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1. EXECUTIVE SUMMARY

1.1 A new 10 year repairs and maintenance contract with MITIE property
services came into effect on 1st November 2013. This has
consolidated eight previous contracts into a single borough wide
contract and is projected to save the council approximately £2
million per year when compared to the previous arrangements on a
like for like basis. The report to this committee dated 8 April 2013
outlined key features of the new contractual arrangements,
including Key Performance Indicator incentivisation mechanisms,
and financial penalties for underperformance. As is common
practice with the transition and mobilisation of a major contract a
period of approximately six months (five months in this case) is
allowed from the inception of the contract before “hard” penalties
are applied in respect of missed KPI's during the settling in period.
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This is consistent with the approach applied to outsourced
arrangements with Pinnacle PSG in respect of Estate Services and
Tenancy Management (south of the borough) and the Tri Borough
Facilities Management Contract with Amey.

A planned progress report to the Select Committee after the initial
six month period has been brought forward at the Committee’s
request. Data in this report therefore reflects the position at the end
of February (four months into the new arrangements) where it is to
be expected that performance is continuing to ramp up as the
service fully beds in. It is to be noted that during this period MITIE
are carrying out significant performance management and
organisational change processes in respect of staff TUPE'd from
the previous service providers.

It can be noted that following the introduction of the MITIE contract,
call volumes increased by a factor of three (1600 calls on day one
compared to 500 normally) and placed the service under severe
strain. Increased call volumes may have been as a result of
operatives from previous service providers encouraging residents to
make fresh requests on 1st November rather than seeking to
complete outstanding jobs, and perhaps residents who had
previously given up on the previous contractors, re-entering the
system in the hope that long outstanding matters could now be
resolved with a new contractor on board.

The new arrangements with MITIE incorporate the provision for gas
servicing. As such this report also provides an update on gas
safety, together with a general Health & Safety update in respect of
the council’s housing stock.

2. PURPOSE OF THE REPORT
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The purpose of this report is to provide the committee with details
on the current direction of travel in respect of the performance of
this new contract during the initial months of its operation.

The new contract commenced on 1st November following a short
formal mobilisation period of six weeks in order to have the service
in place prior to the Christmas break and the winter heating season.
As part of the new contract a total of 170 staff were transferred
under TUPE regulations from the Council and four other employers.
It should be noted that the staff from one gas contractor chose not
to exercise their TUPE rights and therefore no gas operatives were
transferred from that provider, and MITIE had to put alternative
arrangements in place.

Following the go live of the new contract, MITIE commenced an
immediate review of the staff who had TUPE’d over to them and
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elected to immediately undertake a restructure, as it was clear that
there were skills gaps in the delivery of the new service. They
reasoned that by acting swiftly, they had the best opportunity to
maintain staff morale, and to embed the necessary new cultures at
the earliest opportunity. At the same time, MITIE were obliged to
engage agency staff to make up the shortage of gas engineers who
had elected not to transfer from the previous service provider.

During the Tendering process the Council had provided all bidders
with the last three years of repairs history, and these figures
showed an average of 50,000 repair orders per anum, equating to
approximately a 1,000 repair orders per week, with on average 500
calls per day to the repairs call centre. (This historical data was
also up-loaded onto the MITIE repairs system.) On the first day of
the contract, exceptionally, 1,607 calls were received, three times
the daily average of 500 recorded for the last three years.

In addition, in the first four months of the contract, MITIE answered
and recorded just under 35,000 calls which resulted in 32,000
orders, against a historic requirement of 50,000 orders per annum.
Of these calls, 47% were classified as Emergency (requiring 2
hours response) or Urgent (requiring 24 hours response) against a
recorded historic average of 32% Emergency/Urgent.

Furthermore the recent extreme rain storms and high winds have
caused a corresponding increase in roof leak/water penetration
repair requests brought about by both, causing some minor leaks to
be noticed for the first time, thus causing additional damage
requiring repair, while at the same time reducing the available hours
for working at height. In February there were 675 roofing jobs
awaiting completion. Similarly the extreme wet weather has kept
residents indoors with windows closed, adding additional requests
for assistance with condensation and mould.

Notwithstanding these additional challenges, repairs performance
has continued to steadily increase over these months.

Telephone answering performance has been severely hampered by
significantly increased volumes of calls as described above, and
difficulties encountered installing MITIE’s Wider Access Network
(WAN) line. The effect of this is that when telephone call handling
capacity is reached calls “drop out”. From the caller’'s perspective
the effect is the same as the call centre hanging up and therefore
completely unsatisfactory. Working with corporate colleagues,
agreement and permission has been obtained from King Street
Developments Ltd who hold a Development Agreement to enable
the Town Hall Annex to be redeveloped, to allow this to be installed.
The WAN line was installed in March and telephone answering
performance should improve as a result.
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KEY PERFORMANCE INDICATORS

Attached in Appendix 1 is the KPI result trends up to and including
February 2014, the first four months of the contract. In the event
that more up to date information is available at the time of the
meeting, it is proposed that this be circulated to provide an
additional sense of direction of travel, subject to the permission of
the Chair of the Committee.

A point of note is that whilst the gas compliance figures show a
percentage of 99.27%, this represents, at the time of writing, 88
overdue cases where attempts at access are being actively pursued
prior to legal action. It is likely that the council’'s approach will
become more robust in this area moving forwards and it is to be
noted that some other landlords routinely disconnect the gas supply
if access is not achieved after making reasonable attempts.

Gas compliance figures for communal gas heating systems, of
which there are 63 in total comprising communal boiler plant within
blocks of flats, Tenants Halls, Hostels and Sheltered
Accommodation, shows a percentage of 92.1%. There are 5
(7.9%) buildings currently without a valid certificate owing to access
issues which have now been resolved with inspection planned for
week commencing 31/3/14.

An outline presentation from MITIE property services is attached at
Appendix 2.

HEALTH AND SAFETY UPDATE
In addition to information on gas compliance stated above at
paragraph 3.2 above, progress in respect of other critical health and

safety matters is outlined below:

Fire Safety Works

All Council properties have had Fire Risk Assessments completed.
From which any Areas of work identified as part of the FRA process
have been planned into the on-going Capital works programme for
completion, some of which are being undertaken by MITIE. All
Category 1 areas have wither been carried out or are part of
separate works programmes.

Water Hygiene (Control of Legionella)

These survey and sampling works are undertaken by Severn Trent
Services and relate to buildings where the water supply system
involves communal water tanks and calorifiers. This is a continual
process undertaken at the frequencies specified within Health and



Safety Executive Approved Code of Practice L8. There are no
major areas of concern in this respect.

Lifts

There are a total of 222 passenger lifts within blocks of flats on
housing estates across the borough lift installations are installed
and maintained in accordance with the requirements of the Lifting
Operations and Lifting Equipment Regulations (LOLER). All
passenger lifts are certified as being compliant.

An ongoing lift modernisation and upgrade programme comprising
£25 million of capital investment over five years, which includes an
innovative lift monitoring, reporting and messaging system, is in
progress. This approach has received recognition from the London
Fire Brigade (LFB) which has resulted in the LFB granting an
amnesty to the Council such that attendance to lift entrapment will
not be charged.

In addition to passenger lifts in blocks there are also 133 stair lifts
within street based properties which will have been installed
following Occupational Therapy assessments, and of these seven
remain to be inspected by the council’s insurers.

Asbestos

There is a complete managed asbestos register covering Council
stock and the Council engages a specialist asbestos survey
company to undertake any further surveys. Any works arising fall
under the repairs contract.

All significant removal and encapsulation works in communal areas
have been undertaken in recent years, and the current survey
programme is a monitoring exercise as there are no outstanding
areas for concern in this respect.



