
Delivery Plan 2010/11

	Ref
	Action and Link to Strategic Objective(s)
	Lead Officer
	Outcomes and targets
	Financial and/or Staffing Resources Required
	Anticipated Efficiency Savings
	Timescales and how measured

	
	Corporate Governance
	
	
	
	
	

	1. 
	Deliver a programme of formal training for Board members

1, 2, 3, 4, 5, 6

	Iain Henderson
	· Board members will be fully aware of their precise roles and responsibilities

· Board members will be able to contribute as effectively as possible to the governance of the company

· Improved decision making and collective ownership and understanding of decisions
	External consultancy and training, costs around £5,000
	None specific, but better use will be made of the time available in board meetings
	Training to be arranged throughout 2010 calendar year.  Skills audit to be updated at end of training programme – January 2011

	2. 
	Review the structure of board with a view to introducing committees in specific routine areas

1, 2, 3, 4, 5, 6


	Iain Henderson
	· Greater focus would be placed on items such as finance, risk, and audit if they were the subject of a separate committee

· Board meetings would have more time to focus on strategic matters if the more routine matters could be delegated to sub-committees
	Board member and officer time
	None specific, but better use will be made of the time available in board meetings
	Report to board on potential structure – July 2010

	
	Finance & Resources
	
	
	
	
	

	
	Performance and Quality
	
	
	
	
	

	3. 
	Implement and roll out a performance management system to all of Homes for Northumberland 

1, 5, 6


	Chris Thompson
	To have a robust performance management system for the whole Company that uses custom-built software. It will:

· Automatically generate performance reports

· Translate progress from strategic objectives through to individual actions

· Reduce waste and ensure performance management is a key priority
	£26,000 purchase costs + £2,500 annual maintenance costs. Performance and Quality Manager and ICT manager time to develop and implement. Managers and staff training.
	· We will be able to carry out more performance management activity for the same resource

· Performance should improve through better production of information and monitoring

· Move away from manual collection to a more automated system
	System will be implemented and fully used by everyone by March 2011

	4. 
	Implement and roll out a customer complaints, compliments and comments recording system to all of Homes for Northumberland 

1, 2, 5


	Chris Thompson
	To have a multi-user system that is available to all staff and accurately tracks customer feedback. It will:

· Record all customer complaints, compliments and comments in one place

· Allow for accurate recording of customer feedback and identify areas for improvement
	Performance and Quality Manager and ICT manager time to develop and implement. Managers and staff training
	· Improved recording of customer comments will lead to learning outcomes

· Multi-user access will reduce waiting time for access to the system
	System will be implemented and fully available to everyone by June 2010

	
	Policy and Research
	
	
	
	
	

	5. 
	Organise and execute a mock inspection for all of Homes for Northumberland 

1, 2, 5, 6


	Pat Walker
	To organise a full mock inspection of the Company. It will:

· Support our progress towards delivering an excellent, cost effective service

· Provide an assessment of our inspection and associated recommendations. 

· Prepare the organisation for full inspection.


	£25,000 consultant costs plus significant staff time
	· The inspection and subsequent report will identify a number of recommendations to improve the business overall, including efficiency. 
	Mock inspection completed and report received by October 2010. The results will be reported to the Board(s) and SMT. 

	6. 
	Draft, consult and agree Tenant Service Authority (TSA) local standards with tenants and leaseholders.

1, 3, 5
	Pat Walker
	To have published local standards that is agreed by tenants and leaseholders. It will:

· Comply with TSA requirements

· Be agreed by tenants and leaseholders

· By published and available to everyone


	£5,000 printing and consultation costs plus staff time to develop the standards.
	· The standards will allow us to target resources to priority areas in agreement with tenants and leaseholders
	We will have fully published local standards by October 2010.

	7. 
	Commence or complete all actions contained within the Equality and Diversity Single Equality Scheme 

1, 5, 6


	Pat Walker
	To have a clear timetable that will ensure we meet our commitments to E&D. The timetable will:

· Be agreed after consultation

· Ensure we meet current legislation and statutory guidance

· Underpin our commitment to E&D
	Staff time
	· Carrying out the work will ensure we comply with legislation and avoid costly legal action and damage to our reputation.

· Ensure Homes for Northumberland is an employer of choice, reduce staff turnover and ensure our employees are well trained and supported
	Progress action commitments will be reported to the Board in April 2011

	
	Information and Communication Technology
	
	
	
	
	

	8. 
	Complete the merger of the housing management and works order systems in Homes for Northumberland 

1, 5


	Andrew McGregor
	To have one housing management and works ordering platform for the whole organisation. It will:

· Ensure all staff are using one consistent system

· Improve performance management

· Ensure the Company is harmonised with policies and procedures
	£70,000 plus significant staff time in carrying out the development work
	· There will be a reduction in our Service Level Agreement with Northumberland County Council but this is subject to negotiation. 

· Significant efficiencies through harmonisation. 

· Improved performance management

· It will remove the need to support two systems and associated training. 
	We will have a fully merged system by March 2011

	9. 
	Extend Information@Work into Property Services

1


	Andrew McGregor
	To reduce the dependence on storing paper based information and move towards an electronic solution. This will allow us:

· To have all existing documents stored electronically in a central location

· To be able to scan all incoming post and have this delivered to the recipient’s electronic mailbox

· To free up limited storage space, both physically and electronically

· To improve efficiency and reduce waste through an effective system
	£30,000
	· Anticipated  savings will be made from improved work flow by having all documents stored centrally and accessible by multiple users
	Information@Work will be implemented for all of Property Services by March 2011

	10. 
	Implement and commence the roll out of Sharepoint 

1, 6


	Andrew McGregor
	To commence the introduction of a web based document management system for Homes for Northumberland. It will:

· Replace all existing shared drives and Extranet

· Enable all staff access shared areas across the web

· All documents will be managed and controlled on-line allowing improved compliance and monitoring


	£5,000 plus ICT manager time and training
	· All staff can access a web based programme that will be quicker and easier to use thus reducing abortive time

· All policies, procedures and documents will be held in one place and ensure better access and service to customers
	The implementation and roll out to the first teams will be complete by October 2010.

	
	Business Planning and Support
	
	
	
	
	

	11. 
	Complete a Customer Access Strategy for Homes for Northumberland with associated action plan

1, 5
	Ian Johnson 
	To produce a full customer access strategy that will:

· Ensure our access channels are as broad as possible

· Enable customers to access our services in the way they want and at the right time and location

· Ensure our resources are deployed in the areas and doing the things that matter
	Staff time to develop the strategy but investment may be required to implement the recommendations 
	It is anticipated we will reduce waste and duplication through the strategy. Our customer access channels will be streamlined and new technologies should produce further efficiencies. 
	A full strategy and action plan will be produced to the Strategic Board by July 2010. 

	
	Human Resources
	
	
	
	
	

	12. 
	Following harmonisation of the HR policies, distribute to all staff and ensure managers attend effective training to understand the policies 

6


	Jennet Simpson
	To ensure all HR polices are consistently and fairly applied across all parts of the Company. We will ensure:

· Managers are fully aware of their role in all aspects of HR

· Staff are fully aware of the policy changes

· Consistent and effective performance management through all departments
	Staff Time

Manager Time

L&D Officer Time
	None anticipated
	All Managers fully trained by July 2010

All staff to be briefed and copies issued to staff by Sept 2010

	13. 
	Encourage staff to feedback their views to Management through a variety of methods

1, 6

	Jennet Simpson
	To have an engaged workforce that are listened to and their views acted upon. 

· An Annual Staff Survey will be carried out for all staff and results fed back to staff

· We will establish a baseline position 

· Morale will improve

· Staff will understand their role within the business better

· A Staff Forum will be set up to develop staff ideas and investigate potential efficiency savings 
	£5,000 for internal staff survey
HR time for setup of Staff Forum

Staff time
	Efficiencies will be identified by staff, but these cannot be costed at present
	The Survey will be set up and distributed by August of each year

Feedback will be give to staff by October of each financial year.

Staff Forum will be set up by August 2010



	14. 
	A full Health & Safety review of the business will be carried out

1, 2, 5, 6

	Iain Henderson
	To ensure we have a safe working environment for staff, customers and other users of our services and premises 

· We will understand all H&S risks to staff and the company

· Accidents will decrease

· Sickness Absence will decrease

· All staff will be fully trained and made aware of their responsibilities
	Continued payment for an H&S SLA with NCC

Manager time

Staff Training time
	
	By September 2010 a full review of the H&S Policy and associated procedures will be in place

	15. 
	A competency Framework will be in place along with a full review of the current Appraisal system

1, 6
	Jennet Simpson
	To ensure all staff have the right competencies for their role. 

· Each role will have an identified list of competencies

· All staff will be measured against those competencies

· Having staff with the right competencies we lead to better services to customers
	£15,000 and joint working between Homes for Northumberland and Northumberland County Council Human Resources departments
	Wider understanding during PDP process of staff roles and responsibilities and areas for improvement
	March 2011

CARVAL (HR system) populated with all competencies

	16. 
	Understand our legal responsibility towards CRB checks and the Safeguarding Adults legislation

6
	Jennet Simpson
	Ensure staff and service users are adequately protected from risk. 

· Review the current legislation

· Review all roles which may be affected

· Consult with Unions and staff

· Company not open to legal challenge for not adhering to new legislation


	£15,000 approx
	No efficiency saving identified
	Review by June 2010

All new staff CRB checked from July 2011

All staff to be checked by March 2011



	17. 
	Promote Health and Wellbeing within the company

6
	Jennet Simpson
	To ensure all staff have access to a broad range of health and wellbeing opportunities. Through the introduction of an affordable healthcare plan we will have:

· Healthier staff who become more aware of their own health issues

· Staff utilising the Employee Assistance Programme more

· Staff are more aware of stress in the workplace and how to reduce it


	£13,000 for the healthcare plan

Staff time Manager time
	Reduction in cost to sickness budget
	Reduction in sickness absence levels to below public sector national average by March 2011



	18. 
	Roll out the HR and Organisational Development Strategy throughout the business

6

	Jennet Simpson
	To develop a clear and achievable strategy throughout the business. Through this:

· Managers understand their role

· Staff will be briefed about their role

· Morale will be increased

· Staff benefits will be identified

· HFN will be viewed as a First Choice employer


	Manager and staff time for training

	Difficult to quantify
	The roll out will have started by July 2010

	
	Finance
	
	
	
	
	

	19. 
	Prepare and begin to implement and roll out a long-term financial plan for Homes for Northumberland

1,5

	Iain Henderson
	· To have robust 30 year financial plan for the whole company.  It will:

· Plan the company’s finances over more than one year.

· Help prioritise the resources of the Company

· Link in with the Councils Financial plan for the Housing Revenue Account

· Be reviewed on an annual basis and all assumptions will be reviewed.
	Finance Director time to develop and implement.
	· We will be able to better manage the finances of the Company.

· Improved financial control.

· Better management of the Companies finances. 
	The plan will be completed by October 2010.

	20. 
	Implement and roll out a training plan covering all aspects of financial management in the Company

1,5

	Laura Johnson
	· To have a fully developed training plan covering all elements of Finance in the Company.

· All managers to have a greater understanding of Finance.
	Finance Managers time to develop and implement.
	· All managers will have a more improved understanding of Finance.

· Managers will be able to manage their own budgets.
	The plan will be implemented by July 2010.

	21. 
	To implement and roll out value for money reviews for all services within the Company.

1,5

	Laura Johnson in conjunction with all managers.
	· All services to be reviewed within the next 3 years.
	Finance Managers and other managers time.
	Not quantifiable at the moment but ultimately savings likely to be substantial.
	The review will commence by September 2010.



	
	Property Services
	
	
	
	
	

	22. 
	Reduce the average repair cost by £2.00 from £91.00 to £89.00

1, 3
	Dave Matts
	The service can carry out the same number of repairs but they will cost less and we will invest the savings in the planned maintenance areas including brickwork and fencing.

· An analysis of repairs to reduce the costs will mean we deliver the repairs function more effectively and reduce the overall management costs

· Target to meet by end of the year is to reduce the average repair cost by £2.00 from x to y
	Nil

This will be done by harmonising the service and identifying efficiencies 
	£70,000 based on the number of repairs carried out per year multiplier by £2.00
	Monthly budget monitoring to assess monthly average cost to ensure on correct trajectory and highlight any issues early.

Bi monthly reports to Area Boards to update them on progress

This is an annual target so we would review the year in March 2011

	23. 
	Centralise all organisation purchasing to achieve greater savings

1, 3, 5, 
	Don Mullarkey
	· Ensure compliance with financial regulations and enable monitoring

· Streamline process and make it easier to manage

· Combine purchasing through stores

· Identify group providers

· This will mean we can buy in bulk and achieve a reduced cost which will reduce the overall average repair cost.

· The work to align the stores will also give feedback on the type of components used and this will enable us to select the best which will in turn benefit the tenant in the long term and reduce
	Carried out as part of ongoing Stores work and publicise centralised purchasing through staff newsletter and other communication channels
	2% saving on current stock items 

Savings of 1% on non stock items

In financial terms this will be a saving of £14,500
	Report to Strategic Board on approach

Budget monitoring on a monthly basis company wide

End of year analysis of budgets



	24. 
	Reduce void repairs by 1.5 days from start of year agreed baseline, across Homes for Northumberland

1, 3
	George Andrews
	· This action will increase the number of properties we have available by shortening the time they are unable to be rented.

· This will; lead to improved customer satisfaction as there will be less time to wait for a property

· There will also be an associated increase in rental income
	Nil

This will be done by working with tenancy services to streamline the overall process
	£8,500 based on forecast of average daily rental income and forecast number of voids.
	Number of days to relet a property reported to Board on a monthly basis

Monthly performance to Executive Team

	25. 
	Extend the building and repair service

1, 3, 4
	Dave Matts
	· Increase income into Repairs and Maintenance 

· Be on the Northumberland County Council framework at the next procurement round.

· Opportunity to get experience in different work

· Provide a small works service (house clearance, locksmiths etc) to tenants and residents in the areas we cover

· Deliver capital works by in house workforce

· Link up with Argos and deliver their cooker and appliance installations for a fee in the areas we cover

· Train staff to repair and maintain renewable technology so that we are less dependent on outside organisations and reduce the cost of delivery.

· Carry out private sector gas and electrical testing service to leaseholders and private landlords
	Nil


	The income will mean not having to increase the repairs budget.
	Deliver two elements of capital works by March 2011

Get two new external customers by March 2011

Provide ten leaseholders with gas and electrical testing by March 2011.

	26. 
	Introduce total mobile and home start to all R&M function across HFN 

1, 3


	Dave Matts
	· A better focussed delivery of repairs to our customers and will reduce fuel and travel costs
· Allocating jobs geographically will mean that we can deliver more repairs per day within the same costs so that repairs will be done quicker

· Customer satisfaction will increase due to the number of repairs being delivered and the speed that they are carried out.

· There will also be an improvement in the number of “right first time” repairs
	Purchase mobiles for Alnwick Cost  £3,000
Total Mobile Training fee / Licence fee / Upgrade fee Cost TBC
	A minimum of one extra job per week can be delivered by each operative dependent on demand

Help to reduce average repairs costs by £2.00 from £91.00 to £89.00

Estimated fuel savings of £2,500.00 over the year


	The Blyth system will be tested and rolled out by May 2010 and reported to Area Board 

The Alnwick area will be tested and rolled out by September 2010 and reported to the Area Board

Monthly reports on number of jobs completed reported to Property Services Panel.

Efficiencies will be calculated in March 2011



	27. 
	Increase level of multiskilling in certain trades to improve the service delivery 
	Dave Matts
	· Agree a benchmark for right first time repairs

· Carrying out right first time repairs reduces the average cost of a report as there are no repeat visits and increases customer satisfaction as they have less disruption.

· There will also be a reduction in operational management costs as the levels of mukltiskilling will mean that repairs can be assessed by the operative
	Existing administration resources 

Cost of multiskilling training - £500 per person
	Project savings will be analysed through the year as part of the benchmarking process.
	There will be a monthly report on number of visits per repair 

The overall cost of a repair will be reduced and this will be calculated at the year end 

Report on performance to Area Boards bi-monthly.

	28. 
	Increase resident involvement in repairs function
	Dave Matts
	· To have tenants and leaseholders that are actively involved in the repairs function and help us to develop the performance targets and guide the service development.

· Develop the Property Services Panel and ensure it meets on a quarterly basis

· Create a repairs budget to use on estates that tenants can influence.

· Identify how residents can get involved in making choices about their repairs including when they are carried out, how they are carried out and what parts are used (where applicable)
	C£10,000 to create an repairs dedicated estates budget


	Nil
	Report to Area Board on a quarterly basis on resident involvement opportunities

Customer satisfaction levels with opportunities for involvement increased as reported on STATUS survey

	29. 
	Achieve Practical Completion on one new build scheme

2
	Anna Benbow
	· There will be new units available to rent and added to our stock list

· We will have received the grant from the Homes and Communities Agency
	c £2.4million total scheme costs with £1.3million grant
	We will have a greater number of units available in areas of high demand which will support us in the drive to reduce the waiting times for tenants to get new homes.

There will be an associated increase in rental income and ownership of the stock will improve the sustainability of the business.
	The practical completion date is forecast to be 48 weeks after the anticipated start on site of March 22nd 2010.

	30. 
	Achieve Start on Site on one new build scheme
	Anna Benbow
	· There will be new units available to rent and added to our stock list

· We will have received the grant from the Homes and Communities Agency 
	Review of staffing resources required to be undertaken in early 2010/11
LA New build or Amble scheme costs
	We will have a greater number of units available in areas of high demand which will support us in the drive to reduce the waiting times for tenants to get new homes.

There will be an associated increase in rental income and ownership of the stock will improve the sustainability of the business.
	Grant claim by March 2011

	31. 
	Improve and standardise the approach to insulation properties

1, 3
	Peter Mann
	· 54 tenants will receive better insulation to their  homes and not live in fuel poverty

· This will be monitored by the increase in SAP ratings from 68.5 to 69 as a result of the works being carried out


	£200,000 allocated in capital programme for hard to heat properties.

Will look to obtain match funding to this amount
	There will be no direct efficiency savings to the company but the tenants will benefit from lower fuel bills
	Monitor delivery via quarterly capital programme reports to Board

Energy efficiency improvement would be measured on SAP ratings which are reported annually.

	32. 
	Review resident choices on kitchen and bathroom fittings the for capital programme across Homes for Northumberland

1, 3, 4, 5
	Peter Mann
	· There will be one standard for all tenants across Homes for Northumberland

· By reviewing the resident choices we will ensure that tenants are involved in setting them and that they are up to date

· Tenant involvement will increase and the levels of satisfaction with involvement will improve.

· We will be able to reduce some of the costs of these elements of the capital programme if there is a reduction in choices.

· The repairs and maintenance stock levels will also see savings as they may be less ranges to hold for future repairs.

· 
	Work with repairs and capital staff and present options to community as part of normal resident consultation on capital works.
	· We will be able to standardise the choices across the organisation and make savings when we purchase for all and using these savings to deliver more works on the capital schemes.

· When purchased through NE Procurement Consortium we will make savings of around 2% on £900,000 = £18,000
· This will improve efficiency within the repairs service as there could be reduced choices to stock which would mean a reduction in spend and improved efficiencies in procurement


	Review current choices with tenants in Blyth and Alnwick over the summer of 2010.

Agree standard choices for Homes for Northumberland by September 2010

Report to Board in February 2011 on changes and forecasted savings,

	33. 
	Deliver one Homes for Northumberland capital programme

1, 3, 4
	Alistair Cowie
	· To have one capital programme that will encompass all works being carried out across Homes for Northumberland.  It will enable:

· Benchmarking across organisation and North East

· Procurement efficiencies to be obtained and money fed back into programme

· Improved customer satisfaction and agreed standard
	No extra resources required
	A minimum of 2% savings can be obtained through aligning the programmes and standardising the delivery on Alnwick works of £600,000 = £12,000
	Monthly reporting on performance to Strategic and Area Boards

Quarterly update report to Strategic Board

Quarterly update report to Area Boards

Savings reported at end of year report in May 2011

	34. 
	Develop and implement an Asset Management approach for all of Homes for Northumberland stock

1, 3
	Anna Benbow
	Key statement on strategy for asset management in place to enable decisions to be made.

To have a strategy and a  multi user system that facilitates long term financial planning and ensures:

· effective scenario planning

· delivery of sustainability assessments

· preparation of future frameworks 2012 – 2017
	Max £100,000 (50% surplus and 50% HRA)

Training of staff to use the system

Consultancy to ensure links to housing management system
	Improved programme planning for capital and revenue programmes

Improved knowledge of stock enabling better decisions to be made.

5% fewer repairs investigative visits due to data on handheld and system
	Successful purchase and implementation of an asset management system by March 2011

Review Strategy by April 2011

	35. 
	Develop a private / HA residential lettings and management agency

1, 2, 5
	Allan Hepple / Anna Benbow
	· Understand cost of service and develop business case

· Deliver comprehensive repair and management service

· Have four new customers by March 2011

· Support County with private landlords
	Work on project with staff from council.
	Income in
	New customers by March 2011

	36. 
	New framework for major works to be prepared and introduced

1, 3
	Alistair Cowie / Peter Mann
	· New five year framework from April 2012
	TBC as if OJEU could be a cost of up to £90,000
	2% potential savings depending on procurement route which could be on a £4 million programme each year.
Alignment of programmes


	Report to Board by March 2011 on procurement options for capital works

	37. 
	Develop and deliver environmental and renewables strategy for Homes for Northumberland
	Peter Mann
	To have a detailed approach on environmental issues including delivery of renewable technology in properties:

· Looking at mitigating the impacts for the business of climate change

· Accessing funding to retrofit renewable technology

· Reduce the number of tenants living in fuel poverty

· Support the Northumberland County Council Low Carbon Strategy
	Strategy development will include staff resources
Retrofitting of renewable technology will have a capital cost but match funding could be sourced.
	Some tenants will save money on fuel bills

Efficiencies on working identified as part of environmental strategy 


	Schemes reported to Strategic and Area Boards when proposed and completed

	
	Neighbourhood Services
	
	
	
	
	

	38.
	Develop the Homefinder Choice-Base lettings service to improve access, business performance and extend housing choice.

1, 5
	Phillippa Storey
	· Increase Housing Options

· Improvement in performance with reduced void time

· Increased access to Homefinder service

· Improved satisfaction with the service

· Increased Information and Access points
	· Staff time

· Improving activity and performance management information systems

· Survey of non-bidders – if not carried out county-wide or survey of refusals

Resources -

Research, Marketing & Info targeting non-bidders £2500
	Increased rent through reduced void times.

Reduced staff reletting time.
	· Reduction in overall void times (25 day target) and CBL times (8 day target)

· Reduced refusal rate (target <300)

· Increased bidding (10% target)

· Increase in bids from vulnerable groups (subject to customer profiling)

· Increased properties from RSL’s – subject to NCC charging policy.

	39
	Develop initiatives and embed the Financial Inclusion Strategy and support the reduction in worklessness

3, 5


	Graham Brewis
	· Raise staff awareness of Financial inclusion activities and tools to inform customers

· Maximise income and benefits for our tenants

· Improve Financial capability of customers a

· Develop employability strategy and action plan with key partners to better equip customers for work


	· Existing staff

· Provide a Welfare Benefits and Advice  Officer in partnership with CAB

· Support access to the Credit Union (£3000)
· Promotion and marketing campaigns £2000

Resources -

£17,500 (staff)

£5000  Credit Union Support and marketing
	Savings will be provided primarily for our customers.


	· Reduction in arrears

· Accessing Welfare Benefits (Target 250 customers)

· Increase Contents Insurance take-up (Target 5%)

· Enable increased Credit union membership (Target 100 clients)

· Access to Basic bank accounts

· Debt advice and partner agency referrals 

· Reduced early tenancy failure

	40
	Deliver the Vulnerable Persons improvement plan, improve tenancy sustainability and customer support

1, 3, 5
	Allan Hepple
	· Recording and monitoring systems

· Procedures, policies and guidelines

· Partnership agreements and protocols
	· Staff lead resource

· Staff Training

Resources -

Training budget - £2000
	· Access to services and support resources of statutory and voluntary agencies for customers and staff
	·  Vulnerable households identified by type

· Support agency referrals

· % of new tenancies sustained over 12 mths (target 95%)

· Customer satisfaction



	41
	Implement the Resident Involvement Strategy and build an effective involvement structure

1, 3, 5
	Dawn Wright
	· Resident Involvement Strategy structure implemented

· Additional Tenants being involved in a range of forums

· Increased Diversity of involvement

· Stronger governance links and communication between Board and Tenants
	· Staff time

· Transport

· Venues

· Admin

· Stationary


	Improved resident involvement may identify service improvements and efficiencies eg. mystery shopping
	· Satisfaction with RI Survey (Status)

· Increase numbers of actively participating tenants in the Resident Housing Partnership Forum (target 10% increase) 
· Increased diversity of tenants involved

	42
	Develop and improve the quality and use of tenant feedback information to improve services

1
	Richard Bryan

(Dawn Wright – mystery shopping)
	· Customer feedback across all services

· VMS operating consistently as core survey mechanism

· Learning from feedback and improvement plans

· Customer feedback outcomes log

· Trained tenants and annual programme of mystery shops
	· Staff time

· Venues

· VMS operating cost

· Tenant training (mystery shop)

Resources –
RI & Training budget £14,000
	Customer feedback may identify service improvements and efficiencies.

Staff operational efficiencies from centralised operation of VMS 
	· Annual programme of mystery shops

· Increased responses from VMS (target >20%)

· Attendance at Service Panels

· % of complaints resolved at 1st stage

· No. of learning actions on ‘outcomes log’



	43
	Develop the skills and capacity of tenants to support and empower communities

3, 5
	Sue Vaughan
	· Implement a Community Development Strategy

· Build capacity in communities through access to learning and training programmes with partners

· Develop joint plans and customer outcomes with internal and external partners

· Improve Quality of life indicators


	· Staff time and Admin. support

· Stationary

· Food/transport/ venues

Resources -

Support for Learning programmes with partners

£6,000
	Provision of services, learning and training by external partners will reduce direct Company costs (est at £10,000)
	· No. of tenants involved in learning and training activities

· National Quality of Life indicators

· Customer satisfaction & Status surveys

· Case studies/good news stories

· Delivering regeneration schemes on schedule



	44
	Improve the quality of life of our customers and preparation for a quality of life strategy

3, 5
	Sue Vaughan

(Colin Blackett – fear of crime)
	· Collection of data and research

· Develop a tenant Quality of Life profile

· Develop priority areas to focus on obtaining data and understanding e.g. reduce fear of crime

· Set up a partners forum to share information and knowledge
	· Staff time and Admin.support

· Partner and resident meeting

· Potential commissioning of research to fill key information gaps

Resources – Commissioning Research £5,000
	Potential efficiency gains from partnership working to identify ad obtain information and research.
	· National Quality of Life indicators

· Project plan to develop strategy in 2011

· Status Survey satisfaction with neighbourhood, improved from 85%

	45
	Implement a new approach to delivering Neighbourhood Housing services

1, 2, 3, 5
	Allan Hepple and

Richard Bryan
	· Customer point of access to neighbourhood services

· Customer satisfaction with service 

· Customer satisfaction with condition of states

· Performance measures

· Revised processes

· Team co-ordination and communication mechanisms
	· Service review/ restructure

· Process reviews

· Staff training

· Information, publicity and leaflets for tenants

· Links with SLA’s review eg Streetscene


	Efficiencies can arise from customer enquiries dealt with at one point of contact, co-ordination between teams and staff numbers.

Performance improvement eg void times and rent arrears
	· Setting performance and activity measures and targets for Estate Management.

· Tenancy Sustainability measure (target 95%)

· Staff training programme

· Customer satisfaction

	46
	Improve Harmonisation between Blyth and Alnwick through consistent support services, information and branding, and policy/procedure review programme
1
	Richard Bryan / Ian McLackland

(Dir. NS support)
	· Consistent customer services

· Common customer point of access to neighbourhood services

· Improved customer satisfaction with service

· Single identity Branding

· Inspection and TSA regulation preparation 


	· Staff / Manager resources

· Staff Training eg procedures 

· Branded documents and Information

Resources

Improved and branded information 

£5000


	· Efficiencies will be identified through sharing or centralised resources


	· Customer satisfaction

· Efficiency savings

· Comparative performance information

· Branded information packs (by July 10)

· Extend ISO9002 to all areas



	47
	Deliver and improve New Services transferred from NCC – Sheltered Housing 
1, 3, 5

	Louise Patterson
	Sheltered

· Achieve a successful QAF Audit
· Contribute to a review of the future role of Sheltered Wardens
· Potential efficiency savings
· Improve Customer satisfaction
	Sheltered

· Staff training
· Staff / management support for service Audit and future service review
· Assess Financial shortfall of SP funded units 
Resources – 

SP additional funding or gap funding

Est £5000

	Efficiency saving to be assessed as part of a future review of the wardens role with NCC.

Submit formal bid for SP funding shortfall by July 2010
	Sheltered

· QAF Audit assessment
· VMS and Status customer satisfaction surveys

· SP funding equates to service costs

· Access to welfare benefits and financial inclusion services

	
	Deliver and improve New Services transferred from NCC – Gypsies and Travellers 

1, 3, 5
	Dave Swaddle
	Gypsies and Travellers

· Increase income collection
· Service agreement with Housing Benefit
· Consistent site management with clear procedures
· Performance measures
· Increase customer satisfaction

	Gypsies and Travellers

· Budget provision transferred from NCC to cover service costs

· Staff and  management resources

· Staff training
Resources –

Subject to financial assessment
	This is an additional resource demand which requires equitable resource provision by NCC.
Improved services would enable increased income collection 
	Gypsies and Travellers

· Income collection rates
· Performance targets to be assessed and set.

· Site management procedures
· Customer satisfaction
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	Develop an improved Leaseholders service with feedback mechanisms

1, 2, 5

Key Actions

· establish a corporate project team to deliver and assess options on services to leaseholders

· develop co-ordinated procedures meeting legal requirements

· accurate annual service charges

· produce improved information and involvement mechanisms


	Richard Bryan/ Finance / Property Services
	Leaseholders

· Increased customer satisfaction
· An active leaseholders forum
· Increased income from leaseholders
· Co-ordinated procedures corporately meeting statutory responsibilities
· Staff understanding of responsibilities within Directorates

	Leaseholders

· Staff training
· Finance for external support
· Identified staff resources within Directorates – R & M, N’brhd Servs, Finance
Resources for External support and training

£10,000


	
	Leaseholders

· Income collection rates

· Annual service charge notification

· Attendance at forums / consultation

· VMS and Status customer satisfaction surveys – target 60%
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