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SDC Property Care 
 
Introduction 
 
Following the decision by Housing Committee in April 2019 to insource the Repairs and 
Maintenance Service, this information sheet provides an update on progress to date. 
 
Property Care went live on 1st April 2020, with no major issues encountered despite the 
process being completed during lockdown.  
 
Progress 
 
Since April, the service has continued to deliver emergency and urgent works to tenants.  
 
Following the easing of restrictions in late May, we developed a roadmap which allowed us to 
start delivering the services we were not able to during lockdown.   
 
We have put in place a number of additional safety measures to protect tenants and our 
staff. This means that the way we deliver some services will be different and where it is 
possible to do so, some services will be delivered remotely. Processes and risk assessments 
are being regularly reviewed and updated in accordance with the changing environment, our 
own learning from outcomes, and interactions with our peers. 
 
As well as developing new processes we have introduced new covid-19 related scripts to 
ensure tenants are fully informed and aware of processes before we enter their homes to 
undertake works, and while works are in progress. 
 
Support 
 
We cover a vast array of work streams, and have put in place a network of Local SME’s and 
specialist sub-contractors to ensure we are able to cover any type of service demand. 
We will further enhance service support through the procurement of a new Planned and 
Capital works contractor, ensuring capacity and resilience across service provision. 
 
Our main source for materials will be through Buildbase part of the Grafton Group. We also 
have in place arrangements with a number of local, and independent suppliers to ensure we 
are always getting the best value and service available. 
 
Scrutiny 
 
Two groups were initially established to deliver and oversee the Service 2020 project. The 
Project Champions Group (PCPM) had responsibility for operational delivery of the sixteen 
mini and sub projects, and reported into the Mobilisation Governance Meeting (MGM) who 
had responsibility for the Strategic oversight of the project. 
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We have produced an outturn report, albeit slightly later than anticipated which shows the 
journey and outcomes to date, this is appended to this update along with the executive 
summary. 
 
The main project drivers are summarised in the table below.  
 

MP Ref Project Heading  

1 De-mobilisation 

2 Mobilisation  

3 Delivery Brand 

4 Company Structure 

5 Policy  

6 IT 

7 Commercial & Contract  

8 Materials & Plant 

9 Warehouse/Depot 

10 Transport  

11 Specialist Subcontractors 

12 Voids Procurement  

13 Planned Works Procurement  

14 Training  

15 Call Centre 

16 Compliance  

 
Going forward scrutiny will be provided by Housing Committee, and SLT as indicated within 
the April 2019 report.  
 
Current Challenge 
 
The immediate focus for the service is to: 
 

 Ensure the backlog of empty properties are brought back into use as quickly as 
possible 
 

 Reduce the backlog of non-urgent repairs built up as a result of Covid 19 lockdown 
 

 To ensure performance and customer service levels are maintained and improved, 
when compared to previous levels of service delivery and peer organisations  
 

 Evolving the workforce skills base 
 

 Managing expectations of stakeholders 
 

 To ensure that Property Care consolidates its current position by concentrating on 
successfully delivering on its core activity of housing maintenance and repairs 
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What Next 

We have noticed a real comradery amongst the team, and we hope to build on that to ensure 

staff remain proud to be working for SDC Property Care and of the service they are delivering 

albeit in unusual circumstances. 

We will review and ensure the strategic direction of travel does not deviate from the outcomes 

set out within the approved business case. 

We review the service with the wider community to ensure we are meeting their expectations, 

and where we find we are not we will adjust the service to meet their existing and future needs. 
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1. Introduction 

 

Report and Summary 

This report and summary intends to detail the objective, process, and end result of each 
element of the internalisation of the repairs and maintenance service. This report has had to 
balance brevity with detail, and so has an accompanying suite of documents created by the 
Project Champion of each Sub-Project. These documents are stored on the shared SDC 
drive, and consist of a Header sheet for each element of each project, along with any and all 
evidence and pertinent information as appendices. 
 
\\stroud.gov.uk\sdata\Shared Data\Repairs & Maintenance Service 2020\Post Project 
Closure Documents 
 

Background 

In 2014 a report presented to Stroud District Council Housing Committee indicated that 
Tenant Services would look at options to in-source work streams as contracts came to an 
end. 
 
In 2015 Stroud brought its Gas Servicing and repairs function in house. Over the past three 
years the organisation has seen increased levels of satisfaction in this area. This has largely 
achieved through having a greater degree of control over the service and the flexibility to 
deliver a service which better suits the needs of our tenants. 
 
Provision of the repairs and maintenance service is currently split North and South across 
the district, provided by two separate organisations. The Council currently has differing 
arrangements with each of the two contractors due to the early termination of an existing 
arrangement. 
 
Contractual arrangement for the delivery of the repairs and maintenance function with one of 
two incumbent contractors comes to an end on 31 March 2020, with no option to extend 
beyond the end date. The Second arrangement has a break clause aligned, with the above 
as a result of the initial term coming to an end; however in this instance an option exists to 
extend for a further six years by two terms of three years each. 
 
SDC overall experience with internalising the Gas Servicing and repairs has been positive 
for both tenants and the Council, and the feedback received suggests there is a greater 
degree of confidence experienced by tenants when the Council delivers services directly.  
While the internalisation of the gas service has been positive, they cannot look at this in 
isolation excluding what maybe other viable options including to continue delivery of the 
service using similar or existing models as present. 
 

Outline Commission Approach  

In October 2018 SDC commissioned Impart links to support in undertaking an options 

appraisal to explore the range of viable alternative/s for the delivery of service beyond the 

life of existing contractual arrangements. The process is split into 3 phases 

Phase One 

 Undertake an options appraisal, exploring a range self-delivery or shared service 

models which may be adopted by the Council 

 Development of a business case/s, and cost model/s which supports the Councils 

preferred approach 

 

Subject to endorsement of the business case, and approach. 

file://///stroud.gov.uk/sdata/Shared
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Phase Two 

 Take a leading role to implement the preferred option 

 Lead on supply chain requirement, and procurement for any new service 

 Develop the overall project plan, timetable, and have responsibility for delivery 

 Identify critical success factors 

 Oversee the mobilisation of the new service in conjunction with key stakeholders 

 

 

Phase Three 

 Undertake project reviews, facilitating workshops as necessary 

 During the first year undertake financial and performance audits of the preferred 

service delivery model 

 Identify, and advise on any commercial opportunities, and next steps to realising 

any potential gains 

 Provide an annual performance review of service provision and its fitness for 

purpose 

 

The purpose of this report is to summarise and review Phase 2; the processes involved, the 

risks, mitigations, and decisions made, and how the results now lead the way for Phase 3. 

 

Phase 1: Cost benefit Analysis 

Impart links and SDC agreed to split Phase One into 3 stages  
 
Stage 1 – Review of Existing Service (15th October to 15th December) 

Objective: Understand and record the operational and commercial performance of the 
existing service as a benchmark for Benefit Analysis (BA) of future options  
 
Project 1: Current Service Providers.  

Project 2: Contract Services 

Project 3: Performance Data  

Project 4: Governance and Polices  

Project 5: IT and Communications  

 
Stage 2 – Long-list of Options (15th December to 21st January) 

Objective: Through workshops and using the stage 1 findings as a benchmark, a long list of 
options will be developed, reviewed and rationalised to form a shortlist  
 
Stage 3 – Short list of Options (21st January to 31st March)  

Objective: A final short list of options inclusive of a benefit analysis, risk appraisal, 
investment plan, procurement profile, mobilisation plan and recommendations for review and 
approval  
 

Phase 2 – Mobilisation Project 

Stage 4 – Procurement and mobilisation of the preferred option (April 2019 to March 2020)       
Objective: Manage a process of change from existing service to the preferred option as per 

the result of the above cost benefit analysis. 
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Phase 3 – Property Care – the New Service 

Stage 5 – Year one of the new service (April 2020 to March 2021) 

Objective: Establish the management and performance of the new service. Allow for ‘settling 

in’ ready to push efficiencies, quality and customer satisfaction. 

 

2. Cost Benefit Analysis – (Phase 1) 

 

Stage 1 Review of Existing Service 

In October 2018 Impart links completed a thorough review of the existing service which 

covered the following 5 core areas: 

 

Current service Providers:  
Review of the commercial and operational performance of the existing service providers 
Contract Services – Budget & Expenditure:  
Review of current and future maintenance expenditure of Contract Services, staff involved, 
and the cost of the operation   
Performance Data:  
Profile of the service based on historic repairs data, indicating repairs and voids ratios, 
planned works, types of repairs, geographical spread and the demand on the service 
Governance & Policies:  
Review of policy that governs the service and may impact future delivery  
IT & Communications:  
Review of IT interfaces and suitability  
 

This report is attached as Appendix 1 - Review of Existing Service. 

 

The report was designed to create a base line from which all decisions and comparisons 

would be made.  

 

The main findings of the report, which were to be considered moving forward are: 

 Parity in service between regions should be sought – The 2 contractors have slightly 

different contracted specifications which therefore complicates the contract 

management, and means there are differences in the service provided. 

 Appointments are not made by SDC but passed onto contractors to arrange, which is 

manageable but not ideal 

 KPI data provision not effectively provided by contractors  

 Post inspection are high due to contractor performance 

 No cultural, corporate, or legal issues were found that would hinder any particular 

administration moving forward 

 IT systems do not integrate, meaning that there is a lot of duplication of tasks (double 

handling) and that there are inefficiencies throughout most tasks 

 

Following this review Impart links completed a further Time and Cost study of the IT 

systems. The report found that a massive amount of resource was required to complete 

tasks which would not be required with a coherent system. The report referenced a previous 

IT consultants review and agreed with the summation that a new system be procured to 

effectively work for the housing teams. 

 

Appendix 2 - IT Time & Cost Study.
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Stage 2 Long-list of Options 

The following options were considered as potential methods of providing the service.  
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These options were taken into workshops to with a view to narrowing down what the 

Housing team wanted to achieve, and how best they saw the new service working for the 

SDC. 

 

Stage 3 Short list 

Workshops were held on the 19th December 2018 and the 24th January 2019 with the flowing 

members of staff to discuss the longlist of options, and narrow down to short list to present to 

housing committee. 

 

 
 

The workshops were designed to draw form the team, what has been working well and what 

could be improved. How the different methods of service provision would give control, 

expose to risk of failure and so on. 

 

Please see Workshops reports: 

Appendix 3 - Workshop 1 Report 

Appendix 4 - Workshop 2 Report 
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Site Visits 

During this period Impart links arranged for the member of the team to visit several 

organisations with different operating administrations to see the different advantages and 

disadvantages of these processes in reality. 

 

The following members of staff attended site visits: 

 Joe Gordon 

 Tara Skidmore 

 Joanne White 

 Angela Carr 

 

Visits were to: 

 

Cluid Housing, Dublin Recently internalised their repairs service 

Family Housing, Wales Recent Re-procurement of contracts, with Open book 

administration 

Town & Country Housing, 

Kent 

Operate a Joint Venture with Wates that has been 

successfully delivering a surplus for 4 years 

 

Short list 

The short list of options were scored and ranked as follows 

Option  Score  Percentage Ranking  

Option X 545 77% 1st 

Option 10 518 73% 2nd 

Option 10b 510 72% 3rd 

Option 10c 499 70% 4th 

Option 10a 489 69% 5th 

Option 15 476 67% 6th 

Option 6 416 59% 7th 

Option 3 400 56% 8th 

Option 10: In-sourced delivery of repairs and voids (S2020). Planned works delivered by 

external contractors. The S2020 will commence operations delivering all repairs and voids in 

the first year from April 2020 onwards  

Mobilisation costs £425,765 

Additional Year 1 projected costs in 

comparison to existing  

£87,135 

Additional Five Year costs in comparison to 

existing  

-£1,097,362 

Option X: A new option introduced by SDC during the CBA process. Repairs and voids will 

be in-sourced. S2020 will directly deliver repairs through directly employed operatives and 

manage and deliver voids through procured local building contractors (whereas option 10 

voids are delivered by direct operatives) Planned works will be delivered by external 

contractors. S2020 will commence operations delivering all repairs and voids in the first year 

from April 2020 onwards 
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Mobilisation costs £430,645 

Additional Year 1 projected costs in 

comparison to existing  

£131,950 

Additional Five Year costs in comparison to 

existing  

-£880,460 

 

To let the driving force of the new service be day to day repairs for the first 2 years it was 

decided that a contractor be procured to complete void works in years 1 and 2, with voids 

transferring back to Property Care gradually over year 3 to 5. 

 

Planned works are to be procured and a single contractor appointed to carry out the 

estimated £16,000.000 of planned works over 5 years. 

 

3. Mobilisation of the Project (Phase 2) 

 

Introducing the Project plan 

An inaugural mobilisation presentation/ meeting was held on 6th June 2019, hosted by Impart 

links. All SDC Housing staff and other stakeholders were invited. 

 

Imaprt links presented the mobilisation structure including 16 projects. Each project was 

replete with a series of tasks which required completing.  

 

These tasks ranged in their requirement, and often included any/ all of the following 

considerations:  

 Research 

 Tenant Consultation 

 Stakeholder Consultation 

 Professional Advice  

 Quotations, & Budget Setting  

 Corporate approval 

 

To complete these tasks it requested that volunteers from within the Housing team 

 

No. Project Person Responsible 
   
MP1 De-mobilisation Hannah Perry-Gardiner 

MP2 Mobilisation Hannah Perry-Gardiner 

MP3 Delivery Brand Kevin Topping 

MP4 Company Structure Joe Gordon 

MP5 Policy  Jon Priest 

MP6 IT Tara Skidmore 

MP7 Commercial & Contract Impart links 

MP8 Materials and Plant Angela Carr 

MP9 Warehouse Hannah Perry-Gardiner 

MP10 Transport  Ashley Heal 

MP11 Specialist Subcontractors Hannah Perry-Gardiner 
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No. Project Person Responsible 

MP12 Voids Procurement  Impart links 

MP13 Planned Procurement  Impart links 

MP14 Training  Joanne White 

MP15 Call Centre & OOH Joanne White 

MP16 Compliance Dawn Scott 

 

 

Hannah Perry-Gardiner was brought in as mobilisation Manager in October 2019 to assist 

Joe Gordon in managing the process. It was at this time she took over the mobilisation & de-

mobilisation projects. Later as Faye Gorick and Carl Mason left Hannah took responsibility of 

the Specialist Sub-contractors and Warehouse projects respectfully.  

 

Mobilisation Plan of action 

At the first Project Champions Progress Meeting (PCPM) in July 2019 an outline Mobilisation 

plan for each of the projects was presented and was to act as the blueprint for the actions 

that will lead to the mobilisation of the internalised service. 

 

This plan was accompanied by a project programme which indicated the deadlines for each 

of the project elements.  

 

Both the plan and the programme were to act as a starter for ten and were to be amended 

and managed by the PC’s themselves, the group as a whole, Joe Gordon, and Impart links. 

 

Appendix 5 – Headline Mobilisation Plan 

Appendix 6 - Project Programme  

4. Meeting Schedule 

To be able to keep track, manage, and inform two regular meetings were scheduled. 

 

Project Champions Progress Meeting (PCPM) 

Hosted by  James Manifold, Impart links 

Shane Furner, Impart links 

Frequency Every 4 weeks 

Attendance All Project Champions (as listed above) 

Sean Ditchburn, IT 

Agenda Update from each PC 

Issues, blockages 

Risks 

Budget update 

 

Appendix 7 - PCPM Agenda 

 

The PCPM was held once a month. The meeting was a chance for each Project Champion 

(PC) to share progress. Each PC updated the group as follows: 

 

 Progress since last month 
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 Options reports 

 Options requiring a decision 

 Input needed from the group 

 Input needed from an individual 

 Input required from outside sources 

 Timeline changes 

 Project parameter changes 

 

Alterations, Decisions, and actions required were all recorded. 

All PCs were asked to update the risk register, changing scores, and adding risks as they 

became apparent. 

 

Mobilisation Governance Meeting (MGM) 

Hosted by  James Manifold, Impart links 

Shane Furner, Impart links 

Frequency Every 4 weeks 

Attendance Kathy O’Leary, SDC 

Joe Gordon, SDC 

Tara Skidmore, SDC 

Hannah Perry-Gardiner, SDC 

Andrew Cummings, SDC 

Cllr Ken Tucker, Liberal Democrats 

Cllr Norman Kay, Green Party 

Cllr Jenny Miles, Labour 

Agenda General update 

Risk register update 

Budget update 

Issues, blockages 

Corporate Impact 

 

Appendix 8 - MGM Agenda 

 

The Mobilisation Governance meeting was held 2 weeks after the PCPM meeting and acted 

to update the Chief Executive, Senior management, and Councillors about the progress 

made, and acted as due diligence to the decisions being made. 

 

Two documents were presented at each meeting 

 

MGM Strategic Overview gave details of progress of each of the projects as required. Of 

particular importance were items that had a corporate impact, such as computer systems, or 

branding and aspects where tenants were involved, such as the communication strategy. 

 

Appendix 9 - MGM Strategic Overview 

 

MGM Risk Overview which provided a summary of: 

 All risks 

 How the risk score differed from the month before and why 
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 New Risks 

 Detail on High Score Risks, and mitigations in place 

 

Appendix 10 – MGM Risk Overview 

 

Other Meetings 

Throughout the project meetings other than those scheduled as above were held regularly 

as required. Each of the Project Champions involved other stakeholders, whom had sub-

projects to complete, updating the PC with information, as needed. 

Updates to Joe Gordon, Hannah Perry-Gardiner or Impart links were provided regularly by 

PC’s to keep things moving. The PCPM was the forum to share with all. 

5. Risk register 

A risk register was developed on the 14th August with an initial 10 risks identified. This was 

developed during each PCPM, with risks added, or existing risks evaluated and re-scored 

where appropriate.  

 

Mitigations for each risk were monitored and adjusted as required throughout the process. 

 

High Score risks were looked at individually each month to ensure that all possible 

mitigations were being applied and that severity or likelihood were not increasing. 

 

Total additions to the risk register, Total score, and average score were collated and 

analysed: 

 

 
 

Appendix 11 – Risk Register 

 

6. Projects Overview 

Each Project Champion was given a briefing and clear direction of the objectives of each 

project. 

 

On the 10th June 2019 a 91 page Project Initiation Document (PID) was provided with details 

of each aspect of each project, with a narrative on process and aims. 

 

14/08/2019 10 16/10/2019 16 14/08/2019 10 14/08/2019 10 14/08/2019 10

23/10/2019 8 16/10/2019 16 16/10/2019 16 16/10/2019 16

24/10/2019 14 23/10/2019 8 23/10/2019 8 23/10/2019 8

14/08/2019 10 24/10/2019 14 24/10/2019 14 24/10/2019 14

14/11/2019 2 14/11/2019 2 14/11/2019 2

04/02/2020 2

Total Risks 10 Total Risks 48 Total Risks 50 Total Risks 50 Total Risks 52

Total Score 71 Total Score 261 Total Score 266 Total Score 266 Total Score 240

Av Score 7.1 Av Score 5.44 Av Score 5.32 Av Score 5.32 Av Score 4.62

Aug/ Sept to date Oct Risks to date Nov Risks to date Dec Risks to date Feb Risks to date
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Appendix 12 - Mobilisation PID 

 

This document was as thorough as possible at this stage. However, it was made clear to all 

PC’s that project would undoubtedly evolve, and would need adding to and/ or amending as 

progress was made. 

7. Project 1 – De-Mobilisation  

 

Project Champion Hannah Perry-Gardiner 

Objectives 

 

 

Successful de-mobilisation of current contracts 

Initial TUPE discussions (later to be dealt with under Project 4 

Company Structure) 

Plan of works/ Inspections 

Close down accounts/ final settlements 

 

Notice was given to the contractors on the following dates for the flowing contracts: 

 

Contractor Notice Served  Final day of orders Final day on site 

Mi-Space 2 May 19 12 March 20 12 March 20 

NKS 2 May 19 31 March 20 31 March 20 
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Voids: 

Contractor Notice Served  Final day of orders Final day on site 

Mi-Space 2 May 19 4 March 20 11 March 20 

NKS 2 May 19 24 March 20 31 March 20 

 

Demobilisation plan templates were provided to both contractors in October 2019 to be able 

to update SDC with activities, not yet started, in progress and completed. NKS and Mi-Space 

populated the template in December and February respectively. 

 

Below shows a snapshot of the plan: 

 

 
 

Appendix 13 – Demobilisation Plan  

 

This process was studiously managed by HPG throughout the ensuring that actions were 

being undertaken and information being shared. 

 

The Demobilisation plan contained 57 points, all of which required actions, communications 

and in some cases negotiations. The full table of action was as follows: 

 

 

Commercial 

1 Generate/distribute RM051 Demobilisation Plan. Plan sent to contractors in October 
2020. 

Initial and on-going meetings 
throughout 

 

WIP report highlighted WIP of 
£30K with Mi-Space 

£300+ with NKS (See actions 
below) 

 

Lining up of KPI reports, final 
accounts, documents and 
commission sign off. 

 

Contract performance (exit 
interview agenda) 

 

Final order schedules, dispute 
resolution & petty cash claim. 

2 Consultation meetings. 

3 Confirm end date of the contract. 

4 WIP report (weekly review). 

5 Issue of draft final account to Commercial Director. 

6 Final account review, sign off and agreement. 

7 Contract financial account. 

8 CDM, Compliance and H&S files sign off. 

9 Contractor’s final report.  

10 Confirm final KPI metrics. 

11 Contract performance review. 

12 Review rejected orders and resolution 

13 Final petty cash claim. 
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Operations 

14 Review of WIP WIP reviews on a weekly basis. 

 

Review of legacy orders, and 
plans to hand back or complete 
depending on resource, urgency. 

 

Agree all order cut off for each 
contractor 

 

 

 

 

 

 

 

 

Agree final dates for post 
inspections, agree priority, 
timescales, sign off 

 

 

 

Snagging from Post inspections, 
timeframes, final sign off 

 

 

 

Continuity of service 
arrangements 

 

 

Access arrangements, off hire 

 

 

Item removed. 

15 Review of legacy orders. 

16 Review of labour required to complete WIP. 

17 Agree (cut-off date) for 28 day orders 

18 Agree (cut off) date for 7 day orders 

19 Agree (cut off) date for 24 hour orders 

20 Agree (cut off) date for 4 hour orders  

21 Agree (cut off) date for minor void orders 

22 Agree (cut off) date for major void orders. 

23 Final date for void post inspections 

25 Agree final variations 

26 Agree final date for response post inspections 

27 No further planned works, agree snagging. 

28 Sign off planned works snagging  

29 Agree any final valuations 

30 Client discussion for out of hour’s delivery and transfer. 

31 Agree date for transfer of out of hours 

32 Final date for scaffolding orders. 

33 Off hire all plant and collect tooling from operatives. 

34  n/a 

HR 

35 TUPE consultation and agree dates. Begin TUPE conversations with 
contractors. 

Gain initial TUPE lists, and start to 
refine through consultation 

 

Asset review and confirmation 

Engage and promote TUPE 
information to incoming 
contractors 

36 TUPE transfer and confirm dates. 

37 Review of assets and tooling issued in Alchemy.  

38 ELI - provide names and contact details etc. 

39 Formally update/advise sub-contractors of TUPE. 

Fleet 

40 Final van inspections. Audit and confirm van stock, 
returns 

 

Co-ordinate return of fuel cards 

 

Co-ordinate van returns with 
delivery of new 

41 Van stock review and audit. 

42 Collect/return all fuel cards. 

43 Confirm collection date for all vehicles. 
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Procurement 

44 Review of stock held in container. Review of all stock items and 
likelihood of use before end of 
contract. 

 

Off hire all equipment/ plant/ skips 

 

Cancel all cards for merchants 

 

Retrieve PPE, ID badges, other 

 

 

45 Review of materials to be used. 

46 Collection and reallocation of all planned works materials. 

47 Off hire all plant and container. 

48 Off hire skips. 

49 Cancel all purchasing cards 

50 Collect all PPE and uniform etc. 

IT & Office 

50 Collect all IT equipment and return. Collect all mobile technology 

 

Off hire all office equipment/ 
furniture 

 

Disconnect all shared IT resources 

 

 

 

 

Return keys/ access badges etc. 

51 Collect all smartphones and tablets. 

52 Off hire all office equipment. 

53 IT to disconnect server. 

54 Arrange relocation of all office furniture etc. 

55 OneServe contract completion and terminate interface. 

56 OneServe archive. 

57 Carry out any repairs and return keys to Travis. 

 

Commercial  

The plan was shared with the Contractors with dates for each action to be completed. 

Consultation meetings were held weekly, and became part of the weekly contractors 

meeting agenda. 

 

Final reporting schedules and inclusions agreed and timescales set for completion. 

 

WIP 

Work In Progress reports provided in February 2020 

 

Contractor WIP  

Mi-Space £35,000 

NKS £350,000 

 

Mi-space WIP was in the normal range to be expected and a plan set to complete or hand 

back was completed. 

 

NKS WIP being 10 times that of Mi-Space required some attention. All non-responsive works 

orders to NKS stopped immediately. 
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The amount of WIP was mainly due to un-invoiced work that had been completed. NKS 

position was that they were awaiting confirmation of costs to be able to raise the invoice 

accurately. NKS were instructed to close all completed jobs with 28 days (end of March) 

 

Final Sign Off/ Accounts/ Report 

At the date of writing this report (June 2020) Ridge and Partners LLP are finalising the NKS 

account, and Impart links are finalising the Mi-Space account. 

 

Operations  

Regular review of WIP position throughout the process – especially during February and 

March. 

 

Plan to complete all physical WIP jobs agreed. Any not yet started but flagged as WIP to be 

returned to SDC bank. 

 

Deadline Dates 

Agree deadline/ cut off dates for activities 

 

Activity Mi-Space NKS 

Agree (cut-off date) for 28 day orders 12th February 2020 29th February 

Agree (cut off) date for 7 day orders 5th March 2020 24th March 

Agree (cut off) date for 24 hour orders 12th March 2020 31st March 2020 

Agree (cut off) date for 4 hour orders  12th March 2020 31st March 2020 

Agree (cut off) date for minor void orders 4th March 2020 24th March 2020 

Agree (cut off) date for major void orders. 7th February 2020 21st February 2020 

Final date for void post inspections 16th March 2020 TBC: 31st August 2020 

 

Final inspection were completed and snagging list were agreed, and completed on time and 

to the satisfaction of SDC inspectors. 

 

Dates confirmed for handover of contract from current contractors to incoming contractors 

and new internalised service. 

 

Dates agreed in line with the above for final hire and off hire of access equipment etc. 

 

Human Resources 

Start TUPE consultations, timelines agreed with contractors for: 

 

 Initial TUPE list 

 Updated TUPE Lists (regularly) 

 Final TUPE list 
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NB: A member of staff should work on the given contract for at least 50% of their working 

time to be considered for TUPE transfer. 

 

At each stage contractors supplied details of the staff on a TUPE list which they believed 

should be on the list. Details of the staff on the list included: 

 

Time spent on Stroud contract 

Time allocation Responsive Repairs 

Time allocation Minor and Major voids  

Grade/Function 

Location/ Establishment 

Age in Years 

Employment status (i.e. fixed term, casual, permanent) 

Length of current period of continuous employment  

Weekly conditioned hours of attendance (gross) 

Standard annual leave entitlement 

Pension Scheme Membership. 

Redundancy liability information 

Annual Salary. 

Details of any regular overtime commitments 

Details of attendance patterns that attract enhanced 
rates of pay or allowances (i.e. shift or rostered 
attendance). 

Regular or recurring allowances. 

Outstanding financial claims arising from employment 
(i.e. season ticket loans, transfer grants – noting that 
these will only give an indication of the type and value of 
loan balances and that these will change during the bid 
period). 

Additional information about factors influencing staffing 
levels and costs. 

  

Hannah Perry-Gardiner and Joe Gordon, reviewed each list, and entered discussions with 

each contractor where there were potential disagreements or ambiguity within the lists. 

 

NB: Final TUPE lists do not have to be supplied until 14 days before the end of contract  

 

Final TUPE lists were received and agreed on 25th February 2020. 

 

Fleet 

New fleet has a project dedicated to the provision of new vehicles, but the timely de-

mobilisation of the current contractors and fleet impacted assets was dealt with within the 

project. 

 

Van stocks, audited and SDC stock items returned to stock. 
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Fuel card authorisations removed from supplier end. 

Final inspections for SDC assets i.e. tools and materials. 

 

Procurement 

Stock check of items held in storage. Preparation of likely use, and likely return to stock 

items. 

Organisation of items: 

 PPE 

 Tools 

 Materials 

 

Cancellation of merchant cards. Change of codes so access is limited. 

Off hire of skips, plant, access equipment. 

 

Office & IT 

 Return of all mobile technology 

 Disconnect and secure any shared interfaces. 

 Due diligence in terms of ensuring contractors perform all data protection, storage 

and disposal of personal information. 

 

Contractors 

De-mobilisation of contracts is easily represented as a list of tasks, but is also a personal 

and emotive area. Relationships that have been built over the contract duration can be 

tested. 

 

It is common that issues have been ‘parked’ and come to light during close down. Other 

issues are exacerbated by the inevitable close down of the contract, which can affect 

contractor approach and delivery. 

 

Issues 

Contractor performance dips  

It was considered that performance was waning and as such meeting took place with 

management to rectify falling standards.  

 

Previously obscured issues arise 

The issue that became clear was the amount of Work In Progress (WIP) held by NKS. It was 

found that NKS were waiting for Sub-contractor invoices to be able to invoice SDC. This 

should not have been the case as valuations were static. 

 

Valuation changes 

As contractors wind down it is often the case that they ‘maximise value’ through their 

valuations. Close management from Hannah and other SDC staff meant that any over-

valued valuations were negotiated. 

 

Changes of staff/ relationship breakdown 

Regular meeting with contractor management staff mean that relationships were maintained. 
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Summary 

 A fully planned schedule of closing contracts completed in line with contract 

legalities. 

 Regular meetings and communications with each contractor to deal with operational 

detail & the process of closing down contracts 

 Successful closure of 2 contracts, with minimal aspects to close 

 

Covid-19 Impact 

The following aspects of the project are yet to be completed due to the impact of the 

pandemic: 

 NKS Final Inspections delayed and will be carried out in August 2020 

 Exit Interviews were compromised 

 Final account agreements and closure are currently being carried out by Consultants 

8. Project 2 – Mobilisation 

 

Project Champion Hannah Perry-Gardiner 

Objectives 

 

 

Oversight of the mobilisation process 

Checking deadlines  

Ensuring decisions are made in a timely fashion 

 

Mobilisation in the culmination of all other Projects within this report. 

 

In October 2019 Hannah Perry-Gardiner was brought in to oversee the mobilisation of the 

project. It was Hannah’s remit to keep all projects moving and to be the link which brought all 

the separate project together as a cohesive whole. 

 

Documents were presented at the start of mobilisation including: 

 

Project Initiation Document. A detailed schedule of the objectives of each project and all 

sub-elements of each project 

 

Project Programme. A Gantt style chart showing a timeline for completed tasks. 

 

Project Champion Progress Meetings were held monthly and acted as an opportunity to 

update to all Project Champions of progress, share information and make queries.  

 

All Project Champions conducted meetings as and when needed with their respective teams. 

 

Hannah and Impart links were available throughout the mobilisation period for meetings or 

informal chats about best practice, bottlenecks, issues and remedies. 

 

Summary 

 From the initial meeting on the 6th June 2019 there has been a real ‘buy in’ from all 

SDC personnel. Project Champions have taken on workloads which need to fit 
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around their day jobs. Many of the tasks will have been time consuming and often out 

of the comfort zone of the member of staff. 

 Property Care is up and running with Core staff 

 Operatives have been taken on form both Mi-Space and NKS 

 Covid-19 has hindered much of the final detail 

 All staff are currently working from home offices – operatives are working on 

emergency calls only. 

 

Covid-19 Impact 

The Coronavirus has impacted on almost all elements of the service, and the ability to have 

completed the mobilisation phase. Mitigations have been put into place where necessary, 

while other aspects have been put on hold until limitations are relaxed and actions can be 

performed. 

 

See final summary for full details 

 

9. Project 3 – Brand 

 

Project Champion Kevin Topping 

Objectives 

 

 

Engage with Stakeholders 

Create a name for the new service 

Create a logo for the new service 

Create a strap line for the new service 

Communicate the new service to the Council and residents 

 

Consultation 

Consultation meetings were held throughout the summer of 2019 with stakeholders as 

follows: 

 

 Tenant groups 

 Staff groups and  

 Managers  

 

The workshop style consultations were open for stakeholders to attend. The format was 

designed to be able to give an overview of the service and why it was being implemented, 

i.e. to allow SDC more control to provide a better quality service and achieve better value for 

money.  

 

The aim of the workshops were twofold: 

 Collect and consider ideas for the branding of the new service 

o Brand name 

o Brand strap line 

o Brand logo 

 Create a knowledge base about the new service and attract ‘buy in’ to the idea 
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The consultations were deemed a success with feedback from the sessions being good, and 

with enthusiastic participants and with resulting useful ideas. 

Brand Name Short list 

 Housing Repairs and Maintenance 

 Repairs and Maintenance 

 Tenant repairs and maintenance 

 Housing Maintenance 

 Property Care 

 

Strap line short list 

 Branding strap line options 

 Building communities together 

 Quality services for residents, homes and communities 

 Property Care for Homes & Communities 

Logo Short list 

There were multiple permutations of each of the below logos, with tweaks, such as: 

 

 Houses with and without windows 

 Houses with and without chimneys 

 Houses with and without families 

 Van with and without a driver 

 Heart shapes included 
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Branding Decision 

All branding was presented to the Project Champion team for review and recommendations. 

Joe Gordon took the final shortlist with team preferences to the Senior Leadership Team 

where the Project Champions preference was given approval in terms of corporate branding. 

 

Service Name Property Care 

Strap line Property Care for Homes & Communities  

Service Logo 

 
 

Communications 

Communications were put out with an objective of informing SDC residents, SDC staff, and 

other stakeholders about the change of service, and what can be expected. 

 

To ensure that the message was being conveyed to as many people as possible the 

following methods were utilised: 

 

Social Media Facebook was utilised as there was a pre-existing following. During 

the mobilisation phase the Facebook page was viewed 6,376 times. 

SDC Website  A dedicated webpage was created as a communication tool   

https://www.stroud.gov.uk/housing/council-tenants-and-

leaseholders/repairs-and-maintenance/repairs-maintenance-service-

property-care 

News articles Through posting on the Stroud Facebook page, the local 

newspaper, Stroud News and journal’ ran an article about the new 

service. 

Display in 

reception 

A television in the reception of the council was set up running details 

about the new service from December 2019 

The hub The hub is the internal intranet for SDC staff. Information was 

displayed on the homepage with links to detail about the new 

service 

E news  An article on Property Care was shared in January 2020  to all SDC 

staff 

Letter A letter to all SDC residents was sent in January 2020, informing of 

the change of service, and reassuring that there will be no dip in 

quality, and repairs can be reported in the same way as before. 

 

Summary 

 Branding ideas were collated following stakeholder consultations with residents, 

council members, and SDC staff. 

https://www.stroud.gov.uk/housing/council-tenants-and-leaseholders/repairs-and-maintenance/repairs-maintenance-service-property-care
https://www.stroud.gov.uk/housing/council-tenants-and-leaseholders/repairs-and-maintenance/repairs-maintenance-service-property-care
https://www.stroud.gov.uk/housing/council-tenants-and-leaseholders/repairs-and-maintenance/repairs-maintenance-service-property-care
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 Final brand name, strap line and logo were agreed in a timely manner to allow for 

communications to go out 

 Colours and schemes have been agreed so that all Property Care clothing, livery, 

etc. are in line with SDC corporate image. 

 

Covid-19 Impact 

Open days were planned for the warehouse facility in Littlecombe as follows: 

 

 23th March - invitation extended to all Project Champions, Directors, 

Communication team, Councillors of the local area. 

 W/C 1st June – a ‘cut the ribbon’ event invitation was due to be sent before the 

Covid-19 lockdown. Invitations extended to: Project Champions, Chief 

Executive, Directors, Communication team, Heads of Services, Councillors of 

the local area, tenant representatives and contractors who have worked at 

Littlecombe. 

 

These will be re-arranged when appropriate to do so. 

10. Project 4 – Company Structure 

 

Project Champion Joe Gordon 

Objectives 

 

 

Create a labour and management structure for the new service 

Create job descriptions for all positions 

Consultation with staff for shifting job roles 

TUPE staff management 

Recruitment and Redundancy planning 

 

Structure 

The Cost Benefit Analysis (CBA) carried out by Impart links as per the Introduction the likely 

required company structure for the new service. Joe then dug into the detail and created the 

proposed Company Structure as below: 
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Further detail was provided for each department. The operational base for the new service 

was a brand new structure as follows: 
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Appendix 14 - Company Structure 

 

Job Descriptions 

For each role within the new structure a job description had to be created. This description 

included the following information: 

 

 Job Title 

 Number of Hours per Week 

 Pay Grade 

 Line Manager 

 Key Duties and Responsibilities  

 

Appendix 15 – Job Description Example 

 

Internal Consultations 

Internal consultations were held with all staff during November and December 2019. This 

was an opportunity to explain the changes in the structure and what those changes mean to 

each job role.  



28 
Post Project Report  www.Impartlinks.com 

For some this meant a change in job title and role, for others an opportunity for promotion or 

to advance into other areas of the business. 

 

TUPE 

Transfer of Undertakings (Protection of Employment) Regulations (TUPE), applied to the 

personnel of the outgoing contractors, Mi-Space and NKS. The dealing of the TUPE list were 

a matter for the De-mobilisation project (and through the tender of voids and planned works). 

 

Once TUPE lists were agreed the incoming staff were welcomed, and given a raft of training 

material and, equipment, assigned vans and talked through policies and procedures. 

 

To date no redundancies have been made, nor are they foreseen. However as the Covid-19 

crisis has been affecting all areas of work it is unclear of the true picture of the team and 

capacity until restriction have been lifted. 

 

Recruitment 

The recruitment plan is currently underway with adverts out and interviews pending as 

follows: 

 

Recruitment  Advert  Close  
Interview 
date  

Commercial Support Officer  13.07.2020 27.07.2020 06.08.2020  

Senior Team Leader   13.07.2020 27.07.2020 13.08.2020 

Team Leader x2  13.07.2020 27.07.2020 17.08.2020 
 

 

There is also a broader long term plan for recruitment as required but likely to look like: 

 

Recruitment  Advert  

Customer Insight Officer Nov-20 

Trainee H&S  Nov-20 

Business Support Manager (Possible) Nov-20 

Contracts Assistant? Nov-20 

Operations Manager Nov-20 

Electrical Qualifying Supervisor (Possible) Jan-21 

SHEQ  Jan-21 

Lead Engineer (Possible) Jan-21 

Energy and Innovation Officer  Jan-21 

Contract Delivery Lead Officer  Jan-21 

PQS (Possible) Jan-21 

Investment Manager Jan-21 

Commercial Manager (Possible) Jan-21 
 

Summary  

 New structure designed for the Property Care direct service, investment, compliance  

and assurance 
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 Detailed Job Descriptions completed, and aligned with corporate guidelines for 

grading 

 Internal staff consultancy process, opportunities, job role changes etc. discussed 

individually with each member of staff  

 TUPE staff integrated 

 Recruitment plan drawn and in action 

 

Covid-19 Impact 

 Delay in full admission training for new staff – Telecom essential training carried out 

 All office based staff working from home making new team building more difficult. 

Although progress is being made through regular video calls 

 Recruitment plan delayed, although as work streams have also been delayed this is 

not an issue 

 

11. Project 5 – Policy 

 

Project Champion Jon Priest 

Objectives 

 

 

Create a Business Plan   

Create Policies in line with Procedures for the service 

Create Van Packs 

Create RAMS 

Gain Accreditations as required 

 

Project 5 is a key part of the mobilisation process and was set out to establish the policies 

and operating procedures to successfully manage the service, in line with the existing 

Council framework. 

 

Business Plan 

Jon created the Business Plan with regular involvement of the Project Champions during 

Progress Meetings. There were several draft of each element, with opinions and feedback 

given and tweaks made. 

 

Final drafts of the Business plan were agreed in January 2020 at the PCPM and taken to the 

MGM, ad senior leadership meeting for final approvals. 

 

Mission Statement 

The Mission Statement represents a formal summary of the aims and values of a company 

or service. Through consultation with stakeholders throughout the business and ratified 

through PCPM’s the following statement was drafted. The statement highlights the main 

aims and objectives of the business. 

 

Delivery of a high quality, sustainable, repairs service with positive community 

benefits 
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Strategic Objectives Overview 

The strategic objectives overview shows the Mission Statement as the central objective, with 

5 strategic goals surrounding it.  

 

Community Benefit Offering community benefits which are measurable, auditable, and 

leave a lasting legacy 

Efficiency Improving on historic contracted services, offering better value for money 

Service Excellence Offering SDC tenants an exemplar service (Upper quartile in terms of 

Housemark) 

Risk Governance Ensuring the service is compliant, safe, and environmentally conscious  

Customer Centric A service with the customer as the focus of the business  

 
 

Strategic Objectives 
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Appendix 16 – Property Care Business Plan 

 

Policies 

A raft of policies were required for the service to ensure that the operations, behaviours, and 

compliance aspects are considered and ‘rules’ are set. 

 

 Van pack (Operative handbook) 

 Operations manual (Service Guide) 

 

The council held many policies already, however it was considered prudent to review and 

evaluate all current policies for appropriateness. 

 

A revised code of conduct was completed to incorporate into the van pack for the operatives 

which will now be directly employed by the service. 

 

Health & Safety Policies were altered to incorporate the changes required to become 

SafeContractor certified (as below). 

 

Appendix 17 Operations Manual 

Appendix 18 Van Pack 

 

Accreditations 

A full review of any and all accreditations was considered, including: 

 

CHAS - Contractors Health and Safety Assessment Scheme  
Recognised third party Health and safety scheme. Qualifying SSIP (Safety Schemes in Procurement). 
 
ConstructionLine 
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SSIP qualifying scheme. Helps put contractors together with buyers 
 
SafeContractor 
SafeContractor was initially developed as a bespoke project for a Property Management client, who 
wished to outsource the annual vetting of contractors on its approved list. Interest shown by other 
clients identified the potential for a standardised system that could be offered to the whole 
company's client base. 
 
NICEIC 
NICEIC provides assessment and certification services for contractors working across the building 
services sectors.  We assess electricians, renewable energy installers, plumbers and gas and heating 
engineers. 
 
FIRAS 
FIRAS is a voluntary, third party certification scheme for installation contractors of both passive and 
active fire protection systems, operated by Warrington fire and accredited by UKAS to BS EN ISO/IEC 
17065:2012. 
 
FENSA 
FENSA is a government-authorised scheme that monitors building regulation compliance for 
replacement windows and doors. Every FENSA Approved Installer, from large national brands to 
small local companies, is assessed regularly by us to ensure its standards are continually maintained. 
 
Association of Fencing Industries 
AFI exists to promote safety, quality and professionalism throughout the UK fencing industry; to 
provide business opportunities, industry news and technical information to its members; to 
encourage inter-member trading and collaboration; and to raise the profile and image of the UK 
fencing industry 
 
Gas Safe register 
Gas Safe Register is the official gas registration body for the United Kingdom, Isle of Man and 
Guernsey, appointed by the relevant Health and Safety Authority for each area. By law all gas 
engineers must be on the Gas Safe Register 
 
CSCS 
CSCS cards provide proof that individuals working on construction sites have the required training 
and qualifications for the type of work they carry out. 
 
ISO9001, Quality Management 
This standard is based on a number of quality management principles including a strong customer 
focus, the motivation and implication of top management, the process approach and continual 
improvement. 
 
ISO14001, Environmental Management 
ISO 14001:2015 and its supporting standards such as ISO 14006:2011 focus on environmental 
systems to achieve this. The other standards in the family focus on specific approaches such as 
audits, communications, labelling and life cycle analysis, as well as environmental challenges such as 
climate change. 
 
IHSAS 18001 
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OHSAS 18001, Occupational Health and Safety Assessment Series, is a British Standard for 
occupational health and safety management systems. Compliance with it enables organizations to 
demonstrate that they have a system in place for occupational health and safety 
 
Results and Reasoning 

 

Accreditation Required Reasoning 

SafeContractor Yes SSIP qualifying. Reasonable entry 

requirements and cost. Able to apply before 

operations take place – not so with other 

safety accreditations 

CHAS No Offers the same SSIP qualification as above 

ConstructionLine No Offers the same SSIP qualification as above 

CSCS No Safety qualification superseded by the above 

accreditation. CSCS most appropriate for live 

building sites. 

NICEIC Yes Electrical qualification which will be required. 

Not established yet as accreditation goes with 

the member of staff not the organisation. 

FIRAS No Fire safety standard – to be obtained through 

sub-contractor use  

FENSA No Window and glazing standard - to be obtained 

through sub-contractor use 

Association of Fencing 
Industries 

No Not required – suitable qualified and 

experienced operatives 

Gas Safe register Yes  

ISO9001, Quality Management Not Yet Plan to work within ISO guidelines and review 

accreditation after year 1 

ISO14001, Environmental 
Management 

Not Yet Plan to work within ISO guidelines and review 

accreditation after year 1 

IHSAS 18001 (Health & Safety) Not Yet Plan to work within ISO guidelines and review 

accreditation after year 1 

 

SafeContractor 

To be able to become a SafeContractor accredited organisation, proof of processes of safe 

work, systems of data transfer, and good working practices have to be provided. 

 

This was particularly difficult as the service was not yet in operation. Working with the 

SafeContractor and the SDC team Joanne White was able to map working processes to give 

confidence to SafeContractor that Property Care was ready to work safely. This will be 

reviewed regularly. 
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NICIEC 

NICEIC is the most recognised electrician accreditation scheme in the UK. To be able to 

gain the accreditation the workmanship of operatives needs to be evaluated.  

 

NICEIC will be gained at the earliest opportunity. 

Gas Safe register 

SDC gas team are already Gas Safe registered and any further operatives employed will 

have to have the requisite qualifications. 

 

Procedures 

There were procedures previously in place, but the decision was made to complete a root 

and branch review. Previous procedures included working with contractors – the ‘contractor’ 

would now be part of the same service. 

 

When creating the procedures, it was initially thought that a new I|T system would be in 

place to streamline the back office tasks, and remove some of the double handling. 

However, in September 2019 it was noted that a Council wide IT review was going to be 

conducted and as such the Property Care systems will stay largely as is for the time being. 

 

Joanne White took the lead on producing the end to end procedures for the new service with 

the Operations Manual.  

 

Operations Manual 

The Operations Manual is made up of 2 sections: 

 The Repairs Policy 

 Repairs Process 

 

Repairs Policy 

The policy is intended to ensure that SDC meet our legal obligations to repair and maintain 

our properties; and to protect the health, safety and well-being of customers and visitors to 

our properties. 

 

In particular, it is designed: 

 
 to allow customers to easily report reactive repairs at any time, night or day, 

throughout the year; 

 to ensure we appropriately diagnose the problem and advise customers of possible 

solutions if it is a tenant responsibility; or 

 to arrange for SDC’s own workforce or a SDC appointed contractor to carry out an 

emergency repair within 4 hours; and any non-emergency reactive repair at a 

 mutually convenient appointed time, wherever possible, if it is a landlord 

responsibility or if we have been commissioned to do so; and 

 to do so wherever possible, right first time, to a quality and level of satisfaction 

acceptable to SDC and our customers. 
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Policy Statement: 

We will provide a 24/7 365 days per year repair and maintenance service that includes 

an out-of-hours service to deal with emergency repairs. 

 

We will ensure that: 

 

All directly employed staff have the appropriate trade or professional qualification, and 

are provided with appropriate on-going training to ensure that all works are carried out 

to a high standard; 

Where external contractors are used, they will be from an approved list that meets our 

required quality standards. The contracts will be administered in a professional manner 

and we will also ensure that contractors’ staff are trained to a similar high standard as 

our own staff. 

 

We will ensure that our property, including communal areas, is kept in a condition that 

meets statutory minimum standards. 

 

We will ensure that we review our budgets, programmes and policies to ensure that we 

achieve the right balance between: 

 

•     Customer Satisfaction; 

•     Value for Money; and 

•     Continuous Improvement of Service. 

 

The policy includes heading to cover: 

Section of Repairs Policy Brief Description 

Understanding and responding 

to customers 

 

Equal treatment of all people. Observing, and 

understanding limitation due to faith or vulnerability 

Policy Statement  

 

As above 

Health and Safety 

 

Reasonable application and adherence to H&S policy 

and safe working 

SDC repairs rights & 

responsibilities 

Legislative responsibilities of a landlord  

Customers’ repair rights & 

responsibilities 

Tenant responsibilities as table below 

Reporting a Repair 

 

 In person at the main Council Offices  

 By telephone (including an out-of-hours number for 

reporting emergency repairs) 

 By email (repairs@stroud.gov.uk) 

 By letter via any member of Tenant Services staff 

or their ward councillor 

 Via tenants’ and residents’ associations or 

representatives 

Emergency repairs 

 

Attended within 24 hours. Repair may be a ‘make safe’ 

rather than full repair until full repair can be completed. 
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Non-emergency appointed 

repairs 

Appointed repairs will be completed within 28 days. 

Inspections 

 

Inspection is sometimes required before a repair is 

carried out. For example:  

 Structural issues 

 Condensation problems 

 Complex diagnosis 

Where an inspection is required these are completed 

within 5 days of reporting 

Safety and quality audits Post repair quality inspection swill be routinely carried 

out. 

 

Tenant/ SDC repairs responsibility 

 

Repair area SDC Tnt Qualification 

Baths ✓   Except unblocking wastes (potential recharge) 

Carpentry ✓     

Chains and plugs   ✓ On basins, baths and sinks 

Chimneys ✓     

Communal areas ✓     

Condensation and damp   ✓ Advice on how to manage condensation  

Decoration (external) ✓     

Decoration (internal)   ✓ 

Except when damage is caused by a structural defect. 

You must get prior permission from your NMO if you 

wish to lay laminate flooring. 

Domestic appliances   ✓ 
Such as cookers, fridges, washing machines, 

dishwashers 

Doors ✓   

Internal and external including frames, hinges, door 

jambs  

and thresholds, letterboxes and handles.  We don't deal 

with locks to internal doors. 

You will be recharged if your keys to the main entrance 

doors are lost or you require a lock change because you 

have given someone your keys.  You can take out 

insurance to cover this. 

Drains ✓   
Unless it is a shared drain in which case you must 

contact Severn Trent on 0800 783 4444 

Drains ✓   
Unless blocked by leaves, sanitary products, wipes or 

fats (potential recharge) 

External timbers elements ✓     

Floor covering   ✓ Including adapting doors to accommodate carpets 

https://www.stroud.gov.uk/housing/council-tenants-and-leaseholders/repairs-and-maintenance/condensation-damp-and-mould-advice
https://www.stroud.gov.uk/housing/council-tenants-and-leaseholders/your-home/contact-our-housing-teams/neighbourhood-management
https://www.stroud.gov.uk/housing/council-tenants-and-leaseholders/your-home/insurance-for-stroud-district-council-tenants
https://www.stwater.co.uk/
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Repair area SDC Tnt Qualification 

Front door lock   ✓ Except communal locks 

Fences and gates   ✓ Except if it backs onto public footpath or highway 

Fire grates and surrounds ✓   

 If you have an open fire you are responsible for getting 

in swept by a certified chimney sweep and sending the 

certificate to your Neighbourhood Management Officer 

Fixtures and fittings   ✓ Such as coat hooks, curtains, curtain rails 

Floorboards ✓     

Garages ✓     

Gardening maintenance   ✓ Including dustbins and refuse areas 

Gas ✓     

Glazing   ✓ 

Except following criminal damage and you must get a 

crime number 

from the police 

Hand basins ✓   Except unblocking wastes (potential recharge) 

Heating ✓   Any type of heating 

Hot water heaters ✓   Including cylinder jackets 

Immersion heaters ✓     

Internal door locks   ✓   

Kitchens ✓   Except domestic appliances 

Lights ✓   Except dimmer switched and florescent light bulbs 

Loss of keys   ✓ Including repairs to forced entry if you get locked out 

Mould   ✓ Advice on treating mould 

Out buildings ✓   
Brick or concrete.  In the case of outbuildings such as 

WCs, we will not carry out a repair - we will remove it. 

Paths ✓   Including steps, footpaths and ramps 

Pests   ✓ 
For example; ants, wasps, bees, cockroaches, mice, rats 

or bedbugs. See Pest control 

Plastering ✓     

Plumbing repairs and leaks ✓    Except for washing machines and dishwashers 

Porches ✓     

Re-lighting pilot lights   ✓ 
 Including the resetting of any heating controls or 

programmers 

Re-washer taps ✓     

Roofs ✓     

Sink units ✓   Except unblocking wastes (potential recharge) 

https://www.stroud.gov.uk/housing/council-tenants-and-leaseholders/your-home/contact-our-housing-teams/neighbourhood-management
https://www.stroud.gov.uk/housing/council-tenants-and-leaseholders/repairs-and-maintenance/check-your-repairs-rights-and-responsibilities
https://www.stroud.gov.uk/environment/environmental-health/pest-control
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Repair area SDC Tnt Qualification 

Skirting boards ✓     

Stairs ✓     

Switches and sockets ✓   Except dimmer switches 

Telephone points   ✓   

TV aerials and sockets   ✓ Unless communal 

Washing lines   ✓ Unless communal area 

WC seats   ✓   

Windows ✓   Including window sills, catches, sash cords and frames 

Worktops ✓     

Wooden Sheds   ✓   

 

Repairs Procedures 

Purpose 

To define the procedure for the effective control and processing of repair work in order to 

deliver: 

 Excellent customer satisfaction 

 Excellent service quality 

 Ensure the service delivers value for money 

 

Responsibilities 

 SDC has the primary responsibility for ordering, completing and checking the repair. 

 SDC also has responsibility for monitoring, reviewing and continually improving the 

Service to ensure that it delivers excellent customer satisfaction, excellent service 

quality and delivers value for money. 

 SDC staff have a responsibility to follow this procedure and ensure that Repairs 

Standards are adhered to at all times. 

 

The Procedures cover all elements of the service as follows: 

 

 Receiving a Repairs Request (Within Normal Working Hours)  

 Receiving a Repairs Request (Outside Normal Working Hours)  

 Check Customers Identity & Contact Details   

 Works Order Cancellation  

 Check Customers Vulnerability and/or Risk to Staff   

 Diagnose Repair  

 Pre-Inspection  Recall Process  

 Defects Liability / Guarantee Process  

 Rechargeable Repairs Process  

 Asbestos Checking Process  

 Asbestos Test Process  

 Asbestos Person Contaminated Process  
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 Raising A Repairs Order  

 Raising A Repairs Order to External Contractor  

 Appointing & Scheduling Process  

 Engineer Attends Appointment Process  

 Appointment No Access Process 

 Cancellation Via Engineer Process  

 Engineer Commences Appointment Process  

 Purchase Order Raised by Resource Planner Process 

 Purchase Order Raised by Engineer Process  

 Purchase Over the Counter Process  

 Material Returns & Credit Note Process 

 Additional Works Authorisation Process 

 Follow On Works Process   

 Engineer Completes Repair Process 

 Van Stock Replenishment Process  

 Van Stock Audit Process 

 Invoicing for Materials Process 

 External Contractor Invoicing Process 

 Lone Worker Escalation (Solo Protect) Process 

 

Appendix 17 Operations Manual 

 

Risk Assessments and Method Statements (RAMS) 

To be able to operate a direct labour repairs service in line with Safe Contractor and industry 

best practice, it is essential to have suite of RAMS. 

 

Jon and the team reviewed Mi-Space and NKS held RAMS, as well as SafeContractor 

templates. A bespoke template was created to allow for all the pertinent information to be 

held in a single form.  

 

SafeContractor regulations meant that a dynamic method statement. This is the operatives 

plan of working for each and every repair, taking into consideration the particulars of the 

individual circumstance i.e. vulnerabilities, location, hazards etc. 

 

Generic RAMS have been completed for the following: 

GENERIC RISK ASSESSMENTS 2020 Project  

Working at Height 

Ladders/Steps 

 Scaffold  

Working on Scaffold Towers  

General Site Hazards  

Lone Working 

Carpentry Works  

 Gaining Forced Entry 

Painting and Decorating 

Abrasive Wheels 
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GENERIC RISK ASSESSMENTS 2020 Project  

General Plant, Equipment and Hand Tools 

Hot works 

Garden Maintenance 

Bricklaying/ Masonry Repairs 

Excavations 

Working in Occupied Properties 

Working Over Water 

Manual Handling 

Needles AND Sharps 

Laying Paving Slabs and Kerbs 

Plastering 

Hanging, Easing and  Adjusting Doors 

Glazing 

Asbestos 

Domestic Plumbing 

Noise and Vibration 

Confined Space Entry 

Electrical Works 

Dust and Fumes 

Avoidance of Services in Walls, Floors & Ceilings 

Working on Vehicle Roof racks 

 Avoiding Danger from Overhead Services 

Carrying out Tiling Works 

Working on Blocked Toilets and Urinals 

Use of Cartridge Operated Tools 

Working on vehicle Roof racks 

Concrete Works 

Drain Rod Unblocking 

Covid-19 

Appendix 19 - RAMS Example 

 

Van Pack 

The van pack is the operative handbook and covers all information relevant for their day to 

day operations. The van pack is bespoke to Property Care and has been written by Jon and 

the team. 

 

The following information is included within the Van pack: 

 

Health and Safety Policy Statement of policy 

Expectations Compliance and Safety 

Code of Conduct 
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Key & Emergency 

Contacts 

SDC Contacts 

National Grid 

Emergency Services 

Accident, Incident and 

Near Miss Reporting 

and Investigation 

Type When? Examples / 

Description 

Reporting route 

Undesired 

circumstance  

As soon 

as 

practical 

a set of 

conditions or 

circumstances 

that 

have the 

potential to 

cause injury 

or ill health, 

Via the NCR button on your tablet 

 
your manager or email to 

tenant.healthandsafety@stroud.gov.uk  

Near Miss  As soon 

as 

practical 

an event that, 

while not 

causing harm, 

has the 

potential to 

cause 

injury or ill 

health. 

Via the MY Incidents button on your 

tablet  

 
Or offline via SO1 included in pack 

 
 

Training Detailed Training Matrix 

Requests through Supervisor 

1-2-1 meetings/ Appraisals 

Inspections SDC conducts inspections at random on repair jobs to ensure 

both quality and compliance 

Housekeeping Good Housekeeping Rules for A Tidy Site 

Designate an area for rubbish and waste. 

Stack and store materials safely. 

Maintain a safe work area. 

Keep access routes clear. 

Put tools away when you’re done. 

Communicate with the customer. 

Don’t let cables trip you up. 

Avoid fire risks. 

PPE PPE task/requirement matrix 

Emergency 

Preparedness & Fire 

Prevention 

Emergency procedure : 

Raise alarm 

Remove yourself from danger 

Warn others 

Call emergency services 

Asbestos Asbestos discovery Procedure with pictorial instructions 

Ergonomics Lifting 

Awkward Postures 

Use the correct tools correctly 

Evenly distribute the weight on your tool belt 

mailto:tenant.healthandsafety@stroud.gov.uk
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Motor Vehicle Safety Tyres are undamaged (no cuts or bulges), are at the correct 

pressure and have enough tread depth. The legal minimum is 

1.6mm, but above 3mm gives much shorter braking distances 

in the wet 

There are no signs of vehicle damage 

Oil, coolant and windscreen wash levels are correct (check 

when the engine is cold) 

You know the correct type of fuel for the vehicle 

Brakes are working 

Lights and indicators are working 

Windscreen and windows are not damaged 

Washers and wipers are working 

Mirrors are correctly positioned 

Permits Hot Works 

Live Electrical Working 

Confined Space Entry 

Toolbox Talks Toolbox talks are given on specific topics regarding safety, 

compliance and other subjects which operatives need to know. 

 

Summary 

 Business Plan setting out organisation Mission, including strategic objectives 

complete. 

 Operation Manual with processes for each eventuality for end to end service in flow 

chart format complete. 

 Van Pack or Operator Handbook with code of conduct, expectations, and reference 

policies in a single place complete. 

 Bespoke Suite of RAMS 

 

Covid Impact 

 Delay in recruitment of electrician/s to gain NICEIC accreditation 

 On site impact review of health and safety measures in place delayed due to 

operatives completing emergency work only 

  

12. Project 6 – IT 

 

Project Champion Tara Skidmore 

Objectives 

 

 

Align IT system with service requirements 

Align all systems to work seamlessly 

Provide mobile solutions to operatives 

Procure hardware required to suit the service and systems 
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Systems/ Software 

There were multiple systems in place dealing different areas of the business in 2019: 

 

Northgate is the housing management system holding all tenancy and housing information. 

Keystone is the asset management database  

Contractor Access Portal is the interface between the planned works contractor and 

Keystone 

Click is the scheduling tool is currently only used by the Gas team for SDC in-house gas 

services 

Baris is the interface between Northgate and contractor IT systems 

Agresso is the accounting system used at SDC 

 

In January 2019 a time and cost study was undertaken by Imaprt links to consider the 

system currently in place. This report also considered the findings of an IT consultant 

appraisal conducted in 2015. 

 

The summary of the report was as follows: 

 

 Personnel are drawn away from their primary tasks to perform manual processes or 

‘work arounds’ to complete tasks that are required because the current systems 

utilised do not effectively interface with one another. 

 Below shows the table of staff roles and their respective time required by the 

processes. This is time not spent on the specified job role in the left column  

 
 

 

 The effective cost of the hours spent performing these tasks equates to: 

 
 There is a potential contribution of circa £84,000 per annum to any investment in new 

or improved systems that mitigate these processes by automating and/or 

streamlining the interfaces and accessibility of information. 

 This will also allow 110 hours per week of resource to concentrate on the day to day 

tasks central to their given job role. 

 

Appendix 2 - IT Time & Cost Study 

Job Role Hours/week

 Asset Information and Support Officer 8.5

Contracts Assistant 2.25

Gas Scheduler 24

Head of Service 1.25

Maintenace Advisor 45.5

Senior Maintenance Advisor 20

Senior Scheduler 8

Service Area Managers 1.25

Total Hours per week 110.75

Per Month 7,015.04£   

Per Year 84,180.46£ 
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The conclusion drawn was that the systems in place could not viably be improved to the get 

the desired usability and that investment in a new system to replace Northgate, which could 

more easily integrate with the keystone system should be sought. 

 

Presentations and quotations were invited from suitable suppliers, including the 2 incumbent 

systems; Northgate and Citrix (Keystone). Visits were completed to other housing providers 

to look at their systems and see ‘real life’ pro’s and con’s. Visits conducted as follows: 

 

Organisation Systems 

Gloucester City Homes  Orchard and Corona  

Cluid Housing  Castleton  

Bromford  Total Mobile  

Bristol City Council  Civica Cx  

Family Housing Wales  Capita & Life Span  

 

Following provider presentations, and site visits the preference of the team to expand the 

Civica (Keystone) system and transfer all Northgate operations to the new Civica CX 

system. 

 

Systems in Place 

While the system as identified above had been found suitable for the Housing department of 

the Council, it was felt that a corporate review of systems should take place before any 

systems were invested in.   

 

Therefore the systems in place have had to be upgraded, and working processes and 

systems adapted to suit the new service. 

 

Current systems have been updated and manual intervention processes implemented to 

ensure that the current systems will work in the interim.  

 

Due to Northgate being our master system and Clik not able to directly interface, the risk of a 

GDPR data breach meant that we have to duplicate orders on both systems. The Asset Data 

Team is ensuring that Clik is updated with current Tenant details to ensure we are 

communicating correctly and red spots for our operatives’ safety.  

Clik required a new set up which was completed by the Asset Data Team. Staff used the 

new system format in conjunction with the new process maps from 1 March to ensure any 

issues were rectified prior to the new service going live.  

 

Reports have been set up in both Northgate and Clik for the new service, these can be 

amended should management require them to be.  

Hardware 

Review of current IT hardware used within tenant services. Understand the pro and cons of 

the current devices and the benefits of purchasing new devices.  

 

To further asses the devices, site visits were conducted to contractors and in-house provider 

with devices similar to those on offer above. 

The following organisations were visited: 
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Organisation Device 

SDC Heating Services   Nokia Telephone 

NKS IPhone 

 

Following all considerations, Nokia mobile phones and Galaxy Active Tab 2 tablets were 

chosen as mobile hardware requirements.  

All devices will run on Android operating systems as these are open protocol systems. 

 

Procurement activity commenced and 2 suppliers provided quotations: 

Lister Communications (£8676.01) – Successful as outlined below 

RHM Telecommunication (£9679.31) 

 

Tablets 

20 x Multi Network 5GB Data Sims @ £31.50 per user per month (£14.50 towards 

tablet/case, £17.00 for data sim) 

Each user will benefit from 5GB Data per month (pooled to 50GB Shared)  

The multi network sims use Vodafone, EE and 3. These are un-steered sims so they use the 

strongest network available and do not favour any of the Networks. 

Capped at 50GB to avoid overspend. 

Mobiles 

13 x EE 5GB Sims @ £16.00 per user per month (£5.50 towards phone/case, £10.50 for 

tariff) 

Each user will benefit from: 

Unlimited calls to UK Landlines 01/02/03 & UK Mobiles 

Unlimited UK Text Messages 

5GB of Data  

Monthly Spend Cap can be applied to each number to control any out of bundle spend. 

Total Basic Monthly Rental: - £838.00 (no upfront cost for equipment) 

 

Based on signing a 24-month contract on above Lister Communications will supply below 

equipment Free of Charge at the start of the contract: - 

21 x Samsung Galaxy Active Tab 2 Wifi/ LTE  

21 x Cases for Galaxy Active Tab 2 

14 x Nokia 4.2 

14 x Cases for Nokia 4.2 

 

Above will be fully invoiced and managed by Lister Communications. 

Named account manager, fully backed up by customer services and technical support teams  

 

Summary  

 Current systems are inefficient and require double entry to remain workable and 

compliant 

 Systems of work and procedures are in place to ensure that all information is inputted 

in the right places and required reports can be created 

 A Corporate review of SDC IT will take place at some point and an impact 

assessment will be made on the housing departments 

 Mobile hardware has been procured for all operatives 
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 Desktop hardware will be moved from Ebley Mill to the Warehouse 

 

Covid Impact 

 Emergency only repairs taking place means that a full real life test of the systems has 

not yet been possible. However all systems and processes have worked as planned 

so far. 

13. Project 7 – Commercials 

 

Project Champion Impart links/ Hannah Perry-Gardiner 

Objectives 

 

 

Standardise the commercial administration of the service 

Administration of Specialist Contractors 

Administration of Voids Contract 

 Administration of Planned Contract 

 

Property Care Administration 

Property Care administration is still under review, and is currently being recorded by 

Standard Minute Values (SMVs) for labour and material costs recorded at cost. 

 

Specialist Sub-Contractors 

Contractors were invited to complete a qualifying tender process (as described in MP11) to 

become approved suppliers on a framework for any and all specialisms. 

 

It is envisaged that specialist contractors will not be routinely used and as such each time 

there is a requirement a specification will be completed and 3 quotes will be sought from the 

appropriate suppliers on the framework. 

 

The quotations process will be kept as simple as possible as the quality requirement has 

already been proven through the tender exercise. 

 

Price will not always be the defining factor as other factors such as availability will be 

important. 

 

Voids Contract 

The voids contract was tendered through an OJEU 2 stage process. The process included a 

pricing document with cost models for each of the 4 types of void. 

 

Type A - Whole house Voids: Refurbishment work internally and externally to 
the property is significant and the majority of maintenance trades will be 
required. Work is expected to take longer than 15 days  

Type B - Major Voids: Refurbishment work internally and externally to the 
property is significant and the majority of maintenance trades will be required 
however not all components will be replaced and work is expected to take 
between 10 and 15 days  
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Type C - Minor Voids: Refurbishment work internally and externally to the 
property is Minor. There will be elements of repairs work and some component 
replacement. Work is expected to take between 5 and 10 days  

Type D - Lesser Voids: Refurbishment work internally and externally to the 
property is very minor. There will be small elements of repairs work and 
compliance. Work is expected to take less than 5 days  

 

Each void will be assessed, categorised, and priced according to the prices allocated to 

each cost model.  

 

There are no fixed costs on the contracts – all preliminary costs, profit and overheads are 

factored as a percentage of work completed. There is no guarantee of work volume. 

 

There is also an NHF (National Federation of Housing Schedule of Rates) uplift within the 

contract as a catch all for any works requested outside the scope of voids works. Where this 

is the case the build-up of rates from the NHF schedule and apply the contract uplift 

accordingly. 

 

Appendix 20 – Void works Cost Model 

 

Invoicing  

Post inspection schedules have been set, with a higher proportion of inspection within the 

first 6 months. Work will be checked for quality and against the original schedule of works 

set by the pre-inspection. Once this is completed and accepted an invoice can be raised. 

 

Variance requests will be raised through the Contractor Access Portal and will not be 

completed until they have been accepted and added to the pre-inspection schedule. 

 

Planned Contract  

The voids contract was tendered through an OJEU 2 stage process. The process included a 

pricing document with cost models for each of the work streams: 

 

Work Stream Typical Scope of Work 

Bathroom Full and partial bathroom works including new bath, shower, 

WHB, WC, plastering, electrics, carpentry and decorations 

External Doors Removal and replacement of external doors  

Electrical  Full and partial rewires to all property types, electrical testing 

and defect rectification 

Heating  Central heating systems to all property types, boiler 

replacements and heating minor works 

Kitchens  Full and partial kitchen works including replacement of units 

and worktops, electrics, plumbing, floor tiling, wall tiling, 

plastering and decorations 

Windows Removal and replacement of external window 

External Works Soft landscaping, fencing, replacement paths & garden 

remodelling  

Roofing  Full and partial roof replacements to all types of properties. 

Chimney repairs, gutter and RWG replacements  
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External Walls Render replacement, EWI, re-pointing, cavity wall insulation 

and structural repairs 

Communal Areas  Works to communal areas with work from each work-stream 

above  

 

Each work stream will be surveyed and costs scheduled according to the cost models 

completed during tender. 

 

There are no fixed costs on the contracts – all preliminary costs, profit and overheads are 

factored as a percentage of work completed. There is no guarantee of work volume. 

 

Appendix 21 – Planned works Cost Model 

 

Invoicing  

Post inspection schedules have been set, with a higher proportion of inspection within the 

first 6 months. Work will be checked for quality and against the original schedule of works 

set by the pre-inspection. Once this is completed and accepted an invoice can be raised. 

 

Variance requests will be raised through the Contractor Access Portal and will not be 

completed until they have been accepted and added to the pre-inspection schedule. 

 

Summary 

 Property Care jobs are recorded as labour rates based on Standard Minute Values 

(SMVs) and costs of materials 

 Bespoke cost models for each void type 

 NHF Schedule of rates in place for voids contractor (Bell) should work be issued 

outside the scope of voids 

 Bespoke cost models for each planned work stream 

 Approved specialist contractors will be requested to quotes for works as required 

form the tendered list 

 

Covid-19 Impact 

 Administration principles have been set, but have not yet been fully put to the test 

due to the reduced work load (emergency only) due to the limitations caused by the 

Covid-19 pandemic 

14. Project 8 – Materials 

 

Project Champion Angela Carr 

Objectives 

 

 

Study required materials 

Procure appropriate Materials supplier 

Mobilise contract 

Integrate systems 
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Required Materials 

Based on jobs completed by NKS Mi-Space over the last 2 years, a list of the top 150 

materials was collated to gain prices from the market. 

 

Specialist items not within the top 100 but specified by SDC were also included, such as 

proposed van stock for the following: 

 

 Carpenters 

 Plumbers 

 Electricians 

 

Appendix 22 - Top 150 Materials used 2018-2020 

 

Supplier Procurement 

Likely suppliers 

Local suppliers were approached to gain information on added value services, costs, 

availability of products etc. 

 

It was ascertained that the likely supplier was going to be one of a limited number of local 

merchants: 

 

 Travis Perkins 

 Graftons (Buildbase) 

 Saint-Gobain (Jewson) 

 

Options for Procurement 

Several methods of Procurement were available including: 

 

 OJEU Procurement exercise 

 Mini-competition through a Dynamic Purchasing System (DPS) 

 Direct award or Mini-competition through an existing framework 

 

Initial talks were had with suppliers and the possible routes to engagement.  These included: 

 

 Travis Perkins – including a visit to Merlin’s managed stores.  The quickest route to 

market for this supplier is via the Pretium framework and discussions were held with 

them also. 

 

 Graftons/Buildbase – Available via the Efficiency East Midlands (EEM) framework. 

 Jewson/Saint-Gobain – Not available via any framework and some quite restricted 

conditions. 

 

Please see Appendix 2.  PCPM Update 9.10.19. 

 

Chosen Procurement Route 

Gloucester City Homes (GCH) invited SDC to view the procurement of a materials contract 

they were conducting, and it made sense to join the procurement through the EEM 

Framework facilitated by WestWorks. This joint procurement allowed the following benefits: 
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 The potential for favourable pricing due to the doubling of the contract value 

estimate. 

 Collaborative working with GCH – knowledge sharing. 

 Speediness of process due to use of the framework. 

 

Results of Procurement 

  
Total marks 

Available 
Grafton Bradford Jewson 

QUALITY 70 61 49 54 

PRICE 30 28 30 29 

TOTAL 100 89 79 83 

 

Grafton were successful in their bid to supply materials to Gloucester City Homes and 

Stroud District Council. 

 

Mobilisation 

Mobilisation of the materials supply contract has taken place between April and June 2020. 

First stock deliveries were taken in the last week of June. 

 

The main stock room which will be held at the warehouse in Littlecombe is currently being 

built to the specification provided by Graftons. This unit will include keypad access, with 

operatives scanning out materials to particular jobs for costing and audit purposes. Stock is 

automatically re-ordered for replenishment. 

 

There are also plans for 2 more container based stock holdings to be placed strategically 

around the district within the coming months. 

 

Summary  

 A successful tender process completed taking into account the requirements of 

material supply required 

 Successful supplier package complete with innovative supply options such as: 

o Supplier containers strategically placed around the district 

o Scan on/ off van stock 

o Mobile ordering with costs to particular job numbers  

 Contract mobilised on a delivery basis until such time stock holding areas are ready. 

 

Covid Impact 

 Very little impact – The mobilisation may have been completed quicker if physical 

meeting were able to take place. 
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15. Project 9 – Warehouse 

 

Project Champion Carl Mason/ Hannah Perry-Gardiner 

Objectives 

 

 

Consider Warehouse options 

Procure Warehouse facility lease 

Fit out to suit new service 

 

Carl Mason was appointed as Project Champion for the warehouse project and worked 

alongside Joe Gordon to look for warehouses to lease within the Stroud District. 

 

When Hannah joined the team in October 2019 she took over Carl’s role as Project 

Champion. By this stage the Warehouse had been secured. 

 

Warehouse Options 

It was quickly established that there was very little choice within the district and those 

properties available were largely unsuitable. 

 

There was an opportunity to purchase a brand new unit from the council, which when 

extrapolated over 25 years proved to be a more efficient option. This means the short term 

budget shows an over-spend against planned budget, but the long term gains were 

considered substantial. 

 

The new warehouse provided a blank canvas, and as such the warehouse could be fitted out 

to a bespoke design suited to the Property Care service. 

 

Appendix 24 – Warehouse Option Appraisal 

Appendix 25 – Littlecombe Warehouse Factsheet 

 

Procurement 

The Warehouse was immediately available and was able to be procured through the council.  

 

Meetings were held between the senior management and Joe Gordon to agree the terms 

and timetable of the purchase. 

 

Design 

The Warehouse was a brand new empty unit. It was decided that an architect be 

commissioned and a design be drawn up with a given brief. 

 

Ground floor: 

 Accessible Male & female toilets 

 Disaster recovery room for computer server 

 Training Room 

 Kitchenette 

 Meeting Space 

 Warehouse space 
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Mezzanine to be installed and to include: 

 Office Space to include hot desks for 16 

 2x Offices 

 Break Out Room 

 Male & Female toilets with shower facilities 

 

Ground Floor Plan 
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Mezzanine Level Plan 

 
 

Plans met the brief and were agreed quickly by the team. 

 

Fit Out 

Quotations were sought for the installation of the Mezzanine during October, and installation 

began in January 2020 and was completed in February. 

 

Mezzanine £56,000 

 

A decision was made to outsource the fit out, as the team were already stretched completing 

day to day tasks as well as the Projects listed here.  

 

A tender was put out through WestWorks procurement agency to suitably qualified 

contractors.  

 

Bids were received in February 2020 and considered to be over budget by around 100%. 

 

Fit out budget £150,000 

Quotes  £285,000 - £330,000 

 

More value could be obtained by delivering the works to the warehouse internally. Hannah 

Perry-Gardiner then became Project manager for the fit out of the warehouse using a series 

of approved sub-contractors as well as directly employed operatives. 

 

Hannah put together a programme for works which included: 

 Compartmentalising the spaces 

 Plumbing 
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 Kitchen installations 

 Painting and Decorating 

 Broadband and phone lines 

 

Trade Internal Resource/ Sub-contract 

Mezzanine Sub-contract 

Plumbing Internal Resource 

Internal studwork Internal Resource 

Plaster-boarding Internal Resource 

Carpentry Internal Resource 

Electrical works Sub-contract 

Flooring  Sub-contract 

Painting and Decorating Sub-contract 

Ceilings  Sub-contract 

Lighting Sub-contract 

Fire Alarms Sub-contract 

Door Entry Sub-contract 

 

For any works that were beyond the internal resources expertise 3 quotes were sought form 

open market. The most competitively priced, suitably qualified contractors were chosen to 

complete the works. 

 

Costs 

Works were completed near budget and at 50% costs of the highest quotes received. 

 
 

Appendix 26 - Warehouse fit out quotes 

 

 

 

 

 

 

Overall budget spend Cost

Mezzanine 56,273.00£   

Electrical 28,602.00£   

Heating 15,645.00£   

Fire Alarm 5,370.54£     

Plastering 8,800.00£     

Ceilings 9,317.00£     

Decorating 7,210.00£     

CCTV/Door Entry 9,178.00£     

Materials 20,000.00£   

Skips 1,020.00£     

Lift 15,125.00£   

Office furniture 23,889.00£   

Total 200,429.54£ 
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Photographs of Fit out 

 

  
Warehouse Space Office Space 

  
Office Space Office Space 

 

 

Summary 

 Research completed into available, appropriate warehouses within the district  

 Brand new warehouse offered by SDC available immediate purchased 

 Architect drawings completed to given specification 

 Mezzanine fitted 

 Fit out managed and completed in-house, after external quotes showed poor value 

for money 

 Practical completion almost there, with finishing touches to be completed 

 

Covid Impact 

 Delays in finishing touches as these were due to happen in mid-March  

 Internet connection delay 

 Warehouse is not currently being utilised due to staff working from home 
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16. Project 10 – Transport 

 

Project Champion Ashley Heal 

Objectives 

 

 

Consider options for operatives 

Consider options for surveyors 

Procure vehicles 

Fit out/ Racking options and installation 

Fuel Cards 

 

Options Appraisal 

Before completing an options appraisal it was important to understand what vehicle types 

were required looking at: 

 

Element Decision 

Vehicle Size Medium van 

Emissions As low as possible – electric? 

Load capacity (Weight) All medium vans are similar and could work 

Storage capacity (Volume)  All medium vans are similar and could work 

Efficiency As good as possible but with enough power and torque to 

be suitable for the Stroud District 

 

An options appraisal was then carried out looking for vehicles considering: 

 Review of existing fleet with in heating services 

 Purchase options 

 Advantages and disadvantages of each vehicle fuel type 

 Advantages and disadvantages of each manufacture  

 How they meet/exceed minimum standard e.g. Euro 6 rating 

 Implications/risks acquiring the fleet 

 

The results of the option appraisal were as follows: 

 

Trade  No. Vans 
Required  

Size  Fuel type  

Gas  5 Small  Petrol/Diesel  

1 4x4  Electric/hybrid  

Plumbers  4 Medium  Diesel  

Electrician  3 Small  Petrol/diesel  

Gen Op’  5 Medium  Diesel  

Carpenter  3 Medium  Diesel  

Supervisors  2 

1 

Small  

4x4  

Petrol/diesel  

electric/hybrid  
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The report concluded that the best option was to standardise the van types across the board 

and opt for Euro 6 Diesel powered vehicles to ensure economy of use, accessibility of fuel, 

and power required for getting around the district. 

 

The final option for all operatives was to go for one of the following:  

 

 Peugeot Expert,  

 Citroen Dispatch  

 Vauxhall Vivaro 

 

All the above vehicles are all based on the same platform and so offer a good comparison 

and range when going out for procurement 

 

Fuel Option 

SDC are committed to reducing carbon and as such vehicle fuel choice was important to the 
new service and the Council as a whole. 

A review of fuel types was undertaken as part of the appraisal 

Advantages 

Petrol Diesel Hybrid Electric 

Biggest infrastructure, with 
more petrol fuel pumps  

 

The cheapest to buy  

 

Petrol fuel is usually cheaper  

 

Repair costs are typically 
lower  

 

Lower lifetime cost than 
petrol because of lower 
depreciation  Engines last 
longer and tolerate much 
higher mileages than petrol  

 

More efficient (by around 
25% compared to petrol) so 
fuel costs are less, providing 
pump prices stay close. 
Diesel’s better mpg becomes 
more pronounced over long 
distance journeys. Some 
diesels can even be more 
fuel-efficient than a petrol 
hybrid  

 

Produce less CO2, so road 
tax is lower than petrol  

 

This pulling power is why 
diesel is used for commercial 
vehicles: it can pull much 
greater loads than any other 
option  

Readily available with a huge 
amount  

 

Much cleaner and more fuel 
efficient, especially in urban 
motoring  

 

Resale values high  

 

Low tax bills and congestion 
charges  

 

The conventional engine 
means there are no range 
limits  

 

Zero emissions  

 

Minimal noise pollution and a 
quiet travelling experience  

 

Zero road tax and congestion 
charging  

 

Presents a green image  

 

High residual value  

 

Lower running costs  
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Disadvantages: 

Petrol Diesel Hybrid Electric 

Petrol vehicles depreciate 
the fastest  

 

Contains carcinogens such 
as benzene. Burning petrol 
produces dangerous 
greenhouse gases  

 

Petrol is a dangerous 
substance to store and 
handle  

 

Petrol engines are less 
efficient so use more fuel  

 

More expensive than petrol 
to buy (historically)  

 

Produce nitrous oxides, 
hydrocarbons and 
particulates, so not 
necessarily greener than 
petrol  

 

Insurance is higher for 
diesels than petrol’s, by up to 
15% - because they cost 
more to replace or repair  

 

Engines generally require a 
little less routine servicing  

 

Repair costs are higher. 
Latest figures show diesel 
engines are slightly less 
reliable than petrol  

Generally much more 
expensive than petrol 
vehicles to buy  

 

Maintenance may require 
specialist skills. Batteries 
expensive to replace  

 

Hybrids emit more emissions 
than a pure electric vehicle  

 

Plug-in hybrids need a 
dedicated charging 
infrastructure and take hours 
to recharge  

 

Engines are generally 
smaller, so produce less  

Currently not available in 
Light commercial models 

Expensive to buy  

Limited range  

 

Extensive time to recharge 
(some vans can charge to 
80% in 40minutes but most 
need to be plugged in for 
about four to 6 hours)  

Lack of recharging points at 
present  

Electricity is usually 
generated by fossil fuel 
power stations so in essence 
defeats the purpose of ‘going 
green’  

Danger to pedestrians of 
silent approach  

Electric vehicles don’t like the 
cold but it’s mainly down to 
the fact the battery is both 
heating the car and making it 
move  

Very limited with choice for 
Light commercial models 

 

The traditional diesel option is still the only real option for vans which are to be used daily for 
the time being. Main issues are: 

 Availability of vans 
 Range 
 Charging availability 
 Charging time 

It is the view of the service that this will be revisited after first cycle of leasing. 

Supervisor Vehicles 

The supervisors will require cars rather than vans and as such hybrid and electric vehicle 

options are viable.  

Options Selected: 

 Nissan Leaf – Fully electric vehicles 

 Mitsubishi PHEV – Plug in Hybrid 

 

Appendix 27 - Vehicle Options Appraisal 

 

Procurement 

Three options for procurement were considered: 

 

 Outright purchase 

 Flexible lease 

 Fixed Lease 
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The decision was made to go for a fixed lease for 3 years, which means that the vehicles are 

under warranty for the duration of the lease. Flexible leasing was considered but budget 

costs showed that they were considerably more expensive. 

 

The cost of the fleet was over standard procurement threshold and so OJEU a compliant 

route to market was required. The decision was to run a mini competition through a 

framework as the OJEU process had already been completed reducing the time period to 

procure the vehicles as timescales.  

 

In November 2019 the tender documents were produced and the mini-competition was then 

carried out via the Procurement for Housing framework. Following the end of the mini 

competition the tender returns were then evaluated to establish the preferred supplier.  

 

Appendix 28 - Vehicle Procurement Scores 

 

The preferred supplier Venson Automotive were then appointed and contract documents 

were drawn ready to sign. 

 

At this stage it was identified that some anomalies within the contracts, lead times for 

delivery were spotted and needed to be negotiated before signing. 

 

During this time Covid-19 stopped proceedings and so plan B short term procurement 

method was utilised hiring the required vans on a short term hire basis, through Venson with 

preferential rates. 

 

Contracts were signed and purchase orders raised with Venson in June 2020, with a delivery 

date yet to be confirmed but likely to be October 2020. 

 

Quantity Vehicle 

11 Peugeot Expert Van 2.0 BlueHDi 120 Professional St 

4 Peugeot Partner Van Long 1.5 BlueHDi 950 100 Professional 

3 Peugeot Boxer 333 L1H1 2.2 BlueHDi 120 Professional 

1 Ford Transit 350 FWD L2 Tipper 2.0TDCi 130 1WAY 

1 Mitsubishi Outlander 5 Door 2.4 Phev Design Auto 

2 Nissan Leaf 5 Door Hatch N-Connecta 40KW 

 

Racking 

Bespoke designs for racking for different trades, and specialist equipment were sought. 

These designs included for complicated, expensive fit outs. 

 

Through consultation with operatives, it was decided simple was best. All vans to have the 

same basic layout, with slight modifications where required. 

 

Venson were able to include this within their bid and deliver vans ready for operatives. 
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Fuel Cards 

Research was undertaken to establish what fuel cards were available in the market these 

included: 

 

 BP plus fuel card  

 Esso Fuel Card 

 Euro Shell Fleet fuel card 

 Keyfuels 

 Texaco 

 UK Fuels 

 

The fuel card used currently by the gas team was comparable to the best deals on the 

market and so it was decided that this be expanded to include the new service. 

 

Charges: £1 per vehicle per month, pump price without discount. 

 

Driver Responsibilities 

A charter of responsibilities was completed including: 

 Daily Checks 
 Monthly Checks 
 Maintenance 
 Cleaning 
 Driving licence 

 Fitness to Drive 
 Fines 
 Extreme Weather 
 Breakdown, collisions and other incidents. 
 What to do after an accident 

 

Appendix 29 - Driver Responsibilities 

 

Summary 

 Medium sized diesel vans for operatives 

 Electric vans not suitable for use  

 Electric & hybrid vehicles for supervisors 

 Vans currently on short term hire while awaiting delivery of leased vehicles 

 Vehicles due to be delivered in October 2020  

 Livery to be completed as per MP3 Brand 

 

Covid-19 Impact 

 Delay in purchasing vans 

 Delay in delivery of vans as imports were ceased 
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17. Project 11 – Specialist Sub-Contractors 

 

Project Champion Faye Gorrick/ Hannah Perry-Gardiner 

Objectives 

 

 

Identify specialisms required 

Design methodology of engagement 

Complete process to engage with sub-contractors 

 

Requirements  

By looking through historic data and identifying areas where annual spend did not justify 

internalising the work stream, a list was compiled of likely secondary service required from 

sub-contractors. These included: 

 

 Asbestos 

 Scaffold 

 Air Conditioning/ Legionella 

 Lift servicing 

 Roofing 

 Support service (General builders) 

 

Procurement 

An opportunity to become an approved supplier was posted on the Advantage South West 

Portal and on the SDC web site. Suppliers were invited to take part in a tender to be placed 

on a framework for the services as listed above. 

 

The tenders have been submitted and approved suppliers are now on an approved  list for 

use as required. 

 

As these are generally low value works, standing orders dictate that 3 quotes are required to 

prove value for money before work issued. 

 

Summary 

 Historic use of support services reviewed 

 List of required specialisms drawn 

 Procurement of specialists completed 

 Approved list of suppliers, and processes to engage in place 

 

Covid-19 Impact 

 No specialist works have been completed and so the system is yet to be utilised 
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18. Project 12 – Voids Procurement 

 

Project Champion Impart links 

Objectives 

 

 

OJEU Procurement Process 

Award a contract to suitable contractor 

Mobilise 

 

Scope of works 

During the cost benefit analysis there were 2 options left undecided: 

Option 10: For Property Care to complete all voids works as well as responsive repairs. 

Option ‘X’: For a void works to be contracted out with a view to bringing in house within the 

5 year contract 

 

It was decided that to mitigate risk, and to be able to concentrate on the responsive repairs 

that option ‘x’ would be the way forward. This was decided and agreed with Joe Gordon. 

 

Work to Void Homes 

Work instructed by the Client Representative to be undertaken in empty homes, generally 

prior to re-letting 

The overall term is 5 years/ 60 months (3 + 1 + 1) 

 

Voids are classified in 4 types: Type A, B, C, D 

 

 

 

 

 

 

 

 

 

 

It is the intention of SDC to internalise this service at the end of the contract period. The contractor 

will be required to assist the phasing of works over to SDC internal service (SDC Property Care) 

in years 3 and 5 as follows: 

Year Contractor  SDC Internal Service  

1 All A, B, C & D None 

2 All A, B, C & D None 

3 All A, B and partial C & D Partial C & D 

Type A - Whole house Voids: Refurbishment work internally and externally to 
the property is significant and the majority of maintenance trades will be 
required. Work is expected to take longer than 15 days  

Type B - Major Voids: Refurbishment work internally and externally to the 
property is significant and the majority of maintenance trades will be required 
however not all components will be replaced and work is expected to take 
between 10 and 15 days  

Type C - Minor Voids: Refurbishment work internally and externally to the 
property is Minor. There will be elements of repairs work and some component 
replacement. Work is expected to take between 5 and 10 days  

Type D - Lesser Voids: Refurbishment work internally and externally to the 
property is very minor. There will be small elements of repairs work and 
compliance. Work is expected to take less than 5 days  
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4 All A & B All C & D 

5 Partial A & B Partial A & B and all C & D 

 

Estimated Contract Value 

Historic cost information was developed from the outset using SDC data.   

This is a budget driven procurement with budgets as follows: 

 

Contract Budget (£) 

Void Works £1,500,000 per annum for 3 years, to be reduced in years 4 and 5 as service 

  is gradually internalised. 

Sums exclude VAT 

 

As the budget was over the European threshold for ‘work’’ budget a two stage OJEU 

compliant procurement process was carried out by Impart links calling initially for completion 

of a Selection Questionnaire (which replaces the former Pre-qualification Questionnaire 

(PQQ)) and then a tender comprising further Quality Questions and Price submission. 

 

Procurement  

Selection Questionnaire (SQ) 

Selection Questionnaire along with ITT documents published on 13th October. Deadline 

for submissions 12:00 on 15th November. 

 Eight (8) bidders submitted a Selection questionnaire 

 Bidders represented local SME’s, regional organisations, and national corporations. 

 All bidders passed the pass fail sections, and all scored quality questions were 

evaluated 

 Scores ranged from 22% - 80% 

 Of the eight it was decided that 5 would be Invited To Tender 

 
 It is the recommendation of this report that the top 5 ranked organisations as above 

are invited through to ITT stage.  

 Feedback (regulation 55) letters to be sent to all qualifying and non-qualifying 

bidders. 

 

Invitation To Tender (ITT) 

The top 5 contractors at SQ stage were Invited to Tender. 

 

Ref Contractor Score Rank

004 MD Building Services Ltd 80.00 1st

005 NKS Contracts (Central) Ltd 63.00 2nd

007 Snape Contracting Services Ltd 62.00 3rd

001 Bell Decorating Group Ltd 61.00 4th

003 Hardyman & Co Ltd 59.00 5th

008 VINCI Construction UK Limited 55.00 6th

002 D R Jones Yeovil Ltd 32.00 7th

006 R.F.Gardiner Limited 22.00 8th
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Timescales: 

Invitations To Tender were made available on 29th November 2019. 

Return date of 10th January 2020. This was later extended upon request to 17th January 

2020. 

 

Price/ Quality Split: 

Bids were evaluated on the basis of a 60% Quality/ 40% Price weighting 

 

Evaluation 

Quality submissions were evaluated by the team: 

Joe Gordon 

Tara Skidmore 

Hannah Perry-Gardiner 

Jon Priest 

 

These score were moderated to come up with a final agreed score by all parties. These 

scores were then applied to the given weighting of each question to come up with a final 

percentage score. 

 

The Price was also evaluated against the given criteria.  

 

Scores were as follows: 

 
Site Visits 

Site visits were completed as part of the moderation process. The evaluation team visited 

local site offices of contractors of interest to ensure that the quality submissions were based 

on facts. If the visit disproved the submissions given score may have been lowered. 

 

Visits were only conducted with Bell Group and MD Group as they were the only two in 

contention.  

 

Quality scores were not changed as a result of those visits. 

 

Award: 

Bell Group have been awarded the contract based on the score total of their quality and 

price submissions. Notification was given on 14th February 2020 

 

Standstill Period: 

The Standstill period following notification of award closes at midnight on the 28th February 

2020. 

 

Ref Contractor 
Quality 
Score 

Price 
Score 

Total 
Score 

Rank 

001 Bell Group 60.00 25.98 85.98 1 

004 MD Group 58.70 22.89 81.59 2 

005 NKS 54.78 24.13 78.91 3 

003 Hardyman 41.74 22.09 63.83 4 

007 Snape 26.09 37.58 63.67 5 
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Regulation 86: 

Feedback (regulation 86) letters sent to all bidders dated 14th February. 

 

Mobilisation 

The mobilisation of the contract started in March 2020. But has been hampered by the 

Covid-19 pandemic. Much of Bell group staff were furloughed meaning that mobilisation was 

delayed until June 2020. 

 

At the time of writing this report mobilisation talks are underway, although progress is slowed 

by the inability to have face to face meetings and workshop details. 

 

Mobilisation is due to be completed in August 2020. 

 

Summary 

 OJEU 2 stage procurement process completed between 13th October 2109 and 17th 

January 2020 

 Bell group appointed as contractor of choice following evaluation of price and quality 

aspects of all tender submissions 

 Mobilisation has been delayed due to the Coronavirus 

 Benchmark void works are currently being undertaken 

 

Covid-19 Impact 

 Delay of mobilisation 

 Delay in work commencing – due to SDC completing only emergency works during 

the pandemic 

 Lack of face to face meetings meaning that progress has been slower than would 

normally be expected 

 

19. Project 13 – Planned Procurement 

 

Project Champion Impart links 

Objectives 

 

 

OJEU Procurement Process 

Award a contract to suitable contractor 

Mobilise 

 

Scope of works 

Planned Maintenance Works to various domestic properties and communal areas in line with 

Stroud Asset list (as detailed within Appendix 5) 

 

Work-streams may include (but not be limited to) the following scope of work: 

 

Work Stream Typical Scope of Work 

Bathroom Full and partial bathroom works including new bath, shower, WHB, 

WC, plastering, electrics, carpentry and decorations 
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Work Stream Typical Scope of Work 

External Doors Removal and replacement of external doors  

Electrical  Full and partial rewires to all property types, electrical testing and 

defect rectification 

Heating  Central heating systems to all property types, boiler replacements 

and heating minor works 

Kitchens  Full and partial kitchen works including replacement of units and 

worktops, electrics, plumbing, floor tiling, wall tiling, plastering and 

decorations 

Windows Removal and replacement of external window 

External Works Soft landscaping, fencing, replacement paths & garden remodelling  

Roofing  Full and partial roof replacements to all types of properties. Chimney 

repairs, gutter and RWG replacements  

External Walls Render replacement, EWI, re-pointing, cavity wall insulation and 

structural repairs 

Communal Areas  Works to communal areas with work from each work-stream above  

 

Contract Value 

The anticipated total value of the Works is £16,000,000, The term of the Contract will be 3 + 1 +1 

(5 years) (The Term). An average spend of £3,200,000 per annum 

 

SDC do not guarantee any volume of work during the life of the contract 

 

As the budget was over the European threshold for ‘work’’ budget a two stage OJEU 

compliant procurement process was carried out by Impart links calling initially for completion 

of a Selection Questionnaire (which replaces the former Pre-qualification Questionnaire 

(PQQ)) and then a tender comprising further Quality Questions and Price submission. 

 

Selection Questionnaire (SQ Stage) 

 The Selection Questionnaire along with draft ITT documents were published on 27th 

March 2020.  

 

 Deadline for submissions 12:00 on 5th June. 

 14 contractors submitted a Selection Questionnaire 

 3 contractors were disqualified for incomplete submissions and failing financial and 

suitable experience sections 

 Quality scores ranged from  44% - 96% 

 It was decided from the quality of submissions that the maximum of 8 contractors 

would be invited to tender.  

Ref Contractor Score Rank 

009 MD Group 96.00 1st 

004 Engie 89.00 2nd 

008 Lovell 78.00 3rd 

005 Fortem 76.00 4th 

013 United Living 75.00 5th 
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Ref Contractor Score Rank 

011 Snape 70.00 6th 

010 NKS 64.00 7th 

001 Bell 59.00 8th 

014 Vinci 56.00 9th 

007 LCB 48.00 10th 

006 Hardyman 44.00 11th 

002 Cabot Access Towers 0.00 n/a 

003 Drain Doctors 0.00 n/a 

012 TVS Group 0.00 n/a 
 

 Feedback (regulation 55) letters were sent to all qualifying and non-qualifying bidders 

on  

 

Invitation To Tender (ITT Stage) 

Deadline for ITT Submissions is 31st July 2020. 

 

Summary 

 2 stage OJEU compliant tender required due to the value of the works 

 Information gathered, tender documentation produced to reflect SDC requirements 

 Documents published in March 2020, with a May deadline for SQ entries, later 

extended to 5th June due to bidders requests due to Coronavirus  

 

Covid-19 Impact 

 SQ deadline extended by 2 weeks 

 Work content and contractor start dates likely to change as a result of the delays 

caused by Covid-19 

20. Project 14 – Training 

Project Champion Joanne White 

Objectives 

 

 

Identify mandatory training 

Identify all corporate training 

Identify training and upskilling potential courses 

 

Training  

 Historic review of training requirements.  

 Industry best practice review. 

Training Matrix developed for each job role to include: 

 

Corporate  Induction 

New starter details administration 

Terms and conditions of employment 

New starter meeting with Chief Executive 

Tour and history of Ebley Mill 
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ICT induction 

Corporate induction seminar (2 days) 

Health and safety seminar 

PREVENT e-learning 

Procurement training 

Environmental awareness 

6-month follow-up with Chief Executive 

DLE mandatory courses (e-learning) 

Attendance at Council meeting 

Attendance at Committee meeting 

Service induction training 

Completion of Manager's Checklist 

Allocation of Buddy & completion of Buddy Responsibilities 
Checklist 

Complaints Handling 

Freedom of Information 

Excelsis (incl. performance, risks and 1:1's) 

Unit 4 (Agresso) 

The Hub 

Enhancing skills or knowledge which have a 
significant impact on the business 

Anti-Social Behaviour 

Awareness of Housing Regulation 

Contract Management 

Dealing with Violence & Aggression/Difficult Customers 

Debt Advice & Financial Inclusion 

Domestic Violence 

Drug & Alcohol Awareness 

EPC Surveys 

Fraud Awareness 

Gas Safe registration or awareness 

Leaseholder issues and section 20 training 

Procurement 

Rent & Income Management (incl. HB awareness) 

Stock Condition Surveys 

Understanding Finance (i.e. budget management, maximisation, 
profiling, opportunity, cost) 

I.T. 

Keystone Training 

Keystone Administrator Training 

Northgate Training 

Northgate Administrator Training 

Northgate Business Objects 
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Soft Skills 

Change Management 

Management & Leadership 

Enhancing skills or knowledge which will support 
the delivery of the business  

Project Management 

Systems Thinking/Process Review 

Strategic Thinking/Planning 

Areas that affect the Health & Safety of staff when 
carrying out their daily role 

AED (Difibrillator training) 

Asbestos Non Licenced Works (CAT B) 

Asbestos awareness 

CDM 2015 Overview 

CDM 2015 Principal Designer 

Construction Skills/CSCS 

Electrical Awareness 

Face Fit (masks) 

Fire Door Inspection C17c 

Fire Safety 

First Aid 

Legionella 

Lone Working 

Mental Health First Aid 

PA1 & PA6 Safe Use & Spraying of Insecticide 

PAT Testing 

P402 Asbestos surveying 

P405 Asbestos management 

Risk Assessment - H&S 

Risk Assessment - Risk to the Business 

Safe Use of Machinery 

Site Management Safety Training 

Tool Box Talk 

Working from Heights/Ladder Safety 

HHSRS Training 

HHSRS Awareness Training 

Development of other skills that may be of 
assistance in a work environment 

Managing/Facilitating Meetings 

Mediation Skills 

Mentoring/Coaching 

Negotiating, Persuading & Influencing Skills 

Presentation Skills 

Train the Trainer 
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Professional/Other courses 

Degree 

HNC 

HND 

NVQ  

CIH 

ICS (c) Communications, (s) Solutions, (in) Innovations 

Minute Taking 

Plain English 

Report Writing 

Other Professional Qualification (state below): 

NEBOSH 

ILM (Institute of Leadership & Management) 

Project Management (Prince2/Prince2 Agile etc.) 

CIOB 

RICS 

CMI (Chartered Management Institute) 

CIBSE (Charted Institution of Building Services Engineers) 

APM (Association for Project Management) 

CABE (Chartered Association of Building Engineers) 

IOSH (Institute of Occupational Safety and Health) Membership 

IOSH Graduate Membership 

IOSH Chartered Membership 

 

 

Appendix 30 – Training Matrix 

 

Summary 

 Training requirements reviewed for each job role including: 

 Corporate  Induction 

 Service induction training 

 Enhancing skills or knowledge which have a significant impact on the 

business 

 I.T. 

 Soft Skills 

 Enhancing skills or knowledge which will support the delivery of the business  

 Areas that affect the Health & Safety of staff when carrying out their daily role 

 Development of other skills that may be of assistance in a work environment 

 Professional/Other courses 

 Adding each new member of staff to the matrix to establish training required 

 

Covid-19 Impact 

 Delay in all but essential training. 
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 Project 15 – Call Centre 

 

Project Champion Joanne White 

Objectives 

 

 

Process mapping of end to end services 

Plan for IT changes/ processes 

Robust testing of processes 

 

Procedures 

There were procedures previously in place, but the decision was made to complete a root 

and branch review. Previous procedures included working with contractors – the ‘contractor’ 

would now be part of the same service. 

 

When creating the procedures, it was initially thought that a new IT system would be in place 

to streamline the back office tasks, and remove some of the double handling. However, in 

September 2019 it was noted that a Council wide IT review was going to be conducted and 

as such the Property Care systems will stay largely as is for the time being. 

 

Joanne White took the lead on producing the end to end procedures for the new service  

 

Best Practice 

Staff met with social housing providers with Direct Labour Organisations.  Access to their 

processes and systems was given and details of their processes.  Areas were identified that 

worked well and what didn’t. A set of questions were asked during each meeting which have 

been collated. 

 

Appendix 31 - Call Centre Best Practice Questions 

 

Visits Conducted 

 Gloucester City Homes 

 Cluid Housing 

 Family Housing Wales 

 Civica – Hull City Council 

 

Drawing Procedures  

Jo White conducted a review of existing procedures and started with a ‘blank page’, taking 

elements from: 

 Existing process that work well 

 Best practice observed by visits with peers as above  

 Working groups, stakeholder meetings/ workshops 

 

Processes have been designed to work with existing systems with work around and manual 

interventions to combat current system limitations. 

 

Appendix 32 - Call Centre Processes 
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Testing  

The Repairs and Maintenance Team tested the new processes before going live for 6 

weeks.  

Raising works on both Northgate (Repairs system) and Clik (Scheduling Tool) 

 Clik being set up to accommodate repairs 

 Training Staff on Clik (scheduling tool) on how to raise a repair and schedule it on the 

new set up  

 Both Gas and Day to Day telephone lines to merged to 1, so the team become multi-

skilled 

A trial of the raising of works start to finish was carried out by the current Resource Planners 

to streamline the processes. 

 

Implementation  

The processes have been implemented and have been working as expected to date.  

 

Due to the Coronavirus pandemic there were some early issues with distributing hardware, 

and as such there were jobs issued via text message or Whatsapp. However mobile devices 

were issued as soon as was feasible. 

 

The systems will be under review periodically, with input from operatives, call handlers, and 

the health and safety team. 

 

Summary 

 Opportunity taken to create new procedures which are more efficient and take on 

learning from previous experience, peers, and looking forward to how the new 

service will operate 

 Robust testing 

 Implementation of the new processes has been successful 

 

Covid-19 Impact 

 Only emergency repairs being carried out – Full suite of processes not yet in practice 

 

21. Project 16 – Compliance 

 

Project Champion Dawn Scott 

Objectives Facilitate adequate and appropriate Insurance  

 

Insurance 

Dawn liaised with stakeholders colleagues within the finance team at SDC who have 

experience with corporate insurances and are responsible for the renewal & procurement of 

insurances. 
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Marsh Brokers are SDC’s insurance Brokers and a series of meetings were held to establish 

the requirements of the policies. Once the requirement were established and agreed quotes 

were sought. 

 

The final insurance gained are as follows: 

and run until  

 

Insurance Type Supplier Start Date End Date 

Employers Liability Travellers 01.10.19 30.09.20 

Public Liability Travellers 01.10.19 30.09.20 

Professional Indemnity  Travellers 01.10.19 30.09.20 

Motor Vehicle Insurance Zurich 01.10.19 30.09.20 

 

Summary 

 Internal expertise sought form SDC finance team 

 SDC Brokers utilised to ensure best value 

 4 policies acquired to ensure Property Care cover 

22. Overall Summary 

 From a standing start in June 2019, an operational new service has been created 

and ready to mobilise in March 2020. 

 A bespoke, functional, warehouse and office facility ready to house the Service, as 

well as provide services to the Council as a whole has been established 

 Operational processes have been mapped, and are proving to be thorough and 

robust 

 Policies, accreditations, and procedures have been mapped out and provide the 

backbone to all the services operational activity and compliance 

 Operatives have successfully been TUPE’d from Mi-Space and NKS contracts  

 Training plans are in place, and will be implemented upon lifting of Covid limitations 

 Vans have been hired on a short term basis until leased vans can be delivered later 

in the year 

 Specialist contractors have been put through a process to become approved, 

allowing call off agreements through quotes to be accessed as required 

 Bell Group have been procured as a void works contractor  

 Void works will gradually be brought in house throughout the 5 year contract with Bell 

 Eight Planned works contractors have been shortlisted and Invited to Tender and will 

be evaluated in August 2020 

 Training Plans are in place for each individual in the organisation 

 Call centre Procedures are in place are working 

 Insurances have been procured and are in place 

 

Please see SDC Appendix 33 - Contract Services Coronavirus Update 

 

Some of the project objectives have been compromised and/or have been altered during the 

course of the project, largely due to the Covid-19 crisis, but other factors have also affected 

outcomes. The main areas of change are summarised below:
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Objective Issue Result 

De-mobilisation 

Full Closure of Mi-Space & NKS Contracts 

Covid-19 has slowed progress in settling 

final accounts 

Final accounts to be completed and settled 

during August 2020 

Mobilisation 

Mobilisation of the new service in March 

Covid-19 prevented the full mobilisation of 

the service. Only emergency repairs are 

currently being carried out 

The service is partially mobilised with 

emergency repairs being carried out. All 

plans are still in place for full mobilisation 

once Covid-19 limitations are lifted 

Company Structure 

All positions filled, through internal and 

external recruitment 

Covid-19 has restricted the access to the 

labour market to fulfil positions 

Recruitment strategies are in place and will 

be resumed in a timely fashion as limitations 

are lifted 

IT Systems 

New fully integrated systems 

 

Corporate IT review pending meant that 

procurement of new systems was unable to 

progress 

Systems have had minor upgrades, and 

processes have been  

Transport 

To have a fleet of vans complete with 

Property Care livery ready for mobilisation 

in April 

The framework which the vans were 

procured through had some issues with staff 

leaving which delayed the process by 

approximately 2 months. 

Contract documents from the van supplier 

of choice (Venson) were poor and had to be 

re-negotiated 

Covid -19 impact meant lack of imports of 

vans meaning a delivery delay to October 

2020 

A short term rental agreement was 

negotiated with Venson at good rates to fill 

the gap until leased vans can be delivered  

Warehouse 

Fully functioning warehouse and office 

facilities ready for the service in April 2020 

Covid-19 prevented the final touches to the 

warehouse facility. Including, door handles, 

aspects of plumbing and broadband 

connection. 

In house teams are set to finish before the 

end of July. 

Void Procurement 

Mobilisation of the Void contract to allow 

void works to be completed from April 2020 

Covid-19 and the furloughing of Bell staff 

has delayed the mobilisation of the contract 

Contract mobilisation now fully underway 

and being treated as a priority to allow Bell 

to start works in line with SDC policies  
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Objective Issue Result 

Training 

Fully inducted new staff complete with in-

house corporate training, skills testing, and 

individual training matrices  

Covid-19 has restricted the options for 

training and so corporate training has been 

put on hold.  

Training for crucial operational activities has 

been completed via video calls 

All training and skill testing has been 

planned and will take place when 

appropriate   
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Introduction 

 

This Executive Summary briefly summarises the Successes, Issues and Mitigations of each Project. It also acts as a reference for the larger Summary and 

report. 

 

More detail on each of the project elements is contained within the Post Project Summary and Report. 

 

 

Project Achievement  

MP1 

Demobilisation 

Operationally close down of NKS Contract 

Operationally close down of Mi-Space Contract 

Ensuring continuity of good service from contractors during close down  

TUPE management Ensuring that TUPE lists were relevant and consistent 

Project Delayed Action Mitigation 

MP1 

Demobilisation 

Final Mi-Space account delay due to Covid-19 Impart links closing account estimated final closure August 

2020 

Final NKS account delay due to Covid-19 Ridge Partnership closing account estimated final closure 

August 2020 
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Project Achievement  

MP2 

Mobilisation 

Project Initiation Document detailing all activities required to mobilise 

Establishing Project Champions and sub-teams 

Monitoring all actions against programme 

Regular Project Champion team meetings for updates, decisions, information sharing 

Monthly governance meetings with Councillor and Chief Executive for strategic updates 

Risk register and mitigating actions monitoring 

Project Issues Mitigation 

MP2 

Mobilisation 

Due to Covid-19 only emergency repairs are being carried 

out 

Normal service will be introduced in line with government 

and Council guidelines 

Void Contract delayed in starting due to Covid-19 Mobilisation activities have been taking place ready for an 

immediate start when restrictions are eased 

Project Achievement  

MP3 

Branding 

Consultation with Stakeholders enhancing service ‘buy in’ 

Established Brand name – Property Care 

Establish service Logo -  

Livery for vans designed 

Established ‘strap line’ - Property Care for Homes & Communities 

Multiple lines of communication with tenants about changing of service through social media, council web sites, and Local 

Newspapers 

Project Delayed Action Mitigation 

MP3 

Branding 

Vans not ready for livery Vans will be delivered in October in full livery 
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Project Achievement  

MP4 

Company 

Structure 

New structure designed to manage and operate the service 

New Job Descriptions completed 

Staff consultations, promotions and role moves successfully managed 

TUPE transfer of staff from Mi-Space and NKS successful with 100% retention rate 

Project Delayed Action Mitigation 

MP4 

Company 

Structure 

External recruitment for management positions delayed 

due to Covid-19 restrictions 

Recruitment plan in place ready for when restrictions are 

eased 

  

Project Achievement  

MP5  

Policy 

 

New Business Plan outlining strategic objectives of the service 

Operator policies – Health Safety, Van use, Code of conduct, PPE, etc. 

New set of Risk Assessments and Method Statements 

Safe Contractor accreditation gained 

Project Delayed Action Mitigation 

MP5  

Policy 

NCIEC accreditation Electrician supervisor has to be employed and working to 

be evaluated. Once Covid-19 restriction are lifted an 

application will be made 
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Project Achievement  

MP6  

IT  

Systems review completed with clear direction for procuring a seamless system 

Mobile hardware options reviewed, selected, and procured 

Service coverage options considered for maximum mobile coverage through the District  

Hardware for the warehouse considered – Moved from Ebley Mill 

Project Delayed Action Mitigation 

MP6  

IT 

New computer systems for efficient information sharing 

delayed due to pending Council wide IT review 

Processes have been designed to cope with system 

failures using manual interventions 

  

Project Achievement  

MP7 

Commercial 

 

Simple, effective, administration for the Property Care service to log job time and costs 

Specialist sub-contractors tendered to become approved suppliers. Works to be procured through a 3 quote system as per 

SDC standing orders 

Bespoke Cost models tendered for voids works 

Bespoke Cost models tendered for Planned works 

Project Delayed Action Mitigation 

MP7 

Commercial 

 

1st quarter review due to Covid-19 All data currently being collated for first review 
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Project Achievement  

MP8 

Materials 

  

Researched the requirements from historic data, and data from incumbent contractors 

Completed an options appraisal of suppliers and frameworks for procurement 

Completed a joint procurement with Gloucester City Homes to enjoy benefits of economies of scale 

Graftons selected as supplier of choice and mobilised  

Project Delayed Action Mitigation 

MP8 

Materials 

 

Mobilisation of contract delayed until June 2020 Current supplier (Travis Perkins) used until such time 

Graftons contract was mobilised 

Value added supplier services such as stocked storage 

container strategically based around the district  

Planning for final locations, and use of value added 

services on going and will be put into place in due time 

Project Achievement  

MP9 

Warehouse 

 

Options appraisal for warehouses available to SDC 

Procurement of brand new Council owned warehouse 

Mezzanine designed and fitted 

Fit out including office space, training areas, breakout areas, disaster recovery, welfare, and warehouse space designed, 

and project managed. 

High quality finish to Warehouse throughout 

Project Delayed Action Mitigation 

MP9 

Warehouse 

 

Finishing touches to the interior of the office space were 

disturbed due to the Covid-19 outbreak 

As the office space is unlikely to be inhabited until later in 

the year, the finishing touches are being carried out by 

Property Care staff during any downtime. 

Internet connection was not completed prior to the Covid-

19 outbreak 

Sean Ditchburn and team area working on getting the 

required connection in place for end of July 2020 
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Project Achievement  

MP10 

Transport 

  

Options appraisal of fuel types, van makes and models, racking, livery, purchase type and procurement routes 

Procurement through a specialist fleet framework to gain access to established industry best prices and service 

Fuel card option appraisal, selection, and implementation 

Project Delayed Action Mitigation 

MP10 

Transport 

 

Van deliveries were delayed due to lack imports during 

Covid-19 restrictions 

Short term hire negotiated with supplier until vans can be 

delivered in full livery 

Supervisor/ inspector vehicle decisions pending. Electric 

charger delay due toCovid-19 

Pending decision once it is established that chargers can 

be installed at the warehouse 

Project Achievement  

MP11 

Specialist 

Sub-

Contractors 

 

Specialist sub-contractor requirements mapped  

Approved supplier register gained through a tender process on through the procurement portal 

Quotation process designed and implemented in line with standing orders 

Project Delayed Action Mitigation 

MP11 

Specialist 

Sub-

Contractors 

 

No specialist sub-contractors have yet been used due to 

the Covid-19 pandemic 

The approved list is in place and processes ready for when 

required. No guarantee of work has been given 
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Project Achievement  

MP12 

Voids 

Procurement 

  

Two stage OJEU tender process conducted 

Bidders narrowed from 8 to 5 during selection questionnaire stage (SQ, Stage 1) 

5 Contractors invited to Invitation to tender stage (ITT, Stage 2) 

Conducted site visits to top 2 bidders overall  

Bell Group selected as contractor for void works 

Project Delayed Action Mitigation 

MP12 

Voids 

Procurement 

 

Mobilisation has been slower than envisioned due to 

Covid-19 

Mobilisation has been taking place remotely with final 

aspects being completed in July 2020 

Project Achievement  

MP13 

Planned 

Works 

Procurement 

 

Two stage OJEU tender process conducted 

Bidders narrowed from 14 to 8 during selection questionnaire stage (SQ, Stage 1) 

8 Contractors invited to Invitation to tender stage (ITT, Stage 2) 

Project Delayed Action Mitigation 

MP13 

Planned 

Works 

Procurement 

 

Submissions for stage 2 due in 31st July  Planned works will be delayed due to Covid-19 due to 

access requirements etc. This will allow time for 

mobilisation  
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Project Achievement  

MP14 

Training 

  

Reviewed current training programmes for SDC, Mi-Space and NKS 

Reviewed peers training schemes and researched best practice 

Designed training matrix for all corporate, mandatory and upskilling training 

Project Delayed Action Mitigation 

MP14 

Training 

 

Implementation of corporate training has not taken place 

due to Covid-19 

Corporate induction training to be completed when 

limitations are eased 

Face to face training for tablets, mobile devices, 

processes, and procedures 

Training was completed via tele-conferencing services 

Project Achievement  

MP15  

Call Centre 

 

Process review, consultation with staff throughout each stage 

Re-write all processes with an aim to drive efficiency 

Install manual processes for current IT systems 

Project Delayed Action Mitigation 

MP15  

Call Centre 

 

Full ‘real world’ testing of processes has not been 

completed as the service is currently only completing 

emergency repairs due to Covid-19 

Emergency processes are working. Reviews will be 

undertaken regularly to try to continuously improve 
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Project Achievement  

MP16 

Compliance 

Negotiations with Insurer to ensure adequate cover for the service 

Assist with MP5 policy with accreditations, and policies 

Governance and reporting protocols scheduled 

Project Delayed Action Mitigation 

MP16 

Compliance  

N/a  
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