
AGENDA ITEM No. I 6  ..... 

To: HOUSING COMMITTEE 

From: DIRECTOR OF HOUSING 

Date: 16 NOVEMBER 1998 Ref RS/MW/5 

NORTH LANARKSHIRE COUNCIL 

REPORT 

Subject: RE TENDERING OF HOUSING 
REPAIRS & MAINTENANCE 

REVIEW 
CONTRACTS - CLIENT SIDE 

1. INTRODUCTION 

1.1 Reference is made to my report of 29 September 1998 which sets out the background * 
and overview of the existing client systems, and responds to various issues which the 
internal and external investigations highlighted. The report also outlines the remit of 
the client system group set up to offer recommendations on a more robust and 
effective contract monitoring and financial control system to deal with new suppliers. 

1.2 The purpose of this report is to update Committee on the review of client systems and 
to agree to a number of recommended changes in operation which are geared to 
improve service delivery and address issues raised in the internal and external 
investigations. At the same time the report considers in detail the remit of the 
interdepartmental project group as detailed in my report dated 29 September 1998 and 
updates Appendix 1 of that report; the Action Plan. 

2. APPRAISAL OF EXSTING CLIENTSYSTEMS 

2.1 Appointment System 

The contract documentation currently being prepared has conditions included relating 
to an appointments system for internal works under priority code 3 (20 day time 
limit) which requires a contractor to offer an appointment either a.m. or p.m. to the 
tenant. This would be arranged via the contractor, but would be monitored by the 
client and would be subject to default penalties upon failure. After the first year of 
the contract further development of the appointment system will be undertaken jointly 
by the contractor and the client, with the intention of offering the most convenient 
method of repairs being carried out, while at the same time considering costs. It is 
intended to introduce this in the 6 area based contracts and adaptation contract whch 
are the subject of the development of a public/private partnership, with effect from 
1 April 1999. 

Area offices are currently taking details regarding access arrangements to minimise no 
access calls by the DLO and Maintenance Officer 
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2.2 

2.3 

2.4 

A sample job receipt incorporating the right to repair details has been produced 
(Appendix 2). It is proposed that the receipt would be issued for all repairs reported 
to the Area Office either through the tenant or their representative or by the area 
Maintenance Officer and would address the following: 

e 

e 

e 

e 

e 

the date the request was reported 
the date issued to the contractor 
the name of the contractor who would cany out the works' 
the date when the repair should be complete 
summary details of the repair work issued 

Along with the receipt would be a satisfaction survey form asking a series of 
questions on attitude of staff and operative, and the standard of the completed repair. 
This would include a pre paid return envelop. 

The estimated cost for the introduction of this scheme based on an expected issue of 
100,000 annually is as follows; 

e cost of mailer / job receipt 2 4,000 

Total f28.000 
e cost of postage $24.000 - 

If the receipt / satisfaction form was introduced each Area Office would require to 
receive completed survey forms for logging and further investigation in the case of 
unsatisfactory performance. The Department would collate the information from all 
offices and report on returned questionnaires on a quarterly basis as part of the 
performance standards. It is also considered that if an annual report to tenants was 
to be introduced in the future, this aspect of customer feedback should be included. 

Use of Composite Schedule of Rates Codes 

It is intended that multi trade composite codes will be developed for use at Area 
Office level prior to the introduction of the new packages 

Customer Feedback on Quality of Completed Repair Work 

As indicated in my report dated 29 September 1998 customer telephone satisfaction 
surveys have been introduced through the emergency standby service. Measures have 
been introduced to ensure that unsatisfactory work is reported immediately to the 
appropriate area to investigate 

Abortive Work / Job Cancellations and Changes in Works Orders 

In addition to the measures advised in my report dated 29 September 1998 the client 
system group has identified that the introduction of an on screen display of direct 
issue of repair works is likely to reduce the incidence of error. Discussions are 
currently taking place with IT to determine the cost implications. Along with this 
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measure the development of a Procedural Manual is expected to contribute to a 
reduction in job cancellations due to errors. 

3. CREATING ROBUST & EFFECTIVE CONTRACT MONITORING & 
FINANCIAL CONTROL SYSTEMS TO DEAL WITH NEWSUPPLIERS 

The measures outlined below are issues considered by the Client Systems Group 
requiring change following review, and are in addition to the issues addressed in 
section 2 of t h ~ s  report. 

3.1 Job Completion, Invoicing and Charging Systems 

In order to ensure that a clear client contractual split is redefined, a detailed 
examination of the existing job completion to job charging system was undertaken 
involving Housing & Finance (accounting and internal audit) officials. The revised 
system has been fully documented including the production of flow charts by internal 
audit and will be introduced under the new contract packages for all service providers. 
The measures which will apply to contracts with or without IT links, will include the 
following 

0 

e 

e 

a weekly list of completed jobs to be created and available for post inspection 
operationally a 14 day post inspection period to be followed by an invoice 
submitted by the contractor for the jobs considered satisfactory 
authorisation for the invoice and payment by Finance Department within 14 
days 

The process developed is on the basis of using the MDIS Repair Client IT System as 
the core to these operations. Various time prompted indicators will automatically 
move the job status from issued, to completed, to charged. Using this mechanism it 
is intended that the MDIS repairs system will as far as possible mirror the financial 
information contained and reported in the financial ledger. A number of changes to 
the existing IT system will be required which are currently being investigated by IT 
services. 

3.2 Default Mechanisms 

The current conditions of default have been reviewed as part of the preparation for 
issue of contract documentation, and in general have been found to require little or no 
change. 

The introduction of the appoinments system will however require monitoring to 
ensure that failure on the contractors part to adhere to appointments made, will be 
covered in terns of the default mechanism. This is currently being investigated by IT 
Services. 
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3.3 

3.4 

3.5 

3.6 

Post Inspection, Quality and Cost Control 

Appendix 4 of my report dated 29 September 1998, indicated the level of post 
inspection on each different aspect of the service, and increased them where 
necessary. As part of the production of the Operational Manuals for the repairs 
service the various components of the post inspection and quality control process will 
be emphasised. This will supplement the existing reporting arrangements dealing 
with post inspection and quality control. 

In addtion to the existing budgetary control mechanisms already in place it is 
envisaged that additional monitoring will be required on the basis of each contract. 

Budgetary and Overall Financial Control / Contract Monitoring & Overview 

In addition to the existing budgetary control mechanism already in place which 
having been reviewed are considered as meeting all the necessary requirement, an 
additional level of financial monitoring is proposed to deal with each contract, or 
group of contracts. For instance, although, budgetary monitoring will take place at 
area level for all aspects including the footpath element of the budget, it is considered 
necessary that the six area based footpath contracts should be monitored together as 
this is one contract package. It is considered necessary to identify a specific officer to 
be responsible for this overall monitoring function. Similarly other contracts covering 
more than one geographic area will require the same approach. A clearly defined 
structure of accountability will require to be created following the announcement of 
the contract packages by the Scottish Office. This will be reported to Committee in 
due course 

System Documentation / Operations Manual /Staff Training 

Throughout the review carried out to date by the Client Systems Groups the training 
needs of staff and the need for system documentation and the eventual production of 
the Operations Manual, have been paramount. Work is currently ongoing to develop 
a manual in a form which will include all policy and procedural changes agreed by 
Council, and will be sectioned to be specifically used by the appropriate stafc clerks, 
maintenance officers, and assistant managers (Property Services). The Manual will 
set out the requirements for the various tasks to be performed by the respective 
officers, the reports which will be produced and what is required following production 
of the reports. It is intended that clear lines of accountability and responsibility will 
be evident on the finalised document. 

On completion of the Operation Manual it is proposed that a service of training 
modules would be produced covering the various components of service delivery 
considered necessary. 

IT System Development 

As mentioned throughout section 3 of this report there are a number of changes 
considered relevant; some more urgent than others, and IT services are currently 
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working on the necessary specification with a view to obtaining prices from MDIS for 
these changes. As a number of the changes are considered necessary for the 
introduction of the new packages this is being treated with urgency. 

3.7 Tenant Consultation 

As indicated in my report dated 29 September 1998 a consultation exercise was 
carried out on 20 August 1998 with Tenant and Resident Associations. Upon 
receipt of the notification from the Scottish Office of the contract packages it is 
proposed to arrange a further consultation exercise where the packaging could be 
explained along with the other changes agreed by Committee to improve service 
delivery and customer feedback. 

3.8 Stafflng Organisational Review 

Proposals to deal with the introduction of new suppliers, and to address the 
requirement within the Secretary of States direction to create a more robust client side 
are currently being developed. The announcement made by the Scottish Office on 17 
November 1998 on the contract packages is currently being considered in respect of 
structures and staffing proposals. It is therefore intended that this be reported to the 
next meeting of the Housing Committee. 

4. RECOMMENDATION 

The Committee are asked to note the report and progress made in the review of client side 
operation, and agree the following recommendation 

a) The production of a receipt / satisfaction survey estimated to cost E 28,000 annually as set 
out in paragraph 2.1 

5. BACKGROUND PAPERS 

Available within the department 

G. Whitefield 
DIRECTOR OF HOUSING 
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12.10.98 

02.12.98 

05.10.98 

30.1 1.98 

Appendix 1 

18 November 1998 
Completed 

Included in report dated 
18 November 1998 
Introduced 

Review of Client Side Operations 
Housing Repairs and Maintenance 

Action Plan 

.~ 

26.02.99 
05.10.98 

of access for existing contracts. 
Examine feasibility of issuing receipts for all 3 

Introduced 

I repairs reported. 

. - . - . . . 
28.10.98* 

Ongoing 

15.01.99 

15.01.99 

Review use of composite Schedule of Rates 
codes. 
Finalise proposals for issue of customer 
satisfaction slips. 
Introduce customer telephone satisfaction 
survevs. 

Ongoing 

Ongoing 

15.02.99 

15.02.99 

~~ 

7 1 Carry out further Area Office audits - Audit 1 
- Audit 2 

10 

8 I Introduce monthlyreports on job cancellations. 

for ;ender evaluation. 
Identify all changes to existing IT and 

9 I Prepare and have audited all SOR frequencies 

11 
administrative system. 
Evaluate multi-skilling and stock management 

12 
proposals. 
Evaluate potential to further develop I appointment system. 

I Specify required changes to existing IT, 13 28.10.98 Housing complete, ongoing 
in IT 

14 

15 

structures. 
Introduce staff training programme on system 

Introduce full shadow system. 

adrmnistrative, financial and budgetary control 
systems to operate and manage new contracts. 
Finalise operational and monitoring and control 
arrangements for new contracts and assess 
changes required to existing structure to 
manage new contracts. 
Complete changes to IT and a h i s t r a t i v e  

Complete Operational Manual and system 
documentation. 
Tenant Consultation on system and Policy 

02.12.98 

15.01.99 

0 1.03.99 

01.02.99 

Target Update 
Timescale 

12.10.98 Completed 

12.10.98 Introduced 

20.01.99 

15.03.99 

01.05.99 

01.04.99 

16 
systems. 
Complete changes to staffmg/organisational 

01.04.99 
29.01.99 

01.06.99 
19.02.99 

Ongoing Ongoing 

* or 14 days prior to tender issue to date for contract documents finalised after 14 November 1998. 

reportrhcclint2 



1 

P 
Appendix 2 P 

r J o R T L  .... 
LANARKSHIRE 
COUNCIL 

Dear 

As a result of your recent enquiry the above repairs have been instructed and should be carried out by the above date. Some repairs may not be able to be completed on one 
visit, and any further appointments to complete the repair will be made by the Contractor. 

Please ensure that any person who calls to carry out the work has the proper identification before you let him into your home. 

Under the Government’s Right to Repair Scheme, if this Repair has been identified as a Qualifying Repair above, please refer to the notes overleaf. 

The Council wishes to monitor the repair service you receive and thinks the best way to do this is by asking you to assess the repair when it has been completed. This will 
enable us to continually improve the repairs service you receive. Please complete the enclosed pre-paid card and return it to us. 

G. Whitefield 
Director of Housing 
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Appendix 2 
THE RIGHT TO REPAIRS SCHEME 

The Governments new Right to repairs Scheme will ensure that, as a Council tenant you have a simple way of getting certain urgent repairs (qualifying repairs) carried out if the usual 
Contractor does not respond within the time limit set for thc repair. 

If the repair you requested is a qualifying repair and is not sorted by the last day of the time limit set for the repair you can instruct an alternative Contractor to carry out the work 

Any complaint or enquiry regarding a “non-qualifying” repair should be made to your Local Area Housing Office. 

Is the Repair 1 Requested a “Qualifying” One? 

You will know if the repair you have requested is a qualifying one by looking at the “Qualifying” box overleaf. 

When Can I Instruct An Alternative Contractor? 

YOU can & instruct an alternative Contractor if the usual Contractor has failed to 
“Date to be Completed By” box overleaf. 

the repair by the end of the last day (midnight) of the time set for the repair. The last day is noted in the 

Choosing An Alternative Contractor 

The alternative Contractor you select to do the repair work, from the list of Contractors below, is you own choice. Only _one Contractor should be instructed to carry out the repair work. 
Remember to select a suitable Contractor for your repair, The Contractor will then make contact with the Housing Department. 

The Contractor will expect you to keep to the same access arrangements that you made when you requested your repair. If you fail to provide access the conditions of the Scheme cease to 
apply. 

TRADE CONTRACTOR DAYTIME TELEPHONE NO. OUT OF HOURS TELEPHONE NO. 

? ? ? ? 

Entitlement to Compensation 

When you have encountered delays and had to instruct an alternative Contractor to carry out repair work we will provide some financial compensation for the inconvenience you have suffered 
(provided there were no exceptional circumstances). 

The amount of compensation is as follows:- 

E10 whcre the usual Contractor fails to carry out the repair by the last day of the time for the repair. 
E2 for every working day the repair remains outstanding after the time allowed for the alternative Contractor to carry out the repair and the day the repair is completed (up to a 
maximum of E50). 

Compensation will normally be made in the form of a cheque within 28 days of the original required completion date. No claim for this payment is required since the Council will 
automatically compensate you if a payment is valid under this scheme. 

Any complains regarding the repair service, the Right to Repair Scheme, or performance of the alternative Contractor should be directed to the Area Housing Manager. P 
m 
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The Council wishes to ensure that each repair is completed to a standard which is to your satisfaction and represents value for money to the Council. 

To assist us in ensuring that the repairs service meets this standard, please complete and return this Freepost card to the Housing Department or hand in the your Local Area 
Housing Office. 

How do you feel about:- 

Very Satisfied 

0 1. The time period between reporting the repair and the repair being completed ...... 

2. The standard of repair carried out ........................................................................ 0 

3. The time taken on the actual repair ..................................................................... 0 

4. The general attitude of the Inspector ................................................................... cl 

5.  The general attitude ofthe Tradesman ................................................................. 0 

Satisfied 

5 

0 

0 

5 

0 

Dissatisfied 

c3 

0 

0 

5 

0 

If you are dissatisfied with any aspect of the repair or the service provided please detail here and an officer will call to deal with your complaint 

Name of person completing form: D a t e . .  ..................................... ......................................... 
c 




