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The Performance Framework for HIAs

Office of the Deputy Prime Minister

June 2005

1.
Introduction

The ODPM has developed a Supporting People Performance Framework specifically for Home Improvement Agencies (HIAs). The purpose of the Performance Framework is to provide regular monitoring information to Administering Authorities where Supporting People (SP) funding has been used to commission the services of an HIA. The Performance Framework can also provide useful information to AAs in carrying out service reviews of HIAs and will complement the self-assessments carried out under the HIA QAF. 

It is important to point out that Supporting People funding only makes a contribution to the running costs of an HIA, with other revenue funding coming from elsewhere including housing authorities. SP Administering Authorities need to be aware that the SP Performance Framework does not exist in isolation and they need to consult relevant stakeholders about how the SP information collected from HIAs can be passed on to meet other reporting requirements.

The HIA Performance Framework refers to data that can be generated from the Management Information System (MIS) that is currently used by the vast majority of HIAs.  Foundations (the National Co-ordinating Body for HIAs) is working with the sector to update the MIS so that it can generate the data required for Supporting People.
The ODPM has produced a Performance Workbook for AAs to collect quarterly information from providers.

2. 
What is an HIA?

HIAs primarily help home owners and private sector tenants who are older disabled or on low incomes to repair, improve, maintain or adapt their homes. HIAs are locally based not-for-profit services that can either be managed by a local or a national agency, including :

· Housing Associations

· Local Authorities

· Charities

· Independent Management Committees

The core activities of an HIA include the following:

· Advice and advocacy. HIAs provide advice on all the housing options open to a client including advice on legal entitlements, welfare benefits, and other support services which the client may need to enable then to remain in their own home.

· Advice on grants. HIAs offer advice to clients on grants for home improvements and access to alternative sources of income such as raising loans against the equity of their property.

· Technical issues. The work is overseen by the agency’s technical staff including the specification for the building works and competitive estimates from vetted contractors.

· Adaptations. The work involves adapting the property to better meet the needs of individuals.

In addition HIAs may also provide the following services:

· Handyperson schemes. Carrying out small repairs to the homes of mainly low income, older and disabled people to enable them to maintain their properties and live in greater comfort sand security.

· Aids and adaptations. This involves organising the fitting of a range of small adaptations in the homes of older and disabled people to assist independent living.

· Energy efficient projects. To help vulnerable people to identify measures that can be taken to improve energy efficiency in their homes and provide practical help and assistance to implement.

· Other. HIAs can provide a range of other additional services many of which can be defined as minor works. 

It is important to emphasise the difference between HIAs and the majority of SP funded services.  The revenue funding of HIAs is for a service that provides housing related support to clients to assist in repairing or adapting their own home.  The outcome of an HIA intervention will often be the facilitation of improvement or adaptation works that will enable the client to remain living independently in their own home.  These works will be funded either by grants (Local Authority capital budgets) or by some form of loan, which may be an equity release product.  This contrasts with the bulk of SP funding, which involves revenue funding to provide a support service to people to enable them to establish or maintain independence in their own home or a home in the community.

3.
The Supporting People Performance Framework for HIAs

The Supporting People Performance Framework for HIAs focuses on outcomes for service users. Information will need to be collected on the circumstances of services users when works have been completed, as well as the types of works that have been undertaken. The framework does not collect performance information related to the value of works or the sources of capital funding as this information is not relevant to Supporting People.
It is important to point out that Supporting People requires HIAs to collect information on individuals and not cases. Information will be collected on individuals who require HIA services and this could involve more than one individual in each household. The information collected will need to include the characteristics of service users (e.g. ethnicity) as well as outcomes relating to each individual.
The Performance Framework follows a similar structure to the framework for other Supporting People services, however all the indicators and the related definitions are specific to HIA services. The framework collects information on all the key activities of an HIA as it is not possible to clearly apportion activities to different funding streams.
The Performance Framework for HIAs is as follows:

	KPIs 


	Performance Indicators
	Data source

	HIA KPI 1 
	Service users who are supported to establish independent living
	Quarterly Performance Return

	KPI 2
	Not applicable
	

	HIA KPI 3 
	Fair access to people who are eligible for Supporting People services
	Quarterly Performance Return

ONS data

	SPIs


	Performance Indicators
	Data source

	SPI 1
	Not applicable
	

	HIA SP1 2 
	Utilisation levels
	Quarterly Performance Return

	SPI 3
	Not applicable
	

	SPI 4
	Not applicable
	

	HIA SPI 5 
	Response times
	Quarterly Performance Return


The ODPM Performance Workbook for HIAs will collect all the performance information required for Supporting People. Some of the performance indicators shown in the above table will be broken down into a number of supplementary indicators. The return will provide year to date information automatically.

The performance return will provide a considerable amount of management information for AAs which can provide useful contextual information. The Performance Workbook will include an SPLS datatab which will enable data to be uploaded into AA’s SPLS systems. This data can then be extracted for reporting to the ODPM.

4.
Monitoring Outcomes

At the point of case closure the vast majority of clients of HIAs will be living independently. However, HIAs generally do not know the extent to which clients remain in their own homes after works have been carried out. Anecdotal evidence suggests that, although the HIA intervention is “short-term”, the effect on client’s ability to maintain independent living is often long-term.  Future monitoring of HIA services will need to allow the capture of information relating to the long-term benefits of the HIA intervention. This could involve AAs carrying out surveys of past HIAs clients, as part of the validation process, or could involve specific research related to the HIA sector.

Key Performance Indicators

HIA KPI 1 - Service users who are supported to establish and maintain independent living

Definition

This KPI measures the number of service users who continued to live independently as a percentage of service users who had works completed on their property or who received substantial advice (during the reporting period). [This indicator relates to the number of service users who received an HIA service and not the number of cases].
The KPI collects information on the circumstances of service users at the point when all works have been completed (as there may be multiple jobs involved). Works are completed at the point of practical completion. Where there are multiple jobs, with different practical completion dates, then completion will take place at the point the final job reaches practical completion. 
Where the service user requires additional works, at some point in the future, then the individual would be treated as a new client and separate outcomes would be measured against the new works.
The indicator measures outcomes slightly differently for the following:
· Where works have been completed
The works may either involve major works, minor works or handyperson works. The indicator measures whether a service user continues to live in their existing home, as the purpose of the improvement/adaptation is to enable people to ‘stay put’. Therefore any move at case closure stage, or a decision to make a move, would not have achieved the purpose of the works. Service users who have died will be counted as remaining in their own homes, if they remained independent up to that time. The outcomes for works are as follows:
	The number of service users who 

	Remained in their own home

	Died

	Moved to alternative independent housing with or without long-term support

	Moved to sheltered housing

	Moved to a care home

	Moved to a nursing home

	Entered (long stay) hospital or hospice

	Other/Not known


· Where substantial advice has been provided
Service users who are provided with substantial advice will have received a home visit. Service users are expected to have been given advice to enable them to remain living in their own home or move to another independent option. Service users who have died will be counted as remaining in their own homes, if they remained independent up to that time. The outcomes for substantial advice are as follows:
	The number of service users who 

	Remained living independently in their own homes

	Remained in their own home but required works in order to live independently

	Died

	Moved to alternative independent housing with or without long-term support

	Moved to sheltered housing

	Moved to a care home

	Moved to a nursing home

	Entered (long stay) hospital or hospice

	Other/Not known


The data on outcomes should be recorded accurately as it is essential for AAs to understand the extent to which HIA services help people maintain independent living. 

Data source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 
Data Items
A Number of service users who continued to live independently in their existing home as a result of works being carried out plus the number of service users who were helped to live independently as a result of substantial advice.

B Number of service users who had all works completed on their property during the reporting period plus the number of service users who received substantial advice during the reporting period.

Calculation
Percentage of service users who have been supported to establish and maintain independent living =
 A x 100 

    



     B

HIA KPI 3 - Fair access to people who are eligible for SP services

Definition

This KPI applies to all new service users who have received a first home visit or received handyperson services during the reporting period. HIAs should not include service users who have made an initial enquiry and have been signposted elsewhere. Information on the characteristics of the client will need to be collected when a client is assessed during a first visit or receives a handyperson service. [This indicator relates to the number of service users who require an HIA service and not the number of cases].
This indicator measures the proportion of service users from BME communities using the census categories. BME is defined as those service users whose origin is other than white. The indicator uses census data for the AA to place fair access within the context of the BME population aged 16 and over.
The performance indicator is expressed as a ratio. For instance where 10% of people from a BME group were accessing HIA services in the AA,  and the percentage of people in the population aged 16 and over from a BME group was also 10%, then the ratio would be 1 (10 divided by 10).

Data source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority and from the ONS data pre-populated in the workbook relating to their AA.
Data Items
A Total number of new service users who have accessed an HIA service and are from a BME group (during the period)

B Total number of new service users who have accessed an HIA service during the period

C Number of people in the population aged 16 and over from a BME group (ONS data)

D Number of people in the population aged 16 and over (ONS data)

Calculation
Percentage of new service users who are from a BME group 

=
 A x 100  (Management information)
        B

The percentage of new service users from a BME group divided by the percentage of people in the population from a BME group aged 16 and over = (A x D)       

           (B x C)

Management Information

In addition management information is collected so that AAs can develop local priorities over who should be accessing the service. This is not performance data and will not be extracted by the ODPM. This management information covers the following:

The percentage of service users from different client groups. Management information is collected to assess the extent to which different client groups are prioritised for the service. The client group categories are as follows:

Older people

Older people with mental health problems

Frail elderly

Mental health problems

Learning disabilities

Physical or sensory disability

People with AIDS/HIV

Other

Data source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 

Data Items
A Total number of new service users from each client group

B Total number of new service users during the period

Calculation
Percentage of new service users who are from each client group 

=
 A x 100 (Management information)

        B

The percentage of service users from different types of tenure. Management information on the following types of tenure:

· Owner occupied

· Private rented

· Housing Association

· Local Authority

· Other 

Data source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 

Data Items
A Total number of new service users from each type of tenure
B Total number of new service users during the period

Calculation
Percentage of new cases who are from different types of tenure

=
 A x 100 (Management information)

        B

Service Performance Indicators

HIA SPI 2 - Utilisation

Definition

Utilisation is defined as the way in which the HIA service is used in comparison with annual targets established for capacity. These targets need to be agreed between the HIA the AA and any other stakeholders. Initially they can be based on the volume of work carried out in the previous year.
Targets will need to be established for the following: 
	
	Activity
	Target

	1
	Number of enquiries
	

	2
	Number of jobs completed
	

	3
	Number of handyperson jobs completed
	


1. The number of enquires is defined as the number of individuals who have made an initial enquiry, or been referred to the service, during the reporting period. The initial enquiry may only result in initial advice or could lead to a home visit.
2. The number of jobs include major works, as well as minor works not carried out by a handyperson.
3. Handyperson jobs include undertaking small essential repairs, minor adaptations and security works.

The calculation of SPI 2 (b) involves aggregating the data on jobs and handyperson jobs. Should AAs wish to examine these services separately then the underlying management information shows the data separately.
HIA SPI 2 (a) - Total number of enquires (utilisation of the service) as a percentage of capacity (target capacity for enquiries)
Data source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 

Data Items
A Total number of enquiries
B Target number of enquiries 
Calculation
Percentage of enquires compared to target



 =
A x100 

    
    B

HIA SPI 2 (b) Total number of jobs (utilisation of the service) as a percentage of capacity (target capacity for jobs)
Data source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 

Data Items
A Total number of jobs (all jobs)
B Target number of jobs (all jobs)
Calculation
Percentage of jobs completed compared to target



 =
A x 100 

    
    B

HIA SPI 5 – Response times


Response times targets will need to be agreed between the AA and the HIA provider. Response times will need to be measured against these targets.

Definition

The average time taken from a case being opened to the initial visit. This indicator will apply to all cases where a home visit has taken place. The date of the first visit is the earlier of either a visit by a caseworker or a visit by a technical officer.
The average time taken from the initial visit to practical completion. This indicator will apply to all cases where works have taken place.
The value of works is the costs of the building works excluding VAT and fees.

HIA SPI 5 (a) Initial enquiry to first visit
Data source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 

Data Items
A  Average number of weeks between the date of the initial enquiry and a first home visit

B Target for the average number of weeks between the date of the initial enquiry and a first home visit

Calculation
Average response time as a percentage of the target response time 
 = B x 100
    
                 A
HIA SPI 5 (b) First visit to practical completion (for works less than £1,000)
Data source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 

Data Items
A Average number of weeks between a first visit and practical completion

B Target number of weeks between a first visit and practical completion
Calculation
Average response time as a percentage of the target response time 
 = B x 100
    
                 A
HIA SPI 5 (c) First visit to practical completion (for works of £1,000 or more)

Data source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 

Data Items
A Average number of weeks between a first visit and practical completion

B Target number of weeks between a first visit and practical completion

Calculation
Average response time as a percentage of the target response time 
 = B x 100
    
                 A
Management information

The average number of weeks between an initial enquiry and the completion of a job by a handyperson

Data source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 

Data Items
A  Average number of weeks between an initial enquiry and the completion of a job by a handyperson 

B  Target number of weeks between an initial enquiry and the completion of a job by a handyperson 

Calculation
Average response time as a percentage of the target response time 
= B x 100
    
                A
Summary

HIA Performance Framework

	KPIs
	HIA Framework

	HIA KPI 1

Establish and maintain independence
	The number of service users who established or maintained independent living as a percentage of  services users that had works completed or received substantial advice.


	KPI 2
	Not applicable to HIAs



	HIA KPI 3 
Fair Access


	The percentage of service users from a BME group divided by the percentage of people from a BME group in the local population aged 16 and over.



	SPIs for HIAs
	

	HIA SPI 1

Availability
	Not applicable to HIAs



	HIA SPI 2 (a)
Utilisation


	Total number of enquires (utilisation of the service) as a percentage of capacity (target capacity for enquiries)



	HIA SPI 2 (b)

Utilisation


	Total number of jobs (utilisation of the service) as a percentage of capacity (target capacity for jobs)



	SPI 3

Staffing levels
	Not applicable to HIAs



	SPI 4

Throughput
	Not applicable to HIAs



	HIA SPI 5 (a)

Response times
	Average response time as a percentage of the target response time 


	HIA SPI 5 (b)

Response times
	Average response time as a percentage of the target response time 


	HIA SPI 5 (c)

Response times
	Average response time as a percentage of the target response time 
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