Annex 3


Scrutiny Group Repairs Focus Group
Thursday 8th September 2011
Present: Lesley Mellis – Chair of Scrutiny Group


Kenneth Blakey – Vice Chair of Scrutiny Group


Bill Lomax – Scrutiny Group member


Christine Cooper – Scrutiny Group member


Robert Mintram – Scrutiny Group member 


Amy Glendinning – Scrutiny Co-ordinator


Clair Ord – Customer Insight Manager

3 Customers 
Apologies: Betty Todd – Scrutiny Group member

LM welcomed the customers and gave and everyone introduced themselves. 

Q. Do you feel there are enough ways available to report a repair?

A. Yes all agreed there are plenty of ways to be able to report a repair.
Q. How do you feel the call centre staff are when dealing with reporting a repair?

A. They have a good telephone manor. Never had a problem. Answered quickly and staff were very polite.
Q. On a whole what do you think of the repair service?

· Very good, they normally get done very quickly.

· Always been pleased in the past. Normally done very quickly and very happy. However reported a repair in May/June to report a repair but there is still nothing been done. No time or date was given and have heard nothing since.

· Shared guttering with next door neighbour however this is a right to buy property and this is where the problem is. Customer was informed they had wrote to the neighbour asking them to rectify the problem but nothing more can be done. 

· Got an appointment for a repair to be carried out on the guttering and was given an appointment. Due to the weather being bad the repair could not be carried out. The repair did eventually get done however the customer was not informed of when the repair appointment had been rescheduled to. He would have liked to have known when it was getting done. The repair was done very well.
In regards to the emergency, urgent and routine repairs the group highlighted what is an emergency or urgent to one person may not be the same to another person so this should be taken into account. If a customer is vulnerable something that wouldn’t be urgent to someone else may be to them.

Q. What stood out of the whole process you would change?

A. Got new kitchen fitted but the sink was not draining properly. Rang and reported the repair. Gentoo went out to look at it but said they would not be able to fix it as it was still under warranty with Dunelm so went back and reported it to Dunelm. 

Dunelm then came out and made negative comments about Gentoo. Dunelm then fixed the problem.

It is not appropriate for contractor to be speaking that way about other contractors for Dale & Valley Homes. Call Centre should be aware that it is still under warranty and should be reported to Dunelm rather than having to send Gentoo and Dunelm to one repair.

Rang an emergency repair and they were out in 10 minutes. Was surprised at how quickly they came out and completed the repair. The worker was very friendly and listened to the problem and got it sorted.

Bathroom fan was not working because it had not been installed correctly. Gentoo were quick at coming out. Once he had gone there was a rattling noise. Reported it again and they came straight back out to fix it.

Q. Do the contractors normally come up with the correct materials to do the job?

A. In customer experience they always have the right tools on the van with them.

Q. Has anyone ever had a bad experience?

A. Customers mother has lived in a council property for years and since Dale & Valley Homes took over she has never had any problems with repairs getting done.

Q. Do the contractors always show their ID?

A. Yes they show their ID and explain the repair they have come to do.

Customers carried out a Mystery Shop as part of the focus group. Customer reported their repair. Ridge tiles needed to be replaced. They were told they will be put on the list for this to be done.
There was no record of this being logged. They should not have been told they would be put on the list. They should have been informed that the repair would be done within 28 days. 
VMS surveys are good as people are able to leave comments.

Q. Is there anything you would change?

A. Improve better communication around appointments and rearranging appointments.
