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Better Housing Services Toolkit:

Managing Housing Repairs and Improvement
Risk Assessment Questionnaire:  

Please complete this questionnaire giving your opinion on each of the questions printed in bold:

· score green if you think performance is largely positive, with minor areas for improvement only

· score amber if you think performance is a mixed picture, with some areas of positive performance, but also some major areas for improvement

· score red if you think performance is largely negative, with significant areas for improvement and no major areas of strength.

The questionnaire may be modified to suit local circumstances if wished. For example:

· scores can be differentiated within sections (eg. green for improvements, red for repairs)

· intermediate categories can be used (eg. red/amber, amber/green).

	PART A:
ASSESSING 

A1:

USER FOCUS 


	

	Headline Questions
	Traffic Light

	A1.1 Are our services accessible for users?

· Is it easy for our tenants to report responsive repairs?
· Are works carried out, as far as possible, at a time to suit the tenant?
· Are our repairs services accessible to tenants with a wide diversity of needs?
	(((

	A1.2 Do we communicate well with service users?

· Do we provide tenants with all the information they need about repairs and improvements? 
· Is the information we provide on repairs and improvements clear and accessible?
· Do our staff dealing with repairs and improvements communicate well with tenants?
	(((

	A1.3 Are our service users able to influence the services they receive?

· Do we consult tenants effectively on the repairs and improvements they want?

· Do we obtain effective feedback from tenants on the repairs and improvements they have received?

· Do we use the information we have gained from consultation and feedback to shape and improve services?
	(((

	A1.4 Do we achieve positive outcomes for service users?

· Are tenants satisfied with repairs and improvements?
	(((

	A1.5 Are there transparent systems in place for service users to complain and seek redress?

· Is it straightforward for tenants to complain about repairs and improvements?
	(((

	A1.6 Are our services accountable to service users?

· Are tenants kept informed about our performance on repairs and improvements?
	(((


	A2:

KEY SERVICE ISSUES
	

	Headline Questions
	Traffic Lights

	A2.1 Will we meet the Welsh Quality Standard by 2012?

· Do we have a clear asset management strategy for our housing stock which will ensure we meet WHQS by 2012?
· Do we have accurate up to date stock information on our properties?
· Are there robust systems in place for monitoring our progress against WHQS?
· Are we meeting our own targets for progress against WHQS?
	(((

	A2.2 Are capital improvements, major repairs, and planned and cyclical maintenance being carried out effectively?

· Are we carrying out appropriate capital improvements, major repairs and planned and cyclical maintenance?

· Are we carrying out good quality capital improvements, major repairs and planned and cyclical maintenance?

· Do we take appropriate care of tenants when carrying out capital improvements, major repairs and planned and cyclical maintenance?
	(((

	A2.3 Are responsive repairs being carried out effectively?

· Is it easy for our tenants to report responsive repairs?

· Are we carrying out responsive repairs quickly and efficiently?

· Are we carrying out good quality responsive repairs?

· Do we take appropriate care of tenants and residents when carrying out responsive repairs?
	(((

	A2.4 Are void repairs being carried out effectively?

· Are we carrying out void repairs quickly and efficiently?

· Are we carrying out good quality void repairs?
	(((

	A2.5 Is appropriate attention being paid to health and safety in repairs and improvements?

· Do we comply with gas safety regulations?

· Do we fulfill health and safety requirements in relation to other systems and equipment in our properties?

· Do we deal appropriately with the presence of asbestos in our properties?
	(((


	A3:

ENSURING VALUE FOR MONEY
	

	Headline Questions 
	Traffic Light

	A3.1 Do the costs of our services compare well with others?

· Do we have access to good quality financial information? 
· Do we compare costs effectively?
· Do our costs compare well with others?
	(((

	A3.2 Do we procure services effectively?

· Do we follow good practice in procurement?

· Can we demonstrate value for money and other significant benefits from the procurement processes we use?
	(((

	A3.3 Are our services delivered efficiently?

· Do we use available resources to maximum effect to meet WHQS?

· Do we use available resources to maximum effect in the delivery of capital improvement, major repair, and planned and cyclical maintenance programmes?

· Do we use available resources to maximum effect in the delivery of responsive repairs?

· Do we use available resources to maximum effect in the delivery of void repairs?

· Do we exercise good financial control?
	(((

	A3.4 Is there effective partnership working/collaboration in the delivery of services?

· Have we established effective partnerships/collaborations?
	(((


	A4:

STRATEGIC FIT
	

	Headline Question 
	Traffic Light

	A4.1 Do our services link clearly to the authority’s corporate priorities?

· Is there are clear link between our approach to repairs and improvement and the authority’s Community Plan?
· Is there good knowledge corporately about what housing repairs and improvements can contribute to corporate objectives?
	(((

	A4.2 Do our services link clearly to the authority’s other strategic plans?

· Is there a clear link between our approach to repairs and improvement and the authority’s other strategic plans?

· Is the delivery of our repairs and improvements strategically linked?
	(((


	A5:

DIVERSITY AND EQUALITY 
	

	Headline Questions 
	Traffic Light

	A5.1 Do we have a commitment to a comprehensive equality scheme?

· Do we have an effective and comprehensive equality scheme in place?
	(((

	A5.2 Do we effectively assess needs and consult on equality issues?

· Do we have a clear understanding of the profile of the local community and those who are likely to use our repair and improvement service?

· Do we have a clear understanding of service users’ diverse needs in terms of repairs and improvements?
	(((

	A5.3 Do we set equality objectives and targets?

· Do we set equality objectives and targets and monitor our progress against them?
	(((

	A5.4 Do we use information systems and monitor against targets?

· Do we monitor our service effectively to ensure that we do not discriminate illegally or unfairly against any person?

· Do we use information about the diverse needs of our service users to ensure that repairs and improvements are delivered appropriately to all service users?
	(((

	A5.5 Do we review and achieve outcomes in relation to equality?

· Do we regularly review and achieve outcomes in relation to equality?
	(((


	PART B:
ASSESSING  CONTINUOUS IMPROVEMENT AND SUSTAINABILITY
	

	Headline Questions 
	Traffic Light

	B1 Do we have a track record of achievement?

· Have we delivered demonstrable service improvements for tenants in the last 2 years?  
· Have we successfully implemented plans and recommendations for improvement?
	(((

	B2 Is there corporate, service and member vision and leadership?

· Do we have a clear vision and ambitions for the future of repair and improvement services?

· Are our vision and ambitions for repair and improvement services widely understood?

· Is there effective leadership of our repair and improvement services?
	(((

	B3 Do we deal with change effectively?

· Do we respond to and manage change effectively?

· Do we apply the principles of continuous improvement effectively?
	(((

	B4 Do we have clear aims, priorities and plans for the future?

· Do we have a clear vision and ambitions for the future of repair and improvement services?

· Do we have a clear asset management strategy for our housing stock which will ensure we meet WHQS by 2012?

· Are future plans appropriately prioritised and resourced?
	(((

	B5 Do we assess and respond to risk?

· Have the objectives and activities of the repairs and improvement service been risk assessed?
	(((

	B6 Are there systems in place to assess and manage performance?

· Do we have robust systems for collecting information on performance?

· Do we have robust systems for analysing information on performance?

· Is appropriate performance information available to those who need it?

· Are these systems used effectively to manage performance?
	(((

	B7 Do we learn from ourselves and from others?

· Do we learn from our own experience?

· Do we learn from the experience of others?
	(((

	B8 Do we have the capacity and capability to deliver service aims and drive improvement?

· Is our service provided by sufficient good quality staff?

· Do we have access to appropriate financial resources?

· Do staff have appropriate working environments and access to appropriate administrative systems?

· Have we sought to expand our capacity through collaborative and partnership working?
	(((
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