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The Pennaf Housing Group selected Covalent as its corporate performance management solution in April 2007.
Following implementation and training, Covalent was rolled out across the organisation.

Covalent has exceeded Pennaf’'s perfformance management aims and has proved an invaluable tool for the Housing
Group. The structure and discipline provided by the software has resulted in a more robust approach to performance
management and significantly enhanced the Group’s performance management culture.

Our performance management aims

‘We wanted to strengthen our reporting capabilities and make the transition from historic performance reporting to
proactive performance management. By providing early warning of falling performance to the right person at the right
time, we could focus performance management action where it is needed and improve the outcome.

‘The first step to improving performance is knowing how well we are performing now so we wanted a system which would
provide complete visibility of current performance and performance frends. Although performance reporting to senior
management and the Board was sufficient to prompt the right questions to be asked, reporting at manager, team leader
and individual level was not sufficiently developed to easily provide the answers. We needed the ability to drill down from
a top level overview of performance and to quickly identify and rectify areas of poor performance. Performance of
individuals in the same activity varies considerably so we wanted a system that would help us to understand the reasons
for these variances and help us set appropriate targets. Furthermore, we wanted to strengthen our ‘Golden Thread’ - the
link between the Group's vision, high-level objectives and individual objectives.

‘Before purchasing the software, we made some independent enquiries with existing Covalent customers. They were
delighted with the system and with the service provided by Covalent. In fact their endorsements of Covalent made us
confident that we weren't just buying a system; we were identifying a partner to work with.

‘We chose Covalent because we knew that it had the functionality to allow us to achieve our aims. It is graphically rich,
intuitive and simple to use. This was important because we aimed to role it out to all our staff as the tool to manage their
own objectives. Moreover it was good value for money.’

Brian Wooster, Business Improvement Manager, Pennaf Housing Group
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Implementing Covalent
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| tobe far easier than Pennaf had anticipated. Creating a structured

%m;::nﬂfmc:;::c;:j;g“"" mmm..;mm | action plan helped them to achieve implementation quickly and

@ CHADDTO3 % of Calls Answered o Empeted Outcome o ssectr) | simply.

(& SFOF03 Long Term Finance Availsble fg]  90.0% Red Threshold @ﬁ" T

%Eﬂ:ﬂlﬂ: o of Cole hardaned F Z i’m memesasiin | Covalent provided the templates to create Pls, actions and risks before
@ SFOFYS TotelOperatig Costs Per Unt Red Varance | the Housing Group purchased the system so they began by setting

D oo e o ;[P0 S—— e these up. Within 2 days of receiving System Administrator training

) CHADOTOT % of Calls Aswered within Current Gauge Target 1% Pennaf had set up 1200 Pls and within 5 days they had populated them

7 SFOF07 Total Maintenance Cost Per Uni
(& CHADOTOB Ave.Response Time - Sec
(& SFOF03 Insurance Claims as % of Prem|
(& SFOF09 Net Surplus

74 CHADOTO9 Number OF \Voids Dealt Witk
4 z-GNLETS No. of Lettings YTD

4 z-CSLETS No. of Lettings ¥TD

24 zLHLETS No. of Lettings YTD

(Oreomwceune [@iws [Howa] with data and tested that all the formulas were working correctly.

s Wty As soon as the order to buy the system was sent to Covalent the

S Docuinents software was available to Pennaf. Covalentis a hosted system, so
@ Related Links there was no lengthy and expensive implementation and no impact

"\ 2GLETOAYS Ave Calendar Deys far| | Acons )00 st oN the organisation’s very busy IS department. Users can log in
& zCSLETDAYS Ave Calendar Days for Pis [2.] 7] ctiavero o of Calls Received. 7 1 CHAOOTO6 No. of Cals Ans 9 9 9
@ 2-LHLETDAYS Ave Calendar Days for 2 CHAMTI o o Cals Atandre 75 O A anywhere they have internet access, and members of Pennaf’s Senior

Mumber Of Vokis: Deat W\th By Contact Centre; 7

A CHADOTOY

Management Team are able to work from home.

The results

‘Covalent has allowed us to accomplish all the things we wanted to achieve and more besides. Using the software has
highlighted gaps in our approach and we have now developed a much stronger performance management process as a
result.

‘We bought Covalent because we thought it was the best tool to help performance management across the Group and
this is proving to be the case. Covalent brings structure and discipline to performance management. A key and
unexpected advantage has been that the implementation process has highlighted several areas where our performance
management was not as good as we thought it was. Addressing these weaknesses has helped us develop a more robust
performance management framework.’

Brian Wooster, Pennaf Housing Group
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Ilterative, robust target setting

‘Using Covalent helped us to identify that our approach to target setting was too simplistic. As a result we have
developed new target setting methodologies in key areas.

‘For example, we used to set rent arrears percentage targets and this was then applied universally to all housing
offices. In reality, however, housing patches can have very different management issues and required targets that
reflect those differences. The iterative process we have developed allows us to set realistic improvement targets for
each housing office and model the effect on the activity and Group as a whole. We can assess if the overall
improvement is on target to achieve upper quartile performance within the desired timescale.’

Brian Wooster, Pennaf Housing Group
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Supporting self-assessments with the Models module

‘When we bought Covalent, Models had been created for the KLOEs (Key Lines Of Enquiry) used by the Audit
Commission when inspecting Housing Associations in England. | asked Covalent to create a model for the Welsh
Assembly Government's (WAG) self-assessment against the Regulatory Code for RSLs in Wales, which they promptily
did. In practice, the self-assessment was so easy to use. Within an hour | had cut and pasted last year’s self-
assessment info Covalent and copied it fo create the first draft of this year's. Within two hours | had gone through
each question and linked all appropriate Pls and actions plans. Within three hours | had modified a standard report
that included all the information | wanted.

'The report containing the draft self-
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Strengthening our reporting capabilities benng!

‘One of the reasons we chose Covalent is because we wanted to
strengthen our reporting capabilities. We were very impressed with
Covalent's integrated reporting function.

‘Users only need to input data once and yet we can report out on ey i

it in many different ways. The reports are easy to set up but in fact e

we rarely need to do this as the pre-loaded report templates on ’
the system cover most of our needs for producing a variety of

reports for departments, managers and directors. An example of SIS A e menare funonsy v rare

this is our reports for Landlord Services and Team Status Updates
(see opposite).’

Brian Wooster, Pennaf Housing Group

Our plans for the future

‘We have fully reviewed our business planning process and
supported by the software, we will apply our new formal
methodology this year.

‘Our next plan for Covalent is to upload our risk registers
onfo the system, and we are currently running some
fraining sessions for staff to put their Personal Development
Review objectives on Covalent.

‘We would like to begin monitoring high-level budgetary
information on Covalent in the near future. | was inspired
by Rugby Borough Council’s use of Covalent for managing
financial performance, which they demonstrated at a the
Covalent conference. Following the conference, |
contacted Rugby who were extremely helpful and we

plan to visit them in the near future.

‘I really value the Covalent conference and user groups;
they are an ideal opportunity to share best practice and
discuss performance management issues with other
Covalent users and | always leave with new ideas.’

Brian Wooster, Pennaf Housing Group
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