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Executive Summary

he Public Accounts Committee (the Committee) has tabled this short report to

inform the Parliament of the frustrations the Committee has endured in its

communications with the Housing Authority over a matter of Committee
business.

The matter relates to the Housing Authority’s failure to follow through on undertakings
given in response to recommendations made by the Committee in its Report No. 8 of
2014 Review of Auditor General Reports No. 3 — Selected Reports 2012 and 2013. The
recommendations were aimed at improving the level of transparency around the
auditing and key performance indicator (KP1) framework of the Housing Authority’s
Head Contractor Maintenance Model (HCMM).

As this report details, the Housing Authority not only failed to follow through on the
undertakings it made in response to the Committee’s recommendations. It also failed
to provide the Committee a written explanation for this oversight within the two-
month timeframe offered by the Committee.

Ultimately, the Committee was compelled to call the Housing Authority in for a hearing
to explain its actions. It was only at this hearing that the written response was finally
provided. The Committee did not have adequate time to scrutinise this response at the
hearing, but has done so since. It has found ambiguities in the response regarding both
the audit methodology and outcomes for lower value maintenance jobs, and the form
and content of the KPI data, the Housing Authority plans to publish in future annual
reports. The Committee has made two recommendations it believes will produce more
meaningful public data around the performance of this critical aspect of the Housing
Authority’s work.

In summary, the Housing Authority’s actions around this matter did not meet the
expectations the Committee has of public sector agencies in their interactions with
representative bodies of the Parliament. Members urge the Housing Authority to show
greater respect for the committee process, and our role as parliamentarians, in any
future dealings with the Committee.






Ministerial Response

In accordance with Standing Order 277(1) of the Standing Orders of the Legislative
Assembly, the Public Accounts directs that the Minister representing the Minister for
Housing report to the Assembly as to the action, if any, proposed to be taken by the
Government with respect to the recommendations of the Committee.






Findings and Recommendations

Finding 1 Page 6
In Report No. 8 of 2014 entitled Review of Auditor General Reports No. 3: Selected
Reports 2012 and 2013, the Committee directed two recommendations to the Housing
Authority. The recommendations were aimed at improving the level of transparency
around the auditing and Key Performance Indicator (KPI) framework of the Head
Contractor Maintenance Model.

Finding 2 Page 8
In the consolidated Government response to Committee Report No. 8 of 2014, the
Housing Authority indicated that it had accepted the Committee’s recommendations
and would include relevant information pertaining to these recommendations in the
next annual report (2014-2015).

Finding 3 Page 8
When the Committee examined the Housing Authority’s 2014-2015 Annual Report, it
could not find any material in the report consistent with the Housing Authority’s earlier
undertakings. Consequently, the Committee wrote to the Housing Authority seeking an
explanation as to how the annual report met the undertakings made by in the
government response to the Committee’s 2014 recommendations.

This letter was dated 2 December 2015 and asked the Housing Authority to respond by
5 February 2016.

Finding 4 Page 9
On 10 February 2016, the Office of the Acting Chief Executive Officer of the Housing
Authority emailed the Committee apologising for missing the deadline and advising
that ‘it hoped’ to send the response ‘by no later than Tuesday 16 February 2016.

Finding 5 Page 9
On 24 February 2016, having received no further correspondence from the Housing

Authority, the Committee resolved to call the Acting Chief Executive Officer, Mr Paul
Whyte, to appear at a public hearing to explain the actions of his agency.

Finding 6 Page 10

Appearing before the Committee Mr Whyte confirmed that the Housing Authority did
not include the information it had undertaken to publish in its 2014-2015 Annual
Report in response to the Committee’s recommendation.

Mr Whyte attributed this outcome to an ‘administrative oversight’.



Finding 7 Page 11

Appearing before the Committee Mr Whyte acknowledged the Housing Authority’s
failure to provide a response to the Committee’s letter of 2 December 2015.

Mr Whyte attributed this outcome to ‘an administrative error [that] ... was perhaps
exacerbated by me being on leave.’

Mr Whyte assured the Committee that systems have now been put in place to ensure
such outcomes are not repeated.

Finding 8 Page 15
It is important that the Housing Authority publishes meaningful data around the audit
regime in place for maintenance jobs valued under $500 each year in its annual report.

Recommendation 1 Page 15

The Housing Authority publishes the following information relating to its Head
Contractor Maintenance Model each year in its annual report:

= adescription of its audit methodology, and the number of jobs valued under
$500 that are audited each year;

= confirmation of the total number (and percentage) of non-compliant jobs;

= 3 breakdown of this number (and percentage) for each area of non-
compliance; and

= asummary of the strategies the Housing Authority is undertaking to address
non-compliance issues.

Finding 9 Page 18

It is important the Housing Authority publishes meaningful data around the
performance of the Head Contractor Maintenance Model in its annual report.

Recommendation 2 Page 18

The Housing Authority publishes a comprehensive summary of the performance of its
Head Contractor Maintenance Model each year in its annual report. The summary
should include the following information:

= aclear explanation of each of the fifteen key performance indicators (KPls);

= confirmation as to which of the five overarching performance categories
(timeliness, quality, cost, safety, and participation) each KPI applies;

= publication of the target figure for each KPI along with the actual level of
performance achieved; and

Vi



= a3 table for each of the four current head contractors indicating the level of
performance against all 15 KPIs.

vii






Chapter 1

Rationale for Report

Follow-Up of Auditor General Reports — Committee’s Expectation of

Agencies

11

1.2

1.3

1.4

The Public Accounts Committee (the Committee) has resolved to table this
report in order to express its disappointment and frustration regarding the
extent to which it has had to follow-up to ensure that the Housing Authority
completes undertakings it made in response to Committee recommendations.

The recommendations were contained in Chapter Three of the Committee’s
Report No. 8 of 2014 entitled Review of Auditor General Reports No. 3:
Selected Reports 2012 and 2013." The recommendations emanated from the
Committee’s consideration of the Housing Authority’s response to a 2012
Auditor General performance audit that examined the implementation of the
then-Department of Housing’s Head Contractor Maintenance Model.?

As noted in previous Committee reports3 the Auditor General’s performance
audits assess the effectiveness and efficiency of programs and activities
delivered by public sector agencies. Recommendations within these audit
reports are aimed at improving the performance of agencies in order to
facilitate value-for-money outcomes from the expenditure of public funds.
However, agencies have no formal requirement to respond to these
recommendations and the Auditor General has no authority to enforce their
adoption.”

Consequently, the Committee follows up with agencies to ensure they are
taking actions that demonstrate proper consideration is being given to
implementing the recommendations of the Auditor General. On occasions, the
Committee will direct its own recommendations to audited agencies with a
view to further improving agency performance and accountability.

Public Accounts Committee (39th Parliament), Review of Auditor General Reports No. 3: Selected
Reports 2012 and 2013, Report No. 8, 23 October 2014.

Auditor General Western Australia, Second Public Sector Performance Report 2012,

26 September 2012.

Public Accounts Committee (39th Parliament), Review of Auditor General Report No. 4: Selected
Reports 2013 and 2014, Report No. 10, 24 September 2015, paragraphs 1.2-1.3.

Office of the Auditor General (WA), Audit Practice Statement, August 2015, p. 8.

1


http://www.parliament.wa.gov.au/Parliament/commit.nsf/(Report+Lookup+by+Com+ID)/5F12183B2AFA9B7048257D7A0006A543/$file/Report%208%20-%20OAG%20Follow-up%20-%20(FINAL%20-%20UNSIGNED)%20-%2020141016.pdf
http://www.parliament.wa.gov.au/Parliament/commit.nsf/(Report+Lookup+by+Com+ID)/5F12183B2AFA9B7048257D7A0006A543/$file/Report%208%20-%20OAG%20Follow-up%20-%20(FINAL%20-%20UNSIGNED)%20-%2020141016.pdf
https://audit.wa.gov.au/wp-content/uploads/2013/05/report2012_11a.pdf
http://www.parliament.wa.gov.au/Parliament/commit.nsf/(Report+Lookup+by+Com+ID)/BB83CDCD9F6582AE48257ECA000CE78E/$file/Report%2010%20-%20OAG%20Follow-Up%20(FINAL%20-%20Unsigned%20-%20Web)%20-%2020150923.pdf
http://www.parliament.wa.gov.au/Parliament/commit.nsf/(Report+Lookup+by+Com+ID)/BB83CDCD9F6582AE48257ECA000CE78E/$file/Report%2010%20-%20OAG%20Follow-Up%20(FINAL%20-%20Unsigned%20-%20Web)%20-%2020150923.pdf
https://audit.wa.gov.au/wp-content/uploads/2013/05/AuditPracStatement_Updated-Aug2015.pdf
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1.5 The Committee takes its role very seriously and expects agencies to do
likewise. Hence, the Committee’s disappointment with the tardy response of
the Housing Authority, which it summarises in the following pages.



Chapter 2

Chronology of Committee Follow-Up of the

Housing Authority

Auditor General’s Report into the Head Contractor Maintenance

Model

2.1

On 26 September 2012, the Auditor General tabled his Second Public Sector
Performance Report. This report contained the findings of three ‘narrow scope’
performance audits®, one of which examined the Department of Housing’s
implementation of the Head Contractor Maintenance Model (HCMM). The
HCMM was a new system for managing what was, at the time, a $100 million
maintenance program for 45,000 properties within Housing’s portfolio that
were used to provide low-cost rental accommodation. The HCMM was
introduced in July 2010, but ran into difficulties soon after implementation,
forcing the Department to undertake a three-stage program of corrective
action. The Auditor General’s report looked at whether this corrective action
had been effective and whether Housing ‘had implemented sufficient controls
in the management’ of the HCMM.®

While the Auditor General concluded that the problems emanating from the
initial roll-out of the HCMM had been largely resolved, he noted room for
improvement with the program’s system controls around fraud detection and
its key performance indicator (KPI) framework.’” The Auditor General’s report

i.  Ensure it has sound systems, processes and controls in place that minimise
the opportunity for fraud and gives it the best chance of detecting it by:

a. conducting structured fraud risk analysis to identify areas of its
maintenance processes or systems where the risk of fraud is highest;

2.2

included the following recommendations:
2.3 Housing should:
5

Whereas broad scope performance audits examine the effectiveness and efficiency of public
sector agencies, narrow scope audits (also known as limited scope audits) consider a range of
matters including agencies’ compliance with legislation and policy and ‘instances of inefficiency,
waste or extravagance’. Office of the Auditor General (WA), Audit Practice Statement, August
2015, p. 5.

Auditor General Western Australia, Second Public Sector Performance Report 2012,

26 September 2012, pp. 34-35.

ibid., p. 36.



https://audit.wa.gov.au/wp-content/uploads/2013/05/AuditPracStatement_Updated-Aug2015.pdf
https://audit.wa.gov.au/wp-content/uploads/2013/05/report2012_11a.pdf
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b. putting in place a fraud policy to assist staff to detect fraud and

respond appropriately to instances of suspected fraud; and

c. making greater use of its maintenance information to identify

patterns of activity that may indicate fraud.

ii. ~ Further develop its Head Contractor key performance indicators to include

quality, cost and tenant satisfaction. Currently performance reporting is

focused entirely on timeliness indicators.

iii. Use risk based analysis of its tenant and property information, job order

data and quality assurance results to better inform target setting for KPIs,

job order controls, and the sampling used for completed work inspections

before and after payment. This analysis should synthesise information

from all sources and include a risk assessment of tenants and properties,

as well as consideration of the various types of maintenance work being

done (emergency, priority and routine and planned maintenance). 8

Committee’s Initial Follow-Up of the Auditor General’s Report

2.4 Table 1 below outlines the chronology of the Committee’s initial follow-up of

the Housing Authority (as the department had subsequently become known)

regarding the Auditor General’s report.

Table 1 Chornology of Committee's Initial Follow-Up of Housing Authority

23 May 2013:

The Committee wrote to the Housing Authority seeking a detailed
response to the actions the Authority intended taking in response to
the Auditor General’s report.

4 Sept 2013:

The Committee received a response from the Housing Authority.

12 Sept 2013:

Having considered the written response, the Committee wrote again
to the Housing Authority requesting its Director General give
evidence at a public hearing.

16 Oct 2013:

Then-Director General, Mr Grahame Searle, appeared before the
Committee along with Mr Steve Parry, General Manager, Service
Delivery, and Mrs Sarah Ronald, Director, Housing Maintenance.

21 Oct 2013:

The Committee wrote again to Housing Authority requesting written
responses to eight questions taken on notice at the public hearing.

12 Nov 2013:

The Committee received the Housing Authority’s response to the
questions taken on notice at the public hearing.

20 Nov 2013:

Having considered the written response, the Committee resolved to
conclude its follow-up and to draft a summary chapter for its next
omnibus report to Parliament detailing agency responses.

8 Auditor General Western Australia, Second Public Sector Performance Report, September 2012,

p.37.
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2.6
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After concluding its follow-up, the Committee reported on its findings in
Chapter Three of its Review of Auditor General Reports No. 3: Selected Reports
2012 and 2013, which was tabled on 23 October 2014. These findings are
repeated below verbatim®:

Maintenance jobs valued at under $500 are not checked before payment,
but random samples are selected for audit on an ongoing basis. Jobs
valued at under S500 make up 35 per cent of all maintenance work.

The Committee is satisfied with the general adequacy of the actions the
Housing Authority has taken in response to the Auditor General’s
recommendations, notwithstanding the fact that some aspects of these
recommendations appear not to have been fully addressed.

While the Housing Authority does not appear to conduct structured fraud
risk analysis of its Head Contractor Maintenance Model, the quality
assurance audit processes now in place are consistent with the overall
intent of the Auditor General’s broader recommendation to minimise the
opportunity for fraud within the program.

The Housing Authority has taken important steps to broaden the KPI
framework applicable to Head Contractors by incorporating cost,
workmanship, and tenant satisfaction indicators in its new round of
contracts. This should enhance the capacity of Housing to more accurately
assess work of its Head Contractors and the overall effectiveness and
efficiency of its Head Contractor Maintenance Model.

While Housing does not appear to have adopted the Auditor General’s call
for ‘risk-based analysis’, it has implemented a variety of measures for
identifying and analysing risk within its Head Contractor Maintenance
Model.

The Committee directed two recommendations to the Housing Authority, both
of which were aimed at improving the level of transparency around the
auditing and KPI framework of the HCMM. These were listed as
Recommendations 3 and 4 of the Committee report, and they read as
follows':

9 Public Accounts Committee (39th Parliament), Review of Auditor General Reports No. 3: Selected

Reports 2012 and 2013, Report No. 8, 23 October 2014, Findings 4-8, pp. 31,36.

10 ibid., Recommendations 3 and 4, p. 38.


http://www.parliament.wa.gov.au/Parliament/commit.nsf/(Report+Lookup+by+Com+ID)/5F12183B2AFA9B7048257D7A0006A543/$file/Report%208%20-%20OAG%20Follow-up%20-%20(FINAL%20-%20UNSIGNED)%20-%2020141016.pdf
http://www.parliament.wa.gov.au/Parliament/commit.nsf/(Report+Lookup+by+Com+ID)/5F12183B2AFA9B7048257D7A0006A543/$file/Report%208%20-%20OAG%20Follow-up%20-%20(FINAL%20-%20UNSIGNED)%20-%2020141016.pdf
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e Recommendation 3: Given that 35 per cent of the Housing Authority
maintenance work is on jobs valued at under $500, the Housing Authority
should include in its Annual Report the methodology and outcome of its
audit of random samples of maintenance jobs valued at under $500.

e Recommendation 4: The Housing Authority should include in its Annual
Report a comprehensive summary of the performance of the Head
Contractor Maintenance Model. Using Key Performance Indicator data
obtained from its Head Contractors, this summary should demonstrate
the extent to which the model is driving better maintenance outcomes in
the areas of timeliness, reduced costs, and quality of workmanship.

Finding 1

In Report No. 8 of 2014 entitled Review of Auditor General Reports No. 3: Selected
Reports 2012 and 2013, the Committee directed two recommendations to the Housing
Authority. The recommendations were aimed at improving the level of transparency
around the auditing and Key Performance Indicator (KPI) framework of the Head

Contractor Maintenance Model.

2.7

It is the Housing Authority’s response to these recommendations that have
been a source of ongoing frustration for the Committee.

Housing Authority Accepts Committee Recommendations

2.8

The Housing Authority’s response to the Committee recommendations was
included as part of a consolidated government response to the entirety of the
Committee report that was tabled in Parliament on 11 February 2015. The full
text of the responses to Recommendations 3 and 4, which are included below,
confirm that the Housing Authority accepted both recommendations and
committed to a specific course of action:

Response to Recommendation 3:

The Housing Authority accepts this recommendation and will provide
methodology and the outcome of its audit of random samples of
maintenance works valued under S500 in the next Annual Report (2015). The
Annual Report draft commences in March 2015 and is published in September
2015 (emphasis added).

11 Hon. Colin Barnett MLA, Premier, ‘Response to Report No. 8 Review of Auditor General Reports

No. 3 — Selected Reports 2012-2013’, (Tabled Paper), 11 February 2015, pp. 2-3.

6


http://www.parliament.wa.gov.au/Parliament/commit.nsf/(Report+Lookup+by+Com+ID)/5F12183B2AFA9B7048257D7A0006A543/$file/33080512.pdf
http://www.parliament.wa.gov.au/Parliament/commit.nsf/(Report+Lookup+by+Com+ID)/5F12183B2AFA9B7048257D7A0006A543/$file/33080512.pdf
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Response to Recommendation 4:

The Housing Authority accepts this recommendation and will provide a
comprehensive summary on the performance of the Head Contractor
Maintenance Model in the next Annual Report (2015) (emphasis added).

The Housing Authority's new Housing Maintenance Contracts commenced on
1 November 2014. The new Contracts have adopted the following Key
Performance Indicators:

= Timeliness (30%) — Completion of Work Orders.

= Quality (40%)— Compliance of Works Orders and Program Works
undertaken.

= Cost (5%) - Timeliness of invoices.

= Safety (20%) - Compliance of Works undertaken and in line with the
Health and Safety and Environmental Management Plan.

= Participation (5%) - Compliance with meeting the agreed Industry
Participation Plan, Indigenous Employment and Apprenticeship Plans.
Tenant satisfaction is a further measure that will be undertaken through
regular surveys and will be undertaken by both Head Contractors and the
Housing Authority. Survey results will drive further business improvements in
the areas of service delivery and tenant satisfaction as per the requirements
outlined in the Annual Operational Plan both parties have agreed to.

The Annual Operational Plan, in conjunction with the Key Performance
Indicators, has been developed with Head Contractors to continually improve
the delivery of maintenance services to the Housing Authority over the term of
the Contract; particular focus will be service delivery, tenant satisfaction, value
for money and industry improvement.

The Annual Report draft commences in March 2015 and is published in
September 2015.

Contract Key Performance Indicators for the new Contracts were adopted on
1 November 2014.

A series of monthly and quarterly reports will be undertaken to manage Head
Contractors' performance in conjunction with the Annual Operational Plan.
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Finding 2
In the consolidated Government response to Committee Report No. 8 of 2014, the
Housing Authority indicated that it had accepted the Committee’s recommendations

and would include relevant information pertaining to these recommendations in the
next annual report (2014-2015).

Housing Authority Fails to Follow Through on its Undertakings

2.9 Having considered the Housing Authority’s response, the Committee resolved
to check the agency’s next annual report, due in September 2015, to confirm
whether the proposed courses of action had been completed. However, when
the 2014-2015 Annual Report was subsequently published, the Committee
could not find any material consistent with the Housing Authority’s earlier
undertakings.

2.10 Consequently, the Committee wrote to Mr Paul Whyte (who had assumed the
position of Acting Chief Executive Officer of the Housing Authority following
the resignation of Mr Searle in mid-2015) asking him to demonstrate how the
annual report met the undertakings made by the Housing Authority in the
government response to the Committee’s recommendations. This letter, a
copy of which is included in Appendix One, was sent to Mr Whyte on
2 December 2015 and asked for a response to be provided by 5 February 2016.

Finding 3

When the Committee examined the Housing Authority’s 2014-2015 Annual Report, it
could not find any material in the report consistent with the Housing Authority’s earlier
undertakings. Consequently, the Committee wrote to the Housing Authority seeking an
explanation as to how the annual report met the undertakings made by in the
government response to the Committee’s 2014 recommendations.

This letter was dated 2 December 2015 and asked the Housing Authority to respond by
5 February 2016.

2.11  The deadline for a response to the Committee passed without a reply from the
Housing Authority. Five days later, the Committee received an email from the
office of Mr Whyte. In this email, a copy of which is included in Appendix Two,
Mr Whyte’s office apologised for not meeting the deadline. The email added
that:
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The response is currently being finalised and it is hoped that it will be
sent to you no later than Tuesday 16 February 2016. 12

By the time of the Committee’s next deliberative meeting, held on 24 February
2016, no further correspondence had been received from Mr Whyte’s office.
The Committee Secretariat made two attempts to contact Mr Whyte's office
between 16 and 24 February. Both went unanswered. Having been unable to
elicit a satisfactory answer, the Committee resolved to call Mr Whyte to appear
at a public hearing on 16 March 2016 to explain his agency’s actions.

Finding 4

On 10 February 2016, the Office of the Acting Chief Executive Officer of the Housing
Authority emailed the Committee apologising for missing the deadline and advising
that ‘it hoped’ to send the response ‘by no later than Tuesday 16 February 2016.

Finding 5

On 24 February 2016, having received no further correspondence from the Housing
Authority, the Committee resolved to call the Acting Chief Executive Officer, Mr Paul
Whyte, to appear at a public hearing to explain the actions of his agency.

Housing Authority Appears Before Committee to Explain its Actions

2.13

2.14

2.15

The full transcript of the hearing with the Housing Authority is included at
Appendix Three. Appearing before the Committee were Mr Whyte and Mr
Gregory Cash, General Manager, Service Delivery.

At the hearing the Committee sought the following information:

i.  Confirmation as to where the Housing Authority’s 2014-2015 Annual
Report addressed the undertakings contained in the Government
response to the Committee’s 2014 report.

ii. Reasons as to why the Housing Authority failed to provide a response to
the Committee’s letter of 2 December 2015.

Regarding the first matter, Mr Whyte confirmed that the relevant information
the Housing Authority undertook to provide regarding the audit and
performance measurement framework for the HCMM was not included in the
2014-2015 Annual Report. Mr Whyte offered the following explanation for the
oversight:

12 Mr Mitch Penny, A/Manager Ministerial Liaison, Office of the Director General, Housing Authority,
Email, 10 February 2016 (see Appendix Two).
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The information was not included in the annual report because of an
administrative oversight. There was not any technical issue or practical
issue as to why it was not. B

2.16 Mr Whyte also attributed the failure to respond to the Committee as ‘an
administrative error [that] ... was perhaps exacerbated by me being on

14
leave.’

The Committee questioned Mr Whyte on this point, asking him
whether the oversight was attributable to staffing issues within his
department. Mr Whyte did not explicitly acknowledge this as an issue,

explaining that:

During that period of time over the Christmas period, | asked to
personally oversee that response. The response that | got, | was not
satisfied with at the time and | asked for further information to be
provided and that was not provided within a timely manner. -

2.17 Mr Whyte and Mr Cash advised that a detailed response was now at hand and
provided this to Committee towards the end of the hearing.16 This response,
which is contained in Appendix Four, will be discussed in the next chapter.

2.18 The Committee asked whether systems had now been put in place to ensure
similar oversights are not repeated. Mr Whyte replied:

In terms of the preparation of our annual report, most definitely. We
have a more thorough checklist of items to be included in the annual
report. In terms of timely responses to this committee and to other
parliamentary committees, that has also been put in place through a
system.’

Finding 6

Appearing before the Committee Mr Whyte confirmed that the Housing Authority did
not include the information it had undertaken to publish in its 2014-2015 Annual
Report in response to the Committee’s recommendation.

Mr Whyte attributed this outcome to an ‘administrative oversight’.

13 Mr Paul Whyte, A/Chief Executive Officer, Housing Authority, Transcript of Evidence, 16 March
2016, p. 2 (see Appendix Three).

14 ibid.

15 ibid.

16 ibid.

17 ibid.

10
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Finding 7
Appearing before the Committee Mr Whyte acknowledged the Housing Authority’s
failure to provide a response to the Committee’s letter of 2 December 2015.

Mr Whyte attributed this outcome to ‘an administrative error [that] ... was perhaps
exacerbated by me being on leave.’

Mr Whyte assured the Committee that systems have now been put in place to ensure
such outcomes are not repeated.

11
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Committee Conclusions

Committee’s Frustration at the Conduct of the Housing Authority

The Committee spends a significant proportion of its time following-up agencies to
ensure they give due consideration to recommendations made by the Auditor General
in his ongoing series of performance audit reports. The Committee sees this role as an
important part of a process that is designed to support effective policy implementation
and enhance the quality of public programs and services.

When reporting on its follow-ups to Parliament, the Committee will occasionally
include recommendations of its own. As noted at paragraph 1.4 above, these
recommendations are generally framed with a view to further improving agency
performance and accountability. When an agency indicates that it has accepted the
Committee’s recommendations, and outlines a prescribed course of action, it is
reasonable for the Committee to expect that it can take the agency at its word and
consider the matter concluded.

Unfortunately, the conduct of the Housing Authority on this occasion did not meet
these expectations. It appears that without the Committee’s ongoing pursuit of this
matter, the undertakings made by the Housing Authority may not have been carried
out. The Committee is frustrated by the fact that it has had to go to such lengths to
ensure an agency has followed through on commitments made in response to a
committee report. It is equally frustrated at the timing with which the Housing
Authority ultimately delivered its written response, leaving the Committee no time to
analyse the content for the purposes of further scrutiny during the hearing.

The Committee has tabled this report to inform Parliament of these frustrations and to
provide a reminder of the standards the Committee expects when it interacts with
agencies. Agencies should also note that the Committee reserves the right to re-open
and re-examine any concluded follow-up—as it has done in this instance—to ensure
that due regard is given to its own recommendations and those of the Auditor General.

Comments on the Content of the Housing Authority’s Written
Response

The Committee acknowledges that the Housing Authority has again committed to
improving the level of transparency around the methodology and outcomes of random

audit samples and maintenance jobs valued at under $500, and the overall
performance of the Head Contractor Maintenance Model (HCMM). The Committee will

13
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3.8
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examine the Housing Authority’s next annual report to ensure detailed information is
included relating to these points.

In its written response delivered to the Committee at the hearing of 16 March 2016,
the Housing Authority provided further detail as to the type of content that will be
included in future annual reports. The Committee has since considered the Housing
Authority’s response and makes the following comment on the proposed content.

Reporting on the audit of maintenance jobs <$500 — methodology and outcomes

The Housing Authority confirmed that it established a set of new head maintenance
contracts that took effect from 1 November 2014. During a transition period through to
February 2015 the auditing regime was ‘temporarily placed on hold’."® A ‘revised
testing regime’ was re-established in February 2015 comprising ‘monthly physical and
desktop compliance inspections’ on a ‘minimum of 5 per cent of paid work orders
across all head contractors’.”® The Housing Authority indicated that ‘[t]his information

); 20

will be included in the next annual report (2016)’”", but was not clear as to the specific

information it was referring to.

It is important that the Housing Authority publishes meaningful data around this aspect
of its operations. The Committee has previously noted that 35 per cent of all
maintenance work covers repairs valued at under $500.* Based on the Housing
Authority’s latest published estimate of its total property maintenance obligations
($147 million for 2014-2015), as much as $51 million dollars could be spent annually on
these lower end jobs,22 with fraud risk an ever-present consideration. The
enhancements to the audit regime put in place by the Housing Authority to mitigate
this risk> are acknowledged by the Committee. However, it would like to see greater
transparency around the work the Housing Authority is doing in this area so that the
Parliament and the public are in a position to assess the effectiveness of this work.
Accordingly, the Committee recommends the Housing Authority include the following
information in its annual reports:

e adescription of its audit methodology, and the number of jobs valued at under
$500 that are audited each year;

confirmation of the number (and percentage) of non-compliant jobs;

18 Mr Paul Whyte, A/Chief Executive Officer, Housing Authority, Letter, 16 March 2016, p. 2
(see Appendix Four).

19 ibid.

20 ibid.

21 Public Accounts Committee (39th Parliament), Review of Auditor General Reports No. 3: Selected
Reports 2012 and 2013, Report No. 8, 23 October 2014, p. 31.

22 Housing Authority, Annual Report 2014-2015, 15 September 2015, p. 84.

23 Public Accounts Committee (39th Parliament), Review of Auditor General Reports No. 3: Selected
Reports 2012 and 2013, Report No. 8, 23 October 2014, p. 30.
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e a breakdown of this number (and percentage) for each area of non-compliance;
and

e asummary of the strategies the Housing Authority is undertaking to address non-
compliance issues.

Finding 8
It is important that the Housing Authority publishes meaningful data around the audit
regime in place for maintenance jobs valued under S500 each year in its annual report.

Recommendation 1

The Housing Authority publishes the following information relating to its Head
Contractor Maintenance Model each year in its annual report:

= adescription of its audit methodology, and the number of jobs valued under
$500 that are audited each year;

= confirmation of the total number (and percentage) of non-compliant jobs;

=  a breakdown of this number (and percentage) for each area of non-
compliance; and

= asummary of the strategies the Housing Authority is undertaking to address
non-compliance issues.

Reporting on the overall performance of the HCMM using KPI data

Under the initial HCMM contract, the Housing Authority maintained, but did not
publish, KPI data around seven performance areas. Under the new set of contracts
established on 1 November 2014, the KPI framework has been broadened. A total of
15 KPIs have now been put in place under five broad performance categories as
outlined in Table 2 below:
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Table 2 Head Contractor Maintenance Model - KPI Framework Categoriesz"

Performance Category Weighting

Timeliness: completion of work orders 30 per cent
uality: compliance of work orders and program works

Q v P prog 40 per cent

undertaken

Cost: timeliness of invoices 5 per cent

Safety: compliance of works undertaken and in line with
the Health and Safety and Environment Plan
Participation: compliance with meeting the agreed
Industry Participation Plan, Indigenous Employment and 5 per cent
Apprenticeship Plans

20 per cent

3.10 In its response to the Committee, the Housing Authority listed and described the
fifteen KPIs that now operate under these five categories, along with a table displaying
the ‘[p]erformance results during the life of the contract to date’.? This table is
included below in Figure 1.

Figure 1 Head Contractor Maintenance Model - Current Performance Results*

| Jan - Mar Apr - Jun
Head Management Contract |201¢ 2015
) : on Contract Contract | Contract
Year 1 Year 1 Year 2.

: Quarter3 | Quarter4 | Quarterl
::\‘rilr:ni:t:;;a;:g:::ment Plan j 1000% & 1o 100,05 10005

KPI 2 Statutory Notices : ~ 750% | 100.0% | 100.0% 100.0%
KPI 3 Emergency (8 hrs) : 78.1% 77.2% 88.4% 90.4%
KPI 4 Urgent (24 hrs) ; 58.9% 60.5% 74.3% 78.2%
KPI 5 Priority (48 hrs) : 64.7% 629% | 772% | 851%
KPI 6 Void ‘ 16.7 16.1 13.0 111
KPI 7 Routine (28 days) ; 84.9% 74.9% 82.7% 83.7%
KPI 8 Timeliness of Invoices : 57.6% 66.1% 91.4% 85.8%
KPI 9 Tenant Satisfaction* ; 78.6% 84.4% 100.0% 79.3%*
KPI 10 Non defective works ¢ 92.9% 96.6% 97.5% 98.0%
KPI 11 Improvement Notices { 100.0% 100.0% 100.0% 100.0%
KPI 12 Compliance Notices ] 100.0% 100.0% 100.0% 100.0%
KPI 13 Industry Participation Plan | 50.0% 100.0% 100.0% 100.0%
E:::r‘:'r;':'ﬁ::“s Emplcymentand 0.0% 25.0% 75.0% 100.0% 100.0%
KPI 15 Apprenticeship Plan 75.0% 25.0% 100.0% 100.0% 100.0% i
* Prior to Year 2 Quarter 2, KPI 8 was a different KPI which was replaced by Tenant Satisfaction.

24 Mr Paul Whyte, A/Chief Executive Officer, Housing Authority, Letter, 16 March 2016, p. 3
(see Appendix Four).

25 ibid., pp. 3-5.

26 ibid., p. 5.
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3.13

3.14

3.15

Chapter 3

The Committee acknowledges the work undertaken by the Housing Authority in
establishing a broader KPI framework. However, the Housing Authority does not clarify
in its response whether the information around KPIs provided to the Committee will
form part of the ‘comprehensive summary’ of the performance of the HCMM that will
be included in the next annual report.27 The Committee is of the view that this material
should be included, albeit with the following four enhancements.

Firstly, the explanations for the fifteen KPIs are generally clear, although there is some
ambiguity around certain terms (e.g. KPI 10 ‘non-defective work orders’).”® Such terms
should be clearly defined for the benefit of those reading the Housing Authority’s
future annual reports.

Secondly, the performance table does not clearly link each of the KPIs to their relevant
overarching performance category (e.g. Timeliness, Quality, Cost, etc). This makes it
more difficult to determine the extent to which a particular KPI might impact the
overall performance rating of a head contractor.”® Clearer definition of the linkage
between overarching performance categories and individual KPlIs is likely to enhance
the value of any tabular data that is published.

Thirdly, current performance data is more meaningful when it is published alongside a
KPI’s agreed target figure. In the example provided by the Housing Authority in Figure 1
above, the data would be of greater meaning to readers if the KPI target was included
in the first column.

Finally, it appears that the data provided by the Housing Authority in Figure 1 are
consolidated figures for the entire HCMM initiative. However, according to the Housing
Authority’s most recent annual reportso, there are four separate head contracts
established under the new arrangements with the following parties:

1) Lake Maintenance Pty Ltd — East and West Kimberly, Goldfields and Wheatbelt
regions

2) Pindan Contracting Pty Ltd — Mid West and Pilbara regions

3) Programmed Facility Management Pty Ltd — South Metropolitan, South West and
Great Southern regions

4) Spotless Facility Services Pty Ltd — North Metropolitan and South East
Metropolitan regions.

27 Mr Paul Whyte, A/Chief Executive Officer, Housing Authority, Letter, 16 March 2016, p. 2
(see Appendix Four).

28 ibid., p. 4.

29 Noting the percentage weightings applied to each of the five overarching performance categories
(as listed in Table 2 above).

30 Housing Authority, Annual Report 2014-2015, 15 September 2015, p. 84.
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Accordingly, the Committee believes that the quality of reporting will be further
enhanced if KPI reporting is provided for each of the head contractors rather than in
consolidated form. This provides the means by which targeted scrutiny would be
available to Parliament and interested members of the public.

Finding 9

It is important the Housing Authority publishes meaningful data around the
performance of the Head Contractor Maintenance Model in its annual report.

Recommendation 2

The Housing Authority publishes a comprehensive summary of the performance of its
Head Contractor Maintenance Model each year in its annual report. The summary
should include the following information:

= aclear explanation of each of the fifteen key performance indicators (KPIs);

=  confirmation as to which of the five overarching performance categories
(timeliness, quality, cost, safety, and participation) each KPI applies;

= publication of the target figure for each KPI along with the actual level of
performance achieved; and

= 3 table for each of the four current head contractors indicating the level of
performance against all 15 KPIs.

HON DR K.D. HAMES, MLA
CHAIRMAN
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Appendix One

Letter to Housing Authority Dated 2 December 2015

Address all correspondence to the
Chairman, Mr S.K. L'Estrange, MLA

Enquiries to: Mr Tim Hughes

Telephone: (08) 9222 7496

Facsimile: (08) 9222 7804

Email: lapac@parliament.wa.gov.au
Web: www.parliament.wa.gov.au/pac

PUBLIC ACCOUNTS COMMITTEE

2 December 2015

Mr Paul Whyte
A/Director General
Housing Authority
Bag 22

EAST PERTH WA 6004

Dear Mr Whyte
Follow-Up of Response to Public Accounts Committee Report

| am writing in reference to the Public Accounts Committee’s Report No. 8 of 2014 entitled Review of
Auditor General Reports No. 3 — Selected Reports 2012-2013 (the Committee Report), which looked
at the Housing Authority’s response to recommendations made by the Auditor General in his 2012
performance audit of the Head Contractor Maintenance Model.

In the Government Response to the Committee Report (copy of response attached), the Housing
Authority made undertakings regarding certain actions it would take to improve the level of
transparency around the outcomes of random audit samples on maintenance jobs valued at under
$500, and the overall performance of the Head Contractor Maintenance Model. The Housing
Authority advised that its next Annual Report (2014-2015) would include detailed information in
both areas.

The Committee has subsequently examined the Housing Authority’s 2014-2015 Annual Report and
has not been able to find reference to the additional information the Authority advised would be
available.

Could you please provide the Committee with a written response demonstrating how the 2014-2015
Annual Report meets the undertakings made by the Housing Authority in the Government Response
to the Committee’s 2014 report.

The Committee would appreciate if you could provide this response by Friday, 5 February 2016. Your
response can be mailed to Level 1, 11 Harvest Terrace, West Perth WA 6005, or submitted
electronically at lapac@parliament.wa.gov.au.

Following consideration of your response, the Committee may contact you to seek further
information by way of written questions or a public hearing. The Committee may also refer to your
response in its next report to Parliament on agency responses to Auditor General reports.

If you are having difficulty meeting the Committee’s deadline, or if you require any further
information, please contact the Committee’s Principal Research Officer, Mr Tim Hughes, on
08 9222 7496.

lof2
Parliament House, Perth, Western Australia 6000

Phone: (+61 8) 9222 7222
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Public Accounts Committee

Please note that correspondence addressed to or received from the Committee becomes the
property of the Legislative Assembly and cannot be forwarded to any other external party without
the authorisation of the Committee.

You are also advised that FOI provisions cannot be applied to Committee documents, including your
correspondence to the Committee, by virtue of Schedule 1, 5.12 (c) of the Freedom of Information
Act 1992, which holds that matter is exempt if its disclosure infringes the privileges of Parliament.

Thank you for your assistance with this matter.

Yours faithfully

MR S.K. L'ESTRANGE, MLA
CHAIRMAN

Encl.

20f2
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Appendix Two

Email Response to Committee from the Office of the Director
General (Housing Authority) — 10 February 2016

Committee, Public Accounts

From: Mitchell PENNY

Sent: Wednesday, 10 February 2016 11:24 AM

To: Committee, Public Accounts

Subject: Follow-Up Response to Public Accounts Committee Report
Categories: Agenda item added to agenda, Agenda Items

Good morning

| note that the Housing Authority was due to provide a response to the Public Accounts Committee Report by 5
February 2016.

Please accept my apology that we have not met that due date.

The response is currently being finalised and it is hoped that it will be sent to you no later than Tuesday 16 February
2016.

Kind regards
Mitch Penny
A/Manager Ministerial Liaison | Office of the Director General
Housing Authority
12/99 Plain Streat, Fast Perth WA
www.housing.wa.gov.au

OPENING DOORS

Follow us: & Ei [
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Appendix Three

Transcript of Hearing with the Housing Authority - 16 March 2016

PUBLIC ACCOUNTS COMMITTEE

OTHER PROCEEDINGS

TRANSCRIPT OF EVIDENCE
TAKEN AT PERTH
WEDNESDAY, 16 MARCH 2016

SESSION ONE

Members

Mr S.K. L’Estrange (Chair)
Mr B.S. Wyatt (Deputy Chair)
Mr W.I. .Johnston
Mr ML.H. Taylor
Mrs G. Godfrey
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Public Accounts Wednesday, 16 March 2016 — Session One Page 1

Hearing commenced at 10.03 am

Mr PAUL WIIYTE
Acting Chief Executive Officer, Housing Authority, examined:

Mr GREGORY CASH
General Manager, Service Delivery, examined:

The CHAIR: On behalf of the Public Accounts Committee, 1 would like to thank you for your
appearance today. At this stage, I would like to introduce myself and the other members of the
committee present. 1 am Sean L’Estrange, the member for Churchlands and the committee
chairman. To my left are fellow committee members Mrs Glenys Godfrey, the member for
Belmont, and Mr Matt Taylor, the member for Bateman. Mr Johnston, the member for Cannington,
may join us during the proceedings. Today’s hearing is a proceeding of Parliament and warrants the
same respect that proceedings in the house itself demand. Even though you are not required to give
evidence on oath, any deliberate misleading of the committee may be regarded as a contempt
of Parliament.

Betore we commence, there are a number of procedural questions | need you to answer. First of all,
have you cach completed the “Details of Witness™ form?

The Witnesses: Yes.

The CHAIR: Thank you. Do you understand the notes at the bottom of the form?

The Witnesses: Yes.

The CHAIR: Did you each receive and read an information for witnesses briefing sheet regarding
giving evidence before parliamentary committecs?

The Witnesses: Yes.

The CHAIR: Do you have any questions relating to your appearance before the committee today?
The Witnesses: No.

The CHAIR: Mr Bill Johnston, the member for Cannington, has just arrived. He is also a member
of the committee.

As wyou are aware, the committce wrote to vou on 2 December 2015 in reference to the
Housing Authority’s response to the committee’s eighth report of 2014 entitled “Review of
Auditor General Reports No. 3: Selected Reports 2012 and 20137, In the government response to
the committee report the Housing Authority made undertakings regarding certain actions it would
take to improve the level of transparency around the outcomes of random audit samples on
maintenance jobs valued under $500 and the overall performance of the head contractor
maintenance model. The committee subsequently examined the Ilousing Authority’s 2014-15
annual report and was not able to find reference to the additional information the authority advised
would be available. Following this, the committee sent you the letter dated 2 December 2013
seeking a written response that demonstrated how your 201415 annual report met the undertakings
given by the authority in the government’s response to the committee’s report. The committee
requested this information by 5 February 2016 and recerved an email from Mr Mitchell Penny,
acting manager ministerial liaison, on 10 February 2016 advising that “the response is currently
being finalised and it is hoped that it will be sent to you no later than Tuesday, 16 February 20167,
Despite several subsequent attempts by the committee secretariat to contact Mr Penny via phone
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Public Accounts Wednesday, 16 March 2016 — Session One Page 2

and email. the committee received no further response from the Housing Authority. The committee
has called you in today because it has been unable to elicit a satisfactory answer from the
Housing Authority regarding this matter.

Betore we commence with our questions, would you like to make a brief opening statement?

Mr Whyte: No, but 1o acknowledge that. in the first instance, the information required of us to
submit the information through the annual report was an administrative error and in the second
instance of not supplying this committee with the information requested was also an administrative
error and was perhaps exacerbated by me being on leave.

The CHAIR: Thank vou for that. I suppose my follow-up question is: does the Housing Authority
intend to follow through with the actions indicated in the agency’s response to the Public Accounts
Committee report?

Mr Whyte: YVes.

The CHATIR: Thank vou. By what means will transparency be improved in the areas we have
identified and under what time frame?

Mr Cash: We will have our response to you today. It is being delivered as we speak, so we can
table that with you today. In future we have made arrangement for both aspects to be included in
our annual report and will be included from this year’s annual report.

The CHAIR: Okay, thank vou.

Mrs G.J. GODFREY: You said that it was due to you being the acting CEO. Is there not sufficient
staft in vour department 1o complete these ongoing administrative duties?

Mr Whyte: During that period of time over the Christmas period, [ asked to personallv oversee that
response. The response that [ got, 1 was not satisfied with at the time and I asked lor further
information to be provided and that was not provided within a timely manner.

Mr W.IL JOHNSTON: Was there a particular issue that led to the information not being included
in the annual report?

Mr Whyte: The information was not included in the annual report because of an administrative
oversight. There was not any technical issue or practical issue as to why it was notl. The issue
specifically with providing the information in early January was in relation to the mformation that
was provided to me to provide to you covered two separate contracts. I was not satisfied that it
addressed the issues directly that were requested of us. [ believe that that information is now
in hand.

Mrs G.J. GODFREY: On a follow-up to that: with this whole experience, has something been put
in place, such as a KPL so that this cannot happen again?

Mr Whyte: In terms of the preparation of our annual report, most definitelv. We have a more

thorough checklist of items to be included in the annual report. In terms of timely responses to this
committee and to other parliamentary committees, that has also been put in place through a system.

The CHAIR: Thank you for appearing before the committee today. We do look forward to the
response. If vou could get that sent through to our secretariat, that would be much appreciated.

Mr Whyte: I can table that now for vou if vou would like.

The CHAIR: That is fine. Thank you for submitting the document, which we will review over the
next week. If we need to do any follow-up. we will do that through the secretarial back to the
Housing Authority.

A transeript of this hearing will be forwarded to you for correction of minor errors. Please make

these corrections and return the transcript within 10 working days of the date of the covering letter.
If the transeript is not returned within this period, it will be deemed to be correct. New material
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cannot be introduced via these corrections and the sense of your evidence cannot be altered.
Should you wish to provide additional information or elaborate on particular points, please include
a supplementary submission for the committee’s consideration when you return your corrected
transcript of evidence.

Thank you once again for appearing before the committee today.

Hearing concluded at 10.11 am

26




Appendix Four

Housing Authority’s Written Response — Presented to the
Committee at the Public Hearing on 16 March 2016

Government of Western Australia OPENING DOORS

Department of Housing To Affordable Housing

Your Ref: 24-505199
Our Ref: 2604-2015

Mr Sean L'Estrange MLA
Chair

Public Accounts Committee
1, 11 Harvest Terrace
WEST PERTH WA 6005

Dear Mr L'Estrange

| refer to your correspondence with reference to Report No 8 entitled ‘Review of
Auditor General Reports No 3 — Selected Reports 2012-2013". This report looked at
the Housing Authority’s response to recommendations made by the Auditor General
in his 2012 performance audit of the head contractor maintenance model. | note your
request that the Housing Authority provide a written response explaining how its
2014-15 report meets the undertakings it made; these being:

e To take steps to improve the level of transparency around the outcomes of
random audit samples on maintenance jobs valued at under $500, and the
overall performance of the head contractor maintenance model

e To include in the Housing Authority's 2014-15 annual report detailed
information in relation to both points.

| acknowledge the Housing Authority’s failure to incorporate the required information
into the annual report. The Housing Authority has taken steps to ensure the
information is reported in future annual reports.

In relation to the information requested in response to recommendations three and
four of the report, | advise the following:

Recommendation 3

Given that 35 per cent of maintenance work is on jobs valued at under $500, the
Housing Authority should include in its annual report the methodology and outcome
of its random samples of maintenance jobs valued at under $500

Original HA response: The Housing Authority accepts this recommendation and will
provide methodology and the outcome of its audit of random samples of
maintenance works valued under $500 in the next annual report (2015). The annual
report draft commences in March 2015 and is published in September 2015.

Updated response:
The Housing Authority transitioned from the initial Head Maintenance Contract
arrangements during the 2014/15 financial year. The information requested therefore

99 Plain Street East Perth Western Australia 6004

Private Bag 22 East Perth Western Australia 6892

Telephone (08) 9222 4666 TTY (08) 9476 2446 Facsimile (08) 9221 1388
www. ’WDLJSHWQ wa.gov.au

wa.gov.au

DHWO0S
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is comprised of data which covers two separate head maintenance contract
agreements. associated with two different contracts.

Head Maintenance Contract 1 (1 July 2014 — 31 October 2014)
The methodology for monthly physical and desktop compliance inspections on paid
work orders per head contractor consists of selecting and verifying a sample of 5
typical repair works from licensed and general trades each month.

Inspections of typical repairs targeted are carried out on a random selection of high
volume works costing less than $400 for licensed trades and less than $1,000 for
general trades. Works targeted for inspection include noticeable rises in the volume
of jobs for particular repairs, high risk items or aspects of repairs such as
measurements and quantities.

Findings from inspections are managed on a monthly basis in consultation with the
head contractors and other relevant parties to minimise any risk and identify areas
for improvement.

For July to October 2014, 5,567 work orders less than $500 were reviewed. A total of
554 were identified as non-compliant.

Head Maintenance Contract 2 (1 November 2014 - 30 June 2015)

Following transition and establishment of the new head maintenance contracts in
November 2014, testing was temporarily placed on hold. A revised testing regime re-
commenced in February 2015 with monthly physical and desktop compliance
inspections of work orders dating from to the start of the contract.

These inspections consist of a minimum of 5% of paid work orders across all head
contractors, and include targeted high volume work orders across all licensed and
general trades. This information will be included in the next annual report (2016).

Recommendation 4

The Housing Authority should include in its annual report & comprehensive summary
of the performance of the head contractor maintenance model. Using key
performance indicator data obtained from its head contractors, this summary
demonstrate the extent to which the model is driving better maintenance outcomes in
the areas of timeliness, reduced costs and quality of workmanship

HA response:

The Housing Authority accepts this recommendation and will provide a
comprehensive summary on the performance of the head contractor maintenance
model in the next annual report (20186).

Updated response:
Under the initial Head Maintenance Contract the following key performance results
were achieved:
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Head Maintenance Contract 1 (1 July 2014 — 31 October 2014)
Performance results were:

. k1% | ¥EI2% | kpiz o | kpras | KIS % | kprgg, | KPIT %
Peiiod Emergency ucal Priority Routine Miajr Vacant Timeliness
Hours Works of Invoicing
w2014 | sa% | 37% | 6w | 72% 56% 81% 85%
Aug 2014 82% 35% 44% 51% 71% 60% 82%
Sep 2014 82% | 41% 60% 76% 49% 66% 83%
Oct 2014 82% 80% 50% 73% 70% 90%

Head Maintenance Contract 2 (1/11/2014 — 31/12/2015)

With the move to new housing maintenance contracts on 1 November 2014 the

Housing Authority applied an improved level of key performance monitoring and

management. The new contracts have adopted the following key performance

indicators:

Timeliness (30%) - completion of works orders.

Quality (40%) - compliance of works orders and program works undertaken

Cost (5%) - timeliness of invoices.

Safety (20%) - compliance of works undertaken and in line with the Health and

Safety and Environmental Plan.

e Participation (5%)- compliance with meeting the agreed Industry Participation
Plan, Indigenous Employment and Apprenticeship Plans.

The weighting of the KPls is indicated as a percentage.

A summary of the Key Performance Indicators is as follows:
KPI 1 requires full HSEMP compliance including:

° Safety Inspections carried out for each category of work accord with safety
inspections;
° Contractor has an internal corporate OHS representative with relevant

training and qualifications;
° SWMS completed for all high risk construction work; and
° Take 5 safety check (or equivalent) completed for all SOR Work.
All contractors have fully complied.

KPI 2 requires provision of statutory notices to the Housing Authority. All contractors
have fully complied.

KPI 3 requires contractors to attend and restore or repair life threatening safety issue
within 8 hours of issue of the work order.

KPI 4 requires contractors to attend and restore or repair essential service(s) within
24 hours of issue of the work order.
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KPI 5 requires contractors to attend and repair within 48 hours of issue of the work
order.

KPI 6 requires contractors to attend and complete vacated maintenance activity
within 14 days of issue of the work order. The KPI is represented as the average
number of days taken by contractors to complete vacated maintenance.

KPI 7 requires contractors to attend and repair within 28 days of issue of the work
order.

KPI 8 requires contractors to submit compliant payment claims within 14 days
following completion of all maintenance works and services on a work order.

KPI 9 is a percentage of satisfactory or above ratings in sample tenant satisfaction
surveys in each performance review quarter. Tenant surveys are randomly selected
from paid work orders on a monthly basis.

Please note that KPl 9 has not always measured ‘Tenant Satisfaction’. Previously
the KP| sat under the category of ‘Cost’ and looked at pending invoices. This
measured the percentage of work orders under 28 days where payment claims had
been submitted against the number of work orders completed for the relevant
performance review quarter. Essentially this KPI was a duplication of KPI 8 and
measured the timeliness of contractors invoicing following completion of works.

KP1 10 is non-defective work orders as a percentage of total maintenance works and
services works orders completed in the relevant performance review quarter.

KPI 11 is the number of improvement notices achieving the outcome sought to the
satisfaction of the Housing Authority in the agreed time for completion against the
number issued for the relevant performance review quarter. All contractors have fully
complied.

KPI1 12 is the number of compliance notices achieving the outcome sought to the
satisfaction of the principal in the agreed time for completion against the number
issued for the relevant performance review quarter. All contractors have fully
complied.

KPI 13 requires the contractor has certified compliance with all aspects of the
Industry Participation Plan. All contractors have fully complied.

KPI 14 requires the contractor to have certified compliance with all aspects of the
Indigenous Employment and Enterprise Plan. All contractors have fully complied.
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KPI 15 requires the contractor has certified compliance with all aspects of the
Apprenticeship Plan. All contractors have fully complied.

Performance results during the life of the contract to date are as follows:

Oct - Dec Jan - Mar Apr - Jun Jul - Sep Oct - Dec
014 2015 2015 2015 2015
Contract Contract
Year 1 Year 1
Quarter 3 Quarter 4

z:"':r;e':::t:few a:"d e 100.0% 100.0% 100.0% 100.0% 100.0%
KPI 2 Statutory Notices 100.0% 75.0% 100.0% 100.0% 100.0%
KPI 3 Emergency (8 hrs) 80.6% 78.1% 77.2% 88.4% 90.4%
KPI 4 Urgent (24 hrs) 66.9% 58.9% 60.5% 74.3% 78.2%
KPI 5 Priority (48 hrs) 73.1% 64.7% 62.9% 77.2% 85.1%
KPI 6 Void 7.7 16.7 16.1 13.0 11.1

KPI 7 Routine (28 days) 96.1% 84.9% 74.9% 82.7% 83.7%
KPI 8 Timeliness of Invoices 50.7% 57.6% 66.1% 91.4% 85.8%
KPI 9 Tenant Satisfaction* 88.2% 78.6% 84.4% 100.0% 79.3%*
KPI 10 Non defective works 98.2% 92.9% 96.6% 97.5% 98.0%
KPI 11 Improvement Notices 75.0% 100.0% 100.0% 100.0% 100.0%
KPI 12 Compliance Notices 100.0% 100.0% 100.0% 100.0% 100.0%
KPI 13 Industry Participation Plan 75.0% 50.0% 100.0% 100.0% 100.0%
g:,::;:‘i‘if::”s Employment and 0.0% 25.0% 75.0% 1000% | 100.0%
KPI 15 Apprenticeship Plan 75.0% 25.0% 100.0% 100.0% 100.0%

* Prior to Year 2 Quarter 2, KPI 9 was a different KPI which was replaced by Tenant Satisfaction.

Should you have any further queries please contact Mr Greg Cash, General

Manaier Service Deliveﬁ, at the Housing Authority’s head office on, (S R o at

Yours sincerely

PAUL WHYTE
A/CHIEF EXECUTIVE OFFICER

16 March 2016
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Appendix Five

Committee’s Functions and Powers

The Public Accounts Committee inquires into and reports to the Legislative Assembly

on any proposal, matter or thing it considers necessary, connected with the receipt and

expenditure of public moneys, including moneys allocated under the annual
Appropriation bills and Loan Fund. Standing Order 286 of the Legislative Assembly
states that:

The Committee may -

1

Examine the financial affairs and accounts of government agencies of the State
which includes any statutory board, commission, authority, committee, or
trust established or appointed pursuant to any rule, regulation, by-law, order,
order in Council, proclamation, ministerial direction or any other like means.

Inquire into and report to the Assembly on any question which -
a) it deems necessary to investigate;

b) (Deleted V. & P. p. 225, 18 June 2008);

c) isreferred to it by a Minister; or

d) isreferred to it by the Auditor General.

Consider any papers on public expenditure presented to the Assembly and
such of the expenditure as it sees fit to examine.

Consider whether the objectives of public expenditure are being achieved, or
may be achieved more economically.

The Committee will investigate any matter which is referred to it by resolution
of the Legislative Assembly.
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Hearings

Appendix Six

DE(S

16 March 2016

Name
Mr Paul Whyte

Position
A/Chief Executive
Officer

Mr Gregory Cash

General Manager,
Service Delivery

Organisation

Housing Authority
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