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Renfrewshire
Council Item 7
To: Audit, Scrutiny and Petitions Board
On: 30th March 2015
Report by: Lead Officer
Heading: Review of Communication Between Tenants, Elected Members

and Development and Housing Services

1. Summary

1.1  Atits meeting held on 3 June 2013, the Audit, Scrutiny & Petitions Board
agreed an annual programme of activity for the Board for 2013/14. This
included a review of the communications between tenants, elected members
and Development and Housing Services. This review was initially proposed as
part of the 2012/13 programme, but did not proceed at that time.

1.2 The appointed lead officer submitted an initial scoping report on the “Review
of Communication between Tenants, Elected Members and Housing
Services” to the Audit, Scrutiny & Petitions Board at its meeting held on 1
December 2014. The Board considered and approved the purpose and scope
of the report and agreed the proposed provisional timescale associated with
the review. In addition, the board approved that authority be delegated to the
Lead Officer, in consultation with the Convener, to alter the proposed
timescale for the review to accommodate the provision of material evidence
including that provided by witnesses.

1.3  The report intimated that the purpose of the review would be to evaluate the
factual situation between Council and tenants awaiting repairs and to
determine if there was scope for improvement and what this should be. The
Board was advised that the review would also explore opportunities to
improve communications between the Council and tenants awaiting repairs
which should reduce Elected Member involvement with tenants and officers
through the process of escalation of complaints.
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2.1

2.2

2.3

2.4

Scope of the Review

The initial scoping report informed the Board that the review would consider
the current processes, practices and procedures as well as communication
channels with tenants. It also advised that investigation would be undertaken
into complaint escalation including where this involved elected members.

The Board was also informed that review would consider how the Council
complied with its current targets and obligations to tenants in relation to
housing repairs. It was advised that this would also include information on
meeting repair target times for emergency repairs, urgent repairs, repairs by
appointment and programmed repairs.

The review would also seek to identify areas of best practice currently in
Renfrewshire and would consider examples of best practice either in other
local authorities or other registered social landlords in Scotland.

This review was requested by an elected member as it was perceived that
there has been a high level of contact from tenants experiencing issues with
housing repairs, which have taken some time to resolve. In addition, reasons
given for the contact with elected members was that there has been a lack of
communication between the Council and the tenant on delayed or cancelled
repairs.

3.1

Recommendations

It is recommended that the Audit, Scrutiny and Petitions Board notes the
content of this report and considers and approves its findings which are as
follows:

e Since the initial proposal for the review which was first suggested in to be
part of the programme for 2012/13, Housing Services has undergone
many strategic service improvements including significant customer
focussed improvements particularly in the use of new technology.

e Following a request to all elected members to nominate individuals who
could be asked to give evidence to the Board on their experience of the
Council’s housing repair service, no tenant’s names were suggested. This
may indicate that there is no longer a perception that there is an issue with
a lack of communication between Housing Services and tenants relating to
repairs.

e The Service has been engaged in a significant planned investment
programme of £138m for upgrading its stock to meet the Scottish Housing
Quality Standards by April 2015 and as such customer satisfaction levels
will be improved due to an increase in property standards. The satisfaction
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level for repairs for Renfrewshire tenants is 6% better than the Scottish
Average. For 2013/2014 satisfaction levels with repairs was 93.5%
whereas the Scottish average was 87.6%.

There is no empirical evidence to support the view that there is currently
an issue with communications between tenants, elected members and
Housing Services in relation to housing repairs.

4

4.1

4.2

42.1

4.2.2

Current Processes for Delivering Housing Repairs

A repairs hand book has been prepared by Housing Services and forms part
of the new tenant pack. The pack is reviewed annually and provides essential
information to tenants about getting repairs done in their property. This
information is also made available through the Council’s web site (appendix1).

Reporting a repair

Housing Services provide several traditional and technologically advanced
methods for tenants to report repairs to their homes which are follows:

By telephone to 0300 300 0300 (recommended for an emergency as it has
an out of hours service) or access to a free phone repair reporting service
from Customer Service Centres in Paisley or neighbourhood offices in
Renfrew, and Johnstone.

By E-mail to the customer contact centre giving name, address contact
number and details of repair (not to be used for an emergency repair).

Through a Ren Repairs App which is suitable to use with Apple or android
phones on mobile devices or tablets. Tenants can report repairs needed to
windows, doors, heating and water and can also book appointments for
annual gas servicing. They can also attach a photograph showing the
extent of the damage to allow a quick assessment of the potential repair.
This App also allows tenants to update on the status of their repair and
add more comments or pictures until the job is complete to their
satisfaction.

There is also an instant messaging function allowing tenants a real time
discussion with a customer services advisor. The Service is currently
developing a text messaging module on Opti-time to remind customers of
their appointment in advance to reduce the level of no access to
properties.

As part of the process for reporting a repair tenants are asked to advise staff
when they will be at home and what arrangements can be made to let the
repair service into their home. If there is enough information to instruct the
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4.3

43.1

4.3.2

contractor an order will be raised for the repair straight away. A visit prior to
pre inspect the repair will also be arranged if necessary, for example where it
is a more complex repair issue. An appointments system is offered to tenants
where a date and time will be offered along with a morning, afternoon or
school run slot for the visit/repair. At every call customer contact information is
checked and amended if necessary to ensure an accurate line of
communication is established with the customer.

Carrying Out of Repairs

The in house contractor, Building Services operate using an IT system known
as Opti-time which provides a diary system for scheduling resources and work
instructions. It also allows staff to mark off repairs as completed and amend
repairs and works orders as necessary electronically giving live information in
case of an enquiry.

Repairs are split into four groups and the response time for each one is
different.

e Emergency repairs- where there is a serious threat to health and safety or
where quick action is required to prevent damage to the tenant or
neighbouring properties. Such repairs are attended to and made safe
within one day of being reported.

e Urgent repairs- repairs which have to be carried out quickly to prevent
further damage such as minor leaks. They are carried out within 5 working
days from the initial report.

e Appointable repairs- every day repairs which are required as a result of
normal wear and tear to a property. They are carried out within 15 days of
being reported. Some 82% of repairs are made by appointment across all
repair categories.

e Programmed repairs which are general maintenance repairs such as
renewing items, working at height, seasonal works and/or common repairs
involving owners. This work is generally completed in30 — 90 days
depending on the type of work.
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4.4

44.1

4.5

45.1

45.2

4.6

4.6.1

Legislative Right to Repair

The Housing (Scotland) Act 2001 gives tenants the right to have small urgent
repairs carried out within a given timescale. The scheme covers certain
repairs up to the value of £350 and if the Council fail to carry out the repair the
tenant may have be entitled to compensation.

Complaints and Customer Satisfaction

The procedure for making a complaint in relation to housing repairs is
documented in the housing repairs policy and Tenant’s Repairs Handbook.
Housing Services reported 78% satisfaction with the repairs service based on
an independent tenant satisfaction survey carried out in April and May 2013.
The Scottish average for all social landlords including Councils and Housing
Associations is 87.6%. The Council also carries out customer satisfaction
surveys by telephone shortly after a repair takes place. These surveys
indicate a satisfaction level of 93.5% based on surveys of 3,700 tenants for
2013/2014.

In addition the average time taken to complete non-emergency repairs was
8.5 days against a target of 15 days. This is the most common type of repair
requested with 42,670 requests made in 2013/14.

Complaints performance is recorded and published. For 2013/2014 94.86% of
1% stage complaints were responded to in full within timescale 94.92 2" stage
complaints were responded to in full within timescale. Of the 1 stage
complaints 30.94% were upheld and 3.39% of 2 stage complaints were
upheld.

Compliance with Current Targets for Housing Repairs for 2013/14.

There were 3,086 repairs were cancelled during 2013/14 (approx 4.2% of all
repairs raised). The main reasons for cancellation were as follows:

e New job ticket required (usually where work is more complex than
reported and additional follow on works are required);

e No work required (e.g. duplicate job raised, works already complete on
other job ticket);

¢ No owner agreement (for common repairs where owners do not wish to
participate, hence works cannot proceed);

e Tenant refusal / no access.
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4.6.2

4.7

4.7.1

4.7.2

4.7.3

4.7.4

Performance levels for completing repairs are demonstrated in the table
below;

Total of 68,901 repairs completed as follows:

Repair Volume | Target Timescale %age complete
Category for Completion within target
timescale

Emergency 11,494 24 hours 96%
Right to Repair | 11,558 24 — 48 hours 93%
Urgent 1,078 5 days 95%
Routine 42,670 15 days 93%
Planned 2,101 30 — 90 days 97%
Total 68,901 94%

Performance Reporting

In August 2014, the Scottish Housing Regulator (SHR) published a report on
the Councils performance as a landlord. This report concentrated on what the
Regulator, through consultation with tenants across the country, thought
would be of most interest to tenants. It included 18 indicators covering topics
such as satisfaction with the service the Council provides and how well it
performs in terms of repairs.

Following on from the landlords’ report the Council produced a report on its
performance during 2013/14. The Housing Charter Tenant Report 2014
outlines Renfrewshire Council’s performance and compares it with the
Scottish Average produced by SHR (which is the average of all local
authorities with housing stock and other registered social landlords in
Scotland). This report has been issued to all tenants.

During 2013, the Scottish Government commissioned the Chartered Institute
of Housing, Scotland to develop and deliver a scrutiny, training and learning
programme for tenants aimed at developing effective scrutiny arrangements.

Renfrewshire Council was selected as one of only 4 organisations within

Scotland to participate in this new Scottish Government funded pilot scrutiny
training programme ‘Stepping Up to Scrutiny’.
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Renfrewshire Council’s Tenants Scrutiny Panel (TSP) was set-up to help
provide another vehicle for tenant involvement and to provide a mechanism
for tenants to examine and evaluate our performance in specific service
areas.

Implications of this report

1. Financial Implications - None.

2. HR and Organisational Development Implications - None.

3. Community Plan/Council Plan Implications — none

4, Legal Implications - None.

5. Property/Assets Implications - None.

6. Information Technology Implications - None.

7. Equality and Human Rights Implications - The recommendations
contained within this report have been assessed in relation to their impact
on equalities and human rights. No negative impacts on equality groups or
potential for infringement of individuals’ human rights have been identified
arising from the recommendations contained in the report because for
example it is for approving scope of the review only. If required following
implementation, the actual impact of the recommendations and the
mitigating actions will be reviewed and monitored, and the results of the
assessment will be published on the Council’s website.

8. Health and Safety Implications - None.

9. Procurement Implications - None.

10. Risk Implications - None.

11. Privacy Impact - None.

Author: Karen Anderson, Amenity Services Manager-Waste

Tel: 0141 618 7627

e-mail: karen.anderson@renfrewshire.gov.uk
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Ren Repairs

If you have a smartphone or tablet, Ren Repairs is a new app you
can download which lets you report any housing repairs.

Available for Apple or Android, it lets you do a number of different
things:

« report repairs needed to windows, doors, heating and water
systems;

« attach a photograph showing the extent of the damage;

+ book appointments for annual gas servicing and more.

To download the app, go to the Apple or Android app store and
search for ‘Renfrewshire Council'.

Ren Repairs should only be used for routine repairs. Emergency
repairs should be reported on 0300 300 0300.

This document can be made available
in braille, large print or audio.

A summary is also available in these languages on request:

AR —E M B - AR s RS

JeZeli chcieliby Panstwo uzyskac” informacje w innym jezyku lub
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