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1.0    Introduction 
 
1.1     This report is the outcome of a detailed Resident Scrutiny Panel (RSP) investigation into 

the way in which Ongo Homes works with external Contractors. The investigation was 
conducted between March to June 2016. 

 
1.2    Throughout the duration of the investigation, the RSP endeavored to uphold the key     
          principles relating to its scrutiny work;  namely that the group: - 

 
 Work on behalf of Ongo Homes residents, ensuring that Ongo provides resident 

centered services of the highest standard, thus ensuring that residents are at the 
heart of the business. 

 Provide an independent check and critical challenge to drive up and influence  
improvements to standards, processes and performance. 

 Ensure that Ongo embeds the new national regulatory framework on delivery of 
both organisational and local offers by monitoring and challenging these 
standards.   

 Form an effective but independent part of the management structure within Ongo, 
together with the Ongo Board and Executive Management Team. 

 Ensure that Ongo is a well-managed, viable organisation, which places residents at 
the heart of its business delivery through resident led scrutiny. 

 
1.3   The trigger for the RSPs decision to investigate “External Contractors” was as a direct     
          result from a request made by Community Voice. The investigation was to consider the    
          customer care and service provided to Ongo Homes customers.  
 
1.4   The following people were involved in undertaking this investigation: 

 
            Scrutiny Panel Members   Supported By 

   
      Tony Sanderson (Chairperson)  Karen Cowan                
     Victoria Fernandez    Wendy Wolfe 
     Bill Drinkeld    Jennifer Allen 
     Tim Mills 
     Malcolm Borill 
     Carol Lightburn   

            
1.5 The report includes the methods used by the RSP and outlines the findings from their       

investigatory work which provides the evidence base for the recommendations to improve   
the service provided by the external contractors. 

 
1.6  The RSP extend their thanks to the staff at Ongo for their support and advice throughout   

the investigation and for those staff who were willing to take part in the interview process. 
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2.0  Scope of the investigation 

 
2.1  The investigation involved an overview of a sample of external contractors who work within  
        Ongo Homes properties and the local communities. 

 
2.2  The panel agreed to focus their investigation on the following contractors: 
 

 Decent Homes (Matthews & Tannert) 
 Gas Servicing & Repairs (Sure) 
 Window Cleaning at Sheltered Schemes (Clean as a Whistle) 

 
2.3  It was decided by the RSP that the following service areas within Ongo would be    
        included in the scoping work for the investigation: 
   

 Sheltered Housing  
 Regeneration 
 Procurement 

 
3.0 Background 

 
3.1  Following reports of possible bad practices and allegations of unacceptable behaviour from   
        some of the contractors working on Ongo Homes properties, it was a decision made by    
        community voice that the scrutiny panel be asked to look into all aspects of contracting   
        work. 
 
3.2  The scrutiny review would help Ongo Homes to improve the flow of compliments and  
         reduce the need for complaints and identify any improvements when working with    
         contractors in the future.   
 
4.0  Methodology 
 
4.1  To enable the RSP to find out more information they agreed on a program of interviews    
         involving managers and staff from the relevant service areas. A list of questions were  
         developed and members of the panel conducted the interviews and recorded the answers  
         provided (see appendix 1 – question sheet). 
 
 4.2  The panel looked at the specifications and remit of the contractors for Gas Safety,    
         Window Cleaning and Decent Homes work. This focused on customer care - how    

      they keep tenants fully informed of works to be carried out, VFM, catering for the     
vulnerable (are those involved aware of tenants individual needs, how do they consult with 
leaseholders and private residents, are there are any procedures in place to complete 
works to agreed specific time scales and standards etc.   
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 4.3  The RSP analysed the performance on customer satisfaction and spotlight 
         reports to identity any potential areas that may require more detailed explanation when  
         conducting the interviews with staff or contract managers.  
 
4.4  The panel read copies of minutes from contractors and management meetings to obtain   
         more knowledge and help them check the service provided by the contractors within Ongo   
         Homes.  
 
5.0 Findings 
 
 5.1    The main findings for this investigation were derived from the following sources: 
           

 Contractual agreements 
 Meetings with contract managers 
 Internal paper work including minutes of meetings held between Ongo and 

contractors 
 Questions sent out to contract managers (see appendix 1) 

 
5.2  Contracts were scrutinised from three external contractors, for the purposes of this  
        investigation it was agreed to take three sample contracts (large, medium and small).  
    These include: 
 

 Sure 
 Matthews and Tannerts 
 Clean as a whistle 

 
5.3   Throughout the scope of the investigation the RSP found certain areas that were working  
         well between Ongo, the contractors and residents. They also identified certain areas that  
         required further improvement. 

 
 5.4  Ongo appears to have a fluidic approach when communicating with contractors and will   

    react according to the contract and its size. Although it is felt that Ongo communicate well  
         with contractors it is also felt that some contractors may have failings when responding.  
    Meetings held with contractors highlighted that the format of minutes could lead to  
    confusion.  However, the format used with Sure Contractors was clear and comprehensive  
    and could be used as good practise when working with other contractors (see appendix 2). 
 
 5.5  There appears to be some issues with how the contractor communicates with residents.  
          For example when work is started on premises, tenants are not always made aware of the  
          times and dates. 
 
 5.6  It was also identified that contractors are not adhering to some of the contract  
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    specifications, e.g. using ID cards when visiting tenants’ homes. This has  
    also been identified as a problem with sub contractors. 
 

  5.7  Reports had been made that Sure contractors have not been sending out gas safety   
    certificates on completion of the gas servicing carried out.  However, since the start of this   
    investigation it has been noted that some improvements have been made. 
 

5.8  Investigation & Interviews with Staff: 
 
The RSP members met with staff who are responsible for the contracts and further 
information from the interviews is provided below:  
 
Meeting with Philip Woodward and Irene Leaning 
Contractor: Sure 

 
 RSP members met with Philip and Irene about the contractor Sure (See appendix 1). 
 

    Philip is the Gas Compliance Officer and he ensures that the people undertaking gas work      
    have the necessary skills and qualifications to perform the task (both internally and   
    contractually).  He has taken on the contract work for Decent Homes and this includes post     
    inspections (part of the contract work includes providing gas safety certificates to residents). 

 
  Irene is the contract administrator and is the first point of contact for Sure, dealing with any 

problems and issues, e.g. access for Sure when performing gas safety checks. Sure will send 
the original appointment and follow up letters. If the Tenant Liaison Officer (TLO) visits three 
times and there is no access to the property then it is referred back to Irene for further follow 
up. 

 
  The contract is a Northern Consortium Framework, JCT frameworks (it’s a two part document 

to include the main contract and specific requirements). It started on 1st November 2015 and 
will last for 3 years with a 12 month option to extend. 
 
Monthly meetings are held in a set format, covering performance issues, complaints, 
compliments etc. 
 
Monthly spotlight reports are generated and performance is monitored through Voluntas. 
 
Feedback is very mixed and communication with customers can be challenging, especially 
with modern technology and customers who regularly change their contact details.  
 
The subcontractor is CD Services in Hull as recommended by Ongo. They are responsible for 
service and repair to non domestic gas installations included in the Sure contract. They have 
to work to the contractual specifications including things such as ID badges.  
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New staff need a gas safety regulations card. The system in place is such that prior to work 
they require an Ongo ID card. There is an added bonus in that Philip gets to meet the person 
and checks legal requirements for managing gas regulations. 
 
If performance is not met to contractual standards then Ongo can outsource the contract 
and invoice Sure to cover additional costs. 
 
It was reported that customers were not receiving their gas safety certificates. Philip pointed 
out that this is the responsibility of Sure and he would look into it. 
 
It was also suggested that the wording of the letter from Sure be changed to indicate that if 
the customer does not receive the certificate then they should contact Ongo (see 
recommendations for further information). 
 
Meeting with Helen Wright and Darren Bonner  
Contractor: Clean as a whistle 
 
Darren is the Sheltered and Retirement Scheme Officer responsible for building 
management and Health and Safety for 16 schemes. His role involves dealing with tenants 
and helping to improve the schemes, including managing small contracts. 
 
Helen is the Support Services Manager and is responsible for the support services team. This 
includes BME support, sheltered housing, tenancy support and financial inclusion. She has 
direct responsibility for Safeguarding Adults throughout the organisation and for Health and 
Safety within her service area. She also oversees contracted works within her areas. 
 
As the contract for the window cleaner (Clean as a Whistle) is small and various factors have 
to be taken into account (e.g. weather), the contract is administered on a more informal 
basis than that of larger ones. 
 
Helen agreed and planned the timescale for how often the contractor would attend (this 
could vary depending on the location), for example, Lincoln Court requires more visits than 
rural schemes. The sheltered and retirement panel were consulted on the specification for 
the works and the contract was put out to tender. The successful contractor was then 
consulted on the final details for the work included in the contract. 
 
The new contract allows for all windows to be cleaned, although initially complaints were 
received over the use of the “pole and reach” equipment. Helen explained this in more detail 
to the RSP. 
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The contractor must stick to a pre arranged timetable (weather permitting) and is monitored 
by the tenants. Tenants were informed when the contract was due to start and the frequency 
of visits.  
 
The contract is for a fixed period with the facility to extend if agreed. 
 
The contractor is required to have certain policies in place in accordance with needs of Ongo 
policies. 
 
The contractors are not required to enter a tenants premises.  
 
Customer feedback is reported to Darren on an ad hoc basis and also through the Sheltered 
and Retirement panel.  Any issues are informally resolved, although there have not been any 
during the life of the contract so far. Customer feedback is gathered informally at the 
communal hubs and details recorded in the books available. 
 
Meeting with Patrick Byrne and Pauline Smith 
Contractor: Matthews and Tannerts 
 
Pauline is the Regeneration Support Officer and is responsible for overseeing the Decent 
Homes improvement works. This involves liaising with tenants while works are being carried 
out. Pauline also deals with complaints and is responsible for project management. 
 
Patrick is the Senior Project Manager. He manages a team of project managers and oversees 
all projects on investment works. 
 
Patrick also puts tenders out for offer and deals with complaints. 
 
All contracts are governed by the New Engineering Contract (NEC 3). There is no contract 
drawn up without legal guidelines.  
 
Patrick explained that they learn from previous contracts to adapt new ones to better suit 
their purpose, e.g. Henry Boots (they are currently working on the 4th Decent Homes 
programme).  
 
Time scales are an important element. Equipment and supplies have to meet minimum 
standards and longevity. 
 
The budget is controlled by looking at a property and saying what needs to be done rather 
than letting the contractor dictate what needs doing. This represents better value for money 
with more transparency. All properties are inspected to identify any works required. 
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The contract commenced on January 2016 and lasts for 2 years with the option of  2 x 1 year 
renewals (total of 4 years). 
 
Extensive monitoring processes are in place. These include: 
 

 Initial meetings at the start of the contract then 2 weekly informal chats 
 Monthly formal meetings 
 Hand over meetings 
 Day to day phone, e-mail and visits 
 Monthly Voluntas customer satisfaction checks 
 Handover checks with tenants  (they complete a handover sheet) 

 
As they are a new company, extra checks are in place after completion of works. 
 
There are no sub-contractors apart from some decorators and these must conform to the 
contract in the same way as the main contractor.  
 
Under the terms of the contract, payment cannot be refused. However, should Ongo Homes 
identify problems that flag as an early warning then these will be discussed with the 
contractor.  The contract allows for dispute and Ongo Homes can part pay if necessary or 
retain part payment.  
 
Measured supplies (e.g. floor tiles) can be deducted if disputed. 
 
In relation to complaints, the only major issues have been time issues. However, the 
contractor is learning under guidance from Ongo Homes. 
 
Vulnerable people are given priority at all times. Respite is available if needed and extra 
provisions are made to ensure vulnerable customers are listened to and their needs and 
wishes are catered for wherever possible. 
 
There is a care budget for respite. The computerised QL system identifies properties where 
the tenants may have vulnerabilities that need to be considered (this is also true for other 
considerations such as ‘visit in pairs’). 
 
Contractors must inform tenants about the commencement of work and how 
communications (between tenant and contractor) will be maintained. Initially 21 days notice 
is given before commencement, then again 7 days immediately prior to works commencing.  
 
An information pack is given on commencement of work giving details of the work specifics. 
 
Neighbours are not normally informed unless it impacts on their property. 
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Customer satisfaction feedback is gathered via Voluntas. 
 
6.0  Conclusions  
 
6.1 The RSP found that the contractor meetings held with Sure and staff from Ongo were 

good practice and the format for these should be considered as a template when 
working on all medium and large contracts. 

 
6.2 The RSP found that overall the satisfaction surveys were very positive except there were 

two questions missing from them, e.g. asking customers if gas safety certificates have 
been received and did staff provide ID badges. A further suggestion would be to use a 
standard template to include relevant questions common to all contractors on 
satisfaction surveys. 

 
6.3 It was evident during this investigation that communications between all contractors 

and customers requires further improvement. 
 
6.4 Internal communication should be improved to notify staff when major works are taking 

place that could affect their work, e.g. caretakers can then plan work on another area in 
their patch rather than in their usual scheduled area.  This would give value for money 
by re-allocating work time and travel costs. This could be included as an agenda item at 
team meetings. 

 
6.5   The RSP hope that the recommendations made as part of this scrutiny investigation will 

be actively considered and implemented. 
 

 7.0  Recommendations 
  

 Recommendation Anticipated outcome / 
comments 

Priority 

1 Satisfaction Surveys - All customers 
to be asked about ID (a question on 
ID badges was missing from Matthew 
and Tannert’s survey) 
 

This will improve 
customer service 

H 

2 Sure Customer Satisfaction Survey – 
A further question should be 
included, “Did you receive a gas 
certificate?” 
 

This will improve 
customer service 
 
It will help to monitor 
compliance as to whether 
gas certificates are being 
provided 
 

H 
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3 All contractors should use a similar 
meeting template to the one used by 
Sure. The panel have identified this 
as good practice (standard agenda 
items, easy to read and understand) 
 

All contractors minutes 
will follow an easy to 
understand format, with 
all key points picked up 

M 

4 Look into the possibility of emailing 
out gas certificates wherever 
possible instead of posting them 
 
Customers who are not on email 
should still receive their gas 
certificates by post in a timely 
manner 
 

VFM benefits for Sure via 
reduction in postage and 
admin costs  
 
Customers will receive 
information in their 
preferred communication 
format, resulting in 
improved customer 
satisfaction 

H 

5 On the Sure gas check notification 
letter, a sentence should be added to 
say who to contact if customers do 
not receive a gas certificate within 
the legal time frame (28 days) 
 

Customers will know who 
to contact if they do not 
receive their gas 
certificate 
 
It will help to monitor 
compliance as to whether 
gas certificates are being 
provided 
 

H 

6 To conform with legal requirements, 
an audit trail should be in place to 
evidence Sure have dispatched gas 
safety certificates. 

It will help to monitor 
compliance as to whether 
gas certificates are being 
provided to customers 
 

M 

7 Sure need to remind operatives to 
phone tenants ahead, prior to 
attending their appointments 
 

This will improve 
customer satisfaction 
 
The number of missed 
appointments will be 
reduced 
 

M 

8 Sure need to remind operatives to 
explain the work they are carrying 
out  to customers, whilst on site 
 

This will improve 
customer satisfaction 

H 
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9 A formal procedure to be put in place 
to inform contractors of individual 
customer vulnerabilities or 
communication requirements 
 
Contractors need to utilize this 
information when planning 
communications and works 
 

This will give VFM 
benefits in terms of 
reducing the number of 
missed appointments 
 
This will improve 
customer satisfaction by 
meeting the needs of the 
individual customer 
 

H 

10 Neighbours or communities affected 
by works should be informed.  This 
could be via face to face 
conversations, calling cards, notice 
boards etc. or a combination of all.  
Types of works that would trigger 
these communications would be: 

 Disruption to car parking 
availability (site cabins etc.) 

 Comings and goings through 
communal hallways (to access 
specific homes or to carry out 
works in the communal areas) 

 Building works (e.g. noise 
nuisance, dust etc. as an 
outcome of works  being 
carried out in the vicinity) 

This will allow customers 
to make alternative 
arrangements, be aware 
and tolerant of what to 
expect etc. 
 
This will improve 
customer satisfaction 

H 

11 Internal staff to be advised during 
team meetings where and when 
major works are to be carried out, 
e.g. Caretaking staff 
 

VFM benefits of 
realigning scheduled 
caretaking works so that 
time/resources are not 
wasted 
 

H 

12 Contractors to be advised/monitored 
not to leave items in communal 
areas.  For example, leaving  baths in 
communal hallways during works 
creating Health and Safety risks 

Protect individuals from 
health & safety risks 
 
Reduce health & safety 
risks for the organization 
 

H 
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 Improve customer 
satisfaction 
 

13 A customer focus group to be 
convened once a year to influence  
improvements to the Sure gas safety 
check process  
 

Improve customer service 
 
Improve customer 
satisfaction 

L 

 


