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Driving Improvement in the Building Maintenance Service



Who are we?

North

South

East

Caerphilly CBC is in the heart of the South Wales Valleys

• Population 180,000

• In House workforce employing 124 operatives (salary)

• Looking after 10,805 homes

• 4 Housing Offices

• Over 33,000 repairs annually

• We are based in the village of Tir y Berth

• Borough divided into 3 areas – North, South and East
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Work we Undertake 

• Out of Hours (Standby)

• Response Repairs (mobile working works up to 1 day) 

• Void Works  (25% completed to WHQS)

• Planned Works (mobile working works over 1 day)

• Drainage Works (jetter and camera surveys)



Work Priorities and Categories
Priority Target Times Categories

1 Standby 2 hour response Out of hours

2 Emergency Same day In working hours

3 Appointment Up to 20 days • Small job – up to 1 hour

• Medium job – up to 2 hours

• Large job – up to 4 hours

5 Appointment Up to 45 days Extra large job – up to 8 hours

6 Voids 8/15/22/29/29+ day Based on value/ claimed on SOR

8 Planned Works Up to 60 days Over 1 day claimed on SOR 

(pre and post-inspected)



Work we also Undertake 

• Capital Work (supporting the WHQS Programme)

• Statutory Works

• Gas Servicing

• Electric Periodic Testing

• Stair Lifts and Hoists

• Sheltered Housing 



Single source Supplier 

• Robert Price (Builders' Merchants) Ltd.

• Contract awarded 2012 

• Prior to this was in-house stores (WPC Arrangement)

• Deliveries to voids

• Vehicle stock replenishment

• Key components (WHQS)



Vehicles

• New fleet of 90 vehicles which includes;

- Racking

- Tool security & alarms/ deadlocks

- Inverters 

- Lighting

- Hand wash facilities

- Trackers



Mobile Working

Total Repairs

Total Mobile

OptiTime
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Repair Reported Central Repair Team Raise 

Inspection & Planners Appoint

Job Appointed

Visit sent to mobile

Work completed

CRT Notified the job 

has been completed

SMS Appointment Confirmation

Reminder Sent to Tenant

A minimum of 20% 

customer satisfaction 

undertaken

Job completion and 

invoicing

Operative Mobile Working
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Repair Reported Central Repair Team Raise 

Inspection & Planners Appoint

Job Appointed

Visit sent to 

Surveyor’s mobile

Works order 

automatically raised 

from Job Builder Form

SMS Appointment Confirmation

Reminder Sent to Tenant

100% Post 

inspection and 

customer satisfaction 

undertaken

Job completion 

and invoicing

Surveyor Mobile Working

Survey carried out 

& Job Builder Form 

submitted

Planner appoints work

Job Appointed

Visit sent to mobile

with Folio available

Work completed

If any issues job 

is returned to 

Foremen for 

follow up
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Survey Details Scaffold Order Form Door Manufacture Form



Operative Daily Electronic Timesheet



Performance
Repairs Maintenance

• Backlog on repairs: 1,054 (previously over 7,000+)

• First time fix: 97.2 %

• Percentage of jobs appointed  99.76 (all priorities)

Priority Target Times Average completion time

2 Emergency Same day 0.96 days

3 Appointment Up to 20 days 8.4 days

5 Appointment Up to 45 days 23.2 days

8 Planned Works Up to 60 days 40.2 days

Statutory Maintenance Compliance

• Gas certification 99.5%

• Stair lifts and hoists certification 100%



Customer Satisfaction

• We complete customer satisfaction for:

• 20% of Response Repairs

• 100% of Planned repairs (post inspected)

• Customer satisfied with overall service 99.5%

• Role of Tenant Repair and Improvement Group



Winning Awards

APSE Performance Networks Awards 

• Winners ‘Best Performing’ authority in Building Maintenance 2016  

• Finalists for ‘Best Performing’ authority 2017 



Key to Success

• Under one roof 

• Communication/Trust

• Top down, bottom up approach

• Quarterly meetings with workforce

• Regular tool box talks

• Personal Development Review (PDR)

• One to One meetings

• Charter for Trust

• Engage to Improve forms 

• Celebrating success (Praise)



Thank you for your attention

Any questions?


