Appendix 1 -

Housing Inspection Improvement Plan 6 monthly Progress

Report

3oth June 2010

Action Status

Overdue

Check Progress/Milestone Missed

In Progress;

OVl ®

Completed
Icon Name
O Housing Inspection Improvement Plan 2010/2012
Icon Name
@ A - Key Recommendations - All Service Areas
Icon Name
99 Continue to develop its performance management framework
Status |Action g::e Comments Milestone g:l?e Note Completed |Assigned To
The creation of the |Appoint a dedicated Performance and Continuous New officer
Performance and Improvement Officer 31 Jul commenced Yes
Continuous 2010 duties on 15%
Improvement August.
Officer reinforces
our commitment to Develop scorecards. 30 Nov Yes
2010
embed a
We will establish a performance continuous Produce a series of performance reports monthly and |30 Nov
. 31 ) Yes
management framework for the entire improvement quarterly 2010
. . o Dec p John Kerr
Housing Service within the context of 2010 culture within Review report content and continue to develop as 31 Dec
the Council’s Performance Framework. Housing and necessar P P 2010 Yes
Community Safety. essary
We will continue to |Scope of performance framework agreed. 31 May Yes
develop our 2010
performance Set up the report framework in Covalent, load action
framework to | d perf b t 31 Aug
improve service plans and performance targets 5010 Yes
delivery.




Icon Name

D

Continue to improve its management of suspensions and bypassing

. Due . Due .
Status |Action Date Comments Milestone Date Note Completed |Assigned To
The management of Ensure information from monthly audit reports is 30 Apr Yes
We will continue to review our suspensiogs and by used to shape on going service improvements 2010
@ gzgz%zgﬁgtaagdb?gglsts?i::;gtc?fensure 30 Apr|passing continues |Ensure that procedures and processes are subject to |30 Apr Yes Janice
that the process is clear and 2010 :rc:at;\eac_‘;::aodszlr\:d continuous monthly review 2010 Lockhart
transparent. monitored. Produce monthly reports 30 Apr Yes
2010
Icon Name
99 Continue to work to reduce rent lost through rent arrears and empty houses
. Due . Due .
Status |Action Date Comments Milestone Date Note Completed |Assigned To
The Arrears Service within our Corporate Services In 2010/11 our
Department are working on a 3 year plan to reduce rent arrears level
We are continuing |arrears to 7% by March 2013. 01 Apr was 9.2%, this
w0 irfnprove in th 2011 rr\fr?SrgCement on e
We will set clear targets benchmarked performance in the fi f Vincent
) management of 2009/10 figure o ;
b against other landlords so that we are |01 Apr empty homes and 10% Gardiner;
at or better than the current Scottish 2013 pty Janice
average by the end of 2012/13. rent arrears. Our  |we will continue to improve performance in the In 10/11 we Lockhart
void performance | management of empty homes from the year end achieved a figure
exceeded target in |figure for 2009/10 of 2.7% to 2% by the end of 01 Apr  |of 1.7% ahead of | -
2010/11. 2010/11 and will aim to be at or better than the 2011 the 2% target.

current Scottish average of 1.4% by the end of
2012/13

Good progress
has been made.




Icon Name

>

Further improve its complaints processes

Status |Action g:fe Comments Milestone g:tee Note Completed |Assigned To
Housing Pilot has Agree new procedures for complaints handling 31 Aug Yes
now been rolled out 2010
The Housing Service will improve its LOEEhDe whole of Develop process maps and workflow diagrams gélJ(;ﬂ Yes
complaints processes by piloting the Perfor.mance
@ Council’s new corporate complaints 30 Apr reports will be Pilot the new complaints process 01 Nov Yes Stephen Dal
system as part of an integrated 2011 P 2010 P Y
developed and
approach to the management of reported monthly  |Review pilot 01 Feb
complaints S y P Yes
within our 2011
performance
framework. Roll out to the whole HEED Department 30 Apr Yes
2011
Icon Name
99 Implement its new allocation policy as planned
Status |Action g::e Comments Milestone g:l?e Note Completed |Assigned To
Implement new allocation policy. 31 May Yes
2010
Review outcomes to ensure the new allocation policy The review date
31 The review date is effectively addressing housing need has been
‘ Implement our new allocations policy |,  |has been amended amended to Janice
as planned 2011 |from April 2011 to 31 Dec |Pecember 2011 Lockhart
to allow for
meaningful

engagement with
service users




Icon Name
QB Improve its communication on anti social behaviour cases
Status |Action Due Comments Milestone oLE Note Completed |Assigned To
Date Date
Processes Carry out monthly audit and quality assurance 30 Jun Yes
implemented during|checks to measure customer satisfaction. 2010
We will incorporate regular progress mspt_actlon wil Implement new letters outlining progress notification |30 Jun
@ letters and communication with our 30 Jun |continue to be and conclusion/outcome feedback 2010 Yes Andy
2010 |reviewed on a Cameron
customers. - !
regular basis as we |Review Procedures & Processes 30 Jun
develop customer 2010 Yes
satisfaction activity.
Icon Name
@ Prioritise its tenant participation and improve communication with tenants
Status |Action Due Comments Milestone e Note Completed |Assigned To
Date Date
Phase 2 of Develop and implement tenant communication 30 Dec Y
T - s - es
organisational strategy to improve communication with our tenants. |2010
@ ZVe (‘;\:'Itltgirt(i)(\e/;dg)s:r?c%czjr:aagdtenant gtc ;i\;:'?\:';gluig:s be Ensure Implementation of the first phase of our 31 Aug Yes Joanne
PP 9 Tenant Participation Strategy Action Plan. 2010 Martin
engagement. 2010 |allocated to develop
TP in West Investigate resource requirements to deliver effective|30 Sep Yes
Dunbartonshire Tenants Participation 2010




Icon

Name

B - How well is West Dunbartonshire Council delivering housing management?

Icon

Name

o

Access and Lettings

Due

Due

Status |Action Comments Milestone Note Completed |Assigned To
Date Date
Processes have Ensure all staff, including new staff, are trained on 30 Jun Yes
been put in place to |processing housing applications. 2010
We will ensure that staff are fully 30 Jun [ENSUTE that the Implement quality assurance systems by carrying out Janice
@ trained and competent in all aspects of 2010 timescales for weZkI chechs ony rocessin hgusin a ¢ Iicatiyong Lockhart
the application process processing Y P g g app 30 Jun Yes
applications are 2010
recorded accurately
Ensured closer liaison between the Homeless
All necessar Casework team and Housing Advice staff by merging |30 Apr Yes
actions haveybeen sections within a new Homelessness and Allocations [2010
We will ensure that all Allocations and team.
. . : . |31 taken forward :
Housing Advice staff are fully trained in Ly - ; . Janice
. i . . Dec within phase 2 of Investigate the option of establishing a small team of
identifying clients at risk of S - 31 Dec Lockhart
. 2010 |Organisational Advice staff attached to the Casework team to Yes
homelessness/ potential homelessness . . . . . 2010
Review. provide specialist homelessness prevention advice
Raised awareness of homelessness issues through 30 Apr Yes
staff briefing sessions. 2010
Continue the rolling review process to ensure 30 Apr
accuracy of our housing waiting list 2010 Yes
We have improved .
the management of |Implement a quality assurance system to ensure all |30 Apr Yes
We will continue to improve the our housing waiting |cancellation letters are filed and saved. 2010
management of our housing waiting lists through the Trained all housing allocation staff on rolling review
@ list. 30 Apr|development of the rocess 9 9 Janice
2010 [rolling review. This P ’ Lockhart
action will continue 30 Apr
to be developed to 201Op Yes
ensure accurate
waiting lists.
In partnership with our RSL partners 31 Action has been Agree Common Allocation Policy and medical 31 Dec |Target dates will |No Janice




Icon Name
we will develop and implement a fully |March |delayed due to the |assessment 2010 be revised to Lockhart
operational Common Housing Register |2012 |absence of key - - - accommodate
in West Dunbartonshire. personnel. gomplete cor)sultatlon pe_:rlod with West 30 Nov project board No
However unbartonshire community 2011 calendar
developments have |Complete staff training programme. 31 Oct No
kick-started with a 2011
meetlng betwee[ﬁ Implement a fully operational CHR in West 31 Dec
all parties on 30 Dunbartonshire 2011 No
August. A progress
report will be Install, Populate and test system 31 Aug No
submitted to the 2011
HEEeDn::gg:mlttee n Partners will reach agreement on ICT solution to 31 Aug Yes
progress CHR development 2010
Procure ICT solution. 30 Apr No
2011
) ) A more robust All housing allocations staff have been trained to 30 Apr
We will develop and implement a monthly ensure that the approved guidance is applied in 2010p Yes
performance management framework |55 o performance relation to suspensions from our housing waiting list. Janice
around the management of 2010 |management itori Lockhart
suspensions from our housing waiting framawork has Introduce more robust monthly monitoring 30 Jun
list. ! arrangements in relations to suspensions from our Yes
been introduced housing waiting list. 2010
We are currently developing a Develop robust monitoring and reporting procedures. |30 Sept No
comprehensive range of systems to 2011
ensure that full information on ethnicity Undertake an analysis of current information
is collated for all our services and Draft Equalities Identifyi aly: f ti !
analysed to inform the needs of BME Framework entitying gaps In intormation
communities: approved to be
implemented within
the next few
30 months
Sept ' 31 Oct John Kerr
2ot 2010 ves
We will improve the transparency of 30 Jun |At the time of the |We have developed quality control procedures 30 Apr Yes Janice
our lets to homeless households by 2010 |Regulator's around the allocation of properties to statutory 2010 Lockhart




Icon Name

Introducing quality control procedures
to demonstrate that the process is fair.

inspection, a
procedure was put

homeless households

We will ensure all staff working in Homelessness and

in place to improve . - o - 30 Jun
the transparency of tAr:Ieo%aet‘:\?niorfechvrzz training to properly implement 2010 Yes
lets to homeless P .
households. All We will introduce clear audit trails around the
staff in Allocations |allocation of properties to statutory homeless 30 Jun
and Homeless have |households. 2010 Yes
been trained on the
new procedure
o Continue to regularly monitor and review both our 30 Apr . .
Nomlt?a.tlons are  |section 5 and nomination 2011 Ongoing Action | Yes
now bein
discussedgat the We will ensure all staff are trained on nominations Ongoing process,
quarterly Section 5 |Procedures to raise awareness 31 Aug new.staff will
metings with the 2010 | S bt of |
s. This wi
improve the induction process
In partnership with our RSL partners |3, 5| efficiency of the We will explore ICT system upgrades to manage the This action will be Janice
@ we will improve performance in respect |5, |process and also nomination process more effectively 31 Aug [incorporated v Lockhart
of our nominations procedures. ensure that 2010 within CHR €s
nominarfions are development
given the —
appropriate priority. We will include nomination processes and Nomination
Discussions are on |performance as a regular agenda item at quarterly performance now
going with the RSLs |liaison meetings with our RSL partners. 31 May |standing agenda |
2010 item at quarterly

on ways to improve
the process.

liaison meetings
with RSLs




Icon

Name

>

Income Maximisation

. Due . Due .
Status |Action Date Comments Milestone Date Note Completed |Assigned To
Carry out staff training to improve the management |31 May Y
S es
of individual arrears cases 2010
Finalise the restructure of the Revenues & Benefits 30 Jul Yes
Section 2010
Implement latest version of Corporate Arrears 30 Jul Y
es
system 2010
Implement the interface of the Corporate Arrears 30 Jul Yes
Performance has System to sheriff officers 2010
improved in Include f bal in th BELY
2010/11 when nclude former tenant' arrears balances in the annua pr Yes
Corporate statement issued to debtors 2010
benchmarked
against 09/10 Introduce a twilight shift to maximise contact with 31 Aug Y
. es
levels in respect of |debtors 2010
g?rt:a?:r::glag/lvif Introduce an online benefit claim form to speed up 31 Oct Expected to go
° the award of benefit for new tenancies live in January Yes
31 rent arrears. 2010 2011
Continue to improve rent arrears Further actions will . .
Mar - - o Marion Smith
performance be developed Locate an arrears advice officer within the arrears 31 Aug
2011 . - Yes
between Housing service 2010
and Community . B
safety and Finance Maximise use of write off procedures gélMlar Yes
to ensure our
targets are Monitor sign up process on monthly basis (through 31 Mar
achieved and arrears working group) to ensure effectiveness of 2011 Yes
performance new procedure
icn?lgtrlgyss to Review our standard letters to improve our customer |31 Aug Yes
) focus 2010
Streamline court process 31 Mar Yes
2011
Update arrears procedures to incorporate all new
working practices 30 Jul Ves
2010




Icon

Name

Continue to work in partnership with Repairs &

Maintenance to streamline the management of empty 31 Aug Yes
2010
Rent loss due to homes
We will contln_ue to improve voids s continuing Develop robust management and monitoring 31 Aug
performance in the management of to reduce. We are Yes
- 31 A procedures 2010 .
empty homes from the year end figure Mar continuing to Janice
for 2009/10 of 2.7% to 2% by the end 2011 |manage and Ensure that strategies/ action plans are in place to This will continue Lockhart
of 2010/11 and will aim to be at the monitor the void take early action in areas where letting times are to be an on going
Scottish average by the end of 2012/13 process very increasing. 31 Aug |process in Yes
carefully. 2010 consultation with
our colleagues in
Enforcement.
The void pilot is Ensure systems are in place to manage and monitor |31 Jul Yes
fully operational the timescales for all stages of the void process 2010
and after an .
L N Ensure that areas of responsibility are clear and
anticipated initial defined through published guidance and staff trainin
increase in repairs ghp 9 9
Void pilot is fully operational and is 31 Jul tll?;eseisilgslare Janice
being monitored on a regular basis. 2010 |Prop 31 Jul Lockhart
being returned Yes
within the target of 2010
an average of 15
days. The situation
will continue to be
closely monitored.
More robust Develop a clear and transparent monitoring process
management and  |for all stages of the lettings function which will allow |30 Jun Yes
We will develop and implement a monitoring systems |Us to Identify areas for improvement and/or further 2010 )
o 30 Jun : surplus stock Janice
robust monitoring system for the 2010 have been put in P Lockhart
management of the re let process place. The target | Ensure that necessary resources are in place to 30 Jun
timescales have deliver the Void Management Charter to manage the |5 g/ Yes
been reduced. 010

process more effectively.




Icon

Name

D

Tenancy and Neighbourhood Management

. Due . Due .
Status |Action Date Comments Milestone Date Note Completed |Assigned To
We have established a short life working group to
| ) : i I 30 Apr
Tenant Sustainment develop a tenancy Sustainment Strategy involving a 2010 Yes
. social landlords in West Dunbartonshire
rates improved to
87% from 80% to |We will deliver a joint tenancy sustainment strategy Date amended.
. . . date in 10/11 this |for all social landlords in West Dunbartonshire tenancy
In partnership with all social landlords reflects a greater sustainment
operating in West Dunbartonshire we 9 -
- . 31 focus on tenancy strategy will be
will develop a tenancy sustainment . -
L Dec sustainment. The 31 Dec |developed in John Kerr
strategy to maximise successful ] . No
- : 2011 |development of a 2011 partnership with
tenancy sustainment in West tenanc all social
Dunbartonshire cy
sustainment landlords
strategy will drive operating in west
further Dunbartonshire.
improvements. We will improve tenancy sustainment rates in West |30 Apr Yes
Dunbartonshire. 2011
Review complete
We will implement a new fit for 31 and new staff
@ purpose service delivery model in May structure Andy
. : implemented in Cameron
partnership with stakeholders. 2010
advance of HIIP
approval
Implement new procedure for the management of a
SSST when an ASBO is in place.
A procedure is in
@ We will develop and implement a 30 Jun |place for the 31 May Yes
procedure for management of SSSTs 2010 |management of 2010 Janice
SSSTs.
Lockhart

10




Icon Name

Although a working |A Working Group has been formed to consider and 31 May Yes

group has been evaluate alternative IT solutions 2010

est_abllshed. This Identify new alternative software solutions. 31 Dec

action has been 2010 No
We will form a working group in May ?neclgryec?raatr:e?j vivr:ltlobe Imol t T b 30 J
2010 to take forward a review of 30 Jun|an acF;ion within the mplement a new T system 201fn No And

Iﬂ'l alternative IT solutions and will - Y
. ; 2011 |[Housing and - ’ ; Cameron

progress implementation of a new IT Community Safety Review Inspection Process and implement best
system by June 2011. Operational Plan to practice to ensure consistency across all estates.

develop an 30 Jun No

integrated housing 2011

management IT

system.

Action incorporated |Complete area action planning process for all areas. |30 Jun Yes
We will develop and implement an within Tenant 2010

R 31 L
Estate Management Communications Communication L Andy
@ . ] Dec Implement Estate Management Communications

Strategy to increase and improve 2010 Strategy approved Strate 31 Dec Cameron
opportunities for resident involvement. by HEED in October oy 2010 Yes

2010

11




Icon

Name

>

Tenant Satisfaction

. Due . Due .
Status |Action Date Comments Milestone Date Note Completed |Assigned To
Carry out a comprehensive tenant satisfaction 30 Jun TSS Completed Yes
survey. 2010 November 2010
. . Examine levels of satisfaction rates among all Action will be
In addition to this minority groups incorporated
action in response 31 0ct  |within HCS
to the Regulator 2010 Equalities Yes
We will collect and report on tenant comments we a o
] : - 31 Oct|. Monitoring
satisfaction levels on our housing intend to develop a John Kerr
. . 2010 Framework
management services bi annually Customer
Satisfaction Publish results of survey extensively and use results To be completed
strategy in to act as a baseline to gauge future performance in by December
2011/12. all aspects of the housing service. 31 Oct |2010 and Y
es
2010 progress reported

to December
HPIB

12




Name

C - Is West Dunbartonshire Council managed for improvement?

Name

Customer Focus and Influence

. Due . Due .
Status |Action Date Comments Milestone Date Note Completed |Assigned To
This action has Investigate participation in quality assurance Housing and
been postponed schemes e.g.; Customer Service Excellence 31 Dec |Community to No
due to the 2011 undertake PSIF in
development of the 2011
SCOtt.'Sh Social We will develop a series of service standards Best Practice
Housing Charter . I f the housi - hich will les bei
We will develop in partnership with which will come covering a aspects of the ousing services which wi examples being
. < s lead to improved service delivery gathered but
stakeholders a series of service 1 April |into effect on 1 .
) . ; 30 Apr |action postponed John Kerr
standards across all housing service 2012 |April 2012. the No
: - . . 2011 due to the
areas to improve service delivery. Charter will include . )
a series of service introduction of
Scottish Social
standards all Housing Charter
landlords must El
achieve our We will implement a robust performance monitoring 30 Aor
approach will reflect|and reporting framework for the series of service P See above No
2011
the charter standards
We have asked the West of the consultation |good practice for producing financial nformation mto
Dunbartonshire Tenants & Residents - n 19 p producing
o ] . 30 Jun |and implementation [our tenant communication strategy 30 Jun
Organisation how it would like to 2010 |of the tenant 2010 Yes John Kerr
receive financial information during the .
. . communication
rent setting consultation.
strategy.
All relevant staff Complete the programme to ensure that all relevant
have received TP housing staff receive tenant participation training
training; this will
We will ensure all housing staff are 31 continue for all new
trained on tenant participation issues staff members to 31 Dec
- Dec ) No John Kerr
to raise awareness of TP as part of 2011 reflect our ongoing 2011

their PDPs.

commitment to
effective tenant
participation.

13




Icon |Name

v

We will produce a tenant
communication strategy which will
address information provided to our
tenants.

30
Sep
2010

Tenants'
Communication
Strategy and
incorporated
service pledges
approved by HEED
committee meeting
of 6th October
2010

Develop a service charter for engagement and

Charter is

consultation 30 Sep |incorporated in Yes
2010 communication
strategy
We will develop a tenant communication strategy
that will address the following issues highlighted by |30 jun
tenants; 2010 Yes

John Kerr

14




Icon

Name

>

Efficiency and Value for Money

Status |Action g::e Comments Milestone gg?e Note Completed |Assigned To
A rigorous option We have produced a new stock transfer strategy 31 May Yes
appraisal conducted |including identification of key risks and scenarios. 2010 )
as part of the - - - - - Fin
exercise to We will cc_)nduc_t additional scenario planning following 31 Aug McElhinney
. ! s : Itation with tenants and RSLS on stock transfer Yes
We will continue to utilise the Asset 31 establish the four coniu 2010
& Management Planning model to Dec approved transfer packages.
underpin the business plan. 2011 |areas. Stock We will update stock condition data and the content
Condition survey of the Asset Management Plan. 30 Nov Jack
complete, awaiting 2011 No Stevenson

final structural
information.

15




Icon Name

Equalities and Diversity

>

. Due . Due .
Status |Action Date Comments Milestone Date Note Completed |Assigned To
Develop robust monitoring and reporting procedures. New
. Performance and
We are currently developing a E::;tewgfk“t'es 30 Sept |Continuous No
comprehensive range of systems to 30 aporoved to be 2011 Improvement
ensure that full information on ethnicity app o Officer will action
) : Sept |implemented within this John Kerr
is collated for all our services and
lysed to inform the needs of BME 2011 |the next few i i i
analysed t months. Undertake an analysis of current information, Report to be
communities: Identifying gaps in information 31 Oct |submitted to HCS Yes
2010 SMT in November

2010

16




Icon Name

99 Leadership and Strategic Planning
Status |Action g::e Comments Milestone g:fe Note Completed |Assigned To
Homelessness and |We will carry out a review of the West
Housing Access Dunbartonshire Community Planning Partnerships
Forum and Housing Thematic Group to improve partnership
We will continue to improve our 31 Regenerating, working. 31 Aug Elaine
@ approach to partnership working Aug Investment and 2010 Yes Melrose
through new and existing routes. 2010 |Affordable Housing
Group now report
directly to Housing
Thematic Group.
A rigorous option We have produced a new stock transfer strategy 31 May Yes
appraisal was including identification of key risks and scenarios. 2010
We will continue to utilise the Asset 30 conducted as part We will conduct additional scenario planning following Fin
@ Management Planning model to Nov of the exercise to consultation with tenants and RSLS on stock transfer McElhinney
underpin the business plan. 2010 |establish the now packages gélAOUQ Yes

approved four
transfer areas.

17




Icon

Name

%

Performance management, planning and reporting

Due

Due

Status |Action Date Comments Milestone Date Note Completed |Assigned To
We will ensure that the roll out of 31 PDPs rolled out Implement plan to deliver PDP framework throughout 31 Ma Anne Marie
@ Personal Development Plans (PDPs) is |May effectively to all department 2010 y Yes Cosh
complete 2010 |housing staff.
The development of |We will implement a plan for ensuring effective 31 Dec
We wi a specific housing |communication on all performance information to No
e will d_eve_lop a planned approach to 31 strategy and quality |staff 2011
D Fommun]catlng performance . Dec will lead on this and . . - John Kerr
information to all members of housing 2011 it is an area where We will review present performance communications 31 A
ug
staff we will continue to i Yes
develop.
Identify relevant staff 31 Jul Yes
We will identify key staff who assist in 31 'fl'orflarllllnrgje;gvgr:]ggOIng 2010
@ collating performance information and Mar members of staff Implement training plan 31 Oct Yes Jan McKinle
roll out the use of the covalent 2011 |within Housing and 2010 Y
performance management system. Community safety. |Prepare training plan 06 Aug Yes
2010
Performance Develop and implement plan which will lead to 31 Dec Yes
information is now |improved PPR with housing services 2010
reported regularly Undertake an analysis of our current PPR activity
S to tenants.
In partnership with key stakeholders However this is an
we will carry out a review to improve 31 area we are
@ our approach public performance Dec committed to John Kerr
reporting taking into account feedback |2010 | o0 B L 31 Dec Yes
from tenant assessors and RTOs. within ?he Housing 2010
and Community
safety operational
plan reflect this.
. . Action will continue |Develop and implement plan which will lead to 31 Dec
_In par_tnershlp with key s_takeholders 31 to be developed as |improved PPR with housing services 2010 ves
including our RTOS we will carry out a
D . - Dec we ensure PPR . . John Kerr
review to improve our approach to 2010 |leads to service Undertake an analysis of our current PPR activity 31 Dec
public performance reporting. 2010 Yes

improvements

18
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