure will extend beyond repairs and maintenance so that a clear focus for
Tenant Services is built into the structure of the Housing Division. [t is intended fo
orogress the restructuring in September in order to achieve stability as socon as

possible. Consultation on any structure proposal will be carried cut before bringing
recommendations to Members to consider.

4.11 It is anticipated that to address these issues untit December the Council will need o
commit the additional spending estimated as follows:

affing to cover long

o}

term absences and December

vacant posts (agency

staff)

Management support £12,000 To Efficiency savings across
and direction to Building December HERA

Maintenance Unit and
project management of
specialist areas change
and improvement
programme (Pennington)

[T Project Management | Estimated To ' Ring fenced HRA reserve
support to start £5,000 1o September | and SP disaggregation
implementing proeposals | Becember 2003 windfali
for integrated computer
system
Support presentation of | Estimate £1800 | As required | Efficiency savings across
disciplinary hearing HRA
{Pennington) o
External challenge fo SH | Estimate £2,000 | By Efficiency savings across
Best Value preparations November HRA

2002

In June 2002 this Committee agreed changes to the HRA to cover the costs of
implementing and supporting the Change and Improvement Programme until the end of
July 2002. They asked that the situation be reviewed in July with a further report

considering any further financial implications being brought back to Members for
consideration.



The additicnal work detailed above will require further expenditure which is not contained .. ,

within the budget. The following table shows the recommendations for meeting these costs
i 2002/3

| £5000 | £27,000

1 £19,185

5.0 Change and Improvement Prooramme

5.1 The table below sets out the actions identified for the first six months of the
programme, and progress  made during  the first  three  maonths:
YWithin VWithin Within Target achieved?

1 month Imonths | 8 months | Comments

Set up interim management support

process

i S
Member enquiry central service setup | N
Set up performance monitoring N Y
Regular team meetings for all staff A A
improvement task teams established N A
for I'T, housing services and asset
management
Review the complaints procedure and +f In prograss —
set up a dalabase completion mid
Sept
Arrange access o siaff diaries for N +
appointments
Set interim service standards and A !
customer charter i
Service policies and procedures raview ~ Timetable agreed

and reviews
being progressed

Finalise supporting people budget
lssuesg

v

Written procedures for all areas of work

Vil follow work
on policies

Devolved budgsts to officers

Being piloted with
~F t oy rd oy

develop housing strategy

Set up a housing strategy and A A
parinership group to develop 2002

strategy

Gross departmental working group o A +

Fians for surveys 2003/4 in housing
needs, demand and privale sector

Demand and
housing nesds

stock options

stock condition orief in draft
Submit HRA business plan and N +

Housing Strategy/HIP returmn

Area tenanis mestings 1o cansider N Meaetings

programmed for
September, o be
heid with tenants
after Working
Group
recommendations




of the housing strategy best value
review

Set up dedicated voids and allocations

Within Within Within Target achieved?
1 month 3 months | 6 months | Comments
Formal independent external challenge A

D3O skills base

T éysié?ﬁ identified to :mp!e‘fﬁént rent
restructuring

8|

team

Review voids procedures -/ 3

Regular budget briefings and ' < Y

maonitoring

improved reception services < +

Review long term sheitered voids and - +

lettings incentive

Assess decent homes standard N |

Option appraisal for Basses, o y

Smallthorn and Pine Grove

Draw up procurement poficy and A Being prepared

tendering procedures by Improvement
Task Team - nat
yet completed

Review/improve information to tenants N In asset

on repairs and planned works management
strategy

Pilot multi-skilling of inspeciors and -/

clerk of works

All repairs to be fogged and more A/ N

accurate diagnosis

Review DSO scheduling of works A N

Review role of inspectors and check + 3

variation orders

Water testing programme established A A

Develcp asset management strategy ~ At Aug Cmitee

Review planned works programmes in o To cansider in

light of stock survey September 2002

Area tenanis meetings to consult on </ September

repalr issues tenants meetings
o be used for
rent restructuring
and options
information

Review gas safety audit contract N In progress

Cost benefit analysis of increasing <

Rent increases
fikely to be
caloulated
cutside system
next year and

Rent restructuring impiementation
options considered

w"

input.
/\j

Review and update arrears policy

Risk appraisal on supporiing pecple
arrangsments on Councll

R




Arrange cover for vacant posts

Within

1 mont

Within
3 months

Within
& months

Target achieved? |
Comments <

J v

Monitor acherence to absence policy +/ +

Complete PDR’s and training plans for | + A

staff

Staff iraining and development N A

Drogramme running

Manthly updates to all stakeholders on 3 v

progress

Fill vacant posts (TLO and < </

homelessness officern)

Set up area teams < A

Agree new staff structure 4/ To commencs
consuliation in
Sept 2002

Research work related stress issues A

e

Set up customer panels and reality

Cusiomer
@Q#ﬁhlicha

I LE I EIDE 1S

households)

P
d

Fromoie the funding and support (o +/ Ongoing
resident groups
Local action plans to support TP N

compact and increase involvement

Decision on tenants voling rights

issues paper to
be prepared for
Committee

autumn 2002

Review allocations poiicy and existing

| Revised palicy to
IT system go to Oct cmitee
Marketing strategy for allccations N To follow review
of allocations
policy

onthly scheme repairs/audits N A

H&S3 notices fitted y N

Agree lialson arrangements with Social + Ongoing

Services regarding tenant support discussions

Regular H&S checks (emergency \ +

lighting, alarm testing)

Programme of reqular tests for N A

emergency alarms

Door entry systemy/suiting improvement N FResources

programme agread.
Programme being
drawn up

Programme of improvements for B Resources

communal areas (decorations ad agreed.

furnishings)

Frogramme being
drawn up




_ F Within Within Within | Target achieved?
1 month Imonthe | 6§ months | Comments

Audit of Tunstall equipment and o Orders placed

programme of updating and work row
started on
programms

Review service charges +

identify and plan to meet gaps in

sarvice in context of Supporting People

Members agreed a funding package in June 2002 to deliver specific programmes of
improvement. Progress on these is detailed below.

Lock replacement programme Programme being finalised. Likely start
end Cctober 2002

Pilot SH improvemesnis Scheme audits of all communal schemes
completed. Pregramime bsing drawn up

Printing/signing Improvements 1o signage completed

Pilot letting incentives s Scheme approvad by Committee in July.

Procedures written and scheme being
targeted to people on watting list

Water testing Programme requirements identified.
Negotiations with existing specialist provider
ongoeing for start in September

5.0 Financial imnlications

6.1 The financial implications of this report are detailed in the body of the repart.

7.0 Corporate Implications

7.1 The change management work assisis the Council in delivering its corporate
objectives and policies, and minimises the potential risks faced by the Council as a
result of failing to address issues within the Housing service.

8.0 Community Implications

8.1 The change management programme sesks to ensure a consistent service to
tenants that is more accessible and appropriate to their needs, It involves tenants,
Mermbers and staff in decisions and reality checks.

8.0 Backoround Fapers

8.1 Committee report on Change Management Programme June 2002.



South Derbyshire
District Council

ANNEXE B
Housing Services
October 2002 Update

Change & Improvement Programme

This second issue shows progress against our first
targets and updates the targets for the Housing
Change & Improvement Programmae

Pennington Censulfancy worked closely with the Council
during May, June and July to support the delivery of the
programme. They continue fo work with Building
Maintenance staff to provide direction and support in this
area.

What are we aiming to do?
= Provide a better service to all customers (both
external & internal)
» Help staff to fulfil the requirements of their job.
« (Create a more positive, changing working
environment for us all.

How can we do this?

Staff have played an important part in the achievements
and changes so far and continue to have a critical part in
improving services io tfenants. The approach will
continue to be “task based” this means that we will be
looking at real areas of work, not just theory, reviewing
how we get things done and how we can improve.

There are 8 areas in the Change & Improvement
Programme that we are looking at in particular. More
actions have been added based on the experience of the
first stage of the programme and more will be sure to
amerge.

The co-operation of all staff and members in achieving
these targets is essential. Many thanks for your input,

Yo s n
VY M,,/ October 2002

For more information or to give feedback you are
welcome to contact your manager or phone/ e mail-

¢ Sandrg YWhiles 505712



{+ Shows target)

improved management and beter Information on what we do and how we do it

Within Within s
What we are going to do % 3 Eﬁi;&;;'ﬁ
month mmonths
Set up interim housing management cover {(Pennington) Done
Member enquiries to be properly routed and responses D
monitored one
Set up monthly performance monitoring Done
Reguler team meestings for all staff Done
fmprovement fask teams to be set up for
® Mafﬁagemem Bone
= Maintenance
= LT,
. Review the Compiaints procedure, and sef up a database n
H ong
: record.
Arrange access o staff diariss for appointments Done
Set interim service standards & customer charter Done
Service policies & procedures review procass (management Some
& maintenance} slippage
Finalise Supporting People budget issues Done
Written procedures for all areas or work
Devolved budgets o officars Pilot stage
Specify & identify supplier for new -
integrated IT system.
Feasibility study of cenfral call centre v
Best Value review {}f Eandiord housmg semces v
“Mew iargets - : S -
Setup: managemeﬁt suppon.for Euudmg Mice funchon"
Csnsmez* the eff‘cserzc:y cf the Housmg DSO comparist
_with alternative providers Etate

Developing a clear vision for Social housing in the district

What we are going to do

Within
1
month

Within

months

Withir 1
Year

Set up Housing Strategy & parinership group to develop
2002 strategy

Done

! Cross departmental working group to deveiop housing
. strategy

Done

Plan for surveys {2003/4) In housing needs, demand &
private sector stock condition.

Submit Housing Revenue Account {HRA} business plan and
Housing Investment Programme (HIP)

Done

Area tenant meetings to look at stock options.

Done

Formal independent external challenge of the Housing BY
review

| Work with partner organisations to develop a housing
strategy for older people, vulnerable & young people and
black & msnorfty ressdents

“Mewdariets:

"Co-ordinate the work of the Housmg Strateg ,/ and
Da_r_tr’;ﬂm ip Group o deliver the 2002 Housing. Stra*egy_ i




Keeping the housing stock in good condition

) Within Within Within Within :!_
What we are going fo do 1 3 8 Year
month manths months
Set up dedicated voids/allocations feam Done
Review voids procedures Bane
Reguiar budget briefings and monitoring Dons
Improved reception service Cone
Feview long term sheltersd voids & where letlings incentives o
wolld help ene
Assess “decent homes” standard v
Option appraisal for Bass's & Smatlithorn sheltered schemes. v
Draw up procurement policy & tendering orocedures v
Review/improve information to tenants on repairs targets and Partly by
planned works Customer
Charter
Pilot muiti-skilling of day-to-day & planned works inspection/ v
COW works in one rale
¢ All repairs to be logged and more acourats diagnosis Done
: Review DSO scheduling of works Dornie
! Review role of inspections & checking variation orders Done
Water testing programme established Donig
Develop asset management strategy with scope for involving Done
residents/members in local decisions
Review planned works programmes in the light of stock v
condition information
Area tenants meetings to consult/ inform on day-tn-day and Done
planned works issues
Option appraisat of low demand sheltered schemes v
Review gas safely audit contract v
Cost Benefit analysis of increasing DSO skill base. v
Planned improvemeants scheduled for alf sheltered schemes v
Set up repairs confrast area o enable comparison between v
0S0 & contractor
Rent collection & control
Within e Within | Within®
; Within
What we ars going to do 1 3 morths 6 1
month ) months year
iT system identified to cope with rant restructuring & funding v
for rents module secured
Rent restructuring implementation options considered Done
Review & update arrears policy ?
Risk appraisal of long-term effects of Supporting People
agenda on SDDC
Human Resources
_ Within Within Within Within 1
What we are going to do E 3 1]
month months months year
Arrange cover for vacant posts Done
Monifor adherence to absence procedure Done
Pianning exercise for managers on the improvement Done
agenda
Complete PDR's and annuat training plans for all siaff - N L
Staff training & development programme running Done
Performance based supervision programme for all staff v
Monthly update news sheet on Improvements for Done
stafffmembers/tenants
Fili vacant post {TLO & Homelessness Officer) Done
Set up area teams (TLO/Building Inspector) Done




Within

Within

Within

| What we are going to do 1 3 8 Within 14
mionih months months year
Agree new structurs including defining area Inspactors v
rotes
. Research causes of work — related stress in SDDC ¥
?rogra_mme of office improvements beginning with housing Started v
reception -
Listening io our customers
Within Within Within Within
What we are going to do 1 3 53 1
mont! months ronths year
Improved housing reception service Done
. Produce first Customer Charter Dons
Set up custormer panelsireality checks Donsg
Promote the presence of funding and support o residents Done
groups
Locat action plans o support TP Compact & increase v
involvement
Decision on tenants voting rights v
Allocations & demand
_ Within Within Within Within 4
What we are going fo do 1 3 & Year
monih months months
Review allocation policy & axisting |7 system v
Review low demand schemaes and opilons I progress
Marketing Qtrategy for ailocat&ons v
New Target TRy : : S - S
Consultwith: resadersts on! ‘C?:mce—based” aiiocatxons-'_-.-_ : R
Sheltersd Housing
Within Within Within e
What we are going to do 1 3 & V‘{g:;nr@
monih months months
Monthly scheme repairs/H&S audils Done
HES notices fittad Done
Agree Haison arrangements with social services regarding o
tenant support )
Reguiar health & safety checks (emergency lighting, alarm o
) one
festing)
Programme of regular tests for emergency alarms Done
Door entry system/suiting improvement programme Ongoing
Estahiish hospital discharge profecol {Queen’s hospital} ¥
?’rogram_me of %mprpv_ements for communal areas £ secured .
{decorations & furnishings}
¢ Audit of Tunstall equipment & programime of updating v
Review service charges
Identify & plan to meet gaps in service in context of v
Suppotrting People
Mew Targets 07 _ - SO . T
Setup smpmved gmunés mamtenance and c eanmg RS SRV
Ssenice Ll : R
Establish decixcated SH *\Aasnierance %nspector W -







