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Crawley Borough Council

CH/128

Report to Cabinet
10 July 2013

Extension of Gas Servicing & Maintenance Contract
(Crawley Homes)

Key Points

The Gas Servicing & Maintenance Contract with EPS Group Limited (EPS)
commenced on the 1% April 2009 for a period of 5 years. Mitie Property Services (UK)
Ltd (Mitie) took over the contract when they acquired EPS in November 2009.

This contract may be extended for a further period of up to 5 years as set out within
the original Tender & Contract Documents, at the discretion of the Council.

Mitie continue to provide excellent service & value for money for the Council, as
demonstrated within a recent ‘full system audit’ of the service operation.

Mitie's performance over the previous five years of the contract has met or
exceeded expectations, as evidenced by the achievements against targets in
Appendix 1 and Appendix 2.

Mitie continue to work in close partnership with some of the Councils other work

streams within Crawley Homes (Responsive Repairs & Planned Maintenance) that
have led to significant benefits for both the Council and residents.

Recommendations

The Cabinet is recommended to approve the 5 yea r extension of the Gas
Servicing & Maintenance Contract for the period 1 A pril 2014 to 31 March 2019.

KAREN DODDS
Head of Crawley Homes
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Background

At the meeting of CHAG (Crawley Homes Advisory Group) on 10™ July 2012, the
Group received a report outlining the success of the current Gas Servicing contract,
and findings of the recent Audit Report.

Mitie took over the original contract from EPS in October 2009 when they acquired
the company.

Provision within the European Journal advertisement allowed for an extension
of this contract for up to a further 5 years from 1% April 2014. This is ‘at the discretion
of the Council'.

Cabinet approval is required for the extension of any contract where the
contract value exceeds £400K.

To carry out a full re-tender of this contract would require a period of approximately
12 months and cost in excess of £100K, as specialist procurement and legal advice
would be required from external consultants in addition to staff time.

Performance of Mitie

The contractor’s performance is measured with KPIs and monitored at regular
monthly core group meetings.

One key target is to ensure that the Gas Servicing & Safety inspections are carried
out within statutory requirements of a period not exceeding one year. Mitie Gas
continue to achieve access to properties and complete servicing to ensure that the
Council’'s landlord obligations are fulfilled regarding Gas Safety Compliance. For
many months in succession they have gained 100% access for compliance.

During 2012/13 a total of 8192 appliances were serviced and/or inspected. Mitie
attended a total of 9466 call outs for breakdowns & repairs. Resident satisfaction also
remains very high within this service area. In the recent Star survey on customer
satisfaction the gas service received an exceptionally high satisfaction rating for this
type of survey of 90%.

A regular monthly compliance audit is also undertaken by Gas Advisory Service (G-
A-S) who carry out independent follow up quality control checks of Mitie. The findings
are reported monthly at the Gas core group meeting, with any findings immediately
corrected as set out in Appendix 3.

Other achievements are:
Mitie carry extensive van spares achieveing a first time fix rate for 2012/13 of 94.35%

Mitie have a policy and work closely with Central Sussex College to ensure that local
labour and apprentices are employed on this contract wherever possible
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Value for Money

The Council works in close partnership with Mitie to ensure all their service areas are
carried out in an efficient manner using regular service reviews and ‘systems
thinking’ in some areas of the business, and offering value for money for the Council.

It has been agreed as part of the discussions with Mitie on the contract extension that
a System Thinking Intervention (STI) will be carried out, and the start date has been
set for 3 July 2013. The STI will be done as part of the planned works intervention as
the gas service forms part of the planned and cyclical works carried out to properties.
Mitie will have 3 of their gas team on the intervention plus a further 2 from the
Planned team and their senior manager helping to lead the intervention.

As part of the STI Mitie have been advised of the likelihood that the Council would
want to move to an open book, cost plus arrangement as operated in the responsive
repairs contract. Although certain risks are then borne by the Council such as
redundancy costs negotiated as part of a specific business case, more cost certainty
is achieved as there is no cost built in to cover such risks. This method also provides
the Council with more understanding of the costs and better control in order to
reduce cost. The open book model has led to significant cost savings in responsive
repairs.

Mitie are currently carrying out boiler replacements as part of the planned works
programme. Their financial model & install rates have been tested against other
contractors during 2011 tender exercise carried out by Wates Living Space. These
costs are regularly reviewed by our Quantity Surveyors, and benchmarked against
other local authority tenders and national benchmark rates.

A full service review was carried out at the beginning of 2012, and a number of
recommendations put in place to enhance the work undertaken by Mitie Gas, at no
additional cost to the Council, for example Mitie now operate/test and record the
location of every smoke detector within a property, giving vital information to assist
with planned maintenance and asset management of the housing stock.

Mitie also check & operate the mains stopcock in every home (something that the
Council’'s Insurers deem as very beneficial)

Ward Members' Views

The recommendations are not ward specific. CHAG have been informed of progress
within this contract

Staffing, Equalities, Financial and Legal Implic  ations/Powers

There are no implications for Council staff as a result of the contract extension.
There are no known equalities or diversity implications.
The contract with Mitie has an estimated expenditure of £1.28 Million for 2012/13

The recent System Audit has confirmed that all financial procedures are operating
correctly, and that the contract offers value for money.
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The planned works boiler renewals are benchmarking costs, and cost analysis is
carried out by our independent Quantity Surveyor. These costs demonstrated value
for money.

As mentioned in paragraph 3.3, a contract extension up to a further 5 years
from 1 April 2014 is ‘at the absolute discretion of the Council'.

Under the Council's Procurement Code, any contract that expressly provides
for an extension may be extended provided that the Council is satisfied that
best value will be achieved and the extension is reasonable in all the relevant
circumstances.

Where the contract value is over £400,000, as is the case with this contract,
such an extension requires the agreement of the Cabinet.

Risk Implications

There is a risk in extending the contract that the Council fails to get better value for
money that it could have achieved if it went out to tender. This risk is however
mitigated by applying the open book model referenced in 5.3

Any procurement exercise undertaken would be a through OJEU and would carry a
significant additional cost.

Environmental Impacts
The boiler replacements contract provides significant carbon reduction.

Reasons for the Recommendation

Mitie have achieved the performance required of

them (paragraph 4) and worked in close partnership with the Council
(paragraph 5) to achieve additional targets, including high levels of
satisfaction from Crawley Homes tenants.

In extending the contract will achieve significant savings for the Council

for the duration of the contract, and allow for any changes to the specification
following the upcoming Systems Thinking Review, prior to the next re-tendering
exercise.

Background Papers
None

Contact Officer:- Tim Honess
Direct Line:- 01293 438638
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APPENDIX 1

Gas compliancy Sl e
1 April 2010 - 31 March 2013 e
Sy
2010/11 2011/12 2012/13

PI Code |Short Name
Value Target Value Target Value Target

Percentage of dwellings that

i 99.99% 99.9% 100% 99.9% 99.93% 99.9%
have a current gas certificate

CH-M-6
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APPENDIX 2

KPI's
Apell 12 - Mareh 13

CRAVILEY KPT'5 Aprl Way June Ty September | Ociober | Wowember ]| December | January | TAve 1o date
[Compllanca 100.00% TOEOTS 94 95% HE HE| 100 L0%| R 100.00% SR | 95.98%|
Total Job Compiata In monin 1,243 1,545 1471 1,362 1,265 1,067 1,731 1,652 17,558
Mumbsar jobs completed
rEEpanse repare 6az2 527 335 1002] 1002 EIE 1038 9 EE 3,456
CP1Z2E ETi 224 831 = F 62 [EH a3 8,132
Tosal 1,243 1471 1,226 T34 1,268 1,057 1,791 1,652 17,658
[Reepones repaire completea
CCH's 41 22| 5| 105 15 120 124 125 137] 1,083
E 1-Emergency -Allend within 3 hours 1] 2 1 13 2 1 2 4 F3
EZ-Lrgen Atleng within 24 Hows 236 182 253 364 203 132 282 174 145 3,090
L-rgent (Tday Crders) 233 132 324 40 02 E1E [=5 532 BE1 4,846
R-Mon Unjent (35 Ciays Croers) 7 15| Z 41 [5] 46 57 58| E1 435
EE] 527 - [ 002 a02 VS 1,093 01 235 3456
[Rs=pones repalrs_Ratlo per pric ity
CCH's 14.22% 77E%| SET%| 10.58% 11.26% 110.B03%|
E 1-Emergency -Aslend within 2 hours C.O0% 0.00%| 0.23%| 0.10%| D.05% 10.24%|
EZ2-Urgent Same Atlend wiliin 24 Raurs S0.2C8% L2 A% A1.01%) 26.33%) 23 3d% 35.35%|
L-Urgent (Vday Orders) 35 15% 24 21%)| 4561%| 45.20% 52.60% E5.23%)| 45.24%)|
F-Hon Ungent (25 Days Croers) 0.25% £.12%| 4 55%| 4.09%,| £.18% 113 4.33%|
[Cempretan Falures _(no.of Joba]
COH's [1] [T [1] [1] ] 1] [T [1] [1] ] [
E 1-Emangency -Allend within 2 hours 1 U [1 [1] 1] [i] U [1 [1] 1] [{]
EZ2-Urgent Same Atlend wilhin 24 HOUE 1] 1 [1] 1] 1] 1] 1 [1] 1] 1] [
L-Jrgent (Tday Orders) 1] [V EI [1] 1] 1] [V EI [1] 1] [x]
Iﬁ-\lm Urgent (25 Cays Croers) [ 5 o 1 [ 1 5 o 1] [ 0
[Compretion Faluree %
CCH's 0.00% D0.00%| [T 0.00%| I0.00%| 0003
E 1-Emergency -Aslend within 2 hours C.O0% 0.00%| [ CL00%| 0.00%| 10.00%|
E2-Urgent Same Atlend wilhin 24 Raurs [L00% 0.00%| [L00% 0.00%| 0.00%| 0.00%|
L-Urgent (7day Crdars) 0.00% D.00%| [.00%% 0.00%| 1000 10007
m&’ﬂlﬁeﬂ 05 Days Oroers] T T T 0% T T
Complations In Target %
COH's 100.00% 100.003%| 100.00% 100.00% 100.00%| 100.00%|
E 1-Emangency -Allend within 2 hours 100.00% 100.00%| 100.00% 100.00% 100.00%| 100.00%|
EZ2-Urgent Same Atlend within 24 Hours 100.00% 100.00%| 100.00% 100.00% 100.00%| 100.00%
U-Urgent (Tday Ordars) 100.00% 100.003%| 100.00% 100.00% 100.00%| 100.00%|
F-Hon Ungent (25 Days Croers) 100.00% 100.00%| 100.00%,| 100.00% 100.00%| 100.00%|
[Rs=nones repair appoiniments rvisitz]
numiber of appis ma 562 1,002 235 485
Alended within TImes!o! (5] 1,002 o8 3485
% Appainiments kapt 100.00%| 100.00% 100.00%| 100.00%|
N R PESITMEnTE] IS HE]
[Senilce appoiniments 70| 732 a5 8132
Alended within Timeslot TO| 73 S5 B132|
% Appoinimenis kagpt TI0.00| .05 100 00| TO000|
End fo end fime scales | |
[BO-Emengency (Hours) E 3 4 -E 2] 3| & 4 3 4 3| 4 El
E 1-Urgent Sa Hours) 17 22 12 L] 10 El g 17 E L] 3 4 10
EZ-Urgent Mexd [Cays] E 3 E H| H 2| 4 3 2 3| [ 51 3
[ES-Hon Urgent (Days) 7 11 [E 1] 0 1 E E 7 7] 3 5 =
Eraakdown 1zt Fle Stats
Fe completed on 15t \Vish £47 E37 S28 &1 378 F24) 243] C38 S1E 1044 537) 2210 8311
Mo complsted an 2n; k 32 ES 22 1z 16) EE] o 61 57 45 B9 E3] 503
o complsted on 3rd Vsl £ 1 2 4 1 & 3| 8 2 E 4 3 48|
=21h it 1] 1 [1] 0 1 1] [1] 1 [1] 1 2 4
Tosal 682 E73 £50 52ﬂ 325) SE2] 1002] 1002 C7S 'D?ﬂ 201 EE 3465
[Ereakdown 1st Fix Stats %
%= completed on 151 Vst 2437 SE9E%| 257 0% 93.85% 95.00% B2.18%| 34.35%|

3 4.55% 226%| 4.03%]| =+.85% 448% 5.31%| 2.05%|

D24% D.7E%| 025%| 0.21% 0553 1.20%) 10.45%,

=21h wislt % [L00% 0.00%| CL00%| % [L00% 1] 0.20%| 0.04%|
Total 100.00% 100.00%| 100.00%| 100.00% 100.00% 100.00% 100.00%| 100.00%|
snnual Gae Sarvice 1et Flx State |
o complsted on 15t \Visht 421 [£]3 572 521 513 174 21 553 L7 5971
MG compieted an 2no VIsk 24 133 148] 17 141 [£] 10 1'E| [ 1402
Mo completed on 3rd Vsl 22 75 56 24 al 21 14 i3 7] 423
=21h il a2 40 55 23| 3 28 17 TE| 42 Fa0)
=l 567 234 321 70| 732 286 52 632] 55| 8132]
[EAra] 525 Sarvice 181 FIx St
35 com| d on 15t Vish T4.25% FE.£3%| TR 83.13%)|
%5 com| d on 2nd Visk 16.56% 12.35%)| 15.90% 17.33%)|
% COMm| d on 3nd Vst S11% T_94%| T4% 1.3E% E.ET
=21h sl % 4.06% 4.24% EE2%| 3.29%) 5.05%) 231% S.B7%)
Tosal 100.00% 100.00%| 100000% 100.00%| 100.00% 100.00% 100, 00%| 100.00%|
[Cuslomer satelacton T
number of tenants cantacted 126 [ 80| B3| 3 &5) 52 103] 79 1015
MG of t2nants SateNed win Cwearall Servics 128 [ 73 B =4 [ 22 103] EE] 1017
satsriad with qualty of repalr % 100.00% 00.00% 9B.7E%| 26.55%) 100.00%| 100.00% 100.00%% 100.00%) 100.00%| 95.78%)|
Compilainte
o _recefved in morih 1 1 [ 1 1] [1] 3 3 [ 1 1 5 iE]
%% of complaints against no of jobs completed 0.08%| D.DE%% 0.00% 10.07%| 0.00%| 10007 0.17%| DAT% 0.00% [T 0.08%| 10.30%| 0.11%|
[SUaTy Comiral Chechs
g of CC's Comipleted In monih 47 42 74 3B 55 141] 1&Q] [ 11€ 183 120) 111 1235
QT Pass Rats % 100.00% 100.00% 100.00% 100.00%| 100.00%| 100.00%| 100.00%,| 100.00% 100.00% 100.00% 100.00% 100.00%| 100.00%|
Mo of Calls taken
g taken In month [
[z unans N monin 0
%5 answered DT FDIT! 2DIVID! 201V F0IVID
[FEpaTtants Zeodente | | | | | | | | | | | |
[riz In mantn 0 [1] i 1| 1] 1| ] | i 1| 1] 1| 1|
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LANDLORD: Crawley TYPE OF INSPECTION: Service ¢
CONTRACTOR: Mitie 8 a S
achisory
Quality Contrel Summary Sheet 2012/2013
j2C's Apr-12 May-12 Jun-12 Jul-12 Aug-12 Sep-12 Oet-12 Mowv-12 Dec-12 Jan-13 Feb-13 Mar-13 Total 2012-2013
Actual 38 32 42 33 40 37 20 30 22 33 35 21 388
38 3 41 3z 40 38 20 30 22 33 3z 17 378
0 1 1 a 0 1 1] a 0 0 3 4 10
100% B7% 5% 100% 100% B7% 100% 100% 100% 100% 81% 21% B7%
0% 3% 2% 0% 0% 3% 0% 0% 0% 0% 0% 15% 3%
Total J 2012-2012)] 383 |
Program Vol
Apr-12 May-12 Jun-12 Jul-12 Aug-12 Sep-12 DOet-12 Maow-12 Dec-12 Jan-13 Feb-13 Mar-13 Total 2012-2013
35 35 35 35 25 35 32 32 2 a2 32 30 400
Cumiative Vol
Apr-12 May-12 Jum-12 Jul-12 Aug-12 Sep-12 Oet-12 Mow-12 Dec-12 Jan-13 Feb-13 Mar-13 Taotal 2012-2013
35 7 105 140 178 210 242 274 308 338 370 400 400
W Mianzh
Apr-12 May-12 Jun-12 Jul-12 Aug-12 Sep-12 Oet-12 Mow-12 Dec-12 Jan-13 Feb-13 Mar-13 Total 2012-2013
3 -3 7 4 5 2 -12 -2 -10 1 3 -G -17
10B.6% B1.4% 120.0% 111.4% 114.3% 105.7% 82.5% 3.8% B8.5% 103.1% 108.4% 70.0% B7.3%
Total 2012-2013
10B.6% 100.0% 108.7% 107 8% 108.1% 108.6% 102.5% 101.5% 08.0% 08.5% B9.5% B7.3% 0.0%
JLEGEMD
C = Completed
WO = Works Cutstanding
JPETC = Pass=d Back To Client
0 = Other (See Addiional Information)
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