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IMPROVEMENT PROGRAMME: COMPLETIONS MONITORING 2006/07 

 
 
 
 
 
 
 
 
 

�
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
�
The increase in expenditure from the planned to actual is accounted for by additional works over and above the door installation, 
e.g. additional plaster work, isolated brickwork repairs etc. agreed through the tendered schedule of rates accounted for within the 
contingency allocation within the Agreed Maximum Price (AMP) for the contract.   Additionally, more front doors have been fitted 
than rear doors, which are more expensive. 
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The planned figures relate to the original programme for the pilot scheme with an anticipated start date of November 2006.  
Following discussions with GM Procure a decision was made to investigate the level of savings being suggested by GMP and, by 
agreement of the Board, delay the start of the pilot scheme to avoid disruption to tenants over the Christmas period.   As a result, 
the actual start date of the pilot was January 2007, hence the reduced numbers completed than forecast.   
 
From the total programme to improve 22 West Pennine properties 4 properties were completed to March 2007 at a total 
cost of £161,477.  This work is on programme and slightly under the budget for the year of £170,000. 
 

Internals Programme Completions 2006 - 07
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Pilot Year Year 1 Year 2 Year 3 Year 4 
CPPHT Decency Profile July 2006 – 

March   2007 
 Prelim. to 
Jan 2008 

Jan 2008 - Jan 
2009 

Jan 2009 - 
Jan 2010 

Jan 2010 - 
Jan 2011 

Current 
Position 

Properties Non Decent at Start of Year 2341 2282 1312 1174 854 
Properties made Decent 59 970 138 837 860 
Properties becoming Non Decent 0 0 0 517 6 

Total Non-Decent at End of Year 2282 1312 1174 854 0 

44.56% 
not 

meeting 
decency 

standards. 
Percentage of Stock Non-Decent at Start of 
Year 

 
45% 43% 25% 23% 16%  

Percentage of Stock Non-Decent at End of 
Year 

43% 25% 23% 16% 0%  

 
 
The decent homes figure has been amended to take into consideration the outturn following the first year’s pilot programme and the 
completed West Pennine Properties. 
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In an effort to reduce the number of properties without a valid CP12 certificate we have amended the process following the initial 
no-access visit to reduce the timescale between visits and, wherever possible, ensure access is gained before expiry of the current 
certificate.  Contractors’ performance is reported on a weekly basis and all no-access properties visited by the neighbourhood team 
to instigate the no-access procedure. 
 
The contractor is proactive and working with us to reduce the number of outstanding CP12’s further.  All outstanding CP12’s have 
been placed on a system to receive daily telephone calls. 
 
Following the initial 3 visits by the contractor and a further visit by the Neighbourhood Team properties are now being taped over 
the front entrance door and tenants instructed to contact us to arrange access as a matter of urgency. 
 
A second contractor has also been commissioned as an additional resource to gain access to the long standing no-access 
properties.  These are also being taped up following a no-access visit. 
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The percentage of emergency and urgent jobs completed has continued to improve since the month of December but unfortunately 
both still remain below target. This improvement however is not reflected with routine repairs, which has seen the accumulative 
figure continue to fall, even with the monthly figure of March showing a slightly improvement. 
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The work involving the clarification of the repairs categories continues to be undertaken, early indications showed that one of the 
areas that will involve additional training of staff is the identifying of a  “out of hours” call out request. As this is impacting on the 
percentage of emergency repairs raised against all repairs.  
 
One area that is showing continuous improvement is the percentage level of appointments kept, one of the main drivers for this was 
the introduction of new working procedures between the Customer Service Centre and Repairs Team.     
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Transfer to CPP Sheltered
8%

Move to other social 
landlord general

1% Buying ow n home 
3%
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Customer Feedback 
 
Surveys are sent to customers when cases are closed and to date, 13 surveys have now been returned.  The feedback has been 
extremely good in terms of comments made, for example “MBC let us down as landlords I feel CPP are committed to anti-social 
behaviour far more than they ever were”.   
 
100% positive feedback was given on several questions, such as “Do you feel that the Trust took your complaint of nuisance 
behaviour seriously?” and “Are you happy with how the Trust kept you informed of your complaint’s progress?”  A similar 100% 
response was received for questions relating to offering adequate support and keeping in regular touch throughout the case. 
 
Other questions that had a more mixed response are given below: 
 



 
 
Performance Reports – March 2007 -Year End. 

15 

 

Do you feel the Trust dealt with your complaint 
promptly?

Yes
92%

No
8%

Yes

No

 
 

Overall, how would you rate the service 
you received from us?

Good
38%

Excellent
62%

Good

Excellent
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80% ** 91.52% 
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90% 96.66% 
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98.5%  ** 97.04% 

���
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�

84% 98.88% overall 
satisfaction 

** - these targets are set by Telecare Services Association (TSA) and are the agreed national standard as approved by Supporting People and the 
Department of Communities and Local Government (DCLG) and include a 2% tolerance. 
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introduced the Service
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25 RTB sales have now completed since transfer. 
 
 
The number of properties now owned by The Trust is 4973 
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The information from staff is based on the forms that have been returned, and is therefore only representative of the staff who 
returned the personal information forms.  The return rate is currently 95%. 
 


