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ACTION PLAN

Action list owner:

Adrian Walshe - Head of Neighbourhoods

Recommendation

Action

Date

Who

Overall recommendation:

The Housekeeping and Caretaking Service appears to have been structured on an
ad-hoc basis since its inception. The Scrutiny Team suggests that the service be
subject to a complete and thorough overhaul as per the following recommendations
to the Board. A ‘repair and patch approach’ is felt to be insufficient given the
evidence and research that led us to make our final conclusions.

Accepted

The service has gone through structural
change since the introduction of the caretaking
service. The Housekeeping service was set up
following the introduction of “help to live at
home” in 2011, and deputy managers were
introduced to both wings of the service in
2013.

A full review of the service was planned to be
undertaken as part of the neighbourhoods
annual service plan but was put on hold
pending the scrutiny review.

A full service review will now be undertaken as
per the recommendation with transition to
Silcoa being the first consideration.

Completion by April
2015.

Project Sponsor -
Adrian Walshe,
Head of
Neighbourhoods

Improve the way caretaking and housekeeping services are managed:

Produce a guide to service levels and standards to H&C by the formation of a focus
group consisting of H&C, tenants and relevant neighbourhood team manager. From
this it would be desirable to produce a tenants charter, to include Selwood’s
expectations of the tenants’ responsibilities in relation to housekeeping and
caretaking roles

Partly accepted

Service standards (which are akin to a
“charter”) will be put in place following a full
review and will be considered by Selwood
management including those in the caretaking
and housekeeping team. Any service levels will
incur a service charge to residents and so
there will need to be consultation on standards

April 2015.

Adrian Walshe,
Head of
Neighbourhoods




and costs.

A focus group at this stage would not be
appropriate and caretaking and housekeeping
issues could be considered as part of other
current focus groups.

Daily work logs to be kept and submitted at the end of each week (to account for
specific duties undertaken, where and how long for), combined with a formal time
and motion study

Accepted

Daily work logs will be considered as part of
the wider review. An interim time and motion
study will be completed by the end of the
calendar year as part of the wider review. The
introduction of PDA’s ( hand held devices) as
per Silcoa operatives would assist with efficient
task and time allocation and will be considered
as part of the wider review.

December 2014

Adrian Walshe,
Head of
Neighbourhoods,
Clive Hardwick,
Caretaking Manager

There have been 16 developments built since 1/1/2010, all needing H or C

services. There has been one member of staff taken on since the same

date. However, until it can be ascertained that the existing staff are fully occupied in
carrying out their duties, it is impossible to gauge whether or not extra member/s of
staff are required

This is not a recommendation but a statement
of fact. This will be factored in the service
review. It also related to recommendation (3)
and the necessity to consider time taken for
current duties.

We have taken on a cleaning contractor for the
new building developments pending the
outcome of the scrutiny review.

NA

The installation of trackers in vehicles to increase the safety of staff ‘working alone’
and also to monitor staff movement during each day is recommended.

Accepted- this is already in process of
introduction

This has already been discussed to mirror the
tracking devices already in use by Silcoa
operatives. These are due to be installed
shortly.

November 2014

Adrian Walshe,
Head of
Neighbourhoods

Remove cleaning duties from the H & C manager to enable more effective
management of staff.

Completed

See recommendation (4).

The H&C Manager is only now responsible for
cleaning blocks in Frome (two) and therefore
has very minimal duties in respect of specific
cleaning duties.

Complete

Evolve a system of recognition for staff excellence.

Already in place

All Selwood staff can receive “Shines” for
undertaking specific work relating to one of our

NA




key values above and beyond their usual
duties. Other members of staff can make those
nominations. The PDR (personal development
review) process undertaken yearly is also an
opportunity for staff to discuss in more details
where they have excelled and the formal 1-2-1
process that should take place on a monthly
basis is another opportunity whereby staff can
raise (and be recognised for) any work where
they have gone beyond their course of duty.

The health and safety elements within H&C are due to be completely reviewed in
August by Robert Webster-Garvey, Head of Health & Safety.

This again is not a recommendation but it is
accepted that the review scheduled to be
completed by end of September (August is too
ambitious) will need to feed into the wider
service review.

Any urgent health and safety elements will be
discussed with the Group Head of Health and
Safety following the scrutiny team review and
any necessary measures put in place.

Oct 2014

Robert Webster-
Garvey, Group Head
of Health & Safety,

Adrian Walshe,
Head of
Neighbourhoods

Improve the most cost effective and efficient ways to provide caretaking & housekeeping services for all tenants:

Supply clean water to sites that do not have an existing supply

To be assessed

There is an annual health and safety
assessment for the service and this has not
been raised previously by the team manager.
Similarly a caretaker and housekeeper sit on
the Selwood health and safety panel.

The health and safety review (see 8) will look
at the logistics of this and also the factors of
on board van water storage.

10

Investigation of extra jobs added to workload by other teams within Selwood should
be recorded and/or logged through the QL system. These extra duties detract from
the H & C’s primary goal of providing a value for money service to tenants

Partly accepted

This is a wider training issue with other parts
of the organisation as well as the need to be
clearer about the roles of the caretakers and
housekeepers as there are sometimes
inconsistencies with regard to extra jobs and
the approach to them.

April 2015

Service review




This again, will be discussed as part of a wider
review.

The team fit key safes as part of the lifeline
alarms and this is being discussed with Silcoa
for the potential to transfer this function.

11

Investigation and provision of updated equipment, especially cordless vacuum
cleaners, to promote ease of use and remove health & safety hazard for both tenants
and staff.

To be assessed

The caretakers and housekeepers are able to
raise issues such as the provision of equipment
at their 1-2-1 and this should be passed
through the management structure. Similarly
any equipment deficiencies can be raised
through the health and safety assessment
process. As at (9) two reps from the service sit
on the health and safety panel and any issues
raised are looked into and responded to.

The service review will assess and address
issues in respect of equipment and the
sourcing of quality materials.

April 2015

Health and Safety
and Service review

12

Review of sourcing and quality of materials

As above

This is similar to the above recommendation in
(11). This will be considered as part of the
wider review.

April 2015

Service review

13

Further H & S training and updates required - especially risk assessments.

Accepted
See recommendation( 8).

See
recommendation

(8)

See
recommendation

(8)

14

Regular and thorough inspection of work carried out through performance indicators,
monitoring, and measurement. To measure, compare and monitor standards of work,
value for money and satisfaction levels by some or all of the following:

e Regular site inspections along the lines of existing ‘estate inspections’ — inside
and out of buildings and consequent written report and action plan produced.

e Random spot checks

e Regular customer satisfaction surveys by cards/forms, phone and door
knocking.

e Survey of all tenants in whole block of flats/schemes at random - especially
where any complaint has been received.

Partly accepted

There are regular inspections as part of the
neighbourhood inspection regime and it will be
reinforced to ensure common areas are
inspected for quality.

The new “street rep” project, when rolled out
will help reinforce the inspection of the quality
of common areas.

A new neighbourhood inspection standard for
staff will be rolled out in 2014/15 following the

Recommendations
where appropriate
to be phased in
during the next year
(up to summer
2015).

Adrian Walshe,
Head of
Neighbourhoods.




e Periodic meetings between tenants, H & C and neighbourhood managers.
e Possible use of a tenant/s to inspect and sign off weekly after visit.

e Suggestion schemes inviting suggestions/comments by tenants

e More robust monitoring of complaints/problems.

All of the above to be the responsibility of a combination of tenants, street reps
(when this project is launched later in 2014), neighbourhood managers, C & H
manager, caretakers and housekeepers.

introduction of street reps.

The whole area of resident satisfaction has
been subject to a review by the head of
business systems and the recommendations
will be rolled out by the end of October 2014.

All of these points highlighted in
recommendation 14 will be considered as part
of the wider review.

Nick Andrews, Head
of business systems

15

Consider the possibility (and suitability) of assimilating the H & C team into Silcoa in
the future. Their management, organisation, equipment and disciplined working
arrangements would appear to be a better ‘fit’ than that currently existing within
Neighbourhoods.

Accepted

This had been considered as part of project
Apollo and it was decided to allow Silcoa to
settle before revisiting this.

This is the critical starting point to decide
if the service should be the base service
offered through Silcoa and this will be
considered again as first point of the
wider review.

April 2015

Service review




