Property Management
Kim Wells — Head of Repairs
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Management Structure

Vacant
Director of Property
Management

Head of
Property
Services
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Better Homes Delivery

= Core service activities
 Better Homes — Internals & Externals
 Mechanical & Electrical Systems
* Void Refurbishment
 Major Repairs

* Managing Council’s external contractors
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Property Services

= Core Service Activities
« Asset management strategy & programming
« Contract procurement
* Quality Assurance
* Environmental / Sustainability

 Compliance - Health & safety, asbestos, gas
safety
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What We Spend

Reactive
£33M

Planned
Capital
£57M
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Who Does What

Partnering Contract (ending 2016)
Better Homes New schemes delivered through a

framework agreement from 1st April 2016

VET A LN K-l Wates Living Space
VOId S Contract started 15t April 2013

Individual Heating, Communal Heating,
M&E Lifts, Door Entry, TV aerials

Maintenance Started 15t April 2016

Responsive \c/:varpdessepegrs .
BUIIdlng Repairs ates Living Space — Holborn
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Camden Repairs

= Core activities
 Responsive building repairs - borough wide
« QOT adaptations
« Sheltered & Temporary Housing
« Specialist works team (larger responsive repairs)
= 60,000 repair orders each year
= 130 directly employed trade staff
= 14 Apprentices
= £12Million expenditure

camden.gov.uk EE—' Camden



camden.gov.uk



Average EZE Time by Contractor

20

Other Direct

P Materials

Housing
Maintenance
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THIS IS
THE END
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Design Principles — One Job at a Time
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ITs YOUR
DECISION

(DISORIENTED §

SORIENTED
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Satisfaction

last updated: 18th Apr 2016 06:51

Repairs RFT click here to view current selections
Order Closure Issued/Costs First Time Fix End to End Times Cust. Satisfaction

LN RFT PCDate  20..2. @M2. Apr May Jun Ju Aug Sep Oct Nov Dec Jan Feb Mar (Qsearch M Fitters |
[Daytoay! Speciaist 8. Rating of Service - Percentage
Hampstead
Gospel Oak 175 District
Kentish Town 100%  po— I EEEN T meee e e Eaas EE S 245
Camden Town 315
Temp & Shel D2D 415 Irade
Holborn a5 :
Disrepair 50% Operative
Occupational Therapy
Specilst Works | Month
Temp & Shel Voids
Mobile 0% Numbe

. N 5 umber
Brickwork s P g & & o o 4 \.,Qb \b;\‘f vp"" @.f bf(éo &

S & E S o o \ N (N
Carpentry v + P D ® + P» P W p Percent
Carpentry (OT)
Carpentry (UPVC)
Decorator 515
Electrical 1. Ease of Getting Through
Electrical Testin . A
oo esins o [ 2.C50 poite during cat
Glazing 3. Got pref. a intment
Multi-Trade 315 a -
Paving 4, Tradesperson on Time
Plastering
Plumbing 215 - 5. Sent Right Tradesperson
Plumbing (Bath Fitter)
6. Polite Tradesperson
Raling of Service 7. Quality of work
4

M5 25 305 45 SI5 0% 10% 20% 30% 40% 50% B0% 70% T
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Satisfaction

{} or-1nl I Repairs RFT

last updated: 18th Apr 2016 08:51

click here to view current selections

Overview Order Closure Issued/Costs First Time Fix End to End Times Cust. Satisfaction Access & Appts

LIN RFT PC Date 20..2.. B2 Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar |Q Search - |m
Day to Day Specialist 8. Rating of Service - Percentage
Hampstead 15 2/5 35 4/s S5 Total
Gospel Oak HA 2% 4% 8% 24% 61% 100% m
Kentish Town GO 2% 3% 7% 23% 65% 100%
Camden Town KT 4% 4% 9% 23% 61% 100% Trade
Temp & Shel D2D CcT 4% 4% 9% 21% 63% 100%
Holborn HO 3% 3% 6% 23% 64% 100% Operative
Disrepair oT - - 14% 43% 43% 100% pe
Occupational Therapy SwW 4% - 4% 16% 76% 100%
Specialist Works TH & SH (D2D) 5% - 5% 24% 67% 100% Month
Temp & Shel Voids MOB - - - - 100% 100%
Mobile

- Number
Brickwork
Carpentry YA T
Compacty (1)  Percont
Carpentry (UPVC) 55
Decorator
Electrical 1. Ease of Getting Through
Electrical Testin ) .
Sl o [T 2,50 pote during ca
Glazing 3. Got pref. appointment
Multi-Trade 35
Paving 4. Tradesperson on Time
Plastering
Plumbing 215 . 5. Sent Right Tradesperson
Plumbing (Bath Fitter)

6. Polite Tradesperson
B s [

Rating of Service 7. Quality of work

1/5 2/5 3/5 4/5 5/5

0% 10% 20% 30% 40% 50% 60% 70%
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Satisfaction

Repairs RFT

Overview Order Closure

Issued/Costs

last updated: 18th Apr 2016 08:51

click here to view current selections

First Time Fix End to End Times Cust. Satisfaction Access & Appts

LIN RFT PC Date 20..2.. @2.. Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar |Q Search v':|m
DaytoDay. Specilist 8. Rating of Service - Percentage
Hampstead

Gospel Oak 175 District
Kentish Town 100% - - ] - — . - - -l BN | 25

Camden Town 45
Temp & Shel D2D 415

Holborn a5 :

. . 50% Operative
Disrepair pe
Occupational Therapy onth
Specialist Works on
Letm & Shel Voids 0% @ = J &

. & > A ¢ o Number
Brickwork &F & L & F g F N R I I R - S RN

& & ¥ ¢ L < &

Carpentry & T F TS (’st/ O S S S A Percent
Carpentry (OT)
Dot s [
Decorator
Electrical 1. Ease of Getting Through
Electrical Testin . .
Glazing 3. Got pref. a intment
Multi-Trade 345 P ppo
Paving 4. Tradesperson on Time
Plastering
Plumbing 215 - 5. Sent Right Tradesperson

Plumbing (Bath Fitter)

Rating of Service

1/5 2/5 3/5 4/5 5/5 10%

6. Polite Tradesperson

7. Quality of work

20% 30% 40% 50% 60% 70%

8. Rating of Service
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Satisfaction

Repairs RFT

last updated: 18th Apr 2016 08:51

click here to view current selections

Overview Order Closure Issued/Costs First Time Fix End to End Times Cust. Satisfaction Access & Appts
LIN RFT PCDate  20..2. BMM2. Apr May Jun Ju Aug Sep Oct Nov Dec Jan Feb Mar (Q search v |
DaytoDay' Speciaiist 8. Rating of Service - Percentage
Hampstead
Gospel Oak 175 District
Kentish Town 100% = == == ] — o . 25
Camden Town 35

Trad

Temp & Shel D2D 15 rade
Holborn 515 "

. o rative
Disrepair Ope:
Occupational Therapy
Specialist Works Month
Temp & Shel Voids
Mobile & «S“ °‘

i . , Number
Brickwork - F
Carpentry N YA
Carpentry (OT) m
Carpentry (UPVC) 5i5
Decorator
Electrical 1. Ease of Getting Through
Electrical Testing ) )
Flooring 4/5 2. CSO polite during call
Glazing 3. Got pref. a intment
Multi-Trade 345 pret. appo
Paving 4. Tradesperson on Time
Plastering
Plumbing 25 5. Sent Right Tradesperson
Plumbing (Bath Fitter)

6. Polite Tradesperson
: : 115
Rating of Service 7. Quality of work
1/5 2/5 3/5 4/5 5/5 70%
8. Rating of Service
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Satisfaction

{} Camden

last updated: 15th Apr 2016 06:57

Repairs RFT click here to view current selections Xear 2%060

Overview Order Closure Issued/Costs First Time Fix End to End Times Cust. Satisfaction

LIN RFT PC Date 20..2.. BM2.. Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar (Qsearch M) Fiiters |
DayfoDay. Specilist 8. Rating of Service - Count
Hampstead

Gospel Oak . 115 —

Kentish Town

40
Camden Town
Trad
Temp & Shel D2D rade
Holborn .
Disrepair 20 Operative
Occupational Therapy
Specialist Works Month
U ———————
& & & &£ &

Temp & Shel Voids
Mobile &
&

Carpentry ‘."(7‘\ m
Carpentry (OT) b A Percent
Carpentry (UPVC) =
?;E:;'\?' (CARPENTER) IS
oo PLUMBING) S 1. Ease of Getting Through
Plastering (PLUMBER) N | _ :
Plumbing (MULTITRADE) N ki ki ks
roeer eten GRS e 3. Got pref. appointment
Sub-Contractor {CARPENTER) _ _ 4. Tradesperson on Time
Surveyor carPenTRY NN I :
orckwork LasTERER) NN 5. Sent Right Tradesperson

(PLUMBER) _ ] 6. Polite Tradesperson
Rating of Service (PLUMBER) — = 7. Quality of work
W2/5 3/5 4/5 sis o 1 2 3 4 & 6 7 8 ¢ 10

8. Rating of Service
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Satisfaction

{} o=yl Repairs RFT

last updated: 159th Apr 2016 06:57

click here to view current selections

End to End Times Cust. Satisfaction

Overview Order Closure Issuedi/Costs First Time Fix Access & Appts

LN RFT PCDate  20.2. BM2. Ao May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar (Qsearch 3| Fitters |
DaytoDay | Specilst 8. Rating of Senvice - Count
Hampstead

Gospel Oak B s
Kentish Town ] m

Temp  Shel 020 Trade

g;m 4 Operative

Occupational Therapy

Specialist Works 2 Month

Temp & Shel Voids

Mobile

Carpentry 0 m
& ¥F

Elec’(ric_al A Percent
Plastering
Plumbing
Brickwork
Carpentry (OT) 1. Ease of Getting Through
Carpentry (UPVC) ) .
Decorator 2. CSO polite during call
Elec!!'lcal Testing 3. Got pref. appointment
Floomg (CARPENTE R)-
Glazing 4. Tradesperson on Time
Multi-Trade
Paving 5. Sent Right Tradesperson
Plumbin th Fitter

9 (Ba ) 6. Polite Tradesperson
Rating of Service 7. Quality of work

W8N2/5 3/5 4/5 5/
0 1 2 3 4 5 6 7 8 9 10 T
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Progress since 2013/14 ....

* 14% reduction in repair orders raised (59,000 to 51,000 in 2015/16)
= 25,000 less incoming telephone calls — reduced failure demand
= Average reduction of 4 days in end to end time (13 days in 2015/16)
= Costs
» Average job costincreased in year 2 by 3% (compared to year 1)
= Average job cost decreased in year 3 by 2% (compared to year 1)
= Satisfaction
» Good, Very Good & Excellent + 5% (94% in 2015/16)
= Very Good & Excellent + 8% (86% in 2015/16)
» Repair orders closed within 12 weeks from practical completion
» Reduction in formal complaints & compensation payments
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