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Council House Repairs and 
Maintenance

Presentation to Scrutiny Committee 
17th June 2021

June Rothwell, Phil Hiscott and Allison Heap
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What we do

• Council house repairs
Emergency (P1 – 24 hours)
Urgent (P2 – 5 working days)
Non-urgent (P3 – 25 working days)

• Voids
 Lettable standards

• Improvement Programme
HRA Business Plan and capital programme
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How repairs are booked

• Repairs can booked via;
Asking an Officer to raise the repair (such as the 

Community Support (Lifeline) Team, Neighbourhood 
Officers and Property Services Team

Booking On-line
Contacting the Customers Service Centre (during Covid 

this has been by phone or email)
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Go to website;
https://selby.gov.uk

Then to Resident

Then Housing

Then book a repair
If we can I would like to 
do
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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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• If a record 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 
questions 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.
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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.
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• 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 repair is 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. 
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Responsive Repairs:  Covid Recap

 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.

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

 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. 
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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
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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.

• 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.
• Review the contractors work programmes for planned works
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Responsive Repairs:  update

Position at 19th May 2021

Status Summary Repair Priority

P1 P2 P3 Total % of Total

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
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Responsive Repairs:  update

Position at 15th June 2021

Status Summary Repair Priority

P1 P2 P3 Total % of Total

Closed 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.

P
age 25



Responsive Repairs:  update

Position at 15th June 2021

Status Summary

19th May 2021 15th June 2021 Change

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

 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

 549 electrical tests

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

 Major risk to the programme continues to be access and materials availability
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Material shortages

Construction News, May 2021

World Construction Today, May 2021

Financial Times, June 2021

Architects Journal, June 2021

BBC News, May 2021
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Thank you
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