[image: image1.jpg]Mansfield District Council

Creating a District where People can Succeed





MANSFIELD DISTRICT COUNCIL

HOUSING SERVICES
PERFORMANCE MANAGEMENT AND
CONTINUOUS IMPROVEMENT FRAMEWORK

Continuous Improvement Framework

The aim of this document is to provide an overview of how Mansfield District Council’s housing services continuous improvement and performance management framework works, why it is in place and what it aims to achieve.
The framework has been developed in order to provide a strategic approach to ensuring that continuous improvement takes place across the housing service. It also seeks to complements the business transformation approach adopted corporately by Mansfield District Council 
The Transformation Framework within Mansfield involves all services being subject to a five stage process with a priority list determined for services for transformation support and level of transformation support required.
Housing, as a high value, customer facing, high profile service that also delivers directly against corporate priorities, falls into the “high” level category , requiring higher level of support from the Transformation Unit c/w high level of service management / employee input.
Whilst 'Business Transformation’ implies radical change, the concept of continuous improvement seeks “incremental” improvements over time. However, even where there is a culture of big innovative changes, it is argued that these will still need to be supplemented by continuing small step changes. If innovative leaps are to have a long lasting effect they need to be followed up by continuous improvement activity

There are currently two key drivers for transformational change– one is Improvement (Customer Service) and the other is Efficiency (Use of Resources). 

These two drivers are complementary: 

· An efficient service (in the terms of cost to-deliver per unit of delivery) is likely to be a more effective service from the customer’s viewpoint 

· Customer-focussed improvement will (among other things) aim to eliminate waste (such as re-work) which will improve efficiency. 

The Continuous Improvement and Performance Management Framework therefore actively supports the housing service in achieving and maintaining:

· Efficient and effective service provision

· Desired performance improvement

· Customer focused services

Tenant Involvement
The framework is supported by MDC’s Tenant Participation Agreement and Strategy which sets out the detailed arrangements for resident involvement in determining priorities, setting service standards and monitoring and scrutinising performance. 
Performance Management
Service Planning

Good service planning is a cornerstone of effective performance management. An effective service plan provides a solid foundation, keeping priorities and principles firm even in times of change. 
They are a vital part of the ‘golden thread’ which links corporate and community objectives through to individual performance plans, so that each person in the council knows how what they do contributes to achieving the council’s improvement objectives. Service plans are an essential tool for making rational and coordinated decisions about levels and types of provision where resources, finances, people, skills and assets are used well through clear links to financial planning.
The Service Planning process is co-ordinated corporately by the Business Transformation Unit. All service areas are provided with a timetable, template and guidance for developing individual service plans. 
Once the Service Plan has been ‘signed off’ by the Business Transformation Unit, all Service Managers will then be individually responsible for ensuring their staff have access to and are made aware of the relevant key activities and performance targets contained within the Service Plan.
Self assessment
Development of the Service Plan for Housing Services is facilitated by the Policy Unit Manager and informed by the outcomes of:

· Service Planning Workshops

· Annual self assessments. 

Self assessment is the process through which MDC as an organisation becomes aware of, and understands the reasons for the effectiveness of performance in all areas of activity, and determines what improvements are required.

There are three primary reasons for undertaking a self assessment:

· To inform effective business planning / service planning
· To meet regulatory requirements and be accountable to tenants

· To inform service development, remodelling and improvement

Self assessment has three key facets:

1. Internal self assessment

2. External comparison with peers

3. Trend analysis

The outputs of any self assessment should include:
· Gap analysis of strengths / weaknesses and areas for improvement against strategic goals
· SMART action plan to achieve sustainable growth and enhanced performance
The self assessment pro forma has been developed in line with the basic principles of the ‘Excellence Model (see below) and the Housing Quality Network (HQN) ‘Climbing to the Stars’ Toolkit which focuses on the key drivers for improvement:
· Leadership and Governance

· Performance management

· Customer focus

· Effective use of resources

· Looking and learning from outside and innovation
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All self assessments will be carried out by the Continuous Improvement Groups (CIG) or designated Service Manager and Service Champions by the end of January on an annual basis. 
The results of the self assessments will feed into the Service Planning process and will also be presented to and used by the Housing Services Panel (tenant scrutiny) to direct their focus and inform their work programme
Service Reviews 
As part of the continuous improvement framework MDC will conduct service reviews every three years or sooner on the basis of identified need which will be determined by: 
· Environmental changes

· Self assessment

· Staff / Select Commission

Upon completion of the review the service will continue to be subject to a continual improvement process. (CIGS)
There are six key elements to the review process as set out below.












PDS’s and 1-2-1’s

The Service Plan also forms the basis for all PDS’s undertaken throughout the department on an annual basis; again ensuring staff are aware of what individual activities they need to complete in order to achieve the required Service Plan outcomes.

Progress against key individual activities and performance measures should be monitored at monthly 1-2-1’s where appropriate with all 1-2-1’s following the agreed format below:

· Performance against agreed measures and targets (PI’s)

· Actions for improvement and progress against actions

1-2-1’s should also allow for staff to identify any further areas for improvement in relation to specific policies, procedures, customer experience and value for money.

Performance Clinic

The Performance Clinic is a key part of housing’s Performance Management Framework and takes place on a quarterly basis. The Performance Clinic ensures that effective financial and performance management arrangements are in place to monitor progress in terms of performance and budgets, focusing upon key risks and to make service improvements. 

The Performance Clinic members will include all HMT members and will focus on underperforming indicators and each Service Manager responsible will be expected to have developed an action plan for improvement in time for the scheduled Performance Clinic.

The Performance Clinic will also monitor performance against Service Plan actions, risk assessment, value for money, customer feedback and benchmarking reports. 

Where there are concerns relating to performance, the Housing Services Panel (Tenant Scrutiny Panel) will also have the opportunity to submit a report for consideration at the Performance Clinic with a member of the Panel presenting the report. Members attending the Performance Clinic will provide a response including an agreed action plan to bring about improvement within 14 days of receiving the report.

Performance Data

To assist Service Managers, the Policy Unit will collate and input performance data onto Covalent each month in order to produce an electronic report which shows targets, outturn figures and trends for all performance measures across the service.
The Policy Unit will also collate and submit benchmarking information (via Housemark) on behalf of Service Managers and provide the Housing Services Tenant Scrutiny Panel (Housing Services Panel) with relevant performance information in order to ensure that the Panel is able to undertake their scrutiny role effectively.

To ensure that the performance information is timely and can be used to improve service delivery, the information needs to be completed as follows:-

· The Service Development Officer requires all performance information from relevant named officers by the 12th of each month so that it can be inputted onto  the Performance Management System by the 14th of each month (or the following Monday if this falls on a weekend)

· Performance reports will then be distributed to all managers on the 15th of each month by the Service Development Officer

· Action plans (see appendix 1) for underperforming indicators need to be completed by the 21st of each month by the relevant officer and forwarded to the Service Manager  for sign off before forwarding to the Service Development Officer.

· The action plans and reasons for any missing data should be discussed by officers and their manager at individual monthly 1-2-1’s.

· Managers should try where possible to schedule 1-2-1’s with their officers as soon as possible after the 14th of each month

· Under performing indicators will be discussed at quarterly Performance Clinic to ensure appropriate actions are in place and implemented

N.B. 

It is important that timescales for providing outturn figures are strictly adhered to by all sections of the Service in order to enable the Policy Unit to maintain its Performance Timeline. (see Appendix 2)
	Under Performing Indicator Action Plan 
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	Agreed by:                                                           Service Manager
	Agreed by Performance Clinic
	Yes
	
	No
	

	
	

	Date
	Date Agreed
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The Process
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Outcomes
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Increase efficiency in service provision


Improved performance


Customer focused services
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Key Drivers for Improvement


Tenant Input


Business Plan


Risk Management


Value for Money


Best Practice


Regulatory Guidance


Structure and Culture


Policy review Timetable





CORE Report


(Housemark)








CORE data submitted to Housemark








Service plan


1st draft
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Q4





Housemark info to be input 3rd week of the month following the qtr end.


SMT Performance to take place 4th week of the month following the qtr end.  Housemark data to be distributed at Performance Clinic





Qrtly - Housemark PI tracking data submitted








Qrtly - Performance clinic


SMT Performance


PI data for HSP 


Web updated











Qrtly - Performance clinic 


SMT Performance


PI data for HSP


Web updated


Self assessment completed











Qrtly - Performance clinic 


SMT Performance


PI data for HSP


Web updated











Qrtly - Housemark PI tracking data submitted








Qrtly - Housemark PI tracking data submitted








Qrtly - Housemark PI tracking data submitted








September - PI info on COVALENT. Produce underperforming PI action plan





December - PI info on COVALENT. Produce underperforming PI action plan 





April - PI info on COVALENT. Produce underperforming PI action plan





May - PI info on COVALENT. Produce underperforming PI action plan








June - PI info on COVALENT. Produce underperforming PI action plan





July - PI info on COVALENT. Produce underperforming PI action plan





August - PI info on COVALENT Produce underperforming PI action plan





October - PI info on COVALENT Produce underperforming PI action plan





November - PI info on COVALENT. Produce underperforming PI action plan  





February - PI info on COVALENT. Produce underperforming PI action plan





January - PI info on COVALENT Produce underperforming PI action plan





March - PI info on COVALENT. Produce underperforming PI action plan


Final Service Plan








