
AGENDA
ITEM NO.

SOUTH HOLLAND DISTRICT COUNCIL

Report of The Re-Formed Construction Services Unit Task Group

To: Cabinet – 28 February 2012  

(Authors: Christine Morgan – Member Services Officer (Overview and Scrutiny) and 
Karen Johnson – Community Development Officer and Task Group Lead 
Officer)

Subject: Final Report of the Re-formed Construction Services Unit (CSU) Task Group

Purpose: To report on the recommendations of the re-formed Construction Services 
Unit Task Group

It is anticipated that this report will result in the Cabinet making a non-key decision. The decision 
will be subject to call-in.

1.0 INTRODUCTION

1.1 Background

1.2 The Performance Monitoring Panel re-established the Construction Services Unit (CSU) 
Task Group on 5 July 2011.  It commenced its work on 26 July 2011.

1.3 The Task Group’s scope, agreed at the meeting on 26 July 2011, was:

 To examine progress made against the Construction Services Unit Task Group 
recommendations agreed by Cabinet at its meeting on 7 December 2010.

 If the Task Group finds that any of the original recommendations have not been 
implemented, further recommendations to be made.

1.4 The membership of the Task Group consisted of Councillors B Alcock, M Howard, R Perkins, 
E Sneath, D Wilkinson (Chairman) and S Wilkinson.  The Lead Officer was the Community 
Development Officer, Karen Johnson.

1.5 Outcome of the Review

1.6 At a meeting of the Performance Monitoring Panel on 31 January 2012, consideration was 
given to the Task Group’s final report and recommendations.  The final report is attached as 
Appendix 1.  The recommendations in Section 8 of the report were approved by the Panel for 
submission to the Cabinet.

Recommendation:

That the recommendations of the re-formed Construction Services Unit Task 
Group be considered.
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2.0 IMPLICATIONS

2.1 Risk – CSU functions are fully considered in the Council’s operational risk assessment.

2.2 Financial –The recommendations having financial implications are highlighted in the Task 
Group’s Final Report.  Actual costs at this stage are indicative as they will depend upon the 
outcome of the review process. A report will be brought back to Cabinet on these future cost 
implications.

2.3 Legal – All recommendations and actions would be expected to conform within the legal 
framework.

2.4 Equality and Diversity – There are no direct equality and diversity issues.

2.5 Carbon Footprint – The recommendations having carbon management implications are 
highlighted in the Task Group report, in particular the renewal of the vehicle leasing contract.

2.6 Staffing – The recommendations having staffing implications are highlighted in the Task 
Group’s Final Report.  The outcome of the proposed CSU restructure may have implications 
for staffing numbers/roles.

2.7 Constitution – There are no direct implications on the constitution in this report.

3.0 ALTERNATIVE OPTIONS

3.1 The options are to accept some, all or none of the Task Group’s recommendations or to refer 
matters back for further consideration. If the Cabinet does not accept the recommendations 
of the Task Group, it should give its reasons.

4.0 REASONS FOR RECOMMENDATIONS

4.1 Significant improvements and developments have taken place since the initial CSU Task 
Group reported back to Cabinet on 7th December 2010. The reconvened Task Group have 
identified additional areas that could further enhance the performance, efficiency and 
effectiveness of the CSU. 

5.0. ALIGNMENT TO COUNCIL PRIORITIES

5.1 To be a Forward Looking Council – The CSU will develop commercial opportunities that will 
generate an income and assist the Council with its aim of being less reliant on government 
grants.

5.2 To Enable Our Communities – As part of its overall plans, the CSU plans to work closely with 
its tenants to enable them to have an impact on the services it delivers for them and look for 
opportunities to develop schemes that will provide additional benefits to its tenants.

5.3 To Support Our Local Economy – By increasing its external trading capabilities, the CSU will 
create an increased work demand that will enable it to provide more work for sub-contractors 
and encourage small business growth in the local area.

6.0 WARDS/COMMUNITIES AFFECTED

6.1 All wards.  The CSU provides housing repairs to the housing stock across South Holland.



3

Background papers:-

 Cabinet minutes – 7th Dec 2010
 Checkmate benchmarking data 
 KPI monthly figures 2011-2012 
 CSU Improvement Plan
 Just Housing Short Review of CSU (October 2010) 
 Compass Point Business Services Service Level Agreement for Housing Repairs
 South Holland Tenants’ Handbook
 Draft Repairs Policy (May 2011)
 South Holland District Council’s Sickness Policy 
 South Holland District Council’s Managing Change and Redundancy Policy 
 CSU Future Plans report (Nov 2011)
 CSU Task Group report (7th Dec 2010)
 Housing Repairs definition of a fault

___________________________________________________________________

Lead Contact Officer
Name/Post: Karen Johnson (Community Development Officer)
Telephone Number: 01775 764868
Email: karenjohnson@sholland.gov.uk

Key Decision
No

Appendices attached to this report:
Appendix 1 – Final Report of the re-formed Construction Services Unit Task Group
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APPENDIX 1

p

South Holland District Council 

Review of the Construction Services Unit

An Overview and Scrutiny Review undertaken by the reconvened 
Constructions Services Unit Task Group on behalf of the 

Performance Monitoring Panel

January 2012
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1. INTRODUCTION

The Construction Service Unit (CSU) Task Group was reconvened by the Performance Monitoring 
Panel (PMP) at its meeting on 5th July 2011. 

This report outlines the progress made by the CSU in delivering the twenty seven 
recommendations that were agreed by the Cabinet when they presented their original report in 
Dec 2010.

2. SCOPE OF THE REVIEW

This report outlines the findings of a review of the Construction Services Unit (CSU)
by the reconvened CSU Task Group.

The scope of the review was agreed at the inaugural meeting of the 26th July 2011 as follows: -

 Examine progress made against the Constructions Services Unit Task Group 
recommendations agreed by Cabinet at its meeting on the 7th December 2010.

 If the Task Group finds that any of the original recommendations have not been 
implemented further recommendations to be made.
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3. MEMBERSHIP OF TASK GROUP

The Task Group comprised: 
Lead Officer: Karen Johnson
Member Support: Christine Morgan

Chairman: Councillor D Wilkinson
Members: Councillor B Alcock

Councillor M Howard
Councillor R Perkins
Councillor E Sneath
Councillor S Wilkinson

4. BACKGROUND TO REVIEW

The first CSU Task Group had been established by PMP on 15th July 2009 and their final report 
was presented by Councillor D Wilkinson, the Chairman of the Task Group to the Cabinet meeting 
on the 7th Dec 2010. Cabinet had deferred the report from the 12th October 2010 in order for the 
Task Group to obtain additional information required. PMP’s report included 27 recommendations 
for action.

In order to track progress against the delivery of these recommendations, PMP received updates 
from the CSU General Manager on 18th Jan 2011 and 31st May 2011. PMP heard on the 31st May 
2011 that 22 of the 27 recommendations had been completed, 1 action was in progress and the 
remaining four were considered to be corporate actions. 

At its preceding meeting on the 5th July 2011, PMP agreed to reconvene the CSU Task Group 
and to examine the progress made on the original 27 recommendations and to look at whether the 
CSU could be run in a more efficient and sustainable way.

This review outlines the progress that the CSU has made against delivering the actions and 
identifies the barriers and frustrations encountered by the Task Group and the CSU in achieving 
them.

5. METHODOLOGY

The CSU Task Group was reconvened on the 26th July 2011. It met on six occasions
between 26th July and 7th Dec 2011. The following activities were undertaken to gather the 
information needed to write this report: 

 Witnesses to interview were identified in order to gather information that will assist in 
reaching conclusions and making recommendations. Please see Appendix 1 for witness 
details.

 Review of background information including the Checkmate benchmarking data, KPI 
monthly figures 2011-2012, CSU Improvement Plan, the Just Housing Short Review of 
CSU (October 2010), the Tenants’ Handbook, the Draft Repairs Policy (May 2011), SHDC’s 
Sickness Policy, SHDC’s Managing Change and Redundancy Policy and Housing Repairs 
definition of a fault.

 Consideration of the findings of the CSU Future Plans report produced by the CSU General 
Manager for the CSU task group meeting of the 24th Nov 2011

 Consideration of the Service Level Agreement (SLA) between Compass Point Business 
Services (CPBS) and SHDC and focusing in particular on the CSU 

 Consideration of the findings of the CSU Task Group report presented to the Cabinet on 7th

Dec 2010.
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 Advised by Legal Services Lincolnshire on information sharing and confidentiality.
 The Task Group meeting of the 8th August 2011 was held at the CSU offices at Short 

Street, Spalding.
 A site visit of the premises at Short Street, Spalding was undertaken.

6. SUMMARY OF FINDINGS

Taking into account the information presented to them by witnesses and from the CSU Future 
Plans report submitted by Darren Spillett (CSU General Manager) here is a summary of the key 
findings of the CSU Task Group: -

Management
The CSU unit has experienced a period of stability with regards to management. Darren Spillett 
took over as the CSU General Manager on 21st June 2010. His focus has been on delivering the 
Improvement Plan alongside an excellent customer service with the aim of generating a small 
surplus by the end of 2012.

Additional staffing changes have taken place with the creation of a Housing Landlord Manager 
post shared across SHDC and Breckland District Council (BDC). This officer has provided the 
CSU General Manager with clear strategic direction and he now feels fully supported in his role.

Since 1st August 2011, SHDC have also employed an Interim Assistant Housing Manager for 156 
days over the next 12 months period. This position was identified as being necessary following 
through the re-structure that took place in May 2011. The focus of this post is varied but in terms 
of the CSU will provide guidance to the CSU General Manager in more effectively delivering the 
Improvement Plan.

Improvement Plan
An Improvement Plan has now been in place for three years and the CSU General Manager is 
working hard on its delivery. In order to gain a greater understanding of how other local, regional 
and national maintenance contractors operate, the CSU General Manager is visiting local direct 
labour organisations (DLO’s) and commercial service providers. Information obtained will help to 
create a CSU whose operation will have to be agile and more commercially focused, enabling it to 
flourish in today’s competitive environment. 

Workforce
The CSU undertook a restructure in May 2011 which saw a reduction of four posts with some of 
the savings made being invested in ICT. 

In order to create a high performing team that is capable of operating in a more commercially 
viable environment, a further restructure is proposed. This will start in January 2012. 

The CSU General Manager has been and continues to be supported by HR and a more robust 
approach to managing sickness has been introduced. This has seen a reduction in the number of 
short term absences and long term sickness cases are now being managed more effectively. 
CPBS have opened discussions with both Unions regarding the Bradford Factor triggers within 
SHDC’s Sickness Policy to make it more robust.

CSU staff are now attending relevant training courses as part of its commitment to creating an 
adaptable and multi skilled workforce. Over the past year the number of multi skilled operatives 
has increased by six. There has been a skills audit which has resulted in some members of staff 
being enrolled on various courses to provide them with the necessary skills set.
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The output of CSU operatives has increased which has resulted in reduced reliance on sub 
contractors. 

Significant year to date savings have been made by the CSU, some of which can be attributed to 
savings made as a result of the restructure in May 2011. Winter is the CSU’s high demand period 
which will result in more money being spent on materials and contractors. However, the CSU 
General Manager anticipates that a saving of greater than £100,000 will be achieved by 31st

March 2012.

Preferred Supplier
The tender for this contract was out during the writing of this report and consequently the outcome 
of it is not known. Initially the Portfolio Holder for Housing Landlords had been disappointed that 
she had not been involved. 

IT
ICT problems are still one of the main issues within the CSU and need to be resolved as a matter 
of urgency. Work delivery by hand held technology is still causing problems due to poor 
connectivity and lack of ability to provide SHDC with the ‘real time’ information wanted. The CSU 
General Manager hopes the problems will be resolved shortly and be financed through the initial 
re-structure savings.

The Task Group still remain concerned and find the situation unacceptable that there is some 
information available on Codeman for each Council Property that is available to Property Services; 
Customer Services and the CSU do not have access to it. The Codeman asset management 
software system contains detailed information on the 3,881 SHDC housing stock. However, such 
basic details e.g. heating type are still not available on the Service Manager Software used by the 
CSU, which only has a history of the work undertaken on a property. The Task Group has been 
informed that the Service Manager system could be upgraded to include such details. They feel 
strongly that compatible ICT systems could significantly improve the efficiency of the service 
provided and ensure correct allocation of resources (including operatives and stores). However, 
should an IT solution not prove financially viable the Task Group suggest manual inputting be 
undertaken. 

Vans were still fitted with tracker devices and the CSU General Manager believes that they were 
still a tool that provided value for money.

The CSU General Manager is considering the possibility of zoning operatives so they work within 
a specific geographical area. This could help with minimising journey times and increasing job 
productivity.

Customer Service Centre
Telephone calls to the CSU are now being dealt with within the CSU and not at the Customer 
Services Centre on a trial basis. It was acknowledged that this was an interim measure only and 
that an integrated ICT system was also needed. A new telephone system is to be introduced for 
SHDC by CPBS early 2012 which will improve call handling and enable customers reporting 
problems to be routed to advisers with specific knowledge of housing repairs, it is hoped this will 
further benefit the efficiency of call handling. It is imperative that the CSU and Customer Services 
have access to the same software systems to remove the need to double key. However, the Task 
Group remains to be convinced that the proposed method of operation is in the best interest of 
CSU and or its customers.
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The CSU General Manager and not CPBS need to be confident and comfortable that the systems 
introduced are fit for purpose in order to create a profit making trading unit that will adequately 
serve its customers.

Performance Management and Value for Money
Further to a review of current performance measures, the CSU is working with their IT provider to 
establish a monthly report that details each of the response operative’s individual performance. 
This information will also help to identify any individuals who are not performing at the required 
level so they can be dealt with appropriately. 

Checkmate benchmarking data is now available and allows SHDC to compare its performance 
with other housing repair units. The CSU General Manager is aiming for SHDC to be functioning in 
the top quartile by 2012. The CSU General Manager indicated that this benchmarking software 
would not benefit the unit indefinitely and other comparison measures would be explored. 

The Task Group has learnt that the CSU now use a schedule of rates to help better manage 
performance. The CSU General Manager is keen to focus on turnover per day per operative as a 
value for money indicator.

Value for money opportunities and benchmarking are also being identified through visits to other 
DLO’s by the CSU General Manager.

Budget Management
The CSU General Manager has overall responsibility for the management of the CSU budget. 
Regular meetings take place with their service accountant to scrutinise budgets and assist with the 
budget setting process.

The CSU continues to assess business opportunities both internally and externally. It will carry on 
liaising with the SHDC housing team to identify additional areas where further savings can be 
achieved.

Customer Satisfaction
Six months ago a system of measuring customer satisfaction was introduced with cards being left 
with every customer. Current satisfaction levels are at 100% and are based on 1.5-2% a month 
response which is a disappointing return. The Task Group feel that the systems for collecting this 
data could be improved which could increase the response rate, including stamped addressed 
envelopes and the internet. 

Service Standards
The repairs section of the Tenants Handbook has been updated following tenant consultation on 
the SHDC repairs policy. The Policy Development Panel (PDP) have agreed the amendments to 
the policy and they will now be considered by the Cabinet in January 2012.

The Housing Service has criteria in place which dictate whether a fault is an emergency, urgent or 
routine. This is used to determine work programming and allocation of tasks.

The CSU needs to explore the possibility of more flexible working hours, to better reflect the needs 
of its customers.
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Job Monitoring
SHDC Property Services currently carry out some post inspections which although help to monitor 
the quality of work, do not address performance robustly. At present CSU operatives are brought 
into the offices for their one to one meetings, with no on site work in progress monitoring taking 
place. The Task Group feels that a valuable opportunity is being missed by not carrying out some 
on site work in progress visits.

Vehicles
Concern had been raised in the previous Task Group report over the size of vehicles and their 
associated running costs. The CSU management team are working closely with Procurement
Lincolnshire and other local contractors to ascertain value for money with regards to renewing the 
vehicle contract. Early indications show that the CSU will be able to achieve a saving of £40,000 
on their vehicle leasing contract. 

Accommodation
The Task Group were made aware that Short Street meeting room is still under-used, however it is 
now available for use by all SHDC staff via the room booking system.

Name
Re-branding of the CSU will take place as part of establishing the CSU as a trading unit. This will 
include renaming the unit so it better reflects its aims and purpose.

Member Involvement
The CSU General Manager meets monthly with the Portfolio Holder for Housing Landlords. The 
Portfolio Holder is also briefed on a weekly basis by the Housing Landlord Manager. The CSU is a 
standing agenda item for discussion.

7. CONCLUSIONS 

Although significant improvements have been achieved the Task Group expressed their ongoing 
frustration on how performance issues within the CSU were being dealt with and the lack of 
leadership in driving this forward. However, it now appeared that following intervention from the 
Task Group greater focus and support from both HR and senior management has significantly 
improved the situation. It is essential that management at all levels, as well as Portfolio Holders, 
maintain support and interest to continue to drive through the changes.

The Task Group again felt frustrated when trying to get people together to attend meetings, 
although it is appreciated that both officers and members are busy, it still causes frustration and 
delay.

The CSU review may result in short term savings, with a trading unit (subject to Member approval 
for this approach) expected to deliver income in the longer term. The nature of any short term 
savings will depend upon the outcome of the review. 

The Task Group were pleased with the responses and feedback of both senior managers and the 
CSU General Manager. Taking into account the significant savings indicated the Task Group feel 
that restructuring should be carried out in early 2012 with the outcomes completed by July 2012 as 
outlined in the CSU Future Plans report. 

It is also clear that the two main issues holding back the CSU are still the same; IT and 
staffing/performance. There needs to be a robust joined up approach to solve these problems
once and for all.
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8. RECOMMENDATIONS

The CSU Task Group recommends to the Cabinet that: -

1. CSU carry out the proposed restructure as a matter of urgency, within nine months and 
report back to Cabinet on the cost implications.

2. That a robust IT solution is sought, that satisfies current and future business unit needs,
within one year.

3. The Service Manager system is updated to contain details of housing stock inventory within 
nine months and report back to Cabinet to agree the costs and savings.

4. A robust mechanism for monitoring performance and quality of work is introduced, that site 
visits both pre-programmed and unannounced are carried out within six months.

5. Compass Point Business Services continue to seek agreement to carry out changes to the 
Bradford Factor within SHDC’s Sickness Policy to make it more robust within nine months.

6. Rebrand the CSU so it better reflects its aims and purpose as soon as practical.

7. Review and implement any changes to vehicles leasing by March 2012.

8. If the CSU are keen on gaining work from the private sector which the CSU Task Group 
supports there is a need for a robust business plan, including a sensitivity analysis that 
should outline income generation, level of investment, a marketing strategy (including their 
unique selling point) and the level of service provided. The business plan to be subject to 
scrutiny by appropriate officers and or Members.

9. PMP continue to receive quarterly progress reports from the CSU General Manager
including clear time lines on the restructure, effectiveness of the new performance 
management software, IT solutions and vehicle leasing arrangements.

9. FINANCIAL IMPLICATIONS OF RECOMMENDATIONS

Recommendation 1 may result in a reduction of the current workforce within the CSU. Such an 
outcome would have financial implications in respect of salary budgets. Proposals and costs will 
be brought to Cabinet for consideration at an appropriate point in the review. 

Recommendation 2 will incur no direct costs to the CSU. However, additional IT needs might 
emerge once the system is up and running and any costs need to be identified in the CSU’s 
business plan. 

Recommendation 3 is being investigated by SHDC Property Services and similar systems bought 
by other local authorities indicate costs could be up to £100,000 plus an additional annual 
maintenance charge. However, savings will be generated as other systems currently used will 
become redundant and a report will be brought back to Cabinet to agree the final costs and 
savings. 

Recommendations 4, 5, 6, 8 and 9 will require staff and or Member time rather than financial input. 

The £40,000 saving identified in Recommendation 7 figure may increase if the number of vehicles 
and or the specification are reduced. 
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10. ABBREVIATIONS

CSU – Construction Service Unit
PMP – Performance Management Panel
ICT – Information, Communication Technology
SHDC - South Holland District Council
HRA - Housing Revenue Account
CBPS – Compass Point Business Solutions
DLO – Direct Labour Organisations
BDC - Breckland District Council
SLA – Service Level Agreement
PDP - Policy Development Panel 

Appendix 1 – Witnesses Interviewed

 Darren Spillett (CSU General Manager) on 8th August 2011.
 Councillor Christine Lawton (Portfolio Holder for Housing Landlord) on 15th August 2011.
 Maxine Mahony (Director of Commissioning) and Anita Brennan (Housing Landlord 

Manager) on 6th Oct 2011.
 Dave Seaton (Assistant Housing Manager) on 6th Oct 2011.
 Councillor Gary Porter (Leader of South Holland District Council (SHDC) on 6th Oct 2011.
 Joint meeting with Darren Spillett, Maxine Mahony, Anita Brennan, Tony Lascelles 

(Business Manager Workforce & Organisational Development – Compass Business Point 
Services (CBPS), Kelly Sooben (HR Business Partner) and Councillor Christine Lawton on 
24th Nov 2011.


