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The utilisation of the PPC2000 partnering contract, for the 
Phoenix Community Housing Framework, was the the 
obvious solution. At Lengard, we recognize the importance of 
creating homes. As well as delivering best in class residential 
refurbishment, we believe we should play a key role in helping 
to shape the communities we are working in. We understand 
this can only be achieved by developing honest and 
collaborative relationships, underpinned by clear and effective 
communication. 

The PPC2000 contract worked for the Phoenix Community 
Housing Framework

Client:  
Phoenix Community Housing – Housing 
Association

Brief Description:  
Four year framework contract of 
re-investment to the “decent homes 
plus” standard across 5,500 tenanted 
and 800 leasehold residences to meet 
their stock transfer promises. These 
include blocks of flats, street properties 
and converted street properties in 
Lewisham, Downham and Bromley, of 
south London. 

Works included: 
structural strengthening and 
underpinning, replacement windows, 
doors, kitchens & bathrooms, 
complete internal re-fitting, electrical 
rewires & upgrades, heating & boiler 
replacements, long term voids repairs, 
energy efficiency & insulation, and 
asbestos removal. 

Value: 
Total: £26m / Annual: £8.5m

Type and Number of Properties:  
5,500 tenanted and 800 leasehold 
residences including blocks of flats, 
street properties and converted street 
properties

Project Duration: 
December 2007 – April 2011

NEEDS:
• Involvement in the community
• Liaison and consultation with 

stakeholders and residents
• Local engagement and tackling 

worklessness
• Sustainability; lowering water and 

energy use
• Providing data in electronic 

formats compatible with the 
clients’ systems

• Involvement and assistance in 
regulatory audits (i.e. TSA, HCA)

• Continuous improvement and 
value engineering

RESULTS:
• Customer satisfaction ranging 

from 90-100% over the framework 
duration

• Yearly cost savings of greater than 
12%.

• Low water and energy use fixtures 
utilised throughout framework. 

• 100% defect free on completion
• Yearly value engineering to 

improve VFM
• Customer experience engineering 

to improve customer satisfaction
• Over 50 apprenticeship places 

provided across the framework  
• Accidents - 1  /  RIDDOR events - 0



ht

2
. 
A

W
A

R
D

 S
U

B
M

IS
S

IO
N

Delivering mass refurbishment 
housing frameworks in areas 
in need of social regeneration 
have unique challenges.

Phoenix Rising Together 

Phoenix, a recently formed, not-for-profit 
resident-led Housing Association needed 
a mass housing refurbishment scheme 
to be delivered on an under invested, 
under surveyed stock. We the met the 
Phoenix challenge by developing strong 
relationships with the housing association, 
their residents team, their framework 
team and the local community.

A full partnering approach, enabled by 
the PPC2000 contract, could only fully 
realise the potential of the improvement 
services for Phoenix and their residents. 
The contract enabled commitment of 
each of the parties to a mutually agreed 
set of objectives and outcomes, sharing 
the risks and rewards and being willing 
to change and adapt to deliver the 
outcomes. 

PPC2000 provided the framework a 
single contractual hub, allowing all team 
members to ‘contract as a team’ on 
identical terms. This mechanism was vital 
for the success of the project due the 
wide range of stakeholders, including 
other contractors due to:
• Commitment and a collaborative 

attitude from each of the partner 
organisations

• Leadership at senior level in each 
partner organisation, consistently 
promoting commitment to the 
partnership

• A single set of objectives and a 
partnership plan, based on Phoenix 
objectives. 

• A partnership framework with a 
simple, effective structure for all the 
stakeholders to become fully engaged

• Good communication across the 
partnership and joint problem-solving

• A clear structure for operational 
working arrangements across the 
partner organisations to ensure services 
are delivered efficiently

• Flexibility and a willingness to change 
processes and practices to help the 
partnership succeed in delivering 
excellent services to customers

• Good quality, reliable data and 
information about the true level of 
service delivery

• Openness as to actual costs
• Sharing of information and ideas
• A senior decision-making group which 

leads the partnership framework and 
takes decisions based on facts

• Sharing of risks and rewards

This type of framework and interaction 
ensured that all the partners were 
represented and worked together, 
particularly through each of them talking 
up places in the Core Group and the 
specialist Sub-groups 
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We worked with the other Phoenix’s other 
framework Contractors,  Mulalleys, Wilmott 
Dixon, aligning and supporting the Phoenix 
Partnership Plan to deliver a truly integrated 
refurbishment programme.  Due to the 
solution driven nature of the PPC2000 
contract additional members, such as 
repairs and maintenance contractors, 
can join the team by signing a Joining 
Agreement and specialist sub-contractors 
sign the back-to-back SPC2000 specialist 
contract for project partnering.
Due to this we were able to complement 
each service stream, finding process 
and cost efficiencies while driving quality 
enhancements that provided excellent 
value for money for Phoenix and their 
residents. 

This was achieved through:
• Joint service reviews, 
• Standardisation 
• Value Engineering, 
• Joint improvement groups, 
• Information sharing, 
• Best practice and innovation sharing, 
• Sharing of supply chains and co-

operation on flexible working 
arrangements which focused on cost-
effective ways of delivering the total 
service for Phoenix.

The results were*:
• Product and warranty agreements 

uniformed and asset managed across 
the stock 

• Yearly cost savings of greater than 12%
• Sharing information with the R&M 

contractor led to us carrying out a 
whole property gas certificate CP12 
from year 2, and a greater dialogue 
to ensure that property start and 
completion dates were sent to them 
directly in year 3, to enable them to 
identify properties with incomplete 
works.

• Maintaining and improving customer 
satisfaction, which was better than a 
London based 3 star housing service 
(as rated by the Audit Commission Sept 
2008).

• Identifying and carrying out remedial 
works prior to DH works due to stock 
under-investment while keeping to 
programme.

• Achieving the programming deadlines 
to timetables despite them being 
created prior to transfer based on 25% 
sample stock condition survey:
1. We carried out design surveys 

as work proceeded to identify 
elements required, and to obtain 
resident choices

2. We advised residents affected by 
early or later start dates due to 
programme changes which were 
dictated by the client’s business 
plan funds

An effective relationship with our supply 
chain was central to the success of this 
project. We welcomed cost saving ideas 
from our key sub-contractors and use local 
labour where it was practical and viable. 

Building Great 
Relationships 

We successfully integrated and shared 
our supply chain members with the 
framework team. During the pre-
construction phase we proposed the use 
of an alternative kitchen manufacturer, 
that was cheaper, locally sourced 
(as opposed to specifcied option 
which was 290km from the site) and 
who was committed to employing 
locally. The proposal was accepted 
resulting in a £300K saving, a 24 hour 
or less replacement parts service, local 
employer and a better value warranty 
agreement. 

We staged workshops and team building 
sessions to ensure everyone was familiar 
with our continuous improvement 
strategy, Perfect Delivery and our 
strict safety protocols. We insisted that 
everyone on site holds a valid CSCS card 
and weared full PPE including goggles 
and gloves.

*Please refer to supporting evidence for a 
full change register. 
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Phoenix is the first Housing Association in 
London to use the Community Gateway 
approach, which empowers tenants 
and leaseholders to take a central part 
in decision-making and to become 
shareholding members. Tenants and 
leaseholders elected by residents are 
the largest group on the management 
board, and also have powers to take 
local decisions through a structure of 
neighbourhood and special interest 
panels. It was critical that residents 
were integral in shaping the services. 
Residents’ Representatives played a 
central role and were actively supported 
throughout the partnership processes 
for residents’ surveys, focus groups, 
feedback from residents’ associations 
and community groups, residents’ acting 
as quality inspectors, residents involved 
in reviews and improvement groups. In 
turn this was supported by information 
and continual promotion to all residents 
of the opportunities for involvement and 
feedback.

The PPC2002 contract, due to the Partnering 
Timetable, ensured:
• Resident involvement and consultation 

was adapted to meet individual and 
local needs 

• We focussed on delivering friendly, 
respectful customer service by 
carrying out and reacting to customer 
satisfaction surveys. 

• We were accessible and provided 
dedicated customer liaison staff to listen to 
and respond to the phoenix residents needs 
quickly and efficiently

• We learnt from our customers and involved 
them in monitoring performance and  
developing future plans for the service, 
through innovations such as decent homes 
safaris.  

• Kept our customers informed in a timely 
way about performance and other issues 
that were important to them, by holding 
events such as coffee mornings, open days, 
etc  

• Provided information that was 
understandable

• A shared and integrated IT system
• We Implemented a ISO9001:2008 

accredited quality management system 
to measured, managed and improved the 
quality of the works. 

• Agreeing service standards with phoenix 
residents 

• Built a capacity and invest in the local 
community to provide a legacy.

Resulting in: 
• Customer satisfaction levels throughout the 

programme have consistently been above 
90% from December 2007, rising to 100% in 
May 2010

• Yearly cost savings of greater than 12%
• Reduced time in properties from 28 days to 

17½ days

The PPC2000 contract provided a framework 
which enabled Lengard to Help Phoenix reach 
their sustainability goals: 
• Increasing value of the housing stoke and 

providing best value to their residents. 

Creating a 
Legacy

• Creating jobs and training opportunities 
for people to develop and prosper

• Providing better homes
• More environmentally friendly homes. 

This was done by:
• Carrying out £80M of refurbish works to 

over 7,000 properties 
• Value Engineering 
• Each contractor offering a ‘Trial a 

Trade’ training open day for residents to 
gain experience

• Successful integrated apprenticeship 
scheme, ensuring all grant options were 
explored. 

• Trialing, during the pilot stage 
alternative, materials which satisfied the 
low water consumption requirements, 
at lower costs, with no detriment to 
durability or resident choice, which 
were then implemented. 

• Continually improved out recycling 
ration from 75% to 86% over the 
contract’s duration. 

• Fitted 850 boilers a year on 4 year 
framework

• Decreased heat losses by better 
insulation and lower air permeability

• Decreased boiler size, maintaining 
domestic water draw off and sufficient 
space heating due to better U-values. 
Calculated rdSAP on completion of 
works and issued EPC to new tenants 
on voids
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Resident satisfaction radar.
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Customer satisfaction scores with comments. 
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KPI Monitoring 
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Example Newsletter 
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Client Feedback

www.phoenixch.org.uk  0800 028 5700   Free Phone  0208 290 2700   Main Switch board 
Phoenix Community Housing Association (Bellingham & Downham) Limited is a charitable housing association 
Registered Office: Wren Court 15 London Road Bromley BR1 1DE 
VAT Reg 919 2352 20 │Company Reg No. IP30057R │Tenant Services Authority Reg. No. L4505  

 
 
               

       
        
        
 
  
       
11 September 2012          Our Ref: AB/pk/Lengard02 
       

 
Dear Sirs 
 
I am writing in response to your request for a reference in relation to Lengard Limited, who 
are engaged on a four year framework contract for Phoenix Community Housing, which 
commenced in December 2007, at the formation of Phoenix as a Community Gateway stock 
transfer in the south of the London Borough of Lewisham. 
 
I attach our responses to the questions asked, in the proforma which is attached. 
 
 
Yours sincerely 
 
 
 
Alan Bysouth 
Project Manager 
 
Phoenix Community Housing 
Direct Line: 020 8290 2892 
Email: alan.bysouth@phoenixch.org.uk  

 Please reply to: 
Wren Court 
15 London Road 
Bromley 
BR1 1DE 

 

  

SECTION M: REFERENCES 
Phoenix Community Housing 

1 Please rate on a 1-5 how well the contractor communicated with you  
 

Score 5 
Lengard fulfilled all of the requirements for communicating with the 
client team, consultants, and residents, including participation in 
estate walkabouts and tours with stakeholders including MP’s and 
councilors 

2 
 

Please rate on a 1-5 the quality of the property at point of handover Score 5  
Quality is assessed by reference to the customer satisfaction and 
defects at handover. All properties are handed over 100% defect 
free since the contract commencement. Customer satisfaction has 
always been above 95%, and 100% in May and June 2010. 

3 Please rate on a 1-5 how well defects are managed during the defect 
period 

Score 5 
Defects are attended to within 24 hours or sooner in the case of 
emergencies, with only shrinkage cracks being left until the end of 
the 12 month defect period 

4 Please rate on a 1-5 how well the contractor kept to programme  
 

Score 5 
Lengard have kept to the original programme and have delivered 
within the agreed AMP. 

5 
 

Please rate on a 1-5 how well the contractor kept to budget 
 

Score 5 
Lengard achieved year on year savings under the partnering 
contract of more than 10% pa, in accordance with our requirements 
under this partnering contract 

6 Please rate on a 1-5 the accuracy of the Final Account  
 

Score 5 
The final account was submitted on time and enabled us to close 
the annual accounts in a timely manner. The total price was less 
than the AMP(Agreed Maximum Price) and was independently 
audited by our external QS service, provided by Savills LLP. 

 

  

7 Please rate on a 1-5 how well the quality of the components used Score 5 
Components are specified by Phoenix, and Lengard have complied 
fully with the technical specification. 

8 Please rate on a 1-5 how confident you are that the contractor 
provides skilled trades people 

Score 5 
All site staff are appropriately CSCS certified 

9 Please rate on a 1-5  how good the contractor is in providing training 
opportunities for young people 

Score 5 
Lengard have a total of 4 apprentices who are residents in the 
Borough, in painting, plumbing and carpentry, hence supporting 
young people and the local economy. 

10 Please rate on a 1-5 the quality of the manuals and handover 
documents provided by the Contractor 

Score 4 
Lengard provide on site instruction in person to the residents, and 
provide a bespoke aftercare handbook, which provides written 
information on maintenance, warranties and what to do during the 
defects period. However Lengard do sometimes need to be chased 
in providing this information.  
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