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1.
Purpose

1.1
To establish the aims, principles and values that will be followed by the Group when delivering Continuous Improvement activity.

2.
Scope

2.1
The Service Development Director shall be responsible for implementation and review of this Policy.

3.
References

3.1
This Policy operates within the context of the regulatory framework applied to Housing Associations operating in the UK.  The context for Continuous Improvement is defined in:
· the Housing Corporation's "Regulatory Code and Guidance: The way forward, our approach to regulation"
· the HCA Performance Summary under the section "Well Managed", which is covered by part 3 of the Regulatory Code
· the Audit Commission's Key Line of Enquiry (KLOE) 1 "Prospects for Improvement"

3.2
Reference should be made to the following policies and procedures:

i)
Customer Influencing Mechanisms in Neighbourhoods Procedure 
ii)
ICT Procedures for Approving and Prioritising ICT Change Requests 
4.
Definitions

4.1
"Continuous Improvement" is a systematic, or planned, approach aimed at improving performance in small steps rather than through large-scale change.


"Process Model" refers to the Group's process model, which shows how activities at different levels within the organisation relate to each other.

"Process Owner/Leader" means an appointed person with identified responsibility for delivering Continuous Improvement in one business process.

"Process Improvement Group" refers to a team of staff led by a Process Owner who work on the improvement of their designated process.  The staff can either be volunteers drawn from across the Group or they can be staff working within a defined functional area, for example where the Process Owner is also a lead specialist with a team of staff dedicated to working on one process/business area.

"KLOE" refers to a Key Line of Enquiry document published by the Audit Commission and used to assess Housing Association performance.

5.
Policy

5.1
Delivering Improvement Activity

5.1.1
It is recognised that Continuous Improvement is delivered in a number of different ways at Harvest, either through formal Process Improvement Groups or informally through line management responsibilities, during one-off improvement projects, etc.

5.1.2
For Business Processes, SMT shall select up to 5 processes from the Group's Process Model each year to be the focus of Continuous Improvement activity in areas that align with the Group's key business objectives and priorities for the coming year.  Process owners/leaders will be appointed from the Group's management team for each of the selected processes. 

5.1.3
Staff leading Continuous Improvement, whether that is as a Process Owner/Leader or lead manager through line management responsibility, shall keep an up to date Improvement Plan showing planned improvement activities and a timetable for delivery over the next 12 month period.
5.1.4
For all completed improvement activities, the Process Owner/Leader or lead manager shall complete a Sign-Off Report detailing what action has been taken and what evidence there is that improvement has taken place.

5.1.5
Process Owners/Lead Managers and Lead Managers shall retain all copies of Sign-Off Reports and Improvement Plans for both internal and external audit requirements.  They shall also keep electronic versions of these documents on the Group's G:\ drive in the relevant folder under the directory "G:\SHARED\Continuous Improvement".
5.2
Customer Involvement

5.2
Process Owners and lead managers shall ensure that they involve customers/service users in all aspects of the improvement process giving them an opportunity to be involved in the design and delivery of improvement actions and the outcomes that these actions are designed to deliver. 
5.3
Annual Audit

5.3.1
Service Development shall carry out an annual audit of Continuous Improvement activity to ensure that:
· improvement in business performance is being delivered

· standards for improvement are being adhered to, eg the keeping of improvement plans and sign-off reports
· the Group has excellent prospects for improvement

5.4
Training and Support
5.4.1
The Group shall offer suitable training to all Process Owners/Leaders, lead managers and staff involved in continuous improvement activity to support them in the delivery of Continuous Improvement.

5.4.2
The Group shall operate a Continuous Improvement Quality Circle to ensure that the Continuous Improvement approach is also subject to continuous improvement and learning.  [End]
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