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A comprehensive review has
been undertaken to challenge
the way we provide essential
maintenance services for our
clients. The need to evidence
value for money and close
monitoring of contractors
service provision were central
to the Comptroller & Auditor
General’s 2015 report on
‘Housing Repairs and
Maintenance’. Although her
report was very positive in a
number of areas, we
recognised the need for
change in others.

The first of those challenges
saw a fundamental rethink of
how we provide the
Responsive Repair Service.
We know this service is
important to you and probably
the most common interaction
clients will have with us and
our agents. Having repairs
done quickly, at a convenient
time and to a high standard
are cornerstones of the repairs
service.

Together with client
representatives, we opened
our plans and ideas to the
wider Jersey market to attract
as much interest as possible,
we reviewed our contract
specifications and also
interviewed prospective
contractors together with client
representatives. This
approach has proven very
successful and we are
confident that our new service
is more attuned to what our
Clients expect.

Since formation of Andium Homes in 2014



The new contracts, which commenced in December 2015, provide for the following benefits;

Evidenced value for money
Emphasis on quality and timeliness of repairs
Appointments up until 8pm for those who are not home in the daytime
Satisfaction Surveys for each repair undertaken
Direct call handling means Clients get to speak with the contractor directly
Clearer contractor performance measures
Fixed Price Service for easier budget and accounts management
Reduced administration allowing us to inspect a greater proportion of repairs for quality

As part of these new contracts we have also been able to secure a ‘Handyperson Service’ to 
assist elderly and vulnerable clients, which we hope to launch in the spring of 2016. Further 
details of this exciting service will be included in the next edition of Community News.

Following the evidenced success of our Tenant Partnership during development and delivery 
of the Repairs Contract in 2015, we also hope to secure further Client involvement in 2016 in 
the following new contracts;

Grounds Maintenance
Kitchen and Bathroom Replacement Contracts
Procurement of Decent Homes Standard works



Key Performance Indicators

Great homes and places

Providing happy, safe neighbourhoods

A renowned client experience

Delivering more homes and services

Financial strength and stability

Provider, Employer, Investment…..of choice
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Repayment of our loan the States Treasury 





Making a significant return to the States Treasury 



As well as………….. 

Responding to a total 

of 954 complaints of 

Anti-Social Behaviour 

Raising an average of 

473 response repairs 

per month 

Dealing with an 

average of 2067 walk 

in enquiries per 

month 

Answering an average 

of 3290 telephone 

enquiries per month 

Raising £2400 for 

charitable 

organisations and 

foundations 

Hosting and attending 

12 Client Engagement 

events in the 

community

Launching the 

Andium Academy

Moving to a more 

central location and 

opening Saturday 

mornings 

Continuing to offer a 

24 hour emergency 

maintenance service 



Contractor Performance 

In addition to our quarterly Repairs Surveys, we commenced face to face exit surveys to 

bolster response rates in June 2015. Clients were asked to complete surveys on works 

carried out in their home, they were asked to rate the contractors on the following 

categories;

Politeness and Professionalism

Presentation of work

Time taken to carry out work

Care taken while working in the home

How well the request was resolved

We received 343 surveys from clients from June to November. Survey respondents were 

entered in a monthly draw to win a £25 voucher.  

The arrival of our new contracts in December means that contractors can now manage 

the survey process by being able to complete the survey with clients in their home as 

soon as the work is complete. This will help increase our survey response rate. 
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As at the end of November 2015 ……… 


