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The Journey

2001

« Outsourcing of repairs service and call centre
 SOR contract, with unrealistic incentive system
2002

e Audit Commission inspection - no stars, poor prospects —
under supervision

 Low levels of customer satisfaction KPIs not met
e Stock transfer failed

« Many directors of Housing

e No partnership working

« BCC not in control of work



The Journey

2004

. Reduction in SOR - use Optitime and Omfax
2005

. Re-tender South contract

. Audit Commission inspection: 1 star with promising prospects
. Call centres moved to BCC

2006

. Contract for South complete

. Capped cost + mechanism

. Income incentive for improved KPIs

. Partnering carried out with individual contractor
. Cost reductions within SOR categories

. KPI improvements, but not engaging tenants



The Journey

2006

« Sept: start of competitive dialogue
e Set vision for up to 2015

2007

« July: working with five gas partners, two repairs partners,
three DHS, one call centre, five internal partners

 Difficult to engage and prioritise tasks
2008
« April: start of North repairs contract



The Journey

Oct 2008 cont...

October: BCC focus on RFT and delivery within budget
Daily checking of service failures

December: decision to re-tender South and citywide repairs
contract

2009

April: all repairs partners on cost+price per property/price
per void model (October 2009)

Negotiated savings/target shared savings above contract
with partners - additional £2.5m saving

Increase in overall customer satisfaction from 86% to 91%

Reduction in complaints from 320 per month to 100 per
month



The Journey

Before the ‘price per property’ model BCC were not

able to fully develop partnering due to:
— Poor control of information and flow of work
— Lack of understanding of partnering
— Large number of stakeholders with different aims
— Not engaging with tenants at strategic level
— Constant re-tendering of contracts
— Behaviour driven by payment methods



Where are we now

Procurement and IRS4

The concept model

Principles: contractual use of IT
Technical: multi-layer

Back office schedulers and Optitime
Repairs and servicing options
Operational benefits



IRS4 concept model
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What did it involve?

Contracts awarded: 18 December
Moblilisation started: 7 January
Live operation: 5 April

1 CRM

5 Optitimes

1 Keyfax

| Northgate

4 partners’ back office systems



Technical overview!!!
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Outcomes

£31.8m saved on repairs, £6.4m on gas
servicing and £7m on gas installations

Joined up model by area
Single point of delivery in one area
Assess benefits of model for future use



Where are we going?

*Personalisation of service

Articulation of customer deliverables
sImproved customer information the driver
*CRM the enabler

eSmart performance measures not just KPIs



Where are we going?

« Demonstrate improved value for money

* Reduced - and reducing - resources on an annual
basis

« MOTs/estate days/joint working/individual
appointments - driving ‘right first time’

*Focused partnership process with reduced number

of partners



Where are we going?

How are we going to get there?

e Continual process improvement

» Belief, Excellence, Success, Trust - BEST

e Using lean thinking techniques and interventions

where required

e Audit Commission and TSA lessons



