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1. Purpose of Report / Introduction 
The purpose of this report is to update members on the 2011/12 performance of the joint 
venture strategic partnerships established in relation to the delivery of Housing Property 
Repairs & Maintenance and Central Heating Repairs & Maintenance. 

2. Background 

2.1 

2.2 

2.3 

2.4 

2.5 

Following a full OJEU tendering process via the restricted procedure, the Council 
established new joint venture service vehicles for the delivery of Housing and Non 
Property Repairs and Maintenance with Morrison Scotland LLP (MSL) and Central 
Heating Repairs and Maintenance with Saltire Facilities Management Limited 
(Saltire). For the purposes of this Housing report, all Non Housing elements have 
been excluded. 

Contracts commenced on 8 January 2011 (Saltire) and 22 January 2011 (MSL) 
respectively. The duration of both contracts is for a period of ten years with an option 
to extend for a period or succession of periods not exceeding three years in total- 
subject to performance. 

Performance in relation to each partnership is strictly governed by a range of set 
performance criteria, both financial and operational, with the separate Works 
Agreement for each partnership clearly identifying that the Employer (NLC) and the 
Service Provider (MSL / Saltire) require to work together in a spirit of trust and close 
co-operation and in good faith to achieve the purpose of the Works Agreement to 
their mutual benefit, 

In line with the above, performance in relation to the financial and operational 
delivery of both partnerships is closely and jointly monitored on a 4 weekly cycle, or 
more frequently as required, via a series of established reports and formalised liaison 
events. In line the nature of the agreements, whole service reviews will also be 
undertaken at year 4 and 8 of the contracts in question. 

Operational performance outcomes in relation to the first full financial year of the 
partnerships is now finalised and has been summarised for review and improvement 
planning purposes. 

3. Partnership Performance 201 1/12 (Routine Repairs) 

3.1 Each year, Housing and Social Work Services publishes a range of information in 
relation to the performance of the Repairs Service. This is primarily aligned with 
established public performance reporting requirements and existing Statutory and 
locakontractual Key Performance Indicators (KPl’s) detailed within each partnership 
agreement. More recently, developments have been further informed by the 
publication of the Governments Scottish Social Housing Charter outcomes and 
ongoing related Scottish Housing Regulator service expectations and standards and 
these continue to inform ongoing review activity in relation to contract standards and 
conditions. 
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3.2 The purpose of all such performance reporting is to evidence service outcomes in a 
clear, transparent and accountable manner. This information is then utilised to 
engage customers in identifying ongoing areas of challenge and improvement, and if 
need be, take direct action in relation to the operation of the strategic partnership 
vehicle in question. 

3.3 In line with the stated performance criteria for the strategic partnerships, a series of 
KPl’s (Key Performance Indicators) are captured across primary service objectives 
and priority timescales to clearly inform upon performance outcomes (see figure 1 for 
routine repair elements). These KPl’s are directly linked to a range of related powers 
held by the Council to take direct action should performance consistently fail to meet 
required standards. 

3.4 

3.5 

3.6 

3.7 

As detailed above, overall performance across the identified routine work priorities 
can be summarised as 94.17% of all works completed within timescale for MSL and 
99.83% for Saltire for 201 1/12 for agreed priorities. The combined KPI for all routine 
elements is 96.28%. 

Towards the end of the financial year, and following implementation of a number 
mutually agreed actions, it was encouraging to note that as an example, MSL 
performance for Routine 20 Days at year end had risen to 95.6% and 95.7% 
respectively for February and March 2012 (from a previous low of 88% in April 201 1 .) 

All related elements continue to be closely monitored and actioned accordingly. 
Following the recent appointment of a number of new senior staff within MSL, a joint 
improvement plan is being drafted in line with the previously assessed objectives of 
the Business Plan (assessed as part of the previous award criteria and closely linked 
to the upcoming contract reviews). This will significantly further inform required 
actions for 2012113 and these will be viewed in line with related performance 
outcomes which will continue to be closely monitored and related action taken as 
required. 

Business improvement activity within Housing Property Services has continued over 
the year against this backdrop, with significant service improvements delivered 
across: - 

Revised pre & post inspection activity (NLC/MSL)- all targets now being 
met 
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3.8 

3.9 

Joint revision and successful implementation of an updated diagnostic 
and aligned repair instruction framework (NLCIMSL) - removal of variation 
from majority of Emergency & Routine works 
Full development and deployment of mobile technologies across 
Property Services personnel (NLC/MSL/Saltire)- allowing for live job 
instruction, tracking and delivery from site 

In line with 2.3, the Service has openly engaged partners in an ongoing review of 
procedures in relation to the delivery of the Repairs Service, with a series of events 
held throughout the year to examine end to end procedures and deliver related 
improvements. The Service operates a rolling improvement programme and this has 
been shared with both partners to ensure that a collective approach is maintained. 

It is intended that in line with recent changes, a number of such factors can be re- 
examined in 2012113 to support related improvement objectives. This will be 
supported by an audit framework which has been established (February 2012) in line 
with the open book nature of the contracts. This is currently being utilised to test 
existing procedures and fully validate partner contractor performance results across 
agreed objectives. These audits, which are undertaken by qualified Housing Property 
personnel, are now further informing a range of related improvement priorities for 
both partnership vehicles. 

4. Partnership Performance 201 1/12 (Voids & Servicing) 

4.1 

4.2 

4.3 

4.4 

In line with the nature of the service, both MSL and Saltire are involved in a range of 
high priority and targeted objectives which are bespoke to each service area. 

In relation to Voids management (MSL), the Service had the set the objective of 
reducing average end to end void turnaround timescales to 27 days (across all 
priorities / classifications) for 201 1/12. The actual figure achieved at year end was 
26.8 days, with commensurate savings targets realised in relation to reductions in 
overall void rent loss. For comparison, performance in 2009/10 was 49.3 days which 
highlights the significant progress made in recent years. 

For 2012 / 13, the target has been set at 26 days as it is recognised that whilst 
further improvements can be achieved at the margins, this must be balanced by a 
fully aligned SHQS+ letting standard and this matter is currently under joint review. 

For Gas Servicing (Saltire), the target set by the Service for 201 1/12 was 100% of all 
properties checked/certificated within a rolling 365 day cycle. Whilst performance in 
this area has improved year on year, previously the required objective of loo%, 
which is aligned with required gas safety regulations, had never been met. Following 
further joint review / improvement activity and related recommendations which the 
Committee approved in October 2011, the service achieved its 100% target in 
November 2011. As important, this has now been maintained since this time 
ensuring that the Council, as the largest local authority landlord in Scotland also has 
the highest possible standard in relation to gas safety certification. 

5. Customer Feedback Mechanisms 

5.1 Customer feedback mechanisms are firmly established in relation to the performance 
of both partnership vehicles and provide valuable information in relation to the 
performance of a range of service aspects. However, in line with the commencement 
of the recent Scottish Social Housing Charter, the Service is currently reviewing its 
approach to fully align feedback with the new standard and expected outcomes 
detailed within, establishing a single feedback mechanism for all aspects of service 
delivery . 
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5.2 A revised approach is also being introduced in relation to the management of 
customer complaints following the Scotland wide adoption of the new Scottish Public 
Services Ombudsman model (2 stages). 

5.3 As such, once aligned during 2012/13, these integrated and mutually beneficial 
approaches will be utilised across all areas to profile and target ongoing service 
improvement objectives with outcomes to be reported regularly to Committee. 
Priority areas from feedback received during 201 1/12 include improved resource 
management and coordination of repairs by appointment, reductions in failed service 
events through no access and related robust customer communication standards. 

5.4 As these models will alter how related performance is captured and profiled, baseline 
data will be reported from the end of 2012113 onwards to ensure like for like 
comparison and the effective demonstration of continuous improvement for 
customers. 

6. Financial / Personnel I Legal / Policy / Equalities Implications 

6.1 In line with the legal and contractual nature of both partnerships, separate Board 
arrangements are established which deal primarily with the internal financial and 
operational performance of each respective partnership vehicle. 

6.2 Any developments which relate to the Councils finances, personnel, legal position, 
policies or issues of equality will continue to be managed via the respective process 
and reported to Committee individually as required to ensure effective scrutiny and 
review. 

6.3 Ongoing provision is established within the HRA in relation to both partnership 
vehicles and outcomes to date continue to be in line with the previous financial 
commitment forecasts as originally set out within the contracts. 

7. Recommendation 

It is recommended that the Committee note :- 

7.1 The report in relation to the 2011/12 summary performance of the strategic 
partnership vehicles for Housing Property Repairs and Maintenance and Central 
Heating Repairs and Maintenance. 

7.2 A six monthly report will be established to detail performance across agreed KPl's, 
Customer Satisfaction and Complaints to support the ongoing review and delivery of 
the strategic partnership vehicles. 

7l?k%wCulk%L' Elaine McHugh 

Head of Housing Services 
07 June 2012 

For further information on 
on telephone 01698 332081 

Mr D Murray, Property Services Manager 


