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The Case for Change: Transforming Manitoba Housing
	What KPMG tells us:
	How we’ll fix it:

	
	

	Organizational Inefficiencies
	

	“At first glance, there appears to be little in the way of a strategy to explain the design of the organization.” (p. 65)

“A number of processes within and between both organizations tend to be inefficient and fairly redundant.”  (p. 65)

“The lack of consistency throughout the organization has seriously hindered Manitoba Housing’s ability to deliver quality customer service to clients.  This much is clear through increased waiting times in many areas, lower quality services in sponsor managed housing, a deteriorating housing inventory, and inefficient procurement procedures; transformation of the organizational structure is required.” (p. 67)
	· The new organizational structure has three areas – Operations, Business Services and Strategic Initiatives.  This new structure will identify and eliminate redundant processes.

· The new organizational structure will allow the MHA and the MHRC to develop expertise in specialized areas including procurement, inspections and quality assurance.

· The new structure will allow the Operations Branch to focus on excellence in the delivery of public housing, improving services for residents in our public housing communities.

	“A disproportionate amount of time was spent by MHRC and MHA management and staff working on public inquiries made directly to the Minister’s office.  Due to the broad nature of these inquiries, they often are used to circumvent established protocols. …  In addition, responding to these inquiries often interferes with other planned activities.” (p. 40)  
	· The Community Relations Office established within the new organizational structure will assist in managing these inquiries and informing tenants and applicants of their rights to appeal.  This function will ensure the day-to-day operations of public housing can continue undisturbed and that citizens contacting the minister’s office will receive prompt, reliable service.

	Communication/Morale
	

	“It is clear that there is an alarming disconnect between staff and management, where staff generally feel as though they are unsupported, and in many instances feel as though they are forced to do more work that they have the capacity to complete.”

“Many staff feel intimidated by their managers, and are becoming increasingly marginalized.”

“Four different collective agreements resulting in material differences in salaries and benefits by classification levels.”  (p. 66)
	· The Transformation Office will be responsible for overseeing a human resources and labour relations strategy with the affected unions in order to bring all staff under one collective agreement.

· Having only one agreement to monitor and negotiate will save staff time and resources.

· The Transformation Office will work with Human Resources and the Civil Service Commission to act on all opportunities to improve morale and create an environment of transparency, information sharing and staff participation in the implementation of the recommendations from KPMG.
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	Performance Management
	

	“There is a lack of a clear framework for performance management across the public housing system.” (p. 38)
	· The MHRC will further entrench a performance management culture.  In May of 2007, the MHRC adopted its first five-year business plan with clear goals and milestones to be met over the five years.

	Procurement
	

	“Every staff member acts as their own procurement officer.  There are few controls over the competitive tendering process, and there are few gains in bulk purchasing/sourcing.  As well there is little standardization of equipment.” (p. 41)
	· A new director of procurement will establish a standardized, centralized purchasing strategy.  The director will be responsible for bulk purchasing, expanding standing service agreements and ensuring equipment standardization.

· The director of procurement will also expand Manitoba Housing’s quality assurance program.

	“Risk-mitigation strategies are non-existent.”

(p. 41)
	· A standardized, centralized purchasing function will reduce the risk of staff engaging in irregular tendering processes.

	“When a unit becomes vacant, it takes the Maintenance group approximately one month to make it ready for new occupancy.” (p. 41)
	· Standardized agreements with service providers will allow the MHA to turn units over more quickly.

	Balanced Scorecard
	

	Based on 5 dimensions, senior management assessed the current state of Manitoba housing as having an overall score of 43%.

(p. 50)


	· Senior staff at the MHA and the MHRC acknowledge there is much room for improvement in the delivery of public housing.  As requested, KPMG has provided a roadmap to move forward.  With this roadmap, the doubled investment under BUILDINGFoundations and the commitment of staff, the MHA and the MHRC state they are confident hat Manitoba will soon provide the best public housing in Canada.
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