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Part A:
Assessing the Service 


A1:

User Focus

	A1 1: Headline Question; Are our services accessible for users?

	Reference
	Key Question
	What to look for
	Where to gather evidence 

	A1 1.1
	Is it easy for our tenants to report responsive repairs? 
	· Are tenants provided with clear information on how to report a repair? 

· Can tenants report or query repairs by phone, in person or electronically? 

· Is a freephone service available for tenants reporting repairs?

· Can tenants report repairs outside normal office hours? 

· Is it easy to report or query a repair by these methods? 

· Is there a prompt reply to phone calls and emails? 
	· Examine written information for tenants on repairs and improvements

· Interview lead officer with overall responsibility for repairs and improvement

· Interview cabinet member(s) 

· Interview key officer(s) responsible for responsive and void repairs

· Focus groups of:

· tenant and resident associations

· other tenants and residents 

· front line staff 

· Telephone interviews with tenants who have recently had responsive repairs carried out 

· Observation. Sit with front line/call centre staff 

	A1 1.2
	Are works carried out, as far as possible, at a time to suit the tenant? 
	· Are responsive repair works arranged at a time to suit the tenant? 

· Are repairs inspections arranged at a time to suit the tenant? 

· Are responsive repair works, and related inspections, arranged by appointment? 

· Can responsive repairs be completed outside normal office hours where this is more convenient for the tenant? 
	· Examine policies and procedures for responsive repairs

· Interview lead officer with overall responsibility for repairs and improvement

· Interview cabinet member(s) 

· Interview key officer(s) responsible for responsive and void repairs

· Focus groups of:

· tenant and resident associations

· other tenants and residents 

· contractors/operatives

· front line staff 

· Telephone interviews with tenants who have recently had responsive repairs carried out

· Observation. Sit with front line/call centre staff 

	A1 1.3
	Are our repairs services accessible to tenants with a wide diversity of needs? 
	· Do our front line offices receiving repairs requests have access for disabled people? 

· Are our front line offices receiving repairs requests equipped with hearing loops? 

· Are tenants able to report repairs easily where their first language is not English (for example via the use of translators, Languageline, British Sign Language (BSL) interpreters, etc.) 

· See also A1 2.2
	· Examine:

· written information for tenants on repairs and improvements

· website information 

· Interview lead officer with overall responsibility for repairs and improvement

· Interview cabinet member(s) 

· Interview key officers(s) responsible for responsive and void repairs

· Focus group of front line staff 

· Observation:

· sit with front line/call centre staff 

· visit frontline offices


	A1 2: Headline Question: Do we communicate well with service users?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A1 2.1
	Do we provide tenants with all the information they need about repairs and improvements?
	· Are tenants aware of progress being made against Welsh Housing Quality Standard (WHQS)? 

· Are improvement programmes sufficiently detailed so that tenants and residents across the authority can be clear about what is to be done, where, and when? 

· Are tenants whose properties are about to undergo improvements provided with sufficient detail about what is to be done and when? 

· Are tenants aware of the authority’s service standards and target timescales for responsive repairs? 

· Are tenants provided with clear information on how to report a repair? 

· When tenants report a responsive repair, are they told when it will be completed? 

· If repairs will take some time to complete, are tenants kept informed of progress periodically?

· Are tenants told, at the time they report a responsive repair, whether they are responsible for paying the cost of that repair?  

· Is the minimum lettable standard given to prospective tenants before they view the property?  

· Do new tenants automatically receive copies of safety certificates? 

· Is information on the location and condition of asbestos or presumed asbestos provided to tenants living in properties where it is located? 
	· Examine policies and procedures for responsive repairs

· Interview lead officer with overall responsibility for repairs and improvement

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· asbestos

· Focus groups of:

· tenants and resident associations

· other tenants and residents

· front line staff 

· Telephone interviews with tenants who have recently:

· received responsive repairs

· received improvements 

· moved into re-let properties

· Observation. Sit with front line/call centre staff 

	A1 2.2
	Is the information we provide on repairs and improvements clear and accessible?
	· Is written information for tenants available at all frontline offices on:

· the authority’s plans for meeting  WHQS? 

· what is to be done, where, and when in terms of improvement programmes? 

· service standards and target timescales for responsive repairs? 

· how to report a repair? 

· the minimum lettable standard for re-let properties? 

· Is information written in a clear and accessible style?

· Is written information for tenants on repairs and improvements available in the main languages spoken in the area? 

· Is information for tenants on repairs and improvements available in a range of formats, including Braille, tape, large type and formats suitable for people with learning disabilities? 
	· Examine written information for tenants on repairs and improvements 

· Interview lead officer with overall responsibility for repairs and improvement

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· Focus groups of:

· tenant and resident associations

· other tenants and residents

· front line staff 

· Observation. Visit frontline offices




	A1 2.3
	Do our staff dealing with repairs and improvements communicate well with tenants?
	· Do front line/call centre staff consistently treat service users with respect? 

· Do front line/call centre staff have a wide range of knowledge about the full range of enquiries made or can they promptly access the necessary information to help service users? 
	· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Focus groups of:

· tenant and resident associations

· other tenants and residents 

· front line staff 

· Telephone interviews with tenants who have recently:

· received responsive repairs

· received improvements 

· moved into re-let properties

· Observation. Sit with front line/call centre staff 


	A1 3: Headline Question: Are service users able to influence the services they receive?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A1 3.1
	Do we consult tenants effectively on the repairs and improvements they want?
	· Are there clear published objectives and standards about how tenants should be consulted on repairs and improvements?

· Is there clear allocated responsibility for ensuring those objectives and standards are achieved?

· Are the views of tenants actively canvassed?

· Is there a high response rate to consultations?

· Are efforts made to obtain the views of more ‘hard to reach’ groups (eg. young people, Black, Minority and Ethnic (BME) tenants)? 

· Are a wide variety of consultation methods used, eg:

· formal tenant organisations

· tenant panels

· postal, telephone and email surveys

· estate meetings

· joint inspections of communal areas

· other informal mechanisms?

· Are tenants consulted on all major decisions on repairs and improvements, eg:

· asset management strategy to meet WHQS 

· programmes for capital improvements, major repairs, and planned and cyclical maintenance 

· service standards and timescales for responsive repairs 

· minimum relet standards? 

· Are tenants given as much choice as possible (eg. colours, fittings, finishes) in improvements carried out to their homes?
	· Examine:

· policies and procedures for tenant consultation and feedback

· the results of consultation exercises

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· tenant consultation and feedback

· Focus groups of:

· tenant and resident associations

· other tenants and residents

· front line staff 



	A1 3.2
	Do we obtain effective feedback from tenants on the repairs and improvements they have received?
	· Are there clear published standards about how feedback will be obtained from tenants on repairs and improvements they have received?

· Is feedback from tenants actively canvassed?

· Is there a high feedback rate?

· Are efforts made to obtain the views of more ‘hard to reach’ groups (eg. young people, BME tenants)? 

· Is feedback sought on all repairs and improvements carried out, eg:

· capital improvements, major repairs, and planned and cyclical maintenance

· responsive repairs 

· void repairs? 

· Is feedback sought on contractor performance? 
	· Examine:

· policies and procedures for tenant consultation and feedback

· the results of tenant feedback exercises

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· tenant consultation and feedback

· Focus groups of:

· tenant and resident associations

· other tenants and residents

· contractors/operatives

· front line staff 

	A1 3.3
	Do we use the information we have gained from consultation and feedback to shape and improve services?
	· Are the results from tenant consultation and feedback actively used to review or improve services?

· Is learning from tenants’ complaints actively used to review or improve services? 

· Are there clear instances of policies and procedures which have been changed as a result of consultation, feedback or complaints?

· Do tenants receive formal report-backs on how their views have impacted on policies and procedures? 

· Do tenants feel confident that their input is valued and acted upon?

· Does the asset management strategy to meet WHQS reflect tenants’ views? 

· Do programmes for capital improvements, major repairs, and planned and cyclical maintenance reflect tenants’ priorities? 

· Do service standards and target times for responsive repairs reflect tenants’ views? 

· Was the minimum lettable standard for voids developed in consultation with tenants? 
	· Examine:

· policies and procedures for tenant consultation and feedback

· policies and procedures for tenant complaints

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· tenant consultation and feedback

· tenant complaints

· Focus groups of:

· tenant and resident associations

· other tenants and residents

· front line staff 


	A1 4: Headline Question: Do we achieve positive outcomes for service users?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A1 4.1
	Are tenants satisfied with repairs and improvements? 
	· Do tenant consultation exercises show a high satisfaction rate?

· Do tenant feedback mechanisms show a high satisfaction rate?

· Do complaints from tenants indicate a high rate of dissatisfaction?

· Are tenants satisfied with the quality of improvement work? 

· Are tenants satisfied with the quality of responsive repair work? 

· Are tenants satisfied with the way that responsive repairs are carried out? 

· Are tenants satisfied with the standard of the properties they have been let? 
	· Examine:

· the results of consultation exercises

· the results of tenant feedback exercises 

· summaries of tenants’ complaints

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Focus groups of:

· tenant and resident associations

· other tenants and residents

· contractors/operatives

· front line staff 

· Telephone interviews with tenants who have recently:

· had improvements carried out

· had responsive repairs carried out 

· moved into re-let properties  

· Visit properties where:

· improvements have recently been carried out

· responsive repairs have recently been carried out

· void repairs have recently been carried out


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

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A1 5.1
	Is it straightforward for tenants to complain about repairs and improvements?


	· Is there a clear system in place for tenants to complain when they are unhappy with repairs or improvements?

· Is the complaints systems for repairs and improvements integrated with the authority’s corporate complaints system?

· Are tenants aware of how to complain?

· Do tenants receive satisfactory responses to complaints made?

· Do tenants receive formal report-backs on the outcome of complaints? 

· Are tenants’ complaints analysed and the learning actively used to review or improve services? 
	· Examine:

· policies and procedures for tenant complaints

· summaries of tenants’ complaints

· sample of tenant complaint files

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· tenant complaints

· Focus groups of:

· tenant and resident associations

· other tenants and residents

· front line staff 


	A1 6: Headline Question: Are our services accountable to service users?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A1 6.1
	Are tenants kept informed about our performance on repairs and improvements? 

	· Are tenants regularly provided with information on performance in respect of:

· progress being made against WHQS? 

· improvement programmes? 

· service standards and target timescales for responsive repairs? 
	· Examine performance information provided to tenants 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for performance management

· Focus groups of:

· tenant and resident associations

· tenant and resident associations

· other tenants and residents

· front line staff 


A2:
Key Service Issues

	A2 1: Headline Question: Will we meet the Welsh Housing Quality Standard by 2012?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A2 1.1
	Do we have a clear asset management strategy for our housing stock which will ensure we meet WHQS by 2012? 
	· Do we have a clear asset management strategy that covers capital improvements, planned maintenance, major repairs, non-traditional stock, demolition, disposal, replacement and (RTB)?  

· Is it based on accurate information re stock condition and housing need? 

· Does it contain robust financial projections? 

· Where WHQS will not be met in certain respects (eg. improvements are impractical, or contrary to tenants’ wishes) are the reasons for this clearly recorded? 

· Has the strategy obtained Assembly Government approval? 

· Does the strategy reflect tenants’ views? 
	· Examine asset management strategy

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for improvements 

· Focus groups of: 

· tenant and resident associations

· other tenants and residents

· front line staff 



	A2 1.2
	Do we have accurate up to date stock condition information on our properties?
	· Is our stock condition database statistically representative?

· Does it contain information on the condition of individual properties in relation to WHQS?

· Has it been updated within the last 3 years?

· Has it been systematically updated with information about work carried out during responsive repairs and capital improvement, planned maintenance, major repair and cyclical maintenance programmes?

· Can it provide accurate information on progress against WHQS?
	· Examine:

· stock condition database

· results of stock condition validation surveys 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for improvements

· Focus group of front line staff 



	A2 1.3
	Are there robust systems in place for monitoring our progress against WHQS?
	· Is progress regularly monitored by members, corporate management team, housing management team and tenants? 

· Do progress reports contain clear, comprehensive, accurate and up to date information on works which have been completed, current stock condition, and work that remains to be done to meet WHQS?

· Is progress monitored against the authority’s own targets?

· Are tenants aware of progress being made against WHQS? 
	· Examine performance monitoring reports 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· performance management

· Focus groups of:

· tenant and resident associations

· other tenants and residents

· front line staff 

	A2 1.4
	Are we meeting our own targets for progress against WHQS?
	· Are our own targets for progress against WHQS being met?

· Where targets are not being met, is appropriate remedial action being identified and carried out in practice? 
	· Examine performance monitoring reports

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements 

· performance management

· Focus group of front line staff 


	A2 2: Headline Question: Are improvements (capital improvements, major repairs, and planned and cyclical maintenance) being carried out effectively? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A2 2.1
	Are we carrying out appropriate improvements (capital repairs, major repairs, and planned and cyclical maintenance)? 
	· Do improvement programmes ensure that we comply with statutory requirements and good practice on housing maintenance?

· Are they consistent with our asset management strategy and geared to meeting WHQS by 2012? 

· Do they focus appropriately on hard to let areas/properties? 

· Are they linked to void refurbishment? 

· Are they linked to regeneration initiatives? 

· Do major repairs and planned and cyclical maintenance programmes aim for efficiency/cost savings by including appropriately ‘batched’ non–urgent repairs? 

· Is progress against programmes regularly monitored by members and senior officers? 

· Are improvements being delivered in accordance with the programmes?

· If programmes have slipped, is appropriate action being taken to bring them back on target?

· Do programmes for improvements reflect tenants’ priorities? 
	· Examine:

· improvement programmes

· performance monitoring reports

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· performance management

· Focus groups of:

· tenant and resident associations

· other tenants and residents

· front line staff 

	A2 2.2
	Are we carrying out good quality improvements (capital improvements, major repairs, and planned and cyclical maintenance)?
	· Are improvements geared to provide a high ‘WHQS plus’ standard?

· Are improvements geared to provide ‘lifetime’ homes? 

· Are ecological and sustainability issues adequately addressed? 

· Are adequate quality control mechanisms (post inspection, etc.) in place? 

· Are works completed to a good standard?

· Are tenants satisfied with the quality of work? 

· Where tenants are not satisfied, is appropriate action taken as a result?
	· Examine:

· specification and contract documentation 

· results of tenant feedback exercises 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for improvements

· Focus groups of:

· tenant and resident associations

· other tenants and residents 

· contractors/operatives

· front line staff 

· Telephone interviews with tenants who have recently had improvements carried out

· Visit properties where improvements have recently been carried out

	A2 2.3
	Do we take appropriate care of tenants and residents when carrying out improvements?
	· Are improvement programmes sufficiently detailed so that tenants and residents across the authority can be clear about what is to be done, where, and when? 

· Are tenants who are about to undergo improvements provided with sufficient detail about what is to be done, and when? 

· Are tenants decanted where necessary (eg. elderly, disabled and vulnerable tenants, particularly disruptive work)? 

· Is disruption minimised when work is carried out with tenants in situ? 

· Are vulnerable tenants provided with assistance to cope (eg. via Care & Repair or support services)?

· Is the opportunity provided by improvements used to provide any necessary aids and adaptations for tenants? 

· Are there clear standards for contractors in terms of minimising disruption, cleanliness, behaviour, etc? 
	· Examine:

· policies and procedures for improvements

· improvement programmes

· results of tenant feedback exercises

· specification and contract documentation

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for improvements

· Focus groups of:

· tenant and resident associations

· other tenants and residents

· contractors/operatives

· front line staff 

· Telephone interviews with tenants who have recently had improvements carried out

· Visit properties where improvements have recently been carried out


	A2 3: Headline Question: Are responsive repairs being carried out effectively?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A2 3.1
	Is it easy for our tenants to report responsive repairs?
	· See A1 1.1
	· See A1 1.1

	A2 3.2
	Are we carrying out responsive repairs quickly and efficiently?
	· Does the authority have clear service standards with appropriate timescales for completion of emergency, urgent, and non-priority repairs?

· Are repairs being completed to target timescales?

· Do Performance Indicator (PI) figures for responsive repair times compare well with the best in Wales? 

· Are tenants aware of the authority’s service standards and target timescales? 

· Do contractors/operatives work to the authority’s timescales for completion of responsive repairs?

· Are repairs generally completed on the first visit? 

· Do front line/call centre staff have the knowledge necessary to ensure the appropriate repair is notified to operatives, to help ensure repairs are completed on the first visit?

· Do front line staff/call centre staff have access to a comprehensive IT system to help them identify the appropriate repair?

· Do contractors/operatives have access to the same system?

· Do we use an innovative mix of, for example, caretaker, handyperson and multi-trade working to ensure repairs are completed as quickly and efficiently as possible? 

· Are there clear arrangements for dealing with tenants when access for repairs is refused, and for using appropriate legal methods to ensure the completion of all necessary works?

· Are there regular inspections of communal areas, jointly with tenants or their representatives, to identify necessary repairs? 
	· Examine:
· policies and procedures for responsive repairs

· performance indicator results 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· responsive and void repairs 
· performance management

· Focus groups of:

· tenant and resident associations

·  other tenants and residents 

· contractors/operatives

· front line staff 

· Telephone interviews with tenants who have recently had responsive repairs carried out

· Observation. Sit with front line/call centre staff 

	A2 3.3
	Are we carrying out good quality responsive repairs?
	· Are specifications geared to providing good quality repair work? 

· Are ecological and sustainability issues adequately addressed? 

· Are adequate quality control mechanisms (pre-inspection, post inspection, etc.) in place? 

· Are works completed to a good standard?

· Are tenants satisfied with the quality of work? 
	· Examine:

· specification and contract documentation 

· results of tenant feedback exercises

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for responsive and void repairs

· Focus groups of:

· tenant and resident associations

· other tenants and residents

· contractors/operatives

· front line staff 

· Telephone interviews with tenants who have recently had responsive repairs carried out

· Visit properties where responsive repairs have recently been carried out

	A2 3.4
	Do we take appropriate care of tenants and residents when carrying out responsive repairs?
	· When tenants report a repair, are they told when it will be completed? 

· Are tenants told, at the time they report a repair, whether they are responsible for paying the cost of that repair? 

· Are responsive repair works, and related inspections, arranged at a time to suit the tenant, mainly by appointment? 

· Can repairs be completed outside normal office hours where this is more convenient for the tenant? 

· Are the views of tenants who have been in receipt of responsive repairs actively canvassed? 

· Are there clear standards for contractors in terms of minimising disruption, cleanliness, behaviour, etc.? 

· Are tenants satisfied with the way that repairs are carried out?  
	· Examine:

· policies and procedures for responsive repairs 

· specification and contract documentation

· results of tenant feedback exercises 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Focus groups of:

· tenant and resident associations

· other tenants and residents 

· contractors/operatives

· front line staff 

· Telephone interviews with of tenants who have recently had responsive repairs carried out

· Visit properties where responsive repairs have recently been carried out


	A2 4 : Headline Question: Are void repairs being carried out effectively?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A2 4.1
	Are we carrying out void repairs quickly and efficiently?
	· Are void repairs being completed to the authority’s target timescales?

· Do PI figures for void turnaround times compare well with the best in Wales? 

· Is the proportion of void turnaround time taken to carry out repairs kept to a minimum? 

· Are void repairs appropriately prioritised according to areas, cost and demand?  

· Are adequate measures taken to make voids safe (via soft and hard screening, etc.)? 
	· Examine:

· policies and procedures for void repairs

· performance indicator results 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:
· responsive and void repairs 

· performance management

· Focus groups of:
· contractors/operatives 

· front line staff 

	A2 4.2
	Are we carrying out good quality void repairs?
	· Is there a challenging minimum lettable standard for voids?

· Was the minimum lettable standard for voids developed in consultation with tenants? 

· Is the minimum lettable standard given to prospective tenants before they view the property?  

· Are all necessary safety checks carried out to empty properties?

· Do new tenants automatically receive copies of safety certificates? 

· Is the minimum lettable standard (including all necessary safety checks) achieved consistently for all re-lets? 

· Are adequate quality control mechanisms (pre-inspection, post inspection, etc.) in place to ensure that this happens?

· Are works to void properties completed to a good standard?

· Are tenants satisfied with the standard of the properties they have been let? 

· Do tenants refuse properties because of their condition? 

· Do policies on void repairs address the authority’s approach to meeting WHQS? 
	· Examine:

· policies and procedures for void repairs

· results of tenant feedback exercises 

· reasons for refusals

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for responsive and void repairs 

· Focus groups of:

· tenant and resident associations

· other tenants and residents 

· contractors/operatives

· front line staff 

· Telephone interviews with tenants who have recently moved into re-let properties 

· Visit sample of properties where void repairs have recently been carried out




	A2 5: Headline Question: Is appropriate attention being paid to health and safety in repairs and improvements?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A2 5.1
	Do we comply with gas safety regulations?
	· Are gas safety checks and servicing carried out annually to all internal gas appliances?

· Are we achieving 100% gas servicing annually?

· Are all necessary repairs and replacements carried out promptly?

· Are gas safety checks and services carried out routinely to void properties before they are re-let?

· Do we keep accurate and up to date records of all checks and services carried out? 

· Do we use innovative ways to gain access where access has been refused, using forced entry as a last resort and only after taking legal advice?
	· Examine:

· policies and procedures on gas safety

· gas safety records

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· responsive and void repairs 

· gas safety

· Focus group of front line staff 

	A2 5.2
	Do we fulfil health and safety requirements in relation to other systems and equipment in our properties?
	· Are all necessary systems and equipment checked and serviced regularly, including:

· electrical systems

· electrical equipment

· solid fuel heating

· oil-fired heating

· communal heating systems

· lifts

· stair lifts

· other engineering plant

· play equipment?

· Are all systems and equipment checked and serviced in accordance with manufacturers’ guidelines, statutory requirements and current good practice guidelines?

· Are all necessary repairs and replacements carried out promptly?

· Do we keep accurate and up to date records of all checks and services carried out?

· Are all necessary checks and services carried out routinely to void properties before they are re-let?
	· Examine:

· policies and procedures for servicing of systems and equipment in properties

· service records for systems and equipment in properties

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· responsive and void repairs 

· servicing of systems and equipment in properties

· Focus group of front line staff 



	A2 5.3
	Do we deal appropriately with the presence of asbestos in our properties?
	· Do we maintain an up to date record of the location of asbestos or presumed asbestos in our properties?

· Is information on the location and condition of asbestos or presumed asbestos made available to anyone who is liable to work on or disturb it?

· Is information on the location and condition of asbestos or presumed asbestos provided to tenants living in properties where it is located? 

· Is asbestos removed from properties when this is necessary? 

· Is the removal of asbestos carried out safely and in accordance with health and safety regulations and current good practice guidelines?
	· Examine:

· policies and procedures for asbestos

· record showing location of asbestos or presumed asbestos

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for asbestos

· Focus groups of:

· tenant and resident associations

· other tenants and residents

· contractors/operatives

· front line staff 




A3:

Ensuring Value For Money

	A3 1: Headline Question: Do the costs of our services compare well with others? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A3 1.1
	Do we have access to good quality financial information?
	· Do we have accurate up-to-date information on: 

· the cost of emergency repairs

· the cost of urgent repairs

· the cost of non-priority repairs

· the cost of out-of-hours repairs

· the cost of providing repairs via caretakers, mobile repair technicians, etc.

· the cost of commissioning responsive repairs (eg.cost to tenants of reporting repairs, cost of call centres)

· the cost of void repairs

· major component costs for repairs and improvements 

· (DLO) / operative costs

· costs in use?
	· Examine cost information on repairs and improvements

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· Focus group of front line staff 



	A3 1.2
	Do we compare costs effectively?
	· Do we use cost and other information effectively to:

· compare with other repair and improvement services (eg. in other local authorities, housing associations, private sector)

· monitor our own performance over time?

· Do we use a variety of methods for comparison, eg:

· performance indicators

· Housing Quality Indicators

· costs in use

· benchmarking on cost/item

· comparison of basket of items?
	· Examine available information on cost comparisons

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· Focus group of front line staff 

	A3 1.3
	Do our costs compare well with others?
	· Do we have low overall and unit costs for repairs and improvements compared to other organisations with similar stock?

· Can we demonstrate that any internal service provision is competitive when compared with external providers?

· Can we demonstrate how cost comparison information has been used to improve services?
	· Examine available information on cost comparisons

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· Focus group of front line staff 


	A3 2: Headline Question: Do we procure services effectively?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A3 2.1
	Do we follow good practice in procurement?
	· Do we implement a robust formal procurement strategy for repairs and improvements?

· Does the procurement strategy for repairs and improvements tie in to the corporate procurement strategy? 

· Are there robust systems in place which ensure there is probity of procurement (eg. internal audit, effective monitoring processes)?

· Do we employ collaborative and partnering approaches to procurement? 

· Have we signed up to the Egan and Latham reports? (See Abbreviations)

· Does the procurement strategy adopt the principles of constructing excellence?

· Do we employ incentives (eg. standardisation, discounts for long contract periods)?

· Do we ensure that costs are tested regularly?

· Do we ensure that contracts are not extended without costs being re-tested?

· Where schedules of rates are used, are they fit for purpose, do they include only regularly used items, and are they regularly reviewed?

· Where services are procured internally:

· is there a robust contractor/client split

· has the arrangement been recently reviewed

· were the recommendations of that review implemented?

· Do we actively seek alternatives to current procurement methods to reduce costs?
	· Examine:

· strategy, policies and procedures for procurement 

· specification and contract documentation 

· schedules of rates

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· internal audit

· Focus groups of:

· contractors/operatives

· front line staff 



	A3 2.2
	Can we demonstrate value for money and other significant benefits from the procurement processes we use?
	· Are costs kept to a minimum consistent with good quality services?

· Are we able to demonstrate significant cost savings and/or quality improvements as a result of our procurement processes?

· Do we use our procurement processes to support local businesses? 
	· Examine cost information on repairs and improvements

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· internal audit

· Focus groups of:

· contractors/operatives

· front line staff 

	A3 3: Headline Question: Are our services delivered efficiently?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A3 3.1
	Do we use available resources to maximum effect to meet WHQS?
	· Have we undertaken a thorough assessment of the resources required and potentially available to support investment in WHQS, including (where appropriate) prudential borrowing, proceeds from the disposal of properties, regeneration resources and internal budgets?
	· Examine cost information on repairs and improvements

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for improvements

· Focus group of front line staff 

	A3 3.2
	Do we use available resources to maximum effect in the delivery of capital improvement, major repair, and planned and cyclical maintenance programmes? 
	· Is investment in planned works routinely linked with responsive and cyclical works to ensure resources are not wasted?

· Do improvement programmes focus appropriately on hard to let areas/properties? 

· Are they linked to void refurbishment? 

· Are they linked to regeneration initiatives? 

· Do major repairs and planned and cyclical maintenance programmes aim for efficiency/cost savings by including appropriately ‘batched’ non–urgent repairs? 

· Is the opportunity provided by improvements used to provide any necessary aids and adaptations for tenants? 

· Are there effective arrangements for recovering appropriate costs for communal improvements from leaseholders?
	· Examine improvement programmes

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for improvements

· Focus group of front line staff 



	A3 3.3
	Do we use available resources to maximum effect in the delivery of responsive repairs?
	· Are we achieving an optimum balance of expenditure between planned maintenance and responsive repairs? 

· Are we achieving an optimum balance of expenditure between emergency, urgent and non-priority responsive repairs?

· Are repairs appropriately pre-inspected?

· Are repairs appropriately post-inspected, using a risk-based assessment?

· Are repairs generally completed on the first visit? 

· Do we use an innovative mix of, for example, caretaker, handyperson and multi-trade working to ensure repairs are completed as quickly and efficiently as possible? 

· Are there effective arrangements for recovering appropriate costs for rechargeable repairs?

· Are there effective arrangements for recovering appropriate costs for communal repairs from leaseholders?
	· Examine:

· policies and procedures for responsive repairs

· figures for:

· expenditure on planned maintenance and responsive repairs

· number of emergency, urgent and non-priority responsive repairs 

· Percentage of pre-inspections 

· Percentage of post-inspections 

· Percentage of repairs completed on first visit

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for responsive and void repairs

· Focus groups of:

· contractors/operatives

· front line staff 



	A3 3.4
	Do we use available resources to maximum effect in the delivery of void repairs?
	· Do PI figures for void turnaround times compare well with the best in Wales? 

· Is the proportion of void turnaround time taken to carry out repairs kept to a minimum? 

· Are void repairs appropriately prioritised according to areas, cost and demand?  

· Are aids and adaptations recycled if a void property is not to be re-let to a new tenant who needs them?
	· Examine:

· policies and procedures for void repairs

· PI results 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for responsive and void repairs

· Focus groups of:

· contractors/operatives

· front line staff 

	A3 3.5
	Do we exercise good financial control?


	· Are budgets set with reference to long term financial plans?

· Do we produce clear and easily understood information on costs and benefits?

· Do we have regular and robust financial reporting systems?

· Do we exercise good budgetary control, avoiding underspend and overspend?
	· Examine:

· information considered when setting budgets

· financial reporting systems and financial out-turn reports

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· Focus group of front line staff 


	A3 4: Headline Question: is there effective partnership working/collaboration in the delivery of services? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A3 4.1
	Have we established effective partnerships/ collaborations?
	· Have we established effective partnerships/ collaborations geared to improving value for money and quality of repairs and improvements with our tenants, other departments of this local authority, other partners of the authority? 

· Do we use a range of Egan initiatives and employ collaborative and partnering approaches to procurement? 

· Have we achieved Chartered Construction Client Status for our repair and improvement services? 

· Have we established effective collective procurement arrangements with other organisations (eg. housing associations, other local authorities) wishing to procure similar repair and improvement services? 
	· Examine strategy, policies and procedures for procurement 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· Focus groups of:

· tenant and resident associations

· other tenants and residents

· contractors/operatives

· front line staff 


A4:

Strategic Fit

	A4 1: Headline Question: Do our services link clearly to the authority’s corporate priorities?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A4 1.1
	Is there a clear link between our approach to repairs and improvement and the authority’s Community Plan? 
	· Are there clear links between the corporate priorities set out in our Community Plan and: 

· our asset management strategy

· our Local Housing Strategy?

· Does the asset management strategy cover capital improvements, planned maintenance, and major repairs? 

· Does the Local Housing Strategy cover WHQS, capital improvement, major repair, planned and cyclical maintenance, responsive repairs, voids repairs and safety checks?

· Do the asset management strategy and Local Housing Strategy set out values, aims and objectives and information on what repairs and improvement sets out to achieve?

· Are these consistent with corporate objectives?

· Are there clear links between the Community Plan, Housing Business Plan or other documentation outlining the future of repair and improvement services, and related improvement/action plans? 
	· Examine:

· asset management strategy

· Housing business plans and related improvement/action plans 

· Community Plan

· Local Housing Strategy

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Focus group of front line staff 



	A4 1.2
	Is there good knowledge corporately about what housing repairs and improvements can contribute to corporate objectives?
	· Are members well informed about what housing repairs and improvements can contribute to corporate objectives?

· Are other local authority departments well informed about what housing repairs and improvements can contribute to corporate objectives?
	· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Focus group of front line staff 


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

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A4 2.1
	Is there a clear link between our approach to repairs and improvement and the authority’s other strategic plans?
	· Are there clear links between: 

· our asset management strategy

· our Local Housing Strategy

· action plans that drive performance, processes and outcomes in respect of repairs and improvements

and our high level strategies on:

· health, social care and well being

· children and young people

· the local development plan?

· Are improvement programmes consistent with our asset management strategy and geared to meeting WHQS by 2012? 

· Is our asset management strategy for housing linked to a corporate asset management strategy?

· Does our procurement strategy for repairs and maintenance tie in to the corporate procurement strategy? 
	· Examine:

· asset management strategy

· improvement programmes 

· Housing business plans and related improvement/action plans 
· Local Housing Strategy

· strategy, policies and procedures for procurement 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Focus group of front line staff 

	A4 2.2
	Is the delivery of our repairs and improvements strategically linked?
	· Do improvement programmes focus appropriately on hard to let areas/properties? 

· Are they linked to void refurbishment? 

· Are they linked to regeneration initiatives? 

· Do policies on void repairs address the authority’s approach to meeting WHQS? 

· Are improvements geared to provide ‘lifetime’ homes? 

· Are ecological and sustainability issues adequately addressed? 

· Do we use our procurement processes to support local businesses? 

· Do we promote training for local people in construction trades?
	· Examine:

· policies and procedures for improvements

· policies and procedures for void repairs

· improvement programmes

· strategy, policy and procedures for procurement 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Focus group of front line staff 


A5:

Diversity and Equality

	A5 1: Headline Question: Do we have a commitment to a comprehensive equality scheme? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A5 1.1
	Do we have an effective and comprehensive equality scheme in place? 
	· Do we have a scheme that incorporates our Gender, Disability and Race Equality duties and commits us to achieving equality in race, language, gender, disability, age, sexual orientation and religious beliefs that includes:

· improving equality practice at both corporate and departmental level

· allocating specific resources for improving equality practice

· equality action planning and target setting within all service areas

· systematic consultation

· progress monitoring

· audit and scrutiny? 

· Does the scheme commit us to the promotion of equality?

· Have staff received training on this scheme?
	· Examine:
· corporate equality scheme (or equivalent) 
· service equality action plan (or equivalent)
· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for diversity and equality

· Focus group of front line staff 


	A5 2: Headline Question: Do we assess needs and consult on equality issues?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A5 2.1
	Do we have a clear understanding of the profile of the local community and those who are likely to use our repair and improvement services?
	· Do we analyse the equality dimensions of the local population?

· Do we have systems in place to gather and analyse information about the full range of repair and improvement service users?

· Do we gather and analyse information about repair and improvement service users by equality dimensions such as ethnic origin, gender, disability, age or sexual orientation?  
	· Examine information held on local population and service user profiles

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· performance management

· diversity and equality

· Focus group of front line staff 

	A5 2.2
	Do we have a clear understanding of our service users’ diverse needs in terms of repairs and improvements?
	· Do we consult with service users to gain an understanding of their diverse needs in terms of repairs and improvements? 

· Are efforts made to obtain the views of more ‘hard to reach’ groups (eg. young people, BME tenants) via consultation and feedback? 

· Do we consult with specialist and community groups working with or representing diverse groups (eg. ethnic communities, disability organisations) to gain a better understanding of their needs in terms of repairs and improvements? 
	· Examine:

· policies and procedures for tenant consultation and feedback

· results of consultation exercises 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· tenant consultation and feedback

· diversity and equality

· Focus group of front line staff 


	A5 3: Headline Question: Do we set equality objectives and targets?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A5 3.1
	Do we set equality objectives and targets and monitor our progress against them?
	· Do we have equality objectives and targets for repairs and maintenance?

· Have the targets been set in consultation with relevant stakeholders?  

· Do we monitor performance against these targets?

· Do our procurement and partnering arrangements encourage the use of BME contractors?
	· Examine:

· performance monitoring reports

· strategy, policies and procedures for procurement 

· service equality action plan (or equivalent)

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· performance management

· diversity and equality

· Focus group of front line staff 


	A5 4: Headline Question: Do we use information systems and monitor against targets? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A5 4.1
	Do we monitor our services effectively to ensure that we do not discriminate illegally or unfairly against any person? 
	· Do we collect information/ monitor/ seek feedback in a way that enables us to ensure that we do not discriminate against people in relation to equality dimensions?


	· Examine performance monitoring reports

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· performance management

· diversity and equality

· Focus group of front line staff 

	A5 4.2
	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?
	· Do we use information on the profiles of service users to tailor our services to groups who are well-represented amongst service users?

· Do we use information on the profiles of service users and the wider community to develop ways of reaching groups under-represented amongst those who access the service?

· Does our repairs reporting system identify if something out of the ordinary is needed when doing a repair (eg. in terms of vulnerability, violence)?

· Are tenants decanted where necessary when carrying out improvements (eg. elderly, disabled and vulnerable tenants)? 

· Are vulnerable tenants provided with assistance to cope (eg. via Care & Repair or support services)?

· Do we carry out repairs in a culturally sensitive manner?

· Do we use information on tenant satisfaction, complaints, etc, to identify whether different groups have different experiences of the repair and improvement service and take action to address any deficiencies? 

· Is the service able to respond promptly to the needs of a service user that have become apparent after they have accessed the service?
	· Examine:

· policies and procedures for improvements

· policies and procedures for responsive repairs

· results of tenant feedback exercises

· summaries of tenants’ complaints 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· tenant consultation and feedback

· tenant complaints

· Focus groups of:

· tenant and resident associations

· other tenants and residents 

· contractors/operatives

· front line staff 

· Observation. Sit with front line/call centre staff 


	A5 5: Headline Question: Do we review and achieve outcomes in relation to equality? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A5 5.1
	Do we regularly review and achieve outcomes in relation to equality?
	· Do we monitor against targets set for equality?

· Do we achieve or exceed our targets?

· Do we regularly review our targets and action plans in consultation with relevant stakeholders? 
	· Examine performance monitoring reports 
· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· performance management

· diversity and equality

· Focus group of front line staff 


Part B: 
Assessing Continuous Improvement and Sustainability 

	B1: Headline Question: Do we have a track record of achievement?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B1.1
	Have we delivered demonstrable service improvements for tenants in the last 2 years? 
	· Can we point to clear, discernible improvements in outcomes for tenants? 

· Can we evidence these improvements, eg. through:

· national indicators

· local indicators

· tenant consultation

· tenant feedback 

· benchmarking against other service providers?
	· Examine performance indicator results 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· performance management

· Focus groups of:

· tenant and resident associations

· other tenants and residents

· front line staff 

	B1.2
	Have we successfully implemented plans and recommendations for improvement?
	· Have we effectively implemented corporate and service improvement plans?

· Have we effectively implemented recommendations for improvement from, eg:

· best value reviews

· internal audit

· peer review

· reports from external consultants 

· external audit

· improvement work carried out by regulators

· inspection reports?

· Have service improvements been implemented on time and to budget?

· Are the improvements sustainable?

· Have service improvements achieved the desired outcomes and impact?
	· Examine:

· Housing business plans and related improvement/action plans 

· service review reports and improvement plans 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· internal audit

· Focus group of front line staff 


	B2: Headline Question: Is there corporate, service and member vision and leadership?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B2.1
	Do we have a clear vision and ambitions for the future of repair and improvement services? 
	· Is there a clear link between our vision and ambitions and:

· tenants’ priorities

· the corporate priorities set out in our Community Plan, Local Housing Strategy and other strategies

· national priorities?

· Are our vision and ambitions challenging, realistic, and clearly linked to (SMART) plans for their achievement?
	· Examine:

· Housing business plans and related improvement/action plans 

· Community Plan

· Local Housing Strategy

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· Focus groups of:

· tenant and resident associations

· other tenants and residents

· front line staff 

	B2.2
	Are our vision and ambitions for repair and improvement services widely understood?
	· Do members, senior corporate officers, service managers, front line staff and tenants demonstrate a clear understanding of our vision and ambitions for repair and improvement services?
	· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· Focus groups of:

· tenant and resident associations

· other tenants and residents 

· front line staff

	B2.3
	Is there effective leadership of our repair and improvement services?
	· Do members, senior corporate officers and service managers 

demonstrate:

· a good understanding of repair and improvement services

· a clear understanding of what these services can contribute to corporate objectives

· active, visible and effective leadership of repair and improvement services?

· Is effective leadership of repair and improvement services recognised by tenants, staff, partners and other stakeholders?
	· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s)

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· Focus groups of:

· tenant and resident associations

· other tenants and residents

· contractors/operatives

· front line staff


	B3: Headline Question: Do we deal with change effectively? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B3.1
	Do we respond to and manage change effectively?
	· What are the major changes that have taken place over the past 3 years (eg. Assembly policy, developments in best practice, internal organisational change)?

· Have we responded to these changes positively and proactively?

· Have we managed these changes effectively (eg. by securing the support of tenants, staff, partners and other key stakeholders)
	· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· Focus group of front line staff

	B3.2
	Do we apply the principles of continuous improvement effectively?
	· Do we systematically review our objectives, policies and practices?

· Do such reviews benefit from:

· robust challenge

· wide consultation

· effective comparison

· tests of competitiveness?

· Have the lessons learnt from reviews been applied in practice? 
	· Examine review reports and improvement plans 

· Interview lead officer(s) with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· Focus group of front line staff 

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

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B4.1
	Do we have a clear vision and ambitions for the future of repair and improvement services? 
	· See B2.1
	· See B2.1

	B4.2
	Do we have a clear asset management strategy for our housing stock which will ensure we meet WHQS by 2012?
	· See A2 1.1
	· See A2 1.1

	B4.3
	Are future plans appropriately prioritised and resourced? 
	· Have we made clear what our priorities are and what are not priorities?

· Is the basis for priorities properly evidenced from research and consultation?

· Are resources targeted appropriately by being allocated against priorities and moved away from non-priority areas?
	· Examine Housing business plans and related improvement/action plans 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· Focus group of front line staff 


	B5: Headline Question: Do we assess and respond to risk?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B5.1
	Have the objectives and activities of the repairs and improvement service been risk assessed?
	· Have risk assessments been carried out in respect of, eg:

· achievement of WHQS

· capital improvements, major repairs, and planned and cyclical maintenance

· responsive repairs

· void repairs

· gas servicing

· health and safety in relation to other systems and equipment in our properties

· asbestos

· financial viability

· procurement

· partnership working?
	· Examine:

· cost information on repairs and improvements

· risk assessments

· strategy, policies and procedures for procurement

· Interview lead officer(s) with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· gas safety

· servicing of systems and equipment in properties

· asbestos

· Focus group of front line staff 


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

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B6.1
	Do we have robust systems for collecting information on performance?
	· Is information collected on performance accurate?

· Is it kept up to date?

· Is it comprehensive, eg. does it cover performance in respect of:

· achievement of WHQS

· capital improvements, major repairs, and planned and cyclical maintenance

· responsive repairs

· void repairs

· gas servicing

· health and safety in respect of other systems, equipment and materials

· the work of contractors and partners 

· financial management?
	· Examine performance monitoring reports 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· internal audit

· performance management

· Focus groups of:

· contractors/operatives

· front line staff 

	B6.2
	Do we have robust systems for analysing information on performance?
	· Is performance compared over time (eg. month by month, year on year)?

· Is performance compared internally (eg. across area offices)?

· Is performance compared externally, particularly with the best performers (eg. via KPIs, benchmarking)? 
	· Examine:

· performance monitoring reports 

· available information on cost comparisons

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for performance management

· Focus group of front line staff 

	B6.3
	Is appropriate performance information available to those who need it?
	· Is appropriate performance information available to:

· members

· senior corporate officers

· service managers

· front line staff

· service users

· internal audit

· the Assembly/Local Government Data Unit

· the Wales Audit Office

· other organisations?
	· Examine performance monitoring reports 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· internal audit 

· performance management

· Focus group of:

· tenant and resident associations

· other tenants and residents

· front line staff 

	B6.4
	Are these systems used effectively to manage performance?
	· Is there a strong, embedded performance management culture, well understood by members, senior corporate officers, service managers, front line staff and tenants?

· Are challenging performance targets set against clear and comprehensive service standards?

· Is performance closely and regularly monitored against these standards and targets?

· Are tenants involved in the monitoring of performance?

· Are areas of under-performance promptly and robustly addressed?
	· Examine performance monitoring reports 

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· performance management

· Focus groups of:

· tenant and resident associations

· other tenants and residents 

· contractors/operatives

· front line staff 


	B7: Headline Question: Do we learn from ourselves and from others?  

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B7.1
	Do we learn from our own experience?
	· Do we proactively seek to learn from:

· tenant feedback on repairs and improvements 

· consultation with tenants 

· consultation with front line staff

· complaints

· internal performance comparisons (eg. across area offices, across other authority departments)?

· Do we use the information we have gained to shape and improve our services? 
	· Examine:

· policies and procedures for tenant consultation and feedback

· policies and procedures for tenant complaints

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· tenant consultation and feedback

· tenant complaints

· performance management

· Focus group of front line staff 

	B7.2
	Do we learn from the experience of others?
	· Do we proactively seek to learn from:

· up to date sources of best practice 

· quality benchmarking with other organisations

· consultation with other organisations

· attendance at fora and conferences where repairs and improvements are discussed

· cascading information and learning to all staff? 

· Do we use the information we have gained to shape and improve our services?
	· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s)

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· Focus group of front line staff 


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

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B8.1
	Is our service provided by sufficient good quality staff?
	· Do we recruit high quality staff?

· Are staff representative of the gender, race, age and disability profile of tenants and of the local authority area? 

· Are staff well trained?

· Are staff well supported?

· Are the skills and abilities of managers and front line staff assessed annually?

· Is any identified under-performance robustly addressed?

· Are staff clear about their contribution to strategic objectives, their operational role, their responsibilities and their accountabilities?

· Do we have enough staff to ensure that all necessary work can be completed in a timely manner?
	· Examine:

· analysis of staff profile

· policies and procedures for staff assessment

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· Focus group of front line staff


	B8.2
	Do we have access to appropriate financial resources?
	· Do we have a robust medium-term financial plan which demonstrates that we have the financial capacity to deliver our aims, and takes account of the authority’s priorities and commitments?
	· Examine medium term financial plan

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Focus group of front line staff 

	B8.3
	Do staff have appropriate working environments and access to appropriate administrative systems?
	· Do we have appropriate written policies and procedures covering:

· standing orders

· protocols

· staff roles, responsibilities and accountabilities

· delegations and decision making

· processes for achieving service objectives and activities?

· Do we have access to up to date ICT which enhances our ability to deliver services?

· Is the physical working environment for office-based staff comfortable and compliant with health and safety regulations?

· Are health and safety regulations strictly adhered to in relation to on-site staff and working environments? 
	· Examine policies and procedures covering:

· standing orders

· protocols

· staff roles, responsibilities and accountabilities

· delegations and decision making

· improvements

· responsive repairs

· void repairs

· gas safety

· asbestos

· servicing of systems and equipment in properties

· tenant consultation and feedback

· tenant complaints

· strategy for procurement

· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s)

· Focus groups of:

· contractors/ operatives

· front line staff

· Observation: Sit with front line/call centre staff 

	B8.4
	Have we sought to expand our capacity through collaborative and partnership working?
	· Have we formed partnerships and collaborative working arrangements with others (eg. other service providers, external consultants and contractors) which enable us to expand our services, provide more efficient services, provide higher quality services and address capacity issues? 
· How successful are these arrangements?
	· Interview lead officer with overall responsibility for repairs and improvements

· Interview cabinet member(s) 

· Interview key officer(s) responsible for:

· improvements

· responsive and void repairs

· Focus group of front line staff
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