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1. 

2. 

3. 

Purpose of Report I Introduction 

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 20 August 2008 advising on progress to date. 

Proposals / Considerations 

3. I. The undernoted details call volume. A significant training exercise has been ongoing 
following recent high staff turnover. This has resulted in a reduced performance as can be 
seen in the table for August, but the most recent figures for week ending 12 September 
showed a return to improved performance level (94.94% incoming calls answered with an 
average queue time of 00:00:43) 



3.2. The performance of MPC has continued to be the subject of very detailed scrutiny at the 
highest level. The current position which will be further updated at the Committee is as 
follows: 

Voids Shotts Bellshill VPark MWell Wishaw M/Burn Kilsyth Coatbridge Airdrie 
& CIN 

MPC 11 16 3 31 30 5 6 28 21 
Holdings 
out of 1 2 1 9 3 0 0 10 5 
Response 

Total 

151 

31 

The actual figure of outstanding out of time repairs, is lower than reported in this 
committee report and in the weekly figures issued by the Housing Division. This is a 
result of the current system operated by MPC whereby the closing down of lines is 
delayed to accommodate the input of the necessary payroll details from the 
timesheets. Due to this delay, the differences between the figures actually completed 
and those shown on the Housing IT system can be significant. Information is 
obtained on a weekly basis from MPC showing the jobs in this category. MPC are 
addressing this problem by employing payroll staff to work alongside operational staff 
in the depots to close down jobs a lot quicker. An amendment to the handheld 
software is being introduced in December 2008 to resolve this problem once and for 
all. It has to be emphasised, however, that the actual number within the backlog has 
remained below the target figure of 700. 

3.3. MPC’s Action Plan has been updated and the most significant issues are as detailed 
below: 

Work is progressing in conjunction with officers of the Council, MPC and trade 
unions, to review the schedule of rates to progress a revised bonus scheme. 
A timetable has been prepared for completion of this by the end of November 
2008. This will include amongst other things changes to the diagnostic tool 
used in the contact centre. In addition, a revised criteria for pre-inspections of 
work has been agreed which will impact on the originally anticipated 
reductions on the workload of NLC maintenance officers. 

To improve customer satisfaction levels MPC are to train staff to a level 
required by Morrison Facilities Services Ltd under their “Passport to Work 
Scheme”. The deadline for completion of this work is by the end of October 
2008. 

3.4. The current partnership term is for I 0  years and expires on 21 January 201 1. 



4. 

5. 

Consideration is currently being given to future options for this and the other 
partnerships covering repair and maintenance work. 

Financial I Personnel I Legal I Policy Implications 

4.1 There are no financial, personnel, legal or policy implications. 

Recommendations 

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

Mary Castles 
Executive Director of Housing & Social Work Services 
14 October 2008 

For further information on this report please contact Robin Slater, Property Services Manager on 
telephone 01698 274142 


