ACTION PLAN: Regulatory Compliance Action Plan
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Service Area

Workstream

Governance

Senior Responsible Officer: Guy Chaundy

BRAG

Tracking

Deadline

ction
Amend Complaints Policy to make reference to the
new Compensation Policy

Monthlv Update (Commentary)
30.08.2023- is finalised and has b d off,
i tion Policy before being re-drafed

Housing Ombudsman Para
Al Business Support O Compliance Board Ontrack | 31/12/2023 Joanne Podmore Wendy Griffths Open
P Embed Oracle systems to ensure compensation 30.08.2023- Cost centre has now been set up, ensuring al relevant personnel
Housing Ombudsman Para .
a2 Strategic Enabling s v Compliance Board Ontrack 31/12/2023 | payments can be managed consistently by one team Naomi Morris. Guy Chaundy have appropriate Oracle access to deliver Open
Develop Compensation Policy o provide some. 30.08.2023- Comments from legal provided on draft Compensation Policy,
2 o o
s Cnapling | HousingOmbudsman para | (L Notantrack | 3y/12/2003 |Bovernance around compensation payments for Naomi Morrs Guy Chaundy | Fmendments tobe made before sign of pocess can begin open
9 emotional distress
Recruit additional resource to support the repairs 04.07.2023- resources are in post (2 x FTE)
2
A4 Asset Mansgement | HOUSI"E 0’":‘:“""" " | Compliance Board Complete 31/12/2023 [complaints backlog Asha X Patel Wayne Davies Closed
Reduce the backlog of overdue complaints, across all 30.08.2023- Backlog fo repars cases Is currently circa 700, reduction continuing
Business support | HOUIME OMOUASMAN Par2 | o e goarg Notontrack | 31/12/2023 |areas but particularly repairs y L this can Open
49 be considered fully stabilised
Recruit Internal Ombudsman function and streamiine 04.07.2023- resources n post as of the 12.06.2023
Housing Ombudsman Para ity t Tessons have been learned in elat
as Strategic Enabling ® Compliance Board Complete | 31/12/2023 |7 10 ensure essons have been leamed n refation Naomi Morris Guy Chaundy Closed
a9 to determinations
Recruit to vacancies n the complaints team, increasing 30,08 fifth round of with
capacity to satisfactorily manage SLA timesclaes different advertising mechanisms now in place.
A6 Business Support | Complaints Recovery Plan | Compliance Board Notontrack | 30/09/2023 Joanne Podmore Wendy Griffths Open
Ensure there is a robust reporting process and lve datal 30.08.2023- new Power Bl dashboard n place, regularly reporting at DMT,
Housing Ombudsman Para stream to support leaders to understand the position Compliance Board, CLT Assurance Board and CMB. Dashboard is being built for
A7 Business Support P Compliance Board Ontrack | 30/09/2023 |around complaints at any given time Joanne Podmore Wendy Griffiths | the complaints backlog, removing the need for manual manipulation of data Open
Develop and publish annual report on complaints 30.08.2023- Formal sign off process has been undertaken, report to be published
s " "
A8 Business Support | U8 om::dsma" | Compliance Board On track 30/09/2023 | Performance for the City Council Joanne Podmore Wendy Griffiths by the 31/08 Open
dentify senior lead officer responsible for complaints 30.08.2023- Report due for sign off internally, to be published by the 315t August
Housing Ombudsman Para andling across the Council
9 Business Support O Compliance Board Complete | 17/04/2023 | handling across the Council Joanne Podmore Wendy Griffiths [ 2073 Closed
Complete a reviewed version of the slf-assessment 04,07 fthe ©
Housing Ombudsman Para
A0 Strategic Enabling O Compliance Board Complete | 17/04/2023 | ¥t he Housing Ombudsman ComplantHandling Naomi Morris Guy Chaundy | the Housing Ombudsman Closed
N
Review the dashboards set up in Power BI to monitor 30.08.2023- Dashboards now i place within Power Bl to monitor service
Housing Ombudsman Para
AL Asset Management 3 Compllance Board ontrack | 33/12/2023 | service deivery in the repais rea to make sure these sha X patel Wayne Davies | elery.ina tweaks being madie by Senior Data Analyst to ensure best used open
a9 are reflective of what s required
Recruit o Business nformation Offcer posiion to 30.08.2023- Role has now been set up on Oracle,recruitment s imminent and is
Housing Ombudsman Para
Az Asset Management R Compliance Board Notontrack | 31/12/2023 |improve record keeping n the repairs function Asha X Patel Wayne Davies [ being posted internally initially Open
Ensure both Stage 1 and Stage 2 complaints are 30.08.2023- Achieving circa 60% performance against SLA at Stage 1and circa
managed within SLA timescales 40% at Stage 2 which is an improved position from March 2023 but doesn't
a1 Business Support | Complaints Recovery Plan | Compliance Board Notontrack | 31/12/2023 8 Joanne Podmore Wendy Grffths | e or KO trgeteyet Open
Reduce the backIog of overdue complaints, ensuring 30.08.2023- Backlog has now been fixed, improvements made to ensure numbers|
that tenants receive responses in ine with published are  any ch undertaken to set up
a1 Business Support | Complaints Recovery Plan | Compliance Board Notontrack | 31/12/2023 [timescales Joanne Podmore Wendy Grifiths | dashboard to monitor this. Open
Undertake quarterly surveys via Housemark against all 3008.2023-Q1 Y and ] 3
TsMs, developing operational action plans to inform informing operational delivery plan
a1 M Compliance Board Ontrack | 01/04/2023 [ service delivery Naomi Morris Guy Chaundy Closed
Deliver against all aspects of the TPAS action plan, 30,08 existing manager has
refreshing engagement structures and opportunities now been recruited to drive progress in ths area and TPAS have supported to
a1 Tons Compliance Board Notontrack | 30/06/2024 | for engagement John Jamieson Stephen Gabriel E 3 Open

oFFICAL




Action
Deliver on asbestos programme to ensure al

30.08.2023- 8L
A Aset Management Asbestos Compliance Board ontrack | 30/06/2024 it Wayne Davies loring i Open
acditonsl capacityon the lowerse
Embed new Compliance ITsystem to eracicate the. 30.08.2023- T system s going through internal approvas process and
2 Asset Management Governance Complance Board ontack | 30/06/2024 it Wayne Davies Open
opportunity for mistakes
Ensure all emedial actions are recorded, 3008202311
a3 At Management fire safety Compliance Board Notontrack | 30/06/2024 it Wayne Davies once. Open
processes inplace o deliver this they have all been loaded in
Deliver on ir safety programme i v rse blocks 3
aa Asset Management Fire ety Complance Board Notontrack | 30/06/2024 David Stevens/6rian Cifton | Wayne Davies | 712610r due 10 commence i early September 2023 Open
Undertake a full analyas of remedial actions for 008
assurance that histori remedials have been e
s Asset Management Elctrica Safety Complance Board Notontrack | 30/06/2024 WayneDavies | complete o added to an existing programme Open
the current programme
Delivr on electrical safety programme-accelerating 5008
in both domestc and communal blocks
26 Aset Management Electrical Safety Compliance Board Notontrack | 30/06/2024 Sayeed Kadi/Regan Taylor Wayne Davies Open
30.08.2023- Report due from Savils on the 31/08.
provide full data valdation around the numbers
a7 Aset Management Gas safety Compliance Board ontack | 31/10/2023 Sayeed Kadic Wayne Davies Open
Carbon Monoxide. Deliver the carbon monode nstalation EX3
a8 Aset Management . Compliance Board Ontrack | 30/09/2023 | programme i all relevant properties Sayeed Kadic Wayne Davies | e picked upin October 2023 once programme ends Open
Deliver smoke detector testng n lne with the 3008
e £ 3 Ontrack | 30/06/2024 | October 2022 legsiation Car Walace/Ricky Jones WayneDavies | 9P in October 2023 once programme ends Open
Deliver thelegionella programme, improving 30.08.2023- Legionela programme i accelerating,currently achieving 74.03%.
o Asset Management Legionella Complance Board Ontrack | 30/06/2024 | compliance in domestic properties Sayeed Kadic WayneDavies | Mieeting with Achico next weekto rve programme further Open
Improve vishilty of data and regalarity of reporting 3008 e
A0 At Management s Compliance Board Notontrack | 30/06/2024 WayneDavies [P Open
Ensure the big 6 are regularly reported on at the
A1 Asset Management oata Complance Board Complete | 01/04/2023 8l Wayne Davies | ongoing Closed
dashboard to reflec this
Savls to undertake a ull data valdation exercse
Atz sset Mansgement oate Compliance Board ontrack | 31/10/2003 |crossallof the big ' to provide confidence nthe. Sayeed Kadie WayneDavies | 31/08, asurance i other areas to begin following this Open
data being presented
[Accelerate stock conditon programme from 1,000 008 E 4, deve
07,000 through Ackico programme for Acvico
13 £ 3 Notonuack | 31/10/2023 ‘Adele Lvesy Wayne Bavies Open
Develop an overarching 30 year investment plan 3008
A1 £ 3 Ontrack | 31/10/2023 | with a specifc focus on Decent Homes Standards Guen Hag Davies Open
Develop an asset management strategy setting out 30.08.2025- s ab
At ontack | 31/10/2023 GwenHag Guv ChaundyWayre. | business pan Open
tenants avies
[Accelerate actual stock condition surveys with the 3008
At Notontrack | 30/06/2024 |view to achieve 20% a year over the next 5 years Adele ivesy Wayne Davies Open
year over the next 5 years
[Agree £40m sdditional nvestment for 2023/2024, 02.07.2023- programme sgreed and now being mplemented fo the 2023/2024.
a7 Complete | 01/04/2023 | capital programme. Asha Xpatel WayneDavies [ period Closed
Recrult to full compliment ofnternal stock 3008.2023-
a8 £ 3 Notontrack | 30/06/2024 | condiion surveyors for resilience n the future Sayeed Kadic Wayne bavies Open
broader advertising
Develop assurance process, around contractor 30.08.2023- Assurance process has been developed as partof the Housing
. . activiy ensuring quality o senvce ber.
a9 Asset Management Repairs Compliance Board ontrack | 01/04/2024 GwenHag Wayneavies | oo Open
Recommissioning ofthe R&M contract toreflect 5008
A0 Asset Management Repairs Cabinet Notontrack | 01/04/2024 [aspects of customer saisaction Asha Xpatel Wayne Davies Open
Ensure there are regular contract management 5
- . i ngoing | MeEtingS undertaken scrossthe big ' areas and et Kadir meDpies | eTore cceleation "
a2 Ontrack On8OIE | ihese areformaly recorded Sayeed kad Waned: or
Develop mechanisms to review under performing 008
e otontck | soosanza|<nies o st ey wihcontrciors oy K WoyneDavies | erage exteralcontactrs open
25
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