
To: HOUSING AND SOCIAL WORK 
SERVICES COMMITTEE 

From: EXECUTIVE DIRECTOR HOUSING AND 
SOCIAL WORK SERVICES 

Date: 19 DECEMBER 2007 Ref: MP/RS/MO’D 

Purpose of Report I Introduction 

Subject: MPC REVISED BUSINESS PROCESS - 
IMPROVEMENTS TO THE REPAIRS SERVICE 

The purpose of this report is to update Committee on progress made in relation to the MPC 
new process for the repairs service. 

Background 

2.1 Committee will be aware of my report dated 24 October 2007, outlining the improved 
process for dealing with repairs involving hand held technology. 

2.2 In my report of 24 October 2007 reference was made to agreement being required on 
new Schedule of Rates and a variation to the works agreement. A team of audit 
officers was to be created from the existing establishment of maintenance officers, to 
check on the new process, quality of works and adherence to specifications. In 
addition the new system would proceed only when the current number of out time 
repairs was reduced to a satisfactory level. 

Proposals / Considerations 

3.1 

3.2 

3.3 

3.4 

Agreement has been reached on new Schedule of Rates for routine tasks. The 
validation exercise performed has determined that there is a cost neutral effect from 
the new rates. 

The rates for voids and planned works have still to be concluded, but are not expected 
to cause any major issues. Agreement on the new rates for routines were fundamental 
to the new IT process and to progressing discussion on the MPC revised bonus 
scheme. 

The main changes to the works agreement have been agreed and only formal 
rewording remains. The key requirement for an “open book” accounting process to 
continue validation work on the new rates has been agreed and is included. 

A team of 6 audit officers has been seconded from the existing establishment of 
maintenance officers with an effective start date of when the new system becomes 
operational. 

A continuous and detailed review of MPC’s performance has been ongoing over the 
last few months with a particular focus on the out of date routine repairs. A reduction 
has been evident, but progress to the extent expected has not been realised. MPC 
advise that the new business process will produce efficiencies which will have a direct 
impact on the backlog issue. In addition MPC have programmed in the IT appointment 
system all the outstanding jobs. Letters have been issued to tenants making 
appointments, with the opportunity to telephone under the new process and rearrange 
an appointment to suit. 



2 

The current backlog situation by area office is as detailed below: 

71 I 115 I 27 1 163 I 221 I 59 I 115 I 117 I 959 
Total 97 I 141 I 32 I 182 I 272 I 87 I 158 I 90 I 203 I 1262 

3.5 Detailed scrutiny of MPC performance will continue to ensure particularly the backlog situation 
is properly addressed along with monitoring of the revised process to gauge expected 
improvements to customer satisfaction and quality of workmanship. 

4. Recommendations 

It is recommended that Committee note the content of this report. 

-Mary Castles 
Executive Director of Housing & Social Work Services 
12 December 2007 

For further information on this report please contact Robin Slater, Property Services Manager, 
on telephone 01236 812598 


