Building works Delivery Plan 2017-18

1|Review and Improve Key Processes

Deliver outcomes from the transformation review into the void

1.2|Operational .
services offer

Review the current vehicle leasing arrangements and procure

1.5|Operational new fleet

Nov-17

Over Target or
Budget

In Progress

Jonathan Stevens

Rich Prewer

Work undertaken with Housing Team. Void action plan developed.
Meeting with Simon Lewis to review progress in June.

ndicative figures suggest void times reduced by 7 days on previous
quarter. Over a year this would equate to a saving of £54k a year in rent

01-Apr-17

In progress

1.8|Operational Deliver cashable savings in the void repairs budget Mar-18 [Jonathan Stevens loss. SWAT are currently undertaking a review on contractor VEM which In progress
. f ) ;
1.9|Operational De\_/elop an LI Sl T (e S Nov-17  |Jonathan Stevens |Awaiting outcome of stores review, due end of June. In progress
for job costing system

Templ./Property Services Delivery Plan

1/3



operational

Review existing stores arrangement

Nov-17

Jonathan Stevens

As above.

In progress

Long Term Maintenance and Investment

Work with Asset Management to develon robust 5 vear First draft of asset data has been produced. Using this information for
2.2|Strategic . 9 P Y Feb-18 |Rich Wiseman 17/18 programmes. Data is not robust though so we have designed a In progress
investment plan
database feedback process.
2.3|Strategic BRI LA [ G L2l S iielin 12 Feb-18 |Rich Wiseman Data being interrogated as we validate properties for 17/18 programme. In progress
programme above
3|Deliver Brilliant Services

3.2|strategic We will |mp_rove our position in respect of the housemark Mar-18  |Rich Prewer
benchmarking tool
. Use business intelligence to better understand patterns and Continued frustration with IT means we are unable to capture information
3.3|Strategic ’ : Mar-18 [Jonathan Stevens . . In progress
trends regarding voids effectively and we are using a manual process.
4|Expansion of Building Services Offer to Include
4.1|operational Inve;t!gate the maintenance service and gas servicing Nov-17 |Owain Jones Currently embeddlng in house gas m.jalnt‘enance team. Decision to be on hold
provision to leaseholders and other external Customers taken later in year as to whether service is expanded.,
Investigate the maintenance service provision to external Understanding our costs are key. Without necessary information we are
4.2|Operational on anisgations p Mar-18 |Rich Prewer unable to ascertain job costs effectively to see if we can compete in a On hold
g commercial environment.
5(Staff Development
5.1|Operational ML le) e L 2 el U SR, SR May-17 R0 W 3 sessions completed / booked. 1 further session to be arranged. In progress
Managers Jonathan Stevens
5.2|Operational Work with IT to increase use of mobile working technology Oct-17  [Rich Prewer Action plan for improvements being developed by IT. In progress
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Property Maintenance Team - Delivery Plan Progress Sheet
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Review & Improve Process 9 5| 4/ O] 5| 4 o] 1| 4 4] 1| 4| 4
Long Term Maint. & Investment 3 3[ 0 3 0| 2 1} o] 2| 1
Deliver Brilliant Services 31 1f 2y of 1] 2f o] 1] 1} 13 1] 1] 1
Expansion of Property Services 20 11 1] o 1] 1 0] 2| of o] 2| O] O
Staff Development 20 11 1] o 1] 1 O] O 2 o] O 2| O
Networking 3 2 1] Of 2| 1 o 1 of 2] 11 0] 2
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April May June July
M Yet to start M Yet to start M Yet to start - M Yet to start
Underway Underway Underway Underway
B Completed H Completed B Completed J H Completed
August September October November
H Yet to start M Yet to start H Yet to start | Yet to start
Underway Underway Underway Underway
B Completed B Completed m Completed H Completed
December January February March
M Yet to start W Yet to start W Yet to start M Yet to start
Underway Underway Underway Underway
W Completed m Completed m Completed W Completed
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Property Services Performance Scorecard
KPI . Target / Expected End of 2016/17 Q12017/18 Cumulative Traffic
Number KPI detail Level 2017/18 AIQIM Performance Performance Performance light Trend Comments
ren
Showing improvement from previous quarter. Further improvements are expected as the Q1
figure includes significant system downtime due to IT complications. Emergencies are measured
1 Responsive Repairs: Emergency Repairs Completed on Time 99% Q 83% 92% 92.00% Q i buy time< eg if a job is reported at 1pm and is not completed until 1:15 the following day this is
identified as a fail. 99% of jobs are completed the following day. There are still Admin errors and
errors around the trade proffesionals completing the tablets correctly.
2 Responsive Repairs: Appointed (non-emergency repairs) Completed on time 80% Q 77.84 86.16% 86.16% ‘ ﬁ 9% improvement on Q4.
1} 9% improvement on Q4. We are investigating why jobs are being missed. IT errors and historic
3 Responsive Repairs: Repairs completed out of target 20% Q 22.16 13.84% 13.84% ‘ oimp . @ L gating wiyJ . . M
processes are the issues at this time and we are looking to iron them out.
4 Responsive Repairs: Spend against profiled Budget £1,998,300 Q £2,925,663
s Responslve Repairs: Productive Time (number of hours works/number of hours 75% a 82% 21.00% 21.00% ‘ ¢> We will contmue»to |dent!fy ways tq increase productive F|me and. increase
available to work) performance. This does include driving time rather than just the time on the job.
Average jobs down significantly this quarter. PDAs were unusable for a number of weeks during
6 Responsive Repairs: Average Visits per day 3.5 Q NEW KPI 2.7 2.7 . Q1 due to IT systems issues, which led to paper tickets being produced for the entire workforce.
This will have contributed to the reduction in performance. There is also a train of thought that as
multi skilling is embeding more SOR (tasks) will be completed therefore resulting in less visits.
Productivity is identified by measuring the number of SOR's not the number of visits.
7 Responsive Repairs: Average jobs per day 5 Q 4.5 3.8 3.8 . G
. G 40 responses vs 107 previous quarter. Major contributor to reduced performance is time taken to
8 Responsive Repairs: Satisfaction with the quality of the works 80% Q 96% 92.00% 92.00% get through on repairs line. Solutions to this are being explored and average call times monitored.
We need to look at identifying how we get more responses to further validate the data.
. . . Year to date we have spent £1,192,120. In addition, we have comitted £66,088 for July. Total
. o 9
10 Planned Maintenance: Commited Spend against budget 100% Q 100% 20.0% 20.0% . NEW expenditure plus commitment is £1,258,208. Our total capital budget is £6,242,000.
We completed 425 of our circa 2,250 property programme. Programmes such as Doors, Windows
and Kitchens are yet to commence, hence the slightly under 25% figure for first quarter. This has
11 Planned Maintenance: % Capital works completed against programme 100% Q 101.4% 19.00% 19.00% ‘ NEW . . ‘y B € R v X °Te N .
not been identifies as amber because its expected in the first quarter that work has gone into
tenderering Etc.
Kitchens = 9.8%, Bathrooms = 10.32%, Roofing = 0%, Windows = 0%, Heating = 25.11%, Doors =
12 Planned Maintenance: Refusal rate (%) 15% Q NEW KPI 3.13% 3.13% . NEW  |0%, Fire Safety = 0%, Soffits & Fascias = 25%, ASHP = 38.57%, Door Entry = 0%, Insulation = 31%,
Ventilation = 0%.
13 Planned Maintenance: Customer Satisfaction against planned works 95% Q NEW KPI 94.20% 94.20% . NEW  |Bathroom = 94%, Heating = 92.8%, Soffits & Fascias = 90%, Insulation = 100%
. 5 ¢> Outstanding: 18 Duke St, 6 Blackmoor Rd, 11 St Patricks Close, 14 Parker Close, 73 Smithy, 59
14 Gas: Percentage of properties with a current CP12 100% 99.9% 99.9% 99.9% ‘
8 prop ; @ B ° ’ Milton. Only 2 of these remain outstanding now and are due to be capped w/c 24.07.
15 Gas: Number of properties going through legal access action (within target date) 10 Q 0 0 0 . NEW [Following forced entry procedure as standard rather than legal route.
16 Voids: Number of voids YTD againt profile 450 Q NEW KPI 68 68 . NEW [Below profiled target. Spring and Summer is traditionally lower than Winter.




17 Voids: Number of Major voids (Quarter total) 35 NEW KPI 25 25 G ‘ NEW |[Below profiled target. Spring and Summer is traditionally lower than Winter.

18 Voids: Number of minor voids (Quarter total) 180 NEW KPI 43 43 G . NEW |[Below profiled target. Spring and Summer is traditionally lower than Winter.

20 |Voids: Average void cost £1,680 NEW KPI £1,680.00 £1,680.00 .

21 Voids: Spend against NEW KPI £215,156 £215,156 . ﬁ

22 Voids: % of voids turned around by sub contractors 10% NEW KPI 4.00% 4.00% G ‘ NEW |1 major void returned by a contractor during Q1.
Void igned off by Pre Void Offi inst id standard. This has allowed

23 Voids: Number of voids post inspected (to agreed standard) 100% 100% 100% 100% G . @ . o\ds now slgng ,O v Pre Vol cers against new void standar s has allowed a more
independent 'critical eye' to be added to process.

24 Voids: Average Major Void turnaround time 35 days 46.6 Days 34.4 Days 34.4 Days G . NEW
Significant changes have been made to the void process to improve repair turnaround times. This

25 Voids: Average Minor Void turnaround time 20 Days 26.6 Days 19.3 Days 19.3 Days G . NEW  [has yielded improvements - average for February and March properties combined were 26.6
minor and 41.6 major. A number of factors have contributed to this, including better integration

. . . . of pre-void officers and improved scheduling and planning practices.

26 Voids: Average Combined Void turnaround time 25 days NEW KPI 25 Days 25 Days G . NEW

27 Aids & Adaptations: Tenant Satisfaction with Aids and Adaptations 95% NEW KPI 94.00% 94.00% G . NEW This only applies to the Bathrof)m programme as Kitchens are completed by the adaptations
team, rather than Planned Maintenance.

28 Numbers of |ssues/ref}15als referr‘ed from Building Ser\{lces to Communities and N/A NEW KPI 0% 0 G . NEW  [No recorded referrals.

Incomes about potential tenancy issues and vulnerability

17 complaints in the quarter. 1 was closed late. Target Date 31/05/2017
* Response Date 08/06/2017
* Pete Bailey visited Tenants on mon 15.05.17 to survey the damaged caused to her property.
Pet d and h ised a job ticket for d tion t tify the d d k will b

29 Complaints completed within time (whole of property services) 95% NEW KPI 94.11% 94.11% A O NEW €1 agreec anc has ralsec a Job ticket for decoration to rectily the damage and work will e

completed by 26.05.17
* Awaiting Confirmation that his works is complete 01.06.17
* This was completed on 23.05.17 letter sent 08.06.17






