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1.
Introduction


1.1
This paper sets out the framework and links continuous improvement, performance monitoring and target review processes to inform service reviews.  This gives us a unified approach to service reviews, which will move A1 Housing forward.

2.
Aims and Objectives

2.1
To be a successful organisation, we need to deliver excellent and efficient services to all our customers.  These services are given strategic direction by the A1 Service Delivery Plan, which is developed in consultation with our customers and partners.

2.2
To ensure that we achieve this now and in the future, we need:

· To maintain regular dialogue with our customers, where we listen to them and understand what they are saying

· A culture of continuous improvement

· Sound methodology for service reviews

2.3
This strategy sits under the A1 Service Plan and Business Plan, and contributes to two of our Long Term Aims:

· Long Term Aim 3 - An excellent and seamless service

· Long Term Aim 5 - An ambitious and well run organisation

The policy also contributes to the Council’s Corporate Plan objectives of

· Improve the quality of housing and housing choice

· Improve customer satisfaction

2.4
The A1 Customer Strategy and Tenant Compact sets out the detailed arrangements for resident involvement and the Performance Strategy sets out the methodology for making sure targets and objectives are met.  These key areas will inform priorities for service reviews.

3.
Terms of Reference
3.1
A1 has established a methodology for service reviews within a culture of continuous improvement.  This encompasses the requirements of:
· HouseMark

· Department of Communities and Local Government (DCLG)

· Tenant Services Authority / Homes and Communities Authority (TSA/HCA)

· National Federation of ALMO’s (NFA)

· Bassetlaw District Council (BDC)

4.
Responsibilities
4.1
All managers are responsible for working in partnership with residents to deliver high quality services, monitoring the outcomes for A1 and residents, and to conduct service reviews on the basis of identified needs.

5.
The Service Review Process
5.1
The purpose of A1’s service review and continuous improvement framework is to ensure that managers and front line staff regularly review services, to assess whether they are effectively delivered to customers in a way that suits them and is efficient for the organisation.  There are six key elements to the review process as set out below.
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5.2
Learning and Sharing for Continuous Improvement

5.2.1
Surrounding the entire process above is the concept of learning and sharing information for the continuous improvement of the services we provide to customers.  This process is at the heart of A1’s culture so that during its operations A1 staff identifies opportunities to improve services.  At ever stage of formal service reviews, the reviews should look to learn from a variety of sources of good practice, both internal and external, and to disseminate this information to other areas of the organisation where it may be relevant.  A learning and sharing framework is attached at appendix two, showing the way information flows into and around the organisation.

5.3
Inputs

5.3.1 
To ensure that A1 is responding to customer needs it is essential that intelligence is gathered from a wide range of sources, so that areas for review are properly identified.  The Tenant Consultation Framework sets out the ways in which customers can be involved and how they can contribute to service development.  

5.3.2 
The “Stars of Excellence” framework attached at Appendix 1 is a simple assessment tool that can be used to quickly ascertain roughly where a particular service falls in terms of performance.  It can be adapted to fit the needs of any service review.  The results of this will drive the programme of service reviews, allowing A1 to target under-performing areas.  This tool has been developed as a combination of the basic principles of the Excellence Model and the “Climbing to the Stars” guidance from HQN, the DCLG and HCA.  To ensure the assessment’s validity, it should be undertaken in conjunction with representatives from outside the team responsible for delivering that service.

5.3.3 
The starting point for Excellence Model assessments is leadership, one of the enablers for quality management.  The DCLG guidance sets out the key features of zero, one, two and three star organisations.  These features have been recognised so they fall under the relevant excellence model heading.

5.3.4 
It lends itself to measuring change over time and can equally be used by staff and residents and will be of value to Service User Groups, self-managing teams, staff and managers.

5.3.5 A1 will ensure that during each four-year period, that all customer-facing services and related functions are reviewed.  This is to ensure that those services that perform relatively well and are not therefore picked up at this stage are nevertheless formally reviewed to ensure continued relevance and quality.
5.4 Key Drivers

5.4.1
These represent the internal and external drivers that lead the improvement of services and comprises of things that we must do, those that we should do and how we should go about doing them.  The latter issue is one of culture or “the way we do things around here”, and is one of the most important contributory factors to staff performing effectively and providing excellent services to our customers.  The structure and culture of the organisation represent a key organisational contingency and are the outcomes of a number of contributory factors.  To establish a culture of continuous improvement staff needs to be empowered through policies and the Service Plan to deliver high quality outcomes for customers, and to be accountable for achieving challenging performance targets.  The chart at Appendix two sets out the framework for learning and sharing.

5.5
Guidance

5.5.1
Guidance is published by each of the organisations listed, some of it regulatory, some advisory and/or best practice.  The procedure resulting from this policy clearly sets out the requirements, to review housing services and supporting functions to ensure continued relevance.  It also includes the flexibility to modify them over time, to ensure that A1 operates a robust and continually improving methodology for service improvement.

5.6
The Process

5.6.1  The service review plan process is informed and constructed by the inputs, key drivers, guidance and will:

· Identify areas of good and poor performance

· Identify best practice

· Ensure compliance with regulatory requirements

· Ensure customer needs are understood

· All other stakeholders needs are understood

· Inform the Business Planning process

· Ensure service development responds to the environment

· Ensure staff and managers are constantly reviewing services and best practice

· Priorities areas for improvement

5.6.2  The “Stars of Excellence” provides the framework for reviews within which the basic best value principles are applied.  The procedure sets out the detailed framework but for the purpose of the policy, each of the services to be reviewed shall:

Compare - Current service provision will be compared to best practice, other ad hoc guidance and studies.  Benchmarking of services and performance against other organisations, including the private sector, will be undertaken as a matter of course for headline services.  For more detailed studies residents and staff may undertake in-depth benchmarking, this may be through telephone interviews or study visits. The benchmarking process will use clear and regular information on costs and the quality of services to challenge how these compare to others (both currently and over time).
Compete - The Service Plan is informed by the service review plan as part of a continuous feedback loop.  It articulates challenging SMART targets together with other strategic objectives.  A1 aspires to being an upper quartile performer for services outcomes, key performance indicators and to be in the same lower cost quartile as other high performing ALMOs.  This enables us to check that our costs compare positively to other organisations providing similar levels and standards of service, allowing for local context.

Consult - Consultation is fundamental to the review process, identification and agreement of priorities and outcomes to be delivered.  The consultation framework provides a wide range of methods to facilitate both staff and residents to be both consulted and involved in the reviews.  

Challenge - Some challenges will be automatic such as poor performance either in relation to the Service Plan or through benchmarking undertaken with other organisations.  Other challenges will come from the review process itself, residents understanding the service, delivery option and the opportunities to improve.

5.7
Outcomes

5.7.1
The key outcome will be a culture of continuous improvement and therefore change to ensure the continued delivery of efficient, high quality and upper quartile performing services for residents.

5.8
Outputs
5.8.1
An improvement plan prepared and reviewed annually with a requirement that all services are reviewed at least once every four years.

	Service Review Planning Process



	Step 1

Inputs
	· Tenants Survey undertaken

· Collection of accumulated customer intelligence

· “Stars of Excellence” assessments undertaken

	Step 2

Evaluation and consideration of initial priorities
	· Evaluation of intelligence

· “Stars” assessment reviewed 

· Forum to consider reviews and agree initial priorities

· Consult with A1 Hundred Club on future priorities

· Assess risk

	Step 3

Prepare Improvement Plan
	Board and Executive:

· Consider “Stars” assessments and last year’s plan

· Review priorities in light of Business Planning process

· Identify strategic service review priorities for coming year

· Approve Improvement Plan aligning priorities with the criteria for delivering excellent services

	Step 4

Launch Plan
	· Brief and train staff


6. Risk Management

6.1
A1 has a risk management framework, which should be read in conjunction with this document.  Risk management and performance management both inform service reviews.

7.
Monitoring the Plan and Reporting Performance
7.1
The framework requires officers to present the CMT with regular updates on service reviews that have been undertaken. It will also be monitored in accordance with Performance Management Framework. Every six months, the Improvement Plan will be reviewed and amended and updated as things change, with clear, auditable reasons for the changes.

8. SERVICE REVIEW

HANDBOOK

1.
Introduction
1.1
This handbook is to guide and support managers in carrying out service reviews under the Service Review and Continuous Improvement Framework

1.2
The handbook will act as a record and prompt for managers.  The SMT will agree a service review methodology and the details will be noted in the handbook and signed off as a review brief.

1.3 The handbook should act as a “menu” – every service review is different and will need specific input.  SMT will help managers pick and choose the most appropriate methods to use for their review.

2. Summary Sheet

2.1 The following summary sheet should be used for all service reviews to set the scene for the review.

	SERVICE REVIEW
	

	START DATE
	

	END DATE
	


	MAIN DETAILS
	

	Senior Manager 
	

	Lead Officer 
	

	Business Plan 
	

	Service Objective 
	

	Local TSA Offer 
	

	Current Impact 
	

	A1routeplanner Project Ref No.
	

	CONTEXT
	

	Kloe 
	

	Kloe Theme 
	

	Kloe Question 
	

	TSA Standard 
	

	TSA Theme 
	

	TSA Outcome 
	

	SMART

SPECIFIC & MEASURABLE
	

	Assessment Details 
	

	Improvement Action 
	

	Evidence Summary 
	

	Resident Benefit 
	

	SMART

ACHIEVABLE
	

	Task
	

	Owner
	

	Start Date
	

	End Date
	

	SMART

RESOURCED AND TIMED
	

	Resource Needs 
	

	Resource Amount 
	

	Resource Information
	

	VFM 
	

	VFM Amount 
	

	VFM Description
	

	Efficiency Savings 
	

	Efficiency Savings Amount 
	

	Efficiency Savings Summary 
	

	EQUALITY IMPACT ASSESSMENT
	

	Stakeholders 
	

	Diversity Groups Affected 
	

	Impact 
	

	Description 
	

	EIA Completed
	

	IMPLEMENTATION
	

	Operational Staff Informed 
	

	Comments 
	

	Included in Team Brief?
	

	Briefing Date 
	

	Service Implications 
	

	Service Area 
	

	Implications 
	

	Date Informed
	

	SERVICE IMPROVEMENT
	

	Stakeholders 
	

	Improvement Outcome 
	

	RISK MANAGEMENT
	

	Risk Summary 
	

	Risk Category 
	

	Service Area 
	

	Impact of Risk 
	

	Likelihood of Risk
	

	Nature of Risk 
	

	Effect of Risk 
	

	Control Measures 
	

	Contingency 
	

	Risk Indicators 
	

	Residual Risk 
	

	PERFORMANCE INDICATORS
	

	
	


	CHALLENGE
	

	Strategic Context
	

	Operating Environment
	

	Customer Intelligence
	

	Leadership & People
	

	Policy & Strategy
	

	Partnerships & Resources
	

	CONSULTATION
	

	Stakeholders
	

	COMPARISON
	

	Best Practice / Benchmarking
	

	COMPETE
	

	Resource usage and procurement
	


	SUPPORTING DOCUMENTATION
	

	List of Documentation to confirm completion of the project
	


2.2
Role of the Senior Management Team (SMT)

2.2.1
SMT is led by the Director of Technical and Housing Services and the membership includes representatives from all service areas.

2.2.2
Creating the Review Programme - The SMT is responsible for developing the four-year programme of service reviews and reviewing it on an annual basis (Appendix 3).

2.2.3
During Service Reviews - The SMT will also help and support managers through the review process by:

· Defining objectives for the review

· Helping to establish a review group

· Suggesting methodologies for the review

· Providing ongoing monitoring, feedback and support

· Reviewing the final report

· Assessing the outcomes of the review

2.3
Process Summary
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Approval
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     Feedback
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2.4
Agreeing the Review Brief - The first step in conducting a service review will be a meeting with SMT to agree the review brief.  The handbook forms the basis of the brief, and specific information relating to your service area will be added to the form at the beginning as part of the meeting.  

2.5
Review Leaders

2.5.1
The leader of the review could be:

· The Service Manager, or

· Another officer nominated by SMT

2.5.2
This is to spread the workload involved in reviewing service areas and also to provide a vital aspect of challenge.  The Service Manager will of course still be closely involved, even if they are not the review leader.

2.6
Review Group - SMT may suggest officers other than those in the review to form the group.

2.7
Aims and Objectives - A vital part of this initial meeting will be to agree the overall aims and objectives of the service review.  These must be:

Smart

Measurable

Achievable

Realistic

Time-bound

And also Customer Outcome focused, so for example:

 “To improve customer service by achieving 99% calls answered in five rings by XXXX” in a Reception or Customer Service review.

2.8
Document List - SMT will discuss with you the documents (or lack of) that should be reviewed during the process.  Therefore, if you were reviewing rent collection, the list might include:

· Rent arrears policy and procedure

· Eviction policy

· Tenancy agreement

· TSA Service Standard - Tenancy

Where documents do not exist, it may be one of the outcomes of the review to produce them.

2.9 
TSA Service Standards and Relevant Local Service Standards

2.9.1
A1 Housing has many existing service standards, some applicable to the whole business and others only to parts of it.  Best Value is based on the principle that the “value” a customer places on a service is clearly understood.  

2.9.2
The group will agree the relevant service standards that should be tested as part of the review.  These will include the overall A1 Service Standards, but may also include service specific ones e.g. that Right to Buy applications will be processed within 28 days.

2.9.3
If no current standards exist, it will be one of the outcomes of the review to produce them.

2.10
Performance Indicators

2.10.1
SMT will agree a list of relevant performance indicators that should form part of the review.  This could include statutory performance indicators or internal measures of performance.  The review will look at how well we are meeting these; whether targets have been (accurately) set; and what improvements can be made.  These may include cost measures.

2.10.2
If we do not have such measures at the moment, it will be one of the review objectives to develop them.

2.11
Regulation and Legislation - The review will also note the relevant legislation and regulatory guidance that needs to be considered as part of the review.  

2.12
Customer Involvement

2.12.1
SMT will also highlight the need for resident involvement and that you seek advice from the Customer Services team WELL IN ADVANCE to plan this aspect in the review.

2.12.2
Where residents are not involved (e.g. in the review of support functions), SMT will help identify who the customers are and how to involve them.

2.13
Methodologies - The group will help you decide on the things that you need to cover during your review and suggest suitable methodologies for doings so.  This is covered in more detail later in the handbook.

2.14
Start and End Dates - Once the review has been scoped via this process, start, end and key dates will be agreed to make sure the review is conducted in a timely manner.

2.15
Feedback and Review - You will be expected to provide regular updates and feedback to the relevant Director and SMT.  This may be based around the regular SMT meetings, but not necessarily.
3.
Planning your Review

3.1
Establishing the review group - it will consist of the review leader plus a range of other officers.  SMT may have suggested some members, others you should consider including are:

· Front line staff who deliver the service

· Staff from other teams who play a part in the process

· Staff/Customers who receive the service

· Staff with a particular skill

· Central staff such as finance officers

The leader should brief the review group and they are responsible for:

· Detailed scoping of the review

· Producing SMART review plan with dates for the approval of SMT

· Providing ongoing feedback to SMT 

· Providing evidence of the work of the review group and for the final conclusions

· Producing the final report and action plan

· Implementing the action plan

If required, a series of review group meetings should be diarised as soon as possible to ensure maximum attendance.  It may be useful to schedule them around SMT feedback dates to help you produce updates.

3.2
Residents/Customer Involvement - it is VITAL to plan resident involvement well in advance to be able to get the most out of it.  The Customer Services Team can provide help and advice on the best way to involve residents.  Make sure that residents are given plenty of notice of meetings, or use existing meetings to conduct your consultation.

Involvement should be more that just a survey – try not to take the easy option!  You will need to complete a resident involvement project plan at the start of the review, which must outline how you are going to involve residents.  At the end of the project you will need to complete a resident impact assessment, so please bear this in mind during the review.

For services that do not involve residents, “customer” can mean internal customers and it is important to make sure that they are part of the review.

3.3
Drawing up the Review Plan - the review group must draw up the review plan and submit it to the relevant Director for approval:

· Identify the various tasks that need to be completed

· Assign them to a specific person

· Set a deadline

· Communicate it to the people concerned

· Update it regularly and take action if it is falling behind

· Identify key milestones

3.4
Gather Information – the need for information to base decisions on is essential and should include:

· Cost and budget information

· Historical and current performance data and targets

· Information and evidence from previous resident consultation exercises, surveys etc

· Best practice and market information

· Benchmarking information

If some of this is not available, it may be part of the review to look at how to gather it.

3.5
Evidence - Remember that every stage of the review MUST be evidenced.

3.6
Feedback - The group must provide regular feedback to including:

· Progress against the agreed objectives of the review

· Progress against the action plan

· Feedback from consultation exercises

· Any new documents/plans developed

4.
What do I look at in a review?

4.1 Context

4.1.1 The checklist (Appendix 4) is based around Routeplanner and the “four Cs”. 

4.1.2 The review should identify the appropriate TSA Service Standard and if still relevant the Key Line of Enquiry from the Audit Commission (or their replacement).

4.2 SMART

4.2.1 The review should follow the template for SMART

	SPECIFIC & MEASURABLE

	Assessment Details 
	Assessment and reason for project

	Improvement Action 
	Specific action required to improve / resolve the assessment details

	Evidence Summary 
	The evidence to show the project is successfully completed

	Resident Benefit 
	How customers will benefit from the change

	ACHIEVABLE

	Task
	Details of the milestone task

	Owner
	Officer responsible for delivering the task

	Start Date
	Task starting on …

	End Date
	Task finishing on …

	RESOURCED AND TIMED

	Resource Needs 
	Additional resource needs for the project

	Resource Amount 
	Additional resources - value

	Resource Information
	Summary details

	VFM 
	VFM Implications

	VFM Amount 
	VFM - Value

	VFM Description
	VFM - summary details

	Efficiency Savings 
	Efficiency savings attributable to the project

	Efficiency Savings Amount 
	Efficiency savings  - value

	Efficiency Savings Summary 
	Efficiency savings - summary details


4.3
Assessment Deatails

	EQUALITY IMPACT ASSESSMENT

	Stakeholders 
	Parties directly involved in the Project

	Diversity Groups Affected 
	Identify whether there is a direct effect on a specific diversity group

	Impact 
	What are the Equality impacts of the Project

	Description 
	Impact Assessment Summary details

	EIA Completed
	Has a formal EIA been completed and documented?

	IMPLEMENTATION

	Operational Staff Informed 
	Confirmation to operational staff

	Comments 
	Summary Details

	Included in Team Brief?
	Corporate Communication of the changes

	Briefing Date 
	

	Service Implications 
	Are there implications for specific areas or is this a general corporate issue?

	Service Area 
	Identify specific service areas involved / affected

	Implications 
	What are the implications?

	Date Informed
	How and when was this communicated?

	SERVICE IMPROVEMENT

	Stakeholders 
	Parties directly benefiting from the Project

	Improvement Outcome 
	Direct benefits

	RISK MANAGEMENT

	Risk Summary 
	Risk implications of failure to achieve the Project

	Risk Category 
	Risk area (see A1routeplanner)

	Service Area 
	Main area/section of A1 affected by the Risk

	Impact of Risk 
	Impact if the Risk occurs (High, Medium, Low)

	Likelihood of Risk
	Likelihood of the Risk occurring (High, Medium, Low)

	Nature of Risk 
	Detailed analysis of the Risk

	Effect of Risk 
	How the Risk would affect A1 / Service Area

	Control Measures 
	The measures that will be taken to control the Risk

	Contingency 
	What back up measures will be taken if the Risk materialises?

	Risk Indicators 
	Indicators used to track progress of the Risk and warn of occurrence

	Residual Risk 
	Effect on the Overall level of Risk of the Control Measures

	PERFORMANCE INDICATORS

	
	Are there Performance Indicators which will be used to measure progress and success of the Project including Current indicators and any new ones required.


4.4
The guidance below should be used as a “menu”.  SMT will help you decide which areas are relevant to your review.  

· Challenge

· Consult

· Compare

· Compete

In summary, the areas your review should cover are:

	Overall aims
	(

	Operating context and environment
	(

	Is our way the best way?
	(

	Service Standards
	(

	Policy and procedure
	(

	Partnerships
	(

	Resources
	(

	Involving residents/customers
	(

	Equality and diversity
	(

	Benchmarking
	(

	Good practice
	(

	Performance monitoring
	(

	Cost, value for money and efficiency
	(

	Competition and outsourcing
	(


4.2
What do we do and why are we doing it (Challenge)

4.2.1
The fundamental challenge is to decide why we are doing something:

	What are the service objectives?
	

	How do we measure service outcomes?
	

	Is there a direct link with the Service/Business Plan?
	

	If not, why are we doing it and do we need to?
	


4.2.2
Assuming we decided the service is necessary, this is also the time to understand the context and operating environment of the service:

	Strategic Context

	What are the legal and regulatory requirements and drivers?
	

	What are the links with the Service Delivery and the Business Plan and how do we demonstrate that the service meets corporate objectives?
	

	Conduct SWOT (strengths, weaknesses, opportunities and threats) analysis
	

	Operating Environment

	Conduct PEST analysis: what is the political (national/local), economic, social and technological factors affecting the service?
	

	What are the demographics of our residents and how does this affect the service (e.g. high proportion of disabled people, unemployed people)?
	

	Who else provides the service and how do they do it (good practice/benchmarking – refer to ”compare” section)?
	

	Customer Intelligence

	What are the needs and aspirations of customers (refer to survey, focus groups findings etc)?
	

	How important is the service to them?
	

	If we don’t know the answers, how will we find out?
	

	Are we meeting the needs and aspirations?
	

	What would be the effect of not providing the service?
	

	Why do we do it the way we do?
	

	What are the constraints to providing the service?
	

	Are we doing it in a way that is efficient and effective?
	

	Does it need to be provided in this way, or can we do it better?
	

	Are we the best people to provide the service and why?
	

	If not, who else could do it?
	


4.2.3
How are we doing it?

	Leadership and people

	Is there a clear vision for this specific service?
	

	Do policy and process issues complement or conflict?
	

	Are there shared values amongst staff throughout the service area?
	

	Do we need a specific set of service standards?
	

	Policy and Strategy

	Is there a clear strategic direction for this service?
	

	Do staff understand how this service links to the Service/Business Plan and overall corporate aim?
	

	Are there up to date policies and procedures available?
	

	Do the written procedures match what actually happens (use process mapping/sample testing)?  If not, which need to change?
	

	How can they be improved?  (Use of process re-engineering, systems thinking etc)
	

	Partnerships and Resources

	Who do we work with to provide this service?
	

	Are they the most appropriate people?
	

	Do we/they have adequate staffing?
	

	Are staff working efficiently and effectively?
	

	Do we have the technology we need to deliver the service?
	

	Is the service correctly resourced?
	


4.3
How are we meeting customer needs? (Consult)
4.3.1
The best way to find out is to Ask the customer.  Substantive reviews of customer facing services should always involve customers.  Involvement could include:

· Written consultations (letters, surveys)

· Verbal consultation (telephone calls)

· One to one discussions

· Focus groups

· Conference/open meetings

· Existing resident groups (e.g. JHAG, A1 Hundred Club)

· Site visits

· Membership of the review group

· “Piggy-backing” onto existing consultation

It is important to try to be innovative in consultation, and to try to make it fun.  People are more likely to want to attend an informal discussion at a coffee morning than a stuffy three hour meeting at the office.

We need to involve as wide a range of people as possible, not just the “usual suspects” – it is a business plan objective to broaden the range of residents actively participating in our activities.  In many cases “customers” will mean resident but it can also mean other staff and stakeholders (e.g. local authorities or contractors).

	Who are the customers and stakeholders for this service area?
	

	Do we have information available from previous consultations?
	

	How will we involve residents and others in the service review?
	

	Were they involved in producing the review plan?
	

	Have you produced an involvement project plan in conjunction with Customer Services?
	

	Have you tried to involve hard-to-reach groups?
	


The purpose of the consultation should be made clear at the outset by defining the objectives, legal restrictions on services and potential costs and benefits of any proposals.

Service reviews should focus very specifically on equality and diversity issues, and answer the following questions:

	Are we providing a fair service to all our customers or is there a concern that we may treat some differently or not meet their needs?
	

	Does the different treatment mean that some groups of people would experience a less favourable service than others or that the needs of some groups would not be met?
	


If the answer to either is yes, then consider the following two questions:

	Can this be justified on the grounds of promoting equality of opportunity?   Is there a particular commitment to one or more of the groups covered to address equality?
	

	Can the policy, function or service be amended so that no one experiences a worse service and the overall aims and objectives are still fulfilled?
	


All reviews should look at:

	Can information be provided in a range of formats (eg Typetalk, large print)?
	

	Are all customers equally satisfied (CIP or other surveys)?
	

	Do policies, procedures and processes allow equal access for all?
	


4.4
How do we do it better? (Compare)

4.4.1
This is a question not just for the service review, but one that should be asked continually as we do the “day job”.

	What use is currently made of benchmarking and good practice information?
	

	What can we learn from current good practice/top performers?
	

	How do we compare across a variety of indicators to other organisations (not limited to ALMOs)?
	

	How close are we to meeting the TSA standards?
	

	Are we comparing against the best performers?
	


Benchmarking undertaken:

	Are HouseMark cost and quality indicators used?
	

	Do we look at the private sector (annual reports etc)?
	

	Have we contacted other organisations directly?
	

	Do we use industry data (e.g. national statistics or from industry bodies like the NFA)?
	


Good practice can be found in a number of places:



	Have we used HQN/NFA good practice?
	

	Have we used Charted Institute of Housing good practice?
	


4.4.2
How will we know we are doing it better and how do we measure our performance?

	What performance measures do we report on?
	

	Are they the right ones – what do they actually tell us?
	

	Do we need more/less/different ones and what are they?
	

	To what extent can service delivery be measured?
	

	Are the indicators valid – are we collecting the data correctly and in line with official guidance?
	

	What are the performance trends over time?
	

	What targets have we set and are we achieving them?
	

	Are they right or should they be revised?  Are they stretching/aspirational enough?
	

	Does performance management focus on outcomes for the customer?
	

	Are we measuring customer satisfaction?
	

	How do we compare to our peers in terms of cost and quality?
	

	What are the causes of poor performance, or what is stopping us performing better?
	

	How will we measure the success of changes implemented as a result of the review?
	


If there are insufficient performance measures at the moment, it will be one of the objectives of the review to develop them.

4.5
Can we do it more efficiently? (Compete)

4.5.1
One of the main aspects of Continuous Improvement is an assessment of how much a service costs to provide and whether this demonstrates value for money.  In assessing value for money it is important to identify any “cash” savings that can be made in providing the same level of service or whether a better service can be provided for the same cost.  This test will be a major measure of the review.

Some of the information you will need to gather to look at value for money is:

· Budget information: how is the service budget made up, how does it break down into aspects such as staffing?

· Cost information: what are we actually spending?

· Income information: what money comes into the service, directly generated, funding or other sources?

Some of the questions you need to ask are:

	What does it cost (directly and indirectly) to provide the service at the moment?  
	

	How do these costs compare to others?
	

	Could we save money/increase outputs for the same cost?
	

	Can we or should we charge for the service?
	

	Is there another way of getting additional income in?
	

	Can anyone else provide the service more efficiently?
	

	What would it cost to deliver a better service/achieve targets and is this justified?
	

	What is “good enough” – when do inputs (staff, money etc) become disproportionate to the outputs?
	

	Does performance vary during peaks and troughs and how could this be improved?
	


4.5.2
Partnerships are also an important aspect of working more efficiently:

	Who do we work with (because we have to or because we want to)?
	

	Who could we work with?
	

	How many and how wide a range of partners have we engaged with?
	

	What do partners think of the service?
	

	How good are our relationships with partners and how could we improve them?
	

	Have we invited partners to take part in the review?
	


4.5.3
We need to think about competitive service delivery and potential outsourcing of services.  Some of the questions to ask are:

	How could competition be brought to service delivery eg outsourcing or buying in?
	

	How competitive is the service currently?
	

	What is the long-term future of the service and its demands on resources?
	

	If the service is procured from outside, do we have a proper procurement strategy in place?
	

	What would be the effect of outsourcing and could we manage the process effectively?
	

	Would internal process re-engineering be more effective?
	

	Have you assessed the availability of good quality suppliers in the market place?
	

	Can they deliver the required standard?
	


4.5.4
A table for evaluating if a service should be market tested is attached at Appendix 5.

5.
What methods are most appropriate for conducting reviews?

5.1
Methods for conducting service reviews can be found in the Continuous Improvement Resource Pack. The purpose of the resource pack is to provide managers with a set of resources, which can be use to start and support a process of continuous improvement. It is not intended to be a prescriptive approach these tools are there to help.
6.
Wrapping up the Review

6.1
Options appraisal - Once the review is completed, there should be a list of areas of improvement. The review group should look at the potential solutions to these problems and assess the various options in order to make final recommendations.  This will involve an analysis of the costs involved. An action plan (covering no more that one year) to implement these recommendations should be produced.

6.2
Evidence - It is VITAL that you collect evidence throughout the process, in an ordered and methodical way.  You should keep files that clearly document the review from start to finish.  This should include:

· Meeting agendas and notes

· Survey results

· Good practice examples

· Benchmarking data

· Process maps

· Photos (e.g. if you held an event)

· And proof of anything else you have done!

6.3
Final Report - The group should then produce the final report, which covers all the areas examined in the review and present the final conclusions. The Service and Continuous Improvement Template should be used to show that all the required steps have taken place.

6.4
Action Plan - This should be produced to accompany the final report and set out the actions needed to achieve the changes required.  It should not span longer than one year, or it will become unmanageable.

6.5
Feedback - As well as reporting back to SMT the results should be feed back to residents, customers, partners and staff.  It is important to “close the loop” and show people what the review has achieved.

6.6
Impact Assessment - You will also need to complete the resident involvement impact assessment on routeplanner to show how involvement shaped the review and its outcomes.

7. 
Final Checklist

	Does the final report address the original objectives agreed with SMT?
	

	Does the service meet all relevant standards?
	

	Have you established the direct and indirect costs of providing the service in question?
	

	Have you reviewed all the available performance indicators?
	

	Have you developed a method and measures to track the success of changes implemented as a result of the review?
	

	Have you produced the final report and action plan to submit to SMT?

· Does this include cost information?

· Have you included examples of good practice from other organisations?

· Have you shown how resident involvement has shaped the review and the recommendations?

· Have you proposed changes, and are these backed up by evidence?
	

	Have you completed the resident involvement impact assessment?
	

	Have you challenged whether the service should be provided in-house or market tested?
	


	Appendix 1 Stars of Excellence

	Enablers
	
	0*
	1*
	2*
	3*

	
	Leadership
	· No “can do” attitude

· Blame culture: from the top and inter-departmentally

· Top down culture

· Senior people content with way things are – no desire to learn
	· People do not always work together to maximise resources; the left hand does not know what the right is doing
	· Highly visible and motivating Senior Managers

· Mutual respect between Officers and Board Members

· Clear direction given
	· Highly self-critical SMT: they want to do better

· Setting and achieving aspirational standards

· Taking the tough decisions on what the organisation is not going to do

· Willingness to take risks

	
	People
	· Staff at all levels are unclear about their role and where it fits into the bigger picture

· Performance appraisals and personal development are non-existent

· Teams work in ‘silos’
	· Staff have limited awareness of their role

· 1:1s are sporadic

· Essential training is limited
	· 1:1 meetings occur regularly between staff and managers

· A good training and development programme is available

· Teams starting to work together
	· All staff know targets, role and purpose of their role and the organisation

· Staff at all levels fully representative of the community in terms of equality and diversity

· Innovation encouraged

	
	Policy and Strategy
	· Improvement Plans are half-hearted implemented and behind target

· Strategies and policies are in place on paper and not in practice
	· Corporate/department aims may look good but are inconsistently implemented 

· Policies are in place and comply with legal requirements

· Working to yesterday’s agenda: slow to pick up on new initiatives
	· Corporate targets are understood by staff and translated into team and individual targets

· Policies are based on good practice and are actively monitored and reviewed


	· Strong golden thread linking vision, analysis, systems and people

· Key policy drivers (e.g E&D) fully embedded in every function, with genuine commitment from the top

	
	Partnerships and Resources
	· The link between policy decisions and resource allocation is weak or non-existent

· No effort has been made to develop partnerships
	· Policy decisions do not consistently reflect resource availability and/or allocation

· Some partnerships have been developed
	· For the most part, the link between policy decisions and resources is strong

· A good range of partnerships has been developed, but there is room for more proactive working
	· Resources have been allocated in line with policy decisions and used to target and deliver priorities

· The organisation proactively works with a wide range of existing and potential partners to improve services and VFM

	
	Processes
	· Inadequate IT and support systems that don’t support front line staff or provide quality management information
	· Reasonable IT

· Processes are documented
	· Fully adequate IT

· All processes documented and covered by ISO 9001
	· Effective processes that support staff and provides timely, useful and accurate management information


	Results
	People Results
	· Demotivated staff, who do not understand their role in the organisation and do not put the customer first
	· Staff are reasonably motivated

· The customers’ needs do not always come first
	· Staff are generally positive and customer- focused
	· Highly motivated and well-trained staff are working in the best interests of the customer

	
	Customer Results
	· Organisation run for officers and not the customer

· Resident involvement is limited or non-existent 
	· Customer care is starting to be embedded, e.g. some repairs done by appointment 

· There are formal tenant structures in place, but residents have little sway on decisions, and involvement does not extend beyond formal structures

· Only the “usual suspects” are involved
	· Good standard of customer care, focused around the needs of the end-user

· Positive and welcoming culture for customers 

· Residents involvement is generally good, but may be stronger in some service areas 

· Works has started on trying to engage with hard to reach groups (e.g. BME, older people)
	· Excellent customer service, based on a strong understanding of the customer base (age, gender, ethnicity and disability) and services shaped around them

· Resident involvement is fully embedded and residents are consulted on all major decisions in a range of innovative ways

· A broad spectrum of residents are involved

	
	Social Results
	· Lack of awareness of the local environment and the organisations’ actual or potential impact

· No engagement with local partners
	· Occasional information collected on the local environment, but little analysis carried out

· Limited engagement with local partners, only as required
	· Business decisions are often based on regular information collected on the local environment

· Actively trying to build effective local partnerships
	· Constantly refreshing local data (e.g. housing need and the housing market) and using this to take decisions

· Fully engaging with a range of local partners to improve

	
	Key Performance Results
	· No performance management,

· Statutory returns made, but no analysis of data

· Compulsory tenants surveys carried out but nothing is done with the results
	· Performance is monitored, national PIs are collected accurately for the most part, but there is little active performance management

· Some surveys of tenants are conducted 

· Performance management focuses on processes and systems
	· There is a decent performance management systems: local and national PIs are collected and used to identify trends

· Survey and other data are used to shape services around customers
	· Performance management is excellent and embedded in the organisation via the “golden thread”

· Outcomes and impacts are measured rather than just processes and systems

	Feedback
	Innovation and Learning
	· Talking only with other poor performers

· Not accessing good practice

· No Improvement Plans
	· Improvements are planned or underway, but are not consistently implemented 

· Aware of good practice, but it may not be fully utilised
	· A learning organisation (e.g. using complaints positively) 

· Meeting most of the requirements of accepted good practice
	· Striving to do new things and never standing still: regular evaluation and improvement

· Not perfect, but understand problem areas with plans to rectify

· Anticipating change and innovating

· Leading the way on new issues such as the efficiency agenda
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Appendix 3

4 Year Best Value / Continuous Review Programme For A1 Housing

	
	2011/2012
	2012/2013
	2013/2014
	2014/2015

	Customer

Services
	
	- Repairs Call Centre
	- Warden Services

- Customer Services


	- Contact Centre

- Out of Hours Service

- Admin Support

- Human Resources

	Housing and Technical

Services
	- Capital and Planned Works

- Architect Services

- Housing Management

- Allocations /CBL


	- Technical Support Services

- Rent Collection

- Grounds Maintenance 

- Caretakers            

- Building Cleaning

- Window Cleaning
	- Former Tenant Arrears/Debtors


	- Responsive Repairs (inc. gas, voids, adaptations)



	Corporate and Executive

Services
	- Finance Services

- BDC Service Level Agreements
	- Rent Accounting

- Telephones

- Stores

- BDC Service Level Agreements


	- IT Services

- BDC Service Level Agreements


	- BDC Service Level Agreements


Appendix 4

	SERVICE & CONTINUOUS IMPROVEMENT COVER REPORT


	SERVICE REVIEW
	

	START DATE
	

	END DATE
	


	MAIN DETAILS
	

	Senior Manager 
	

	Lead Officer 
	

	Business Plan 
	

	Service Objective 
	

	Local TSA Offer 
	

	Current Impact 
	

	A1routeplanner Project Ref No.
	

	CONTEXT
	

	Kloe 
	

	Kloe Theme 
	

	Kloe Question 
	

	TSA Standard 
	

	TSA Theme 
	

	TSA Outcome 
	

	SPECIFIC & MEASURABLE
	

	Assessment Details 
	

	Improvement Action 
	

	Evidence Summary 
	

	Resident Benefit 
	

	ACHIEVABLE
	

	Task
	

	Owner
	

	Start Date
	

	End Date
	

	RESOURCED AND TIMED
	

	Resource Needs 
	

	Resource Amount 
	

	Resource Information
	

	VFM 
	

	VFM Amount 
	

	VFM Description
	

	Efficiency Savings 
	

	Efficiency Savings Amount 
	

	Efficiency Savings Summary 
	

	EQUALITY IMPACT ASSESSMENT
	

	Stakeholders 
	

	Diversity Groups Affected 
	

	Impact 
	

	Description 
	

	EIA Completed
	

	IMPLEMENTATION
	

	Operational Staff Informed 
	

	Comments 
	

	Included in Team Brief ?
	

	Briefing Date 
	

	Service Implications 
	

	Service Area 
	

	Implications 
	

	Date Informed
	

	SERVICE IMPROVEMENT
	

	Stakeholders 
	

	Improvement Outcome 
	

	RISK MANAGEMENT
	

	Risk Summary 
	

	Risk Category 
	

	Service Area 
	

	Impact of Risk 
	

	Likelihood of Risk
	

	Nature of Risk 
	

	Effect of Risk 
	

	Control Measures 
	

	Contingency 
	

	Risk Indicators 
	

	Residual Risk 
	

	PERFORMANCE INDICATORS
	

	
	

	CHALLENGE
	

	Strategic Context
	

	Operating Environment
	

	Customer Intelligence
	

	Leadership & People
	

	Policy & Strategy
	

	Partnerships & Resources
	

	CONSULTATION
	

	Stakeholders
	

	COMPARISON
	

	Best Practice / Benchmarking
	

	COMPETE
	

	Resource usage and procurement
	


	SUPPORTING DOCUMENTATION
	

	List of Documentation to confirm completion of the project
	


APPENDIX 5

Relevant Factors Governing the Exposure of Services to Alternative Procurement Arrangements

	Criteria

*Italics indicate an example that would

be suitable for exposure to direct competition
	Suitability for alternative procurement arrangements

Least suitable                                          Most suitable
	Notes/Comments to Support Choice of Suitability

	
	1
	2
	3
	4
	5
	6
	

	1 a) Strategic importance - Is the service of strategic importance to A1? Does it include core, sensitive, or policy work?

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	1 b) Strategic importance - Is the service (or its major components) free or can be freed of statutory, legal, policy or practical constraints on contracting?

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	2 Degree of Risk - What level of risk is involved in exposing the service to competition

* The risk is relatively low risk to all parties including the public, A1, the Council, the Government and the Contractor - taking account of past experience risks during and beyond the term of the contract.

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	3 Impact on Other Services - What will be the impact of outsourcing on other services or issues?

* Can the service can be specified and subjected to competition without significant disruption to other services, functions or strategies

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


	Criteria

*Italics indicate an example that would

be suitable for exposure to direct competition
	Suitability for alternative procurement arrangements

Least suitable                                          Most suitable
	Notes/Comments to Support Choice of Suitability

	
	1
	2
	3
	4
	5
	6
	

	4 a) Core Values - Would direct competition have an adverse affect on economic regeneration and jobs within A1 or the district?

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	4 b) Core Values - Would direct competition adversely affect A1's core values?

* Exposing the service to competition would not adversely affect the core values

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	5 Public Sector Ethos - Is the public services ethos important to the provision of this service and to those who receive it?

* Commitment to public service ethos has little or no effect on service provision

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	6 Replacement Contractors - Will A1 Housing be locked into monopoly service providers? Can failing contractors be penalised or replaced without significant interruption to service provision?

* Contractors who fail to deliver services to specified standards can be easily penalised or replaced or monopolies can be avoided by repackaging

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


	Criteria

*Italics indicate an example that would

be suitable for exposure to direct competition
	Suitability for alternative procurement arrangements

Least suitable                                          Most suitable
	Notes/Comments to Support Choice of Suitability

	
	1
	2
	3
	4
	5
	6
	

	7 Civil/Emergency Planning Considerations - Do significant elements of the A1 service impact on civil/emergency planning consideration

* The service does not significantly impact on civil/emergency planning considerations

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	8 National Issues - Do significant elements of the service impact on sustainability, social inclusion etc. within the district

* The service does not significantly impact on important national issues

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	9 Degree of Competition and Market Maturity - Is the market of sufficient maturity with enough contractors to guarantee true competition?

* The market is well established with many competent competitors

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	10 Testing the Market - Can the work be packaged in a different way since the last market test or made to appeal to existing or emerging markets?

* The work can be packaged in such a way

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


	Criteria

*Italics indicate an example that would

be suitable for exposure to direct competition
	Suitability for alternative procurement arrangements

Least suitable                                          Most suitable
	Notes/Comments to Support Choice of Suitability

	
	1
	2
	3
	4
	5
	6
	

	11 Future of the activity. Are significant service developments likely e.g. legislative changes, and amalgamations or decentralisation of services?

* Provision of the service continues to be justified, and it is very unlikely that it will be subject to review or legislative changes

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	12 Investment Opportunities - Are there high investment needs in terms of plant, equipment, IT etc? Will competition attract inward investment e.g. regional offices etc.? Will competition lead to savings from strategic re-locations?

* High levels of investment not required, and competition will encourage inward investment and lead to savings

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	13 Specification of Service - Is the service difficult to specify or quantify?

* The service can be specified easily in advance

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	14 Ability to Measure Performance - How easy is it to measure performance in service provision

* Performance of service provision is easy to measure. (Measurement of performance can be by way of PI's; customer satisfaction surveys; etc.) 

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


	Criteria

*Italics indicate an example that would

be suitable for exposure to direct competition
	Suitability for alternative procurement arrangements

Least suitable                                          Most suitable
	Notes/Comments to Support Choice of Suitability

	
	1
	2
	3
	4
	5
	6
	

	15 Period for Performance Improvements - Can the service be improved through current provision?

* Performance has failed to improve despite the provision of an appropriate time-scale for improvement

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	16 Service Capacity - Will competition result in better capacity to meet fluctuating workload?

* Competition will result in better capacity to meet fluctuations in demand as a result of, for example, regional procurement

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	17 Competence in Contract Management and Administration - Will contract management of the service be difficult?

* The contract and competitive process will be relatively easy to manage with limited scope for contractual claims

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	18 Impact on Essential Skills and Knowledge - Will contracting the service have an adverse affect on A1’s ability to maintain intelligent client capabilities and retain key staff?

* Skills and knowledge essential for the department to undertake its responsibilities would be retained

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


	Criteria

*Italics indicate an example that would

be suitable for exposure to direct competition
	Suitability for alternative procurement arrangements

Least suitable                                          Most suitable
	Notes/Comments to Support Choice of Suitability

	
	1
	2
	3
	4
	5
	6
	

	19 Direct Control of Services - How important is it for A1 to directly control or provide the service?

* The service can be adequately controlled through contract management and does not require controlling directly or being directly delivered

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	20 Costs and Benefits - Is the cost of procurement and post-contract client service disproportionately high? Are the benefits likely to exceed the costs?

* Overall, the benefits will out-weigh the cost

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	21 Experience and capacity of the in-house provider - Does the in-house provider have sufficient experience and capacity to deliver all parts of the service under consideration?

* The in-house provider does not have the necessary experience or capacity to deliver all parts of the service under consideration

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


Summary

	Number of Scores
	1
	2
	3
	4
	5
	6
	Total

	
	
	
	
	
	
	
	23

	
	
	
	
	
	
	
	23

	
	
	
	
	
	
	
	23

	
	
	
	
	
	
	
	23

	
	
	
	
	
	
	
	23

	Service Overall


	
	
	
	
	
	
	23


Decision:  

Market Test all of Service, More 6’s

Market Test Elements of the Service, More 4-5’s

Reconfigure the Service, More 3’s

Retain In-house, More 2’s 

Status Quo, More 1’s




Issues:


A bottleneck is created where we have huge amounts of information coming in and not all getting back out again. 


We are not making everyone aware of the information that we hold, and how to access it.


Central systems are not effectively used or standardised.


There is no formalised “cascade” of information and communication.





Information out to staff and customers





Newsletters:


In Touch,


Ad hoc





IT Systems:


Task,


SX3,


Conntrol,


Email,


Abritas,


Keystone





Meetings:


Team,


Department,


Staff briefings,


1:1s





Business Documents:


Service Plan,


Board Reports,


PR material,


Minutes,


Business Plan,


Action Plans,


Strategy documents





Service Reviews





Guidance


HouseMark


DCLG


TSA/HCA


NFA





Outputs


Improvement Plan





The Process


Reviewing the key drivers for improvement


Leadership and Governance


Performance Management


Customer Focus


Effective use of resources


Looking and learning from the outside and innovation


The Best Value principles


Compare


Compete


Consult


Challenge


STEP CHANGES











Outcomes


Improve services and outcomes for customers


Increased efficiency


Change


Improved performance





Inputs


Residents / A1 Hundred Club


Tenant Surveys


Staff


The Board


“Stars of Excellence”


Performance exceptions


Other stakeholders


Benchmarking


Environment





Key Drivers


Customers Input


Business Plan


Risk Management


Value for Money


Best Practice


Regulatory Guidance


Structure and Culture


Policy Review Timetable








Training


Coaching


Mentoring


Job shadow





Informal


Methods


Between colleagues and teams





Individuals and teams





Information held





Contact and benchmarking with other organisation





Training Courses/ Conferences





Reports,


Papers,


Press,


Internet





“Tacit” knowledge e.g. from experience





Information in





Feedback from tenants and other stakeholders





Learning and Sharing for Continuous Improvement





Learning and Sharing for Continuous Improvement


Feeds back up through entire process





SMT





Initial SMT meeting to agree review brief, end date and methodology





Consult Customer Services on involving residents





Establish review group (including residents)





Produce SMART review plan with dates





Produce involvement project plan





A1 Hundred Club





Conducting review, keeping an evidence log





Produce report and action plan





Implement action plan - no longer than one year





PR and communication of results to all involved and residents/staff in general
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