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KPI 1 – Time, completion within time agreed 
 

TARGET SCORE:- 100%. 
 

Please see attached spreadsheet. 
 
 
 
 
 
 
 
 
 
 
 

KPI 11 – Cost Predictability 
 

TARGET SCORE:-  +/- 2%. 
 

Please see attached spreadsheet. 
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KPI 2 – Customer Satisfaction 

 
TARGET SCORE:- Tenants 93%. 

 
No Report from LBI 
 
Please see attached RSS spreadsheet and compliment register. 







KPI 2  Customer Satisfaction

Breyer Group Plc Document - RSS Summary

Contract Number Contract Name

Number Received 

into HO Q1 % Q2 % Q3 % Q4 % Q5 % Q6 %

110402 New River Green Estate 41 91.71% 93.90% 93.90% 94.15% 93.17% 94.15%

110402 Mayville Estate 225 78.62% 83.69% 79.64% 76.52% 77.67% 75.54%

110403 Whitecross Estate 40 92.8% 98.5% 96.3% 93.3% 93.5% 93.0%

110403 Bennett Court Estate 38 97.6% 98.9% 98.7% 99.5% 99.5% 99.7%

90.18% 93.76% 92.12% 90.85% 90.95% 90.61%

LBI TARGET 93%

QUESTIONS ASKED:

Q1:  HOW SATISFIED ARE YOU WITH THE INFORMATION PROVIDED BY BREYER ABOUT THE WORKS

Q2: HOW SATISFIED ARE YOU WITH THE ATTITUDE AND POLITENESS OF OUR STAFF

Q3: WERE YOU GIVEN ADEQUATE NOTICE OF APPOINTMENTS FOR THE WORKS

Q4: WAS YOUR PROPERTY LEFT IN A CLEAN AND TIDY CONDITION

Q5: HOW SATISFIED ARE YOU WITH THE SERVICE PROVIDED BY BREYER

Q6: HOW SATISFIED ARE YOU WITH THE FINISHED PRODUCT

91.4%

Average Total on the individual questions

Average total of all six questions

DATE: 01/05/2015 - 18/09/2015
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KPI 3 - VFM – Cost Savings  
 
TARGET SCORE:- 2% savings in the first year, review for subsequent 
years. 
 

 16/17 schemes currently being surveyed; lessons learnt from previous 
VFM to be applied. 
 

 Proposal to use MEWP to the front elevation of Lagonier House on BP43 
resulting in a saving of £7,045 (compared to scaffolding) along with 
reduced tenant disruption 
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KPI 5 – Health & Safety 
 

TARGET SCORE:- 90%. 

 
We received an average score of 92.7% over the last quarter on inspections 
received from LBI. 
 
Breyer Group H&S advisors inspect all live sites on a fortnightly basis along 
with weekly inspections carried out by project managers and the contract 
manager. 
 
Our current focus is on asbestos and lead related issues and this is our main 
discussion point within our monthly internal H&S site management meetings. 
 
 
 
The spreadsheet received from LBI is attached. 
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KPI 8 - Local/BME Firms 
 
TARGET SCORE:- two BAME firms to be added to the supply chain a 
year. 

 
We are purchasing sanitary ware and all rainwater goods from the local branch 
of PTS at their branch in North Road. 
 
We are purchasing our general building supplies from Islington branches of 
Travis Perkins. 
 
We are currently employing the following contractors / suppliers: 

 

 The Islington Flooring Company 

 The Crittal Window Company 

 Franchi 

 The Flooring Group  

 Cleaners of Highbury 

 John’s Gardening Centre 
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KPI 9 – Defects 
 
TARGET SCORE:- Less than 10%. 

 
A dedicated team is in place to react to any defects reported within the period.  
 
Once the phase end of defect letters have been sent out by LBI and defects 
identified, the team then close out prior to the issue of Certificate of Making 
Good Defects. 
 
Currently we are piloting a system where LBI record all known defects on a 
‘capture all’ defects log which is sent to Breyer Group on a weekly basis. This 
log is then updated by Breyer Group’s team throughout the week and sent back 
to LBI with applicable updates. 
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KPI 12 - Complaints 
 

TARGET SCORE:-  0. 
 
Please see attached spreadsheet which has recorded both formal and informal 
complaints. 
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Risk Register 
 
 
Please see attached spreadsheet. 
 
 
 



RISK REGISTER 
Agreed 26 May 2015 

Ref
: 

Risk 

Likelihoo
d of Risk  
(High, 
Medium 
Low) 

Impact of Risk 
Risk 
Owner 

Risk Management Action 
Action 
Period/ 
Deadline 

1.0
0 

1.02 

Political   

Change in Gov't Policy towards 
Funding  

 

Low 

 

Less work 

 

Client 

  

Ongoing 

1.03 Leaseholder resistance to works 
being carried out, in particular re-
charging of costs. 

High Delay to programme and consequent impact 
on capital and revenue costs.  

Delay in getting order out. 

Client 1:  Robust procedure in place to be reviewed 
regularly 

Ongoing 

2.0
0 
2.01 

Economic                                        
Increase in building indexation over 
budgeted provision 

 
Low 

 
Insufficient resources to complete 
programme. 

 
Client & 
Service 
Provider 

1:  Good programme management by Islington 
Council to maximise efficient delivery of 
programme  

2:  Use of alternative products  

3:  Source additional funding from Central Gov't 
and/or Local Gov't  

4:  Review the specification and scope of works 

Ongoing 

2.04 Progress against Programme High Under spend in financial period Client & 
Service 
Provider 

Recruitment of additional staff (i.e. Group Leader 
for QA, M&E inspectors and Project Managers) 
 

  

2.06 Inaccurate stock condition 
information 

Low Impact on budget and delivery of programme 
within required timescale 

Client & 
Service 
Provider 

 Check stock   

2.09 Client Brief - lack of clarity or 
changes to original scope of works 

Medium Additional cost and delay to the project Client Work on joint surveys with Partner.   

2.10 Importance of on time and accurate 
valuations assessments and 
feedback. 

Medium Contractor account undervalued causing an 
accrual of large values on account. 

Client & 
Service 
Provider 

Service provider to ensure accurate and on time. 
Client to ensure feedback received one week in 
advance of due date. 

Monthly 

3.0
0 

3.02 

Social   

Failure to maximise opportunities 
for employing local labour/training 

Medium / 
High 

Failure to realise community benefits Client 1:  Review targets for constructors for the 
employment of local labour/ training 

Ongoing 

3.03 Failure to engage the wider 
community and disadvantaged 
groups 

Low Customer dissatisfaction, poor publicity, 
inability to carry appropriate works, failure to 
maintain 3* status 

Client & 
Service 
Provider 

1:  Continued Consultation through resident 
steering groups and public meetings 

2:  Ensuring consultation is carried out in the most 
appropriate way, I.e. language and type of media. 

3:  Improving the quality of information material 
issued to residents.  Improving communication on 

Ongoing 
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Ref
: 

Risk 

Likelihoo
d of Risk  
(High, 
Medium 
Low) 

Impact of Risk 
Risk 
Owner 

Risk Management Action 
Action 
Period/ 
Deadline 

site. 

4.0
0 

4.01 

Technical                                        
The lack of available skilled 
resources to undertake the 
programme (constructor, client and 
consultant) 

Medium  Failure to deliver the programme Client & 
Service 
Provider 

1:  Up skill existing staff into positions where 
resources are low 

2:  Promotion of local labour and training 

3:  Collaborative development of programme 
between client and constructor 

Ongoing 

4.02 Failure to retain adequate staff 
resources 

Medium Failure to deliver the programme.  Lack of 
continuity in service delivery.  Costly in terms 
of recruitment 

Client & 
Service 
Provider 

1:  Improve industrial relations 

2:  Implementing individual partners policies for 
retaining staff 

Ongoing 

4.03 Failure to attract additional staff 
resources as and when required to 
cater for fluctuations in the 
programme 

Medium Failure to deliver the programme.  Lack of 
continuity in service delivery.  Costly in terms 
of recruitment 

Client & 
Service 
Provider 

1:  Early notification of projects and programme to 
allow early recruitment 

2:  Use of interim and agency staff 

3:  Use other constructors and wider supply chain 

4:  Collaborative development of programme 
between client and constructor 

Ongoing 

4.05 Failure of key supply chain Medium Failure to deliver programme.  Low levels of 
customer satisfaction 

Service 
Provider 

1:  Establishment of integrated supply chain 
across framework 

2:  Constructors to undertake monitoring of supply 
chain 

  

5.0
0 

5.01 

Environmental                               
Failure to maximise the benefits of 
environmental initiatives 

Medium Islington Council not contributing to a greener 
environment.  Not complying with 'Green' 
best practice. 

Client 1:  Carrying out energy audit on all schemes 

2:  Appointment of Islington Council 'Climate 
Control Coordinator' to progress the 'Green' 
agenda 

3:  Inclusion of environmental factors in the 
selection of supply chain 

Ongoing 

6.0
0 

6.01 

Legal                                               
Major changes in legislation in 
relation to H&S, Environmental, 
Employment, Building Control, 
Planning Policy Guidance 

 

Low 

Potential increase in cost and programme 
Client & 
Service 
Provider 

1:  Incorporate all changes prior to Islington 
Council placing orders 

2: Islington Council to seek additional funding 

Ongoing 
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Ref
: 

Risk 

Likelihoo
d of Risk  
(High, 
Medium 
Low) 

Impact of Risk 
Risk 
Owner 

Risk Management Action 
Action 
Period/ 
Deadline 

6.03 The Term Partnering Contract does 
not allow the time required to 
deliver the entire programme of 
cyclical work 

Low Re-tendering and associated costs.  Delay in 
programme.  Potential re-negotiation subject 
to standing orders and EU Rules.  New 
learning curves for potential new partners 

Client 1:  Re-visit programme of work Ongoing 

7.0
0 

7.01 

Service Delivery                        
Lack of recovery of financial burden 
on service provider incurred as a 
result of programme slippage  

 

High 

Year 1 spend not achieved and residents 
promises not met due to last start on site.   
Partnering processes and procedures not 
fully understood and implemented Delays to 
programme. 

   11/12 programmes are complete. 12/13 need to 
be agreed and adhered to.  

  

7.02 Failure of the arrangements in 
forming effective relationships with 
the whole Partnering Team. 

Low Failure to deliver projects to required 
budgets, standards of quality and on time.  
Failure to deliver value for money, through 
over specification. 

Client & 
Service 
Provider 

1: Improvement of relationships through dialogue 
and set date for ‘Lesson Learnt’ workshop. 

Ongoing 

8.0
0 

8.02 

Reputation                          
Service Provider not fully 
understanding the client base with 
which they will be working 

Low Reduced resident satisfaction and potential 
discrimination for minority groups 

Service 
Provider 

    

8.03 Administration and IT - by 
appointing 2 service providers, 
different approaches may be 
adopted  to administration, 
communication  

Low Increase in administration of the scheme, 
lack of a uniform approach in communication 
with residents creating confusion and 
reduction of satisfaction 

      

8.04 Surveys - delay between scoping 
survey and subsequent design 
surveys and the works 
 

High Works should follow reasonably promptly 
after the survey visit or resident 
dissatisfaction may result 

  
 1: Contractors proposal’ meetings 

 2: 13/14 programme, accuracy improved from   
 previous years. 

  

8.05 Complaints - high number 
unresolved 

Low Negative resident satisfaction.  Poor KPI 
scores 

      

9.0
0 

9.03 

Staffing and Resources          
Staff lack necessary skills and do 
not have the ability to Partner. 

 

Medium Poor output and partnering benefits not 
achieved 

Lack of continuity for current staff / possibility 
of relocation. 

Client & 
Service 
Provider 

Recruitment of additional staff (i.e. Group Leader 
for QA, M&E inspectors and Project Managers) 

 

On-going 

9.04 Changes of staff to project teams Medium Poor output, poor quality of works, lessons 
learnt not retained. New staff are brought in 

Client & 
Service 
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Ref
: 

Risk 

Likelihoo
d of Risk  
(High, 
Medium 
Low) 

Impact of Risk 
Risk 
Owner 

Risk Management Action 
Action 
Period/ 
Deadline 

and do not yet understand the processes.  Provider 

10.0 Asbestos Medium    Establish and implement procedures. On-going 

11.0 Planning 
Failure to respond on time 

Failure to do it appropriately 

Breakdown in communication with 
Planning team. 

Planning application rejected 

High Failure to deliver the programme.  Lack of 
continuity in service delivery. 

Increase in costs, delay to programme, 
incorrect scope of works, low levels of 
resident satisfaction, poor team morale 

Client & 
Service 
Provider 

 Regular planning meetings held 

 Escalate problems if unresolved 

 Application delayed 

 Fast tracking to take place 

On-going 

12.0 Fire Risk Assessment work Medium Quality of work Client & 
Service 
Provider 

 Mears and Breyer to meet separately with 
Client on site 

 

 




