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Executive Summary

This scrutiny review examines the timeliness of responsive repairs at Karibu
Community Housing. Conducted by the resident scrutiny panel with support from
TPAS, the review incorporates data from the Tenant Satisfaction Measures (TSM)
Q1 2024/25 and the February 2025 Tenant Reality Check Survey commissioned
by the scrutiny panel.

Key Findings

Low Satisfaction with Repairs: Only 44% of residents are satisfied with
repairs completed in the last year, and satisfaction drops to 35% for overall
home condition.

Communication Gaps: Many residents report infrequent or no updates on
repair progress and delays.

Inconsistent Contractor Performance: Karibu operates under two repair
contracts with differing workflows, resulting in delays and communication
inconsistencies.

Quotation Approval Delays: Internal approval processes slow down repair
completion.

Lack of Real-Time Updates: The current repairs process does not provide
automated updates, leading to frustration and uncertainty.

Complaints Handling Issues: Residents cite slow acknowledgment and
lack of clarity regarding complaint resolutions.

Recommendations:

1.

1.

Contractor Procurement Improvements: Standardise contractor
workflows and introduce performance-based incentives/penalties to ensure
timely repairs.

Enhanced Communication Channels: Implement automated notifications
via SMS, email, or the My Karibu app to keep residents informed at every
stage of the repair process.

Process Optimisation: Streamline approval processes for repair
quotations and consider additional staffing or automation to expedite tasks.
Resident Involvement: Increase resident participation in contractor
selection and performance monitoring to enhance service quality.
Complaints Resolution Enhancement: Revise the complaints handling
process to ensure timely acknowledgments and clear communication about
resolutions.

Adoption of Best Practices: Utilise insights from benchmarking
comparable organisations to enhance Karibu’s repair service efficiency.

Introduction
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This review was undertaken by resident scrutiny panel for Karibu. The review
was undertaken by the following residents:

Robert James, Sonia Davies, Jason Sylvester and Saqib Kapoor with
mentoring and facilitating support from tpas, National Engagement experts
(Tonia Punter-Ojong).

This scrutiny project focuses on the timeliness of responsive repairs at
Karibu, a critical factor affecting overall resident satisfaction and service
quality.

Scope of the review

Following a review of the Tenant Satisfaction Measures (TSM) report for Q1
24/25, the consensus was that ‘Timelines of responsive repairs would be
reviewed. The Tenant Satisfaction Measures show that satisfaction with
repairs undertaken in the last 12 months is at 44% (and well-maintained
home even lower at 35%). 60% of tenants have had a repair in the last 12
months so this is something that affects a high proportion of tenants.

Comments given around being easy to deal with showed that day to day
repairs — outstanding and forgotten repairs is the top factor (with 15
comments) and timescales to complete repairs second (with 10 comments).
In addition, the timescales to complete repairs were the second highest factor
in complaints (with 6 comments).

Our review investigated why repair requests took longer than expected and
examined the processes and to an extent, systems that underpin the repair
service.

It was agreed that the following key lines of enquiry would be included in this
review.
e How do the two repair contracts differ in their lead times and
communication practices?
e What impact do these differences have on repair timeliness and
resident satisfaction?
e How can resident involvement be increased in the contractor selection
process to drive better performance?
e Is the current system providing real-time updates to residents, or are
there gaps in communication?
e How consistent are the workflows between different contractors, and
what delays occur in quotation approvals?
e Could technology streamline these processes?
e What do the TSMs, and the Tenant Reality Check Survey reveal about
residents’ perceptions of repair timeliness and service quality?
e How effective is the current complaints process, particularly regarding
acknowledgment delays and transparency about progress?
e What improvements are needed to ensure that resident concerns are
addressed promptly and clearly?
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e How do practices from comparable organisations inform potential
improvements?

Methodology

The panel analysed internal workflows, benchmarking practices, resident
feedback—including commissioning a Tenant Reality Check Survey
(February 2025) and reviewed the Tenant Satisfaction Measures (TSM) Q1
24/25.. The panel aimed to identify the root causes of delays and recommend
actionable improvements to Karibu that would enhance transparency,
accountability, and efficiency in the repair process, ensuring that residents
receive satisfactory, and quality service in line with regulatory standards.

Stakeholder Engagement

Discussions with Karibu service leads, the IT lead, and residents were held to
gather qualitative insights on the repair process and to understand the
challenges from various perspectives. Given the collaborative approach
between the tenant scrutiny panel and Karibu throughout the project, the
panel recognises that some changes were made as a direct reflection of this
process. For example, there is a dedicated Complaints Officer, and work has
already started on standardising repairs contracts.

Structured scrutiny meetings were held from October 2024 to March 2025 to
review the evidence, consider the findings, and formulate recommendations.
These sessions provided a forum for collaborative and were solution focused.

Data review and analysis

Desktop Review: A review of internal documents was conducted, including
process maps for the Inquilab repairs process and the detailed workflows for
both Contract 1 and Contract 2. These documents provided insight into the
existing steps and communication gaps in the repair process. (Appendix 1)

Benchmarking: Benchmarking responses were obtained from comparable
organisations (Tamil Community Housing Association and Lumen Housing).
Their procurement methods, resident involvement strategy as it relates to
procurement, and performance monitoring practices were analysed to identify
best practices that could be adapted to improve Karibu’s repair timeliness.
(Appendix 2)

Resident Feedback: Data from the Tenant Satisfaction Measures (TSM) for
Q1 24/25 and the February 2025 Reality Check Survey responses were
examined to gauge resident experiences. The panel evaluated resident
experiences with repair timeliness, including how delays affect their overall
satisfaction and confidence in the service. (Appendix 3)

Policy Review: The current Complaints Policy (April 2024) and internal
procedures were reviewed to determine if they support timely responses and
provide clear escalation processes when delays occur. (Appendix 4)
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Karibu website review: This was done to check whether the repairs
standards were on the website. It was set out on the website what to expect if
it's the responsibility of Karibu to carry out the routine repair. Repairs &
improvements: Karibu Community Homes

The purpose of the above was for the scrutiny panel to:

e Get a clear understanding of the current delays in the repair process.

e |dentify key areas for improvement

e Utilise insights from comparable organisations to determine best
practices for ensuring prompt repair service and robust resident
engagement.

e Recommend an actionable plan to reduce repair times and improve
overall resident satisfaction.

Findings

Contractor procurement and performance
Dual contract challenges
e Karibu operates under two repair contracts. Process maps show that
Contract 2 suffers from longer lead times and inconsistent
communication compared with Contract 1 (Appendix 1)

Impact

e Variability in service quality contributes to delays and lowers resident
satisfaction.

Insight from benchmarking responses show that Tamil Community Housing
Association uses a SEC Framework and actively involves residents in
contractor shortlisting and scoring. Lumen Housing utilises framework
agreements and is exploring tenant scrutiny models through local authority
collaboration. The full responses are shown in Appendix 2

Question Tamil Community Lumen Housing
Housing Association
Organisation & Stock Organisation: Tamil Organisation: Lumen
Size Community Housing Housing
Association Stock Size: 80 units
Stock Size: Approx.
630 units

Procurement Methods | Procured through the Uses framework

for Contractor Selection | SEC Framework. agreements procured
by the parent — with
tiered value ranges:
£0-£15K for small
works, and £15,001—-
£400K for medium
scale works.



https://karibu.org.uk/your-home/tenants/repairs-improvements
https://karibu.org.uk/your-home/tenants/repairs-improvements

Resident Involvement
in Contractor Selection
& Feedback

Residents are involved
by meeting shortlisted
contractors, asking
questions, and scoring
them. Their feedback is
then considered by the
Board when awarding
contracts.

Tenant involvement is
limited due to the small
stock size and because
the framework was set
up by the parent. They
are exploring
engagement
opportunities through a
Local Authority
company with an
established tenant
scrutiny panel.

Key Performance
Indicators (KPIs) &
Monitoring

KPIs are currently
under development and
details will be shared
once finalised.

A defined set of KPls is
used:

- Number of jobs
completed on first visit
- Number of jobs
completed within target
time

- Social Value KPls
including jobs retained,
apprentices sustained,
new apprentices, hours
supporting young
people into
employment, and
volunteer hours for
local community
projects.

Contractor Structure:
Single vs. Multiple
Contractors

Plans to appoint two
contractors covering
repairs, voids, out-of-
hours, cyclical, and
some capital work.
Access to the capital
works programme is
contingent on meeting
repair performance
targets.

Uses more than one
contractor.

Financial Incentives or
Penalties for Contractor
Performance

No additional financial
incentives or penalties
are planned, aside from
the standard
arrangements in the
JCT contract.

No financial incentives
or penalties.
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My Karibua App functionality

The current system does not provide real-time updates; appointment
scheduling occurs offline under the new contractor arrangements. Tenants
need to be confident when using the App that they will get a timely response
and the repairs carried out.

It was good to note that there are plans being made by Karibu to use
supplementary channels such as WhatsApp for additional updates to tenants.

Impact

e This communication gap weakens transparency and fuels resident
frustration

Workflow consistency between contracts

« The workflows for Contract 1 and Contract 2 differ significantly:
o Contract 1: Offers a streamlined process with direct text
updates.
o Contract 2: Involves extra steps (e.g., contractor follow-up,
quote approval), resulting in delays

Quotation approval delays

From discussions with service leads, there are delays in approving quotations
and matching invoices contribute to longer repair times.

Resident feedback - Tenant Satisfaction Measures (TSM) and Reality
Check Survey

e TSM Q1 24/25 data indicate overall satisfaction of approximately 41%,
with low scores for “Well Maintained Home” (35%), “Listening & Acting
on Feedback” (28%), and “Complaints Handling” (13%)

e The February 2025 Reality Check Survey further underscores resident
concerns about:

o Delays in repair completion.

o Inadequate real-time communication.

o Several unresolved complaints and outdated repair status updates.

Impact

These findings highlight that the current repair service and communication
methods are not meeting resident expectations.
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Frequency of Updates on Repair Progress

Update Frequency

4.8 Complaints process review

Although the Complaints Policy (April 2024) outlines clear procedures,
residents report delays in acknowledgment and progress updates.
Impact:
o Breakdown of trust: Residents lose confidence in the repair and
complaint processes.
o Decreased satisfaction: Perceived lack of responsiveness reduces
trust in Karibu.
o Escalation risks: Unresolved complaints may lead to disputes or legal
actions.
o Compliance concerns: Delays in responsive repairs risk non-
compliance with regulatory standards.

Impact
Lack of trust: Karibu’s Residents may lose confidence in the complaints

process and the organisation’s commitment to addressing their issues
(including repairs), leading to a breakdown in trust
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Decreased Satisfaction: When residents feel their concerns are not being
addressed promptly or transparently, overall satisfaction with the service
diminishes.

Escalation of Issues: Unresolved complaints can escalate, potentially
leading to more serious disputes or even legal challenges.

Reduced Engagement: Lack of feedback may discourage residents from
voicing concerns in the future, undermining effective engagement.
Compliance Risks: Delays in carrying out responsive repairs may lead to
non-compliance with regulatory standards.

Recommendations

The following recommendations are actionable improvements that would
enhance transparency, accountability, and efficiency in the repair process.

Key area Recommendation Performance/monitoring
indicators

Contractor 1. Consider

Procurement consolidating or

standardising
contracts to minimise | Regular performance

variability reports

2. Set performance Resident feedback
KPIls and introduce surveys
performance
incentives/penalties Repair completion
into contracts. within target times

3. Enhance resident
involvement in
contractor selection,
following practices
seen in
benchmarking
responses (Tamil
Community Housing
Association0

My Karibu 4. Implement Resident satisfaction
App/Real time automated scores
updates notifications (via

SMS/email/app) at Reduction in

key repair stages. communication-related

complaints

Inconsistency in 5. Standardise
contractor workflows across Measured reduction in
workflows contracts to ensure repair delays

consistent




communication and
reduce delays.

Approval delays to
quotes

6. Consider increasing
staffing (e.g.,
additional surveyors)
to expedite these
tasks

7. Use technology to
expedite quotations

Quotation processing
times

Approval turnaround
times

Frequency of delayed
approvals

(automate)
Resident 8. Establish a Volume and quality of
feedback structured feedback feedback received

loop to regularly
gather and act upon
resident input.

9. Use survey insights
to drive targeted
improvements in
repair timeliness and
communication.

Improvement in resident
satisfaction scores

Reduction in repair-
related complaints

Improve repairs
policies/processes

10.Revise the repairs
process to ensure
prompt
acknowledgment and
transparent updates.

11.Residents need to be
given clear
communication on
what to expect once
they have logged
their repair

12.Implement clear
escalation pathways,
particularly for issues
related to third-party
contractor
performance.

Time taken to
acknowledge repairs
complaints

Repairs complaint
resolution times

Resident satisfaction
with complaint handling

Number of escalated
issues

Karibu staff
learning and
development

13. Staff should
consistently deliver
high-quality service

Improvement in resident
satisfaction scores
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and stay informed
about repair service
standards through
Karibu learning and
development which
are linked to
performance
outcomes.

Conclusion

The Resident Scrutiny Panel finds this review to be a fair and evidence-based
assessment of the timeliness of responsive repairs at Karibu. The findings
highlight significant areas for improvement, particularly in contractor
processes, communication, and complaints handling.

By implementing standardised workflows, real-time updates, streamlined
approvals, and improved complaint resolution, Karibu can:

e Enhance resident satisfaction.

« Improve service delivery efficiency.

« Meet and exceed regulatory standards.

Monitoring/Tracking progress

To ensure continued accountability, the scrutiny panel request that Karibu:

1. Provide written updates to the panel on the implementation of agreed
recommendations using a simple traffic light tracker that the panel can
monitor progress periodically.

2. Track the impact of the recommendations through resident feedback
and key performance indicators.
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