Councillors’ Questions
(Standing Order 15)
Full Council
24" January 2019

Councillor Dale Heenan has asked the Leader of the Council:

1. With the continued ongoing problems being reported by residents about NHS
service provider Integrated Medical Holdings (IMH), please could the Leader
outline what powers are available to Councillors to direct change and
improvements to help address the situation?

2. Please could the leader contact the CCG requesting a report from them on
the introduction of IMH services chosen by 5 NHS surgeries in Swindon
covering:-

e What improvements have been made since the introduction compared to a
year ago.

e What impact has there been on the A&E department at GWH

e Details about measures needed and changes necessary to stop continued
complaints such as long telephone waits, and no appointments being
available

e Lessons learnt by both the surgeries and Clinical Commissioning Group
(CCG), highlighting some clear actions that can be used to help them and
other practices improve.

3. What message would you give to residents already suffering from iliness or
injury, who feel intimidated by protests outside their doctor’s surgery?

The Leader of the Council has responded:

1. The Council’s role is to hold external bodies and organisations to account, on
behalf of its residents. This can take the form of lobbying, private meetings or
to call them to Scrutiny meetings for a public debate. Ultimately, these bodies
are autonomous and answerable to their Government department, Board, or
owners, and the Council has no direct control over them.

2. The Cabinet Member, Members of Parliament and | have all had many
contacts with the CCG and IMH, on all the issues affecting the residents of
our borough, and we have repeatedly been promised improvements. Thank
you for your questions, | will write to the CCG asking them to answer each
point raised, in full, as a matter of urgency.

3. The behaviour and actions of the protestors outside surgeries have been
intimidating and disgraceful. They have been unhelpful and achieved nothing.
| urge the protestors to desist immediately.
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Councillor Jim Robbins has asked the Leader of the Council:

Leader, do you agree with Ofsted that a Written Statement of Action is required
because of significant areas of weakness in the local area’s practice, following the
Joint local area Special Educational Needs and Disability (SEND) Inspection?

The Leader of the Council has responded:

Ofsted have required that we provide a Written Statement of Action and we will
accordingly provide one. Ofsted confirmed that our self-assessment is accurate.
They note that the council is building a committed and cohesive staff team who are
working together to make the necessary improvements but add that many of the
changes are in their infancy and as yet not having the impact needed.

Therefore | welcome the input from Ofsted to help us continue to focus and
accelerate our programme.
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Councillor Steve Allsopp has asked the Cabinet Member for Corporate and
Customer Services:

| understand that 40% of queries raised through digital and voice channels to the
Housing Department are misdirected-can he confirm that this figure is correct and
has a root cause analysis been conducted to establish why this is occurring. Is there
substance to the view that lack of dedicated housing call handlers is leading to the
misdirection.

The Cabinet Member has responded:

This is not a figure that | recognise and as such, we have not undertaken any root
cause analysis.

It would not be the case that a lack of call handlers would lead to any type of call
misdirection. Contact centre staff are handling calls constantly throughout the day
and as such the number of call handlers may impact upon call wait times and call
abandonment rates but would not impact upon the quality of the call handling which
remains generally consistent.
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Councillor Emma Bushell has asked the Cabinet Member for Housing and
Community Safety:

1.

As at December 2018 what is the number of repairs in the Housing Repairs
database?

How does the December repair number compare with the average for 2018?

What volume of monthly repairs is the Housing Repairs team resourced to
carry out?

How many of the December 2018 repairs were categorized as emergency
repairs?

Has the resources allocated to the recovery of the void rate been at the
expense of the repairs team?

How many vacancies are currently being held in the management and
administration of the Housing repairs team?

. Is the on-line repairs reporting system now fully functional? If not what date is

the current date for full functionality?

Have Housing management resources been re-allocated to call handling
issues generated by on-line reporting problems. If so when is this planned to
end?

Does the on line system enable tenants to rebook missed appointments by
contractors. Does the system record a new appointment as a new job?

10.How many calls to Housing Repairs were abandoned in November and

December?

The Cabinet Member has responded:

1.

2.

The number of repairs recorded for December 2018 was 3,284
Average is 3444

3467 (800 per week)

169

Initially repairs staff were diverted to voids, however trade vacancies were
returned to a full complement within 12 weeks
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4, 3 of which appointments have been made to start within the next month.
Recruitment remains open for the final vacancy.

The online repairs facility has been operational since October 2018, regular
improvements are being made to improve the customer experience, including
the ability to reschedule appointments.

Housing repairs staff have been supporting the Contact Centre during the
winter months to assist with seasonal demands as happened last winter

No. This is part of ongoing improvements to the system

The Cabinet Member for Corporate and Customer Services has responded:

The Contact centre received 9997 calls (including repairs) for the months of
November and December 2018 of these 4030 were abandoned
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Councillor Steve Allsopp has asked the Cabinet Member for Housing and
Public Safety:

1. What is the target date to sell the 10 vacant properties set aside for equity
share sale in Sussex Place.
2. How many of the 10 units have firm offers on them.

The Cabinet Member has responded:

Due to market conditions, our shared ownership partner has recently withdrawn for
the project. Subject to Cabinet approval as part of the Housing Revenue Account
Report on 6™ February, these properties will now be let as affordable rented
properties.



