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SUBJECT MATTER/RECOMMENDATIONS 
 
Review of the level of customer satisfaction with GYN day to day repairs service.  
 

 
1. Background 

 
1.1. Since 2014 GYNorse (GYN) as the Council’s Joint Venture partner manages 

the asset maintenance, day to day repairs, capital and planned works for the 
Housing stock on behalf of Great Yarmouth Borough Council. 
 

1.2. GYN as part of the partnership operates the customer contact centre for 
repairs reporting, timetables in day to day works and manages the operational 
delivery of the reported repairs.  
 

1.3. At both the GYN Liaison Board and through the GYBC Quarterly reporting 
framework statistics are gathered in relation to customer satisfaction for both 
the reporting service and operational delivery. Historically these statistics 
have reported results of over 95% satisfied. 
 

1.4. The total number of repair requests received over the five year operation of 
the partnership averages over 17,000 per year although requests are now 
reducing there has been significant demand on the service. Details of the total 
number of repairs received from 2015 – 2019 is attached for information, 
Appendix 1 
 

1.5. Of the jobs reported on average 97% are completed with the remaining either 
being cancelled by the tenant or unable to complete because of no access, an 
overview of the number of jobs completed is available for information, 
Appendix 2.  
 

1.6. This report looks at the collation process for the customer satisfaction 
information and tests a further sample of requests from the July 2019 reports. 
 

2. Current Position 
 

2.1. GYN record repairs direct from the customer on to the Councils OHMS 
system this registers the request for the repair and raised an order within the 
GYN process. As part of the recording of this repair the Customer Service 
Operator will take a note of contact details for the customer, if not already on 
the system, and if a responsive repair will then go on to book a timeslot for the 



works to be completed.  
 

2.2. Responsive repairs cover any item which can be undertaken by an operative 
on a task and finish basis for example but not exhaustive; blocked drains, lock 
replacement/repairs, door/window adjustments, replacement taps, electrical 
works etc. 
 

2.3. More significant repairs are reported using the same system but will vary in 
relation to resolution as it may be necessary to book an Inspection visit to 
detail works required or refer to the Asset Management team for completion 
as part of a programme or capital delivery.   
 

2.4. At the point of the repairs report the data collection process for customer 
satisfaction begins by identifying;  
 
• the address 
• date of the repairs report 
• works requested, whether rechargeable work (this will be agreed with 

then tenant if appropriate before continuing) 
• contact details 
• times available – booking of works. 

 
3. Process 

 
3.1. From the collation of the above data the current process commences. The 

current system is not electronic at any stage. Customer Service Advises are 
tasked following the completion of the works to re-contact the customer 
requesting their participation in a customer survey regarding the repairs 
undertaken. 
 

3.2. Currently GYN are tasked with obtaining a 10% response level in relation to 
repairs reporting. Throughout the partnership although calls made reach and 
exceed the 10% minimum the number of surveys completed falls short of this 
percentage being on average between 4 and 6%. Attached to this report is a 
detailed breakdown for the period April to July data is included for August 
although only part month information was available at the time of completing 
this report, Appendix 3. 
 

3.3. Property and Asset Management have also undertaken to contact a sample 
of customers, not previously contacted by GYN, from the July repairs 
reporting schedule, the results of which are identified below. 
 

July Repairs Calls - Information   Data 
Collected 

Number of calls made 85 
Number of surveys completed 30 
Very or fairly satisfied with the Contact Centre 100% 
Did the operative arrive at the pre-arranged time 100% 



Did the operative work in a clean and tidy manner 100% 
How satisfied were you with the repair 100% 
How satisfied were you with the operative attitude 100% 
Overall how satisfied were you with length of time 
between reporting and completion of works 

90% 

 
3.4. It can be seen from the number of calls undertaken in comparison to the total 

number of surveys completed that this is both time consuming and limited in 
relation to outcomes. 
 

3.5. Although a relatively small sample by Property and Asset from the overall list 
this data does mirror the data collected through the GYN process. 
 

3.6. The results of the survey overall identify that call handling, pre-arranged 
visits, Operative working in a clean and tidy manner, their attitude to the role 
and the overall standard of the repair are all on above the 95% satisfaction 
level and some significantly higher, as with the sample undertaken by 
Property and Asset.  
 

3.7. There are areas currently recorded which continue to be an area of work for 
GYN included ensuring that all Operatives produce proof of ID on arrival at 
the property. Although usually in an identified vehicle is it is important to give 
tenants the opportunity to review their ID information before they enter the 
property.  
 

3.8. Response in relation to the length of time between contact and completion of 
the work is also an area of lower levels of response averaging above 90%. 
Clear information needs to be given to the tenant at the time of reporting the 
repair to ensure there are no misunderstandings regarding completion 
timescales.  
 

3.9. The Council and GYN now utilise the HouseMark data collation service to 
measure deliver against similar national and regional organisations. Annual 
targets are set based on a minimum of the average HouseMark delivery but 
also consider previous performance whichever the higher.  
 

4. Moving Forward 
 

4.1. As has been shown by the information above the collection of this information 
is both resource intensive and provides survey information for only a small 
sample of the overall number of repairs completed.  
 

4.2. GYN are currently looking to introduce a more automated system. This will 
offer tenants the opportunity at the time to provide feedback and should 
increase the overall levels of information. The new customer satisfaction 
survey will include the ability for tenants to: 
 
• complete an automated telephone questionnaire at the point of reporting, 



tenants will be transferred to a confidential automated line before the call 
is terminated. 
 

• Operative are moving to digital tablets (PDA’s) for work scheduling this 
will mean that following the completion of the repair the Operatives will 
request tenants complete a short digital survey on their PDA before they 
leave the property. This facility will be both confidential and easy to use, 
the operative would pass the PDA to the tenant to tick a number of boxes 
and then press submit, at that point the data will no longer be visible to 
the Operative.  

 
• The introduction of this type of technology will reduce the amount of 

resource required for telephone call backs and is hoped will increase the 
overall number of surveys collected in relation to customer satisfaction.  

 
4.3. It is hoped that the digital survey system will be introduced during 2019/20 

however the current process will continue until its introduction. 
 

5.  FINANCIAL IMPLICATIONS 
 

5.1. There are no additional financial implications as part of the introduction of the 
electronic customer survey proposals. GYN are moving to electronic works 
orders for operatives and the system will be implemented as part of this 
improvement. 
 

6. RISK IMPLICATIONS 
 

6.1. None  
 

7. RECOMMENDATIONS 
 

7.1. To receive the report and associated data. 
 
 
Area for consideration  Comment  
Monitoring Officer Consultation: N/A 
Section 151 Officer Consultation: N/A 
Existing Council Policies:   

Financial Implications (including VAT and tax):  Considered 
Legal Implications (including human rights):  None 
Risk Implications:  None 
Equality Issues/EQIA  assessment:  None 
Crime & Disorder: None 
Every Child Matters: None 
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