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1. Scope and Objectives 

Scrutiny Area Repairs service-Condensation 

 

Scrutiny Objectives To work on behalf of tenants and in partnership with staff to ensure that the services provided by 
The Community Housing Group are tenant focused, are delivered to a high standard and represent 
value for money. 

To provide assurance that the procedure for dealing with annual gas servicing and routine heating 
repairs is operating effectively and in line with current standards and performance targets. 

Scope of the review  

 

Examination of current policies and procedure 

Examination of service standards 

Complaints and compliments 

Performance against targets  

Customer feedback through surveys  

Staff feedback through discussions 

Milestone Date Comments 

   

Presentation on overview of 
service and scoping  

12th July 2018  

Scoping meeting 24th July 2018  

Progress meeting  25th September   

Meeting with Oakleaf 

Operatives  

1st November  
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Meeting with Director and 

service managers  

13th December   

Draft board report  for 

discussion and management 

responses  

10th January 2019  

Sign off Board report with 

management responses  

13th February 2019  
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2. Overview – Gas servicing and Repairs 
 
Our Gas Servicing and Heating Repairs Service has always been a fundamental part of the Company’s ‘Landlord Duties’ under the 
Gas Safety (installation & use) Regulations 1998 along with other current social housing legislation. There is a huge emphasis from 
the Housing Regulator to ensure Social Housing Landlords are on top of their gas servicing and maintenance requirements and 
therefore a vital part of our operation. 
 
Current service offering  
 
The service delivers an annual gas servicing programme, an electric boiler safety check for our High-rises (Hurcott flats), solid fuel 
servicing and smoke alarm checks on all properties including non-gas properties alongside a maintenance and repairs service. We 
operate Monday to Friday 8am until 5pm (servicing up until 8pm upon request), Saturday’s on occasions and provide an 
emergency service outside of these hours.  
 
The department is currently managed by Helen Dance, Head of Home Safety and Repairs alongside two Senior Gas Engineers. 
The service is subject to many forms of audits to provide assurance to The Group, such as QGas and Mazars our internal auditors 
(both external auditors) and internal audits carried out by our Senior Engineers.  
 
  
Service improvements 
 
Over the last 6 months the Energy and Repairs Teams have been working on introducing new ways of working to ensure the 
service is operating efficiently with a focus on excellent customer service being achieved. We have changed how we operate our 
repairs function by allocating each engineer to an area. This has meant that we now utilise our Gas Engineers time more 
effectively, travelling time has been reduced resulting in more repair jobs being attended to each day. We now have a Property 
Access Officer who focuses on arranging access to properties after any first missed appointment; this has been very successful, 
and we have seen a reduction in the amount of issued Notice to Seek Possession orders.  
 
The Energy team continue to drive performance and customer satisfaction focusing on enhancing our service by working closely 
with other departments and listening to our tenants.  
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3. Detailed Scrutiny Findings 

In 2016 the former Tenant Scrutiny Committee carried out a review of the gas repairs service. This was prior to the service being 
brought in-house and it was agreed that a further review would be carried out 12 months after the change to service delivery had 
been introduced. 
 
The current review has identified some key improvements to the services provided by the Oakleaf Energy Team and these are 
detailed below. The view of the CVAG is that new approaches that have been adopted have resulted in a much better service for 
customers. There are a few areas where members considered improvements could be made and these are also listed. 
 
Strengths 
 

• Improved management and oversight of service delivery. There was extremely positive feedback from Operatives delivering 

the service in terms of management support and clear leadership.  

• Dedicated and committed team delivering the service with a strong ‘Team ethic’. Well informed and professional in their 

approach. 

• A clear commitment to providing good customer service 

• Introduction of text messaging to confirm appointments has improved communication with customers   

• The creation of a new post; Property Access Officer to work proactively with customers to reduce the number of 

unsuccessful visit’s   

• Introduction of new working practices (patch- based operatives) has reduced costs but also increased accountability and 

better performance management. 
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Areas for Improvement 
 

• Written communication for servicing appointments could be simplified to make information clearer and easier to understand. 
Letters are currently very wordy. 

 

• Transactional surveys triggered after each visit/appointment would provide timely feedback which would enable any issues 
to be addressed and good practice recognised.   

 

• Withdraw the prize draw unless there is evidence to suggest that this has increased positive outcomes in relation to access.  
Rewards should only be linked to activities that customers carry out or get involved in which are not part of their contractual 
agreement with the landlord. 

 
6. Recommendations 

 

Observation Recommendations Management Response Target/ 
Responsibility 

 

Letters 

The letters currently used are 
extremely wordy and 
overcomplicated.  It is 
acknowledged that a legal process 
needs to be followed and 
evidenced. However, the letters 
could be simplified and made 
more customers friendly.   

 

 
The CVAG members drafted 
proposed new letters for 
consideration which are 
simpler and easier to 
understand. 
Members also suggested 
using different colour paper 
envelopes and font to 
emphasise the different 
stages of the process.  
 
 
 

 
Agreed that the current letters could be 
simplified. We will review the drafted 
proposed new letter with our Legal team 
to ensure that the letter meets legal 
requirements.  
Once new letter format is finalised we 
will consult with CVAG for agreement.  

31st March 2019 

Helen Dance 
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Satisfaction 

Figures below show a steady 
increase in satisfaction since the 
service was brought in-house. 

However, there was a dip in 
satisfaction in Q2 which may be 
linked to the increase in the 
number of complaints. 

Customer’s comments refer to 
operatives not having the van 
stock to carry out work.  

Q1 2017/18 – 75% 

Q2 2017/18 -82.86% 

Q3 2017/18- 91.25% 

Q4 2017/18- 91.94% 

Q1 2018/19- 97.06% 

Q2 2018/19- 89.13%  

 

 The Lead Engineer reviews van stock 
quite regularly but on occasions parts 
need to be order via the warranty 
process. 

 

Work is currently being carried out with 
Travis Perkins to highlight common 
parts orders for both Gas Repairs and 
Responsive Repairs to improve the van 
stocks across the whole of the Repairs 
service.    

Some of the customer responses with 
regard to dissatisfaction refer to other 
stages in the process not related to the 
repair such as call handling waiting 
times and these issues are being 
addressed with the relevant 
departments.  

Monthly review of 
data – Helen 
Dance  

 

Complaints  

Complaints are relatively low in 
comparison to the number of 
heating repairs and gas services 
carried out. 

However, there was an increase in 
the number of complaints received 
during Q2 which coincided with a 
fall in customer satisfaction.  

 
  

During the first quarter of the year 
installation engineers were diverted to 
other priority functions within Oakleaf. 
This resulted in an increased number of 
installations being carried out in Q2 
which the majority of complaints relate 
to. 

 

 

Monthly review of 
data – Helen 
Dance  
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 The main complaints have been 
associated with the condition that 
properties have been left in following full 
heating upgrade works which means 
disruption to most rooms and loft space.  

This has been addressed through 
meetings with Operatives and 
clarification in terms of the expectations 
required on completion of work.    

£50 prize draw 
Customers who allow first time 
access are currently entered into a 
prize draw. However, there is no 
evidence to suggest that this has 
had a positive impact on first time 
access.   

As it is a tenancy condition that 
access is allowed to carry out gas 
servicing it is not considered 
appropriate for ‘rewards’ to be 
offered. 

The scheme is withdrawn. Agreed and withdrawn.  

Ongoing monitoring will be carried out to 
determine whether withdrawing the 
scheme has a negative impact on 
access. 

Should this be the case further 
discussions will take place with the 
CVAG prior to any decision being made 
to reintroduce the scheme. 

Complete with 
ongoing 
monitoring. 

Helen Dance 

Customer feedback 

Information is currently obtained 
via surveys carried out by 
Voluntas which includes all repairs 
not just heating repairs. 

No specific surveys are carried out 
for gas servicing.  

 

Introduction of transactional 
surveys at the point of service 
delivery to provide timely 
feedback may reduce the 
number of complaints and 
also the need for additional 
customer contact. 

This is being considered as part of one 
of the Together we Can projects 
reviewing customer feedback across the 
Group. 

It has been agreed to pilot an in-house 
transactional digital survey for the 
repairs service moving away from the 
current Voluntas survey which will result 
in an efficiency saving.  

Implement April 
2019 

Helen Dance 

Gill Mooney 
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Proposed scheme 

Members were asked for their 
views on a proposed scheme 
which would involve recharging 
residents £30.00 who fail to allow 
access to carry out the annual gas 
service.  

 

The view of members is that 
in cases of repeated ‘no 
access’ there may be 
underlying issues such as 
debt, mental health, property 
condition, complex family 
matters etc. In light of this it 
was considered unlikely that 
fining residents would make 
any difference.  
Members also felt that if 
residents failed to pay the fine 
there would be a cost to 
chasing the debt which would 
probably exceed £30.00 and 
this would not be cost 
effective.  
 
All members were in 
agreement that more needs 
to be done to understand why 
residents refuse access and 
in cases where there is a 
history of access problems 
Neighbourhood Teams 
should be working more 
closely with those residents in 
advance of the gas service 
being carried out. 

This has been withdrawn and we will 
look at alternative ways to reduce No 
Access visits.  

Completed 
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New post-Property Access 
Officer  

Members felt that the creation of 
this new dedicated post was very 
positive and are keen to see how 
this impacts on access results.  

For the next 12 months 
CVAG would like to receive 
quarterly updates on access 
results to see if there is any 
improvement /change. 

Currently working with IT to produce a 
report to evidence this. Will share with 
CVAG once this in place.  

1st April 2019 – 
Helen Dance  

Patch based working 
arrangements  

Members understand the rationale 
behind these working 
arrangements and the benefits in 
terms of accountability and 
reduced travel costs.  

   

If this model is successful 
could it be rolled out across 
other services?  

These principles will be implemented 
across the Responsive Repairs section 
as this has now been merged into one 
department with Gas Heating Repairs.  

31st May 2019 – 
Helen Dance 
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Additional Comments  

 
The review has taken longer than expected to complete but has been carried out during a period of change across the organisation. 
There have been issues receiving timely information mainly due to changes to teams and staff being unfamiliar with the scrutiny 
process.  
We will continue to work in partnership with staff on each review and are confident that this situation will improve and the process 
will run more smoothly and within timescales going forward.   
 
The CVAG would like to thank all staff who have supported us to carry out and complete this review. 
 
 
 

 
Date Report  Approved  

 
13th February 2019 

 
CVAG Chair:     

 
Joyce Hopkins 

 
Lead Director:   

 
Ian Hancock 

 


