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Introduction and Objectives 

 

After completing a voids review in 2019 the Scrutiny Team felt this had 

highlighted the need for a review into responsive repairs procedures.  

 

Areas identified were: 

 

• Policies and procedures affecting repairs to properties.  

• The implementation of the responsive repairs by Silcoa operatives. 

• Customer support Procedures 

• Customer satisfaction levels 

 

 

There were 5 points of focus:  

• Benchmarking against other housing associations regarding responsive 

repairs 

• Review of existing policies and procedures within Selwood and Silcoa 

• Scrutiny of information on website and in leaflet form. 

• Customer interviews 

• Staff interviews – office admin staff, customer service personnel and 

operatives. 

 
 

 

We were interested in the way processes operated, balancing the business need 

and legal requirements for responsive repairs, with an understanding of the 

information available to customers and customer satisfaction from the reporting 

of the repair through to its completion.  
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Objectives: 
 

 

 

a) To inspect Policies and Procedures of responsive repairs and to look into 

the customer information available both online and in written form, to 

establish effectiveness, ease of use, clarity, objectivity, accessibility and 

fairness. 

 

 

b) To carry out a benchmarking exercise with a selection of other housing 

associations. 

 

 

c) To shadow operatives on site from acceptance by customer service staff 

through to completion.  

 

 

d) To talk to administration staff, customer services personnel and 

operatives to examine their methods and gain their views of the 

processes. 

 

 

e) To inspect CSN data on repairs satisfaction from customers.  

 

 

f) To carry out anonymous telephone customer interviews, post repair work. 

 

g) For the scrutiny team to draft a final board report with recommendations 

and produce an action plan in partnership with the Service Manager of 

responsive repairs services. 

 

 

h) For learning outcomes from the review to be fed back to the relevant 

areas of the organisation. 

 

 

i) For any action plan to be monitored by the relevant Selwood team and 

the scrutiny team. 
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Review Process 

 
 

The Scrutiny Team undertook the following actions: 
 

 

1. The team explored in detail the existing written policies and procedures 

in relation to responsive repairs and examined leaflet and website 

information.  

 

 

2. A benchmarking exercise was undertaken in order to identify positives 

and negatives against 5 other housing associations.  

 

 

3. Scrutiny team were briefed on the workings of customer services and 

invited to spend time in the department following the procedures. 

 

 

4. The Scrutiny Team spent time with the responsive repairs admin team 

and operatives both in office and on site. 

 

 

5. The team examined detailed data supplied covering appointable 

completion times, emergency completion, customer satisfaction and out 

of hours requests. 

 
 

6. The team interviewed the Group Asset Director, the Head of response 

operations, admin staff, operatives and a cross section of customers.  

 

 

 

 

 

 

 

 

 

 

 

 



 

 4 

Findings 

 
1. Policy and Processes, Leaflets and Website 

  
 

1.1 The team was provided with a very efficient and comprehensive flow-

chart example of the repairs request process from customer call to 

completion.  

 The repair process is evidently smooth and efficient although on occasion 

it would appear customer service staff lack sufficient knowledge of the 

repair requirements.  

 

 

1.2 The Scrutiny Team was initially concerned that the handbook previously 

issued to tenants was no longer relevant and that the move to digital 

information could have an adverse effect for some customers, especially 

elderly, vulnerable and those either without or not able to use the internet 

facility. However, the team has seen copies of printable information 

available to customers if required. Also, in the course of customer 

interviews it was clear that very few respondents referred to the handbook 

and even fewer followed the website information and guidance, 

preferring to use telephone contact.  

  

 

1.3 The team noted that owing to the lengthy gap between issues of the 

Working Together magazine, up to date information regarding repairs 

information and guidance has not reached all customers. However, this 

information, regarding the move to digital format was   included in the 

winter 2019 edition (on page 19) which was sent to all customers and also 

on the website  

 

 

1.4 During the Scrutiny Team benchmarking exercise, a number of other 

housing association websites were explored and the general feeling was 

that many were easier to navigate than Selwood. Examples include: 

 

 

• L&Q 
 https://www.lqgroup.org.uk 

 

• Metropolitan Thames Valley 
 https://www.tvha.co.uk 
 

https://www.lqgroup.org.uk/
https://www.tvha.co.uk/
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• Poole Housing Partnership 
 https://www.yourphp.org.uk 

 

 

1.4.1 The Scrutiny Team feels that these websites in particular appear 

centred and easy to follow.  
 

 

1.4.2 These associations give clear and precise advice to tenants as to  

a) The best way to report a problem   

b) The procedure which will follow. 

 

 

1.4.3 The team found it interesting that in all cases customers were 

guided towards ways of registering a repair in order of: online, 

email and then telephone. This displays a policy move to 

encourage tenants to use the website.   

 

 

1.4.4  L & Q is particularly helpful in giving information on expected 

deadlines and compensation procedures. 
 

 

1.4.5 All have very useful and well displayed links to other areas of 

association activity such as ‘Have Your Say’ links for Customer 

Feedback, Forums and Blogs. Whilst these are not solely 

referencing responsive repairs, they do offer involvement 

opportunities for customers. 

 

 

1.4.6 L&Q and Poole Housing Partnership also provide handy repairs 

and responsibilities handbooks as pdf downloads from their 

websites.  

  
 

 
 
 

The team acknowledges that once found, the Selwood information provided is   

of a high quality and helpful to customers. 

 

 

 

 

https://www.yourphp.org.uk/
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2. Benchmarking 

 

Five housing association websites were researched for their repairs service. It 

was difficult to get ‘human’ responses without being a tenant of the relevant 

companies and so their websites were used for detailed comparison as outlined 

in detail in item 1 of Findings above.  

 

In addition, the team compared response times.  

The monthly summary supplied to us showing figures for the year April 2018 to 

March 2019 displays a target of 21 days for Appointable repairs. 

 

There was a steady rise in the average days taken to complete a repair with a 

peak of 30.4 in February 2019. The average year to date figure therefore was 

25.5 days.  

 

Also in this section, the target for First Time Fix is set at 85% but YTD in 

March 2019 was 73%.  

 

 

  

3. Staff Interviews 

  

Staff – Administration  Visit report and Questions  See Appendix 1 and 2 

 

 The Scrutiny Team interviewed customer services management, 

supervisors and administration staff. 

 

 The Customer Support department appeared well led and efficient with a 

dedicated team. The method employed in answering a customer call 

proved comprehensive. The Scrutiny team member who listened in to 

calls reported that the call-handling system worked well and the 

dashboard was an efficient facility.   

  

3.1 It became evident that customers were originally asked more questions 

relating to their problem but these had been pruned back at the request of 

Silcoa. The customer support scripter, is gradually expanding the 

questions asked of tenants to achieve a better understanding of the repair 

which should lead to a higher level of completion on first visit. 

3.2 It was apparent there is no longer a ‘roof to foundation’ course for all new 

customer service staff, contrary to the information previously supplied, 

but instead Omfax training is undertaken.   
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3.3 Staffing problems exist when some experienced, dedicated members 

move to other departments within Selwood for promotion.  

 

 

3.4 There was a feeling that on occasion, information passed to Silcoa from 

Selwood customer support staff was lacking in detail. Straightforward 

trade repairs may be booked by the Selwood contact but when a repair 

requires more specialist attention and is referred to Silcoa, the details 

sometimes need to be verified.  

 

 

3.5 The team was interested to know how vulnerable tenants were identified 

and satisfied to learn all Care and Sheltered schemes are automatically 

flagged by the software in use. Alerts can be added to the system but this 

relies on information coming from the tenant or their neighbourhood 

manager.  

 

 

3.6 The overall assessment and judgement by staff as to whether a repair 

request counted as an emergency was deemed efficient and acceptable by 

Scrutiny members.  

 

3.7 The team noted that there is a move towards a digital system of reporting 

and requesting of repairs, including the ability to upload photographs in 

the next 12 months and the staff interviewed felt this would make 

booking easier for customers. 

 

 

Staff – Operatives - Questions  See Appendix 3 

 

The team interviewed repairs operatives including on-site visits. 

 

3.8 All operatives interviewed agreed that the system they use is 

straightforward and that in the main they were well equipped for the 

repair in question. There were exceptions that prove the rule – sometimes 

electrical work requires a re-visit and whilst our team member was 

shadowing a site visit, the operative had to go to the supplier for a set of 

taps.  

 

 

 

 

  



 

 8 

Staff – Out of Hours calls 

 

3.9 The Scrutiny Team received an excellent explanation of the Out of Hours 

service provided by Tunstall, with full details of how requests are 

allocated Emergency or Appointable status.  

It is apparent that customers are not aware they speak to a remote call 

centre when they call out of hours and that this can cause frustrations 

with more questions needing to be answered. However, we do not believe 

it would help if this information was more widely known as it may deter 

customers from reporting. 

 

 

4.  Customer Interviews - Questions. See Appendix 4 

 

Two members of the team carried out telephone interviews with a random 

selection of 36 customers who had repairs carried out in the previous 

three months. The approach taken was in identifying the fact that we were 

also tenants, enabling those interviewed to feel at ease and to answer 

freely and openly.  

 

The respondents represented a range of householders occupying houses, 

bungalows, flats and sheltered accommodation and a wide age range up 

to 94 years. The calls were selected purposely to give a good cross 

section of repairs including: gas and electric, plastering and woodwork, 

doors and locks and plumbing and heating.  

Where 1 is poor and 10 is very good, of the customers who participated, 

four gave overall satisfaction levels of 10 and five expressed satisfaction 

levels of 8/9.  

One customer with multiple repairs rated customer services 2/3 but once 

work had been undertaken this improved to 6/7. This particular customer 

had a long saga of repair problems stretching back over 12 months. They 

included waiting 8 weeks for a replacement kitchen tap; 12 month delay 

to replacing a back door and a lengthy delay in a kitchen upgrade.  

Another customer had initially been told it would be 3 months before a 

new lock (or door) could be fitted which would have meant she couldn’t 

‘leave her home’. An operative attended and the job was completed in 5 

minutes.                                                                                                                                     

One other customer on a house exchange moved in to the property which 

was 'full of rubbish and infested with rats'. 
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No customers referred to the hand books and all made telephone calls to 

Selwood with none using the Internet service. 

The overall impression obtained was that, while friendly and polite, 

customer services staff were sometimes inexperienced and had a lack of 

knowledge of specific repairs.  

On site operatives were friendly and helpful but did not always have the 

appropriate materials to complete a repair on first visit and often seemed 

pressed for time. One lady was most impressed with how the operative 

cleaned up at the end of the job.  

 

Responses expressed as percentages from our tenant questions where we asked 

for 1-10 score: 
 

• Satisfaction with customer services response - 90% (levels 8/9/10) 

10% level 5/6 

• Repair satisfaction - 90% (level 8/9/10) - 10% level 6/7 

• Overall satisfaction - 20% level 10 - 60% level 8/9 -10% level 7 

and 10% level 6 - (this from the tenant who initially had very many 

repair problems) 

 

In addition, the following are useful indicators: 

0% of tenants consulted the handbook before contacting Selwood for a repair 

0% of tenants contacted Selwood via email or through the website. 

100% of tenants made direct contact via the 715715 telephone number. 

 

Conclusions from the above are:  the satisfaction rates are very much in line 

with the CSN findings; the handbook is currently of little value and seldom 

used; and the ‘drive’ by Silcoa to make greater use of digital technology fails to 

appeal to many tenants especially those who are elderly, disabled or in sheltered 

housing. 
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Recommendations 

 
 

1. The Scrutiny Team recommends that all staff who handle repairs (both 

customer support and Silcoa) should undertake the Omfax training course 

and complete the test with a 65% pass rate to pass, and 90% for a gold 

certificate. So that they are able to ask relevant questions of the customer 

to help more repairs to be completed on first visit 

 

2. Scrutiny recommends that the introductory wording on the repairs 

landing page of the website (www.selwoodhousing.com/repairs) is 

amended to explain how the repairs web pages can be used more clearly, 

which could result in customers being more inclined to use the digital 

format. The Scrutiny Team also identified an issue where customers 

could go around a ‘loop’ through the ‘Repairs tips & advice’ and 

‘Request a repair’ sections of the website, which they reported so this 

could be addressed.  

 

3. The Scrutiny Team also suggests promoting more widely the repairs web 

pages and reporting of repairs online.  

 

4. An online ‘Have Your Say’ forum for customers could have the potential 

to create a stronger relationship between Selwood Housing and their 

customers and in turn could encourage the use of the digital facility 

 

 

The Scrutiny Team would like to acknowledge and thank all staff and customers 

who gave their time and information willingly and cooperatively to this review.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

file:///C:/Users/rachel.pearson/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/DWJS3Y97/www.selwoodhousing.com/repairs
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Scrutiny members invested 340 hours on this review 

 

Appendix 1 – Visit to Customer Support 

 

Two Scrutiny Team members undertook a visit to Customer Support with the 

purpose of learning more about the structure and workings of the department to 

assist the team in its review into Responsive Repairs. 

 

One member undertook listening in as calls were received by the customer 

services call handlers. The other spent time with the customer support manager 

and the customer support scripter, learning the procedures adopted, department 

structure and scripting process. 

 

The customer support manager, explained the structure: the team totals 20 

including 14 call handlers and 2 advance customer support advisors. A 

comprehensive dashboard displays the volume of calls, queue status, breakdown 

of calls and number abandoned.  

 

All staff have immediate access to this dashboard on their display screens. 

Training of new call handlers is a hands-on process taking up to two weeks. The 

emphasis in handling calls is on 'first fix' ensuring a high percentage of repair 

requests are completed in one operative visit. 

 

The customer support scripter in the team is responsible for undertaking the 

majority of the scripting. QL is used to assist staff answering calls. This 

includes a comprehensive screen display of all details relating to the customer 

such as illustrated alerts for disabilities, violence and aggression etc. Previous 

repairs are also detailed together with any rent account warnings and property 

alerts. 

 

On hearing the repair request, the call handler brings up a Keyfax screen 

displaying a comprehensive breakdown of the work undertaken by all trades. 

Here the precise nature of the repair request can be analysed. Keyfax is also 

used for general inquiries. 

 

While the customer is still on the telephone, the call handler then uses a DRS 

screen to book a Silcoa appointment. It is the aim to satisfy emergency repairs 

within 24 hours. Copies of manuals covering various repairs can be emailed to 

customers. Confirmation email, text or phone call backs up the booking. 

 

The customer support scripter stated that customers were originally asked more 

questions but these had been stripped back. Also a 'roof to foundation' on site 

day course was, for many years, attended by new members of the team. This, 
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however, no longer took place mainly due to time considerations and staff 

shortages, however, the Omfax online training is now used instead. 

 

Appendix 2 - Questions for Admin Staff  

 

1. What happens if operatives have a problem with a job? 

1a. What happens once it is reported? 

2. What is the ratio of repair requests from telephone, email and website? 

3. What is your opinion of how responsive repairs are reported? 

4. How do you recognise a request from a vulnerable customer? 

4a. How do you know they are vulnerable? 

4b. Do you know which areas have vulnerable tenants? 

5. Who decides if a job is an emergency? 

6. Do you still use the traffic light system? 

7. On a scale of 1-10 how do you feel about the move to digital reporting of 

repairs? 

8. How much information is recorded about a tenant? 
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Appendix 3 – Questions for Silcoa operatives 

 

 

1. On a scale of 1-10, how is easy to use is your system? 

 

2. Do you have access to customer’s phone numbers? 

 

3. Is enough time allocated to the job at booking? 

 

4. Are you satisfied you have the correct equipment? 

 

5. Who decides a job is complete? 

 

6. Do you or can you make a decision if someone is vulnerable? 

 

7. Are you often approached by other tenants when on site? 

 

8. Do you have to go through the main switchboard if you need to contact 

the office? 

 

9. Under what circumstances might you be called away from a job? 
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Appendix 4 - Questions for customer phone-calls 

 

1. What sort of property do you live in? Flat, bungalow, house  

 

2. What kind of repair did you need? 

 

3. Did you refer to the Selwood handbook online or the printed version? 

 

4. How did you request the repair? Online via the website, email, phone or       

call into the office? 

 

5. Did you need to contact Selwood more than once for this repair? 

 

6. Were you happy with the response and how the customer service 

representative handled your request?   (1-10) 

 

7. Were you offered advice regarding the proposed  timescale and was an 

appointment made immediately? 

 

8. On the day of the repair, was the operative who attended informative 

about what would happen? 

 

9. Was the repair satisfactory? (1-10) 

 

10. Was the repair completed in one visit? 

 

11. Was any follow-up complaint necessary and if so how was it handled? 

 

12. On a scale of 1 to 10 how satisfied were you overall? 

 

 

 
 

 

 
 
 


