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Executive Summary 

 
Members will recall the report of 2 November 2017 approving the extension of the 
existing Care and Repair/Handyperson Service contract arrangements with Link Housing 
Association initially to April 2019 in accordance with the contract provisions. The report 
also approved the commencement of a consultation process reviewing service user 
requirements in relation to future contract arrangements for a new Care and Repair/ 
Handyperson Service. 
 
This report provides Members with the results of the service user consultation process 
and seeks approval to extend the existing Care and Repair/Handyperson Service 
contract with Link Housing Association by a further year in accordance with the existing 
contract arrangements whilst procurement of a new service is undertaken. 
 

 

 

Recommendations 

 

 Note the outcome of the service review and recommendations from the focus group 
event in terms of a future service contract. 
 

 Approve the take up of the final one year option available within the current contract 
arrangements with Link Housing Association for the period 1 April 2019 to 31 March 
2020. 
 

 Approve the procurement of services for a future contract for Care and 
Repair/Handyperson services throughout North Lanarkshire with the outcome of the 
procurement process being the subject of a future report. 

 
 

 

Supporting Documents 
 
Council business      
plan to 2020 
 

Priority: Improving the health and care of communities 
Enable more people to live independently at home or in a homely 
setting for as long as it is safe to do so.   
Priority: Improve relationships with communities and third sector 
Increase levels of community participation, engagement and 
volunteering. 



 
Appendix 1 
 

 
Summary of service user survey results. 

  
1. Background 

 
Current Services 

 
1.1 Committee will recall from the November 2017 report that the current Care and 

Repair/Handyperson Service provides assistance to elderly and disabled home 
owners throughout North Lanarkshire via a small repairs and handyperson 
service.  

 
1.2 The Small Repairs Services provides home owners with an opportunity to have 

small internal and some minor external repairs carried out to their property by a 
qualified tradesperson.  There is currently a charge of £10 + VAT plus the cost of 
any materials required for each small repair.   
 

1.3 Examples of the types of small repairs undertaken include door/window 
adjustments, door thresholds removed/altered, minor pipe/cistern/tap leaks, 
socket/ light switch change and installation alteration of sockets/ telephone points 
for alarm systems to assist with early hospital discharges etc. 
 

1.4 The Handyperson Service is available to all older people and/or people with a 
disability regardless of tenure and provides service users with the opportunity to 
have a range of practical household tasks completed that would ordinarily be out 
with the range of work undertaken by home support staff or the Small Repairs 
Service.   
 

1.5 Examples of the types of works undertaken by the Handyperson Service include 
hanging curtains, moving furniture, changing lightbulbs/shades etc.  The 
Handyperson Service recruits and trains volunteers from the local community to 
deliver the service and only charges for any materials used.   

 
1.6 Since 2015, the current service provider, Link Housing Association, have 

completed over 9,000 tasks throughout the 3 year fixed term period of the 
contract. The service is currently on target to complete its annual target of 3,200 
tasks through the current one year extension period. 
 

1.7 The current contract arrangements are as follows: -  
 

 Small Repairs and Handyperson Services. 

 In Year 1 of the 2 x one year extension options in accordance with the 
2015-18 fixed term contract  

 Annual budget of £232,000. 
 

Consultation 
 
1.8 As part of the consultation process for review of the current services provided, 

North Lanarkshire Council carried out a postal survey of over 200 users of the 
service over the previous 6 months. The review process also included surveying 
internal and external partners such as Housing Associations, NHS Lanarkshire, 
voluntary organisations and elected members.  A summary of the responses 
received is shown in Appendix 1. 



 
1.9 A focus group event was also held with service users which outlined similar 

results to those of users that returned surveys with an additional suggestion for 
consideration of a one off garden tidy service. 
 

1.10 In terms of satisfaction with the services being offered via the Care and Repair 
/Handyperson Service as indicated in our November 2017 report, Link Housing 
Association’s satisfaction audit of its service users indicates satisfaction levels of 
97%+ for the last 3 years. 

 
1.11 The council’s recent review also confirmed such high satisfaction levels with a 

99% satisfaction level recorded by recipients of the service over the last 6 
months.  

 
 

1.12.1 To date, neither the Council nor Link Housing Association has received any 
official complaints from service users regarding the service. 

 
 

  

 
2. Report 
 
2.1 The results of the survey and the focus group confirm that the services provided 

by a Care and Repair/Handyperson Service are viewed as being of high value to 
the local community.   

 
2.2 Based on the audited success of the current service and the exceeding of 

contract targets by the current service provider, it is proposed to exercise the final 
one year extension option available in line with the current contract 
arrangements. This would extend the current contract until 1 April 2020 

 
2.3 Discussions have taken place with the current service provider who has agreed 

in principle to the final one year extension to the current contract arrangements 
subject to funding availability. No additional increase to reflect inflation is included 
in the costs for the services which are as per 2015 rates. 

 
2.4  Confirmation of approval of the extension to the current contract process would 

enable the procurement process to commence based on the current service 
provision and the views expressed by service users during the recent consultation 
process.  

 
2.5 The new contract would be procured in line with the Council’s procurement 

process with the aim of providing continuation of services allowing older and 
disabled owners maintain their homes after the end of the proposed extension of 
the current contract until 1 April 2020. Due to set up costs etc. for any new 
provider, it is not anticipated the initial timescale for the new service would be 
less than 3 years. 

 
2.6  The contract will require to be advertised in the Official Journal of the European 

Journal (OJEU) via the Public Contracts Scotland advertising portal. 
 
2.7 As part of the tender assessment process, a value for money assessment 

process will be undertaken based on the services to provide with the outcome of 
the tender assessment process and finalisation of the services to be offered as 
part of the contract being the subject of a future report. 



 
 

 
3. Equality and Diversity 
 
3.1 Fairer Scotland  
  
3.1.1 Reviewing the services available to all elderly and disabled home owners assists 

in tackling inequalities across communities by improving the socio-economic 
opportunities for such households.  

 
3.2 Equality Impact Assessment 
 
3.2.1 No adverse impacts on equality groups are identified in relation to the proposed 

extension of the existing contract. A full Equality Impact Assessment process 
would be an integral part of the procurement process for the new service 
provision. 

 
 

 

 
4. Implications 
 
4.1 Financial Impact 
 
4.1.1 The annual breakdown of the £232,000 funding for the current service is as 

follows:   
 

North Lanarkshire Council Non HRA General Fund - £205,000   
NHS Lanarkshire (12% of £232,000) - £28,000. 

  
4.1.2 Discussions are ongoing with NHS Lanarkshire with regard to £28.000 funding 

for the proposed one year extension to the current contract until April 2020.  
 
4.1.3 The existing service would continue to be managed on behalf of the council by 

Built Environment Staff within Enterprise and Housing Resources with funding for 
the one year extension period proposed to be met from the 2019/ 2020 Private 
Sector Housing budget. 

 
4.1.4 It would be proposed to commence the procurement process for the new contract 

based on a current total annual funding for Care and Repair/Handyman Services 
of service provision of £232,000. This is based on discussions also currently 
being ongoing with NHS Lanarkshire regarding a commitment for funding towards 
the proposed new contract which, like the current contract, would continue to offer 
services for early hospital discharge for patients.  

  
4.2 HR/Policy/Legislative Impact 
 
4.2.1 There are no HR implications. 
 
4.2.2 Legal and Demographic Solutions and Finance Services have been consulted as 

part of the preparation for this report. 
 
4.3 Environmental Impact 
 
4.3.1 There are no environmental impact implications for this contract. 
 



4.4 Risk Impact 
 
4.4.1 Delivery is managed in line with the targets defined within the contract.  The 

associated risk of under/ over spend is actively managed via regular meetings 
with the service provider, Link Housing Association, to monitor activity throughout 
the terms of the contract. 

   

 
5. Measures of success 
 
5.1 Delivery of agreed targets within the terms of the contract. 
   

 
 
 

 

Shirley Linton 
Head of Enterprise and Place  



Appendix 1 
Care and Repair/Handyman 2018 Service Review 

Summary of survey results 

 
Total surveys Issued  210 
Total responses  105 (50%) 
 

Question No. Answered Yes No 

Have you used the service in the last 12 months? 105 103 3 

 

Question No. Answered Ave. 
Rating 

Average Rating provided from those that have used 
the service. 
On a scale of 0 being the worst and 100 being the 
best value service 

99 99% 

 

Question No. 
Answer
ed 

Small 
Repair
s 

Hand
ypers
on 

Both (small 
repair & 
Handyperson) 

Referral/ 
Advice 
only 

What type of service 
did you use? 

102 40 17 41 4 

 

Suggestions for other types of services Total No. 
answered 

40 

External repairs/ Gardening/ Decoration type works 15  

Suggestions already covered within existing service 20  

Other 5  

 

Question No. 
Answered 

Yes (no.| 
%) 

No (no.| 
%) 

Is the current charge of £12 for small repairs 
reasonable? 

96 95 99% 1 1% 

 

Question No. 
Answered 

Yes (no.| 
%) 

No (no.| 
%) 

Would it be considered reasonable to 
introduce a charge for the handyperson 
service? 

93 70 75% 23 25% 

 

Question No. 
Answered 

£0 to £10 £11 to 
£20 

£21 
and 
over 

If a charge was introduced what would 
be an appropriate level of charge? 

72 50 69% 19 26% 3 4% 

 

Question No. 
Answered 

Yes (no.| 
%) 

No (no.| %) 

Should a home assessment service be 
added to assess properties in terms of 
safety and design for people living with 
dementia? 

100 87 87% 13 13% 



 

Question No. 
Answered 

Yes (no.| 
%) 

No (no.| %) 

Should a charge be made for a home 
assessment if introduced? 

91 49 54% 42 46% 

 

Question No. 
Answered 

£0 to £10 £11 to 
£20 

£21 
and 
over 

What level of charge would you 
consider to be reasonable for a home 
assessment? 

49 29 59% 20 41% 0 

 


