
	IMPROVEMENT TARGETS
	Baseline


	02/03


	03/04


	04/05


	05/06


	06/07



	Satisfaction with responsive repairs
	7.25 out of 10
	7.5 out of 10
	7.75 out of 10


	8.0 OUT OF 10
	8.0 OUT OF 10
	9.0 OUT OF 10

	Satisfaction with programmed repairs
	8.8 out of 10
	Above 8 out of 10
	Above 8 out of 10
	Above 8 out of 10
	Above 8 out of 10
	Above 8 out of 10

	Property Management Satisfaction levels
	

	Education / Social Services


	52% good/better
	54% good/better
	56% good/better
	58% good/better
	60% good/better
	60% good/better

	Housing Services


	27% good/better
	30% good/better
	35% good/better
	40% good/better
	45% good/better
	50% good/better

	Finance Services


	28% good/better
	30% good/better
	35% good/better
	40% good/better
	45% good/better
	50% good/better

	Satisfaction Levels of Quaywatch users


	92% good/better
	92% good/better
	92% good/better
	92% good/better
	92% good/better
	92% good/better


	TIMESCALE
	ACTION POINTS

	ACTION REQUIRED
	COMMENCING
	RESPONSIBLE 

OFFICER
	RESOURCE

	SHORT TERM
	Improved liason with on property maintenance issues prior to works
	Appropriate meetings to take place with client representatives
	Ongoing
	JD
	Existing

	
	Working with Building Control to speed up demolition of redundant buildings
	Improved communication with Building Control to minimise surplus property costs
	Ongoing
	Case Officers
	Existing staff

Funding from Capital receipts or funding bid

	
	Create better communications between subscribers and Quaywatch personnel regarding service improvements.
	“Key contact” card to be produced for subscribers

Internet website to be established

Canvas level of support for monthly meeting

Produce Quaywatch newsletter

Improve billing process
	August 2002
	BB/PD
	Existing

	MEDIUM TERM
	Improved liason with Housing Services for Capital repairs for estate improvements
	Complete Shops Review & report to Housing Directorate on repair & condition 
	October 2002
	AB
	Existing Staff 

Funding - HRA

	
	Expore benefits of private sector Facilities Management operations 
	Liase and consult with other authorities to develop action plan.
	May 2003
	EEW/DH
	Existing

	LONG TERM
	Hold regular meetings with internal customers to seek feedback
	Service manager to meet client representatives quarterly
	Ongoing
	Service Manager
	Existing

	
	Improving provision of timely advice
	Clearly establish date when advice is required
	Ongoing
	All
	Existing

	ACHIEVEMENT
	
	
	
	
	

	
	
	
	
	
	


OUTCOME TARGET AFTER REVIEW








TO PROVIDE A HIGH QUALITY SERVICE RESPONSIVE TO CLIENT NEEDS





IMPROVEMENT THEME 








IMPROVE CLIENT SATISFACTION WITH THE PROPERTY SERVICE
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