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Improvement Plan – Completed Actions 
 

Aids and Adaptations 
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Reference IMPROVEMENT ITEM Status  

A&A B1.0 

A&A WIP has been reviewed and 

prioritised by age and type, as far as 

possible and allocated for action 

and undertake a reconciliation with 

the DBC data.  

Completed 

A&A B1.1 

All grab and mop stick handrail jobs 

being allocated for completion  to a 

temporary resource who is  

supporting service (50 orders) 

Completed 

A&A B1.2 

A new dedicated operative 

resource to be recruited to work in 

this team to ensure resource 

availability moving forward. 

Interviews completed  

Completed 

A&A B1.3 

We will create and offer a specific 

overtime rate for delivery of A&A 

works outside of normal hours to 

entice operatives to deliver works 

across this stream to March 22  

Completed 

A&A B1.4 

Discussions to be undertaken with 

contractors to revise the rates, at 

OPSL's risk/detriment to deliver 

contractor led works. 

Completed 

A&A B1.5 
Onboard and allocate works to 

contractors - Staircase works 
Completed 

A&A B1.6 

Agree standard approach to access 

to reactive engineers to deliver 

routine work generated via this 

workstream (electricians/plumbers)  

Completed 

A&A C1.0 
Additional dynamics training to be 

provided to key staff members. 
Completed 

A&A C1.7 

Review the agenda and format of 

the weekly client meetings to 

streamline services. 

Completed 

A&A C1.10 

OPSL System access / dynamics 

access provided to DBC key staff 

members. 

Completed 

A&A C1.13 

Raise ATR for an additional operative 

to work on the Aids & Adaptations 

workstream 

Completed 
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Voids 
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Reference IMPROVEMENT ITEM Status  

Voids A 1.1 

WIP - Review all current jobs within 

the WIP, complete a housekeeping 

exercise against the Voids tracker 

ensuring a match.  

Completed 

Voids A 1.2 
Complete induction with new 

contractors  
Completed 

Voids A 1.3 
Discuss rate increases with current 

supply chain 
Completed 

Voids A 1.4 
Supply chain to share resource plan 

with commitments moving forward. 
Completed 

Voids A 1.5 
Assign works to new contractor 

following induction, pilot of two jobs.  
Completed 

Voids A 1.7 
Dynamics training required for OPSL 

team, 
Completed 

Voids A 1.8 
Re-assign supervisor (DH) to the 

empty properties team. 
Completed 

Voids A 1.9 

OPSL – Additional Operations 

Manager temp seconded to DBC to 

support Voids management  

Completed 
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Repairs 
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Reference IMPROVEMENT ITEM Status  

R&M A 1.1 
Replacement Vacancies X3 

operatives  
Completed 

R&M A 1.3 
Re-visit strategy and charter within 1-

2-1's & Toolbox meetings 
Completed 

R&M A 1.5 
Carry out weekly client operations 

meeting 
Completed 

R&M A 1.6 

Cleanse Complaints database on 

dynamics, keep Dynamics and DBC 

complaint tracker aligned. 

Completed 

R&M A 1.8 
Dynamics training for Complaints 

handler 
Completed 

R&M A 1.10 Attend customer Scrutiny meetings  Completed 

R&M A 1.4 
Discuss rate increases with current 

supply chain 
Ongoing & On Target 
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Repairs – Improving the Customer Experience 
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Reference IMPROVEMENT ITEM Status  

R&M B 1.1 
Session 1 Condensation training 

commenced w/e 03.12.21 
Completed 

R&M B 1.1a 

Customer Strategy / Customer 

Improvement Plan presented DBC & 

Approved 20.12.2021 

Completed 

R&M B 1.2 
Session 2 Condensation training 

commenced w/e 11.01.22 
Completed 

R&M B 1.3 

A Text message will now be sent to 

all DLO Bookings that are no 

accessed and not manually 

completed, for the Repairs 

workstreams, This is alongside the 

current process, where a card 

should be left with the new 

appointment date (if required.) 

 

The messages reads: 

‘We arrived for your scheduled 

appointment, but regret that you 

were not home.  Please contact us 

to discuss the status of your repair. 

Thank you  

Osborne Property Services 

0800 081 6050 

Completed 

R&M B 1.5 

All Complaints within the OPSL 

database on dynamics, OPSL have 

aligned the DBC complaint tracker/ 

as agreed with DBC key 

stakeholders. 

Completed 

R&M B 1.10 

Induction Programme (Onboarding). 

Partnership specific induction given 

to every recruit to introduce them to 

DBC. This includes Team Charter, 

introduction to key stakeholders, the 

contact and service we provide. 

Completed 
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Planned Works 
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Reference IMPROVEMENT ITEM Status  

Planned A 1.2 

Pre-start phased plan has been 

introduced to improve the planning 

phase of the project works.  

Completed 

Planned A 1.3 

Programme located onto a Planned 

works tracker as a single point of 

communication with the client.  

Completed 

Planned A 1.4 

List of current supply chain to be 

shared with the operational team, to 

include contractor skillsets. 

Completed 

Planned A 1.5 
New supply chain, book inductions 

with contractors  
Completed 

Planned A 1.6 
Agree Revised rates with supply 

chain to ensure continuous delivery  
Completed 

Planned A 1.8 
Share Planned works forecast to 

year end  
Completed 

Planned A 

1.11 

load all works instructed by the client 

onto  Dynamics operating system, 

ensuring a match against the 

programme 

Completed 
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Improvement Plan – Ongoing Actions 
 

Aids and Adaptations 
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Reference IMPROVEMENT ITEM Status  

A&A C1.1 
End to end process review for job 

management (Both partners) 
In Progress & On Target 

A&A C1.2 Review of communication and next step cards In Progress & On Target 

A&A C1.3 

Deploy standard approach to all A&A jobs 

where we check at the time of booking, "Is 

there anything else we can do today…" 

In Progress & On Target 

A&A C1.4 

Agree and deploy any additional positive 

outbound communications that can be 

added into the process relating to 

FOW/Mats/NACs. 

In Progress & On Target 

A&A C1.5 

Review, revise and reissue a specific code of 

conduct and communicate to all stakeholders 

and contractors 

In Progress & On Target 

A&A C1.6 

Review the System codes to enable ease of 

reporting to improve visibility and 

communication moving forward. 

In Progress & On Target 

A&A C1.8 

The provision of a tablet for site manager to 

enable onsite photos to be taken with ease 

and uploaded directly to the order 

In Progress & On Target 

A&A C1.9 DBC Tracker Reconciliation DBC / OPSL  In Progress & On Target 

A&A C1.11 Additional supply Spicers ( Pilot x2)  07.02.2022 In Progress & On Target 

A&A C1.12 
Supply Chain EP to commence Major A/A 

works 21.02.2022 
In Progress & On Target 
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Reference IMPROVEMENT ITEM Status  

Voids A 1.0 
End to end process review for job 

management (Both partners) 
In Progress & On Target 

Voids A 1.6 

Review of process regarding the snags / extra's 

instructed following completion of works, 

Meeting booked 10-12-21 

In Progress & On Target 

Voids A 1.10 
Additional EP Supply chain to share resource 

plan with commitments moving forward. 
In Progress & On Target 
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Reference IMPROVEMENT ITEM Status  

Voids B 1.1 

Noted within the last fortnight 34 Jobs (ranging 

from Oct / Aug) have been issued to OPSL - 

OPSL reiterated the need to be provided 

foresight – DBC have committed to providing 

OPSL foresight projection weekly 

In Progress & On Target 

Voids B 1.2 

Highlighted the increase of resource from 

December 18 operative count increasing to 

January 29 with a further projected forecast 36 

in  February  

In Progress & On Target 

Voids B 1.5 
Onboard of an additional supervisor to support 

increase volume and SCP resource. 
In Progress & On Target 
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Repairs 
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Reference IMPROVEMENT ITEM Status  

R&M B 1.4 

Customer feedback documented presented 

within the Joint ; DBC / Osborne Customer 

Journey Working group 14.12.2021. 

(Documented within the OPSL customer 

strategy / start survey) 

On-going  

R&M B 1.6 Additional employees - X1 Electrician   On-going  

R&M B 1.8 

Customer feedback documented & presented 

within the Joint DBC / Osborne Customer 

Journey Working group 14.12.2021. 

(Documented within the OPSL customer 

strategy / start survey) 

On-going  

R&M B 1.9 

 Trend Analysis: Creation of a Customer 

Experience Dashboard using Power BI to 

enable trend Analysis. 

On-going  

R&M B 1.10 

OPSL - Workforce Matrix Strategy – This will 

support - The attraction and retention of high 

calibre talent. 

On-going  

R&M B 1.12 

We are improving services through engaging 

with customers in various forums e.g., scrutiny / 

We have a Community Investment and Social 

Value Plan which addresses customer and 

community engagement. 

On-going  
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Planned Works 
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Reference IMPROVEMENT ITEM Status  

Planned A 1.0 

Programme visibility, revised project to share  

with the client, Agreement regarding 

programme 

In Progress & On Target 

Planned A 1.1 

Identify additional works to compensate for 

EWI works that have been deferred to next 

year to spend budget.  

In Progress & On Target 

Planned A 1.7 
Early visibility of next year’s programme to OPSL 

to enable to plan works more efficiently. 
In Progress & On Target 

Planned A 1.8 

Back to basics, Dedicated planned investment 

template to improve working methods.  i.e. tick 

sheet for site managers to enhance site 

management methods.  

In Progress & On Target 

Planned A 1.9 

Project brief review, ensure all projects have an 

updated brief covering specification, 

contractors instructed, stake holder 

engagement, prestart meetings, 

communication plan.  

In Progress & On Target 

Planned A 1.10 

Process review. Prestart sign off between OPSL 

/ DBC for major projects.  i.e. specification sign 

off, communication plan, prestart meetings, 

value for money exercise.  

In Progress & On Target 

Planned A 1.12 
Sheratons Commenced Kitchen Pilot 13 

January 2022 x2  
In Progress & On Target 
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Yearly Performance 
 

KPI – Q1 – Q3 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

REF CATEGORY CRITERIA
01/04/2021

COVID-19

01/05/2021 

COVID 19

01/06/2021

COVID-19

QUARTER 

1

01/07/2021

COVID-19

01/08/2021

COVID-19

01/09/2021

COVID-19

QUARTER 

2

01/10/2021

COVID-19

01/11/2021 

COVID-19

01/12/2021

COVID-19

QUARTER 

3

Target

Performance 99.9% 99.7% 99.4% 99.7% 99.3% 98.3% 99.3% 99.7% 99.8%

Target

Performance 100% 100% 100% 100% 100% 100% 100% 100% 100%

Target

Performance 97% 98% 98% 100% 100% 100% 97% 96% 97%

Target

Performance 100% 100% 100% 100% 100% 100% 98% 98% 100%

Target

Performance 0.3% 0.3% 0.5% 0.5% 0.53% 0.23% 0.5% 1% 0.6%

Target

Performance 92% 95% 92% 95% 89% 92% 91% 85% 81%

Target

Performance 100% 100% 100% 100% 98% 99% 100% 99% 100%

Target

Performance 100% 100% 100% 100% 100% 100% 100% 100% 100%

Target

Performance 100% 100% 100% 100% 89% 100% 100% 100% 100%

Target

Performance 100% 100% 100% 100% 100% 100% 100% 100% 100%

Target

Performance 100% 100% 100% 100% 100% 100% 100% 100% 100%

Target

Performance 96% 100% 100% 100% 100% 100% 100% 100% 100%

Target

Performance 90% 97% 98% 98% 97% 96% 96% 96% 96%

Target

Performance 80% 81% 82% 85% 83% 85% 82% 84% 82%

Target

Performance 2 2.0 1.8 1.8 2.8 1.4 1.5 2.6 2.2

Target

Performance 5.0 7.0 6.0 7.0 6.8 12.2 29.3 37.7 33.7

Target

Performance 10 11.4 15.0 11 23.7 30 29.9 32.5 29.25

Target TBA TBA TBA TBA TBA TBA TBA TBA TBA

Performance 14.8 19.5 20.0 18.0 22.4 30.0 29 30 58

82.7%

9
7 DAYS

34

86%

98% *

100%

10
Empty Homes  -Cat 2 

Average

7 DAYS
6

7 DAYS

12
Empty Homes  -Cat 4 

Average

17 DAYS
12.0

17 DAYS

23.5

21.6
17 DAYS

4 DAYS
2

4 DAYS
2

4 DAYS
2

31

3918.1

100%

98%

<1%

98%
92.2%

100.0%

0.59%

98%

98%

96%

100%

100.00%

100%

98%

98%

98% *

85.8%

100%

100.00%

100%

95.9%

95%

99.7%

100%

98% *

98% *

<1%

93%

0.43%

98%

98%

100%

99.1%

98% *

98% *

81%

96.7%

84.1%

100%

99%

100%

100%

100%

100%

86%

95%
98%

95%

100%

3 Formal Complaints

4.1 In Target - Repairs

98%

86%

98%

100%

95%

4.5

2.1 Satisfaction - Repairs

2.2 Satisfaction - Planned

98%

98%

98%

98%

98%

98%

Empty Homes  -Cat 3 

Average

4.3
In Target - Small 

Works

In Target - Minor 

Adaptations
4.4

9
Empty Homes  -Cat 1 

Average

8 Right First Time

1.1
Defects - Repairs / 

Voids

1.2 Defects - Planned

98% 98%

6 Reducing Waste

7 Appointments Kept

4.2 In Target - Planned

5
Health & Safety 

Incidents

In Target - Major 

Adaptations

11

100%

97.9%

100%

0.37%

99.1%

100%

100%

99.7% 99.6%

100%
98%

98%

98%

<1%

97%

98.7%

98%

98%
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Further Performance Q1-3 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Measure Target / Performance
April 2021

COVID -19

May 2021

COVID-19

Jun 2021

COVID-19

QTR

1

July 2021

COVID-19

Aug 2021

COVID 19

Sept 2021

COVID 19

QTR

2

Oct 2021

COVID 19

Nov 2021

COVID 19

Dec 2021

COVID 19

QTR

3

Performance 125.13           123.77         99.98           117.19 114.69         111.50         116.57         114.11 118.24         122.74         119.92       120.31

Nr. Jobs Invoiced 1682 1681 1,419           4782 2,178           2,042.0        1,655.0        5875 1939 1964 1888 5791

Value Invoiced 210,471        208,065      141,871      560,407    249,791      227,680      192,931      670,402                229,262.00 241,056.09 226,408.96 696,727.05            

Target 123 123 123 123 123 123 123 123 123 123 123 123

Performance 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

Works Completed 1785 1773 2022 5580 1920 1703 1733 5356 1790 2022 1379 5191

Nr. Of incidents 0 0 0 0 0 0 0 0 0 0 0 0

Target 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

Performance 100% 100% 99.5% 99.8% 99.6% 99.5% 98.3% 99.1% 98.9% 98.9% 99.5% 99%

Target 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98%

Performance 100% 100% 100% 100% 100% 98% 100% 99% 100% 99% 100% 100.0%

Properties Checked 27 27 26 80 44 65 36 145 61 96 133 290

Properties Passed 27 27 26 80 44 64 36 144 61 95 133 289

Target 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98%

Performance 99% 99% 100% 99% 100% 100% 100% 100% 100% 99% 100% 100%

Works Completed 130 120 102 352 160 122 109 391 93 87 82 262

Completed In Target 129 119 102 350 160 122 109 391 93 86 82 261

Target 99% 99% 99% 99% 99% 99% 99% 99% 99% 99% 99% 99%

Performance 18.4 16.9 17 17 17 19 19 18 20 25 24 23

Jobs Completed 1583 1597 1851 5031 1668 1519 1544 4731 1647 1834 1295 4776

Total Days Taken 29085 27037 31053 87175 28371 28134 29336 85841 32816 45873 31586 110275

Target 14 14 14 14 14 14 14 14 14 14 14 14

Performance 91.0% 94% 91% 92% 94% 89% 92% 92% 91% 85% 79% 85%

Works Completed 1583 1597 1851 5031 1668 1519 1544 4731 1647 1835 1295 4777

Completed In Target 1440 1504 1688 4632 1576 1348 1421 4345 1492 1555 1018 4065

Target 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98%

Performance 91.6% 95.1% 92% 93% 95% 89% 92% 92% 91% 85% 81% 86%

Works Completed 1713 1717 1953 5383 1828 1638 1650 5116 1734 1936 1357 5027

Completed In Target 1569 1633 1790 4992 1736 1461 1525 4722 1576 1651 1103 4330

Target 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98%

Performance 80% 81% 82% 81% 85% 83% 85% 84% 82% 84% 82% 83%

Works Completed 1713 1765 1956 5434 1831 1638 1650 5119 1734 1933 1357 5024

Completed First Time 1362 1431 1611 4404 1548 1362 1395 4305 1415 1624 1118 4157

Target 86% 86% 86% 86% 86% 86% 86% 86% 86% 86% 86% 86%

Performance 89.9% 96.9% 98% 95% 97.9% 96.6% 95.6% 96.8% 96.2% 95.9% 96% 96%

Appointments Made 3002 2791 2977 8770 2777 2383 2384 7544 2538 2564 1961 7063

Appointments Kept 2698 2704 2923 8325 2719 2302 2280 7301 2442 2460 1874 6776

Target 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98%

Performance 98% 98% 98% 98% 100% 100% 100.00% 100.0% 97% 98% 100.0% 98%

Target 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98%

Performance 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

Works Completed 1 2 0 3 2 9 12 23 4 4 1 9

Completed In Target 1 2 0 3 2 9 12 23 4 4 1 9

Target 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98%

Performance 100% 100% 100% 100% 100% 89% 100% 98% 100% 100% 100% 100%

Works Completed 22 21 7 50 28 9 11 48 7 32 61 100

Completed In Target 22 21 7 50 28 8 11 47 7 32 61 100

Target 98 98 98 98% 98% 98% 98% 98% 98% 98% 98% 98%

Performance 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

Works Completed 1 1 13 15 17 19 19 55 4 1 10 15

Completed In Target 1 1 13 15 17 19 19 55 4 1 10 15

Target 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98%

Performance 1.7 2 1.8 2 1.8 2.8 1.4 2 1.5 2.57 2.2 2

Works Completed 9 6 6 21 9 8 5 22 12 14 5 31

Target 4 4 4 4 4 4 4 4 4 4 4 4

Performance 5 7 6 6 7 6.8 12.2 9 29.3 37.7 33.7 34

Works Completed 15 9 10 34 9 7 11 27 11 19 10 40

Target 7 7 7 7 7 7 7 7 7 7 7 7

Performance 9.6 11.4 15 12 11 23.7 30 22 29.9 32.5 29.25 31

Works Completed 13 10 19 42 16 8 22 46 14 12 12 38

Target 17 17 17 17 17 17 17 17 17 17 17 17

Performance 14.8 19.5 20 18 18 22.4 30 23 29.3 30 57.8 39

Works Completed 11 7 14 32 11 5 3 19 4 4 7 15

Target TBC TBC TBC TBC TBC TBC TBC TBC TBC TBC TBC TBC

Empty Homes - CAT 3

Empty Homes - CAT 4

Minor Aids & Adaptations In Target

PP15 - Percentage of tenants satisfied with the 

serv ice planned and responsive works 

PP13b - Percentage of responsive repairs completed 

right first time

PP13a - Percentage of responsive repairs completed 

within target

PP12 - Percentage of non-urgent repairs completed 

within target

PP10 - Percentage of emergency repairs attended 

within 4 hours

PP05 - Percentage of properties passing QA checks 

Planned works

PP04 - Percentage of properties passing QA checks 

Repairs and voids

PP03 - Percentage of jobs with no reportable 

accidents

PP02 - Average Cost of a repair

PP14 - Appointments kept as a percentage of 

appointments made

Empty Homes - CAT 2

Empty Homes - CAT 1

Small Works In Target

Major Aids & Adaptations In Target

PP11 - Average Time taken to complete non urgent 

repairs
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KPI January 2022 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

REF CATEGORY CRITERIA
01/01/2022

COVID-19

Target

Performance 99.5%

Target

Performance 100%

Target

Performance 87%

Target

Performance 100%

Target

Performance 0.19%

Target

Performance 71%

Target

Performance 100%

Target

Performance 100%

Target

Performance 100%

Target

Performance 100%

Target

Performance 100%

Target

Performance 100%

Target

Performance 95%

Target

Performance 84%

Target

Performance 1.5

Target

Performance 28

Target

Performance 44

Target TBA

Performance 53

98% *

7 DAYS

98%

98%

98%

98% *

<1%

10
Empty Homes  -Cat 2 

Average

12
Empty Homes  -Cat 4 

Average

17 DAYS

4 DAYS

100%

95%

98%

86%

3 Formal Complaints

4.1 In Target - Repairs

4.5

2.1 Satisfaction - Repairs

2.2 Satisfaction - Planned

Empty Homes  -Cat 3 

Average

4.3 In Target - Small Works

In Target - Minor 

Adaptations
4.4

9
Empty Homes  -Cat 1 

Average

8 Right First Time

1.1 Defects - Repairs / Voids

1.2 Defects - Planned

6 Reducing Waste

7 Appointments Kept

4.2 In Target - Planned

5 Health & Safety Incidents

In Target - Major 

Adaptations

11

98%

98%

98%

98%
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Measure Target / Performance
01/01/2022

COVID 19

Performance 107.68         

Nr. Jobs Invoiced 1799

Value Invoiced 193,714.99 

Target 123

Performance 100%

Works Completed 1813

Nr. Of incidents 0

Target 100%

Performance 98%

Target 98%

Performance 100%

Properties Checked 67

Properties Passed 67

Target 98%

Performance 99%

Works Completed 81

Completed In Target 80

Target 99%

Performance 31.0

Jobs Completed 1667

Total Days Taken 52734

Target 14

Performance 70%

Works Completed 1667

Completed In Target 1168

Target 98%

Performance 71%

Works Completed 1750

Completed In Target 1250

Target 98%

Performance 84.5%

Works Completed 1731

Completed First Time 1462

Target 86%

Performance 95.2%

Appointments Made 2432

Appointments Kept 2316

Target 98%

Performance 90.0%

Target 98%

Performance 100%

Works Completed 6

Completed In Target 6

Target 98%

Performance 100%

Works Completed 24

Completed In Target 24

Target 98%

Performance 100%

Works Completed 0

Completed In Target 0

Target 98%

Performance 1.5

Works Completed 9

Target 4

Performance 27.5

Works Completed 11

Target 7

Performance 44

Works Completed 8

Target 17

Performance 53

Works Completed 5

Target TBC

Empty Homes - CAT 3

Empty Homes - CAT 4

Minor Aids & Adaptations In Target

PP15 - Percentage of tenants satisfied with the 

serv ice planned and responsive works 

PP13b - Percentage of responsive repairs completed 

right first time

PP13a - Percentage of responsive repairs completed 

within target

PP12 - Percentage of non-urgent repairs completed 

within target

PP10 - Percentage of emergency repairs attended 

within 4 hours

PP05 - Percentage of properties passing QA checks 

Planned works

PP04 - Percentage of properties passing QA checks 

Repairs and voids

PP03 - Percentage of jobs with no reportable 

accidents

PP02 - Average Cost of a repair

PP14 - Appointments kept as a percentage of 

appointments made

Empty Homes - CAT 2

Empty Homes - CAT 1

Small Works In Target

Major Aids & Adaptations In Target

PP11 - Average Time taken to complete non urgent 

repairs



Osborne Property Services Limited 

 

Dacorum Borough Council – Improvement Summary 
 

Customer Service Delivery Statement 

& Engagement 
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Compliments and Complaints 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Osborne Property Services Limited 

 

Dacorum Borough Council – Improvement Summary 
 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



APPENDIX A   Osborne Property Services Limited 

 

Dacorum Borough Council – Improvement Summary 

 

17 

 

 

 

Customer Service – January 2022 Trends 
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Partnership Workshop 
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Service Standards 
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Supporting Customers - Information Example 
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Customer Strategy Improvement Plan 

 

 
 

 

 

 

 

 

 

 

 

 A 1.1 Review STAR Survey results and perfomance, generate lessons learnt and serv ice 

improvements

Quality of work

Operatives 

Behaviours

Right First Time

Kept informed

Easy to Deal with 

Last Repair

Recommend

In Progress & On 

Target

 A 1.2 Launch Customer Strategy in OPSL Quality of work

Operatives 

Behaviours

Right First Time

Kept informed

Easy to Deal with 

Last Repair

Recommend

Completed

 A 1.3 Review Customer Strategy quarterly, making improvements where necessary. 

Consulting with client and residents.

Quality of work

Operatives 

Behaviours

Right First Time

Kept informed

Easy to Deal with 

Last Repair

Recommend

In Progress & On 

Target

 A 1.4 Induction Programme (Onboarding) . Partnership specific induction given to every 

new recruit to introduce them to DBC. This includes Team Charter, introduction to key 

stakeholders, the contact and serv ice we provide. 

Operatives 

Behaviours

Completed

 A 1.5 Design Customer Serv ice Standards (Being Osborne). This includes the 4 behaviours 

that should be driven by Osborne colleagues. 

Operatives 

Behaviours

Quality of work

Right First time

In Progress & On 

Target

 A 1.6 Design and implement customer experience training for existing and new team 

members. Training whereby all Osborne colleagues will be trained on the customer 

journey. 

Operatives 

Behaviours

In Progress & On 

Target

 A 1.7 Planning Academy: Our planning academy will offer teams teams who manage calls 

and planning with a comprehensive way to manage the softer and technical skills 

involved to deliver great customer experience

Easy to Deal with

Right First time

Operatives 

Behaviours

In Progress & On 

Target

 A 1.8 New 1:1 process for all staff. Quality of Work Completed

 A 1.10 Compliments board Quality of Work

Operatives 

Behaviours

Completed

 A 1.11 Customer Experience Champions Job role and purpose Operatives 

Behaviours

In Progress & 

Overdue OPSL

 A 1.12 Implement pulse Surveys every 6 weeks to DBC to measure satisfaction between 

client and contractor (MS Forms to be used). 

Quality of Work

Right First Time

Kept informed

Not Started

What are we doing about it now?

Status 

StarT Survey 

Sept 21 

correlation 

C
A

R
E

Customer Strategy Improvement Plan, Milestones and Measures
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 B 1.1 Trend Analysis: Creation of a Customer Experience Dashboard using Power BI  to 

enable trend Analysis. 

Quality of Work

Right First Time

Kept informed

Operatives 

Behaviours

Completed

 B 1.2 Implement Complaints and Compliments Process Quality of Work

Right First Time

Kept informed

Operatives 

Behaviours

Easy to deal with

Completed

 B 1.3 OPSL Complaints Training Right First time

Operatives 

Behaviours

Completed

 B 1.4 Complaints and Compliments Trend analysis and Lessons Learnt Quality of Work

Right First Time

Kept informed

Operatives 

Behaviours

Easy to deal with

In Progress & On 

Target

 B 1.6 Customer Satisfaction: Review of methods of capturing customer satisfaction looking 

at digitilsed methods. 

Kept informed Not Started

 B 1.7 Customer Satisfaction: Lessons learnt for Repairs (see repairs improvement plan tab) Last Repair

Quality of work

Operatives 

Behaviours

Right First Time

In Progress & On 

Target

 B 1.8 Customer Satisfaction: Lessons learnt for Planned Works (see planned works 

improvement plan tab)

Last Repair

Quality of work

Operatives 

Behaviours

Right First Time

In Progress & On 

Target

 B 1.9 Customer Satisfaction: Lessons learnt for Aids and Adaptations (see Aids and 

Adaptations improvement plan tab)

Last Repair

Quality of work

Operatives 

Behaviours

Right First Time

In Progress & On 

Target

 B 1.10 Communications kept informed In Progress & On 

Target

 B 1.11 Bi-monthly  sessions (floor walks)  in DBC to rev iew the end-end customer journey Quality of work

Operatives 

Behaviours

Right First Time

Kept informed

Recommend

Easy to Deal with 

Not Started

What are we doing about it now?

Status 

StarT Survey 

Sept 21 

correlation 

O
b

se
ss

Customer Strategy Improvement Plan, Milestones and Measures
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 C 1.1 Attend Customer Forums e.g. Scrutiny and TLC Meetings Quality of work

Kept informed

In Progress & On 

Target

 C 1.2 Call monitoring/Scoring (see call centre improvement plan tab) Quality of work

Operatives 

Behaviours

Right First Time

Kept informed

Recommend

Easy to Deal with 

In Progress & On 

Target

 C 1.3 DBC & OPSL are working to  reenergise there community engagement 

activ ity/strategy as the year progresses. (see SV tab for targets and activ ities)

Quality of work

Operatives 

Behaviours

Kept informed

Recommend

Easy to Deal with 

Completed

What are we doing about it now?

Status 

StarT Survey 

Sept 21 

correlation 

D
e

si
g

n

Customer Strategy Improvement Plan, Milestones and Measures
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 D 1.1 Mystery Shopping Quality of work

Operatives 

Behaviours

Right First Time

Kept informed

Easy to Deal with 

In Progress & On 

Target

 D 1.2 Design a partnership communications plan where we can higlight and celebrate 

successes 

Kept informed In Progress & On 

Target

 D 1.4 Use CSAT Feedback across various workstreams to rev iew the processes Quality of work

Operatives 

Behaviours

Right First Time

Kept informed

Easy to Deal with 

Last Repair

Recommend

In Progress & On 

Target

 D 1.5 Colleague Awards: Celebrate partnership and agree awards we would like to work 

on together

Operatives 

Behaviours

Right First Time

Recommend

Not Started

 D 1.6 rLO Audits (to be moved to planned works) Quality of work

Operatives 

Behaviours

Right First Time

Kept informed

Easy to Deal with 

Last Repair

Recommend

In Progress & On 

Target

 D 1.7 Launch customer Charter in OPSL (DBC) Quality of work

Operatives 

Behaviours

Right First Time

Kept informed

Easy to Deal with 

Last Repair

Recommend

Completed

What are we doing about it now?

Status 

StarT Survey 

Sept 21 

correlation 

C
e

le
b

ra
te

Customer Strategy Improvement Plan, Milestones and Measures
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Customer Strategy Improvement Plan – Social Value 

 

 

 
 

 
 

 
 

 

 

 

 

 

 

 

 

 

 

 

 A 1.1 Work experience/ Work placements offered at the Dacorum office work with education establishments and community 

partners to offer their client base structured work 

placement opportunities. This also includes support 

through the kick start scheme. (1 warehouse, 1 office)

In Progress & 

Overdue OPSL

 A 1.2 mock interv iews, CV writing, careers advice workshops delivered careers workshops In Progress & On 

Target

 A 1.3 Number of people hours of informal learning interventions delivered 

not listed elsewhere

DIY workshops? Online creative webinanrs Not Started

 A 1.4 Events attended and contirbuted to, influencing communities to 

support employment and skills opportunities in high growth sectors

job fairs, careers days, employment workshops with 

other partners.

In Progress & On 

Target

Status

E
q

u
a

l 
O

p
p

o
rt

u
n

it
ie

s

Customer Strategy Improvement Plan, 

Milestones and Measures
Description

 B 1.1 Green spaces created or improved in Dacorum Borough clearance of rubbish/waste, communal allotment or 

community garden projects, clearance of vegetation 

to improve biodiversity 

In Progress & On 

Target

 B 1.2 Waste diverted from landfill Fridges, aids and adaptations at voids, donations from 

contrcators for green projects. Work with DBC to 

collect white goods from void properties and gift to 

Dacorum Community trust who will pass on to 

vulnerable families. DBC Tenancy sustainment will also 

be in contact for white goods if any new residents 

need them. 

In Progress & On 

Target

 B 1.3 Carbon zero awareness campaigns/ workshops delivered to 

multiple stakeholder groups 

Carbon zero awareness sessions delivered to staff, 

education establishments, community events, 

residnets. All Climate change initiatives should be 

linked to DBC CAN (Climate Action Network). 

In Progress & On 

Target

Fi
g

h
ti
n

g
 C

lim
a

te
 C

h
a

n
g

e

 C 1.1 Community / public facilities improved by Osborne improve local facilities in the wider community - not 

including DBC property. (major refurbishment)

In Progress & On 

Target

 C 1.2 Donations or equipment/facilities provided by Osborne donations of equipment and materials provided to 

community organisations by Osborne and their 

suppliers. 

In Progress & On 

Target

Ta
c

k
lin

g
 E

c
o

n
m

ic
 

R
e

c
o

v
e

ry
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 D 1.1 Number of community engagement activ ities carried out where we 

have planned works major projects 

Planned works can be disruptive to residents. I f we 

can identify activ ities to put in place linked to the 

benefits of the planned works, this will:

-Show residents we are committed to improving their 

lives, or the local environment depending on the 

activ ity. Etc: bird box installations, litter picks, sports 

activ ities during holidays, DIY workshops, awareness 

campaigns. 

-Local school/college site v isits and sessions on works 

(prov ided these will be significantly big works e.g. 

asbestos removal)

-Promote the partnership and strengthen the 

relationship between DBC, Osborne and supply 

chain. Customers who are satisfied raise less 

complaints 

-Ensure we are always v isible on estates meaning 

customers are able to reach us in different ways, 

potentially decreasing complaints. 

In Progress & On 

Target

 D 1.2 Support DBC Community Action days Osborne to attend community action days offering a 

range of activ ities for residents. This can be DIY, 

Climate change awareness sessions, prov iding skips 

for waste, 

Not Started

 D 1.3 Outreach Activ ities for residents There is an opportunity to work with community 

partners on DBC estates during holiday/ term time. 

These activ ities can range from:

sports and physical activ ity with Active Dacorum hub,

litter picks with local businesses and residents,

supporting local residents associations with already 

existing activ ities

Holiday hunger clubs in areas with the highest child 

poverty (Highfield, Grovefield and Hemel Hempstead 

town)

Not Started

 D 1.4 Improve DBC owned communal/ community areas Creating safer a safer environment for Dacorum 

residents through projects which decrease ABS, 

vandalism, crime. These can include creating murals, 

installing lighting, improving paths, cutting back 

hedges for more v isibility. involve DBC residents in  

selecting some of the initiatives that generate social 

value in the communities they live in this will get buy 

in, but more importantly the value will come from 

direct resident involvement. Osborne working with 

Dacorum can commit to a quarterly project 

nominated by residents to improve their liv ing 

environment. This can be creating raised beds, 

allotments, refurbishing a community space or 

general improvements to community spaces.

In Progress & On 

Target

 D 1.5 Community networking events attended attend community networking events to build 

Osbornes profile in the local area and seek 

opportunity for partnerships. 

In Progress & On 

Target

 D 1.6 Support local community groups in the area with their activ ities Distribute infromation for local events for staff to 

participate in

Community Investment Manager to support local 

events 

In Progress & On 

Target

 D 1.7 Fundraising and volunteering for local causes. raise money and volunteer for a local cause. Can be 

linked with the objective of supporting a national 

chairty locally . 

In Progress & On 

Target

Status

W
e

ll
b

e
in

g

Customer Strategy Improvement Plan, 

Milestones and Measures
Description
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 E 1.1 Create activ ity packs to use with the local community and residnets Osborne can create activ ity packs for various groups 

of residents including children, residents in schemes 

and families. These can be themed to address a key 

issue/ priority e.g. environmental, health and 

wellbeing. Activ ity packs can then be distributed at 

key events, of which some events can be conducted 

online providing the knowledge, technology and 

support is available. 

Not Started

 E 1.2 Webinars for climate change and careers sessions Osborne can provide webinars for employability 

sessions, and carbon zero agenda using available 

technology. Many high schools and colleges have 

the means to connect online therefore we have the 

opportunity to engage with more students v ia a 

variety of platforms. We will also be able to future 

proof webinars through recording them, making sure 

they can be used continuously. 

Not Started

 E 1.3 Buddy club- for people in isolation Osborne and DBC can run a buddy club whereby 

vulnerable residents are paired with a colleague for 

a wellbeing call once a week/bi-weekly. Calls will be 

informal and put in place as well-being tools. Buddies 

will be asked to refer any serious matters to the 

relevant contacts. Buddies cannot give any 

money/debt advice, medical advice or get involved 

in family matters. These will strictly be limited to 

hobbies, activ ities and general wellbeing. The Buddy 

club will work strictly on a referral basis through DBC. 

The buddy club will be limited to DBC residents. 

Benefits: resident engagement, well-being for people 

liv ing in isolation, ability to deal with issues regarding 

our contractual serv ices before they become a 

complaint or a serious well-being issue. 

Not Started

Status

C
o

v
id

1
9

 R
e

c
o

v
e

ry

Customer Strategy Improvement Plan, 

Milestones and Measures
Description


