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PEOPLE - HOMES « COMMUNITIES

Our One Team Approach

Mark Hudson - Director of Technical Services



About Stockport Homes

e Stockport Homes Arm’s Length Management Organisation (ALMQO) was set
up by Stockport Council in 2005,

e Stockport Homes’ recent key achievements

e 1st ALMO New Build Scheme in the country

 Awarded 3 stars and Excellent Prospects in 2006 and .......?
 House of Commons Select Committee Enquiry — Decent Homes

e Sunday Times 19t position “Best Places to work in the Public Sector”
 Awarded Investors in People Gold status

* Achieved 100% in Customer Service Excellence award (formerly
Chartermark)

 Launched new innovative model for collaborative working “Repair 1st” in
partnership with Jackson Lloyd under the new GM Procure Framework



What not to squeeze into 12 months

» Act as lead organisation to develop a new GM Procure Framework

« Have a House of Commons Select Committee review Decent Homes
 Major upgrades to Servitor system

o Complete re-launch of Opti-time system

« Installing new Eden system

» Bid for and receive/spend an additional £5m budget for Decent Homes
* Change the primary repair contractor

 Launch an innovative new partnership model

 Completely change the repairs & voids ways of working

* Finish of our first new build programme

o Start Two more new build schemes

* Public Sector awards and CIPFA financial audit processes

e« Go for and get IiP Gold

e Launch one job at a time on new PDAs

 Go for and get 100% result in Chartermark audit

« Complete review of major contractor pricings and order methodologies
 New Corporate Financial system implementation for all budget holders
e Audit Commission Inspection Feb 2010



The Vision

 To be “Best in Class”
e Single team approach

e Fully up to date systems, all fully interfaced

e Collaborative Partnership approach with new Repairs & Voids contract
* Both parties working from the same system

e Elimination of duplication and non value-add

 New working culture with one job at a time

e Step reduction in costs

e Increase in productivity

* Real time performance visibility, control and flexibility
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Performance Overview

e Customer Satisfaction 96.1%

* Appointments made and kept 95.8%

* Right First Time 98.0%

* Average cost of a repair £79

* Average time for a non-urgent repair 11.5 days
* Average time void spent with repairs team 10.6 days
 Key to Key overall void time 21 days



From a technical perspective...
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Key Stakeholders

Customers
— Repairs Improvement Group established
— 10 meetings during 2009

« Civica & Xmbrace
— Lead for Eden, Xmbrace Opti-time and Civica activities
— Project Management support

« GM Procure (now moving to Procure Plus)
— Repairs and Voids Framework
— Project Management support

* Northgate
— Interfacing support

o Stockport Homes
— Lead for in-house actions and communications
— Project Management support



Repair 1t became a reality



Some of the early changes

e Joint Management Structure

« Joint operational Meetings
 Performance Reporting

* Productivity

 Tool Box Talks

e Customer Information/ Profiling

e Batching and links to planned works



Early wins....

e Cost savings / resource rationalisation

« Joint Stores Arrangement & Procurement
o Complaint Management/Forums

 Repair ¥ Branding attracting new partners
e Contact Centre

* Vehicle Procurement & Tracking



Early wins....

 Well Being Initiatives

e Plasma screens and communication

e Voids Performance & Joint Processes
o Capital Works

« Multi skilling and incentives

* Business Planning



Key Learning points

« Estimate your resources then double it!

 Ensure business processes are fully base-lined and
documented

 More front end analysis of what we do and ‘unofficial’
workarounds

 Ensure all partners are fully involved along the way

e Have a strong project team with assigned Champions
e Assume nothing!

« Test logic consistently

* Train thoroughly all users on the “how and why”
 Spread the message around, again and again
 Don’t change contractor!

* Never before an audit Commission inspection!



Questions?

Mark Hudson - Director of Technical Services



