	
	Flow
	Emerging Issue
	Feedback
	Actions
	Responsibility / Timescale

	1a
	Repairs Reported
	There is no indication or measure to show how long it will be before the Gas Team rings back a customer with an appointment.  It could be considered that the customer could feasibly expect to be waiting only a few minutes.  This can lead to a customer not being able to establish how long they have to wait in for a call back or for when they have to be in for when the repair is to be done.  This is a waste step.


	We need to be careful that we ran the service along the lines of Lovell Direct to ensure compliance and given the legal risk

We have over time been increasing the amount of internal skill to carry out gas services and this has been very successful

It is now time to full assimilate the Gas Service into the RSC to eliminate this waste step.
	Assimilate the Gas Service into the RSC fully
	April 2016
G.Singh / P.Knight

	1b
	Repairs Reported
	There is an inconsistency of response given to customers from the RSC due to lack of information being shared between different departments to frontline staff. This leads to customers receiving different levels of response and service.


	For external works we have additional work in terms of subcontractor quotes, scaffolding, Value For Money / Procurement issues

To this end we have a dedicated team to deliver this part of the work

It is clear that this service needs also to follow the full Repairs Flow including all necessary updates from Contractors

The heads of service and customer inspectors agreed that the inconsistency issue around disability was not necessarily a negative and that difference in approach here is a positive aspect, though some work needs to be done around clarity and consistency for customers.  

	Assimilate fully external works processes into the main-stream RSC repairs flow

Training required in supporting effective communication with the customer.
	March 2016
G.Singh / P.Knight

	1c
	Repairs Reported
	The Repairs Handbook was last updated 2009 and is out of date and is not consistent with the Systems Thinking approach now used in repairs, along with current repair procedures and systems used.  Confusion is caused when dealing with customer requests when they are referring to the outdated documents.


	We agree the handbook is out of date

We currently provide a premium service over and above the handbook SLA

Consultation can be carried out with inspectors and general customer base via rent statements.

	Paper on proposals for change informed by the customer inspection of repairs to be presented to February Performance and Policy committee.
Review handyperson service including how service promoted, accessed and paid for.
	February 2016 

Jez Lester
March 2016



	1d
	Repairs Reported
	No appointments are being given to a customer for the majority of trades; only 4 trades (Electrical, Joinery, Plumbing and uPVC) receive booked appointments which fail to meet the business purpose for the service. This causes waste by customers repeat calling to find out when someone will attend.
	We acknowledge that you publish 72% appointed

Difficulty in agreeing CNV due to tender/quotes with contractors etc.

Accept there are issue with external trades


	Asset Management restructure which looks to minimise the amount of outsourced work

Provides us with more control over the service in terms of how these are appointed
We will review the list of jobs where appointments are required in terms of whether the tenant is required to be present (rather than restricting to a list of trades)
This also relates to the issue 1c


	April 2016 (Jez Lester)

	1e
	Repairs Reported
	Customers are not always asked for their nominal value when reporting repairs which fails the purpose for the service and causes frustration for customers. This creates waste when properties cannot be accessed for works.
	As with 1D, most of this being external works.

Incommunities will be carrying out as many repairs as possible internally to minimise the use of private contractors, except for specialist work.
This will consequently improve our response times  
	JL to take a report to P&P (15th December 2015) which will detail how we will restrict the use of contractors
	April 2016 (Jez Lester)

	1f
	Repairs Reported
	No information or timescales are available to give to customers when work is being passed to external contractors. No measures are available for work carried out by contractors.


	As with 1c, 1d and 1e
	
	

	2a
	Repairs Carried Out
	If parts are required or an additional trade is needed to carry out a repair, the tradesperson will contact the RSC or Logistics to make the request.  This can cause delays in the job being completed on the same day.  The delays from waiting for parts or other trades can cause waste, if tradespersons are not able to carry out other work at the location; they remain onsite and wait for delivery of a part/other tradesperson. 


	We have relocated the Warehouse this year to a more central location delivering better Value For Money

We can now carry more stock

We have re-procured the material supply chain which provides us with more merchants/outlets for the workforce to have access to
This provides more merchant/outlets

We are reviewing materials being delivered by Logistics and improving the use of van-stocks

	Fully utilise the Hillam Road warehouse on mainstream supply for material delivery and for van-stocks

Investigate the use of procurement cards for the workforce for small amounts of materials to supplement delivery from logistics centre.
Management will monitor using a range of measures such as repairs completed first time, delivery timescales and van stocks.
. 


	March 2016 (P.Knight/Simon Cuff)

	2b
	Repairs Carried Out
	If the customer is not at home when a repair is due to be carried out, the job is cancelled from the system, a no access card is not always left, so the customer is unaware to contact RSC and rebook their repair. This can cause the customer to have to make contact again and possible further damage to the property until the repair is carried out. There is no measure to understand how many times a No Access card is not left.
	Agreed that somehow need to capture if tradespersons are leaving a no access card, inspectors asked if a customer reported no card left, and could a possible trend be measured? For example the same operative over and over again. Agreed this would be useful.


	Management noted this issue and will monitor any reports of non-receipt of cards to identify if any spikes are occurring related to particular operatives
Consequential training element for the Repairs Service Centre

Management will report on non-receipt of no-access cards 
	January 2016
(P.Knight / P.Lloyd)

	2c
	Repairs Carried Out
	Where an appointment cannot be given to the customer for internal works or where access is needed and the customer is not aware when anyone will be coming, before the RSC staff allocates the job to a tradesperson, the customer should be contacted to check they are available, this does not always happen and causes wasted time and resources.


	This relates to the demand that we receive regarding particular trades
Non-landlord obligation repairs make this more difficult for us

RSC training issue


	Relates to item 1c reference Landlord obligatory repairs

Refine process to accommodate customer contact 

RSC Training Issue

	January 2016

(P.Knight / P.Lloyd)

	2d
	Repairs Carried Out
	Tradespersons requesting jobs based on their location and description is a culture which is outdated and is not meeting the customer’s nominal value.  There is a training issue for RSC staff and tradespersons to know that they are there for the customer and work should be allocated accordingly.
	Aware that this happens but is a minority of operatives and has and will be dealt with under staff performance management processes. The RSC manager also confirmed that where RSC staff are heard being pressured to allocate or not allocate specific jobs, she and her team leaders intervene with the call.

	Listening & logging by Field Manager
Subsequent Training for RSC

Reminder for the workforce via toolbox talks 
	January 2016
(M.Farrar / P.Lloyd)

	3a
	Repairs Completion
	When customers contact the Repairs Service Centre by email, there is nothing set up on the system to facilitate the customer in choosing to take part in the customer satisfaction survey.
	Management agree we need a specific process for emails
	Design processes for ensuring call-backs are made for external works and email demand.
	January 2016
(P.Lloyd)

	3b
	Repairs Completion
	Works passed to an external contractor by the Repairs Service Centre on the IBS system is not set up to allow a Customer Satisfaction Survey to be carried out for this work when it is completed and if the outside contractor does conduct a survey this information is not shared with Incommunities.
	As above 3A but also 

1D, 1E, 3C & 1F
	
	April 2016

	3c
	Repairs Completion
	Lack of customer feedback regarding outside contractors does not help Incommunities monitor the performance of contractors.
	As above
	
	

	3d
	Repairs Completion
	Repairs Centre Staff do not appear to have a consistent approach in which a customer is asked to take part in a satisfaction survey.  This appears to be a training issue and will continue to give a false reading of customer satisfaction data.
	We made the Customer Satisfaction process inherent to increase the amount of surveys

Statistically speaking in order to be at least 95% confident in a survey sample (in this case the Customer Inspectors sampled repairs of 36,979 repairs) we need make at least 2,255 surveys.  

Our measures show that we are on target to complete in excess of 6,000 per annum and therefore we are confident in the range of scores and the reasons for lower scores as they are unlikely to change with increased survey levels
Our reason for increasing the survey sample is to be able to have enough data to be able to analyse customer satisfaction data at the individual/operative level
However we do agree that there is a consistency in approach that needs addressing which needs to include the external works that is subcontracted

Email demand to be included
	Review and re-design and implement a full Satisfaction Survey process to capture all forms of demand
Carry out effective RSC training 


	Immediately for internal repairs (P.Lloyd)
April 2016 to include all external/subcontracted repairs

(P.Lloyd/P.Knight)

	3e
	Repairs Completion
	Outgoing calls made to customers show from a generic phone number it doesn’t indicate who within Incommunities this is from, making it difficult for the customer to return the calls if they are missed and creates waste within the system.
	Fully aware of the Corporate issue with the telephony which will be catered for the organisational re-structure
	TBA
	TBC

	3f
	Repairs Completion
	Jobs passed to external contractors cannot be identified when the work has been completed, leading to waste when a customer calls with issues relating to the work.
	As with 3A, 3C, 1F, 1D, 1E & 1B
	 
	


