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Appendix 2 – Recommendations 
 

Area Recommendation Management response Proposed actions Timescale Responsibility 

1) A summary of all the 
current information 
leaflets that are available 
to New Fylde, New 
Progress and Progress 
Care Customers should 
be regularly printed in the 
newsletter. The repairs 
leaflet in particular should 
be hi-lighted that it is 
available when there are 
articles on repairs issues. 

Agreed, articles about the 
repairs service are regularly 
including in Progress People 
and Street Talk and 
information about leaflets 
available can be included in 
those publications. 

The editorial panels for both 
publications to include an article about 
information leaflets in the Autumn 
edition of the tenants’ newsletters. 

 
 
 
List of all current leaflets to be listed 
annually in StreetTalk and Progress 
People newsletters. 

 
Signposting to relevant leaflets from 
newsletter articles. 

September 
2013 

 
 
 
 
 
By April 2014 
and then 
ongoing on 
annual basis 

Andrea Wilson for 
Progress People, 
Kate Henderson 
for Street Talk 

 
 
 
Tim Frier (Street 
Talk) & Andrea 
Wilson for 
Progress People 

Ease of 
reporting a 
repair and 
correctly 
identifying the 
repair. 

2) Staff members should 
ensure that all current 
leaflets are on display at 
all times in reception 
areas. 

Agreed Leaflets are now available in the 
reception areas at both Warwick 
House and Sumner House 

Complete Tim Frier for 
version control 

 
Customer 
Services for 
reception displays 



 
 
 

3) A Review to take place 
with Customers about the 
Repairs Leaflet and 
consider if a leaflet is 
required on the service 
and if Customers value 
accessing information in 
this way. 

Agreed. The current 
NPHA/NFH repairs leaflet was 
produced in July 2012 and all 
information included within it 
should be up-to-date. The 
information is also available on 
the website and a summary is 
included within the NPHA/NFH 
welcome booklet, which is 
given to all new tenants. The 
2012 NPHA/NFH STAR survey 
reported that 57.5% of general 
needs and 49.2% of sheltered 
housing tenants are happy to 
be kept informed ‘in writing’ so 
there is a clear demand for 
printed publications (and the 
quantities of leaflets distributed 
each year, often on a request- 
only basis, also supports the 
need for printed publications). 
For information, the 2012 
NPHA/NFH STAR survey 
reported that 38.2% of general 
needs and 59.2% of sheltered 
housing tenants do not have 
access to the internet so would 
be unable to access the 
repairs information on our 
website. 

We would require further information 
regarding this recommendation before 
making a decision on whether any 
actions are required. 
 
 
 
PCHA and NPHA/NFH to review the 
current use of leaflets and consult with 
tenants’ groups to ascertain the value 
of the leaflets. 

 
 
 
 
 
 
 
 
 
March 2014 Heads of Service 

for NPHA/NFH 
and PCHA 
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3a) If a leaflet is required 
it should clearly detail who 
takes responsibility for 
taking repairs and for 
following up work, how 
Support Workers and 
others can report repairs 
on behalf of a Customer 
and consider use of 
pictorial aids to assist with 
repair reporting. 

Agreed Consultation will take place with 
interested tenant representatives from 
NPHA, NFH and PCHA to review 
whether a leaflet is required and if so 
to contribute to the content and style of 
the leaflet. 

If a revised 
leaflet is 
required the 
timescale for 
production 
will be 
October 
2014. 

PCHA and 
NPHA/NFH 
Tenant 
Involvement 
Teams 

4) Progress Care to work 
with Support Workers to 
ensure that Progress 
Care Customers, if they 
wish, can report repairs 
by themselves or with 
support. 

Agreed. Some work has 
already been undertaken on 
this issue, with tenants 
contributing to the redesign of 
the repairs log book, a tool 
available for use by people 
who live in shared houses, so 
that it is now easier for tenants 
to use themselves. 

PCHA Tenant Involvement and 
Housing Management Teams to 
investigate the barriers to repair 
reporting for tenants and to work with 
both tenants and the support staff to 
encourage more tenants to report 
repairs directly. 

March 2014 PCHA Head of 
Housing and 
Tenant Services 
Manager. 
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5) Awareness to be raised 
that Customers can report 
a repair online and 
increase the numbers 
accessing this service to 
make it more cost 
effective. 

Agreed. 
 
We are currently reviewing the 
navigation and design of the 
website to signpost more 
clearly to all online services, 
including repairs reporting. 
Once completed, this will be 
promoted to all tenants with 
the aim of increasing usage. 
This will be monitored through 
biannual web usage report that 
is produced for Senior 
Management Team. 

Update design and navigation of 
website to make it easier for customers 
to access online services. 

 
Campaign to increase awareness of 
online repairs reporting. 

Project 
timescales 
TBA 
(anticipated 
to be 
complete by 
Dec 13) 

Tim Frier 

6) The Group to offer 
regular refresher training 
on communication 
techniques for Customer 
Services Centre staff. 

Agreed. 
 
Individuals are monitored 
regularly and feedback is 
provided where appropriate on 
communication techniques and 
development areas are 
identified 

Training to be delivered on effective 
complaints handling and 
communication techniques. 

Initial training 
will be 
completed by 
April 2014 
and 
thereafter 
refresher 
training will 
be carried 
out every 2 
years and at 
the induction 
of new staff. 

Loraine Simpson 
(Head of 
Customer 
Services) 
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7) Enable all Customers 
to report a repair directly 
to staff at the Customer 
Services Centre without 
being placed on an 
automated answering 
service. Review how 
frequently and for what 
length of time Customers 
have to wait before a Staff 
Member answers their 
call. A Customer 
Involvement mechanism 
should monitor this and in 
conjunction with Staff set 
targets set on this. 

Action related to automated 
answering service not agreed. 
The purpose of introducing this 
facility was to provide an 
opportunity for tenants to leave 
repair requests at peak 
demand within the Customer 
Services Team. The 
alternative would be either an 
increase in staffing levels to 
meet peak demand or longer 
waits for the telephone to be 
answered. 

 
Initially when response targets 
were set tenants were involved 
in the consultation process. 

 
Call response targets are set 
each year and will be 
consulted upon through the 
normal tenant consultation 
process and monitored on a 
monthly, weekly and daily 
basis. 

 
During the review service 
levels were not met due to 
staff shortages and an action 
plan is now in place to resolve 
this. 

Consultation with tenants when the 
target is next reviewed. 

 
Our current performance is collected 
and reported upon and the setting of 
new targets will involve tenant 
consultation. There are no immediate 
plans to change the 20 second (five 
ring) target for answering calls as we 
believe this to be above the industry 
standard and one which can be 
achieved with current staffing levels. 

 
This will be done through The Forum 
for NPHA and NFH and tenant forums 
within PCHA. 

Jan 2014 Head of Customer 
Services 
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  8) Clear guidance to be 

issued to Support 
Workers and Customer 
Services Centre Staff on 
repairing responsibilities. 

Agreed 
 
There are variations in repair 
responsibilities for PCHA 
properties due to differences in 
the leases. A database is 
available for staff detailing 
responsibilities for each 
property; however this is not 
ideal as it is not contained 
within the main repairs and 
maintenance system. 

Short Term – Ensure customer centre 
and PCHA staff are aware of database 
and refresh training on its use if 
required. Share information with 
support workers / providers. 

 
Long Term – Ensure the information is 
available within the main R&M system 
as part of the IT replacement project. 

October 
2013 

 
 
 
 
 
April 2015 

Lisa Breeze / 
Annette Stevens 

 
 
 
 
 
Paul Smith 

The use of 
appointments 
and how these 
are 
communicated 
to the Customer 

9) Improve the 
appointment system 
throughout the repairs 
process so Customers 
quickly and easily can 
obtain information on 
when their repair will be 
undertaken. 

This action is agreed and will 
be part of the review process 
during the implementation of 
the new IT systems and the 
review of how the 
appointments service is 
delivered in the future. 

 
Appointments are available for 
all ‘non measured’ works 
except for emergencies. 
Agreed with scrutiny panel to 
investigate issue of customers 
refusing appointments to gain 
speedier repairs further. 

The whole system of appointments 
and the way communication with 
customers is delivered will be part of 
the review of IT systems and the way 
the service is delivered. 

 
Investigate situation where 
appointments are not offered and 
where offered but not accepted and 
scale of issue. 

 
In the longer term scheduling software 
will assist with providing more 
appointment availability. 

October 
2013 

 
 
 
April 2015 

Dave Ashworth 
 
 
 
Paul Smith 
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  10) Review the repair 

receipt with Customers 
and explore its 
effectiveness, value for 
money and consider other 
methods which may be 
used to confirm repair 
work. 

Agreed Consultation with tenants on the value 
for money of repairs receipts and other 
methods of obtaining satisfaction 
information, will take place and 
following the consultation an action 
plan of implementation with timescales 
will be produced. 

December 
2013 for 
consultation. 

 
 
 
Implementati 
on 
dependent 
on outcome 

Head of 
Operations PS 

Dave Ashworth 

Communication 
during repairs 
work being 
undertaken 

11) If a repair is not 
resolved on a first visit, 
Customers need to be 
given clear and timely 
information on when the 
work will be completed 
and whom they should 
contact if they have any 
queries. The Panel would 
like to see detailed 
actions on this area to see 
how this can be achieved. 

Agreed 
 
Our current systems are paper 
dependent which means 
information is not available to 
customers / customer services 
staff while parts are ordered, 
delivered and work re- 
scheduled. 

Short Term – Complete a review to 
identify interim actions that can be 
implemented to improve 
communications in this situation. 

 
 
 
Long Term – The introduction of 
handheld technology and a new IT 
system will enable information to be 
available to customers in this situation. 

 
A detailed action plan will be provided 
for the panel members at a later date. 

December 
2013i 

 
 
 
April 2015 

Tim Frier 
 
 
 
 
 
 
Paul Smith 
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12) Real time mystery 
shopping should be 
implemented to assess 
satisfaction with the 
Repairs Service from start 
to end. 

Agreed 
 
Real time mystery shopping is 
done for reporting a repair. 
This does not flow through to 
completion or satisfaction. 

The mystery shopping form completed 
will be amended to take into account 
the completion of the repair, through to 
receipt and the filling in of the 
satisfaction survey. 

September 
2013 

Daniel Craine How 
satisfaction 
information is 
collected and 
used and how 
Customers are 
involved in the 
service. 

13) An involvement 
mechanism should be 
established for Customers 
to be more involved in the 
development, delivery and 
monitoring of the 
Responsive Repairs 
Service. The Panel would 
like to see that the 
recommendations and 
actions from this report 
are monitored and 
followed by this Customer 
involvement mechanism. 

Agreed 
 
This also needs to provide the 
involvement mechanism as 
changes are considered to the 
delivery of the repairs and 
maintenance service prior to 
the introduction of new 
technology. 

Produce a draft customer involvement 
strategy and action plan for Property 
Services with specific reference to 
repairs and maintenance. 

 
 
 
This will include the recommendations 
and actions identified as part of this 
scrutiny report. 

November 
2013 

Lynn Hurrell 
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  14) Explore with 

Customers different ways 
of obtaining Customer 
satisfaction information, 
for example use of 
telephone surveys, e-mail 
and texting to increase 
the numbers of Customers 
who provide satisfaction 
information on the service.

Agreed 
 
Current good practice 
demonstrates that a variety of 
feedback mechanisms are 
required to obtain a 
comprehensive picture of 
customer satisfaction. 

Review our approach to obtaining 
customer satisfaction information on 
repairs and maintenance service and 
implement resulting action plan 
involving tenants through our existing 
customer consultation mechanisms 
across NPHA, NFH and PCHA. 

December 
2014 

Lisa Breeze 

The overall 
Customer 
experience of 
communication. 

15) Place communication 
with the Customer at the 
centre of any responsive 
repair review to inform 
PHG on service delivery. 

Agreed Tenants through our existing customer 
consultation mechanisms across 
NPHA, NFH and PCHA will be 
involved in the review. 

 
 
 
Extensive consultation will take place 
with the repairs and maintenance 
forum throughout any review of service 
delivery and changes to IT systems. 

Dec 2014 Lynn Hurrell 

 


