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Report and Recommendations of the Scrutiny Panel on Southway’s Out Of Hours Service
1. Tenant Scrutiny Panel Members

Jeani Packer (Chair), Maggie Walker (Vice-Chair), Siham Bouzidi, Ruth Emmerson, Jean Holt, Geoff Penny, Lorraine Thorney and Jenefer Wilson.
2. Introduction 
We are the Southway Tenant Scrutiny Panel and between September 2013 and February 2014 we carried out a review of the Out of Hours (OOH) Service.  We have only looked at out of hours emergency repairs and not emergency repairs reported to Connect during normal office hours. 

We would draw your attention to the fact that the Scrutiny Panel did not look at the partnership arrangement with Parkway Green and City South in the review of the Out of Hours Service.
This report provides details of what we looked at and sets out our recommendations and observations.
3. What we looked at
To complete the scrutiny review of the Out Of Hours Service we:  

· Received an overview of the service

· Reviewed the Repairs Policy

· Looked at the contract with Astraline

· Analysed performance

· Studied an out of hours report from Astraline

· Interviewed the Head of Service and Operational Manager

· Interviewed Connect Advisors

· Interviewed operatives who work out of hours

· Visited Astraline

· Listened to calls from Southway tenants to Astraline

· Talked to tenants who had recently accessed the service

We presented our initial findings to managers on 11th March, 2014.
4. Overview of Scrutiny Findings
We have found that Southway Housing Trust provides a very good Out Of Hours Service to its customers and we would like to thank the Board and managers for their commitment to this service.

During the review we have identified some areas that we believe require some further exploration by officers and we have listed these as areas for improvement.  We have also made some general observations that we ask Southway to note.

In addition to the above we have a small number of key recommendations.

5. Areas for Improvement
a
Sometimes Astraline does not inform tenants that a repair is, or may be, rechargeable, for example, loss of keys.  The tenant should be advised of this at the earliest possible opportunity within the call.  
b
Some gas parts have to be ordered due to older type boilers still being in use. This can cause delays in completing the repair.  It appears that Astraline advisors sometimes tell tenants the repair will be done, for example “on Monday” but actually it may be up to a week because the part has to be ordered by Southway.  Astraline should advise the tenant that Southway will let them know when the repair can be completed rather than try to predict.
c
Astraline is not consistent in recording details of the operative who completed the job (Southway, Parkway Green, City South or Manchester Working). 

d
During calls it was noticeable that at times there was a lot of background noise


which is potentially distracting.  
6. General Observations
a  
Astraline has a high staff turnover as it attracts students.  This could be               counter productive and there are concerns that related costs could be passed onto Southway.    

b
There appears to be an inconsistency in terms of applying 'vulnerability' to tenants.  An example is that a tenant with learning difficulties was asked by an Astraline advisor to re-pressure the boiler.

c
Lone worker devices, the GPS tracker system and satellite navigation are viewed as welcome tools by Southway operatives.
d
There were no details of any calls being directed to the Astraline duty manager for  


reconciliation of tenant problems.
e
One of Astraline's advisors spoke very quickly which could cause difficulty for some tenants.  

f       Astraline has an intense training and shadowing programme.
g
Astraline offered a significantly cheaper service than other suppliers at the time the original contract was agreed.    
h
If a broken window is reported the Astraline operatives give clarification that it will be boarded and not reglazed as operatives do not carry glass.    

i
In relation to attending emergencies within the three hour target performance is very good. 
j
Performance on time taken to answer calls is also good.

k
There is a strong working relationship between Southway and Astraline.  The Panel was concerned about familiarity but has been assured by officers that there are no risks at this time due to safeguards being in place. 

l
Regular meetings between Southway and Astraline take place to discuss performance, trends, lessons learnt and feedback.    

m
Astraline has an internal emergency plan in place if things go wrong at Southway.    

n
Southway is able to transfer calls to Astraline while Connect staff undertake training and hold team meetings.  Astraline also provide cover during all staff events, such as the annual staff conference.    

o
The Southway website has sufficient information regarding emergency repairs.

7. Key Recommendations

	A. The Out Of Hours service should go out to tender when the contract is nearing completion.

The Scrutiny Panel feels that the contract should definitely go out to tender when the current contract comes to an end in order to invite competition from other suppliers to provide the service at the same level of cost or better.  We propose that a tenant from the Residents Consultative Group is involved in the tendering process.
The Panel also believes that a tendering process will minimise the risks of over familiarity and self-interest.
B. Astraline should have access to more of Southway’s data/records

If Astraline has access to Southway’s data a more effective and efficient service would be provided.  Astraline advisors would have access to up to date information and be able to enter data and when appropriate book appointments.  The Panel understands this would come with an additional cost to Southway.   
C. Improve collection and reporting of tenant satisfaction
This is not currently collected consistently and the Panel believes it should be as the information could help to inform future decisions about the service.  The recording and measuring of tenant feedback is of growing importance.
Continuous monitoring of service delivery has many benefits.  Tenant satisfaction surveys deal with specific customer issues, often resulting in actions to help dissatisfied tenants.

Getting immediate feedback from tenants enables problems with individual operatives to be identified and resolved before other tenants are affected.  It also means faulty workmanship or materials can be rectified more readily before further damage occurs.  This improves the quality of service to tenants and minimises further costs.
D. Review Astraline scripts on an annual basis

The scripts used by Astraline are not reviewed by Southway.  The Panel would like these to be looked at on an annual basis to ensure they are consistent with Southway policy.

E. More robust evidencing of completion of jobs

Operatives do not ‘ring in’ on the completion of each job which means jobs are not ‘time stamped’.  This means the time taken to complete a repair is not accurately recorded and in order to provide precise performance data a reliable system needs to be in place.
F. The recording used during Southway office hours should be changed

When Southway use Astraline during the day to cover team meetings the recorded message heard by tenants is “You are through to Southway’s Out Of Hours Service”.  This is confusing for tenants.  The message should reflect the reality.  



8. Conclusion and Next Steps 

We acknowledge the strengths of the Out Of Hours Service and these do not need to be considered further.  
We believe that we have set out the actions we would like to see implemented to make improvements to the service in the ‘areas for improvement’ and ‘key recommendations’ sections of this report.  
The Panel would like the Audit and Risk Committee to approve the recommendations in this report and officers to address these in an action plan which we would like presented to us at the end of April before we embark on our next scrutiny review.
We thank officers and residents for giving up their time to help us with this review and we will make ourselves available to clarify any issues raised.
One point we would like to make is that during the review of the Out Of Hours Service we were concerned that some financial information was held back.  We did accept this but later found that it was not advantageous to complete the review without any information about the cost of the service.  Upon a second request the information was provided.  As all Panel members have signed a Confidentiality Agreement and have the remit to consider whether services offer value for money we ask that such information is not withheld in the future.
We intend to scrutinise Southway’s Concessionary Services next and plan to commence this work at the beginning of May.  We look forward to working with officers again.
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