Company:  The Wrekin Housing Trust

Industry: Housing provider set-up from the large scale voluntary transfer of ¢13,000 homes
from local authority control.

Challenges: Large, directly employed maintenance workforce providing a responsive property
repairs service who need to receive job instructions on a timely basis many of which
are of an urgent nature.

Felt that their ability to evolve the repairs service was being severely held back by the
limitation of traditional paper based systems.

Result: Hand-e-Work maobile repairs system fully rolled out to 120 strong workforce within 12
months.
High levels of buy in from trades staff have been achieved.
Elimination of paper processes has increased trade staff productive time and reduced
data capture delays and errors
Trades staff now enter job completion details directly into their handhelds, rather than
scribbling details onto tickets, which is instantly transmitted to back office system
Elimination of paper chase has freed up time of back office staff enabling them to
concentrate more on service and team management issues
Improvement in customer satisfaction levels from better targeting of satisfaction
surveys to service users and more timely capture of information

The Wrekin Housing Trust offers a response maintenance service, where customers can place repair
requests and these are then responded to by the Trust's own, directly employed, trades workforce of
around 120 operatives. Critical aspects of the service are providing a quality and consistent call
answering service, and ensuring that the work arising from these calls, is properly prioritised,
allocated, and tracked to completion.

The Trust has invested heavily in a well resourced customer contact centre and is proud of the
guality of service provided in relation to the initial handling of repair requests however things were
not so modern after that point, as David Wells, General Manager with the Trust, explains “When we
modernised our key IT systems three years ago we were eager to break away from the limitations
and weaknesses of using paper as the medium for issuing job instructions to our trades staff.
Unfortunately back then the technology wasn'’t quite right, often involving bulky equipment which was
a non-starter, so we had no choice but to stick with the paper”

What the Trust was seeking was a solution that could be readily sold to trades operatives, David
Wells continues “The beauty of the Hand-e-Work system is that it is based on the latest generation of
kit that combines a powerful PC and a mobile phone in a single pocket sized device, trades staff
have enough on their hands lugging around the tools of their trade and with the hand-held devices
also doubling as their mobile phone and not being that much bigger this allowed us to get past the
first important hurdle”.



Many of the Trust's trade operatives had never even switched on a PC before let alone used one,
and yet in less that 12 months the Trust is in a position where the Hand-e-Work system has been
fully implemented with few problems.

So what was so special about the Hand-e-Work solution that permitted such a smooth introduction
of the technology? Paul Dudley, who was heavily involved in the design of the system, offers this
perspective. “The system was designed by trades people for trades people. The development team
worked very closely with tradesmen to ensure that the system would be as easy to use as possible
from their point of view. Against this we knew that the system had to provide very sophisticated
functionality — the trick was to make it deceptively simple and | think the proof of our achieving this is
that we have had a 100% success rate in introducing the system into the Trusts’ trades workforce”.

Many of the trades are converts to the technology and can’t believe how they managed before. Trust
tradesman, Dave Cadman, reflects “The old paper system was a nightmare, we had to return to the
office to collect our tickets, and although we could collect a number of tickets in one visit this didn’t
work for emergency work that we needed to respond to immediately so we often ended up having to
take details verbally over the telephone and catch with the paperwork later. With the best will in the
world, you got waylaid with other things, and often the paperwork just didn't end up getting done”

Julie Manning, Property Team Leader at the Trust, who is responsible for organising the work of one
of the trade teams says “The introduction of the handhelds has been absolutely fantastic, sending
work to my tradesmen electronically means that they aren’t distracted by unnecessary phone calls,
particularly when driving, they can then enter completion details into the phone rather than scribbling
the details onto tickets, as they used to have to do, and then this information comes back to the
office at the press of a button”.

One of the potential pitfalls of using mobile telephony is the need to recognise that the mobile
network isn't perfect, although total failures are rare signal coverage issues are not, this reality has
been fully taken into account within the design of the system which is completely stand-alone the
design team having dismissed a ‘browser based’ approach because they did not feel that this
offered a high enough level of reliability for such a critical area of the business. Instead the system
regularly ‘polls’ the back office system then any new jobs are uploaded and any job completion data
entered by the tradesman is transmitted back. As Paul Dudley puts it “a lot of our repairs are
emergency’s and the staff using this technology need to be able to place faith in its reliability — we
have led the way in producing a solution programmed directly into the mobile hardware”.

But what about the customer, David Wells has identified a very important benefit that the technology
has provided, “Completion information coming in immediately enables us to ring out to the tenant,
because we know they’re going to be at home, and go through a full satisfaction survey. We're
getting real feedback from the tenant immediately after a job has been done”

“everything is touch screen, its easy to use, and its very handy in our day to day job”
Lee Addison — multi skilled Plumber, Wrekin Housing Trust



