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Compliance and Repairs Service Update
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Compliance Update

Working Together



Damp and Mould “Task Force”

Working Together

https://www.brentwood.gov.uk/repairs-and-maintenance#useful-documents

• Task force in place, including designated ownership of active repairs, 
surveyor visits, senior management governance 

• Updated media, including online, physical and in person communication 
• Surveys and Calls made, proactive approach to identify cases (lower than 

anticipated demand)
• Active monitoring and shared information on problematical properties
• Designated resource
• <10% of active case relate to “mould” issues 

https://www.brentwood.gov.uk/repairs-and-maintenance#useful-documents


Performance overview – Case Management
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Total Overdue Linear (Overdue)

Positives:

• Work In progress (WIP) maintained less than monthly demand
• Age profile has reduced by 50%
• Less than 2% now over 60 days aged

In Progress:

• Reduce age profile to less than 10% of all actives cases
• 0 cases over 30 days aged



Performance overview - Escalations
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Positives:

• A reduction of queries from 9% to to 3% (escalated)
• Consistent demand, circa 750 pm
• Resilience to above average demand

In Progress:

• Reduce queries received to <1.5%
• Operative productivity and engagement



Performance overview – Time Taken
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Positives:

• Reduction in time take to complete repair, average down from 
18 days to 11 days

• Target being achieved 

In Progress:

• <10 day end to end for average for repairs



The Next Steps

Working Together

Call Centre Performance – improvement needed

Operative Engagement – productivity and reliability of message

Perception - increase satisfaction 

Communication – consistency required

Resident engagement – increase presence 



Thank You Any Questions
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