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Repairs Focus Group
Tuesday 17th June 2025
 
Minutes of Meeting 

Attendance:

Keith Wortley

    KW

   South Essex Homes






Francesca Capes
FC
South Essex Homes




Wendy Lane
WL
South Essex Homes






Dean Wallace
DW
Sureserve



Peter Freeman
PF
Sureserve



Bob Ayriss
BA
Resident




Keith Ducker
KD
Resident



Sam Reader
SR
Resident



Matt Foulger
MF
Axis




Anthony Vidal
AV
Axis
	 
	 
	Action

	1
	Welcome


	 

	2
	Apologies
Paul Davey, Steve Morl

	 

	3
	Minutes of last Meeting

Agreed

	

	4
	Sureserve Gas Contract – Performance

Emergency Response Rate: 100%.

Repairs Completed Within 20 Days: 95.83%.

First Time Fix Rate: 89.4%.

Repair Appointments Kept: 99.14% (1 issue due to a late engineer).

Outstanding Jobs: Reduced from 141 to 41 due to internal data cleanup and closing old jobs.

Properties with Valid LGSR: 100% (per Apex report).

Part Failures: Mostly minor; water pressure sensors will be restocked (3 per engineer).

	Note

	5

	Resident feedback on Sureserve/Gas works
No comments

	

	6
	Voids Performance 
30 voids returned.

16 of 30 returned within 10-day target.

Average turnaround time: 11.2 days (1.2 days over the target).

24 voids post-inspected.

Average score: 91% (target: 81%).

4 resident’s inspections completed

	Note

	7
	Resident feedback on voids
33 Barrington – Window issues raised multiple times, at time of void inspection BA failed due to windows but property let without rectifying.
Voids & Inspections: Encourage more resident inspections and address turnaround delays.

Email Issue: Keith W and Anthony to investigate and resolve email delivery problem for Bob. Confirm received email from Axis to Bob.

	Note/MF
KW/AV

	8
	Axis Repairs performance
May Resident Satisfaction: 91.7%.

1,817 jobs raised, 70 cancelled (due to system errors or duplicates).

470 jobs remain outstanding from May.

57 jobs over 28 days; 21.6% of emergencies.
Emergency, Urgent, and Routine Repairs:
Emergencies: 99.23% completed within time.

Urgent Repairs: 64.54%.

Routine Repairs: 72.17%.

Average Completion Time for Routine Repairs: 17.27 days.

Appointments:
Total appointments: 1,817
Appointments attended: 1,130
First Time Fix Rate: 83.34%.



	Note

	9
	Resident feedback on Axis Repairs
Bob Ayriss:
Tap/pressure issue ongoing since Christmas.

Tap replaced; resulted in significantly reduced pressure.

Root cause suspected to be low head height and shorter replacement tap.

Matt acknowledged oversight and committed to immediate follow-up.

	Note

MF

	10
	Contact centre Stats
May

PCA (Percentage of Calls Answered): 54.57%.

Calls Offered: 1,916.

Calls Answered: 1,563.

Abandoned After Message: 18.27%.

Complaints:
· No new complaints, except for an ongoing issue with Axis not consulting surveyors on jobs that require it (e.g., SEH Surveyor needed).

· This process is still not being followed correctly.
	

	11

	Corporate Social Responsibility Update
Matt Foulger

· Beaver Town – “Come and Meet Us” Day:
Scheduled for tomorrow, with three hours dedicated to engaging with tenants.

Aimed at raising awareness of available services and providing direct support for tenants’ issues.

Supervisors and Multitrader will be on-site to raise jobs and assess tenant concerns immediately.

The initiative will run monthly over the summer in various locations around the borough.

· Planter Project – Phase 2:
Phase 1 of the planter project completed recently.

Phase 2 scheduled for September.

Further mini projects will be rolled out as part of ongoing community engagement efforts.

	

	8
	Any other Business

No current issues

	

	9
	Date of next meeting

15th July 2025

	


   Actions from Meeting (to be completed in meeting)
	Encourage more resident inspections and address turnaround delays.
	

	Keith and Anthony to investigate and resolve email delivery problem for Bob.
	

	Improve void turnaround times and letting standards
	


   For Resident Engagement – You Said, We Did uploaded 
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