Partners For Improvement in Islington

Annual Service Plan 2006/7

Introduction

This plan outlines Partners’ objectives for our service in 2006/7. The aim of the plan is to give direction for work in the next year, highlight those areas where we need to improve, and set some stretch targets where we want to push beyond what we are currently achieving and what is required in the contract. 

Summary

We’ve identified 7 key themes within the plan:

· Customer care: improving how we will learn from complaints

· Resident involvement: our objectives for the Residents Forum and for encouraging customer feedback

· Internal communication: improving information flow between teams to give the best possible service to residents

· Partners - One organisation: getting teams to work together to give a consistent service to residents

· The contract: improving the way we use the contract to support good decision-making

· Relationships: knowing who our stakeholders are and identifying how we can work better together

· Diversity: supporting our commitment to equal opportunities and diversity

In addition, each team has identified specific objectives for their own area of service delivery.

It is important to remember that the annual service plan is underpinned by our contract. Rather than reproduce the contractual targets in this plan, we note here our commitment to achieving or surpassing these.

All the teams have contributed to the process of developing the plan, through awaydays for managers and the works team, and in a meeting with representatives from each team. We also want to make sure our service objectives for the coming year meet the needs of our customers and external stakeholders. To do this we will ask the Residents Forum and Homes For Islington to comment on the draft plan before it is finally adopted.

Monitoring progress
The methods for monitoring progress are set out in the annual plan for each objective. Key to this process will be the groups where different teams get together to discuss and review shared priorities.  

Core Group is the senior management team and has responsibility for high-level decisions. Performance Review Group meets monthly specifically to review performance. Operations Group meets monthly with representatives from all teams to share information.
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Service Plan 2006/7

	
	Goals
	Objectives
	Strategies
	Tasks

	Customer care
	To learn from complaints to prevent similar problems arising.


	· By March 2007 reduce number of complaints that are upheld or escalated & identify the service improvements that have resulted. 


	· By July 2006, carry out an analysis of upheld complaints, stage 2/3 complaints, and repeating issues in stage 1 complaints. Identify resulting service improvements that are required and record how these are implemented.
· Report progress on implementing lessons learnt to Residents Forum every 6 months, starting in July 2006.
	· Tom Irvine to do analysis and report to Performance Review Group and Residents Forum. 



	Resident involvement
	Effective and empowered resident involvement.
	· Election of a full and representative membership to the residents forum by July 2006.


	· Encourage existing members to stand for re-election to continue their excellent work on the Forum.

· Increase awareness of the Forum and its role, responsibilities and successes & publicise elections.

· Identify hard to reach groups and encourage to stand for membership.

· Consider holding Residents Day in May or Sept 2006.
	· Tom Irvine to write to members of the Forum

· Tom Irvine to write newsletter articles & do profile of tenant/leaseholder Forum members.

· Tom Irvine to identify target groups to encourage involvement with equalities task group.

· Performance Review Group to discuss Residents Day.

	
	
	· Working with the Forum after the elections, deliver a training programme by December 2006 that will achieve at least 75% attendance.


	· Consult the Forum to develop an induction session for new members, and agree key issues for wider training programme, building on previous training and identifying good practice.

· Incorporate diversity and equalities training into the sessions. 


	· Tom Irvine to consult with training providers and resident involvement managers to identify good practice

· Tom Irvine to draft paper on training options to consult Residents Forum and agree training programme.

· Tom Irvine to appoint trainers and arrange sessions giving Forum members enough notice of the content to prepare.

	
	To improve opportunities for resident-led service improvements
	· Review opportunities for resident feedback with the Forum and produce an action plan for improving this by June 2006. Further targets to be added after review is complete. Implement the action plan by March 2007. 
	Review feedback mechanisms including:

· Freepost comments cards

· Focus groups to review policies & procedures

· Mystery shopping

· Resident representatives at major works progress meetings

· Evaluation of satisfaction surveys and how we use the results from these.


	· Tom Irvine to produce review paper for discussion at Performance Review Group & Residents Forum.

· Tom Irvine to develop action plan using comments from Performance Review Group

· Tom Irvine to lead implementation and regular review of action plan.

	Internal communication
	Open and easy communication between teams to maximise efficiency and effectiveness.


	· Core Group to review internal communication in October 2006 and all teams to agree this has improved


	· A programme of office/site visits to be developed by June 2006 with all teams participating.  

· Core Group to review communication

· All teams to be using an email protocol (Stop. Think. Phone/Talk) by April 2006  


	· Tom Irvine to draft programme; Performance Review Group to agree; Team Leaders to nominate representatives to participate.

· Susan French to put on agenda for Core Group.

· Natasha Wyeth to draft protocol & roll out to all teams



	
	All teams to have easy access to the information they need to ensure efficient decision-making
	· Implement an internal communication plan including information sharing between teams, disseminating key decisions & feedback from resident involvement groups by July 2006.


	· Develop the communication plan.

· Each team to identify an information champion.

· Monthly briefing paper to Team Managers to capture key decisions made to disseminate in team meetings.

· Feasibility review by core group and report back to all teams on intranet by August 2006.

· Partners-wide annual briefing sessions. Date to be set by April 2006.
	· Natasha Wyeth / Michelle Harrison to draft the communication plan and Performance Review Group to agree.

· Team Leaders to report names of information champions to Michelle Harrison.

· Performance Review Group to meet to agree strategy for monthly brief. Michelle Harrison to compile & send out.

· Tom Irvine to lead intranet review.

· Maria Noronha to set date & produce agenda

	Partners:

One organisation
	A streamlined, genuine, effective partnership to support all teams working together to deliver an efficient and effective service.


	· Clear team identities.

All teams to understand each other’s roles & responsibilities by July 2006.


	· A programme of staff inductions

· Review of process maps as part of Round 2 preparations.

· Consider re-naming of SPV team.
	· Maria Noronha to produce induction programme. Initial inductions to be completed by April 2006, and then to run quarterly for new staff.

· Natasha Wyeth to review process maps with teams.

· Core Group to discuss naming of SPV team.

	
	A visible Partners brand to make sure teams work effectively to provide a consistent, high quality service to residents
	· Move from sub-contractor brands to building up a joint Partners brand.

· All staff to recognise the Partners brand by December 2006.


	· An action plan to review & promote the Partners brand to staff to be drafted by July 2006, with actions completed by December 2006.
	Tom Irvine to lead the campaign which will include:

· an article in the staff newsletter

· a PR plan to highlight good news

· review of vehicle branding

· audit of the use of the Partners or sub-contractors brands and producing guidance for teams

· audit of reception, correspondence & communication

	
	Regular review of key areas from away-day and annual plan to ensure that the objectives are met.

All teams to participate in the review process.
	· Produce a timetable by April 2006 for Core Group to review progress & disseminate to Performance Review Group.

· Individual & team manager feedback on objectives to identify which areas to focus on for future annual plans.


	· Core Group to agree timetable for reviews.

· Develop a feedback sheet to be used in team meetings to get Partners-wide participation in annual planning process.
	· Susan French to put on Core Group agenda.

· Natasha Wyeth to develop feedback sheet & briefing pack for team meetings. Feedback to be reported to performance review group quarterly.

	The contract 
	Easy access to the contract documentation for all teams to enable efficient decision-making.
	· An accessible contract library, able to be used by Team Leaders by June 2006.


	· Organise & publicise contract library & contract index to Team Leaders.


	· Rouli Kalodiki / Martin Gow to organise & promote contract library.

	
	Tools in place to make the contracts easier to understand
	· Review & promote escalation route for grey areas in contract in place by May 2006.

· Contract refresher / briefing sessions on interface agreement & variation process by September 2006. 


	· Review & roll out escalation procedure to teams.

· Key people from each team to attend sessions to highlight their responsibilities in the contract linked to Round 2.
	· Natasha Wyeth to produce procedure.

· Susan French to arrange sessions.



	
	Mechanism for making changes to the contract
	· Complete contract variations with HFI and between sub-contractors within an agreed timescale. 


	· Agree a protocol and timescale for contract variations & activating review clauses with HFI by April 2006.
	· Susan French to lead discussion with HFI using protocol drafted.



	
	Efficient contract monitoring
	· Tailored performance information for use by team leaders by October 2006 to ensure a high quality service is delivered.
	· Review existing performance monitoring and identify indicators for each team to form basis of tailored performance reports.


	· Performance Review Group to agree indicators.

· Rouli Kalodiki to review monitoring information and produce tailored reports, linking to monthly information brief.

	Relationships
	All teams to feel integrated to ensure a consistent level of service across all offices.
	· Produce an office strategy to propose solutions to problems identified (including satellite offices in zones), & review hot desking by May 2006 so that all staff feel integrated. 


	· Office strategy linked to Round 2 for consideration by Core Group.
	· Maria Noronha & Michelle Harrison to produce strategy. 

	
	Effective management of external relationships
	· All teams to understand their relationship with our Client (HFI) and to be better informed about external stakeholders by August 2006.
	· Briefing at team meetings identifying our external stakeholders and how to work with them.

· Partners to produce information pack for Councillors & MPs including info on works programme & Partners key contacts.

· Hold an awayday with HFI by June 2006.


	· Tom Irvine / Maria Noronha to develop training pack and roll out to Team Leaders.

· Tom Irvine to draft pack with Liz Voss and send out to Councillors & MPs.

· Susan French to develop proposal for HFI.

	
	Encourage team work & bonding  with a culture of respect & support
	· A social committee to organise & hold several social events throughout the year.


	· A programme of social events to be drafted by a social committee by May 2006. 
	· Michelle Harrison to set up committee with representatives from other teams as nominated by Team Leaders.

· Social Committee to meet by April 2006, and to draft programme by May 06.

	Diversity
	To be committed to equal opportunities & diversity, to have an up to date diversity action plan and to achieve the objectives on it by the target deadlines.
	· Diversity Task Group to meet quarterly to oversee diversity issues, reporting back to the Operations Group.

· To support HFI in their goal to achieve level 4 of the equality standard by March 2007.


	· Programme quarterly meetings for the Diversity Task Group to review progress towards meeting the targets on the action plan.

· Diversity Action Plan to reflect the areas where Partners is able to support HFI, and progress towards this to be monitored by the Diversity Task Group.

· To agree the diversity action plan with the Residents Forum by May 2006.


	· Natasha Wyeth to lead the Diversity Task Group & work with the Forum to include their ideas and suggestions.

	Housing Management & Leasehold Team
	Aspire to be a top performing housing contractor in Islington’s performance basket by March 2007, achieving and exceeding key performance indicators
	· To review the performance basket with HFI by April 2006 so that previous good performance does not act as an obstacle to performing well in the basket.

· To meet or exceed the contractual KPIs or agreed HFI targets where these are in excess of contract.
	· Review the indicators used in the basket, identifying any areas that act as a disincentive to good performance. Propose new measures to HFI.

· Monitor performance against targets.
	· Susan French and David Westworth to review the basket with HFI

· Head of Housing and Tenancy & Income Team Leader to monitor performance

	
	Further develop our leaseholder service.
	· Work in consultation with the leaseholders to develop a service promise for leaseholders by March 2007.

· To achieve an 85% service charge collection rate by March 2007, excluding major works collection.
	· Leasehold focus group to meet to develop service promise

· Implement the service charge IT module.

· Monitor performance against targets.
	· Claire Thorogood to arrange meeting and produce service promise.

· David Westworth to co-ordinate with Hyde IT team.

	
	Develop relationships with external agencies to support vulnerable residents.
	· Develop the role of the Project Officer to build links with external agencies by March 2007.


	· Continue to link up with & make referrals to floating support agencies

· Set up programme of regular liaison meetings with social services

· Create database of social workers/agencies to contact for advice on vulnerable residents. 
	· Tenancy & Income team Leader to support Project Officer

· Project Officer to make links with agencies, set up meetings, develop database and roll out to all teams.

	
	Tackle anti-social behaviour in line with HFI policy & procedure.


	· Investigate all cases in line with HFI policy & procedure.

· To have regular meetings to share good practice & promote good joint working with the police to tackle anti-social behaviour.
	· Use of a hard disk noise recorder to investigate reports of noise nuisance. Review use by August 2006.

· Continue to build links & work together with police safer neighbourhood teams in each ward.

· To hold monthly police liaison meetings


	· Peter Newbold to resolve software issues by April 2006. Peter Newbold to monitor use by Tenancy Officers & review.

· Tenancy Officers to attend meetings where relevant

· Tenancy Officers to meet with police



	
	To meet our contractual obligations for tenancy audits.
	· To carry out a programme of tenancy audits throughout the year, completing 15% of required audits in quarter 1, 25% in quarter 2, 30% in quarters 3 & 4. 
	· To develop a programme of tenancy audits for the year & implement.
	· Project Officer to develop programme. 

· Project Officer to report to the Performance Review Group quarterly with progress.

	Repairs team
	Efficient diagnosis & ordering of repairs, getting it right first time.
	· Diagnose correctly and allocate to the correct priority first time 95% of jobs by March 2007. 

· Pilot a project to resolve at least 1 job over the phone each week until July 2007, offering advice on tenants’ responsibilities and practical advice. 

	· Resolve IT issues between repairs and customer services teams.

· Carry out a repairs process audit, identifying ways to improve the information structure to support Customer Services Officers by April 2006. Re-write the repairs procedure by August 2006.

· Performance Review Group to review progress in August 2006.

· Carry out a feasibility study into moving to a model where calls are forwarded directly by customer services to the repairs team to be logged as part of re-writing repairs procedure by August 2006. 
	· Clifford Yeend to escalate IT issues and report back to Operations Group.

· Clifford Yeend to do repairs process audit and report back to Operations Group.

· Clifford Yeend to meet and report back to Core Group.



	
	Develop new initiatives to improve repairs service for residents by August 2006.
	· Roll out on line repairs ordering and texting service to residents. On-line repairs ordering to be up and running with a review in May 2006. 

· Explore possibility of using alternative eco-vehicles for rapid response to emergency repairs by September 2006.

· Provide tenants with the option of having a female operative attend to their repair either in, or Out of Hours to respond to cultural needs or the needs of vulnerable, elderly residents.


	· Identify & resolve IT issues.

· Feasibility study of repairs service using eco-vehicles

· Publicise new initiatives to residents and staff.

· Explore feasibility to directly employ a female operative or set up a sub-contract agreement with a contractor to provide the facility.


	· Clifford Yeend to tackle IT issues & research options of using alternative eco-vehicles.

· Report back to Operations Group. 

· Publicise initiatives in resident newsletter.

· Clifford Yeend to interview for new female DLO March 2006.

· Clifford Yeend to meet with new Sub-contractor April 2006.

· Enable Partners Out of Hours service provider to offer the option of a female Operative to attend Out of Hours repairs/make safe by Sept 2006.

	Works Team
	
	· Achieve works programme milestones and agreed HFI KPIs.

· Reduce the major works period in tenanted properties to 7 weeks, and 11 weeks for a void, and to continually work to reduce this further.

· To achieve 70% customer satisfaction survey rates for tenants and leaseholders by March 2007. 

· Carry out a review of welfare facilities on site & the impact on service provision by June 2006.

· All teams to have access and use FLAG by April 2006. HFI to have access to FLAG by May 2006 

· To monitor performance with the code of compliance through spot checks by July 2006


	· Works Team to produce monthly updated programme for 2006 for the SPV. SPV & Works Team to meet quarterly to review progress towards milestones.

· Review effectiveness of certification recovery process by August 2006.

· To review the results of the satisfaction surveys and identify and implement improvements, reporting progress to the Residents Forum.

· Quantify effect of limited storage facilities and report to SPV. Hold a joint meeting with HFI to explain issues & agree actions.

· FLAG training programme for all teams.

· FLAG to be used for all monthly monitoring reports.

· To agree with HFI a set of targets and to gather the baseline data to measure performance.

· To report performance against the agreed targets each month with the works report to HFI.
	· Mark Allum to produce programme.

· Natasha Wyeth to review with Mike Cahill & Asset Manager.

· Mike Cahill to report to Susan French and to meet Dean Sitton (HFI).

· Tom Irvine to meet Jess ward and Liz Voss to review areas for improvement and report to the Residents Forum.

· Team Leaders to give list of delegates. Nic Treble to deliver training programme.

· Janice Hillman to move from manual management systems to FLAG by May 2006.

· Mike Cahill to agree the targets and collect the baseline data.

	Gas Team
	To maximise access for annual gas checks.
	· To achieve a target of 20% of the number of gas checks done at the same time as appointments for other services/repairs by March 2007.
	· All teams to check list of gas checks required when booking appointments, and to contact the Gas team to notify them when they will be visiting those addresses.


	· Toni Calver to issue weekly list of gas checks in hard to access properties to all Team Leaders.

· Team Leaders to advise teams to co-ordinate appointments with the gas team.

	SPV Team
	Meet the contractual obligations to carry out 100% Communal Area Risk Assessments by end March 07

To have an integrated service for Round 1 and 2.

Improve effectiveness of monitoring of annual contractual performance indicators

To ensure consistent service levels in line with procedures and performance objectives.
	· Complete a programme of risk assessments in accordance with the contract.

· To expand service to accommodate Round 2 properties and residents and integrate with Round 1 by October 2006.

· To collate the information on annual indicators throughout the year to ensure we will achieve the target by end March 2007. 

· To agree with HFI & implement a strategy for quality assurance by August 2006.
	· Agree a procedure for the risk assessments with HFI by end April 2006. 

· Develop a programme of risk assessments by July 2006 & implement throughout the year. 

· Produce & implement a mobilisation plan for Round 2 service, including recruitment, office accommodation, utilising contract review clause etc. 

· Develop a reporting regime to collect information at regular intervals throughout the year by July 2006.

· To develop and implement a strategy for quality assurance, eg sample audits
	· Maria Noronha to oversee development of procedure, implementation and reviews.

· Maria Noronha to develop mobilisation plan and co-ordinate with Core Group.

· Rouli Kalodiki to inform all teams of reporting deadlines.

· Rouli Kalodiki to track progress towards end of year target, reporting to Performance Review Group.

· Rouli Kalodiki to develop strategy
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