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BUILDING DESIGN SERVICES

Who are Building Design Services & what dowedo ?

Who are we ?

Building Design Services (BDS) is a new division of the Housing Department within the City of
Edinburgh Council. BDS was formed based on the recommendations of a best value review which
proposed the amalgamation of ‘Housing Conditions’, who were responsible for all Housing work,
and ‘Architectural Services’, responsible for all non - housing projects.

Building Design Services brings together all the technical functions within one multi-discipline
unit, and incorporates Architects, Building and Quantity Surveyors, Structural Engineers, Services
Engineers (mechanical, electrical and electronic) and Clerk of Works. The Contract Support
Services team deals with all the contract and general administration duties for the Division. See
BDS Structure >,

The overall aim of Building Design Services Planned Maintenance programme is to maintain our
council housing properties in the best possible condition whilst meeting the expectations of the
customers living in these properties.. Through planned maintenance and advice, BDS provide
comfortable and good quality housing to all our customers. The main categories of work carried out
by BDS include - Windows, Heating, Kitchens and Bathrooms, Roofs, Structural, Electrical
Rewiring.

Building Design Services provides two functions — a traditional technical service and a client
enabling function.

The technical service provides a procurement and financial management service for the Planned
Maintenance Programme. This is done through cost estimating, cost control, preparation of contract
documentation and tenders and contract administration and project management.

The client enabling function provides a value added service by helping clients on the advisability of
their proposals, where necessary commissioning external consultants and in-house services,
agreeing fee scales and monitoring the performance of these and generally controlling expenditure
of Capital and Revenue programmes.

In providing these services, we strive to meet two of the Housing Department’s five strategic goals:

1.To provide excellent quality services which customers choose to use.

2.To create successful, popular and well managed communities, where services are organised to
meet customers’ needs.

3.To build an organisation with excellent staff who thrive on performance improvement and
customer service.

Building Design Services employee ninety-eight full time staff, with 60 working on the delivery of
the Planned Maintenance Service. The office is centrally located in Edinburgh. Building Design
Services works to an Annual Budget of £28-29 million pounds per year with approximately
£14/15million p.a. on Planned Maintenance to Housing Stock. The total Council owned housing
stock currently stands at 26,300.



We have statutory obligation to maintain properties in a wind and watertight condition. Our budget
is funded through an agreed Central Government borrowing consent and through the sale of assets.

Building Design Services has a wide customer base extending to owner-occupiers as well as our
26,300 Council tenants.

The Housing Department is committed to using the Charter Mark framework as a tool to improve

customer service and believes that the framework compliments the Investor in People (11P)
accreditation which the Department was awarded in December 2000.

What do we do ?

One of the functions of the Building Design Services Division (BDS) is to provide a Planned
Maintenance programme to maintain council housing in the best possible condition whilst making
best use of resources. Through planned maintenance and advice, we provide comfortable and good
quality housing that meets our customers expectations.

Customer Care is the key focus of our business. We are committed to developing and improving our
services and together, with our customers, we have produced a set of clear and measurable service
standards. We inform our customers what our standards are and report on our performance through
local publications, electronic means and directly to Edinburgh Tenants’ Federation.

We communicate effectively with our customers. Consultation is an essential element of our work
and forums for this include open days, home visits, tenants groups, displays and satisfaction
surveys. We also keep customers informed at all stages of work being carried out in their home.

We promote customer choice whenever possible. Through customer consultation we identified our
customers’ priorities and aligned our Planned Maintenance programme to these.

We have a comprehensive Customer Care Charter that outlines the standards of service customers
can expect from us. Our staff have been trained in customer care including mainstreaming
awareness and apply mainstreaming principals to their operational procedures. We are committed to
providing excellent customer service and staff are assessed on customer care as part of their
performance review.

We have direct access to the City of Edinburgh Council's Interpretation and Translation Service
which means that we have access to interpreters and can provide information in a number of
languages, large print , Braille, a variety of computer formats or on tape.

We deal with problems as they arise and aim to put things right as soon as possible. We regularly
conduct surveys to determine customer satisfaction and follow up on any feedback. Our service is
continually developing and we use our customer contact to help us to improve it.

We have used new technology to significantly improve our service. Through the development of a
bespoke Planned Maintenance IT system we are able to provide customers with an accurate and up
to date information service with regard to work being carried out in their homes, which, in turn,
leads to improved customer satisfaction. System capabilities also enable more robust performance
monitoring allowing us to identify areas for improvement and take corrective measures earlier. Our
Service Improvement Plan sets out our commitment to improve services for the year ahead.



To ensure that our resources are used effectively, we recently undertook a Best Value Review that
concentrated on three main key themes ie cost, performance and quality. We also benchmark our
services against other organisation providing similar services.

We work in partnership with a wide variety of organisations to provide services which go beyond
our Planned Maintenance programme, such as such as fuel poverty and energy awareness advice,
digital TV to multi storey properties. This leads to improved services and value for money for our
customers.

The key test of any service is what the customer thinks about it and our customers repeatedly tell us
that they are happy with the service we are providing and developing.



Building Design Services Mission Statement

" To provide excellent quality services which customers choose to use because they believe they
represent good value for money" and " To create successful, popular and well-managed
communities’

Aims & Objectives

The overal aim of Building Design Servicesisto maintain The City of Edinburgh Council housing
stock in the best possible condition and, through planned maintenance, provide comfortable and
good quality housing which, with energy conservation measures, is affordable to tenants.

BDS contributes to the success of three Housing Departments Five Strategic Goals.

Housing Department Strategic Goal 1- To provide excellent quality services which
customers choose to use because they believe they represent good value for money.

BDS I nvolvement:

Develop 3-year expenditure strategy.
Re- engineer repairs service.
Complete low-rise window and heating programme.

Housing Department Strategic Goal 4 —To create successful, safe and well -managed
communities where services are organised to meet customers needs.

BDS I nvolvement:

Carry out asurvey of Council “Below Tolerable Standard” stock.

Implement Warmburgh Plan.

Complete National Home Energy Rating survey of Council stock.

Investigate National Home Energy Rating survey of non-council stock.

Develop Affordable Warmth Strategy.

Develop Marketing Alliance- working in partnership with electricity and gas companies.

Housing Department Strategic Goal 5-To build an organisation with excellent staff who
thrive on performance improvement and customer service.

BDS : Involvement

Brief and train all staff on mainstreaming issues.

Ensure that all outside bodies that receive grant funding comply with the Councils
mainstreaming policy.

Mainstream 50% of works contracts awarded to outside contractors

Carry out mainstreaming audits on 30% of services.

Mainstream the department’ s complaints scheme.



®,
L
2]

NO
Oeé\g“?w
\"3\ c,\\eﬁ\\CJ ?j&\
1O &
L o2 Oes\g(\?w
\\)\69’0(\\\!\
6\6Q
L \a‘\\) |
6&“86\
¢ & N O‘Y/v
o\\‘ N & X
687
L 00\3\&7 <|
<e® ‘
. ] | =] G
| 3\‘(\‘ \)\a(ﬁ 60 N y
: ) 0“9\&
‘I PX\%\O | <| | ?}\é\ &i
- = . .
et
4 g _ | 4 PYd | AN
<| | N\\(\Q‘ i
H q,\@\ ° | ‘I | Geow ‘
Bo\(\‘ <| | Oa“\,
o | 2 |
1
A Oa\l\u
4o < sox\“ PG\\(\QN\Q
0
H O o | QO %oé\“ecﬁv
0% Ia N G&“
a §
W’ BN S«\
7 \a(\w P‘\a‘\ <| | <| = S\((\“, ‘
o <| - | <|
ne -
<| P et — Ca\‘\l
7 S\“\\, 30‘(\‘ <| | \X\
.P~\’<x\ \AN\\ Cp\\ |
‘€~e‘\‘ | e\
7 PS\‘\ . Aa‘\\:\ <|9\2>1v | 0'5‘ R Oo\\
- °\<S\“Qb \(\e\\
| {ﬂ| :
.\ N '
=
° Oeo \
o
&
1 P~\\\!‘
v
e
L] N \a“
&
o Q\@‘\\\“b
2"
e
pe®
o2
@
w®
e
=



How can we be contacted ?

Please call any of the following numbers, or e-mail if your prefer, should you wish to talk directly
to any member of staff. If you are unsure as to who you wish to speak to, our Customer Advisor
staff will be pleased to assist with your enquiry or direct you to the correct person.

Our Customer help line numbers are 0131 5297699, 0131 5297079 and 0131 5297964. Y ou can e-

mail our Customer Help Desk using bds@edinburgh.gov.uk.

DESIGN PRACTICE-NON HOUSING

Building Surveyors

Team Members & Title:

Calvin Houliston
Surveying Manager

Job Description:

Team Members & Title:

Phone Numbers: E-mail Address:

0131 529 5969
calvin.houliston@edinburgh.gov.uk

Manages the Surveyors within Building Design Services to
implement the Planned Maintenance Programme. This includes
design and maintenance of propertiesto a reasonable cost, completion
within agreed time-scales, to exceptional standards that meet the
aspirations of our customers.

Janis Dunn

Senior Building Surveyor
Scott Combe
Surveyor

Sean Gillespie
Surveyor

Jim Thorburn
urveyor

Team job description:

Phone Numbers: E-mail Address:
0131 529 5929
janis.dunn@edinburgh.gov.uk
0131 529 5387
scott.combe@edinburgh.gov.uk
0131 529 5967
sean.qill espie@edinburgh.gov.uk
0131 529 5966

jim.thorburn@edinburgh.gov.uk

To administer Capital planned maintenance projects on behalf of Non
Housing clients. To design minor elements of buildings, prepare
Tender documentation and administer the works on site. Agree Final
Accounts on behalf clients. Prepare property surveys as required.

Team Members & Title: Phone Numbers: E-mail Address:
Jim Black 0131 529 5406
Clerk of Works jim.black @edinburgh.gov.uk

Job Description:

Quantity Surveyors

Team Members & Title:

To represent the Client in advising on Health and Safety matters
relating to all projects. To advise the Client and Design Team that the
appointed contractor is complying with project specifications.

Phone Numbers: E-mail Address:




Kevin McLaughlin
Quantity Surveyor

Team job description:

Architects

Team Members & Title:

Norman Ellis
Architectural Manager

Job description:

Team Members & Title:

lan Nairn

Senior Arhitects
Don Mackenzie
Senior Arhitects

Team job description:

Team Members & Title:

Annette Patter son
Architects

Bernt Cederstrom
Architects
GusRoarty
Architects

Team job description:

Team Members & Title:

Gerry Masson

Senior Architectural Technician

0131 529 5891
kevin.mclaughlin@edinburgh.gov.uk

To effect cost control on large scale Capital Projects on behalf of Non
Housing Clients. Advise clients on the most appropriate contract
procurement routes. Prepare and agree Project budgets with the client
and Design team. Prepare appropriate Tender documentation and
manage the Tendering process. Prepare Tender Reports, with
recommendations to the client. Deal with the on-site contractual
finances on behalf of the clients.

Phone Numbers: E-mail Address:

0131 529 5850
norman.é&llis@edinburgh.gov.uk

Manages and |eads the Division's non-HRA Architects and
Architectural Assistants groupsin providing a comprehensive
architectural service on al aspects of the Council's building
programmes.

Phone Numbers: E-mail Address:
0131 529 5878
ian.nairn@edinburgh.gov.uk
0131 529 5852

don.mackenzi e@edinburgh.gov.uk

This part of the team ensures that all group work is carried out in
accordance with client briefs and specified requirements. Monitors
project fee income and expenditure, together with staff resources to
ensure the efficient and effective execution of al work.

Phone Numbers: E-mail Addresses:
0131 529 5857
annette. patterson@edinburgh.gov.uk
0131 529 5854
bernt.cederstrom@edinburgh.gov.uk
0131 529 5895

angus.roarty @edinburgh.gov.uk

Operate as a group of Architectsin the implementation of the
Council's capital and revenue building programmes and provide a
professional architectural serviceto all Council client bodies. Total
involvement in all aspects of the architectural process as set down in
the RIBA plan of work. Adviseclientsin all architectural matters
relative to their buildings and land. Responsible for the production
and execution of design concepts of the highest professional standard
on major and minor capital and revenue projects.

Phone Numbers: E-mail Addresses:

0131 529 5855
aerry.masson@edinburgh.aov.uk



Brian Leckie

Senior Architectural Technician

Jim Pagan

Senior Architectural Technician

Keith Wilson

Senior Architectural Technician

Ally Watt

Senior Architectural Technician

Barbara Harvey

Senior Architectural Technician

Team job description:

Team Members & Title:

Douglas Gray
Architectural Technician
Steven Raeburn
Architectural Technician
Bill Wright
Architectural Technician

Team job descriptions:

Team Members & Title:

Jim Hamilton
Planning Supervisor

Job Description:

0131 529 5861
brian.leckie@edinburgh.gov.uk

0131 529 5881
jim.pagan@edinburgh.gov.uk

0131 529 5859
keith.wilson@edinburgh.gov.uk

0131 529 5858
aly.watt@edinburgh.gov.uk

0131 529 5864
barbara.harvey @edinburgh.gov.uk

Act as project |eader or team member to assist on capital and revenue
architectural projects carried out by the Department. Thisincludes
property inspections, surveys, construction project management and
liaison work. Prepares reports, documents, drawings and models for
presentations and publishing by the Architect.

Phone Numbers: E-mail Addresses:
0131 529 5883
douglas.gray @edinburgh.gov.uk
0131 529 5882
steven.raeburn@edinburgh.gov.uk
0131 529 5884

Acts as project leader or team member to assist on capital and revenue
architectural projects carried out by the Department. Thisincludes
property inspections, surveys, construction project management and
liaison work. Prepares reports, documents, drawings and models for
presentations and publishing by the Architect.

Phone Numbers: E-mail Addresses:

0131 529 5921
jim.hamilton@edinburgh.gov.uk

Provides Planning Supervisor services, in accordance with
Construction (Design & Management) Regulations 1994, to
implement and carry out the Council's capital and revenue building
and maintenance programmes, including notification of projectsto the
Health and Safety Executive and preparation of the pre tender Health
and Safety Plans. Monitors projects pre and post construction for
compliance by outside consultants.



ENGINEERSNON-HOUSING

Team Members & Title: Phone Numbers: E-mail Addresses.

Mike Wagner 0131 529 7039

Service Practice Manager mike.wagner @edinburgh.gov.uk

Job description: To manage the teams of Mechanical, Electrical and Electronic

engineers who are engaged on the design, project management,
supervision and implementation aspects of programmes of work.

Team Members& Title: Phone Numbers: E-mail Addresses:

David Love 0131 529 5905

Engineering Manager David.love@edinburgh.gov.uk

Jim Maxwell 0131 529 5905

Electrical engineer jim.maxwell @edinburgh.gov.uk

Alistair Harvey 0131 529 5908

Senior Mechanical Engineer alistair.harvey @edinburgh.gov.uk

Keith Logan 0131 529 5909

Engineering Assistant (Mech.) keith.logan@edinburgh.gov.uk
Colin Kirkwood 0131 529 5910

Engineering Assistant (Mech.) colin.kirkwood@edinburgh.gov.uk
Team job description: Dealswith all aspects of building services design and installation for

all non-housing properties within the Council. The scope of work
includes feasibility studies, budget costing, detailed design, tendering
and site supervision of electrical and mechanical works. Projects can
be solely of an engineering nature or part of afull design team.

Team Members& Title: Phone Numbers: E-mail Addresses.

George Robertson 0131 529 5912

Licensing Inspector / Eng. Assistant george.robertson@edinburgh.gov.uk
Jim Haldane 0131 529 5911

Licensing Inspector jim.hal dane@edinburgh.gov.uk

Team job description: This part of the engineering section deals with inspections of

electrical installations that form part of a public entertainment licence
and/or theatre licence. Providing technical backup and advice to the
public safety team from building control, the inspectors carry out
testing and inspections of fixed and/or temporary electrical
installations and report findings accordingly.



SURVEYORS-HOUSING PROJECTS

Team Members & Title:

lain Murray

Senior Surveyor/ Section Supervisor

Colin Cook

Senior Technical Officer
Stuart Pendreich
Senior Technical Officer
Raymond Adamson
Senior Technical Officer
Alan Richardson
Technical Officer

Team job description:

Team Members & Title:

Dave McNsill
Technical Officer
Malcolm Lerette
Technical Officer
Allan Samud
Technical Officer
George Combe
Technical Officer

Team job description:

Phone Numbers: E-mail Address:

0131 529 7656
iain.murray @edinburgh.gov.uk

0131-529-7705
colin.cook@edinburgh.gov.uk

0131-529-7713
stuart.pendrei ch@edinburgh.gov.uk

0131-529-7198
raymond.adamson@edinburgh.gov.uk

0131-529-7599
alan.richardson@edinburgh.gov.uk

The team survey, design, and supervise a wide range of planned
maintenance construction contracts relating to the Council owned low
rise housing stock in Edinburgh. They also carry out work to ex
council stock where the Council has houses in the same scheme. The
team also provides a surveying service to our Design Team
colleagues, and many other departments within the Council to assist in
ensuring contracts are delivered on time and on budget. The team also
undertake the role relating to the health and safety aspects of
construction work and are committed to ensuring that all our
customers receive an excellent service.

Phone Numbers: E-mail Address:

0131-529-7291
david.mcneill @edinburgh.gov.uk

0131-529-7569
mal colm.l erette@edinburgh.gov.uk

0131-529-7658
alan.samuel @edinburgh.gov.uk
0131-529-7525
george.combe@edinburgh.gov.uk

This team assist the surveyors and our design team colleaguesin all
aspects of the construction work to ensure that it is carried out
correctly. They act as the eyes and ears of the surveying and design
teams to ensure our customers receive the best possible service from
the contractors who carry out the work for us. They provide a front
line service to our customersto help assist in getting any problems
sorted out from arranging for our elderly residents to be moved out of
their house while some particularly difficult work is being carried out,
to simply providing assurance in adifficult situation.



DESIGN STAFF —LOW RISE HOUSING

Team Members & Title:

John Daly
Design Practice Manager

Job description:

Team Members & Title:

Stephen Whitehead

Senior Architect/ Section supervisor

Dave M ather
Architect
Harvey Frew
Architect
Alistair Gibson
Architect

Team job description:

Team Members & Title:

Jacqui Paget
Customer Care Saff
John Tait

Customer Care Saff

Team job description:

Team Members & Title:

Bert Gill

Ste Saff

George Grahame
Ste Saff

Alan Whitelaw
Ste Saff

Peter Cassels
Ste Saff

Team job description:

Phone Numbers: E-mail Address:

0131529 7321
john.daly @edinburgh.gov.uk

To manage the Building Architects and ateam of structural surveyors
in the implementation of the Planned Maintenance Programme. This
involves overseeing the design, project management and the
supervision and implementation of projects.

Phone Numbers: E-mail Address:
0131 529 7801
stephen.whitehead@edinburgh.gov.uk
0131 529 7969
dave.mather @edinburgh.gov.uk
0131 529 7501

harvey.frew@edinburgh.gov.uk
0131529 7834
dlistair.gibson@edinburgh.gov.uk

The Architects survey, design and supervise wide-ranging contracts.
These vary from house upgrading work, CCTV and security
installations, to environmental improvement work. They also carry
out health and safety work as Planning Supervisors.

Phone Numbers: E-mail Address:

0131 529 7973
jacqui.paget@edinburgh.gov.uk

0131529 7814
john.tait@edinburgh.gov.uk

The Customer Care Officers are involved before, during and after the
contract to assist customers by explaining the work and people
involved, when it will happen, advise on choices available, and offer
assistance with other agencies or departments in the council.

Phone Numbers: E-mail Address:

0131 529 7490
bert.qill @edinburgh.gov.uk

0131 529 7493
george.grahame@edinburgh.gov.uk
0131 529 7982
alan.whitelaw@edinburgh.gov.uk

0131 529 7491
peter.cassal s@edinburgh.gov.uk

Site supervisors ook after contracts on site and liaise closely with
residents and with the work carried out in and around their homes.
They are customer-focussed and the link between customers and the
rest of the project team. They get involved in survey work and post
contract inspections.



Team Members & Title:

Colin Taylor

Project Manager
Robert Graham

Senior Technical Officer
George Bruton
Technical Officer
DenisDunn

Technical Officer

John Pryde

Technical Officer

Team job description:

Phone Numbers: E-mail Addresses:
0131 529 7565
colin.taylor@edinburgh.gov.uk
0131529 7809
robert.graham@edinburgh.gov.uk
0131 529 7361
george.bruton@edinburgh.gov.uk
0131 529 7317
denis.dunn@edinburgh.gov.uk
0131 529 7053

john.pryde@edinburgh.gov.uk

Thisis amulti-disciplined team responsible for the programmed
repair and refurbishment of the Council’ s high rise housing. The team
also provides structural and technical advice to the Housing
Department’ s six Local Offices.



MECHANICAL & ELECTRICAL ENGINEERS

Team Members & Title:

John Rayne

Principal Technical Officer

Tom Moir

Senior Technical Officer
Steven Donoghue
Technical Officer

Nivin Drummond
Technical Officer

Team job description:

Team Members & Title:

Gilbert Logan

Senior Technical Officer
Gordon McKenzie
Mechanical Engineer
Brian Hender son
Mechanical Engineer

Team job description:

Team Members & Title:

William Ellis

Senior Technical Officer
Carl Storey

Technical Officer

John Hood

Technical Officer
Duncan Robertson
Technical Officer

Team job description:

Team Members & Title:

Phone Numbers: E-mail Addresses:
0131 529 7953
john.rayne@edinburgh.gov.uk
0131 529 7952
tom.moir@edinburgh.gov.uk
0131 529 7932
steven.donoghue@edinburgh.gov.uk
0131 529 7933

nivin.drummond@edinburgh.gov.uk

Thisteam isresponsible for Stair lighting (Council and private),
maintenance of :- laundry equipment, Ventilation, Emergency Lights,
fire and intruder alarms and concierge equipment (CCTV and Door
entry), also miscellaneous rewires.

Phone Numbers: E-mail Addresses:
0131 529 7947 gilbert.logan@edinburgh.gov.uk
0131 529 7948 gordon.mckenzie@edinburgh.gov.uk

0131 529 7957 brian.henderson@edinburgh.gov.uk

This team oversee minor works improvements del egated by senior
engineer. Also provide technical support to area housing officers. The
engineers monitor electric passenger lifts in the councils multi-rise
housing blocks. They are responsible for communal water tanks as
well as the annual sampling conducted and analysed by the City of
Edinburgh Councils analytic services.

Phone Numbers: E-mail Addresses:
0131 529 7935
william.€ellis@edinburgh.gov.uk

0131 529 7956

carl.storey@edinburgh.gov.uk
0131 529 7943

john.hood@edinburgh.gov.uk
0131 529 7954

duncan.robertson@edinburgh.gov.uk

Thisteam work primarily on electronic installations, on projects such
as, Sheltered Housing and Dispersed Alarm systems city wide, Digital
television systemsin high rise blocks city wide, television systems-
low rise properties city wide, installation/alteration of communication
towers on high rise blocks. The Engineers do work for both the
Capital and Revenue programs. The Revenue program involves
preparing cyclical maintenance tenders; programs, progress and check
works. Also advise the local office on technical issues relating to the
aforementioned work.

Phone Numbers: E-mail Addresses:



Principal Technical Officer
John Meikle

Senior Services Engineer
Roderick Ward
Services Engineer

Bill Banks

Electrical Engineer
John Duncan
Mechanical Engineer
John Livingstone
Mechanical Engineer
Kenneth MacKenzie
Mechanical Engineer
Tom Reynolds
Electrical Engineer

Job Description:

david.ramage@edinburgh.gov.uk

0131 529 7951

john.meikle@edinburgh.gov.uk
0131 529 7907

roderick.ward@edinburgh.gov.uk
0131 529 7928

bill.banks@edinburgh.gov.uk
0131 529 7934

john.duncan@edinburgh.gov.uk
0131 529 7939

john.livingstone@edinburgh.gov.uk
0131 529 7946

kenneth.mackenzie@edinburgh.gov.uk

0131 529 7929

tom.reynolds@edinburgh.gov.uk

This team is responsible for 'On-site' supervision of electrical rewiring
and electric heating Planned. Maintenance Projects. Duties include
ensuring that all work carried out by Contractors is in compliance
with contract documents, checking quality of installation, customer
care / satisfaction and also the financial monitoring of the project
(including authorising and agreeing additional work).



BUSINESSUNIT

Team Members & Title:

Peter MacL ean
Business Manager

Job description:

Phone Numbers: E-mail Addresses:

0131529 7228
peter.maclean@edinburgh.gov.uk

To manage the HRA and Non HRA business functions within
Building Design Services, including Investment and the
implementation of the Business plan. Thisteam has a strong client
liaison function.

Team Members & Title: Phone Numbers: E-mail Addresses.

Derek Easton 0131 529 7573

Business Officer derek.easton@edinburgh.gov.uk
Raymond Adamson 0131 529 7198

Business Officer raymond.adamson@edinburgh.gov.uk
Catherine Divers 0131 529 5892

Business Officer Catherine.divers@edinburgh.gov.uk
Neil Lawrence 0131529 7277

Administration Officer neil.lawrence@edinburgh.gov.uk
Stewart Dickson 0131 529 4603

Business Support stewart.dickson@edinburgh.gov.uk

Jim main 0131 529 7875

Senior Technical Officer

Team job description:

jimmy.mai n@edinburgh.gov.uk

The Business Unit encompasses two sides, HRA and Non-HRA
(Housing Revenue Account). The HRA function involves the design
and implementation of the Housing Business Plan and includes
Investment planning on an annual basis. The Business Unit is aso
involved in the maintenance of property records through I.T
databases. The unit has a strong client liaison role through project
monitoring and reviews, which entails administering contract and
legal advice on procurement. The Non-HRA side involves the
provision of adesign and project management service to internal and
external clients, thus involving a strong client liaison and
commissioning role for our clients. The Non- HRA side aso
administer contract and legal advice on procurement. This involves
the controlling of Quantitative Analysis procedures, reviews,
assessment and inspection audits.

Contract Support Services

Team Members & Title:

Graham Milne
Administration Manager
David McLeod
Administration Officer
Shirley Hosie
Administration Officer
Colin Riddell

), YN PR SR  IN HNA & HIE

Phone Numbers: E-mail Addresses:
0131 529 7301
graham.milne@edinburgh.gov.uk
0131 529 7984
david.mcleod@edinburgh.gov.uk
0131529 7971
shirley.hosie@edinburgh.gov.uk
0131 529 4316
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Team job description:

This team provides the necessary support for Building Design
Services contractual practices and procedures including the issue of
tender documents and conclusion of contracts. It also provides an
administrative and co-ordinating support service in relation to the
monitoring of the Capital Programme, e.g. progress, expenditurein
relation to budget, etc. The Contract Support Services Customer
Advisors play an important role in promoting Customer Care thereby
ensuring all customers receive alevel of service that meets their
expectations.

ADMINISTRATIVE SERVICES

Team Members & Title:

Diane Gordon

Senior Administration Officer
Kerry Colgan

Senior Support Assistant
Alexander Nicol

Senior Support Assistant
Avril Block

Support Assistant

Ann Maguire

Support Assistant

Eileen Manson
Secretary

Diane Peebles
Customer Advisor

Eva Aston

Customer Advisor
Sarah Kufner

Customer Advisor
Naeem Sher

Customer Advisor

lan Cameron

Clerical Assistant
Ruben Whyte

Charter Mark Advisor

Team job description:

Phone Numbers: E-mail Addresses:

0131 529 7162

diane.gordon@edinburgh.gov.uk
0131 529 5972

kerry.colgan@edinburgh.gov.uk
0131 529 7204

sandy.ni col @edinburgh.gov.uk
0131 529 5869

avril.block@edinburgh.gov.uk
0131 529 5870

anne.maguire@edinburgh.gov.uk
0131 529 5865
el leen.manson@edinburgh.gov.uk

0131 529 7079

diane.peebles@edinburgh.gov.uk
0131 529 7964

eva.aston@edinburgh.gov.uk
0131 529 7179

sarah.kuf ner @edinburgh.gov.uk
0131 529 7870

naeem.sher @edinburgh.gov.uk
0131 529 5276

ian.cameron@edinburgh.gov.uk
0131 529 7101

ruben.whyte@edinburgh.gov.uk

The Administration Team is responsible for dealing with all customer
enquiries, and is the interface between the customer and the technical
departments. This also entails maintaining customer records through
the Planned Maintenance System. The Administration team monitors
and organises the repair or emergency servicein all council high rise
lifts. The Administration team also provides numerous other clerical
services to al the other teams within Building Design Services.

BDS Service Plan
Repairs & Improvements The Council is committed to maintaining
to Homes and Properties its homes and properties in agood condition through

the implementation of a programme of Planned



In addition to what is spent on repairs, another £13m is
spent annually from the Capital Programme on
improving the internal and external condition of
council homes.

The window and central heating programmes were identified as top priorities for tenantsin 1998
and these have been completed two years ahead of schedule. Thewarm air heating replacement
programme was also completed. Tenant satisfaction with planned work stands at 90%.

The Council continuesto deliver the War mburgh Plan, a strategy under the Home Energy
Conservation Act (1995). A significant progress has been made over the period that the plan has
been in operation to improve energy efficiency in the council’ s stock. The average NHER rating of
council homesin 1996 was 3.7 and now stands at 5.4, representing a 13.2% improvement in energy
efficiency terms. We will raise the NHER rating for all council homes above 6 over the next three
to four years. A preferred supplier arrangement now exists with Scottish and Southern Energy,
which will facilitate tenant’ s access to energy supplies and contribute to further energy efficiency
improvements.

Further investment is now targeted to improve the fabric of 58 multi-storeys; 15 have been
completed and 3 to 5 multistoreys are being improved each year. £4.2m will be spent this year alone
to improve insulation, replace lifts and roofing and improve security. In addition, feasibility studies
are being carried out in relation to individual multi-storeys.

By Design — Your Home Your Choiceisanew package of home improvements designed to
maximise customer choice and flexibility. In thisinitial year the Council will spend £1.5m
improving more than 375 homes and plans to step this up in future years to over 1000 each year.
The package will include new kitchens and bathrooms, energy saving measures and improved
security to al external doors.

The above initiatives are linked to the long term investment strategy — The Edinburgh Standard.
The strategy sets the standards for long term planned maintenance and investment. Priorities for the
next five years are roofs and gutters, windows, heating replacement, kitchens and bathrooms.
Consultation with tenants will guide our replacement programme.

Following the Council’ s Best Value Review of Technical Services, Building Design Services now
delivers new build as well as upgrading existing buildings in the Council’ s property portfolio and
Joint Boards. The service currently has a programme of major projects with atotal value of
approximately £30m. A customer-focused and cost-effective service is being devel oped, which will
also be transparent and performance driven.



KEY SERVICE: REPAIRS & IMPROVEMENTS TO HOMES &

PROPERTIES
ACTIONS IDENTIFIED IN STRATEGY LEAD
DOCUMENTSFORHOUSING & | RESOJRCE | IARGE | pespong | PROGRES
OUTCOMES = - BILITY =
Fuel Poverty & Energy Efficiency:
CHS59 Building
Investigate extending heat with rent Design
schemes for social rented housing. Tasks Services
and targets set out in Affordable Warmth
Strategy
CHS92
Continue to promote the Affordable
Warmth Strategy to ensure that all housing
in public and private sector meets high
standards of energy efficiency. Newly
developed grant funded affordable homes
will have high standard of energy efficiency
(NHER=9). Private developmentswill be
encouraged to develop new housing to a
high standard and to use this as a marketing
tool until Building Regulationsinclude
more stringent standards (Also relates to
Housing Devel opment)
Physical Accessibility:
CHS77
Encourage all housing improvement plans Building | A working
in the social rented sector to consider Design group is
whether physical accessibility can be Services | being set up
improved. Ongoing as new plans are to look at
developed. all tasks
By related to
CHS111 2007 accessibility
Develop Council facilities and encourage EBS & identified in
othersto develop facilities that are Building | the Housing
1) Accessible to people with mobility Design Strategy.
difficulties, particularly those using Services
wheelchairs Asabove.
i) Accessible to people with Also, a
communication difficulties (hearing number of
or sight difficulties) departments
All facilities to be accessible by 2007. Hngr lédln
us,
moving to a
modern
building by
2004.




KEY SERVICE: HOUSING WITH SUPPORT

ACTIONSIDENTIFIED IN RESOURCE LEAD
STRATEGY DOCUMENTS FOR -5 TARGET | RESPONSIBILI PROGRESS
HOUSING & OUTCOMES = TY
Community Alarm Service
CHS152
Encourage the use of communication Care Housing &
aids and SMART technology to help Building Design
people live independently. First Services
stage of thisisto pilot the inclusion
of SMART technology in some
council houses to assist older people
to live at home and reduce home
accidents. Evaluate during 2002.
KEY SERVICE: NEIGHBOURHOOD MANAGEMENT
ACTIONSIDENTIFIED IN RESOURCE LEAD
STRATEGY DOCUMENTS FOR I TARGET | RESPONSIBILI PROGRESS
HOUSING & OUTCOMES = TY
Neighbour hood M anagement
Structures/arrangements.
CHS125 Ongoing. | Housing
Contribute to improving the co- Development &
ordination of information, Building Design
investment and service provision Services

between different CEC departments
to ensure agood range of facilities
such as shops, buses, play areas. A
high quality environment is
necessary to attract people and
businesses. Plans for housing
investment will be circulated to
relevant departments as early as
possible.




Energy Efficiency & Fuel Poverty
CHS58

Identify fuel poor householdsin all tenures
so that action can be appropriately targeted.
Methods for identifying fuel poor to be
developed during 2002 and implemented in
2003.

CHS92

Continue to promote the Affordable
Warmth Strategy to ensure that all
housing in public and private sector
meets high standar ds of energy
efficiency. Newly developed grant
funded affordable homes will have
high standard of energy efficiency
(NHER=9). Private developments
will be encouraged to develop new
housing to a high standard and to use
this as a marketing tool until
Building Regulations include more
stringent standards (Also relates to
Housing Devel opment)

CHS96

Develop further action as and when
required by the Minister’s fuel
poverty Statements. Timescale to be
set by Scottish Executive.

In 2002 &

Building Design

Scottish

2003

Services

Building Design
Services & Care

Housing

Building Design
Services

Housing
Condition

Surveys
2002—duein
2003.

Stock Condition
Survey for
Council Homes;
Warm & Well
referrals;
Developing
improved referral
mechanisms as
part of our input
to City for All
Ages.

See service plan
for more detail.

Progressing - also
asmall pilot
project to improve
energy efficiency
in three tenements
in partnership
with LEEP.




KPI or 2003/04{2004/05{2005/06|Trend
SPI Target |Target |Target |Information
where
inidcate
d
Target Performanceto 31st August 2002

To 8. 72% 5% | 78% 2001/02
improve |Tenants 69%
our satisfied Stock Condition
landlord  |with Survey 60%
service condition

of home
To 11. 93% | April| 95% | 95% 2001/02
improve [Home to 91%
customer |improve June 2000/01
satisfaction|ments & 2002 89%
with core |Planned 89% January 2000
services  |maintena 93%

nce

" 12. N/A N/A

Building

Design

Services

To create successful, safe and well-managed communities where servicesare
organised to meet customer needs

Objectiv | KPI or 2002/03 2003/0 [2004/05|2005/06 [Trend
e SPI 4 Target |Target |Informa
where Target tion
inidcate
d
Target Performanceto 31st August 2002
To 33. % of | 86% 87% 88% 2001/02
provide [residents 85%
popular |satisfied 2000/01
homes |with 83%
condition TSS
of home 1998
82%
To ensure|35. No. 288 private 192 private | 96 private [Public Sector
good of Below| sector 30 sector O sector |2001/02
quality |Tolerablel public sector | public sector | O public |3
housing |Standard sector  |2000/01
througho |houses 49




To 36. % 3% 3% 3% City Wide 3%
improve |improve (1999- 2001):
energy |mentin 2.6% owner
efficiency|energy occupier
efficienc 5.3% local
y authority
1.7% private
rented
3.2% housing
association
To 37. % 76% 76% 77% 2001/02
provide |[residents 76%
popular |satisfied 2000/01
communi [with area 2%
ties TSS 1998
73%
To create |40. <=217 <=206 <=196 2001/02 239
safer Recorded 2000/01 239
communi |crime per
ties 1000
househol

ds
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BUILDING DESIGN SERVICES

STANDARDS

OUR SERVICES

The overall Housing investment strategy is outlined in the City of Edinburgh Council's
Services Plan. Building Design Services, located in the Housing Department, assist in the
implementation of this strategy by working to along term Planned M aintenance programme
of repairsand improvementsto Council Housing stock.

Each year, a programme of work isfinalised against an approved budget.

OUR VISION STATEMENT

" To provide excellent quality services which customer s choose to use because they believe
they represent good value for money"

and

" To create successful, popular and well managed communities'



BUILDING DESIGN SERVICES - STANDARDS

AT THE START OF A PROJECT

a) If required, wewill hold evening meetings and/or open daysin show flatsto put forward
our proposalsand listen to your views.

b) Wewill keep you informed of our proposalsfor work in your home and where
appropriate, offer choice.

¢) Ensureyou receive easy to read information giving work details, contact names and phone
numbers.



BUILDING DESIGN SERVICES - STANDARDS

DURING THE PROJECT

a) Wewill giveyou, wherever possible, a minimum of 7 days notice when work isto take
place within your home.

b) Wewill try to ensurethat work iscarried out and completed on the dates and times
arranged with you. We will keep you informed of progr ess.

¢) Wewill make any necessary arrangementsfor residents with special needs.

d) Wewill use clean dustsheetsto protect soft furnishings and fittings when working in your
home.

e) Wewill ensurethe contractors are polite, consider ate, dress appropriately, do not use bad
language, carry identification and leave your homein a safe and watertight condition at
the end of each working day.

f) Wewill ensurethe contractor instructsyou on the use of any new installation in your
home.

g) Wewill carry out afinal inspection to ensure you are happy with the work.



BUILDING DESIGN SERVICES - STANDARDS

AT THE END OF A PROJECT

a) Wewill continueto provide assistance after the work iscomplete to help you with any
further enquiriesyou may have.

b) Wewill carry out customer surveysto assess your satisfaction with our products and
service.



BUILDING DESIGN SERVICES - STANDARDS

GENERAL

a) Any information we provide will be easy to understand, available in a variety of formats
and will give our contact details. We will offer our Interpretation and Transation service
(ITS) toour customersto help in situations where communication in English may be
difficult.

b) Wewill respond to all written enquirieswithin 10 working days.

¢) Wewill ensurethat faultsreported to our help desk are dealt with within 10 daysworking
days. Wherethisisnot possible, we will keep you abreast of the latest position.

d) Wewill respond to your complaintswithin 10 working days. If the complaint cannot be
dealt with in that time, we will keep you informed of the latest position.

e) Wewill ensurethat your enquiriesto our help desk are dealt with immediately where
practical but no later than 10 working days where an enquiry requiresfurther research or
action.

f) All telephone callswill be answered within 5 rings whenever possible.

g) Our staff will be polite and courteous at all times.



BUILDING DESIGN SERVICES - STANDARDS

PERFORMANCE

a) Each year, wewill publish our performance against these Standards so that our customers
can hold us accountable for them.




BUILDING DESIGN SERVICES

PLANNED MAINTENANCE -
STANDARDS

MEASUREMENT

Contract Support Services

October 2002
STANDARDS MEASUREMENT - INDEX OF CONTENTS



Stage of

Proj ect
1. At the

start of a
Proj ect

2. During
the Project

3. At theend
of a project

4. General

a)

b)

b)

f)

Q)

b)

M easur ement Standard

If required, we will hold evening meetings
and/or open days in show flats to put forward
our proposals and listen to your views.

We will keep you informed of our proposals for
work in your home and, where appropriate,
offer choice.

Ensure you receive easy to read information
giving work details, contact names and phone
numbers.

We will give you, wherever possible, a
minimum of 7 days notice when work isto take
place within your home.

We will try to ensure that work is carried out
and completed on the dates and times arranged
with you. We will keep you informed of
progress.

We will make any necessary arrangements for
residents with special needs.

We will use clean dustsheets to protect soft
furnishings and fittings when working in your
home.

We will ensure the contractors are polite,
considerate, dress appropriately, do not use bad
language, carry identification and leave your
home in a safe and watertight condition at the
end of each working day.

We will ensure the contractor instructs you on
the use of any new installation in your home.

We will carry out afinal inspection to ensure
you are happy with the work.

We will continue to provide assistance after the
work is complete to help you with any further
enquiries you may have.

We will carry out customer surveys to assess
your satisfaction with our products and service.

Any information we provide will be easy to
understand, available in avariety of formats and
will give our contact details. We will offer our
Interpretation and Trandation service (ITS) to
our customers to help in situations where
communication in English may be difficult.

We will respond to all written enquiries within
10 working days.

Page
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desk are dealt with within 10 days working
days. Where thisis not possible, we will keep
you abreast of the latest position.

d) Wewill respond to your complaints within 10 17
working days. If the complaint cannot be dealt
with in that time, we will keep you informed of
the latest position.

€) Wewill ensure that your enquiries are dealt 18/19
with immediately where practical but no later
than 10 working days where an enquiry requires
further research or action.

f) All telephone calls will be answered within 5 20
rings whenever possible.

g) Our staff will be polite and courteous at all 21
times.

5. a) Wewill publish our Standards in appropriate 22
Performanc publications so that our customers are aware of
e these standards and can hold us accountable to

them.

1. At the start of the project......
a) If required, we will hold evening meetings and/or open daysin show flatsto put forward
our proposalsand listen to your views.

Measurement. The consultation process will take place through regular meetings with
Edinburgh Tenants Federation. On an individual project basis, thiswill be through, where

annrnnriate |necallv arranned cona iltatinn meatinns



Previous meetings with Edinburgh Tenants Federation were held as and when the situation
dictated. In order to improve the consultation process between ETF and BDS, from August
onwards, a series of monthly meeting will now be held to discuss all issuesin relation to the
delivery of the Planned Maintenance Service. Thiswill include the projects within the current
programme, issues of concern, performance against our standards, etc.

The first meeting was held on 27" August 2002 at 7 pm. The meeting will set the agenda and
structure of subsequent meetings. Minutes awaited.

Consultation (Your home, neighbourhood and surrounding areas)

Building Design Services have standardised their approach to Customer Consultation Meetings.
New procedures are in place covering the setting up of the meeting, information sheets, promotion
of choice, minutes, follow up actions, etc



1. At the start of the project......
b) We will keep you informed of our proposalsfor work in your home and, where
appropriate, offer choice.

Measurement.

The customers receive notification of any forthcoming consultation meeting at least 10 days
prior to the meeting - see Procedure PROJ 2.1 - Tenant Consultation Meeting/Exhibition.

Further to this, each customer receives the set of Customer Care |etters through PMS.
Example of choice -
M oredun Multis - Colin Taylor - Customers (through Tenant's group) were given choices with

regard to style of windows, colour of render, pattern on building. Sometimes set up aflat with
examples of choice.

BISF - Colin Taylor - Choice of heating, door style/colour, colour in common areas.

Window Projects - lain Murray - Good examples would be Lady Nairne, Oxgangs, where
customers were given a choice of style. Infact, public display meetings were arranged to
demonstrate choices available.

Heating I nstallations - Dave Ramage - Customers are given a choice of gas or electric heating
with alimited selection of fires. They also have a choice of fire surround. It is proposed to
expand this choice to a greater range in the future.

Kitchens and Bathrooms - Stephen Whitehead - Customers were given the opportunity of
attending a show house type arrangement to view the types of installations available. Customers
were given option to specify their preference in type of kitchen unit, worktop, fittings, wall tiles,
flooring and decoration. With regard to bathrooms, a choice was offered on style of bathroom
suite, bath panel, wall tiles, flooring and decoration. An option was a so given with regard to the
doorsie style and colour.




1. At the start of the project......

¢) Ensureyou receive easy to read information giving work details, contact names and
phone numbers.

Measurement To measure this BDSwill check that all correspondence sent out to customers
meets“ Plain English” requirements/standards. Correspondence will be checked by the
Communications Department before being sent out to our customers.

Development of the computerised Planned Maintenance System has resulted in an improved and
standar dised method of communication with our customers specifically with regard to work being
carried out in their home. Customers are kept informed at all stages of the project.

1. When the project is approved in the current year's Capital Programme, or soon after, customers
areinformed of approximate dates as to when the work will be carried out in their home.

2. Asthe start of the contract nears, customers are informed of the successful contractor, useful
help numbers, contacts, etc and that the contractor will give the customer at least 7 days notice
prior to work being carried out in their home.

3. Attheend of the work, or soon thereafter, the customer will be asked to complete a
guestionnaire assessing the performance of the contract asit applied to their particular property.
They will also beinformed of subsequent guarantee periods and what to do should afault or
problem occur as aresult of the work being carried out.

4. Towardsthe end of the contractor guarantee period, we will again write to our customers
advising them that should they have any problems after the guarantee period is up, then they
should contact their local area office. Appropriate contacts will be given.



Measurement. Monitoring is carried out through PMS Management Reports to BDSSMT.
Performance reports are supplied to ETF and BDS Management Team. Analysisis carried
out through Customer Satisfaction Survey returns.

Month

Forms analysed

Aver age notification

August 02

1445

7.42 days

September 02

1669

7.50 days

October 02

1691

7.48 days

November 02

December 02

January 03

February 03

March 03

April 03

May 03

June 03

July 03

August 03

September 03

October 03

November 03

Source - PM S Reports/Customer Care Analysis




2. During the project......
b) Wewill try to ensure that work iscarried out and completed on the dates and times
arranged with you. We will keep you informed of progr ess.

Measurement. To measure this, BDSwill analyse the results of two elements of the
Customer Care satisfaction survey returnsie that of Question 5 "Was the work done on the
dates given to you by the Contractor” and Question 6 "Did the Contractor complete the
work in the time scal e specified to you".

Note - The figures are cumulative since recording started on PMS. Future development would
include a more detailed report on the "Report Menu" of PMS.

Question 5" Was the work done on the dates given to you by the Contractor™

Month Yes No Not Applicable % age
September 1376 196 0 87.53%
2002
October 2002 1514 201 0 88.28%
November
2002
December
2002

January 2003
February 2003
March 2003
April 2003

Question 6 " Did the Contractor complete the work in the time scale specified to you"

Month Yes No Not Applicable % age
September 1374 199 0 87.34%
2002
October 2002 1518 199 0 88.41%
November
2002
December
2002

January 2003
February 2003
March 2003
April 2003




c) Wewill make any necessary arrangementsfor residents with special needs.

Measur ement.

Building Design Services staff work to the guidelines asindicated in BDS Procedure PROJ2.1 -
Tenant Consultation Meeting/Exhibition.

A questionnaireis sent to all customers asking if they have any special requirements and thisis
forwarded back to BDS in a pre-paid envelope.

For example, in the Kitchens and Bathrooms Programme, the extent of the work was discussed with
customers with specific regard to special needs ie whether a customer needs referral to the Social
Work Dept or the assistance of an Occupational Therapist in deciding the most adaptable
installation that would meet their needs.

We would handle this for our customers.

Some customers prefer to retain their existing bath, say, and would prefer a bath seat fitted. In this
case, BDS would have the bath built or atered in length to suit the customers needs. BDS are doing
this for one customer in the current programme.

Also, with regard to the kitchens, some wheelchair customers require the help of an Occupational
Therapist in deciding whether or not a specially adapted kitchen actually meets their needs. It is not
always the case that awheelchair user requires a specially adapted kitchen, but the option remains
open to allow them choice.

In one case where a customer was blind, we liased with the customers daughter regarding choice,
etc. We also arranged for the attendance of the Visually Impaired Service along with the Surveyor
who designed the kitchen to ensure that all the customers needs were met.

We also follow up no repliesto our letters. For example, one customer was very ill and in respite
care for afew months. We liased with her niece who wanted the work to go ahead and we altered
the programme to ensure the work was carried out prior to the customer returning to her home
thereby avoiding any unnecessary disruption to the customer.



2. During the project......

d) We will use clean dustsheetsto protect soft furnishings and fittings when working in your
home.

Measurement. To measure this, BDSwill analyse the results of one element of the Customer
Care satisfaction survey returns ie that of Question 7 "Did the Contractor protect your
car pets/furnishings by using dustsheets'.

Note - The figures are cumulative since recording started on PMS. Future development would
include a more sophisticated report on the "Report Menu™" of PMS.

Question 7 " Did the Contractor protect your carpets/furnishings by using dustsheets®

Month Yes No Not %age
Applicable
September 1143 193 188 85.55%
2002
October 2002 | 1238 233 198 84.16%
November
2002
December
2002
January 2003
February
2003

March 2003
April 2003

Source - PM S Reports, Tables



2. During the project......
€) Wewill ensurethe contractorsare polite, consider ate, dress appropriately, do not use bad

language, carry identification and leave your homein a safe and watertight condition at the
end of each working day.

Measurement. To measure this, BDSwill analyse the results of one element of the Customer
Care satisfaction survey returns ie that of Question 8 "Were the Contractors operatives
polite and considerate”.

Note - The figures are cumulative since recording started on PMS. Future development would
include a more detailed report on the "Report Menu" of PMS.

Question 8 " Were the Contractors operatives polite and considerate” .

Month Yes No Not %age
Applicable
September 1509 65 0 95.87%
2002
October 2002 1652 65 0 96.21%
November
2002
December
2002

January 2003
February 2003
March 2003
April 2003

Question 14 " Upon completion of the work, what condition did the contractor leave the work
areain".

Month Tidy (1) | Accept Untidy %age (1) &
able (2) 2
September 991 435 140 91.06%
2002
October 2002 1094 467 153 91.07%
November
2002
December
2002

January 2003
February 2003
March 2003
April 2003
Source - PM S Reports, Tables




f) We will ensurethe contractor instructsyou on the use of any new installation in your home.

Measurement. To measure this, BDSwill analyse the results of one element of the Customer
Care satisfaction survey returnsie that of Question 11 "Did the Contractor leave you with
User Instructions for the newly installed equipment”.

Note - The figures are cumulative since recording started on PMS. Future development would
include a more sophisticated report on the "Report Menu™" of PMS.

Question 11 " Did the Contractor leave you with User I nstructions for the newly installed
equipment”.

Month Yes No Not %age
Applicable
September 556 441 510 55.76%
2002
October 2002 585 424 616 57.98%
November
2002
December
2002

January 2003
February 2003
March 2003
April 2003
Source - PMS Report, Tables

2. During the project......

M \NMewill carrv it a final inenectinn tn enaiirevnir are hannv with thewnr k



Measurement - After the work is completed, the Project Officer will check and measure this
in relation to the terms and conditions as specified within the contract. From a customer
satisfaction viewpoint, BDSwill analyse the results of one element of the Customer Care
satisfaction survey returnsie that of Question 12 "Have you had any problems with the new
equipment since it was first fitted". An additional question is then asked as follows -
Question 13 "If you did have any problems, were these sorted out to your satisfaction”.

Note - The figures are cumulative since recording started on PMS. Future devel opment would
include a more detailed report on the "Report Menu" of PMS.
Question 12 " Have you had any problems with the new equipment since it was first fitted" .

Month Yes No Not %age
Applicable
September 345 651 502 34.63%
2002
October 2002 353 686 608 33.97%
November
2002
December
2002

January 2003
February 2003
March 2003
April 2003

Question 13" If you did have any problems, were these sorted out to your satisfaction™ .

Month Yes No Not %age
Applicable
September 486 180 630 72.97%
2002
October 2002 506 182 759 73.55%
November
2002
December
2002

January 2003
February 2003
March 2003
April 2003
Source - PMS Report, Tables

3. At theend of a project......

a) We will continueto provide assistance after the work is complete to help you with any
further enquiriesyou may have.




Measurement - Thiswill be measured in conjunction with the measurement of General
Enquiries, etc.

This available assistance is conveyed to customers through the standard PMSl|etters
generated for each project.

Letter # 4, which is sent to customers upon completion of the work, advises that the contract
iIsnow in DLP and that should any queries, problems, etc arise then customers should call

the help desk number s specified.

The measure of success in relation to the way in which we deal with these enquiriesis
shown under Sandard entitled - "We will ensure that your enquiries are dealt with
immediately where practical but no later than 10 working days where an enquiry requires
further research or action”



3. At theend of a project......

b) Wewill carry out customer surveysto assessyour satisfaction with our products and
service.

Measurement. Monitoring is carried out through PM S Management Reports to BDSSMT.

Performance reports are supplied to ETF and BDS Management Team.

2000/2001 - Customer Care Statistics

Month Apri | May [ Jun [ July | Aug | Sept | Oct Nov | Dec |Ja | Feb | Marc
I e n h

Target 87 87 87 87 87 87 87 87 87 87 | 87 87

Performanc | - 89 88 86 90 89 91 91 92 92 Y 92

e

2001/2002 - Customer Care Statistics

Month Apri [ May [ Jun [ July | Aug | Sept | Oct Nov |[Dec [Ja |Feb |Marc
I e n h

Target 91 91 91 91 91 91 91 91 91 91 |91 91

Performanc | 88 92 82 92 92 91 89 88 92 A |- -

e

2002/2003 - Customer Care Statistics*

Month Apri | May | Jun | July | Aug | Sept | Oct Nov | Dec |Ja | Feb | Marc
I e n h

Target 93% | 93% | 93% | 93% | 93% | 93% [ 93% | 93% | 93% |93 | 93% | 93%

%

Performanc | 88.2 | 86.4 | 86.7 | 87.0 | 87.0 | 90.9 | 90.77

e 3% 8% [4% |[|9% |1% |9% |%

| ssued 2250 | 2527 | 3721 | 4394 | 4495 | 4589 | 5506

Returned 552 | 614 | 1059 | 1291 | 1306 | 1432 | 1691

Return Rate | 245 [ 259 [ 284 |29.3 | 29.0 | 31.2 | 30.71
3% |2% |[6% [8% |5% |1% |%

Note - * Figures for 2002/2003 are now cumulative since being recorded on PMS. Figures shown
indicate performance against all

Questionnaires issued up to the end of the particular month.

Source - PM S Reports/Customer Care Analysis




Continued
Quality Performance spot checkson enquiries

Whereyou happy with theresponse time in dealing with your enquiry.

Did weresolve your enquiry/problem.

If the enquiry/fault was not resolved, wereyou offered any further advice.

Did theresponseto your enquiry/fault meet your expectations.

Overall, on ascaleof 1to 5, how would you rate the level of servicesreceived. (4 and 5
acceptable)

If not, could you please let me know wher e we failed to meet your expectations. Further,
do you have any further commentsor suggestions you would like to make.

o pwdhE

Month Checke | Sample 1 2 3 4 5
d % age
June 02 18 1250% | 67.0 | 61.00% | 67.00% | 67.00 | 61.0
0% % 0%
July 02 18 15.92% | 77.8 | 77.80% | 75.00% | 88.90 | 77.8
0% % 0%
August 02 20 9.09% | 80.0 | 70.00% | 28.57% | 70.00 | 70.0
0% % 0%
September 20 10.69% | 90.0 | 85.00% | 33.00% | 80.00 | 80.0
02 0% % 0%
October 02
November
02
December
02
January 03
March 03
April 03
May 03
June 03
July 03

Source - Telephone enquiry

I Aa) Anv infaormatinon we nrovide will he eaar ton 1inderstand availahlein a varietv of formats I



Measurement To measure this BDS need to have a log book/report recording each time that
a customer isreferred to the ITS service. This may be obtainable through PMS. This
log/book report should detail the date, time, language used by I TS, customer who where
referred to the I TS service and the outcome of the service provided and any problems that
may have arisen including how these were resolved.

Each member of staff was given accessto the City of Edinburgh Council's document on "Plain
English".

It is proposed to send all standard type letters to Communications Unit for Plain English proofing
prior to going out to our customers. The aimisto ensurethat all letters are presented in a manner
that isreadily understood by all our customers. The objective will be to ensure that all |etters follow
afairly standard format where they :-

a) List the contents,

b) include all the essential information,

¢) check that only essential information isincluded,

d) put the main message first,

e) start with thefirst point your reader needs to know and

f) put any other messagesin order of importance to your reader.

All Customer Advisors have been trained in the use of the Interpretation and Translation Services.
Thistraining was carried out in house during February 2002.

Copies of the ITSliterature were given to all Customer Advisor staff.

As at 13" August 2002, our staff have had no need to utilise this service.

b) We will respond to all written enquiries within 10 working days.

Measurement. Monitoring is carried out through PMS Management Reports to BDSSMT.
Performance reports are supplied to ETF and BDS Management Team.

Month | Letters | Completed | Completed | Number | Number Average | Performance
Receive | within out-with Outstan | Outstanding | timeto
d Statutory | Statutory ding but greater reply
Nnorind Nnaorind than




April 10 9 1 90.0%
01
May 01 23 21 2 91.3%
June 01 25 22 3 88.0%
July 01 24 24 0 100.0%
Aug 01 18 17 1 94.4%
Sept 01 13 11 2 84.6%
Oct 01 17 17 0 100.0%
Nov 01 24 24 0 100.0%
Dec 01 8 8 0 100.0%
Jan 02 14 0 0 100.0%
Feb 02 24 22 2 91.7%
March 23 20 3 87.0%
02
April 1 1 0 0 0 13.00 100.00%
02 days
May 02 5 2 3 0 0 27.20 40.00%
days
June 02 7 6 1 0 0 11.00 85.71%
days
July 02 13 10 4 1 1 7.71 76.92%
days
Aug02 28 23 2 4 4 2.80 82.14%
days
Sept 02 11 8 0 3 2 4.63 80.00%
days
Oct 02 20 14 1 6 0 3.40 100.00%
days
Nov 02
Dec 02
Jan 03
March
03
April
03

Note - Figures up to and including March 02 monitored against a previous Council standard of 14

days
Report Sour ce - PMS/Report Menu/Customer Care Reports/L etters received




Measurement. Monitoring is carried out through PMS Management Reports to BDSSMT.
Performance reports are supplied to ETF and BDS Management Team

M ont

Faults
Receive
d

Complete
d within
Statutory
period

Completed
out-with
Statutory
period

Number
Outstandin

g

Number
Outstanding
but greater
than
Statutory
Period

Average
timeto

reply

Per for mance

May
02

38

27

11

0

15.37 days

71.05%

June
02

52

35

16

2

12.37 days

67.31%

July
02

ol

35

Vi

8

6.74 days

70.00%

Aug
02

87

65

11

13

10

4.62 days

77.38%

Sept
02

63

39

22

2.93 days

78.00%

Oct
02

71

46

20

4.19 days

82.14%

Nov
02

Dec
02

Jan 03

March
03

April
03

May
03

June
03

July
03

Aug
03

Sept
03

Oct
03

Nov
03

Dec
03

Note — The above figures show the fault reporting statistics for each Month. These figures form part
of the total enquiries received as shown in Report 12.
Report Sour ce — PM S/Report Menu/Customer Care Reports/Customer Care Detail /Enquiries

Received/Faults



Measurement - Monitoring is carried out through PMS Management Reports to

BDSSMT. Performance reports are supplied to ETF and BDS Management Team.

M ont

Complaints
Received

Complete
d within
Statutory
period

Complete
d out-with
Statutory
period

Number
Outstandin

g

Number
Outstanding
but greater
than Statutory
Period

Average
timeto

reply

Perfor mance

02

17

12

5

0

15.24 days

70.59%

June
02

26

22

4

0

9.15 days

84.62%

July
02

34

23

13

2

7.42 days

67.65%

Aug
02

35

19

10

5.04 days

57.58%

Sept
02

14

6

6.11 days

46.15%

Oct
02

29

20

2.86 days

95.24%

Nov
02

02

Jan 03

March

Note — The above figures form part of the total enquiries received as shown in Report 12.
Report Sour ce - PM SReport Menu/Customer Care Reports/Customer Care Detall Enquiries
Received/Complaint and Make Contact



€) Wewill ensurethat your enquiriesto our help desk are dealt with immediately where

practical but nolater than 10 working days where an enquiry requiresfurther research or
action.

Measurement - Monitoring is carried out through PMS Management Reports to BDSSMT.
Performance reports are supplied to ETF and BDS Management Team.

S

d

Enquirie

Receive

Complete
d within
Statutory
period

Completed
out-with
Statutory
period

Number
Outstandin

g

Number
Outstanding
but greater
than Statutory
Period

Average
timeto

reply

Per for mance

02

83

60

23

0

15.06 days

72.29%

June
02

143

105

34

5

9.94 days

73.43%

July
02

176

126

37

19

16

6.29 days

72.83%

Aug
02

222

167

26

27

4.13 days

77.67%

02

187

118

6l

26

3.64 days

77.63%

Oct
02

197

130

6l

17

3.15 days

84.97%

Nov
02

02

Jan 03

Feb
03

March
03

April
03

03

June
03

Note — The above figures show the total enquiries received per month ie whether for General
Enquiries, Fault reporting, Complaints, etc

Report Sour ce — PM S/Report Menu/Customer Care Reports/Customer Care Detail Enquiries
Received



Continued

Mont | General | Completed | Completed | Number Number Average | Performance
h Enquirie | within out-with Outstandin | Outstanding timeto
S Statutory Statutory g but greater reply
Receive | period period than Statutory
d Period
May 26 19 7 0 0 15.65 73.08%
02 days
June 64 47 14 3 3 8.39 73.44%
02 days
July 88 67 14 8 6 523 77.91%
02 days
Aug 98 81 4 14 12 2.99 84.38%
02 days
Sept 110 73 4 33 12 3.73 82.02%
02 days
Oct 93 61 0 32 11 2.46 84.72%
02 days
NovO
2
Dec
02
Jan03
March
03
April
03
May
03
June
03
July
03
Aug
03
Sept
03
Oct
03
NovO
3
Dec
03

Note — The figures show enquiries that can be categorised as being of a general nature. They form

part of the overall enquiries received as shown on report 12.

Report Sour ce — PM S/Report Menu/Customer Care Reports/Enquiries received




f) All telephone calls will be answer ed within 5 rings whenever possible.

Measurement. Monthly statistics are provided by Communications Division. Monitoring is carried
out through PMS Management Reports to BDSSMT. Performance reports are supplied to ETF
and BDS Management Team. Independent "Mystery Shopper" Surveys are carried out.

ont | Total | Answered | % age Unanswere | % age Busy | % age | Answered | Answered | Answered
Calls | Calls Answered | d Calls Unanswere | Calls | Busy Calls0-7 | Calls8- Calls 16 -
d Secs 15 secs 30 secs

n 4975 | 4374 87.92% | 470 9.44% 131 | 2.63%

b [ 6016 | 5144 8551% | 681 11.31% | 191 | 3.17%

-a\r 6696 | 5766 86.11% 671 10.02% 269 | 4.02%

bri

)1

ay | 4273 | 3710 86.82% | 422 9.88% 141 | 3.30%

\-ne 4237 | 3683 86.92% | 410 9.68% 144 | 3.40%

ﬂy 4512 | 3958 87.72% | 473 10.48% 81 1.80%

t-,lg 5855 | 5032 85.94% 602 10.28% 221 | 3.77%

;p 4827 | 4083 84.59% 502 10.40% 242 | 5.01%

&

o

2

n

!

b | 4785 | 4289 89.63% 370 1.73% 126 | 2.63% | 2714 580 972
)

ar | 9400 | 7880 83.83% 754 8.02% 766 | 8.15% | 5449 1398 977
|
R22*

ori | 7942 | 6659 83.85% 695 8.75% 588 | 7.40% | 4539 1127 941
)2

ay | 5776 | 4925 85.27% | 473 8.19% 378 | 6.54% | 3267 992 612
)

ne | 6440 | 5284 82.05% 613 9.52% 543 | 8.43% | 3415 1044 77
)

ly | 7040 | 5999 85.21% 637 9.05% 404 | 5.74% | 3996 1193 772
)

ug | 6917 | 5731 82.85% 592 8.56% 594 | 8.59% | 3732 1163 756
)

pt | 6606 | 5639 85.36% | 611 9.25% 356 | 5.39% | 3764 1077 748
)

C 4244 | 3713 87.49% 347 8.18% 184 | 4.34% | 2440 726 528
)

ov

!

ec

)




System off line - May 1% to 14™, 12" June, 13" to 27" June, 16" to 18™ July, 24" to 28™ August, 17" to
18" October, 25" to 31% October. -



g) Our staff will be polite and courteous at all times.

Measurement. To measure thiswe will ask our customers through the Customer Satisfaction
Survey if our staff were polite and courteous.
MYSTERY SHOPPING EXERCISE - by Scotinform Ltd

Nov/Dec 2001 Mar ch/April 2002
Total Calls Actual Actual
Callsanswered within 5rings 7 6 7
Greeting -
Time of Day 7 6 7
Housing Department 7 6 5
Name 7 5 2
How can | help 7 1 7
Callstransferred in 5rings 5 5 5
Greeting 5
Time of Day 5 2 5
Housing Department 5 2 3
Name 5 3 4
How can | help 5 2 4
Correct Information Supplied 7 7 7
Overall Rating Nov/Dec 2001 (7 calls)
Very Good Quite Nether/No Not Very Good Not at all good
Good r
Professionalis 5 1
m
Courtesy 5 1 1
Clarity of info 6 1
Accuracy of 5 1 1
info
O/all 6 1
Satisfaction
Overall Rating Mar/Apr 2002 (7 calls)
Very Good Quite Neither/No Not Very Good Not at all good
Good r
Professionalis 5 2
m
Courtesy 6 1
Clarity of info 5 2
Accuracy of 4 3
info
O/all 5 2
Satisfaction




5. Performance.....
a) We will publish our Standardsin appropriate publications so that our customers are aware of these
standards and can hold us accountable to them.

Measurement. To measure this Building Design Services should publish their Sandards on an annual
basis. A logbook could be kept detailing the dates of publications and the channels used. The logbook
can also detail any changes to the Standards from year to year. The logbook could then be made
available to customers via the Edinburgh Tenants Federation, or anyone who wishes to view the
Standards. Performance figure published on an annual basis through the Internet and journal
publications.

6" August 2002 - Customer | nformation Booklet

Currently developing a Customer Information Booklet in relation to the delivery of the Planned
Maintenance Service. It is proposed to send a copy of the leaflet to each customer prior to the start of
work within their home. The leaflet will contain our charter, outline what happens during all stages of the
work, after completion, how customer enquiries/complaints, etc are dealt with, typical questions
answered and customer feedback.

Until thisisfinalised, and as an interim measure, a brief summary has been included on the back of the
first letter sent to the customers informing them of work to be carried out in their home during the current
year.

Oncethe leaflet isfinalised and in useg, it is proposed to include a summary of related performance
statistics on the back of theinitial letter to our customers.

10" September 2002

Draft leaflet circulated to Management Team

Annual Report

For 2000/2001, an Annual Report was produced but for internal circulation only. Based on the results of
the recent Stock Condition Survey which also asked customers view on how they wished to receive
information, we are currently devel oping four avenues for this, viz

Publications - Capital Tenant (November 2002) - Possibly Annual Report plus advertising feature on
our service, performance figures.

Edinburgh Tenants Federation - Monthly performance meetings, Tenants Voice - information feature.
I nternet - Information and Annual Report - Currently under design, Intranet - Information - Currently
under desig



Other facilities availableto Building Design Services customers.

Communication
If you have special needs when trying to communicate with Building Design Services we have a
range of facilities at our disposal that can make communication easier. Theseinclude:

L anguage Line- Building Design Services has access to this facility, which provides a confidential,
accurate, impartial interpreting, in over 100 languages. A connection is guaranteed within 90 seconds.

|nter pretation & Translation Service- Building Design Services has access to this facility, which
provides interpretation and tranglation in ethnic minority and disability community languages. This
serviceisonly available to Council staff.

| nduction L oops- Building Design Services will provide Induction Loops. This facility caters for
those with hearing difficulties. Whenever you come to Building Design Services premises an
Induction Loop will be active. The Induction Loop increases the volume of speech whilst eliminating
background noise. This facility will be available at all Building Design Services open days and
meetings.

BT Typetalk- Building Design Services has access to this facility which, enables deaf and blind
people to contact Building Design Services without needing any other help. All Building Design
Services Customer Advisors know how to use this facility. If they need to contact a deaf or blind
person then the call is put through to BT typetalk and the message is given to the operator who then
relays the message via atext phone to the customer. A conversation can continue in thisway. If a
customer wants to have a conversation with Building Design Services, then provided the customer has
aBT typetalk phone a conversation can proceed.

Face to face contact

Building Design Services can provide private rooms for consultation.

Building Design Services can provide upon request transport to and from open days.

Building Design Services can provide information in community languages, Braille and large print if
required.

Building Design Services can liase with other Council departments such as Social Workers,
Occupational Therapists, Support Workers, or family, friends, or neighbours to help out the
communication process.

If you have any other suggestionsthat would make our service mor e accessible we would be pleased
to hear from you. . We are contactable on 0131 529 7699 or 0131 529 7079 or 0131 529 7964. Y ou
can also writeto Building Design Services at the following address. Building Design Services, level
5,23-25 Waterloo Place, Edinburgh, EH1 3BH. We are also contactable via e-mail on

www.hds@edinburgh.gov.uk




How do our operating costs compare against others ?

Our Budget

Building Design Services (BDS) work to an annual Planned Maintenance Budget of around £13 to £14
million and monitor progress against these budgets. Monitoring is controlled by means of financial
reports to Building Design Services Senior Management Team and also through monitoring carried out at
the monthly Housing Capital Investment Group meetings.

Value for money in service delivery is obtained through competitive tendering against set standards and
specifications using approved contractors.

Our operating costs

Building Design Services are members of the Benchmarking Club for Local Authorities. BDS's current
cost for the delivery of the Planned Maintenance service is 11.5%. The Society of Chief Quantity
Surveyors Report for 2001 summarises all other Local Authority Benchmarking data. From 16 national
returns, BDS are 5" best in relation to fee rates for the majority of our projects that are in the range £100k
to £500k. BDS also compare costs against the Private sector, fees for adaptations and external
commissions. A Council agreed framework arrangement, by which all consultancy work under £1.5m
will be dealt with by BDS, will be subject to audit by the framework monitoring group and compared
against the Private Sector. We provide best practice information to the Convention of Scottish Local
Authorities (COSLA) eg "Non Traditional Housing Practices and treatment of Multi Storeys", all related
to Planned Maintenance.

Our operating costs are also included in the City of Edinburgh Council's Annual Report and annually via
our web sit



Complaints Analysis for the period
01/05/02-31/10/02

COMPLAINT
TABLE

TYPES of
COMPLAINTS

Period of Complaints

complaint
S
01/05/02- 31/10/02

Notes

Installation Complaints Covers any situation where the service of installation or the product being
installed was not up to the customers expectations

Contractor |eft mess Covers any situation where the contractor has not cleaned up after working on the
property. This category aso includes any inappropriate behaviour by the contractor aswell as
unacceptable workmanship

Faulty Equipment  Covers any installation that has a defect and is within the Defect Liabilities Period

Damaged Property  Covers any situation where it is claimed the contractor has damages the customers
property

Unfinished Work Covers any situation where the works made to customers property are not
completed within the specified time frame or to the customers satisfaction

Start Dates Covers any situation where the contractor has started work on a customers property
without giving the customer the appropriate notice, or the customer has not been
notified of start dates

Miscellaneous Covers any written correspondence, movement of contractor equipment, bills, lift
complaints






Average Monthly Complaints Break-down

Total Monthly Average Complaints 26
Installation Complaints Monthly Average 3
Contractor Cormplaints Monthly Average 3.333
Faulty Equipment Complaints Monthly 4.667
Average

Damaged Property Complaints Monthly 5.333
Average BRI
Unfinished Work Complaints Monthly \‘33 5.833
Average R\

Start Date Complaints Monthly Avefatye 2
Miscellaneous Complaints M‘,QQ@H‘%/ Average | 4.2
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Analysis

Building Design Services have received a total of 156 complaints in the period from 01/05/02 through 31/10/02. On
Average BDS receive 26 complaints a month. In the same 6 month period BDS completed work on 2935 customers
home’s, whilst working on more homes. This means our current complaint percentage per property completed is 5.3
%An analysis of the variety complaints received by BDS reveals that most complaints received in a month by BDS are

1. “Unfinished works”. ( 22% of all complaints) This means, the contractors representing BDS, start
work on a house, but don’t complete the work within the specified time frame. BDS customers
therefore phone in and make a complaint, wanting to know when the contractors will be back to
complete the work on their property.

The second largest category of complaints received by BDS relate to

2. “Damaged Property”. (21% of all complaints) This means that the contractors representing BDS,
have damaged property belonging to the residents of the house they have been working on.

The next category of complaints received by BDS relate to

3. “Faulty Equipment”. (18% of all complaints) This means that the product used by contractors in
repairing, replacing or improving customer’s homes has broken, has a defect or the customer has not
been shown how to use the equipment properly or not given an instruction manual.

The next category of complaints received by BDS relate to

4. *“Contractor left mess” (13% of all complaints) & “Miscellaneous complaints™ (13% of all
complaints). The first category- Contractor left mess, BDS customers have phoned to complain
about the mess the contractor has left on the property, or the quality of the work undertaken by the
contractor has been unsatisfactory, or the contractors behaviour has been unsatisfactory. The
Miscellaneous category represents complaints in writing, poor lift performance in multi-storey blocks,
and account payments.

The next category of complaints received by BDS relate to

5. “Problems within Installation’ (8% of all complaints). This means that BDS customers have
complained as the equipment installed in their home is not working to their satisfaction and that the
customer would like to get the contractor back fix the customers problems.

The last category of complaints received by BDS relate to

6. “Start dates” (5% of all complaints). This is where customers have complained because either, contractors have turned
up to start work and have not given the required notification to the customer, or customers have complained because they
would like to know an exact date that proposed work is due to take place on their property.







Summary

82% of all complaints received by BDS from 01/05/02 through 31/10/02 are Contractor related.
Categories 1,2,3,4,5 combined add to 82%. This raises issues for BDS to look at when implementing
further contracts. For example, review the Customer Code of the contract documents to ensure contractor
compliance.

The outstanding 18% of complaints relate to Miscellaneous complaints and complaints about unknown
“Start Dates”. BDS have received very few complaints of a miscellaneous nature, but need to look at
these individually to isolate any re-occurring problems and take the necessary corrective measures. BDS
and the contractor currently work closely to organise appropriate start dates for works programmes. “Start
Date” complaints are complaints where the contractor has turned up to start work, but where the customer
has not been appropriately notified of the works to take place. There should be a significant improvement
in this aspect of the service as the introduction of the new Planned Maintenance System computer system
takes affect, whereby tenants should receive 5 letters through the course of the works programme, as well
as thorough door to door surveying of the homes involved in the works programmes. Included in BDS
contracts with contractors are clauses that state a minimum of seven days notice will be given by
contractors to customers.



