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Repairs Service Improvements 

Resident Liaison Group

2 December 2015

Carol Hinvest

Background

• Repairs review working to understand the way that 

the whole system around repairs works

• Escalating concerns about the performance of the 

Repairs Contact Centre

• Underlying issues with the performance of core IT 

systems

• Issues with some of the repairs contractors

3
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Context

• Repairs overall has generally good performance

• RCC performance has been declining steadily over at 

least a year from a good position two years ago

• The performance of the core IT systems that support 

the repairs service has been an issue over the past 

year

LKPI 139: % of all repairs completed within target
(YTD data)

4



LKPI 89: % of Repairs Completed On First Visit 
(based on tenant satisfaction - KWEST)

LKPI 79: % of Dwellings with a valid Gas Safety 

Certificate
(YTD data)
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RCC performance over two years
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Since the Universal Housing 

upgrade

Since the Universal Housing 

upgrade
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Repairs Contact Centre reducing the time 

it takes to get through

• We are undertaking a winter recruitment campaign to double the number of 

staff answering calls to get the right numbers on the phone

• We are changing the shift patterns to make the centre run more effecitvely

• This recruitment will be focused on getting staff with the right aptitudes and 

skills

• Increasing the proportion of repairs done right first time so residents don’t 

have to call back

• Reducing the questions asked on the phone with more diagnosis done by the 

operative in the property

• IT systems have been upgraded and are stable

Repairs Contact Centre –reducing the 

need for residents to phone

• A new process is in place to complete follow on works promptly

• We have enabled the RCC managers to put a message on to alert residents 

where we know there is an issue and it has been reported

• We are working with the providers of the out of hours service to enable them 

to raise follow on repairs meaning residents don’t need to call the following 

morning

• We are investigating why so many people call to confirm appointments when all 

should receive a text message confirmation and changing the process for text  

messages and text reminders

8



Repairs Contact Centre – Future 

improvements to the customer 

experience
• We will be introducing on hook waiting – residents can choose a call back 

when they reach the front of the queue rather than having to wait on the 

phone

• Email integration – e-forms from the website will be routed through the phone 

system and dealt with in turn so that the response would be as quick as if the 

resident had phoned

• We will be more proactive in managing complex repairs leading to less waiting 

time for customers and no need for them to chase us

• We will be increasing the proportion of repairs that are completed right first 

time

Contract Management

• Nine new contracts have been let to replace the 3 framework 

contracts

• Clarity on which contractor is responsible for which repairs

• Thorough the mobilisation process for each contract there has been 

an emphasis on Key Performance Indicators and complaints 

handling

• Identified contract managers with responsibility for each contract

9



Resident Liaison Group

November 2015

BUDGET UPDATE

Content

1. Review of discussion at RLG Awayday, and highlights from 

the Autumn Statement (to follow)

2. Housing Revenue Account and Business Plan 2016-2020

3. Savings for 2016/17

4. Information to Residents

4. Any Questions.
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Council’s Finances

Council Savings
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Where money is spent

Draft Capital Programme

DRAFT

HRA BUSINESS PLAN - CAPITAL

Capital 

Programmes
2016/17 2017/18 2018/19 2019/20 2020/21

2021-

2025

2026-

2030

2031-

2035

2036-

2040

2041-

2045

Estate 

Regeneration
110,035 107,274 102,473 98,005 61,839 54,668

- - - -

Woodberry Down 5,168 14,752 3,515 10,894 16,784 25,340 30,628 23,589
- -

Asset 

Management Plan
37,174 59,188 91,086 44,272 48,682 189,391 216,271 202,512 335,358 316,667

Housing Stock 

Other
12,138 8,323 6,898 6,170 5,852 31,061 34,294 37,863 41,804 46,155

Housing Needs 612 624 637 649 662 3,516 3,882 4,286 4,733 5,225

Private Sector 

Housing
1,326 1,353 1,380 1,407 1,435 7,619 8,412 9,287 10,254 11,321

Total 166,453 191,515 205,988 161,398 135,254 311,595 293,487 277,538 392,149 379,368
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HRA Debt Graph based on current spending

HRA Debt Graph if savings are delivered
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HRA Business Plan

Continued delivery of planned £8.955m savings to 2018

Plus additional £10.1m savings to mitigate rent reduction

£1.3bn investment in Housing stock

Delivery of Estate Regeneration and Woodberry Down 

Programmes

HRA Savings Profile as Result of 1% Rent Reduction Announcement

2016/17 2017/18 2018/19 2019/20 2020/21 2021/22 2022/23

Current HRA 

Business Plan 
Savings

3,185,000 2,985,000 2,785,000

Additional Savings 
Required

1,400,000 1,700,000 2,000,000 5,000,000 500,000 500,000 500,000

Total HRA Savings 

from 1% Rent 
Reduction

4,585,000 4,685,000 4,785,000 5,000,000 500,000 500,000 500,000

2016/17 Savings
HRA SAVINGS 2016/17 £000's

Employees: inflation limited to 1% per annum in line with the council’s Medium term Planning Forecast (MTPF) for 
housing management staff, repairs and management staff and estate based staff. 

635

Other Budgets: inflation limited to 1% per annum on all other expenditure budgets. Council’s MTPF does not 
automatically uplift for inflation.

450

LBH Recharges, as the Council delivers its cost reductions there will be a reduction in the recharge to the HRA. 200

Repairs & Maintenance Voids, this reflects the trend of a lower a number of void properties year on year. 175

Procurement 2014, it is expected that there will be savings from the re-tendering exercise - both revenue & Capital. 500

Concierge Service, review of the service and charges.  This is part of the three year plan to review the Concierge 
Service.  Work has already commenced on testing and piloting service models which will bring about savings from 
the start of April 2016.

200

Review the management of Contact Centres, a review is planned to be undertaken of the Neighbourhood and 
Repairs contact centers in order to assess more efficient use of them

30

Review the management of complaints, the process for responding and monitoring complaints has been changed 
and it is expected that a vacant complaint officer post can be deleted for 2016/17.

50

Other savings in Tenancy & Leasehold Services, the other staffing savings amount to 2 or 3 posts with oncosts as 
we move into the Council. HR advice is being provided.

125

Review of vacant posts, a number of posts that have been vacant will be considered for deletion.  This is not 
expected to have an impact on service delivery.

200

HH Contingency and alignment of budgets, release the contingency as the majority of HH Management fee is 
employee based.

150

Restructure of Payments Team, a restructure of the team has already been undertaken and the saving will accrue 
for 2016/17.

99

Right sizing of Training budget, the central HH training budgets has been underspent for the past few years.  It is 
currently £334k and it is felt that this is more than adequate and therefore this saving is viable.

20

Review of Corporate Expenses, (central recruitment costs / conference expenses / food & drink / subscriptions and 
recruitment costs):  The majority of this saving - £25k will be from the deletion of central recruitment budget which 
has not been utilized as service areas fund their own recruitment costs.

33

Review of management of Performance & Strategy and CE support services, these staffing savings amount to 2 or 3 
posts with oncosts as we move into the Council. HR advice is being provided.

90

Review of costs for servicing lifts, installation of new lifts and monitoring equipment is expected to reduce the cost 
of servicing lifts.

250

TOTAL 3,207
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Additional 2016/17 savings under discussion

HRA SAVINGS 2016/17 £000's

Further staffing reductions
220

Acceleration of reduction of concierge service subsidy 100

Restructure of the Asset Management and Planned Maintenance divisions 400

Reduction in Bad Debt Provision 300

Additional leasehold service charge income 100

Creation of Housing Hubs. 150

Use of mobile mast money reserve to fund the capital programme 150

TOTAL 1,420

Next Steps

HRA Budget Report to Cabinet in January

Article in HH news:

Setting out the government 1% rent reduction; and

Anticipating an inflation based service charge increase 
(e.g. due to the employers National Insurance increase)

Use VR scheme to consider whether further efficiencies can be 
made to help tackle the savings requirements in future years.

15



ANY

QUESTIONS ?
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