July 2019
Report of the Southway Tenant Scrutiny Panel

[image: image1.jpg]



Repairs Communications
Contents
1.
Introduction

2.  
Thanks
3.  
Scope

4.  
Scrutiny Process

5.  
Costs
6.  
Findings
7.  
Next Steps

8. 
Findings and Recommendations

1. Introduction
The Southway Tenant Scrutiny Panel is a tenant-led body.  The group was established in June 2012 to scrutinise services that Southway Housing Trust delivers to its tenants.  The Scrutiny Panel reports to the People and Places Committee.  The aim of the Panel is to challenge Southway on service delivery and recommend improvements to drive change, increase tenant satisfaction and improve quality of life.  The Panel also seeks to ensure that Southway is achieving value for money (VfM).
This is the Panel’s eighth scrutiny review and it was completed between September 2018 and June 2019.    
Members of the Tenant Scrutiny Panel are:

· Jean Ashbee

· Roy Gregory
· Jean Holt
· Jim Hutton (Deputy Chair)
· Liam Murphy (Chair)

· Maggie Walker
2. Thanks
The Panel would like to thank the following for their support and assistance in enabling us to complete our investigations and produce this report.
· Maureen Ward, Customer Involvement and Community Investment Manager

· Steve Jackson, Mentor

· Staff from Southway’s Customer Hub, Property Services Team and the Governance Team

· Tenants who provided feedback 
3. Scope of the Review
The purpose of this piece of scrutiny was to review communications about repairs and determine whether the current arrangements are consistent, clear and effective, and what the costs are to Southway.  To achieve this the Panel considered the followed:
a. Is it clear how Southway will communicate regarding repairs?

b. Where can the information about repairs communications be found?

c. What happens when a repair is booked?

d. What happens when a follow up repair is required?

e. Are all communications happening as they should?

f. What types of communications are used?

g. Are all tenants communicated with regarding their repair (if they’re not digitally enabled)?

h. What are the annual costs to Southway associated to communicating about repairs?

4. Scrutiny Process
In order to carry out the review, the Panel undertook the following activities:

· Received an overview about repairs communications
· Held discussions with various staff members regarding processes

· Seen a live repair demo
· Checked Southway’s website

· Reviewed the Responsive Repairs Policy
· Met with staff from Property Services including operatives and the Customer Hub
· Observed Customer Hub Advisors taking calls from tenants
· Reviewed satisfaction data

· Contacted a number of tenants over the telephone

· Held a meeting with a tenant and a family member

· Received details of costs relating to repair communications
5. Costs
Considering if services are value for money is an important part of our role and we take this seriously.  However, we have not been able to come to a conclusion about VfM on this particular scrutiny review.  We did receive information about the costs but have not been able to compare these with other providers.  
The approximate costs associated with repairs communications were provided to us with an explanation that the figures were arrived at using a broad brush but scientific approach.  The total cost for general communication was estimated at £43,598 and £210,750 for job specific communication.  This totals £254,348 which seems expensive but this is obviously based solely on our opinion of that figure being a lot of money.  (See recommendation 5)
6. Findings 
Contained within this report is a summary of our findings and recommendations which will be presented to the Southway People and Places Committee on 23 July 2019.  
During our scrutiny process we received regular updates from the Head of Customer Operations regarding work already being done to make improvements around repairs and repairs communication.  We feel officers have been honest with us in terms of the issues relating to repairs, and we have confidence that processes are being put in place to improve performance.  We therefore believe that most of our findings and recommendations will not come as any surprise to officers but wish to share them nevertheless.  
As the committee know, we have often found it difficult to engage with tenants while carrying out a review.  This time we are pleased to be able to report that we have been able to review a large amount of tenant feedback as well as talk to a number of tenants over the telephone or face to face.  
We have set out below our findings in relation to the scope of our review, some of which have led us to make a recommendation, and we have indicated where this is the case in brackets.  There are other findings listed below which do not link directly with a-h in the scope but that we wanted to draw attention to. 
1) There is nothing on the Southway website that advises tenants how they will be communicated with regarding repairs.  (See recommendation 1.)

2) The Responsive Repairs Policy does contain some information about communication but the policy does not generally go out to tenants.
3) We sat with Hub Advisors and listened to incoming calls.  Only some of the calls were to book repairs and all that we observed were efficiently booked.  
4) There appears to be a lot of inconsistency around follow up work both internally and in terms of liaising with customers.  One example of this comes from within the Panel.  An operative advised the tenant that he would order the required part to repair the boiler.  After four weeks the tenant hadn’t heard anything so chased it up only to be told that the part had not been ordered and the operative was now on holiday!  There were other similar examples in the feedback we received.  (See recommendation 2.)

5) A significant amount of feedback suggests that communications are not happening as they should.  The data we reviewed and the conversations we held with tenants indicates that there are a lot of occasions where communication has either not happened or has been inaccurate.  (See recommendation 3.)
6) The types of communications used to contact customers include phone calls, emails and texts.

7) When a tenant books a repair they are usually given an appointment, which they should make a note of.  If a mobile number is in the system a series of text reminders will be generated and sent to the tenant.  This appears to work well and we feel it is a good system.  However, if there is no mobile number recorded, there are no reminders sent.  (See recommendation 4.)  
8) The approximate annual costs associated with repairs has been provided to us.  (See section 5 above and recommendation 5.) 
9) Tenants are not always notified if a repair has to be cancelled, for example, if an operative is off sick.  (See recommendation 3.)

10) Tenants are not always made aware in advance of a repair appointment, for example, follow on work or following an initial visit by a surveyor.  (See recommendation 3.)
11) Operatives don’t always have the phone number to call a tenant to advise that they will be early or late.  It isn’t clear who is responsible for contacting the tenant in this situation – the Customer Hub or the operative?  (See recommendation 3.)
12) From discussions with some staff members there are internal communication issues which need to be resolved.  We believe this needs to be rectified to help to improve external communication with customers.  (See recommendation 3.)
13) It appears that some call backs requests are not completed and the referral is being closed too soon.  This results in further calls and sometimes complaints.  (See recommendation 6.)

14) We heard that new tenants are not always told that they need to purchase specific items if they have requested the installation of a gas cooker or washing machine through the Handy Man service.  This results in a wasted appointment because the parts are not available for the operative.  (See recommendation 7.)
15) There is an issue around the right jobs being diagnosed when a tenant rings in, and the correct codes being used which sometimes results in the operative not being able to complete the job the tenant is expecting to be done as enough time has not been allocated.  (See recommendation 8.)
7. Next Steps

We have enjoyed carrying out this review and ask that you consider our findings and recommendations and act upon them.  Furthermore, we request that officers develop an action plan to deliver our recommendations.  We would like this plan to be presented to us week commencing 16 September 2019.
We will now take a short break before we commence our next piece of scrutiny.  We look forward to continuing to work with Southway.
8. Recommendations

The table below contains our recommendations.

	Findings
	Evidence
	Recommendation
	Benefit

	It is not clear to customers  how Southway will communicate regarding repairs.
	There is no information on the Southway website about how tenants will be communicated with regarding repairs.
	1) Update the website to provide a guide on what tenants can expect.  

	· Will ensure tenants have clear and realistic expectations about communication.
· May reduce complaints.



	There is no obvious process regarding follow up work.
	Various examples from feedback and conversations with customers where follow up work has been promised but the tenant has had to chase.  Members of staff have also told us this is a problem as there is no clear process.
	2) Implement a process to ensure all follow up work is ordered and carried out consistently and within reasonable timeframes, ensuring that tenants are kept updated.

	· Tenants will know when work will be complete.
· Reduction in complaints.

· Increase in customer satisfaction and positive feedback.



	Communication with tenants about repairs is inconsistent and processes are not clear.  There are also some internal communication issues.  
	Various examples from feedback and conversations with customers.  Tenants have reported not knowing that an operative is due, operatives arriving early or late with no warning and operatives not turning up at all.  Staff acknowledged that there is a problem and also reported some internal communication issues which do not help the problem.
	3) Review current communication arrangements, identify the problems and implement an effective and consistent system.
	· Tenants will be provided with accurate information and know what to expect.
· Reduction in complaints.

· Increase in customer satisfaction and positive feedback.

	If a tenant does not have a mobile number recorded on Southway’s system, they will not receive reminders about a repair appointment.  
	This information was provided by staff and it was also evident from talking to tenants.
	4) When a tenant calls to book a repair the Hub Advisor should check if they have a mobile number recorded and if not, ask the tenant if they have one.
	· Mobile numbers can be captured and the system updated.
· Could result in less missed appointments as the tenant will now receive a reminder text.

	Costs seem high.
	Information provided showing the breakdown of costs.
	5) Officers to benchmark with other providers who perform well in this area and report back to the Panel.
	· Have a proper understanding of Southway’s costs with a view to reducing them if necessary.

	Some call back requests are not being completed and the referral is shut down too soon.
	Various examples from feedback received.  We also heard from staff that this is an issue.  Referrals are sometimes closed down without contact having actually been made because the first attempt to call the customer back was not successful.   
	6) Ensure all staff know the service standard and the referrals process.  Provide training if required.
	· Reduction in complaints.
· Increase in customer satisfaction and positive feedback.

· Improved performance.

	Tenants using the handy man service for installation of gas cookers and washing machines are not always aware that they need to purchase specific items in order for the job to be done.


	Reviewed the handy man leaflet and received information from staff about the number of times tenants do not have the required items for the installation.


	7) Amend the handy man leaflet to include information about the items required for gas cooker and washing machine installation and the estimated cost.  Customer Hub staff should also inform tenants what is needed when they call to request the service.
	· Reduce the number of visits where the work cannot be carried out.   



	Some Hub staff do not know the correct codes for the different types of repairs and this results in the wrong amount of time being allocated.  It also means tenants are sometimes expecting more than the operative has been scheduled to do.
	This was fed back to us by staff but was also evident from some of the tenant feedback we received.
	8) Provide the relevant training/information to staff who require it.
	· Operatives will know what job is required when they go out and the right amount of time will be allocated.
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