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1. Executive Summary

Rochdale BSF Falinge Park High School has now been in operation since the commencement of FM
services in December 2013.

This report is written in line with the Project Agreement clause 39.3.1 which requires submission to the
Authority of an ‘Annual Service Report’ no later than 31st December in each contract year.

It should be noted that contractually the contract year commences 1st April and ends on the 31st March
immediately following. This report covers the reporting year September 2015 to August 2016 (as per
signed variation).

Carillion Services Ltd provides a full Facilities Management Service delivering the following services:

· Contract Management
· Health & Safety
· Cleaning, Waste and Pest Control
· Building and Asset Maintenance
· Grounds Maintenance
· Security
· Energy and Utilities
· Caretaking and Portering

Catering remains out of scope of the FM service provision.

The purpose of the report is to summarise the service delivery standards for the preceding 12 months,
identify any lessons learnt and detail actions planned for the following reporting year.
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2. Project Summary

Working relationships between Carillion and the school continue to be improve.  Weekly operational
meetings take place and self-monitoring by the FM Team has improved and this will continue to be
developed over the next 12 months.

The FM Management Team have carried out a number of reviews during this contract year, including
cleaning productivity and supply chain best practice.  The outcomes of these reviews have been very
positive and have generated some further BICS training for the cleaning team to improve productivity
and standardise cleaning standards across the Rochdale portfolio.

The new extension opened in Sept 15 and is being managed under the FM Agreement, with no issues
to report following a period of snagging.

2.1 Customer Satisfaction Survey

A customer satisfaction survey was issued in July 2015 in partnership with the Authority and the School.
Unfortunately no responses were received.

2.2 Meetings

The Rochdale BSF contract is well managed with regular meetings diarised and taking place throughout
the reporting period as follows:

Ops Meeting FM Operation meetings take place monthly at site and are attended by the
key school and Authority representatives and the site based Facilities
Manager to address any local FM operational matters.

Client Liaison Meeting The Client Liaison meeting takes place monthly and is attended by key
representatives from the Authority, Carillion FM, School and Project Co2.

Pay Mech Meeting The Pay Mech meeting takes place monthly and is attended by key
representatives from the Authority, Carillion FM and Project Co2.  The
purpose of the meeting is to review and agree the reporting month’s level
of deductions.

2.3 Helpdesk/PMS.

Carillion FM is working closely with the Authority and the school to improve and add value to the
helpdesk service provided by Carillion.  Improvements include

- Rochdale BSF now has a dedicated Geneva database independent of Tameside services.
- Ensuring call logging provides the necessary level of detail to allow correct reporting and a prompt

response
- Improved communication methods with regards to the closure of tasks i.e. informed detail on the

repair/rectification made
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- Training and development of the helpdesk team to improve individual performance and enhance
the customer experience.

- Regular audits to be carried out by Contract Manager alongside helpdesk to ensure contract
processes and best practices are followed

- Weekly closed job reports issued to the LA
- A copy of the closed jobs are sent to the school representative when the works are completed

3. Contract Management

The organisation structure for the Rochdale BSF project is as detailed below:

3.1 Health and Safety

3.1.1 Accidents, Incidents & Near Misses –

No reported accidents / incidents reported within this period.
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The following safety issues were highlighted and dealt with in the reporting period:

- No issues to report

3.1.2 Audit & Inspection

Carillion FM have undertaken numerous audits and inspections in the reporting period in line with
our audit programme including service audits, stop shift audits and workplace audits.  The Carillion
local IMS representative Bob Clarke has supported this process and no major issues have been
highlighted during the period.

Carillion also undertake regular toolbox talks with FM staff on health & safety matters raised by the
central IMS team.

Project Co has also undertaken a programme of audit.

Project Co’s Technical Advisor Audit undertook a review of the operational services in March &
Sept and reported no significant issues with how the contract is performing.

3.2 Security Issues & Breaches

There were no major security issues or breaches in the reporting period.  Carillion FM continues to
respond on a reactive basis through the dedicated helpdesk service.

Minor issues were reported by the school and/or FM as follows:

- No issues

Health & Safety Statistics 2015/2016

Category Employee Sub-contractor Other Total

Fatal 0 0 0 NIL

Major 0 0 0 NIL

Over 3 Days 0 0 0
Nil

Dangerous occurrence 0 0 0
NIL

Non Reportable 0 0 0
NIL
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3.3 Safeguarding (DBS)

All direct employees of Carillion FM have up to date DBS certificates.

There have been recent legislative changes to the safeguarding eligibility criteria for obtaining
enhanced levels of DBS checks which will impact on the ability of our supply chain partners to renew
their certificates going forward.  Our supply chain partners no longer meet the required eligibility
criteria to submit renewal applications.  Long term this change will have an impact on operations and
our ability to meet the existing contract requirement as existing DBS certificates begin to age
(recommended best practice is to renew a certificate every 3 years).  A review of the DBS policies and
procedures has taken place to ensure school safety/security is maintained but that service delivery is
not compromised as a result of the legislative changes.  This subject is particularly pertinent to FM in
light of the PMS impact as a result of the school’s onerous safeguarding policy/requirements.

Carillon FM continue to work with the school to ensure all staff on site are DBS Cleared before
commencing duties.

3.3.1 Helpdesk Service –

Carillion continue to work closely with the Authority and the school to improve and add value to
the helpdesk service provided by Carillion.  The LA has undertaken an audit of the helpdesk and we
await their feedback / comments.  Improvements made to date include:

- Ensuring call logging provides the necessary level of detail to allow correct reporting and a
prompt response

- Improved communication methods with regards to the closure of tasks i.e. informed detail
on the repair/rectification made

- Close  working  with  the  school  to  prevent  ineffective  bulk  logging  of  generic  tasks  with  a
view to promoting a proactive rather than reactive approach going forward

- Copies of closed dockets are sent to the school at time of closure
- Helpdesk training delivered to Carillion FM staff and Key School staff

The school’s preference for reporting continues to be via telephone rather than email.  The below
graph shows the number of calls logged in the reporting year.
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3.3.2 PMS

The value of deductions has continued to significantly decrease over the reporting period due to
improved performance by Carillion FM and the correct application of the PMS. We continue to
have  weekly  meetings  to  discuss  open  jobs  with  key  FM  staff  to  ensure  the  processes  are  being
followed correctly and to minimise PMS deductions.

3.4 Customer

3.4.1 Customer Satisfaction

Clause 39.2 of the Project Agreement requires a customer satisfaction survey to be undertaken
annually, twelve months following the services availability date.  A customer satisfaction survey
was therefore undertaken in July 2015 in partnership with the Authority and the School in
accordance with Part XVII of Schedule 6 (Payment Mechanism).

Unfortunately no responses were received.

3.4.2 Service Delivery Plans

Updated Service Delivery Plans for the forthcoming year have been reviewed and sent to the LA
and school for review and comment.
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4. Cleaning, Waste and Pest Control

4.1 Cleaning Standards

CFM have worked closely with the LA and school to undertake joint reviews of the cleaning and agree
standards.  Any cleaning issues are raised and discussed at the weekly operational meetings and
recorded in the minutes.

4.2 Recycling

SITA continue to provide a monthly waste report, on average the % of waste recycled is 49.67%.
Carillion FM will continue to work with the school to engender an ethos of continuous improvement.

5. Building and Asset Maintenance

Carillion FM continues to provide a directly delivered building, installation and asset maintenance
service with dedicated engineers and additional resource/support provided where required from local
contracts within the Rochdale area.

General building and asset maintenance is progressing well.

5.1 Planned Preventative Maintenance (PPM)

PPM Activity table (September 15 – August 16)
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Performance has remained constant throughout the period with all Statutory PPM tasks being
completed to time and to programme.

The majority of maintenance on the Rochdale BSF project is performed through the pre planned
maintenance programme; however trends and information on the performance of equipment on site
and customer feedback are used to inform the approach taken to maintenance decisions.

5.2 Defects

Defects Completion –

Any jobs logged are first investigated by the FM team and if deemed to be defects are passed
through to the construction after care team to investigate and rectify.  All open jobs are discussed
during our weekly FM PMS meeting to review construction progress in resolving issues, where
required regular communication is maintained with CCL to ensure timely completion.

5.3 Lifecycle

Lifecycle works are currently planned for 2016/17 as identified in the lifecycle report.

6. Grounds Maintenance

A full grounds maintenance schedule is in place and no issues have been reported within the
reporting period.

7. Energy & Utilities

Consumption figures for the reporting year are detailed overleaf.

2014/15 Contract Year Energy Consumption

April May June July August Sept Oct

Mains Electricity kWh 44,440 35,280 52,600 42,220 31,385 49,730 59,380

Mains Gas kWh 29,911 9,164 7,094 11,268 6,820 4,611 40,926

PV Electric kWh 397 3,629 4,975 8,918 8,104 4,803 1,408

Biomass heat kWh 32,500 18,100 20,600 5,100 13,400 13,200 14,900
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Mains Water m3 119 195 183 76 76 96 300

Export Electric kWh 0 6 6 13 21 31 0

Nov Dec Jan Feb March

57,120 44,430 73,070 60,060 67,830

27,938 50,876 97,197 67,520 62,106

1,337 305 367 997 4,149

28,200 22,800 74,100 50,300 47,400

207 143 243 103 237

0 0 0 0 0

2015/16 Contract Year Energy Consumption

Consumption
(kWh)

Grid Electricity
PV Generation

(kWh)
Electricity

Export

Total
Electricity

Consumption
Main Gas

Biomass
Heat (kWh)

Total Heat

YTD 2014/15 645,078 39,390 -44 684,424 423,320 332,200 755,520

Apr-15 46,970 8,391 -80 55,281 35,873 36,800 72,673

May-15 51,630 3,940 -10 55,560 44,599 23,300 67,899

Jun-15 44,610 8,125 -110 52,625 22,636 23,300 45,936

Jul-15 40,930 8,488 -200 49,218 8,136 31,600 39,736

Aug-15 21,790 6,269 -260 27,799 15,080 0 15,080

Sep-15 44,210 6,419 -180 50,449 35,649 0 35,649

Oct-15 48,340 2,934 -10 51,264 47,039 0 47,039

Nov-15 71,170 0 0 71,170 89,323 0 89,323

Dec-15 28,960 352 0 29,312 53,828 1,900 55,728

Jan-16 66,370 340 0 66,710 72,153 63,800 135,953

Feb-16 53,670 2,294 0 55,964 71,373 45,800 117,173

Mar-16 56,480 2,616 -30 59,066 79,338 31,800 111,138
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YTD 2015/16 575,130 50,168 -880 624,418 575,028 258,300 833,328

8. Caretaking and Portering

There have been a number of 3rd party lettings within the reporting period although school continue to
make use of their 500 community hours to generate a letting income for school benefit.

9. Commercial

9.1 Change Orders

Request Total Raised
in Reporting
Period

Total Cancelled
in Reporting
Period

Authority Notice Change (ANC) 35 11
Contractor Notice of Change (CNC) 0 0

The key changes during 2015/2016 included:
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9.2 Events of Accidental Damage

Please see appendix 9 detailing damage events for the reporting period.

9.3 Insurance

No insurance claims have been made in the reporting year.

10. Conclusion

10.1 Action Summary

By way of conclusion the following action plan is submitted as key drivers/improvements for the
forthcoming year;

Item Action Owner
1 Contracts Manager to carry out

audits of the helpdesk to ensure
processes are being followed.
Commercial awareness training to
be arranged for helpdesk
operators.

CFM.

2 Continue to monitor the staffing
levels to ensure correct
headcount.

CFM

3 Continue to monitor and review
the safeguarding contractual
requirements and the school
safeguarding policy in light of
recent legislative changes

All parties to input and agree

4 Ensure application and
implementation of the agreed
protocol for delay requests
continues to be followed by all
FM site staff

CFM

5 Ensure FM Site Team continue to
take a pro-active approach and
monitor this via helpdesk jobs
raised.

CFM


