Maintenance Administration – Workplan

	Issue / Recommendations
	Resolution 
	Timescale
	Action



	a) We strongly recommend that what is a good solid team is kept fully staffed and on no account should move to a call centre arrangement be considered as many of the above strengths, including job satisfaction, would be diluted or lost.

	Staffing provision has been further enhanced since the occasion of the report

Whatever size we grow to DCHA will always aim to have a well trained, supported and informed staff team handling repairs calls and who action repairs. Good Customer service is placed at the heart of the organisation and our staff’s skills are an obvious strength.  While we are already moving towards an in-house ‘contact centre’ we do not envisage out-sourcing our repairs handling (or any aspect of our services in the future) to a call centre. This will also ensure that the service provided is well resourced at all times and copes with any ‘dip’ in resources at holidays, sickness, etc periods.

The earlier point re the ‘call centre’ arrangements have already been agreed by our Board and will not see our repairs handling and other services ‘out sourced,’ rather a strengthening of our ‘in-house’ services and a development of staff’s role in increasing the range of options to tenants using the contact centre.


	Oct ‘08

Current

April ‘10


	Manager

HSD

HSD

	b) We recommend a review of the push button system of choosing options before getting through to a member of staff to report a repair and consider having a direct repair reporting line.

	We have considered the use of the ‘push button’ system and this is also being implemented with the introduction of the contact centre.  In the meantime – we have sought to simplify the current system.
The issue highlighted would be suitably addressed by the development of the ‘contact centre’ – a single point of contact for all tenant enquiries.


	Sept ‘08

April ‘10
	Manager

HSD



	c) As we were unable to test the translation facility we recommend that should there be a follow up inspection, or another suitable opportunity, that this service is tested from a tenant’s perspective.


	We would be happy to look again at the possibility of testing out the translation services used by the Association from a tenant’s perspective.


	As 

Required
	June Neish



	d) We recommend that job numbers are consistently provided for common repairs

	Actioned
	Sept ‘08
	June Neish

	e) We recommend that a system that enables calls to be recorded and listened to be adopted.


	With regard to your comments regarding using a telephone system that enables calls to be recorded and listened in to be adopted, as discussed prior to the Inspection, this has already been introduced.   We see this as a ‘tool’ to protect both tenants and staff in the instances of any disputes over what matters discussed and crucial in the training of staff in repairs call handling and other aspects of customer service.
	Oct ’10
	HSD

	f) On a related matter, it is noted that on occasions the direct labour organisation may be contacted for advice which may not lead to them being called out, but the organisation is charged for a full call out charge.  As this charge on tenants rent we recommend this is reviewed and the possibility of an appropriate lower charge being agreed in these instances.


	With regard to the comment about the Direct Labour Organisation (Workshop) staff being called out, it should be noted that DCHA have in place out of hour emergency arrangements involving its own staff or external contractors.  In both cases and throughout weekends or at night - if a tenant contacts these services we will respond.  Resolution may involve a call out or on rare occasion’s advice being provided (i.e. an electrical issue where a member of our staff can talk a tenant through the resolution of a problem - i.e. resetting a trip switch). In such instances a staff member may be disturbed in the early hours of the morning and consequently be unfit / unable to work the following day. 

Staff are also required to be available and ready to be called out at any time during this period and the charge reflects this requirement.

The association will not be changing current arrangements.

	Aug ‘10
	No Action


