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DISTRICT COUNCIL

Meeting: SCRUTINY COMMITTEE

Date: THURSDAY, 17 JUNE 2021

Time: 5.00 PM

Venue: COUNCIL CHAMBER - CIVIC CENTRE, DONCASTER
ROAD, SELBY, YO8 9FT

To: Councillor S Shaw-Wright (Chair), Councillor W Nichols

(Vice-Chair), Councillor A Lee, Councillor N Reader,
Councillor R Sweeting, Councillor K Ellis, Councillor
J McCartney and Councillor J Chilvers

Supplementary Agenda

1. Housing Repairs (Pages 1 - 30)

To consider the report and presentation from Officers on housing repairs.

dmwﬁ /f/é?jgﬂf
Janet Waggott, Chief Executive

Enquiries relating to this agenda, please contact Victoria Foreman on
vforeman@selby.gov.uk or 01757 292046.

Scrutiny Committee
Thursday, 17 June 2021
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Council House Repairs and
Maintenance

T abed

Presentation to Scrutiny Committee
17t June 2021
June Rothwell, Phil Hiscott and Allison Heap
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SELBY

What we do — N

DISTRICT COUNCIL

e Council house repairs

» Emergency (P1 — 24 hours)

» Urgent (P2 — 5 working days)

» Non-urgent (P3 — 25 working days)
Voids

» Lettable standards

o ¢ 9bed

* |mprovement Programme

» HRA Business Plan and capital programme
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How repairs are booked ===

DISTRICT COUNCIL

e Repairs can booked via;

» Asking an Officer to raise the repair (such as the
Community Support (Lifeline) Team, Neighbourhood
Officers and Property Services Team

¢ abed

» Booking On-line

» Contacting the Customers Service Centre (during Covid
this has been by phone or email)




Go to website;
https://selby.gov.uk

Then to Resident
Then Housing

ghen book a repair
Af we can | would like to
do

DISTRICT COUNCIL

Resident
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Benefits

covID-11
#i°s take this next ¥

Council Tax Planning
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HANDS  FACE

Information about Commnavins...

wirus (COVIO-19)
Coronavirus (COVID-19) - Testing
Coronavirus (COVID-19) - Business support
Coronavirus (COVID-19) - Changes to council
services | Coronavirus (COMD-18) -
Community support | Coronavirus (COMD-
- Pronibition Orders

View all.

¥ your Council Tax | Council Tax bands |
Register for Council Tax | Discounts and
support | Couneil Tax bills - FAQs

View all.

Coronavires (COVID-19) - Housing | EU
Settlenent Scheme | Unlocking Success
Bursary Scheme | Homelessness | Tenants
View afl.

Fire and Crime Commissioner Elections
View all

Roadworks | Travel passes and railcards
Blue badge disabled parking permits
Parking | Public rights of way

View all,

Reporting Fraud | Fraud Prevention, Data
Matching and Policies | Tenancy Fraud
Council Tax and Business Rates Fraud

Benef
How to make a benefits claim | Benefits
wonline claim ferm: | Council Tax Suppart
Additional help | Housing Benefit

View all..

Planning
Planning Pelicy | Planning Applicat
Guidance and Forms | Puilic acces
Community infrastiucture levy | Planning
appeals
View all.

Waste 2
Collection Dates | Report a missed bin
‘What if my bin isn't emptied? | New and
replacement wheeled bins | What can | put
in each bin?

Veew al

d recycling

Environmental Health

Fleoding | Alr quality | Contaminated land
Food complaints | Drainage help and advice
View all..

Educati
View all..

Popular ‘Resident’ content

Council Tax
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https://selby.gov.uk

Repair call journey

Call comes through to the customer contact centre and is answered by an
advisor (CSA).

CSA welcomes the caller and takes their name and address details.

The caller is searched for on the contact centres call logging system Lagan.
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e If arecord of the caller isn’t found the CSA would then create a record

* The caller is then selected and their contact telephone number
confirmed.
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The different service areas are shown and whilst speaking with the caller the CSA
can then select the correct service area for the call.

By following the path on lagan, it takes the CSA to the procedure and guidance
pages known as the wiki.

The wiki as well as explaining to the CSA what action they need to take regarding
the enquiry, also has helpful links to both SDC and some external websites,
telephone numbers and other information which assists the CSA with answering
the enquiry.
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For a repair as well as Lagan the CSA also needs to find the tenants account on

Genero
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Once found they can start to add the repair.
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Before being able to fully input the details of the repair onto Genero the
CSA also needs to log onto the Repair finder system to get the correct
Timescales and Task codes for the repair.

To help is a series of pictures, the CSA would select the correct category.
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They are then presented with a more detailed diagram.
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And by selecting the correct repair they are taken to some more
qguestions which help allocate the correct timescale for the repair
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This then shows the Task code to be used on Genero and also the

timescale priority for the repair.
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* The CSA will then go back onto the Genero system and transfer the
information onto the system.
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Also putting details of the problem on the work notes for the trades team, at the
current time the CSA will also be checking the Covid status of the property and if the
tenant is happy for us to attend this information is also recorded on this screen for the
assets team.
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The CSA can then explain to the tenant what action they have taken, also
explain any timescales and what to expect to happen next.
The CSA will go back onto the Lagan system.
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And update the call log of
the action taken, this is
our audit trail of the
conversation and if the
caller rings again
regarding the same
enquiry the customer
services team can see
what has been discussed
and what action was
previously taken.

If the timescale for the
repair is a 1 day (High
priority) when updating
Lagan the CSA would
select the enquiry option
DTCO repair this
automatically sends an
email through to the
Assets team so they are
aware that a high priority
repair has been raised.

Customer Service Guide

=
@

Guide for logging calls about property.

Please select from the options below:

Area maintenance car parks
Commercial unit query
Community nght to bid

DTCO repair
(General enquiry
Passed to service area
Repairs
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New repairs appear on Civica Mobile where they will be appointed by the

Repairs Officer and allocated to an appropriate member of the trades

team.

CIvViCa

Home

Operative Load
Timesheets
Allocation
Allocation Maxi
Task Search

Operative Locations

Timesheet Approvals
Activity Payment Rates

Activity Audit Trail

Copyright @ 2021 Civica UK Ltd

LIVE - Civica Mobile Console - Operative Allocation

== Date: [Tue 15Jun2021 | [T5] Zone: [ AN v| -
15 Jun 2021
Operative < 08 09 10 1 (12 i3 114 _J15__[6__Ji7T P> |
Alan Atkinson - Joiner
AMC Kenny Ransome

| skt [ Al

~

AMC Nigel Wood 1
AMC Wayne Stephenson 13 5
Andrew Vaughan - Joiner 3
Andy Todd (Plumber) 5 EE 5
Ben Waud 3
BP Electrical Supervisor 1
Callum Colthorpe 11 106296¢\Vaiting 4
Vork ca
Chris Guy (Joiner) 4 2

Chris Wainwright (Plumber)1
Christopher O Leary (Plumts

10629741 84 D'5

David Firth (Joiner) 27 106274( 1
Ed Wake 2 3
Harry Grimbley - Bricklayer & Work caried out 2 v
| wko | hvoclow (nloctoror 3 1
25 days - Wall in living room uneven and dented. C : -
W 106299611 19 ciear. happy for 20/07/2021 23:59 Al o
25 days - Unable to open daughters bedroom ) = ronm:
W 106238071 window again. If's locked s 200072021 23:59
25 days - smiall window in [iving room will not ope n i .
W 106298241 e 1o be locke 20/07/2021 23:59 | Details To:
25 days - Electric meter door come off. No covid a . —— v
W 10629731 e happy to allow a 20/07/2021 23:59 —
ask Type
Task Ref: Operative: Start Date Start Time: End Date End Time: | ol
| [Alan Atkinson - Joiner v | | [ [00 v [o0 v] | | 7] [00 v [o0 v
| View Key | [ Aliocate (Unplanned] || Allecate (Planned) |
Wersion 17.2.00



 The call log for that enquiry is then completed and if the customer doesn’t
have anything else they would like to discuss the call is completed.
 The repairis then picked up by the Assets team.
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The trade operatives view Civica Mobile via their handheld devices each
morning to access the repairs which have been allocated to them for that
day.

The system includes a series of prompts which the operative must click
through to progress an individual repair; and these prompts ensure the
Repairs Officer can track progress throughout the day.

T
QO
3
N LIVE - Civica Mobile Console - Operative Allocation
o
== Date: |Thu 27 May 2021 | [T5] Zone: [ an | skl [ Al v| ==
. 27 May 2021
Operaiive Load Operative — <08 09 _Ji0 [T _J7 i3 T4 15 fic _Jir 5> |
i e .
|mcfs €8 AMC Wayne Stephenson 9 g
Allocation : - ~
TR . Andrew Vaughan - Joiner 3 Holiday
Allocation Maxi :
Andy Todd (Plumber) 4 Lunch [
Task Search Ben Waud B
. . BP Elecirical Supervisor 1
Operative Locations Callum Colthorpe 8 106222¢106232!1062391/1 THE 1062392/1 PRO1062394/1 QUS| 24
Work ca
Chris Guy (Joiner) | 1
P N 5 . - -
Timesheet Approvals Chris Wainwright (Plumber)1 : gg;?];‘[ 1061561106228:106149 106033 106103{1062301106229: 13
Activity Payment Rates oS an T o S| e 106216311 75 ASHTREE 5
David Firth (Joiner) 27 Lunch 3
Ed Wake 1 Holiday 5
Harry Grimbley - Bricklayer 4 4
Luke Livesley (plasterer) 4 v
Mark Taylor (Bricklayer) 3 5




Responsive Repairs: Covid Recap

1 During the first lockdown in March 2020 we attended emergency
(P1) repairs only; urgent (P2) and routine (P3) repairs were put on
hold. Void works continued but under strict ‘social distancing’
guidelines.

5
@ The restrictions resulted in a significant backlog of P2 and P3
N repairs when lockdown ended; circa 300 and 1,100 respectively.

d From July until the second lockdown in November 2020, we were
able to reduce the number of outstanding P2 and P3 repairs to
around 30 and 540 respectively.

 The implementation of the third lockdown in January 2021 meant
we once again had to put non-urgent P3 repairs on hold.



Covid affect on capacity

Staffing — to date: As with the general population some members of the
repairs team were shielding or on amended duties (no customer contact) due
to medical conditions. This remains the case.

Carrying five vacancies
One member of staff CEV — shielding at home unable to work

Two members of staff CV — have been removed from duties In
occupied properties due to additional risks

Approximately 115 days lost to Covid related sickness/isolation

o 26 30pd



Roadmap to recovery

Recovery is focusing on our internal resource on repairs and utilising
additional contractor support to minimise impact on the voids; offering
overtime to staff including Saturday working and increased contractor
usage. We are also seeking to increase resource to bring the backlog
down as swiftly as possible.

cz @bed

Review of structure, grades and T & C’s to increase capacity to clear
the backlog

Reviewed Risk Assessments and safe working practices

Recruiting 3 additional staff to clear the backlog or pass work to sub
contractors — 2 appointed to start 12th July one still being recruited.

e Review the contractors work programmes for planned works



Responsive Repairs: update

Position at 19t May 2021

Status Summary Repair Priority

i)

= P1 P2 P3 Total % of Total
D

N

Closed Jobs 2,737 9,034 3,454 15,225 79.82%
Open Jobs 458 1,486 1,906 3,850 20.18%

Total 3,195 10,520 5,360 19,075



Responsive Repairs: update

Position at 15" June 2021

Status Summary Repair Priority

T P1 P2 P3 Total % of Total
Q

D

Cosed Jobs 3,313 9,920 3,887 17,120 85.69%
Open Jobs 30 1,069 1,759 2,858 14.31%
Total 3,343 10,989 5,646 19,978

P1 jobs reduced from 458 to 30; P2 from to 1,486 to 1,069 and P3
from 1,906 to 1,759.



Responsive Repairs: update

Position at 15" June 2021

Status Summary

-
‘% 19t May 2021 15" June 2021 Change
o

Closed Jobs 15,225 17,120 +1,895
Open Jobs 3,850 2,858 -992

Summary: 903 new jobs have been raised and 1,895 repairs
completed, reducing the total number of repairs outstanding by
992.
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Improvement Programme == ——

DISTRICT COUNCIL

L 585 properties have been issued to our major works contractor for a series of
surveys and our works including:

» 411 stock condition surveys
» 158 bathrooms

» 102 kitchens

/¢ abed

> 549 electrical tests

0 Refusal of access and works continues to be a problem with 62 properties omitted
from the programme

L Major risk to the programme continues to be access and materials availability
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Material shortages —N—

DISTRICT COUNCIL

Construction materials shortage: 5 key items in
Short SU pply Construction News, May 2021
Construction material shortages to

-

%gcontinue in 2021 World Construction Today, May 2021

UK construction surge hit by material supply
Shortages Financial Times, June 2021

Materials shortage is getting worse,
warns conStrUCtion counCiI Architects Journal, June 2021

Building projects hit by lack of
supplies and price rises sscnews, may 2021
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Thank you
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