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1. Executive Summary
 

This document is the Delivery Plan of 2010 Rotherham Ltd, the arms length housing management organisation (ALMO) which went live in May 2005 to run Rotherham Metropolitan Borough Council’s housing landlord service.  The plan has been developed through an extensive consultation programme with our customers
, staff and other stakeholders.  They have told us that they have noticed an improvement in the service they receive since 2010 Rotherham Ltd became the management agent and particularly like the neighbourhood management principles that have been used to ensure each community has a Neighbourhood Champion who can solve local problems and get things done.  In particular, our customers have commented positively on the ambitious objectives we have set ourselves and would like us to involve them further in delivering and monitoring these improvements.  The results of the annual Status Survey (2005) informed us that customer satisfaction
 with the Landlord had deteriorated since 2004; as a result we have ensured that one of our strategic objectives relates directly to improving customer care.  Stakeholders from the private sector have also told us that they would like to see us developing and expanding all elements of our service across all tenures, which reinforces the issues coming from the Government’s review of ALMOs and Rotherham’s original Section 27 bid to establish an ALMO.

This document demonstrates the organisation’s approach to:

· Developing an excellent housing management service for Rotherham within a Neighbourhood Management approach

· Ensuring resources are used effectively in the best interests of our customers and their diverse communities to deliver the objectives including: 

· Working with our staff, partners and customers to minimise our impact on the environment

· Integrating our customers’ aspirations with the Audit Commission recommendations in service improvement

· Developing an holistic approach to the management and maintenance of the stock to support sustainable communities by:

· Development of services within a neighbourhood management approach

· Implementation of service reviews, Learning from Customers, KLOEs and Audit Commission recommendations to ensure continuous improvement.

The establishment of 2010 Rotherham Ltd has enabled access to the resources required to tackle the maintenance, modernisation and improvement needs of Rotherham Metropolitan Borough Council’s housing stock through the Decent Homes programme.  We will demonstrate best use of these resources and optimum effectiveness by ensuring they are aligned and focused on Rotherham’s local priorities, and those outlined in the Housing Strategy.

Our new priorities and objectives are shared by our customers, and support those identified in Rotherham’s Community Strategy and Corporate Plan, and beyond to the regional and national agendas.  They are supported by a range of outputs designed to achieve our intended outcomes. 

2010 Rotherham Ltd’s vision is about “Creating and sustaining better homes, neighbourhoods and communities” - delivering services locally so that people can see that someone is in charge and can get things done in every neighbourhood.  We will work with Rotherham Metropolitan Borough Council to provide a vehicle which will develop a neighbourhood management approach and infrastructure for Rotherham Metropolitan Borough Council to deliver the Neighbourhood Renewal Strategy.

2010 Rotherham Ltd has performed well in its first year of operation, achieving 100% of its monthly indicators and 80% of its indicators overall.  The indicators we failed to meet last year have been the centre of our focus, including a review of the co-dependencies between indicators.  A Performance Plan
 has been produced to map out how we will improve performance up to the year 2009.  The major success has been the attainment of a “two star with uncertain prospects” status following the Audit Commission inspection.  This achievement enabled the organisation to draw down funding to deliver the Decent Homes programme as well as using the findings of the report to develop the Delivery Plan and the Excellence Plan.

The 2010 Rotherham Ltd Excellence Plan (“Road to Excellence”) supports the 2010 Rotherham Ltd Delivery Plan and has been shaped to deliver the landlord’s priorities based on recommendations identified by our customers, findings of the Best Value Review of Housing Management and recommendations made by the Audit Commission following recent inspections.  It demonstrates explicit linkages to priorities identified in the Community Strategy, Corporate Plan and the Housing Strategy.  This action plan has been produced with a planning horizon taking the service through the key strategic objectives which will shape the future delivery of excellent services, to achieving decency standards and delivering the Neighbourhood Management agenda for Rotherham. 

This is a refresh of 2010 Rotherham Ltd’s third Delivery Plan and reviews the organisation’s achievements against the Strategic Objectives and Core Values of the previous plans, as well as setting out the strategic direction of the organisation over the next four years.

2. Introduction to 2010 Rotherham Ltd

  Objectives

Tenants and leaseholders, the 2010 Board and our staff were a major influence in developing 2010 Rotherham Ltd’s Vision, Mission and Core Values.

2.1 Vision

The vision for 2010 Rotherham Ltd is:

“Creating and sustaining better homes, neighbourhoods and communities”

2.2 Mission

The mission for 2010 Rotherham Ltd is:
“Working with our diverse communities and partners to improve the quality of life, making every neighbourhood safe, clean and proud
”

Our vision and mission clearly link to Rotherham’s Community Strategy, Rotherham Metropolitan Borough Council’s Corporate Plan and Rotherham’s Neighbourhoods Service Plan and Housing Strategy.  As a managing agent for Rotherham Metropolitan Borough Council, 2010 Rotherham Ltd is contributing to the delivery of Corporate Theme ‘Rotherham Safe’

:

“Rotherham will be a place where neighbourhoods are safe, clean, green and well maintained, with well-designed good quality homes, and accessible local facilities and services for all.  There will be attractive buildings and public spaces.  Communities will be peaceful but thriving, relatively free from crime and the fear of crime, drugs and anti-social behaviour.  Environments, people and businesses will be protected and nurtured.  Children will be safe from harm and neglect.  A preventive approach will be taken to minimise crime, accidents and hazards; and to further strengthen resilience and thus safeguard all Rotherham citizens.”

And to ‘Rotherham Proud
’:

 “Rotherham people, businesses and pride in the borough are at the heart of our vision.  Rotherham will have a positive external image and its people will be renowned for their welcome, friendliness and commitment to the values of social justice.  Active citizenship and democracy will underpin how Rotherham works.  Achievements and diversity will be celebrated.  Rotherham will be a caring place, where the most vulnerable are supported.  It will be made up of strong, sustainable and cohesive communities, both of place and interest and there will be many opportunities for people to be involved in civic life and local decision making.  The means to do this will be clear, well known and accessible.”

2.3 Core Values

At 2010 Rotherham Ltd we believe in:

· Respecting all our customers and their diverse needs

· Being open and honest

· Listening, learning and achieving

· Continuous improvement

· Working with partners and communities for a better future

· Value for money

· Being a good and caring employer

· Respecting the environment now and for future generations
These core values reflect our beliefs at 2010 Rotherham Ltd, as a new company.

	2.4 Aims, Objectives and Activities


2010 Rotherham Ltd’s aims and objectives have been shaped through consultation with our customers over the past three years, through findings and recommendations provided by external inspections and identifying key priorities for contributing to the Community Strategy, Rotherham’s Housing Strategy and Neighbourhoods’ Service Plan.  These objectives will significantly contribute to achieving the key themes of ‘Rotherham Safe’ and ‘Rotherham Proud’.  They also contribute to our pursuit of excellence in services, communities and Decent Homes.  The final objective was agreed by the Board of 2010 to ensure we keep abreast of changes to the Government’s policies regarding ALMOs.

In pursuit of our vision and mission, we have the following strategic aims
:

· Be an excellent provider of housing management services

· Improve and sustain the quality of council housing in Rotherham

· Create cleaner, greener, safer neighbourhoods

· Be an exemplar ALMO

Towards achieving those aims, we have the following objectives and key activities: (references to the main KLOEs are given in brackets)

· Be an excellent provider of housing management services

· Provide excellent services to all our customers by June 2008 (KLOE 1).

· Appoint an in-house Performance and Improvement Team by April 2007 to drive through service improvements to meet the needs of customers and the requirements of Audit Commission (KLOE 1.5.1
)

· Systematically review performance against KLOEs to establish priorities for action; develop and implement action plans by December 2007 to address shortfalls in readiness for inspection by the Audit Commission in June 2008 (KLOE 1.4.1)

· Achieve/maintain quality assured external accreditation for Charter Mark, Investor in People and other appropriate “kite-marks” (KLOE 1.4.2) as they become due

· Work with tenants to agree and establish a framework for giving appropriate notice prior to the commencement of any works (KLOE 3 and 30.1
)
· Develop and deliver innovative services that achieve external recognition (KLOE 1.4.2) by March 2008

· Develop a value for money strategy by December 2007 that creates a framework for measurable efficiencies and service improvements year on year (KLOE 32)

· Carry out customer-focused corporate service reviews by April 2007 (KLOE 1.4.4
)

· Implement hand-held technology in 2007/08 to reduce inefficiencies and deliver faster services to our customers (KLOE 1.5.1.3) in 2008/09
· Implement outcomes of corporate service reviews by March 2008 (KLOE 1.4.4)
· Improve customer care by extending customer involvement and embedding equalities and diversity in the development and delivery of all our services by September 2007 (KLOE 5
)

· Develop 2010 Equalities and Diversity Strategy by October 2006 (KLOE 31.1)

· Achieve and maintain Charter Mark customer care standard with full compliance on all equality criteria by October 2006 (KLOE 1.4.2)

· Undertake initial customer survey by September 2006 (KLOE 31.2) and obtain 50% response by December 2008

· Work with tenant organisations and Rotherham Metropolitan Borough Council to agree a tenant compact by October 2006 (KLOE 5
)

· Extend the opportunities available for customer involvement (KLOE 5) by October 2007

· Review customer satisfaction levels and take remedial action where necessary (KLOE 30.2) by December 2007

· Improve and sustain the quality of council housing in Rotherham

· Achieve the Decent Homes standard for all Council properties by December 2010 (KLOE 3
)

· Establish the Rotherham “Decent Homes Plus” standard by June 2006 (KLOE 3)
· Establish delivery mechanisms for all works by July 2006 (KLOE 3
)
· Devise, agree and apply performance and quality monitoring framework with milestones and targets throughout the programme to ensure it is delivered on time and within budget (KLOE 3) by March 2007
· Review the management and quality assurance processes monthly to ensure they continue to represent value for money (KLOE 3
)
· Provide an externally recognised, value for money, high performing repairs and maintenance service by June 2008 (KLOE 3
)

· Review the responsive repair standard to include measurable targets by June 2006 (KLOE 3
)
· Reinstate cyclical and planned maintenance programmes by September 2006 

· Develop a robust strategy for planned maintenance programmes

· With Rotherham Metropolitan Borough Council, undertake strategic review of the IHSP in 2007/08 to ensure value for money (KLOE 32)

· By March 2008, implement technology for on-site operations to reduce inefficiencies and deliver faster services to our customers (KLOE 1.5.1.3 and 1.6.1
)

· Create cleaner, greener, safer neighbourhoods

· Work in partnership with Rotherham Metropolitan Borough Council and other stakeholders to drive forward Rotherham Metropolitan Borough Council’s Neighbourhood Renewal Strategy and take the lead in delivering local services to an excellent standard within a neighbourhood management approach. (KLOE 6)

· Ensure our services deliver the Government’s RESPECT agenda to help address anti social behaviour, crime and grime by signing up to the RESPECT Standard for Housing Management by June 2007 and addressing the gaps identified within our self assessment by October 2007 (KLOE 6
)

· Carry out a Service Review of the Anti-Social Behaviour service to improve upon, and deliver a consistent service to all tenants reporting Anti-Social Behaviour.  Implement the recommendations arising through a service improvement plan by October 2007 (KLOE 6.4.1.1/6.4.3.1
)

· Deliver services fairly, to ensure that nobody is disadvantaged by their background, applying equality impact assessments on any changes to services or new services we develop (Ongoing as required) (KLOE 6.2.1
)

· Work with partner agencies to deliver a systematic and planned approach to tackling local problems using the Area Assembly and SNT framework (KLOE 6.4.1.2) by March 2007 and throughout 2007/08

· Contribute to delivering against the targets and timeframes set out in the Safer Rotherham Partnership including a “hot-spot” strategy (KLOE 6.4.1.2) by March 2007 and throughout 2007/08

· Develop our structures to be more responsive to Neighbourhood based services and build both strategic and operational capacity to deliver customer and quality orientated services by March 2008 (KLOE 6.5/6.7)


· Look to expand the 2010 gardening scheme to assist the growing number of customers who find it difficult to maintain their own gardens
 during 2008/09

· Work with Rother Fed and the Community Sector to advise, assist and encourage tenants to minimise energy consumption within their Council homes by April 2008

· During 2007/08, participate in the national pilot scheme to issue Energy Performance Certificates as part of the Decent Homes programme

· Be an exemplar ALMO

· Ensure governance arrangements are revised, agreed and implemented by November 2007 (KLOE 1.5.2.1)

· Establish clear delegations of authority from Board to Committees by June 2007 (KLOE 1.5.2.1)
· Clarify levels of decision making between the Council and the ALMO by November 2007
· As a Board, participate in the “Good Governance” project sponsored by the Learning and Skills Council for Yorkshire and Humberside (initial work to be completed by March 2007) (KLOE 1.5.2.1
)
· Undertake relevant development activities for individual Board members as required (KLOE 1.5.2.1) by March 2008
· Annually review and develop 2010-specific policies and procedures for Board members (KLOE 1.5.2.1, & 30.1)
· Develop and apply an environmental management system to manage, monitor and minimise the company’s impact upon the environment by September 2008

· Develop and improve our approach to Human Resource Development to ensure we retain IIP status (KLOE 1.6.2) by June 2008

· Agree 2010 specific Human Resource Strategy with the Resources Committee and the Joint Consultative Committee by December 2006

· Establish and deliver an appropriate Management Development Programme for 2010 Managers by March 2008 (KLOE 1.5.2.1
)

· Develop and deliver core learning and development modules for mandatory competencies for staff by February 2008 (KLOE 1.6.2
)
· Involve staff throughout the organisation in business planning and improvement activities (KLOE 1.5.2.1) by December 2007

· Play a full part in shaping the Government’s approach to the future of ALMOs for the benefit of our customers (Board’s aim
)
· Respond to Government consultation exercises as they arise

· Be an active member of the National Federation of ALMOs and the Northern Housing Consortium to shape collective views to influence Communities and Local Government

2.5 Our Customers

Tenants are clear that the changes planned will lead to their aspiration for …

“…an ALMO that is genuinely customer focused and accountable to tenants and leaseholders.  It cannot be simply the same service and the same set of governance arrangements, but with a different name.  ‘Arms Length’ does not mean a new landlord, but it has to mean a new set of landlord attitudes and practices where tenants and leaseholders interests are at the centre of what the ALMO does.”

Source: ALMO Bid 

A massive programme of cultural change has placed customers at the centre of decision-making.  New ways of working based on customer feedback have been implemented whilst major reviews have been in progress to embed the new culture within the organisation and speed up the pace of change.  

In recognition of the importance of customer involvement and the need to deliver customer focussed services, we have strengthened the role of the customer in both day to day and strategic decision making.  2010 Rotherham Ltd has a commitment to continuous improvement and the development of its operations through consultation with customers.  The revised Tenant Participation Compact, ‘Here’s the Deal!’ underlines this commitment and will increase customer involvement in line with the Government’s civil renewal agenda.

During 2005 we received the Charter Mark award for all our customer facing services; this recognition was confirmed by a continuous compliance assessment in October 2006 which awarded full compliance in all six criteria.  The assessor report highlighted a number of strengths including:

“In agreement with Rotherham Metropolitan Borough Council, it sets challenging performance targets and has demonstrated real improvement over the past year.  There is a strong focus on quality customer service and progress has been made in consulting a wider range of customers, in providing better information, in making services accessible, in extending choice and in paying attention to the needs of minority groups, ‘vulnerable’ customers and those with additional needs.  The development of Neighbourhood Management and the creation of the ‘champion’ role have brought housing services closer to customers and this is demonstrated in the increasing say that customers have in the development of the Service.  Joint working initiatives, in particular in the creation of safer neighbourhoods and a reduction of anti-social behaviour, are cost-effective, well planned and of clear benefit to customers.  Staff at all levels in the organisation are professional and make the customer the focus of their work.”
Regular tests of customer satisfaction are undertaken right across the service.  As well as the Best Value survey (BV74 and BV75) which determine the satisfaction levels with the landlord service and opportunities to participate, surveys test customer feelings towards repairs and maintenance, new tenancies, rent collection and estate management.  Findings from all surveys are discussed within the ‘Learning from Customers’ forum and used by each Neighbourhood Team to develop improvement plans.  

Our customers and other stakeholders have been involved in the production of this Delivery Plan.  This consultation has been conducted through various mechanisms and includes
:

· Women in the Construction Industry Group

· Community support group for Lesbian, Gay, Bisexual and Transgender people

· TARAs

· Rother Fed

· Private Landlords Association

· Ward Members

· South Yorkshire Police

· Community Partnerships

· Ad-hoc Community groups

· Staff roadshows

· Executive Management Team Away Day

· 2010 Rotherham Ltd Board

· All Area Housing Panels

· Customer Satisfaction Surveys

· Monthly Managers’ Audits

Following these consultation exercises, a number of changes have been made to the mission, vision, values and objectives of 2010 Rotherham Ltd.  Further commitments that customers and stakeholders asked for have been included throughout the document and customers received feedback as to how they influenced the final document.

2.6 Who we are

We have delegated responsibility for providing housing management and maintenance services to approximately 20,000 tenanted and 450 leasehold homes. We manage Rotherham Metropolitan Borough Council’s budget for repairs and neighbourhood management and receive an annual management fee from Rotherham Metropolitan Borough Council.  We are managing the delivery of the £300 million Decent Homes programme within Rotherham, including the management of a number of contracts.  In addition, we have our own In-house Service Provider which carries out responsive and programmed work for Council Housing and other Programme Areas.  In total, 2010 Rotherham Ltd directly employs approximately 600 staff.

2.7 What we do

The functions delegated to 2010 can be summarised as:

· Consulting and informing tenants 

· Promoting tenant participation

· Promoting diversity and community cohesion

· Stock investment decisions and repairs ordering

· Managing the Decent Homes programme

· Undertaking planned and cyclical maintenance programmes

· Delivering Rotherham Metropolitan Borough Council’s Housing repairs service

· Delivering other maintenance programmes for Rotherham Metropolitan Borough Council
· Rent collection, dealing with arrears, debt counselling

· Delivering services locally within a Neighbourhood Management approach

· Enforcement of tenancy conditions

· Manage cases of Anti-Social Behaviour

· Leasehold Management
· Managing lettings, voids and under-occupation

· Estate management, caretaking and housing related support services under

· The Supporting People programme.
Additionally, 2010 Rotherham Ltd has made explicit commitments to reduce our impact on the environment by adopting and implementing an Environmental Policy and Strategy. Although managing resources in an environmentally friendly way and encouraging staff, partners and customers to share this aim is not an explicit delegated function, 2010 Rotherham Ltd is committed to sharing the Council’s responsibility to lead by example in this respect.   

3. Strategic Framework

3.1 How We Deliver – The Plan of Plans

The Delivery Plan is the overarching plan for 2010 Rotherham Ltd, outlining our aims, objectives and resources for the forthcoming year and forecasting up to three years hence.  Sitting underneath that plan is a range of strategies and action plans to ensure the work is monitored and completed.  The diagram below shows the main documents and how our plans contribute to those of the Council and the Local Strategic Partnership.












3.2 National, Corporate and Local Framework

2010 Rotherham Ltd operates as an Arms Length Housing Management Organisation as Rotherham’s preferred option in delivering the Decent Homes and Sustainable Communities agenda.  There are a total of 52 ALMOs across the country, managing more than 800,000 homes.  The Government has set aside £3.7 billion between 2003 and 2008 for “Good” and “Excellent” ALMOs to access for modernising the Local Authority owned housing stock.  2010 Rotherham Ltd is a member of the National Federation of ALMOs and will be working closely with this body to help the Government shape the future of ALMOs beyond 2010 as this is a new Strategic Objective about which our customers and Board felt very strongly.

Communities and Local Government (CLG) carried out a review of ALMOs within the Housing Sector, which highlighted the success of the programme, particularly in relation to modernising the stock and services as well as increasing tenant involvement in making decisions.  There have been clear benefits from separating the management role carried out by ALMOs from the Strategic role of Local Authorities.

3.3 Corporate Planning Framework

The Delivery Plan/HRA business plan is an integral part of the range of strategies and plans developed by Rotherham Metropolitan Borough Council to underpin its core principles and meet corporate objectives, ensuring that a ‘Golden Thread’ exists throughout.  These include the Community Strategy, Corporate Plan, Housing and Neighbourhoods Strategy, Neighbourhood Renewal Strategy and Rotherham’s’ Regeneration Plan.

3.4 The Community Strategy

Rotherham has risen to its challenges through partnership working.  Rotherham Partnership (the LSP) and the people of Rotherham have contributed towards the development of a new long-term vision for the Borough through our Community Strategy:

The Rotherham Vision will encompass a focus on:

· Rotherham ACHIEVING

· Rotherham LEARNING

· Rotherham ALIVE

· Rotherham SAFE

· Rotherham PROUD

· Sustainable Development

· Fairness

The vision for Rotherham presents a significant challenge for the Borough.  The Community Strategy sets out the steps that will be taken over the next five years and the priorities that will drive partnership working within the Borough.  These priorities are to be refreshed in 2007/08 and will align with the targets in the Local Area Agreement.  This will extend the ‘Golden Thread’ to ensure closer alignment with regional and national policy objectives.  By making significant progress in five priority areas, the Community Strategy seeks to focus its direction of activity within Rotherham, improve the quality of life, promote sustainable development and reduce inequalities in the Borough.

Housing is at the centre of the Community Strategy - making effective links between Housing and other key themes around health, community safety, Neighbourhood Renewal and social exclusion.  2010 Rotherham Ltd’s role in managing the housing stock is part of a wider strategy of reshaping public services in Rotherham to move towards Rotherham Metropolitan Borough Council's vision.

3.5 The Neighbourhood Renewal Strategy

The Neighbourhood Renewal Strategy will help ensure that people are not disadvantaged by where they live.

The last 3 years in Rotherham has seen a move towards a more focussed approach to achieving sustainable Neighbourhood Renewal and environmental sustainability.  A concentrated approach to prioritising neighbourhood regeneration has been taken, particularly in those areas most in need, where there is clear evidence of multiple deprivation. 

The additional resources that will be available to us will be key to sustaining Rotherham Metropolitan Borough Council’s housing stock and ensuring Rotherham is in the best possible position to meet housing need.  Physically regenerating the Borough’s housing stock is an essential part of developing sustainable communities and we will integrate our plans with the Housing Market Renewal Pathfinder to ensure strategies are co-ordinated and a value for money approach is taken.  A step change in investment in the stock will ensure not only physical improvements are achieved, but also broader neighbourhood improvements are carried out, leading to higher levels of confidence and, therefore, trust in local services.

The Housing Strategy addresses the three strategic priorities set out in the Neighbourhood Renewal Strategy:

· Improving the life chances of children and young people

· Enabling everyone to achieve functional skills for life (basic skills)

· Improving the position of the economically disadvantaged through sustainable employment

The Neighbourhood Renewal Strategy aims to bring all social housing into a decent condition by 2010.  This is one of the key priorities of the Housing Strategy and the 2010 Rotherham Ltd Delivery Plan and will be a major area of investment throughout its life.

3.6 The Corporate Plan

During 2004, Rotherham Metropolitan Borough Council and its partners worked together to develop a new vision for the Borough which would steer progress over the next five years, and still further to the year 2020 which reflect the theme within the Community Strategy.  This vision is built around:

· 5 priority themes which direct the future work of Council services 

· 2 cross-cutting themes which need to underpin everything Rotherham Metropolitan Borough Council does 

The refresh of the Community Strategy will undoubtedly affect the Council’s Corporate Plan and the plans of other LSP partners.  The resources and activities of 2010 Rotherham Ltd have been shaped around our priorities and objectives and make a significant contribution to Rotherham Metropolitan Borough Council’s priorities, as highlighted above.

3.7 The Housing Strategy

2010 Rotherham Ltd has contributed significantly to the success of the 2005-2008 Housing Strategy for Rotherham, in particular around the following key priorities:  

· Building Sustainable Neighbourhoods

· Ensure Decent Homes

· Developing Neighbourhood Management

· The RESPECT agenda

The extra investment in housing, improvements in the quality of all housing across tenures and the introduction of new systems of housing management have also had a positive impact on economic development, community safety and quality of life.

The current Housing Strategy is nearing completion, however, and a consultation process is underway involving partners and stakeholders.  The new Housing and Neighbourhoods Strategy aims to build upon the achievements of the original strategy and rise to the challenges ahead.  The latter include:  

· The Housing Green Paper – more homes, affordable homes 

· Planning reform 

· Climate change – the need to reduce the carbon footprint of the Council’s housing stock

· Demographics – an ageing population, more diverse communities

· Public expectations – the need to ensure decency standards in the private housing sector 

2010 Rotherham Ltd has contributed to the development of this revised strategy as an active partner.  Senior managers and front-line staff have contributed to the consultation events organised by the Council, and the challenges were considered by the 2010 Senior Management Team on November 6th 2007.  A paper will be presented to the 2010 Board, the Housing Strategy Steering Group and the Cabinet Member for Neighbourhoods and Adult Services summarising the contribution 2010 would like to make to the Housing and Neighbourhoods Strategy.
 

3.8 Neighbourhood Management and Neighbourhood Renewal

The Local Strategic Partnership has now agreed a local definition of Neighbourhood Management which all partners will work towards, this is:

“Neighbourhood Management is a tool, a process, to help us deliver neighbourhood renewal. Its main objective is to reduce inequalities within areas of deprivation. 

Neighbourhood Management will achieve this by:

· Targeting actions so that no one is disadvantaged by where they live

· Transforming service delivery so that it is tailored to the needs of local communities

· Ensuring that local communities are involved in shaping local services

· Measuring changes to the quality of services that result from new ways of working

Neighbourhood Management uses the experience and knowledge of local communities, partner organisations and the local authority to:

· Enable better joint research, planning and commissioning or services

· Inform strategic planning of partner organisations

· Inform the process of resource allocation
Neighbourhood Management in Rotherham will focus on building sustainable local communities by capitalising on the talents and energy of those communities.  It is a vehicle which enhances the role of local communities in designing and delivering services.  It is also one of the main instruments of neighbourhood renewal.”

The importance of neighbourhood management as a means of delivering Neighbourhood Renewal was identified through the work of the Social Inclusion Unit and Policy Action Teams at a national level.  An evaluation of the Neighbourhood Management Pathfinder projects has provided valuable evidence of what works and has been used to identify the way forward.  In Rotherham the development of effective neighbourhood management will contribute to achieving three outcomes for citizens:

· People can see that someone is in charge and can get things done in every neighbourhood

· Neighbourhood plans, investment and services are all designed to ensure that no-one is disadvantaged by where they live

· Services are delivered in ways that contribute to the sustainability of communities

2010 Rotherham Ltd is working with the Local Strategic Partnership, Rotherham Metropolitan Borough Council and key stakeholders in driving the development of a neighbourhood management approach to co-ordinating and delivering services at local level.  This approach aims to secure improvements in the quality of people’s lives by developing objectives relating to the renewal of local communities, for example:

· To provide communities and agencies with a clearly identified contact to resolve issues within the neighbourhood

· To help co-ordinate effectively the activities of service providers on the ground and transform the nature of delivery

· To raise the standard of services being delivered to the neighbourhood in line with targets agreed with service providers

· To ensure service providers are held to account by the local community for the quality of service delivered

· To develop neighbourhood investment plans which align mainstream and external funding to address local priorities.

At a local level our contribution to the continuing success of Safer Neighbourhood Teams is evidence of our commitment to the neighbourhood management approach outlined above.  2010 also played an exemplary role, facilitating partnership working, in leading the JAG (Joint Action Group) Task Group tackling Criminal Damage in the Borough.  This Task group has contributed to the first fall in a ten year period in the volume of criminal damage reported in the Borough. 

3.9 Communications Strategy

The Executive Management Team at 2010 Rotherham Ltd has strengthened the Marketing and Communications capacity of the company, recognising the importance of effective communications, internally and externally. 

Effective communication has never been more important than it is now, as 2010 Rotherham Ltd is established, and customers, staff and stakeholders familiarise themselves with the new ways of working.

A Communications Strategy has been developed by Rotherham Metropolitan Borough Council supported by a Communications Toolkit.  We have adopted these documents but intend to respond to staff feedback and Audit Commission recommendations by revising them to make them responsive to the specific nature of our business.  They set out our approach and give managers help and advice to ensure effective communication.  This strategy will be developed and used to ensure that customers, staff and other stakeholders are all aware of our achievements against our key objectives and core values in the future.

In particular, we have responded to staff suggestions at our six-monthly staff roadshows by developing 

· Team Talk – a way of ensuring that all teams share the same news and are able to feedback ideas and suggestions

· Key Messages -  a way of summarising the main points coming from the Executive Management Team

· And an internal newsletter to convey information.  

In addition to the staff roadshows, we have also established regular one-to-one supervision sessions and Performance and Development Reviews to ensure that the company’s priorities are understood and staff are clear about the ‘golden thread’ linking back to the Community Strategy and the Housing and Neighbourhood Strategy. 

‘Round Your Place’ remains our major direct vehicle for external communications with customers, and a particular effort has gone into improving the 2010 website and its interactive features that customers can use.  We are also developing a specific newsletter for customers involved in the Key Player Initiative, so they are aware of opportunities to be involved in Focus Groups and customer surveys, and are able to receive feedback on the outcomes of their involvement.

3.10 Equality and Diversity

2010 Equality and Diversity Statement of Commitment

Our Vision of ‘Creating better homes, neighbourhoods and communities’ is dependent upon our commitment to equality and diversity.

2010 Rotherham Ltd sees the rich social and cultural diversity of Rotherham’s communities as one of our greatest assets.  We know however that people face discrimination and disadvantage for many reasons.  These may include disability, age, race, gender, sexual orientation, religion, language, asylum or refugee status, spent convictions, low income, employment, or family status.

Working closely with Rotherham Council, 2010 Rotherham Ltd will promote equality, inclusiveness and community cohesion for all neighbourhoods, customers and staff.  We will offer equal and fair treatment to our customers and staff, respecting their different needs. Working together and with partners we will overcome barriers to, and within, our services that discriminate, and disadvantage individuals and communities.  We will drive this commitment through our role as a community leader, employer, and through the services we offer and the way we deliver them.

The Board of 2010 Rotherham Ltd has agreed the above Statement of Commitment to Equality and Diversity and is a committed contributor to the Fairness theme of the Community Strategy.  The Board has set in place three policies for equality and diversity; in our role as employer, as a service provider, and our wider role in the Community.  It has also agreed to adopt the Equalities Standard as a framework to deliver against these policies and has revised its service standard to reflect the changes in policy.  2010 Rotherham Ltd will be assessed in November 2007 by RMBC to assess our performance against the Equalities Standard.

Currently, 2010 Rotherham Ltd, whilst contributing to Rotherham Metropolitan Borough Council's Race Equality Scheme, has also developed its own individual approach to Equality and Diversity.  Guided by our new policies, feedback from the programme of Equalities Impact Assessments, and our work to profile our customers, 2010 Rotherham Ltd has developed its own Equality and Diversity Strategy.  The Equalities Scheme or action plan linked to this strategy addresses all strands of equalities legislation and codes of practice and aims to set a framework for delivery within the company.  The Equalities scheme is reviewed on an annual basis, allowing a flexible response to learning from customers, changing priorities and experience.  

Equality and Diversity in our role as Employer

2010 Rotherham Ltd has recently adopted its own challenging targets to address the under-representation of women, people from BME communities and disabled people in our workforce and on our Board.  A Workforce Development Sub-Group meets regularly to progress this work, ably assisted by specialist organisations such as Remploy, Mencap and WISET (Women into Science Engineering and Technology).  We have also used a culture survey to identify gender specific issues and will follow this up with further training to address the issues raised.

Through our comprehensive training programmes we are ensuring that equality and diversity is embedded within the organisation.  The adoption of a 2010 Dignity at Work Policy and the recruitment and training of First Contact officers for bullying and harassment will ensure that we can continue to build a diverse workforce that feels safe and where there is zero tolerance for harassment of any kind.  We share with Rotherham Metropolitan Borough Council a very effective racist incident reporting procedure which is shortly to be extended to all hate crime. 

Equality and Diversity in our Role as a Service Provider

We know that progress in the area of equalities and diversity is dependent upon an embedded customer focus and ethos.  Our aim is to make sure that all people have the same rights of access to services that are designed with and for them, and that all groups should benefit from them equally.  In order to monitor equality of service delivery we have conducted a ‘Getting to Know You’ household survey to profile our customers, and we continue to gather this information, so we can address their specific needs as well as ensure parity of access and satisfaction.  To date (October 2007) 9000 of our customers have completed the survey and we have a target to achieve a 50% return rate by December 2008 (a further 4,000).  The survey results are already helping 2010 to embed equalities monitoring and improve our response to customer needs. In addition we are developing our links with hard to reach customer groups that can play a part in our tenant participation initiatives.  Over the last year, for example, our Key Player Initiative has grown from 125 customers, including 5 people from BME communities, to 348 customers, including 32 people from BME community backgrounds, all expressing a desire to engage with 2010 in a range of self-determined ways.  The BME community members constitute 9% of the database, which reflects the communities we serve very well.

We have a new contract with the National Interpreting Service, to which all our Operatives and Champions have access, and we are investigating the feasibility of different formats for other, usually written, communications. (All letters can be translated upon request and we hope to be producing large print automatically by December 2007 for those customers who require it.)

Equality and Diversity in our wider role in the community

As a member of the Strategic Housing Partnership and the Board of the Rotherham Local Strategic Partnership, 2010 Rotherham Ltd takes its role in social inclusion and the wider regeneration of Rotherham very seriously.  We recognise the valuable role of partner agencies in the statutory sector, and networks and organisations within the voluntary and community sector.  We appreciate the part they play in promoting community cohesion and in organising and advocating on behalf of disadvantaged people and communities of interest in the Borough.  We are committed to improving our working relations with these organisations to better address the issues facing our diverse customers.  We have been delighted to work with the LGBT Rotherham community group, the Inter-faith Forum, the Wah Hong Chinese Association, and Rema (Rotherham Ethnic Minority Alliance) amongst others.  2010 Rotherham Ltd has contributed to Refugee Week and the bringing of Colourscape to Clifton Park.

More significantly we are developing our role of promoting equalities and diversity through our procurement policies, starting with the inclusion of a robust equalities and diversity KLOE within the Decent Homes programme.  This will be used to monitor customer satisfaction across different groups, and to raise with our partners the importance of developing their workforces to be more representative of the customers we serve.  We will also work with partners to plan joint action to promote community cohesion.  
	3.11 Governance


2010 Rotherham Ltd is governed by a Board which sets the strategic direction for the organisation and which is accountable to the sole member of the company (Rotherham Metropolitan Borough Council) for the overall performance of the organisation.  The Board consists of 15 Members: 5 Tenants and/or Leaseholders, 5 Council Representatives and 5 Independent Community Representatives.

When establishing the Board, Rotherham Metropolitan Borough Council endeavoured to ensure the following range of skills and experience was represented: Finance, Law, Human Resources, Technical (construction), Housing Management, Community Regeneration and local knowledge.  As membership of the Board has changed, we have endeavoured to maintain the mix of skills and experience; recent appointments include independent members with experience in Health and Safety, business, housing and human rights.

Good governance is the foundation for delivering quality services and this straddles both judgements of inspection.  However, it is particularly significant for judgement two and the “prospects for improvement”.  Good leadership and decision making at Board level will contribute to moving the company away from its current “uncertain” rating. 

The Board is accountable for:

· Good financial and legal stewardship

· Making sure customers receive a high quality service and value for money

· Performing effectively, in clearly defined roles ensuring responsibilities are carried out

· Promoting values for the whole of the organisation and behaving in ways that uphold and exemplify good governance

· Taking informed, transparent decisions and managing risk

· Developing the capacity and capability of the Board and Committees

· Engaging stakeholders and making accountability real – the principal responsibility is to hold the management team to account.

All Board members have completed a training needs assessment to identify personal development needs.  Additionally, an induction schedule has been developed, and collective training and development needs for the Board as an entity are being assessed; a programme of training will be delivered from November 2007 to February 2008.  An appraisal system for company Directors will be developed for implementation at the end of the financial year.  

2010 also participated in the “Good Governance Yorkshire and Humber” project which facilitated the discussion between Board members to identify areas for improvement in current governance arrangements and assisted the Board in prioritising actions.  It is based on the six principles of good governance, namely:

· Focusing on the organisation’s purpose and on outcomes for citizens and users

· Promoting values for the whole organisation and demonstrating good governance through behaviour

· Taking informed transparent decisions and managing risk

· Developing the capacity of the governing body to be effective

· Performing effectively in clearly defined roles

· Engaging stakeholders and making accountability real.

Using this framework, a Governance Improvement Plan has been developed in consultation with the Cabinet Member for Neighbourhoods and leading Council Officers, and implemented with the Board.  The Council is responsible for the performance and conduct of the Board so it is essential that the Cabinet Member is satisfied there are sufficient corporate governance arrangements in place and that these are reviewed and improved annually.  Building on good practice is a useful starting point but we will also reflect the development needs of individual Board members, succession plans for recruiting new members and an evaluation of strengths and weaknesses. 

The Governance Improvement Plan has led to a review and rationalisation of the Committee structure within 2010 Rotherham Ltd, reducing the number of meetings 2010 Directors are required to attend.  The new Committees endorsed by the Board on 31st October 2007 are as follows:

· Audit and Governance Committee (a merger of two Committees)

· The Sustainability Committee (replacing the Community Development and Partnerships Committee)

· Performance Committee

· Asset Management and Resources (a merger of two Committees)

All the above have clear Terms of Reference which are reviewed annually.

	3.12 Local Governance


When the ALMO was established it was intended to set up three Area Boards across the Borough.  This was put on hold pending the outcome of Rotherham Metropolitan Borough Council’s review of Area Assemblies.  Consultation with Area Housing Panels and consultation exercises which led to the establishment of 7 Area Assemblies, informed the review of the need for Area Boards.  The Community Partnership Development Committee recommended they should not be established; the July Board agreed.  Tenant and resident involvement will be achieved through other means such as the recently formed Rother Fed and piloting tenants’ and residents’ conferences and strengthening the role of the Area Housing Panels.

Community engagement has been the subject of a 2010 Service Review.  The Service Review project initiation document set two key tasks: 

1. To re-examine the opportunities we provide our customers to engage with 2010.  Through their direct involvement, we evaluated how effective those opportunities are in terms of providing real and diverse customer influence over the development of services.  

2. To evaluate whether the sum total of opportunities for engagement adds up to an effective and coherent structure, offering people the opportunity to get involved as little or as much as they choose.  

These key tasks were undertaken using two innovative techniques: 

· An interactive conference event entitled, “Making ‘Here’s the Deal’ the Real Deal”

· And a methodology called ‘Moments of truth’.

Documents have been prepared summarising the outcomes and recommendations of these two significant and innovative consultation events with customers and active citizens.  An Action Plan is currently being implemented jointly by 2010 staff and Rother Fed to strengthen and clarify how customers can engage with and influence 2010 Rotherham Ltd.  This is a major contribution to local governance.

	3.13 Risk Management


2010 Rotherham Ltd has a two-tier approach to its Risk Management: high level, corporate risks; and an operational risk monitoring process which involves:

· The development of an initial risk register and supporting action plan by the Executive Management Team.  This information is held and managed on the IT software package, Risgen and we are working with the risk management team in Rotherham Metropolitan Borough Council to develop a clear separation from Rotherham Metropolitan Borough Council’s risk registers.

· The identification of a designated officer responsible for the maintenance of the risk register and monitoring of actions to mitigate priority risks listed in the risk register.

· Performance management arrangements in place to monitor and report progress against risk actions.

High level corporate risks are identified and prioritised by the Resources Committee in conjunction with senior managers.  Risks are assessed and action to mitigate the risk (where that is possible) will be monitored quarterly by the Committee and reported twice-yearly to the Audit Committee.

2010 is working closely with the Internal Audit team at Rotherham Metropolitan Borough Council to ensure we learn from good practice and we are included in a sub-regional network of public bodies’ audit committees to share experiences of risk management.  Following an invitation from Internal Audit, 2010 has also joined Rotherham Metropolitan Borough Council’s Corporate Risk Management Group to ensure linkages are identified and common risks managed in a co-ordinated manner.

A Risk Management Workshop has been arranged for the senior management team in November and will be included in the training programme for company Directors.  The Performance and Service Improvement Team will be trained in the use of the RISGEN risk management software and will ensure risk management is an integral part of service planning throughout the company.

4. Resources and Business Development
 
4.1 People

Senior Management

The Audit Commission gave the organisation “uncertain” prospects for improvement for a number of reasons, one of which was a concern over the management capacity and stability within the original structure.  A permanent Chief Executive is now in place and has increased the management capacity of the organisation by introducing a tier of Directors to the organisation.  By September 2006, three Directors were in place, adding capacity to the existing Senior Management Team.  Together they will drive the strategic direction and shape the autonomy and arms-length nature of the organisation in recognition of the Audit Commission’s concerns over the dependency upon the strategic landlord.  The Directors will head Neighbourhood Management, Investment and Business Development.  Their priorities will be: delivering the core housing management business whilst developing the neighbourhood management approach; delivering the Decent Homes programme whilst also encouraging the strategic development and delivery of the repairs and maintenance function and developing the business to achieve excellence.  The Director of Business Development will also be reviewing the Service Level Agreements and Governance arrangements.  The Director of Investment has responsibility for Health and Safety across the organisation.  A cross-cutting objective for all Directorates is the improvement of customer care/satisfaction and embedding equalities and diversity in all services.

Neighbourhood Management

Our structure was designed through consultation with customers, staff, Elected Members and other key stakeholders to reflect our mission and vision.  2010 Rotherham Ltd realigned its boundaries of operation to be coterminous with those of the Area Assemblies and other local service providers.  These areas are:
· Wentworth North

· Wentworth South

· Rotherham North

· Rotherham South

· Wentworth Valley

· Rother Valley West

· Rother Valley South

These areas fit into three Parliamentary Constituencies, Wentworth, Rotherham and Rother Valley, which are represented at a strategic level by named individuals and mirror those of Streetpride and South Yorkshire Police.

Each area was structured based on size and property numbers to ensure that optimum service delivery was given.  Average Council housing stock for each area was between 1,500 and 4,500 properties.

Each area was controlled by a Neighbourhood Manager supported by a number of Neighbourhood Champions and Neighbourhood Support Officers.  Repairs teams were also allocated to each area and controlled by a Repairs Team Leader and Repairs Champions.  Housing Income Champions were also in place within each area for rent account management and debt prevention.  The Corporate Organisational Service Reviews used customer and staff feedback to develop services, which informed a restructure of the Directorate operational from October 2007.

There are now over 450 leaseholders across the Borough and we are keen to ensure their views and particular needs are taken into account in planning and delivering services.  We are aware of gaps in service provision and have commissioned a Service Review of Leasehold Management.  A proposal to employ a dedicated Leasehold Manager was included in our service improvement bids for 2007/08, unfortunately this funding was not agreed and the position has not been included within the 2007/8 budget, this has seriously impeded the development and improvement of services for Leaseholders in Rotherham. Further business cases around options relating to the management of leaseholders will be investigated during 2007/8.

Our customers have told us that they would like us to ensure that the structure delivers fairness to all communities and neighbourhoods irrespective of size and demography, therefore the deployment of resources based upon local needs and priorities is constantly under review.

On 1st October 2007, in line with the targets set within the original Delivery Plan 2007-10, the Neighbourhood Management Directorate implemented a restructure as a result of the Service Reviews.  Whilst maintaining delivery within the seven Area Assemblies, strategic areas have been merged to match the constituency boundaries of the Police and Streetpride.  Three Neighbourhood Managers are responsible for these areas, whilst operational delivery at Area Assembly level is the responsibility of the new Assistant Neighbourhood and Involvement Managers, who are also responsible for improving customer engagement at a local level.  Teams include the traditional role of Neighbourhood Champions, now supported on estates by Neighbourhood Housing Officers, whilst customers are served on the front line by a new team of Customer Service Assistants.  Caretaking services have been re-badged ‘Estate Officers’ and have decentralised under the three broad areas and are proactively managed by Estate Management Champions.

Further changes to the structure include the establishment of a consolidated voids team, which includes a repairs and maintenance team.  This team is responsible for repairing and letting empty properties across the whole Borough, whilst the Neighbourhood Teams are responsible for accompanied viewings and new tenant sign ups.

The Housing Income team has been consolidated under the line management of one manager, and the administrative functions are delivered centrally.  This team is responsible for arrears prevention and recovery.

A new post of Safer Estates Manager has been created, and is responsible for the strategic development of our Anti-Social Behaviour service, along with Estate Services and delivering the RESPECT agenda.  Within this small team is a peripatetic team of Impact Champions and the award winning BETS scheme.

Community Engagement has had its profile raised with the creation of a Customer Services and Engagement Manager providing the strategic development of the service.  Due to the corporate nature of this post it will eventually be based within the Business Development Directorate, but on a temporary basis continues to be managed within Neighbourhood Management.

Business Development

Business Development is responsible for the corporate capacity of the organisation, including financial management and information technology development.  This central part of the organisation carries out an administrative management and auditing role and is also responsible for learning and development, communication and marketing, and equalities and diversity.  As the hub of business development within the organisation, this directorate will monitor and review contracts, including the Management Agreement and Service Level Agreements with Rotherham Metropolitan Borough Council, again ensuring that the organisation is receiving appropriate external assistance that represents value for money.  A Client Manager is shortly to be appointed (interviews November 2007) to manage the SLA with RMBC for Information and Communications Technology services provided by RBT.  The resourcing and development of this central function is essential to meet the Audit Commission’s concern regarding the lack of capacity and resource within the ALMO (KLOE 1.6.1).

Investment 

The Investment Directorate is responsible for the delivery of the Decent Homes programme, asset management and the In-House Service Provider (previously known as the Direct Labour Organisation), including the Barbot Hall PVCu window manufacturing and installation unit.

Decent Homes

Eight contractors, together with 2010 Rotherham Ltd, form the Rotherham Decent Homes Partnership to undertake the surveying, security and refurbishment works required to bring Rotherham Metropolitan Borough Council’s housing stock to decency standards.  The 2010 Rotherham Ltd Decent Homes team manages the contracts, and those relating to other Housing Improvement Programme funded initiatives, on behalf of Rotherham Metropolitan Borough Council to ensure the work is done on time, to agreed quality standards and within budget.  A capital management fee of 7.7% of the capital programme has been agreed with the Council for this important, high-profile work.

Asset Management

If the improvements made through the Decent Homes programme are to be long-lasting, there needs to be an holistic approach to the management and maintenance of the stock to support sustainable communities.  The Asset Management team will provide the client function and ensure the integration and co-ordination of all investment streams.  It will also develop the capital and revenue work programmes including aspects of procurement and delivery and performance-manage investment programme budgets, value for money, customer satisfaction and the stock condition database.  Following Council approval in September of the plans for an Asset Management Team, recruitment is underway for key posts; the Stock Control Manager and Contract Manager are expected to start in January 2008.

In House Service Provider (IHSP) (Previously known as the Direct Labour Organisation)
The IHSP is responsible for the trading account and the financial viability of the repairs and maintenance service.  The unit comprises four distinct service areas: Construction, Mechanical & Engineering, Responsive repairs and Void property repairs. 

Recently, the Responsive repairs service has been streamlined from a geographical location based service with 7 area depots to one which will enable the function to be centrally controlled through the employment of hand held technology and electronic diaries for front line operatives.

The 2010 Rotherham Ltd Apprentice Scheme is managed by the IHSP and currently there are some 42 apprentices and trainees currently receiving craft training with the company.

During 2007/08 the IHSP will approach the market in an exercise to determine and demonstrate the value for money of the service.  The process involved in this exercise must meet OJEU requirements and is very likely to have to draw upon external consultancy support to ensure that the exercise is undertaken impartially.  It is likely that this market testing exercise will equally question the value for money delivered from within the council to 2010 Rotherham Ltd along the many Service Level Agreements and the procurement partnership arrangements enforced

Human Resources

A human resource development strategy was agreed in November 2006 which gives direction and focus to the key areas for developing the human resources management processes.  The five main areas covered within this strategy are:
· Developing leadership capacity amongst managers, the workforce  and Board Members, including attracting effective leaders into the Company and participation in leadership activity in the region

· Developing the skills and capacity of the workforce from the Board to the frontline services, including managers at all levels

· Developing the organisation to achieve excellence in people and performance management, partnership working, the delivery of customer-focused services and responding to change

· Resourcing – ensuring that the Company can recruit, train and retain the staff they need and address diversity and equality issues

· Pay and rewards – having pay and reward structures that attract, retain and develop a skilled and flexible workforce while achieving value for money in service delivery
People are key to supporting the company in achieving improvement in services and being representative of our communities, in keeping with the Government’s modernisation agenda.  This has 
been highlighted in the Government’s white paper “Strong Local Leadership - Quality Public Services” and more recently in the “Pay and Workforce Strategy for Local Government” first produced in 2003 (revised in 2004 and 2005).  It is essential that we have the right people, with the right skills in the right place at the right time to maintain and improve existing and future services.  This needs to be addressed at a strategic level, as well as being reflected in local service plans, and financial resources for workforce development need to be identified.  2010’s Human Resource Development Strategy is a management tool to support this process and will prioritise activity in line with the Delivery Plan and Investor in People commitments.

Annual Personal Development Reviews (PDRs), followed by regular appraisals, reflect 2010 Rotherham Ltd’s approach to planning, tracking and reviewing the performance of individuals and teams at all levels.  It is the key link in translating service objectives to individuals.  The process clarifies to each employee:

· What they need to achieve in their job

· How they can work to put 2010 Rotherham Ltd’s values into practice

· How their skills can be developed in their role

· How well they have performed against agreed objectives/targets

Individual training and development needs are incorporated into Departmental Development Plans which, in turn, feed into the annual Workforce Development Plan, the action plan of the Human Resource Development Strategy.

2010 Rotherham Ltd believes that its staff are a vital part of the organisation and actively encourages their involvement in business development and new initiatives.  This Delivery Plan and many elements of service design and improvement are a result of our consultations with the staff of 2010 Rotherham Ltd.  Every employee of 2010 Rotherham Ltd was invited to a series of Away Days in April 2006 to help review the Core Values and Strategic Objectives for the Delivery Plan.  Staff Roadshows are held twice a year to ensure everyone has the opportunity to influence the development of the company.

2010 Rotherham Ltd recognises the hard work and commitment of its staff by holding monthly and annual awards ceremonies.  The awards process has recently been reviewed, by managers and staff, to ensure fairness and transparency as suggested in the Charter Mark and Investor in People assessments.

4.2 Assets

2010 Rotherham Ltd will make the most appropriate use of assets to provide housing services to the tenants of Rotherham as required.  The Management Agreement with Rotherham Metropolitan Borough Council makes specific reference to the use of Council assets in providing such services.  These specifically include the use of Rotherham Metropolitan Borough Council’s premises, vehicles, equipment and other assets as detailed in sections 37 and 41 of the Management Agreement. 

All ICT hardware, software and maintenance support is provided by Rotherham Brought Together (RBT) through a Service Level Agreement (SLA) with the Council. 

The provision of housing services as detailed under the Management Agreement with Rotherham Metropolitan Borough Council is the primary role of 2010 Rotherham Ltd.  However, Rotherham Metropolitan Borough Council’s Direct Service Organisation (DSO) (now called the In-House service Provider or IHSP) was also transferred upon establishment of 2010 Rotherham Ltd.  In its operations the IHSP makes extensive use of plant, machinery and vehicles.  The provision of vehicles and associated services is currently outsourced through an SLA to Rotherham Metropolitan Borough Council’s Economic Development Services (EDS), whilst a combination of direct purchase and rental is employed to procure specific plant and machinery. 

4.3 Access and Accommodation

Through consultation with customers and key stakeholders 2010 Rotherham Ltd has developed an Access Strategy which sets out how we will deliver a customer focused service across the Borough, with opening times that meet customer aspirations.  

Neighbourhood management services are delivered from a number of offices and depots situated throughout the Borough.  There is a central office situated at Norfolk House, within the Rotherham South Area Assembly, and a network of a further eight Neighbourhood Offices split within the remaining six Area Assemblies.  2010 Rotherham Ltd is present within Rotherham Metropolitan Borough Council’s first two Customer Service Centres, which are based within the Town Centre and Swinton; and is committed to working in partnership with Rotherham Metropolitan Borough Council in the development of Customer Service Centres across the Borough.  As part of our accommodation review and drive to reduce costs and improve efficiency, it is likely that there will be further changes to our accommodation requirements in 2007/8.

2010 Rotherham Ltd is aware that not all of its office accommodation meets Disability Discrimination Act requirements.  A series of improvements have been made to ease access for physically, visually and hearing impaired customers.  The Neighbourhood Offices 2010 Rotherham Ltd. currently occupies belong to Rotherham Metropolitan Borough Council and are subject to a Service Level Agreement.  Full DDA compliance will not be met by the end of 2007 as originally anticipated.  This is due to the continued negotiations with RMBC through the Service Level Agreement and availability of funds to meet these requirements. We will however be partially DDA complaint through the development of the Customer Service Centre programme and partially through Rotherham Metropolitan Borough Council’s DDA Access Strategy, of which the 2010 Access and Accommodation Strategy is fully linked.  In October 2007, the Board room at 2010 Rotherham ltd was moved downstairs to comply with DDA provisions and encourage wider public accessibility to Board meetings.

As the central functions of 2010 Ltd are developed and more activities undertaken in-house, there will be a need to review accommodation requirements and provision and generate cost-effective proposals to house 2010 personnel and, ideally, co-locate Decent Homes’ contractor partners.

4.4 ICT

2010 Rotherham Ltd has worked with strategic partners and specialists, developing our partnership with RBT in particular, to determine how we will modify our existing technology systems to achieve our vision to deliver the following:

· by the start of the 2007/8 financial year, have developed an ICT Strategy to oversee the development of ICT based solutions for the next 5 years to underpin the business plan;

· a radical review of all ICT programmes, incorporating a 5 year Development Plan;

· developing and introducing  the use of hand held technology by April 2008 to support the planned efficiency gains of the organisation, particularly the IHSP;

· electronic service delivery will make our services available when, where and how the customer wants them.

The current systems used are Anite, which includes OHMS, and the ROCC system.  Those systems were reviewed as part of the work to develop an ICT strategy for the company; proposals for the upgrade of the ROCC system and implementation of hand-held technology were formally approved by Rotherham Metropolitan Borough Council in July.  An asset Management system, APEX, has also been developed recently and the upgrade of the ROCC system will ensure all three major IT systems are able to “speak” to each other to provide up to date information for staff.  

Any upgrades to systems need to be continually underpinned by a robust training and development programme for relevant staff-users.  Our staff have identified the need to develop this through our Learning and Development Plan in the year ahead.

The ICT strategy clearly identifies the need for an ICT Client manager within 2010 to ensure systems are appropriate and represent value for money; that post would also manage the small in-house Information Systems support team.  At the time of this refresh, the post has been approved and recruitment is underway.

4.5
E Government

It is 2010 Rotherham Ltd’s responsibility to deliver a customer focused service on behalf of Rotherham Metropolitan Borough Council by:

· using methods of working that make it easy for the customer to contact 2010 Rotherham Ltd;

· making sure all 2010 Rotherham Ltd employees, regardless of location, have access to the full range of relevant 2010 Rotherham Ltd. and Council information;

· making 2010 Rotherham Ltd services available at times to suit the customer;

· sharing information effectively within 2010 Rotherham Ltd, Rotherham Metropolitan Borough Council, and with the public and private sector partners.

2010 Rotherham attends the Council’s E-Government Board which determines the strategic of the Council and its partners in the development and application of ICT systems to implement Government policy locally.  2010 Rotherham Ltd’s ICT strategy fits within the overall strategic direction of the Local Strategic Partnership.

4.6 Developing Capacity 

We have endeavoured to ensure that all Board Directors have a range of skills and experience in the following areas:

· Finance

· Law

· Human Resources

· Equality & Diversity

· Technical (Construction / Building)

· Housing Management

· Community Regeneration

· Local knowledge

As part of the governance review, each Board Member was interviewed on a 1:1 basis by the Director of Business Development to ascertain their views on the effectiveness of arrangements: Board and Sub-committees; delegation levels; information/communication; and development needs both as a collective Board and individually.  Following that review, 2010 Rotherham Ltd participated in the Yorkshire and Humber Good Governance project to identify areas for development.  The resultant action plan has been the basis of the continuing work directed by the Governance Committee.  A programme of training seminars is being developed for delivery in the period November – February, some of which will be delivered by 2010 managers and Council colleagues.
4.7 Redefining our Role in Neighbourhood Management 

There are a number of issues that are being addressed through the Local Strategic Partnership (2010 Rotherham Ltd’s Chief Executive is a member of the Partnership Board) which will ensure that we put in place the essential building blocks to contribute towards the wider objectives delivered via neighbourhood management.  These are at varying stages of development through the LSP’s Neighbourhood Management Coordination Group and Sub Groups:

· Coterminous area based boundaries

· Strengthening community planning

· Development of the Area Assembly role

· Strengthening engagement with hard to hear groups through Communities of Interest

· Agreeing defined neighbourhood targets and outcomes, standards and charters

The Section 27 application and ALMO bid highlighted Rotherham Metropolitan Borough Council’s vision to establish an ALMO in Rotherham and specified that the organisation would be set up to take on the full gambit of neighbourhood management and as such would develop as a Neighbourhood Management company; this was acknowledged in the Audit Commission Inspection of 2005 and was highlighted as a unique selling point of the organisation and a model that the Audit Commission was very interested in observing over time.  However, Rotherham Metropolitan Borough Council has recently indicated that it will lead the Neighbourhood Management agenda itself, and 2010 Rotherham Ltd will be a contributing stakeholder.  This has meant that we must redefine our role within the Neighbourhood Management agenda.  To aid in redefining our role, a Corporate Organisational Service Review will be vital in providing the clarity required to inform our strategic direction as well as our role in the wider Neighbourhood Management agenda.

To help frame our future role, we aim to influence how our key stakeholders view us, for example:

Rotherham Metropolitan Borough Council will view 2010 as:

· An organisation that delivers across the full range of services commissioned by Rotherham Metropolitan Borough Council

· The preferred deliverer of excellent housing services delivered within Rotherham Metropolitan Borough Council’s Neighbourhood Management approach

· An organisation that contributes to delivering wider Neighbourhood Management Services

· A key Operational Delivery Agent for meeting strategic goals

· An organisation in which Rotherham Metropolitan Borough Council has confidence

Customers will view 2010 as:

· An organisation that provides opportunities for involvement in decisions affecting their lives

· The transformer of homes

· A provider of excellent services

· An organisation that delivers on their priorities – safer, cleaner, greener estates

· An organisation that listens and responds

· An organisation that is seen as part of every community and that communicates effectively

National Government will view 2010 as:

· A company that delivers Decent Homes

· A company that responds positively to its agendas and priorities (eg Respect, new localism, value for money)

· A company that embraces the principles of Neighbourhood Management as a vehicle to delivering services locally
Although we may have lost some of the responsibilities that were originally included within the wider Neighbourhood Management remit, it is essential that we continue to provide locally based services to an excellent standard for those services we are commissioned to deliver.  This in itself fits within the context of a Housing Management Organisation providing services within a Neighbourhood Management approach.  Indeed it is generally accepted that access to decent well maintained and well managed housing is essential to the development of strong and sustainable communities.  The provision of excellent Housing Management within a neighbourhood based focus, an efficient repair service, firm action against anti-social behaviour and an environment that is clean, tidy and well maintained can make a huge difference to tenants’ quality of life and help raise the standard of the whole of a neighbourhood.  2010 Rotherham Ltd must concentrate on working with Rotherham Metropolitan Borough Council, partners and customers to ensure these core neighbourhood based services are delivered to an excellent standard.

We are in a good position to redefine our role.  We already deliver extended housing management services as part of our drive for excellence including:

· Cross tenure management of ASB

· Excellent partnership tasking work throughout SNTs and NAGs

· Ownership of local issues and ability to get things done

· Community engagement and tenant participation

· Caretaking

· Excellent performance on key performance indicators;

· Locally based service providers

· Signposting of non-housing enquiries.

We do a lot of excellent work across the Borough working directly within communities but not all of this work is widely known by partners or customers.  There is a need to work with stakeholders to share understanding of what we do and redefine our role so that we are seen as delivering excellence in terms of services, Decent Homes and across communities.

Our role will be defined as:

· Locally based service provider

· Deliverer of excellent Housing and Neighbourhood Services

· An organisation that provides a seamless and responsive neighbourhood repairs service

· The deliverer of Decent Homes

· Supporting and promoting community activities and new localism.  Our role should be determined by the particular needs of each community.

The strands of our services will emphasise quality and placing the customer at the heart of everything we do, they will be themed to include:

Excellence in Services – 

· Excellence in customer service

· New ways of accessing the service/modernising the way we deliver services using ICT

· Providing better ways of keeping people informed

· Services tailored according to need

· Excellent performance in key housing management functions to maximise value for money and free up time and resources to reinvest in customer priorities.

Excellence in Decent Homes –

· Decent Homes

· Excellent neighbourhood focused repairs and maintenance service

· Long term asset management.

Excellence in Communities – 

· Cleaner and greener

· Community safety

· Preventing/addressing anti-social behaviour

· Tenant participation/community engagement

· Working with community enterprises

· Support for vulnerable people/more intensive housing management

· Close partnership working to ensure communities are allowed to prosper.

A key part of our role in delivering Neighbourhood Management has been as the major joint partner in the Safer Neighbourhood Team (SNT) initiative within Rotherham.  2010 Rotherham Ltd has already placed a great amount of resource into supporting this initiative and has led the project alongside the Police and Rotherham Metropolitan Borough Council from initiation to delivery.  Already a large number of success stories are emerging from the initiative, which has led to 2010 Rotherham Ltd refocusing some of its objectives around the delivery of SNTs and the Respect agenda.  2010 Rotherham Ltd will continue to take a pro-active role in this initiative by contributing to Joint Action Group meetings, Neighbourhood Action Group meetings and problem solving sub groups whilst maintaining a presence on the front line of the SNTs.  This whole process will incorporate a partnership approach with the Community Safety Unit and the Safer Rotherham Partnership.

Organisational Structure to Deliver the Redefined Role
In January 2007, the Board of 2010 Rotherham Ltd considered the redefined role described above and agreed that revised structures and ways of working would be required which:

· Meet the aims and objectives of the Delivery and Road to Excellence plans

· Maximise effectiveness

· Demonstrate value for money

· Address inspection recommendations

· Lead to a refocus on quality.

The Board also gave formal approval to proceed with the review of staffing structures and agreed that negotiations with the Council, staff and Trades Unions on the implementation of the structures should commence.  Following agreement of this Delivery Plan, the proposed staffing structure was submitted to the Council and the new structure was operational from 1st October 2007.

4.8 Business Planning 

When the ALMO was established it was envisaged it would explore the additional freedoms suggested in the CLG review to develop new areas of business, some of which may have formed incomes streams or achieved social objectives.  That was intended to be part of an overall strategy to develop the business over time, whilst retaining the focus on core activities for the tenants and leaseholders of Rotherham, to contribute to 2010’s cost-effectiveness and sustainability, especially post Decent Homes funding.

In January 2007, a request submitted to Rotherham Metropolitan Borough Council, as the sole member of 2010 Rotherham Ltd, to change the Memorandum of Association to allow the ALMO to undertake work for organisations other than Rotherham Metropolitan Borough Council and regeneration schemes and in locations other than within the metropolitan boundary of Rotherham was refused.  As such a change is essential for 2010 Rotherham Ltd to undertake any other work; development of the business plan was deferred pending approval from Rotherham Metropolitan Borough Council to change the Memorandum of Association.  Further requests to change the Memorandum of Association will be submitted when business opportunities arise for the In-House Service Provider or the Neighbourhoods Directorate for housing management services on behalf of (for example) Housing Associations.
4.9 Supporting People and Promoting Social Inclusion

In addition to the household survey gathering information about the needs of existing customers, 2010 Rotherham Ltd will continue to gather information about vulnerable people from their Housing Applications.  When a Neighbourhood Champion signs up a new tenant for a tenancy the following points are used as a guide line to capture information:

· “Vulnerable” as defined by the Homelessness Act 2002, i.e. as a result of their age, mental illness or handicap, physical disability or another special reason defined in the legislation;

· “In need” as defined by the Children Act 1989, the NHS and Community Care Act 1990, the various National Service Frameworks or the Supporting People Framework;

· those who have communication barriers to accessing our services, such as literacy, language or disability.

When an existing customer is identified at a later stage of the tenancy as being or becoming vulnerable, arrangements are in place for early contacts with the various agencies involved in the care and support elements of a tenancy.  At this stage referrals are made to the ‘Supporting People’ team.  Staff are committed to giving our customers the highest level of support to enable them to sustain their tenancies.  

Those customers who receive a ‘Supporting People’ grant will have a support plan tailored to meet their individual needs.  The support plan will include the contact details of the supporting agency and the level of support required.  Contact details of the care and support agencies are recorded in the tenancy file throughout the period of the tenancy and referred to if there is a problem with the tenancy at any time, making the agency aware of the situation and working with them to come to a positive solution.  Customers identified with special needs are visited early in their tenancy, either by housing staff or the care agency with responsibility for providing a care and/or support package.  These visits highlight any difficulties and enable them to be resolved before they become out of control.

2010 Rotherham Ltd also contributes to Rotherham Metropolitan Borough Council’s Social Inclusion Framework, based upon the following categories of Socially Excluded Groups:


Minority Ethnic Communities - including asylum seekers and refugees, migrant workers, travellers and gypsies, Pakistanis, Bangladeshis, Black-Caribbeans and Black-Africans;


Disabled People and their Carers - including people with long-term health problems, mental illness, physical disabilities or learning disabilities, and carers of sick or elderly dependants;


Vulnerable Older People and their Carers - including people over 50 living on low incomes, who live alone, who are frail or disabled, and carers of sick or elderly dependants;


Deprived Children and Young People - including children permanently excluded from school, children ‘missing’ from schools and not accounted for anywhere else in the system, children in local authority care for 12 months or more, children leaving school without any qualifications, children with special educational needs, children living in low income households, children of parents who misuse drugs, teenage parents, 16-18 year olds not in education, employment or training and young informal carers;


Disadvantaged Adults - including long term unemployed adults, those with below level 1 literacy skills, adults with long term health problems, mental illness, learning disabilities or physical disabilities, carers of sick or elderly dependants, and lone parents and large families on low incomes, people who are at risk because of their use of drugs or alcohol;


Disadvantaged people who move frequently – including rough sleepers, prisoners and their families, problematic drug and alcohol users and households accepted as homeless and living in B&B/hostel accommodation.

Working with Rotherham Metropolitan Borough Council and other partners, 2010 Rotherham Ltd will continue to explore ways to remove the barriers contributing to social exclusion.

4.10 Strategic Partnering/Competition

In line with the Government’s commitment to partnership working as the means to achieve Best Value, 2010 Rotherham Ltd is building upon the successful partnering culture already developed by Rotherham Metropolitan Borough Council.

This has resulted in the adoption of the key principles of the Rethinking Construction agenda in the establishment of the strategic construction partnership for the delivery of phase 2 of the Decent Homes Programme which commenced in 2006.  This was recognised by the Audit Commission in its report of February 2004.

2010 Rotherham Ltd’s Investment Plan states approximately 6,000 dwellings require new windows to be installed as part of the Decent Homes programme.  Currently, windows are supplied and installed by three contractors, including the IHSP (Barbot Hall).  At the time of this refresh, a report has been submitted to the Council for it to determine the allocation of the portion of work awarded to Barbot Hall following a tendering exercise under OJEU regulations.

A revised strategy for the repairs and maintenance service will be taken to the 2010 Rotherham Board in December and to RMBC Cabinet Member in January upon receiving approval from the Board.  The report will give clarity as to how 2010 Rotherham will deal with the ever increasing demand placed upon the repairs budget.  The report will outline what actions have already been taken in response to the immediate short term challenges to the budget.  In the medium to long term the report will recommend a number of actions that will make proposals for changes to the policy on how 2010 Rotherham/RMBC identify the criteria for identifying repairs, and how work will be undertaken by 2010’s In-House Service Provider (IHSP) as well as improved monitoring and management of the Repairs and Maintenance budget.

The In-House Service Provider (IHSP) is currently under review by Price Waterhouse Cooper (PWC) for a business assessment on its capabilities; a draft report is expected towards the end of November with the final version ready for the Board meeting on 19th December.  The report will then go to Cabinet Member for consideration in her decision as to whether the IHSP would be allowed to tender for the Repairs and Maintenance contract due to be released in 2008.

A project board has been established for the market testing of the Repairs and Maintenance contract (R&M); 2010, RMBC and Rotherfed are represented at the project board meetings.  A half day consultation seminar was held on 17th October to which a mixture of local and national maintenance contractors were invited along with officers from RMBC and members of the project board.  The consultation seminar sought direction on how to achieve maximum interest from a commercial aspect in tendering for the R&M contract. 

In addition to the consultation seminar, one to one meetings with contractors are being arranged for mid November.  The intention of those meetings is to gain greater clarity around specific questions which could be commercially sensitive for that contractor.  These confidential meetings will gather vital information and therefore give us clarity in setting a number of realistic options for the Board and Cabinet Member to consider.  A report will be presented to the 2010 Board and subsequently to go to the Cabinet Member in 2008.  The report will offer a number of viable options for market testing the Repairs and Maintenance contract.  The timescale for achieving the test of Repairs and Maintenance contract is December 2008, with an anticipated start date of April 2009.

Essential outputs from a contractor’s point of view will be:

1. clarity within the contract, nothing hidden

2. clarity of any transfer costs

3. clarity whether TUPE is involved

4. longevity of contract 5years or more

5. clarity whether the IHSP will be tendering (risk of losing may put some off tendering, they acknowledge the IHSP to be a high achiever)

The key outcomes from the process will be: 

· A ‘best in class’ repairs and maintenance service which demonstrates quality and value for money across the board and puts customers at the centre of service delivery and development

· An organisation which delivers innovation and supports 2010’s long-term role in delivering housing services within Rotherham Metropolitan Borough Council’s Neighbourhood Management approach

· An organisation that assists Rotherham Metropolitan Borough Council achieve its strategic objectives relating to: -

· Community and Neighbourhood Renewal

· Training and Employment

· Environmental Agenda.

The delivery of empty properties to the Decent Homes standard will be managed and delivered by the IHSP.  The investment programme will offer further opportunities for the IHSP to bid for or to be awarded (again pending value for money and best value criteria) other work alongside contractors on the tender list.

4.11 Collaborative Working

2010 Rotherham Ltd is committed to the collaborative working agenda and recognises the key benefits from working with statutory and non-statutory bodies to enhance services and deliver a value-added approach to service delivery.  We recognise three key forms of collaborative working through the use of:

· Contracts

· Networks

· Partnerships

We believe that through collaborative working we can:

· Enhance local democracy by actively engaging communities, voluntary organisations and businesses and working with Parish Councils

· Achieve outputs greater than the sum of individual partners through pooling resources, enhancing learning and improving co-ordination

· Provide critical mass through strength in negotiation, greater influence and improved access to funding

· Deliver national Government agenda

· Enhance services through the integration of activities

· Enhance democratic practice by legitimising policy decisions through an inclusive process

· Spread risks

· Reduce and/or share costs

· Develop innovative and better ways of working

· Understand the complex relationships between organisations and develop a systems thinking approach

· Build and improve upon relationships between organisations within a structured framework.

4.12 Efficiency and Value for Money

Value for money is a core corporate value of 2010 Rotherham Ltd; given the importance placed on ensuring value for money in all our operations, a specific objective within 2010’s delivery plan has been developed, as follows:

“Develop a Value for Money Strategy that creates measurable efficiencies and service improvements for our customers, year on year”.

2010 Rotherham Ltd is currently in the process of developing a comprehensive Value for Money strategy, as recommended within the Audit Commission inspection report, to build on the interim strategy which currently exists.  The completed Value for Money strategy will illustrate 2010’s short and medium term strategies to achieving VfM in its operations and the framework of operation and controls in order to ensure that 2010 can adequately monitor and manage the achievement of VfM in its operations.

The interim Value for Money strategy has established a structured approach to review the services currently provided by Rotherham Metropolitan Borough Council under the series of Service Level Agreements (SLA) based on best value principles and to progress the culture of ‘Value for Money’ within 2010.  The initial reviews of the SLAs concentrated on establishing SMART targets for the monitoring of performance. Future SLA reviews will examine the relevance of the current SLAs in the light of capacity development within the ALMO as well as a more in depth analysis of VfM. These SLA reviews specifically support the Audit Commission comments and recommendations relating to the financial arrangement, efficiencies and independence of the organisation.

2010 Rotherham Ltd’s interim Value for Money strategy recognises the importance to ensure all services, whether purchased from Rotherham Metropolitan Borough Council, from another supplier or provided internally, evidence value for money.  Savings or efficiencies identified through the implementation of this strategy will be re-invested in the company to give all stakeholders, but particularly tenants and leaseholders, lower prices or improved services.

To demonstrate and measure efficiencies being achieved, a 2010 Rotherham Ltd specific annual efficiency statement for 2006/07 has been developed in line with the Government’s Gershon efficiency agenda.  2010 has established an annual efficiency saving target in excess of £1.5m for the 2006/07 financial year end, of which in excess of £200,000 is revenue efficiency savings.  These revenue efficiencies are expected across a variety of areas including rent arrears collections and the IHSP operations.  

The achievement of the efficiency savings identified in the 2006/07 AES is being monitored periodically by the 2010 Rotherham Ltd Board and reported to Rotherham Metropolitan Borough Council.  2010 Rotherham Ltd submitted a mid year update to Rotherham Metropolitan Borough Council’s efficiency team in November 2006.

2010 Ltd will continue to develop the Annual Efficiency Statements by reviewing services to identify savings for future AES forward plans as well as monitoring progress on the current AES in preparation for the 2006/07 AES backward look.   

5. Finance

2010 Rotherham Ltd is an Arms Length Management Organisation (ALMO) established by Rotherham Metropolitan Borough Council, which commenced trading on 19 May 2005.  2010 Rotherham Ltd has been established as a Company Limited by Guarantee with Rotherham Metropolitan Borough Council being the sole member.  This approach is the standard model utilised for all ALMOs established to date.

2010 Rotherham Ltd operates under a Management Agreement with Rotherham Metropolitan Borough Council that establishes and defines the services which 2010 Rotherham Ltd will provide for Rotherham Metropolitan Borough Council.  With reference to the services provided under the Management Agreement, 2010 Rotherham Ltd negotiates a management fee with Rotherham Metropolitan Borough Council on an annual basis.

In addition to the services provided under the Management Agreement, Rotherham Metropolitan Borough Council also transferred the control and management of the Direct Services Organisation (known initially as the DLO – Direct Labour Organisation and more recently as the In-House service Provider or IHSP) to 2010 Rotherham Ltd.  The IHSP currently provides a range of services, including responsive repairs, maintenance services and gas servicing Rotherham Metropolitan Borough Council. 

The IHSP is operated with the intention of generating a trading surplus which will contribute towards the establishment of appropriate reserves for 2010 Rotherham Ltd and allow for future investment in the operational capacity of the IHSP.  2010 Rotherham Ltd is preparing to review the IHSP to assess whether it delivers value for money.  

The remainder of this section has focused solely on the financial aspect of the services to be provided by 2010 Rotherham Ltd under the Management Agreement with Rotherham Metropolitan Borough Council and the annual reporting requirements of 2010 Rotherham Ltd as a registered company and wholly-owned subsidiary of Rotherham Metropolitan Borough Council. 

5.2 Housing Revenue Account (HRA)

The responsibility for the control of the HRA continues to be held by Rotherham Metropolitan Borough Council, with all related decisions taken within the Council’s decision making framework.  The projection, monitoring and accounting for reserves, provisions and surpluses within the HRA will be undertaken by Rotherham Metropolitan Borough Council.  This responsibility specifically includes the need to establish appropriate rents for the tenants of Rotherham, ensuring that the Government’s rent restructuring targets are achieved by 2011/12.  

It should be noted that the annual Management Fee negotiated with Rotherham Metropolitan Borough Council is a direct charge to the HRA.  In addition, the majority of the work carried out by the IHSP is in the area of Housing Repairs which are also charged to the HRA.  As a result, the future of 2010 is highly dependant on Rotherham Metropolitan Borough Council maintaining good stewardship of the HRA. 

The Housing Revenue Account is projected to go into deficit in 2012/13.  Many other councils face this pressure and we need to manage the contradiction in terms of wanting to improve service delivery for customers during the course of this plan whilst recognising the need to reduce costs and burden on the HRA deficit position in the longer term.  2010 Rotherham Ltd’s value for money strategy and its approach to generating efficiency savings is crucial to effective management and maintenance of the Council’s housing stock.

5.3 Financial Forecasts and Modelling
Detailed below are the medium term financial projections for 2010 Rotherham Ltd, split between the ongoing provision of services under the Management Agreement with Rotherham Metropolitan Borough Council and the forecast for the Decent Homes programme.

Management Agreement

The provision of services by 2010 Rotherham Ltd for Rotherham Metropolitan Borough Council is financed by a management fee which is negotiated on an annual basis with Rotherham Metropolitan Borough Council.  The medium term Management Agreement financial forecast presented below is subject to negotiations with Rotherham Metropolitan Borough Council.

The basis for calculating income in 2006/07 was changed to reflect best practice for accounting for 2010 income for project managing the Decent Homes programme and reflects the management fee savings identified for this purpose in the budget setting process.

During the negotiations for the 2007/08 budget setting process, 2010 Rotherham Ltd was requested to prepare service improvement plans for the Council’s consideration.  In the event, the Council set the management fee on the basis of the 6.6% increase awarded to the local authority and the capital management fee on the basis of 7.7% of expenditure on the capital programmes managed by 2010 Rotherham Ltd.  The Business Development Fund (£450k in 2006/07) was disestablished.  The figures given for 2008/09 onwards are indicative.

	
	Act. Outturn 44 wks to 31.3.06
	Actual 2006/07
	2007/08
	2008/09
	2009/10

	Income
	£
	£
	£
	£
	£

	Management Fee
	7.184m
	7.182m
	7.786m
	7.942m
	8.100m

	Capital Management Fee
	0.000m
	1.341m
	5.278m
	5.384m
	5.492m

	Development Fund Bid
	0.431m
	0.162m
	0.000m
	0.000m
	0.000m

	Other Income
	0.110m
	0.063m
	0.031m
	0.032m
	0.033m

	Income Sub Total
	7.730m
	8.748m
	13.095m
	13.358m
	13.625m

	
	
	
	
	
	

	Expenditure
	
	
	
	
	

	Staff Costs
	3.980m
	5.293m
	5.521m
	6.168m
	6.291m

	Supplies and Services
	2.258m
	2.456m
	1.593m
	1.663m
	1.868m

	Premises and Transport Costs
	0.800m
	1.068m
	1.071m
	1.092m
	1.114m

	Infrastructure Investment 
	0.100m
	0.000m
	0.000m
	0.000m
	0.000m

	Decent Homes Team
	
	0.775m
	4.183m
	4.267m
	4.352m

	Expenditure Sub Total
	7.460m
	9.592m
	12.368m
	13.190m
	13.625m

	
	
	
	
	
	

	Trading Surplus / Deficit
	0.116m
	(0.844)m
	0.727m
	0.168m
	0.000m

	
	
	
	
	
	

	DSO Contribution
	(0.027)m
	(0.291m)
	0.000m
	0.500m
	0.500m

	
	
	
	
	
	

	Income & Expenditure Reserves b/fwd
	0.000m
	0.240m
	(0.895m)
	(0.168m)
	0.500m

	Income & Expenditure Reserves c/fwd
	0.240m
	(0.895m)
	(0.168m)
	0.500m
	1.000m


Decent Homes Programme

2010 Rotherham Ltd manages a housing stock of circa 20,000 units.  The stock condition survey completed in November 2003 found that approximately 78% (18,000) of Rotherham Metropolitan Borough Council’s housing stock at that time failed the Decent Homes Standard, with the majority of the remainder projected to become non-decent by 2010 unless appropriate investment was made.  Following analysis of the stock condition survey, an Investment Plan has been prepared setting out the level of investment required to achieve the Decent Homes standard in Rotherham, which is estimated at a total capital investment in excess of £330 million. 

This equates to a capital investment of approximately £16,000 per tenanted dwelling to either make the property decent or prevent it from becoming non-decent, as well as providing additional sustainability outputs in terms of the environment and neighbourhood facilities. 

The programme shown in the table below shows how we will use our resources in the years 2005/06 to 2010/11.  These resources are specifically directed to achieving the Decency Standard and carrying out essential maintenance and dealing with community concerns around community safety and the environment.  The costs have been adapted to reflect the reduction of costs due to Right to Buy sales. 

The table gives the profile of capital expenditure and financing of required expenditure on the housing stock, taking into account the rent restructure.  Figures for year 4 onwards are indicative.

	
	
	Year 1
	Year 2
	Year 3
	Year 4
	Year 5
	Year 6
	Year 7
	TOTAL

	
	
	2004/05
	2005/06
	2006/07
	2007/08
	2008/09
	2009/10
	2010/11
	

	Average Tenanted Stock
	
	22,250
	21,751
	20,925
	20,288
	19,699
	19,146
	18,658
	

	
	
	
	
	
	
	
	
	
	

	
	
	£m
	£m
	£m
	£m
	£m
	£m
	£m
	£m

	Expenditure
	 
	
	 
	 
	 
	 
	 
	 
	 

	TOTAL
	 
	20.506
	24.757
	61.536
	66.064
	70.466
	66.397
	24.150
	333.876

	
	
	
	
	
	
	
	
	
	

	Financed By
	 
	
	 
	 
	 
	 
	 
	 
	 

	
	
	
	
	
	
	
	
	
	

	Major Repairs Allowance
	
	11.808
	10.582
	11.103
	10.854
	10.586
	10.408
	10.215
	75.555

	Supported and other Borrowing
	
	1.891
	1.980
	1.215
	1.215
	1.215
	1.215
	1.215
	9.946

	Capital Receipts (Right to Buy)
	6.313
	4.295
	3.818
	2.607
	2.657
	1.679
	1.724
	23.094

	Other Receipts/Grants
	
	0.493
	0.400
	0.400
	0.400
	0.400
	0.400
	0.400
	2.893

	Revenue Contributions (RCCO)
	0.000
	0.000
	0.000
	0.988
	0.608
	0.694
	1.210
	3.500

	TOTAL
	 
	20.506
	17.257
	16.536
	16.064
	15.466
	14.397
	14.764
	114.989

	
	
	
	
	16.287
	
	
	
	
	

	ALMO FUNDS REQUIRED
	
	0.000
	7.500
	45.000
	50.000
	55.000
	52.000
	9.386
	218.886

	Original ALMO Bid
	
	0.000
	7.500
	45.000
	50.000
	55.000
	52.000
	9.386
	218.886

	Extra Resources Required
	 
	0.000
	0.000
	0.000
	0.000
	0.000
	0.000
	0.000
	0.000


2010 Rotherham Ltd recognises that the Housing Strategy needs to be ambitious to make a significant impact on the housing conditions and circumstances of the people of Rotherham.  At the same time we recognise that for the strategy to be implemented, the vision must be underpinned by sound financial planning. 

Financial planning has been based on realistic and prudent assumptions about the availability of future resources, including an assessment of Rotherham Metropolitan Borough Council’s own resources.  The Housing Strategy supports and informs Rotherham Metropolitan Borough Council’s Capital Strategy and the annual capital and revenue programmes.  Rotherham Metropolitan Borough Council also keeps abreast of external funding streams, e.g. the Neighbourhood Management Pathfinder and Housing Market Renewal in order to maximise resources for the Housing Strategy.

5.4 Business Reinvestment Philosophy 

Generation of Surpluses

2010 Rotherham Ltd essentially operates a ‘breakeven’ business through the provision of services to Rotherham Metropolitan Borough Council under the Management Agreement, for which a set management fee is received.  The management fee is negotiated annually with Rotherham Metropolitan Borough Council to ensure that it is fit for purpose and reflects the level of services being provided by 2010 Rotherham Ltd.  Given this process, it is not expected that a surplus will be automatically generated through the provision of such services.  

2010 Rotherham Ltd strives to ensure that in all the services it provides, value for money (VFM) is achieved and that continuous improvement is sought.  The achievement of such objectives may generate surpluses; however, this is not guaranteed as cost savings in delivery are only one aspect of VFM, which is identified in 2010 Rotherham Ltd’s Value for Money Strategy. 

The use of any surpluses generated by 2010 Rotherham Ltd through the IHSP and/or the provision of services under the Management Agreement is addressed below.    

Use of Surpluses

The Management Agreement with Rotherham Metropolitan Borough Council specifically addresses the issue of ‘Right to Use Surpluses’ in clause 53.  Clause 53 essentially states that in the instances where 2010 Rotherham Ltd does generate a surplus the use of such surpluses should be discussed and agreed with Rotherham Metropolitan Borough Council.  There is a commitment from the Board, Executive and Rotherham Metropolitan Borough Council in principle that any such surpluses should be utilised for the benefit of the tenants and leaseholders. 

5.5 Financial Reporting

The financial reporting framework of 2010 Rotherham Ltd requires both an internal and external focus.  

Internal Financial Reporting

At present Rotherham Metropolitan Borough Council provides the core financial services for 2010 Rotherham Ltd through a Service Level Agreement (SLA), including management accounting services, with monthly management accounts presented to the Board, Resources Committee and Senior Management.

A key recommendation within the Audit Commission’s recent inspection report was the need to ensure that the financial management arrangements of 2010 Rotherham Ltd are appropriately strengthened to support the ongoing management, development and governance of the company.

2010 Rotherham Ltd fully supports this recommendation.  Discussions have taken place with Rotherham Metropolitan Borough Council and a timetable set for reviewing the Finance SLA which will result in the management accounting service being provided in-house by 2010 Rotherham Ltd from 1 of July 2007. 

External Financial Reporting

As a Company Limited by Guarantee incorporated under the Companies Act, 2010 Rotherham Ltd has a legal responsibility to produce Independently Audited Financial Statements.  In addition to this legal requirement, we also have a responsibility under clause 16.9 of the Management Agreement to provide such audited accounts, as follows:

“The organisation shall provide each year to Rotherham Metropolitan Borough Council’s Representative, a copy of its audited accounts within six months of the relevant accounting reference date”.

2010 Rotherham Ltd. will produce a set of audited accounts for the accounting period ending 31 March 2007.  The 31 March 2007 is the accounting reference date for 2010 Rotherham Ltd and therefore, we must provide a set of audited accounts by 30 September 2007 to Rotherham Metropolitan Borough Council’s representative, in line with clause 16.9 of the Management Agreement.

To achieve this requirement within the timetable we have employed KPMG as external auditors and tax advisors of the company.  KPMG will undertake the external audit of our accounts and provide an Audit Opinion.

Upon finalisation, these audited accounts will be presented to the sole member, Rotherham Metropolitan Borough Council, and Board of the company at the Extraordinary General Meeting (EGM) during September 2007.  Periodically thereafter, 2010 Rotherham Ltd will produce annual financial statements for presentation to the sole member and 2010 Rotherham Ltd Board at each subsequent Annual General Meeting (AGM).  

6. Performance

6.1 Performance Management Framework 

2010 Rotherham Ltd uses a Performance Management Framework (PMF) to develop, monitor and report performance to the Board, Performance committee, Council and its customers.  The Performance Management Framework sets out the process of managing performance within the organisation.  Performance Management is a regular agenda item on the Executive Management Team meeting agenda.  A 2010 Rotherham Ltd-wide Corporate Performance Management Group has been established which meets monthly to review performance against targets, agree remedial action where necessary, discuss proposed targets and consider emerging good practice.  Sharing good practice, developing peer-group support and learning from each other are key outcomes of the group.  Arising from these meetings are initiatives for service improvement which ultimately link into the annual Personal Development Reviews (PDRs) and monthly appraisals.

The Performance Committee of the 2010 Rotherham Ltd Board meets monthly to scrutinise performance data and identify areas for closer attention.  When issues come to light, the Committee monitors improvement planning and action taken.  The Committee reports to the Board each month, highlighting any areas for concern.

2010 Rotherham Ltd’s performance for 2006/07 has been reported in the RMBC Best Value Performance Plan and will be summarised in the Annual Report pull-out section of our newsletter for customers, Round Your Place.

6.2 Comprehensive Performance Assessment (CPA)

The activities of 2010 Rotherham Ltd clearly link into Rotherham Metropolitan Borough Council’s CPA process.  The Strategic Planning Framework of 2010 Rotherham Ltd ensures these activities are captured and that 2010 Rotherham Ltd and Rotherham Metropolitan Borough Council benefit from two way support mechanisms.  

2010 Rotherham Ltd made a positive contribution to the Council’s Corporate Assessment and Comprehensive Performance Assessment (CPA) ‘3 star’ score in 2006.  The Housing element of CPA remained at a score of 3 out of 4 but this can potentially rise to a score of 4 out of 4 dependent on a number of factors within 2010 Rotherham Ltd’s control.  These are:

· The delivery of the Decent Homes programme by December 2010

· Improved asset management in relation to the level of planned expenditure and energy efficiency

· Achieving better customer satisfaction indicators on the overall quality of the housing service (BVPI 74) and opportunities for customer participation in the service (BVPI 75)

· Continuous improvement in all our performance indicator outturns and targets to ensure that no indicators are in the lower CPA threshold and the majority are in the upper threshold.  This reflects the changing nature of the CPA model where the weighting of the scores has moved increasingly away from inspection to performance indicators.

All this will be achieved in a framework of good practice and quality data.  Reserved or qualified indicators are considered in CPA as ‘lower threshold’ indicators and our performance team will work closely with the Council to ensure that the indicators managed by 2010 Rotherham Ltd pass internal and external audit.  

6.3 Key Performance Indicators

Key Performance Indicators for 2006 – 2009

The table below illustrates how we expect to perform against our Key performance Indicators (KPIs) between 2007/08 and 2009/10; targets for 2008/09 and 2009/10 are indicative.  

Since 2010 Rotherham Ltd took over the management of the Housing stock in May 2005, 80% of the KPIs have improved.  The table sets out the KPIs and results for 2010 Rotherham Ltd for 2006/07.  All KPIs have a detailed action plan for achieving the year-end target.
	Performance Measure
	2006/07 Performance
	CPA 2007 Lower Threshold
	CPA 2007 Upper Threshold
	2007/08 Target
	2008/09 Target
	2009/10 Target

	BV 66a – Rent collection
	98.23%
	96.18%
	98.2%
	98.25%
	98.40%
	98.60%

	BV 66b – Tenants in arrears
	3.15%
	n/a
	n/a
	3.30%
	3.25%
	3.20%

	BV 66c – Arrears notices served 
	14.09%
	n/a
	n/a
	14.00%
	13.90%
	13.80%

	BV 66d – Evictions for arrears
	0.44%
	n/a
	n/a
	0.40%
	0.39%
	0.38%

	BV 74 – Tenant satisfaction with services
	74%
	84.1%
	92.5%
	77.0%
	80.0%
	85.0%

	BV 184a – % of homes non decent at the start of the financial year
	74%
	47%
	16%
	63.91%
	56.0%
	34.0%

	BV 184b – % change in non-decency
	13.80%
	3.5%
	23.8% (or 100% if Decent Homes Programme complete)
	15.00%
	39.71%
	59.36%

	NM 72 – Urgent repairs
	98.78%
	88%
	97%
	99.00%
	99.25%
	99.50%

	NM 73 – Non-urgent repair completion (days)
	10.1
	24
	11
	9.5
	9.0
	8.0

	NM 185 – Repair appointments
	97.85%
	n/a
	n/a
	97.85%
	98.00%
	98.50%

	AM 211a – Revenue Programmed/

Responsive spend
	32%
	26%
	54%
	40%
	45%
	50%

	AM 211b - % Emergency repairs/

non-urgent
	22%
	n/a
	n/a
	20%
	
	

	BV 63 – Energy rating
	61
	57
	65
	62
	62
	63

	BV 212 – Relet times
	16
	52.0
	26.7
	15
	14
	13

	BV 75 – Tenant satisfaction with involvement
	64%
	68.2%
	77.5%
	66%
	67%
	69%

	BV 164 – Equality code standards
	Yes
	No
	n/a
	Yes
	Yes
	Yes

	CP LPI – Secured by design

	n/a
	n/a
	n/a
	
	
	

	CPA – Weekly management costs

	
	£16.34
	£10.75
	
	
	


Key Performance Indicators Results 2006-2007

	PI Ref.
	Description
	05/06

Actual
	06/07

Actual
	2006/7

Target
	All England comparison (2005/06)
	All 

ALMO comparison (2006/07)
	Better or worse than 05/06?

	BV 63
	The average energy rating (SAP) of local authority owned dwellings
	60
	61
	61
	Bottom 25%

(
	Bottom 25%

(
	Better

(

	BV 66a
	% Rent collected 
	97.79%
	98.23%
	98.0%
	Above Average

(
	Top 25%

(
	Better

(

	BV 66b
	% of tenants owing more than 36 days rent arrears  
	3.14%
	3.15%
	3.12%
	Top 25%

(
	Top 25%

(
	Worse

(

	BV 66c
	% of tenants in arrears who have had a Notice to Seek Possession (NSP) served 
	12.19%
	14.09%
	12.0%
	Top 25%

(
	Top 25%

(
	Worse

(

	BV 66d
	% of tenants evicted as a result of rent arrears
	0.43%
	0.44%

	0.39%
	Below Average

(
	Below Average

(
	Worse

(

	BV 184a
	% of homes non decent at the start of the financial year
	72%
	74%
	68%
	Bottom 25%

(
	Bottom 25%

(
	Worse

(

	BV 184b
	% change in non-decency 
	1.6%


	13.8%
	12.3%
	Below Average

(
	Above Average

(
	Better

(

	xBV 72
	Urgent repairs completed in time 
	98.20%
	98.78%
	98.50%
	N/A
	Above Average

(
	Better

(

	xBV 185
	Repairs appointments made and kept  
	94.35%
	97.85%
	95.00%
	N/A
	Top 25%

(
	Better

(

	xBV 73
	Average time to complete non-urgent repairs (days)
	11.27 
	10.10

	10.00
	N/A
	Below Average

(
	Better

(

	xBV 211a
	% of total repairs expenditure spent on programmed repairs (as opposed to responsive repairs)
	27%
	32%

	43%
	N/A
	Bottom 25%

(
	Better

(

	xBV 211b
	% of total repairs expenditure spent on emergency and urgent repairs (as opposed to non-urgent repairs)
	26%
	22%
	24%
	N/A
	Below Average

(
	Better

(

	BV 212
	Average relet time from termination to start (days)
	11
	16

	11
	Top 25%

(
	Top 25%

(
	Worse

(


Complaints Summary 2006/7

Total Complaints received

	Stage 1
	Stage 2
	Stage 3
	LGO
	Total

	235
	32
	8
	2
	277


Complaints received by Category

	Actions of Staff
	Quality of Service
	Lack of Service
	Delay in Service
	Cost of Service
	Lack of Information
	Other
	Total

	35
	120
	25
	83
	1
	6
	7
	277


Overall Complaints Closed

	Stage 1
	Stage 2
	Stage 3
	Total

	Closed
	Closed Upheld
	Closed Partially Upheld
	Closed
	Closed Upheld
	Closed Partially Upheld
	Closed
	Closed Upheld
	Closed Partially Upheld
	

	119
	86
	27
	18
	5
	8
	5
	0
	2
	270


Complaints Dealt with within Time

	Stage 1
	Stage 2
	Stage 3
	Total
	Cumulative
	2005-6

	189 (of) 232
	24 (of) 31
	7 (of) 7
	220 (of)270
	81%
	72%


6.4 Comparing with other similar authorities and organisations

A key aim of 2010 Rotherham Ltd is to be one of the best housing services in the country.  This means that performance levels must compare well with not only the best (or top quartile) ALMOs, but also with other housing organisations like Councils, Registered Social Landlords and Stock Transfer organisations.  These comparisons also enable meaningful and SMART target setting, and identify organisations where a site visit may be appropriate to share and implement best practice.

6.5 2010 Rotherham Ltd Excellence Plan 

The “Road to Excellence” plan is the formal record of our progress towards excellence as described in the KLOEs published by the Audit Commission.

The plan is under constant review to ensure that Audit Commission recommendations, best practice from KLOEs and outcomes of 2010 Rotherham Ltd’s service reviews drive improvement and evidence of improvement is captured.

To ensure the pursuit of excellence is embedded across the organisation, we will train a cross section of staff, Board members and customers in inspection techniques to undertake regular assessments against the KLOEs.  Action plans will be developed to address identified shortfalls.

7. Decent Homes
7.1 2010 Rotherham Limited Investment Plan

The 2010 Rotherham Ltd Investment Plan is an integral part of 2010 Rotherham Ltd’s strategic framework and outlines our strategic objectives with regard to the investment required for the housing stock owned by Rotherham Metropolitan Borough Council.  

The document sets out the strategy and programmes for delivering the Decent Homes Standard by 2010, reviews current performance and sets targets.  The plan also describes how we will achieve the standard within the timescales set by the Government.  It highlights the principal issues influencing investment in the works programme, following the establishment of the new ALMO.  The plan also addresses the key considerations for the organisation in procuring those works and outlines the procurement approach taken by the organisation whilst considering the best options required to meet the investment needs of Rotherham Metropolitan Borough Council’s housing stock.

The 2010 Rotherham Ltd Investment Plan outlines the contribution that will be made to the Mission, Vision and Priorities that are set out in the Corporate Plan and Community Strategy of Rotherham Metropolitan Borough Council and will also show how the 2010 Rotherham Ltd Investment Plan will support Rotherham Metropolitan Borough Council’s CPA Assessment. 

The document maps out the various processes that will ensure that the key target of achieving Decent Homes in all of Rotherham Metropolitan Borough Council’s housing stock is completed before the end of 2010. 

7.2 Customer Focus

Customer focus looks at the involvement of customers in the Local Investment Planning process.  This clearly addresses customer priorities and deprivation by targeting high crime rates and by tackling the worst homes in the most deprived wards first.  The plan also addresses long term health issues by ensuring that elements of the Lifetime Homes Standard are adhered to where this is practical.  The policy is fit for purpose and contains clearly defined drivers for the investment to be undertaken.  It has undergone significant consultation with stakeholders and is to an established methodology.  Significant parts of the plan’s decision making process have been in liaison with the Decent Homes Customer Focus Group and other stakeholder groups.  Customers have told us through consultation that they would like the Decent Homes programme communicating to them in a simple to understand and timely manner; the Investment Plan sets out this process.

As a learning organisation it is imperative that we continue to learn from how we deliver our capital programmes and put in place improvements to deliver better service deliver and value for money for our customers.  Our recent experience has identified the need to:

· Improve contract monitoring to ensure that quality is consistent between different partners so there are no inequalities in service delivery depending on where customers live

· Strengthen the monitoring against the Service Standards

· Prevent repeat complaints by improving the customer liaison, sharing good practice between partners and monitoring to ensure consistency across partners

· React to complaints quickly to minimise disruption to our customers and avoid any negative publicity about the programme which is a driver for decent homes refusals

· Communicate effectively with Customers, Elected Members and the local media

· Put in place an escalation procedure to deal with performance management issues of the partners, setting out what is going to be actioned and by whom

· Improve the quality of reports to the Board to ensure effective monitoring and decision making. 

7.3 Investment

The proposed packages of investment reflect the 2010 Rotherham Ltd Delivery Plan and ensure that the plan is capable of being delivered on time and to budget.  The resources required to deliver the plan amount to £319 million with £218 million of funding being drawn down from Communities and Local Government following the award of 2 stars from Audit Commission inspection in November 2005.  Other key drivers for this plan include Environmental, Community Safety and Health issues.

7.4 Value for Money

The plan addresses Value for Money and efficiency savings from the Gershon Review through 2010 Rotherham Ltd’s involvement with the Centre for Excellence and the South Yorkshire Decent Homes Purchasing Consortium, a ‘Trailblazer’ project funded through the National Efficiency Challenge Fund.

7.5 Sustainability

Sustainability is delivered by ensuring that the Decent Homes Programme leaves a sustainable legacy through the improvement of the Neighbourhood areas, improving the local labour market and by engaging with environmental concerns such as the of selection of sustainable materials.

Decent homes are an essential part of a sustainable community.  A home and the environment around it has a major impact on the physical and mental health and well being of those who live there, including children and young people.

Poor housing and poor environments can contribute to an area having a bad reputation.  They are factors which have contributed to low demand, making communities unsustainable thus making children and young people living within these areas disadvantaged. 

The Department of Health’s Cross Cutting Review on Health Inequalities found that improving housing conditions which alleviated problems of cold and damp would have a major impact on achievement of their life expectancy target.  It also found that improving housing conditions for children in disadvantaged areas would have a major impact on their infant mortality target.

Achieving the Decent Homes target is also an important component of the Department of Work and Pensions’ aim of reducing child poverty.  Achievement of the target will also make a significant contribution to the joint Department of Trade and Industry/Department of Environment, Food and Rural Affairs targets of eliminating fuel poverty and reducing carbon emissions.  Improving the thermal comfort of homes helps reduce fuel bills and the number of children who experience fuel poverty.

Rotherham MBC’s and 2010’s Decent Homes Investment Programme will ensure that around 5,000 properties per year will be brought up to decency during the next 5 years, targeting the areas of most deprivation first.  This work will ensure that decency is achieved by 2010 for all tenanted properties and will help to alleviate the problems surrounding poor housing and poor environments and will have a positive benefit on the children of Rotherham.

7.6 Aspiration and Performance

The plan shows how we will meet the aspirational standards of our tenants by ensuring that the Rotherham Standard goes well beyond basic the basic Decent Homes Standard and that we incorporate choice for our customers. 

Performance and Risk Management show our plans to ensure that contractors delivering the programme are monitored for performance on site, value and through their commitments to Rotherham Metropolitan Borough Council/2010 Rotherham Ltd’s priorities, including performance on equalities, training and environmental issues.  Strategic Risks are captured as part of Rotherham Metropolitan Borough Council’s Risk Management Strategy ‘Risgen’ and Operational Risks are addressed in the document’s SMART Action Plan.

8. Review
8.1 Delivery Plan 2005 - 2008 

In our first two years of operation, we achieved a great deal of success in delivering the objectives set out within the Delivery Plan, summarised in the tables below.

	Our Objectives 2005/06
	How did we deliver?

	Become a good (2 star) ALMO Housing service in terms of cost, efficiency and service delivery by 2005 and achieve an excellent (3 star) service by 2006 to draw down funding to deliver decent homes
	· Achieved two star status

· Developed services that have been externally recognised for quality such as CharterMark and Investor In People

· Achieved Gershon savings through Business Process Reengineering

· Developed the significance of Equalities and Diversity throughout the whole business

· Developed performance and governance arrangements

· Achieved key actions within the Excellence Plan

· Obtained the funding to deliver Decent Homes

· Some milestones within Excellence Plan still to deliver

	Achieve the Decent Homes Standard for all council properties by 2010 and ensure that all Council properties achieve Secured by Design standards by 2010 to reduce domestic burglary
	· Developed and agreed the 2010 standard

· Met Decent Homes Performance Measures

· Investment Plan developed

· Programme designed to ensure VFM

· Contracts procured

· 7 Year Annual Maintenance Plan produced

	Support the neighbourhood management agenda facilitated by a customer focused, accessible one stop shop approach by 2006
	· Successfully delivered the Area Assembly agenda

· Restructured and recruited to focus upon Neighbourhood Management

· Developed coterminous boundaries

· Presence in the first Customer Service Centre

· Opening hours reviewed and Saturday morning opening implemented

· Access and Accommodation strategy actions delivered

· Key partner and deliverer of the Safer Neighbourhood Team initiative

· Progress on Neighbourhood Management impeded by change of approach from Rotherham Metropolitan Borough Council 

	Provide an externally recognised value for money, high performing repairs and maintenance service by 2007
	· All KPI targets met

· House Mark review

· Piloted handheld technology

· VFM not yet proven

· Handheld technology not yet rolled out

· Progress on R&M Procurement

· Performance on Programmed & Planned Repairs

	Reducing void relet times to become best in class by 2007


	· KPIs met year end targets

· Achieved Best in Class (in terms of size)

· Key-safe initiative

· Choice Based Lettings introduced

· Voids process reviewed

· Some concern over quality the process delivers

· Some concern of transparency and fairness of CBL process

	Through partnership arrangements contribute to reducing by 25% the incidents of Anti Social Behaviour by 2008
	· Major partner in SNT initiative

· Delivering key role within the ASB Strategy

· Chairing Neighbourhood Action Groups

· Introduced robust measuring and recording methods (Anite system)

· GIS mapping of hot-spots

· Neighbourhood Champion Action Plans

· Community Support

· Satisfaction surveys

· ASB Audits

· Membership of Safer Rotherham Partnership

· Procedures require review (Rotherham Metropolitan Borough Council & 2010 Rotherham Ltd)

· Base lining figures not widely known

	Increase the number of active tenant and resident participants, which is representative of the make-up of the borough by 100% by 2007
	· Introduction of specialist team in 2010

· Shadow Board for Rother Fed established

· Review of Area Housing Panels completed

· “Here’s the Deal” tenants’ compact drafted

· Targets set and met for establishing new TARAs

· Base lining figures not widely known

· “Here’s the Deal” not signed up to by all partners

· Interface with Community Involvement in Rotherham Metropolitan Borough Council

	Deliver services fairly and in a way which recognises equality of opportunity and choice for every resident in every neighbourhood by contributing to Rotherham Metropolitan Borough Council achieving Level 5 of the Local Government Equality Standard
	· Sponsorship of Chinese New Year

· Key partner in delivering International Women’s Day

· Support for Archway Foundation

· Innovative staff training (Forum Theatre & e-learning)

· Appointed specialist Equalities and Diversity Manager

· Over 60 Equalities Impact Assessments conducted

· Facilitated partners’ Equalities event

· Development of workforce profiling PIs and extension into apprentice scheme

· Led training on BME Housing Strategy

· Development of Tenants’ profiling




	Our Aims and Objectives 2006/07
	How did we deliver?

	Aim:
Be an excellent provider of housing management services

	Provide excellent services to all our customers by December 2007 (KLOE 1).


	· Customer satisfaction reports now include equalities monitoring in some areas, which will increase over the next year so that we can be sure that all parts of the community are experiencing a high level of service

· Service Improvement and Performance Managers appointed and in post from 2nd April 2007; other posts within the in-house team will be taken up during April

· Corporate Performance Management Group established and meets monthly to review performance against KLOEs/KPIs and to implement action plans to address any shortfalls in readiness for Audit Commission inspection

· Charter Mark accreditation with full compliance in all categories awarded October 2006

· Framework agreed with tenants to give appropriate notice of commencement of Decent Homes work and to review work in progress through contractors’ Tenant Liaison Officers and 2010’s Decent Homes Champions frequent visits

· Borough Environmental Training Scheme established and first trainees in post March 2007, based on award-winning project



	Develop a value for money strategy by March 2007 that creates a framework for measurable efficiencies and service improvements year on year (KLOE 32)


	· Customer-focused corporate service reviews undertaken early 2007; outcomes will be implemented in 2007/

· Agreement in principle given by RMBC to funding for introduction of hand-held technology

· Value for money strategy document still to be drafted



	Improve customer care by extending customer involvement and embedding equalities and diversity in the development and delivery of all our services by March 2007 (KLOE 5)


	· Equalities and Diversity Strategy developed and agreed

· Charter Mark award retained with full compliance

· “Getting to Know You” survey undertaken mid-2007 which will be repeated periodically

· Tenant Compact agreed and signed by all parties October 2006

· Customer satisfaction levels reviewed by Corporate Performance Management Group; strategy to be developed by July 2007



	Aim:
Improve and sustain the quality of council housing in Rotherham



	Achieve the Decent Homes standard for all Council properties by March 2011 (KLOE 3)


	· Rotherham “Decent Homes Plus” standard agreed June 2006

· Contractors selected and appointed July 2006; work started on site August 2006

· Performance and quality monitoring framework, including milestones and targets throughout the programme, developed and applied 

· Processes reviewed monthly and revised accordingly to ensure they meets the requirements of all parties concerned and continues to represent value for money

· Best Value Indicator 184b (% stock moving into decency) on target at end of February 2007; action plan in place to ensure 2010 target is met



	Provide an externally recognised, value for money, high performing repairs and maintenance service by December 2007 (KLOE 3)


	· Measurable targets included in responsive repair standard

· Cyclical and planned maintenance programmes reintroduced from September 2007 – although more is needed to meet the KPI

· A project group has been established, involving all key players, to oversee the strategic review of the IHSP

· Agreement in principle given by RMBC to funding for introduction of hand-held technology



	Aim:
Create safer neighbourhoods



	Work in partnership with Rotherham Metropolitan Borough Council and other stakeholders to drive forward Rotherham Metropolitan Borough Council’s Neighbourhood Renewal Strategy and take the lead in delivering local services to an excellent standard within a Neighbourhood Management approach. (KLOE 6)


	· Successfully participated in the Area Assembly agenda

· Restructured and recruited to focus upon Neighbourhood Management

· Developed coterminous boundaries

· Presence in the first  three Customer Service Centres

· Opening hours reviewed and Saturday morning opening piloted and reviewed

· Access and Accommodation strategy actions delivered

· Key partner and deliverer of the Safer Neighbourhood Team initiative, including participation in many Police operations

· Delivered key actions through the NAG and JAG structures

· Review of criminal damage policy

· Delivered key actions through the Safer Rotherham Partnership

· Commenced customer focussed review of ASB procedures

· Implemented first “Good Neighbour Agreement” in Rotherham as part of the 2010 RESPECT Action Plan

· Significantly contributed to the Rotherham RESPECT Steering Group

· Implementation of 44 Neighbourhood Champion Impact Plans, all prioritised and ratified by the Community

· Piloted mobile estate management service

· Increased programme of Neighbourhood Walkabouts

· Introduction of joint Champion and SNT surgeries in hotspot crime and ASB locations

· Implemented same gender drop in sessions to help combat domestic violence

· Introduced the Borough Environmental Training Scheme (BETS), improving opportunities for young people to learn and improve the environmental condition of Neighbourhoods

· Completed a full review of our Caretaking service and recommended improvements

· Working on the recommendations of customers we have reviewed the Racist incident procedure and are currently running a pilot of a slightly altered procedure that is more victim focused and requires local solutions (SNT)

· Round your place – Feb 07 issue was used to promote ‘keep safe messages’ as well as healthy living and Domestic violence contact numbers




	Aim:
Be an exemplar ALMO



	Ensure robust governance arrangements are agreed by March 2007 (KLOE 1.5.2.1)


	· Participated in “Good Governance Yorkshire and Humberside” project

· Comprehensive action plan agreed at Board meeting 28th March

· Steering Group of Board members to ensure implementation



	Develop and improve our approach to Human Resource Development to ensure we retain IIP status (KLOE 1.6.2)


	· Human Resource strategy developed and agreed by Board and JCC

· Workforce development action plan links personal development reviews with objectives as part of planning process



	Play a full part in shaping the Government’s approach to the future of ALMOs for the benefit of our customers (Board’s aim)

	· Attendance at ALMO and NFA consultation events and contributions to responses to Government proposals




As a learning organisation we use customer feedback and review of performance to improve services in the future.  Section 7.2 includes learning from 2006/07 with regard to the capital programmes; key learning points for housing management are given below.

Rent arrears performance:

The year end predictions that performance may not achieve three out of four indicators for 2006/07 gave rise to concern that the preventative measures put in place during that year were not successful.  As a result, the Housing Income Service Review was brought forward which recommended the consolidation of services would improve efficiencies, enabling some resource to be dedicated to debt prevention.  We have also engaged in a publicity campaign to raise awareness of debt issues and the options available to customers.

Voids Performance:

The Voids Service Review has identified some key concerns from customers about service delivery and the cost effectiveness of current processes.  Customers feel that whilst performance is very good, the quality of the end product is poor and the process is not customer friendly.  The desktop review of the costs of the service has identified a negative imbalance between the improvement in performance and the costs of delivering the improvements.  As a result, the voids service review made a number of recommendations relating to changes in the process, the organisational structure and the need for increased awareness when target setting.  An action plan was drawn up to implement these recommendations; progress is reported to the Corporate Service Review Board and will be reported to the Performance Committee.

Repairs Performance:

2006/07 saw improvements in performance against the responsive repairs indicators, achieved through improving the management information systems although the costs of delivering the improvements are not widely known and will be subject to analysis through the IHSP Review and market testing in the near future.

Anti-Social Behaviour Performance:

A review of the Council’s ASB procedure and the role of 2010 in delivering services to customers experiencing ASB was initiated in November 2006.  To date 49 customers have been involved: 

· 18 one to one, face to face interviews (3 from LGBT community, 8 from BME community)

· 7 telephone interviews

· 2 E-mail/written comments

· 6 people who are deaf, including one young person, via a focus group

· 8 people with visual impairment via a focus group

· 8 young people via a visit to Wath Skate Park – a site where numerous young people have reported incidents of ASB

The contributions from customers have informed the review, and further engagement opportunities will be embraced as the procedure manual is re-drafted.

Customer Satisfaction:

General levels of customer satisfaction increased between 2006 and 2007.  This was due to the measures taken via learning from customers’ forums, the review groups and the action plans developed by the Community Development Team.  In 2007/8 we are using the findings of the customer focused Corporate Organisational Review to further build on the improvements already delivered.

Learning from Customers

Feedback from customers is encouraged and we have learnt from comments, compliments and complaints.  Examples include the following:

i) Customers visiting the Neighbourhood Office at Rawmarsh commented that parking facilities were inadequate due to the main road and parking at the rear of the office was not clearly marked. 

Outcome: - signs have been erected to the front of the Neighbourhood Office, advising that car parking is available to the rear of Bradbury Close.

ii) Customers also commented that at the Rawmarsh Neighbourhood Office there was no wheelchair access to the building. 

Outcome: - signs have been erected to the front of the building advising customers that disabled access is available at the side of the building.

iii) Customers commented that the works Operatives did not always explain who they were and carried no identification. 

Outcome:- all operatives via Team Briefings have been advised to show ID Badges to customers at all times. Customer Care training has also been amended to include this and is embedded throughout the organisation.

iv) Customers commented that the flats at Warrick Street, Wellgate were poorly maintained. 

Outcome: - Daily visits to the area by the Neighbourhood Champion and weekly clean ups by the Caretaker have been arranged. Improvements to the area have also been made including the fitting of high security doors, alley gating, new fencing and improved lighting. Weekly patrols through the Safer Neighbourhood Team have also been introduced in the area. 

v) Customers commented that they were dissatisfied with the time taken to complete improvement works under the Decent Homes Programme and often had repairs outstanding. 

Outcome: - All properties are visited daily unless there is no work in progress and all customers receive a Starter Pack and contact details of their nominated Tenant Liaison Officer.  Dedicated Decent Homes Champions have been introduced as a direct link with the Partners, to ensure any customer issues are resolved at the earliest opportunity.

8.2 Audit Commission Inspection 

2010 Rotherham Ltd was inspected in November 2005 and in February 2006 the Audit Commission published its report which awarded the organisation a “Good” 2-Star status with uncertain prospects for improvement.  This demonstrated an improvement from the “Fair” 1 - Star with promising prospects for improvement.

The Audit Commission made seven key recommendations for 2010 Rotherham Ltd, these were:

	Audit Commission Recommendation
	Progress 

	Address leadership issues by:

• deciding on the future structure of the management team which maximises the capacity to address weaknesses identified within this report.

	· Chief Executive  and3 Directors appointed

· Performance and Service Improvement Manager recruited

· Finance Manager appointed

· Assistant Director of Investment appointed

· Equality & Diversity Manager appointed

· Learning & Development Manager appointed

· Health & Safety Manager appointed

· In-House Service Provider Manager recruited

	Further strengthen customer-focus by:

• reviewing service standards with customers to ensure that they all include measurable targets and address omissions identified in this report; and

• ensure that the tenant participation compact is thoroughly reviewed and that commitments in terms of financial support for resident involvement are explicitly communicated to residents
	· All Service Standards reviewed with customer involvement

· SMART test applied to Service Standards review

· Detailed recommendations for the main report included within the review

· Rother Fed and 2010 signed up to “Here’s the Deal”, Tenants’ Compact

· Financial report to Neighbourhoods in June 06

· “Here’s the Deal” signed by Rotherham Metropolitan Borough Council in October 06



	Strengthen the focus on equality and diversity by:

• developing a comprehensive understanding of the diverse profile of all tenants; and

• implementing robust monitoring procedures for ensuring contractors comply with equality policies.

	· Equalities & Diversity Manager appointed

· Tenants’ Profile option appraisal endorsed by Management Team

· “Getting to know you” survey distributed to all tenants in June 06, and to non-respondents in December 06 and September 07; circa 9,000 returns by October 07

· Performance Measure ROKI 5.1 introduced to monitor contractor equalities policy

· E&D key element of assessment criteria during contractor procurement process

· E&D monitoring is part of DH Customer Satisfaction Surveys

· Equalities monitoring of service areas introduced October 07

	Integrate value for money into working practices by:

• ensuring that the Board receives regular progress reports on delivery of the housing elements of the Annual Efficiency Statement targets; and

• ensure that all service level agreements contain specific and measurable targets which are easy for both parties to measure compliance against and that Board members and customers are involved in reviews from an early stage
	· Annual Efficiency Statement (Forward Looking) received by Resources Sub Committee

· Infrastructure in place to ensure the 2010 Board receive quarterly Annual Efficiency Statement updates

· Negotiations commenced with Rotherham Metropolitan Borough Council to agree performance measures of SLAs

· SLA review programme commenced

	Strengthen financial management by:

• ensuring that there are robust financial management systems which provide detailed and up-to-date records of all expenditure by cost centre.
	· Strategic Finance function and links with ongoing projects completed

· Realignment of delegation of budget completed December 2006

· Plans developed with Rotherham Metropolitan Borough Council to transfer service accounting activities to in-house Finance Team from July 2007

	Ensure that an ALMO-specific approach is taken in key areas where 2010

is currently dependent on Rotherham Metropolitan Borough Council by:

• developing specific strategies in areas including IT, human resources, value for money, procurement and equalities and diversity
	· HR strategy in place

· VFM as a Strategic Objective of 2010

· ICT Strategy developed

· E&D now delivered in-house with minimal support requirements from Rotherham Metropolitan Borough Council

· Risk Management Strategy being developed

	Ensure that arrangements for consultation with leaseholders over service

charge expenditure fully comply with legislative requirements
	· Legal advice sought and implemented

· Section 20 process now embedded

· Section 20 process been communicated through newsletters and Leaseholder Forum

· Quality checking now in place for future programmes


The Audit Commission highlighted some key areas of good practice within the organisation:

· Access and choice arrangements

· Information to customers

· Use of Equality Impact Assessments

· Basis of stock investment decisions

· Standard of Decent Homes work

· Responsive repair standards, performance and satisfaction levels

· Re-let time for empty properties

· Gas servicing procedure and quality assurance mechanisms

· Flexible payment options

· Emphasis on arrears prevention

· Rent collection performance

· Framework for resident involvement

· Learning from customers ethos

· Anti-Social Behaviour robustly tracked

· Partnership approach to dealing with anti social behaviour

· Condition and cleanliness of estates

· Choice Based Lettings system

· Value for money emphasis delivered alongside efficiencies

· Track record of improvement

· Performance Management systems

· Benchmarking with diverse organisations

· The Board is cohesive and able to challenge performance

However, in addition to the key Audit Commission recommendations there are also additional factors that must be addressed to improve the future prospects for improvement:

· Lack of focus in areas previously judged as strong

· Stability of leadership and ability to assert its arms-length status

· Need to articulate its own future direction and become less dependent upon the wider strategies of Rotherham Metropolitan Borough Council

· Need to become less dependent upon support from the strategic landlord and consultants

· Financial management arrangements do not demonstrate independence

8.3 Investor in People

2010 Rotherham Ltd was assessed against the Investor in People standard in November 2005.  The Company was subsequently recognised as an Investor in People as an organisation separate from Rotherham MBC.  The Workforce Development Plan has been developed as part of the HR strategy and incorporates areas for further development highlighted by the external assessor.

8.4 Charter Mark 

Following the inspection on 15th, 16th August and 28th October 2005, 2010 Rotherham Ltd, along with Rotherham Metropolitan Borough Council Retained Housing Function, was awarded the Charter Mark standard.  Full compliance with all six criteria was confirmed by the continuous compliance assessment on 13th October 2006.  The award acknowledges our strong customer focus and good customer care whilst delivering continuous improvements in our services.  The Assessor indicated that we comfortably met the standard, and went on to highlight the strong commitment and enthusiasm shown by managers and staff in delivering quality services to our customers.

8.5 Core Values 

2010 Rotherham Ltd is committed to ensuring that its Core Values are an integral part of how the organisation delivers.  All the original Core Values were reviewed by staff at the staff roadshows in April 2006.  A summary of the results of this review are captured in the table below and are being integrated into the appropriate action plans and strategies to ensure the key issues are addressed.

	Core Value
	Review Summary 

	· Respecting all our customers and their diverse needs


	· Need to know more about our customers

· Consider new working patterns

· Training has been positive

· We are getting better, but there is more to do

	· Being open and honest


	· Communications have improved within 2010 but need to be improved further

· Operatives do not get enough feedback

· Mechanisms needed to communicate to all staff

· Need to see ideas and comments taken seriously

· Open door approach is positive

· Hot desk approach to access information

· People no longer in silos

· Communication is different across the organisation

· We are open and honest to customers

· Need to communicate DH programme to customers

	· Listening, learning and achieving


	· Getting better as we have moved away from blame culture

· Need to engage with higher % of customers to ensure wider consultation base

	· Continuous improvement


	· Too much emphasis on targets and not enough on the customer

· Focus on new customers at expense of existing

· Stretching targets are impacting upon quality of jobs/tasks

· Need to consider quality of contractors’ work

· Need to invest in technology to help

· We are now more efficient

· We are meeting all targets – best in class

· Achieve kite mark for windows

· Need to develop the appointment system

	· Working with partners and communities for a better future


	· We are all working for a better future for staff, customers and Rotherham as a whole

· Need appropriate training to deliver 

· Neighbourhood Management approach is positive

	· Value for money


	· Need to consider the customers part in delivering 

· Should reduce paperwork

· Time wasted refuelling vehicles

· Materials are wasted – could be recycled

· Plant and machinery could be not hired

· Market surplus stock

· Review processes and sequential approaches to work

· Review procurement process with RBT

	· Being a good and caring employer


	· Recognition awards

· Investor In People award

· Need to communicate better and make it relevant and consistent

· PDRs positive but require more follow up

· Many problems with wages – but nobody seems to listen

	· Respecting the environment now and for future generations
	· Consider at planning stage how future Policies, Projects and Operations will impact on the Environment and whether they are Sustainable.

· Add “Environmental Issues” as a permanent Agenda item for all regular management meetings.

· Communicate and share our good practices, via the Environmental Impact Alleviation Register - to encourage their take-up, evidence our actions, and to “Sing our Praises”.

· Reduce Resource Waste – Encourage Reduction in use, Re-use, Re-cycling, and Recovery of materials before incineration or land-fill is considered.

· Aim to achieve EMAS registration.

· Aim for continuous improvement in our Environmental Performance.


8.6 Key Challenges for the Future

Delivering Decent Homes is a major challenge for 2010 Rotherham Ltd in the short to medium term.  That programme does not stand in isolation, however and the key challenge is to achieve that objective whilst maintaining customer care and delivering excellent housing management and repairs and maintenance services across the Borough.

In the longer term, it is essential we don’t allow the housing stock to fall out of decency and 2010 Rotherham Ltd is establishing an Asset Management team to ensure the planned and cyclical maintenance programmes are timely and relevant.

The repairs and maintenance of the housing stock is undertaken by the In-House service Provider (IHSP), which is currently part of 2010 Rotherham Ltd.  That service will be market-tested to demonstrate value for money; a key priority for the 2007/08 financial year.

Securing sufficient resources will be central to achieving our ambition to provide excellent and efficient services.  Updating ICT systems to ensure reliability and ability to do what is now required will be crucial if we are to have accurate data for financial management; introduction of new technologies such as hand-held for IHSP operatives (and subsequently neighbourhood staff) will significantly contribute to the efficiency of the organisation and we will endeavour to introduce these changes in 2007/08.

Redefining our role in Neighbourhood Management will also be important in 2007/08 as we no longer have some of the responsibilities that were originally included within the wider Neighbourhood Management remit.  We will strive to provide excellence in all the services we deliver and in communities in partnership with other key players such as Rotherham Metropolitan Borough Council and Police through the Safer Neighbourhood Teams.

We are working towards re-inspection by the Audit Commission.  To ensure the pursuit of excellence is embedded across the organisation we have established a Corporate Performance Management Group which brings together operational managers from all sections of the organisation to learn from good practice and each other to effect service improvement to meet the “excellent organisation” descriptors for the Audit Commission’s Key Lines of Enquiry.  An Inspection Programme Board was established in September 2007 to ensure work across the company focuses on areas critical or significant to the inspection.  Membership is the senior management team and includes representation from RMBC’s Neighbourhoods and Adult Services Directorate (the Client) and Rother Fed, the federation of tenants’ and residents’ associations.
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� Two more evictions in 2006/07 compared to 2005/06.


� Outturn would have been 9.77 days if January gales had not happened.


� 2010 Rotherham Ltd predicted an outturn of 33%, based on available budgets for 2006/07.


� 2006/07 figure includes Decent Homes voids, which were not included in the target calculation. Measured on a like for like basis 06/07 performance compared to 05/06 would have stayed the same





�This section will be refreshed when the revisions are completed.


�Given that the Housing Strategy is also being refreshed, we need to be ready to adapt the Delivery Plan / influence the strategy to ensure there is still a ‘golden thread’ running through all documents.


�This section will also be rewritten when ther revisions are completed.


�I’m not convinced by this.  I know we have tried to involve customers in the past but I don’t think it is accurate to cite our efforts as “extensive consultation”.


�is that the latest STATUS survey?


�The references to Neighbourhood Management need revising.  Obviously, the Council now takes the lead in terms of NM but we have a key part to play as a partner – whether the Council likes it or not.  And a minor point, is it NM or nm?


�Really?


�Ths mission is still valid but we need to check the wording of the Community Strategy when that is refresed.  Phil – please do that when CS refresh is done


�The community Strategy is also to undergo a ‘refresh’, to make the themes / objectives align with the Local Area Agreement objectives – so the timing of our review of the Delivery Plan needs to be carefully considered.


�Phil’s point above is valid but we must refresh and revise our DP now to inform our budget planning for 07/08


�As before re CS – Phil – again please


�Are these still valid, with the inclusion of cleaner and greener?


�Date now passed – do we leave it or delete it?


�Could get review dates.  Anne?  Phil?


�Need a date by which this will be done.


�Is this possible?  What will count?  E.g. Criminal Damage work recognised as good practice?  BETS as Ambassadors for Rotherham?


�Could delete this activity as completed


�This date now passed so need to review all activities – delete completed ones, change dates and add new activities


�Could have an activity around the monitoring of Compact


�Management Agreement expires on 18th may 2010 (for information)


�First 3 activities now completed


�This is still valid but need more activities to underpin objective


�Is December still possible?


�Date passed but is this standard under review currently?


�This is hand held – may want to add an activity post implementation re vfm


�Needs updating


�Has it been completed?  Date may need revising


�Any more to say?


�I don’t think this is clear enough.  What does it mean to the customer?  


�I think there should be something new about working with communities and partners to maintain a clean and green local environment.  


�The Housing Strategy will flag up that we have an aging population in Council dwellings in Rotherham and growing numbers of people with long term debilitating illnesses.  We ought to show that we are planning for this and seeking to provide appropriate services to address the problem.


�Completed, should we delete it?


�Done – keep or delte?


�Not done on grand scale, AD on a prog + financial training for managers


�Revise date?


�RMBC has stated its this is not an objective – we retain it as Board requested it


�This isn’t strictly true now as the DP has been revised twice since consulations


�Phil will lead on revisions to this section


�I’m making this up as I go along! – but I think there’s some merit in having a working group session including customers / Rother Fed etc. to come up with our priorities within the Strategy  - whatdyareckon?


�Each director needs to review their elements of this section


�Section to be replaced (MW revising)


�Need to insert if possible


�Need to insert
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