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REPORT OF

The Strategic Director for Place

TO  

Procurement Board

ON

13th March 2019 

TITLE:  Approval for an Extension of the Contract for Salford Handyperson Service 

RECOMMENDATION: 

That the Procurement Board:

Approve the extension of the Contract for the Salford Handyperson Service as 
detailed in the table below:

Detail required

Contract Reference
Title/Description of Contracted 

Service/Supply/Project Salford Handyperson Service

Name of Contractor Swinton Community Business t/a Helping Hands

Type of organisation
(to be supplied by Corporate Procurement) Private Limited Company

Status of Organisation
(to be supplied by Corporate Procurement) SME

Value of Contract Extension £350,000 Per Annum (estimated 
average)

Existing Contract Term 01/04/2016 to 31/03/2019
Extension Period Requested 01/04/2019 to 31/03/2020

Contact Officer (Name & number) Caren Green (0161 793 2835)

Lead Service Group Place

Funding Source Capital Programme
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EXECUTIVE SUMMARY:  

The purpose of this report is to request an extension to the contract for Salford 
Handyperson Service. The contract was awarded for an initial period of three years, 
with two optional extensions of 12 months each. The initial 3 year period of the 
contract will expire on 31st March 2019. 

There is provision within the current contract to extend the agreement for a further 
period from 01/04/2019 to 31/03/2020

BACKGROUND DOCUMENTS:

Procurement Board Report - Request for Approval to Award the Contract for Salford 
Handypersons Service - 13th January 2016 / 27th January 2016

Procurement Board Report – approval granted to go out to competition for the 
Citywide Handyperson service - 29th April 2015 

Assistant Mayor Briefing – Procurement of the Citywide Handypersons Service 
Contract 2016-2019 – Housing and Planning on 14th April 2015 / Adult Services and 
Service for Older People 9th April 2015.

KEY DECISION:  Yes

DETAILS: 

1. Background

1.1 The Procurement Board granted approval on 29th April 2015 to go out to 
competition for the Citywide Handyperson service. The contract was awarded 
for an initial period of three years, with two optional extensions of 12 months 
each.  The extensions require approval by the Procurement Board. The initial 
3 year period of the contract will expire on 31st March 2019. 

1.2 Provision is made in the Council’s Private Sector Housing Assistance Policy 
for the Council to provide handypersons services and the policy sets out the 
eligibility criteria and the types of works which are expected from the delivery 
of the contract.

1.3 An OJEU compliant tender process was undertaken appointing Swinton 
Community Business t/a Helping Hands as the successful provider from April 
2016. The contract was awarded “subject to funding availability” which does 
not commit the Council to a specific financial award.

1.4 There is a robust business case (as detailed within this report) for the 
extension of the Citywide Handyperson Service that includes evidence of the 
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social value of the contract investment, good support from a wide range of 
professional stakeholders and demand from an important older, vulnerable 
demographic.

1.5 The bid was submitted via the Capital Gateway process for £300k for the first 
year of the contract 2016-2017 and subsequent bids have been made 
annually following a review of service performance. On award of the contract it 
was recognised that the Council was making a commitment to the appointed 
organisation to provide consistency of an annual financial allocation in order 
for delivery of the contract to be successful.

 
2. Rationale for requesting an extension of the Contract.

2.1 An extension is in the best interests of the Council as the current provider is 
delivering a valued service that is meeting all contractual requirements. Under 
the contract the Handyperson Service is to deliver 8,630 ‘priority’ jobs per 
annum. A ‘job’ is essentially a visit to a property at the request of the occupant 
for assistance and a ‘property maintenance check’ (PMC) is completed by the 
Handyperson on all first visits.

2.2 On average a ‘job’ results in 1.4 ‘measures’ being undertaken per ‘job’. As 
part of the tender selection process the overall target was broken down to 
identify specific types of tasks which cover a number of related ‘measures’ to 
which indicative forecasts were attached. Due to the reactive nature of the 
service there is flexibility across the tasks to allow the service to be reactive to 
meet demand.

2.3 Under the previous arrangement preceding this contract with Helping Hands 
the target had been to deliver 6000 priority jobs per annum. The contract 
target 2016/2019 is to deliver at least 8630 priority jobs per annum. This 
challenging ‘stretch’ target has been exceeded annually and is on track to 
exceed again in year 3 (2018/19). 

2.4 Each year 10% of all clients, chosen randomly, are selected for a customer 
survey. Customers are contacted by telephone and asked for feedback on the 
quality of the administration and overall experience with the Handyperson. 
The contract requires the Handyperson service to maintain a minimum 
customer satisfaction rate of 95% per annum and of the 10% surveyed in 
2016/17 and 2017/18 there was an overall 100% customer satisfaction rate. 

2.5 To date the contract has undertaken 9336 ‘priority’ jobs in 2016/17 and 8893 
in 2017/18, exceeding the contracted ‘stretch’ target. The service is also on 
track to exceed this target again in 2018/19, as shown in Table 1 below. 

Table 1: Work Activity performance against target by year of contract
Work Activity contract Y1 2016/17 Y2 2017/18 Y3 2018/19 

to end Q3
Visits work undertaken 8630 9336 8893 6654
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Visits no work undertaken 800 1329 760 653

2.6 The Handyperson service has also carried out an additional 2742 visits to 
customers from March 2016 up to the end of December 2018, which did not 
result in ‘measures’ being undertaken (see Table 1 above). The Handyperson 
utilises this opportunity to carry out a client and property assessment, from 
which onward referrals to other services that can assist the client are made.

2.7 Referrals are made to other schemes such as the ‘Green Handyperson 
Service’ for energy efficiency improvements, the ‘gas safe’ scheme for checks 
on gas appliances, emergency heating referrals and referrals to the Fire 
Service who undertake fire safety improvements. The above fall outside of the 
‘priority’ contract and referrals assist in maximising the budget available under 
the contract. Helping Hands also has a contract with Children Services to 
provide child safety packages, further maximising the budget available.

2.8 The contract primarily serves to provide services to assist our aging 
population and support independent living at home. The performance target 
was to increase the client database by 1500 new clients per annum. During 
2016/17 there was an increase of 2111 new clients and 2017/18 saw an 
additional 1766. Helping Hands currently has a live database of 17,866 
customers. The majority of clients remain aged 65 years and over, followed by 
families with a child under the age of 5 years. Continuing demand for the 
service is reflected in the number of clients attracted year on year, as shown 
in Table 2 below.

Table 2: New Client performance against target by year of contract
New Clients contract Y1 2016/17 Y2 2017/18 Y3 2018/19 

to end Q3
New clients using service 1500 2111 1766 1463

3. Contract Monitoring and Key Performance Indicators (KPI’s)

3.1 The Handypersons service performance is measured against the Core 
Information requirements and service outputs that were included within the 
tender submission documents. These figures form part of the contract as 
targets for the organisation to achieve. 

3.2 Performance is also monitored by the contract management group, which is 
made up of the commissioners and the Handyperson contractor. The group 
meets quarterly with quarterly performance monitoring provided for these 
meetings. An Annual Business Plan review is produced that sets out the 
organisations overall performance against the contract’s KPI’s. Year 1 Annual 
Business Plan review (2016/17) and Year 2 Annual Business Plan review 
(2017/18) can be found in Appendix 1 and Appendix 2 respectively. 

3.3 The contract requires the Handyperson service to deliver a minimum of 8630 
jobs per annum. Each ‘job’ will result in a ‘measure’ or ‘measures’ being 
carried out. Helping Hands provided forecasts for delivery of measures per 
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annum over the 8630 jobs, an indicative number of 12500 ‘measures’ was 
provided based on previous demand. Table 3 below shows the breakdown of 
actual ‘measures’ installed per task type against the indicative forecast. Year 
3 figures are not currently available: 

Table 3 Indicative Task/Measures against actual measures completed per year 

Task / Measure type
Indicative 
forecast

Year 1   
16/17

Year 2 
17/18

Year 3 
18/19

Small repairs – inc. general maintenance 3004 3264 2542 n/a
Hospital Discharge aftercare 10 109 269 n/a
Gardening - to meet health and safety 163 22 24 n/a
Child Safety Priority 10 69 0 n/a
Minor Adaptations 1473 2576 2466 n/a
Rock Salt 3950 3817 3911 n/a
Home Security Improvements 1408 1121 1739 n/a
Energy Efficiency Improvements 2230 3351 414 n/a
Fire Safety Improvements 252 140 153 n/a
TOTALS 12500 14469 11518 TBC

3.4 As can be seen in the table above the reactive nature of the service requires 
flexibility across the tasks to allow the service to meet demand. The demand 
for small repairs increased in year 1 but reduced in year 2 allowing the service 
to deliver in areas such as minor adaptations and hospital discharge aftercare, 
where demand was higher. 

3.5 In order to ensure that the Council is not over-charged for materials, the 
Handyperson service provider priced a basket of the twelve most common 
jobs for the service so that a cost comparison against which to pay invoices 
was available. The average cost per measure including materials was 
estimated at £24.00, the actual cost in 2016/17 was £20.94 rising to £30.80 in 
2017/18. This is representative of the reactive, flexible nature of the contract 
allowing ‘measures’ to be carried out to meet demand, recognising that 
‘measures’ will differ in price whilst maintaining value for money across the 
piece.          

3.6 The average cost per visit was estimated at £34.76, with the actual cost being 
£32.13 in 2016/17 rising to £39.36 in 2017/18, including materials.  This 
remains within acceptable limits and remains competitive when compared with 
annual inflation rates. 

4. Providing Best Value to the Council 

4.1 In addition to exceeding the contract targets, residents of Salford have access 
to a valuable service which is often the first point of contact for elderly and 
vulnerable clients needing help and support.  A visit from a handyperson can 
open the door to many other support services available to the client and lead 
to improved wellbeing, which also promotes improved mental health and often 
will reduce demand on other stretched health and social services.
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4.2 The service provides added value for both the client and other service areas 
as preventative  ‘tasks/measures’ are undertaken which aim to reduce the risk 
of falls at home, improve and maintain independent living, assisting earlier 
hospital discharge, improving warmth at home and improving home safety 
and security. This in turn anecdotally contributes to fewer hospital admissions, 
reduced demand on sheltered housing and nursing homes, reduced length of 
hospital stays, reduced fuel poverty and burglaries giving overall improved 
client confidence and health and well being.

4.3 Helping Hands use a Handyperson Benefits Toolkit (cost/benefit analysis) to 
monitor the contract and provide quarterly and annual reports on performance 
against the contract’s key performance indicators (KPI’s). For Priority work 
alone, the Handypersons Benefits Toolkit (cost/benefit analysis) demonstrates 
the cost effectiveness of a Handyperson visit. From a £336,560 investment 
Helping Hands achieve a £1,311,477 predicted reduction in costs to Health 
and Social Care through impact from reducing risk of falls, reducing risk of 
crime and reducing risk of injury. This figure equals a 290% return on 
investment from the Council, with a ratio of 1:4.

4.4 In addition to the Handyperson ‘priority’ contract, Helping Hands generates 
25% of total funding from other ‘non-priority’ work and 22% from other 
contracts. All surplus funding from the Helping Hands business model is made 
available as a Hardship Fund to enable fair and equitable access to services.

5. Achieving Social Value 

5.1 Helping Hands is a Salford based Social Enterprise, with the ability to deliver 
environmental, social and community value outcomes that can be used to 
measure the success of the contract.

5.2 The Handyperson service responds to direct customer enquiry in a way which 
meets individual need and manages emergency and priority requirements in a 
timely, responsive and flexible way. There is an independent quality 
assurance and customer feedback process in place for customer 
reassurance.

5.3 Social Value monitoring is provided alongside regular contract monitoring, 
updated on a quarterly basis and included within the Annual Business Plan 
review, which was aligned with Salford’s City Plan objectives (at the time of 
tender).  Section 4 of the Annual Business Plan review details of Social Value 
and how it is measured against the Plan. Year 1 Annual Business Plan review 
(2016/17) and Year 2 Annual Business Plan review (2017/18) can be found in 
Appendix 1 and Appendix 2 respectively.

5.4 Examples of achieving social value that Helping Hands monitor is to reduce 
worklessness which is measured by the number of staff who maintain 
employment with Helping Hands, improving education and skills by the 
number of staff on training courses and achieving a qualification, promoting 
the use of local labour and the proportion and value of goods and services 
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purchased from Salford and Greater Manchester. All employees are paid the 
living wage.

5.5 Environmental values is achieved by the collection of unwanted furniture and 
white goods and redistribution, for free, to people in need. Helping Hands 
accepts free second-hand furniture donations. Helping Hands also 
demonstrates a clear role in reducing demand on other services via the 
Handyperson Benefits Toolkit which calculates ‘return on investment’ for 
statutory services.

5.6 Community Value is achieved by providing Handyperson services to other 
charities, voluntary and community groups who manage their services in 
community buildings throughout Salford. Helping Hands provides 
opportunities for and values volunteering in Salford and also the financial 
value those volunteers provide to the organisation. The service assists in 
improve living standards and reduce poverty for clients.

5.7 As a whole the Handyperson contract benefits from the additional services 
provided by Helping Hands which maximises outcomes for the client and the 
Council while also reducing pressures on scarce resources elsewhere. By 
taking the time to listen and explain things to clients, appropriate onward 
referrals should significantly reduce demand on other services.

5.8 The performance figures demonstrate year on year increases in clients 
accessing the Handyperson services and that Helping Hands are consistently 
achieving contractual obligations with high levels of customer satisfaction. The 
service continues to receive positive feedback from referring partners.

6. Next Steps for service delivery

6.1 Extending the contract for an additional 12 months will allow time for the 
Council to undertake a full evaluation of the initial 3 year performance figures 
and to identify any emerging trends, changes in type and nature of requests 
being received and any anticipated change in client needs in the future. 

6.2 A further report will be produced within the next 6 months for Lead Member 
with recommendations as to whether or not the service should cease at the 
end of the current period or note the terms on which is should be re-let. If 
appropriate a request will be made to seek new authority to undertake an 
OJEU compliant tender process to test the market and select a delivery 
partner to provide a Handyperson service from April 2021. Should a decision 
be taken to decommission the service and not procure a further supply then 
the current provider would need advance notice to enable it to make 
appropriate arrangements as it will put the organisation and jobs at risk.

6.3 To inform this, a review of the service will be undertaken looking at 
performance, demand and stakeholders to identify how the provision of a 
Handyperson service needs to be adapted holistically to meet anticipated 
future need. It is important that all partners/agencies that regularly access 
Handyperson services are included to better understand what their need is 
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going forward, and securing their buy-in. It may be possible to pool budgets to 
achieve maximum benefits.

7. Recommendation

7.1 The purpose of this report is to request a 12 month extension to the contract 
for Salford Handyperson Service. The contract was awarded for an initial 
period of three years, with two optional extensions of 12 months each. The 
initial 3 year period of the contract will expire on 31st March 2019. 

7.2 It is therefore recommended that Procurement Board authorises an extension 
of the Handyperson service from 1st April 2019 to 31st March 2020. There is 
provision within the current contract to extend the agreement for a further 
period from 1st April 2019 to 31st March 2020, with the option to extend for a 
further 12 months thereafter

 7.3 A further report will be submitted at the appropriate time to consider an 
extension from 1st April 2020 to 31st March 2021, which will be influenced by 
the performance review referred to in the report. The performance figures,to 
date, demonstrate demand for a Handyperson service and that Helping Hands 
are consistently achieving contractual obligations with high customer 
satisfaction rates.  

 

KEY COUNCIL POLICIES: 

Private Sector Housing Assistance Policy 2014, Shaping Housing in Salford 2020 - a 
housing strategy for Salford, Affordable Housing Strategy, Salford City Council Older 
Person's Housing Strategy 2008 to 2018 

EQUALITY IMPACT ASSESSMENT AND IMPLICATIONS:

The provision of the Handyperson Service is consistent with the City Councils 
Private Sector Housing Assistance Policy which has been subject to a full Equality 
Impact Assessment in 2014. 

ASSESSMENT OF RISK:  

Medium: the contract will continue to be managed through established 
arrangements, which have been audited internally. It will be managed and monitored 
by a Contract Management Group and will comply with the performance and quality 
requirements of Salford City Council. As per existing arrangements, project 
management and further support will be provided by officers of Regulatory Services. 
Expenditure of the capital funding is monitored through the Housing and 
Regeneration Capital Programme Monitoring Group.

https://www.salford.gov.uk/media/388491/shaping-housing-in-salford-2020-a-housing-strategy-for-salford.pdf
https://www.salford.gov.uk/media/388491/shaping-housing-in-salford-2020-a-housing-strategy-for-salford.pdf
https://www.salford.gov.uk/media/379239/affordable-housing-strategy.pdf
https://www.salford.gov.uk/media/379437/promoting-indpendence-2008-2018.pdf
https://www.salford.gov.uk/media/379437/promoting-indpendence-2008-2018.pdf
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If the service is decommissioned it should be recognised that this contract is the 
main funding of the current provider and it will put at risk a significant number of the 
19 posts currently managing and delivering the handypersons service.

Risk relates to the implications if the scheme does not continue or any risk if there is 
a potential delay in extending the contract.

SOURCE OF FUNDING:  

The Housing Capital Programme 2019/20 - subject to approval through the annual 
budget setting process. 

LEGAL IMPLICATIONS: Submitted by: The Shared Legal Service 
Tony Hatton, Principal Solicitor, tel. 219 6323

When commissioning goods, services or works the Council must comply with the 
public procurement regulations and its own Contractual Standing Orders (CSO’s). In 
that regard, the handyperson services contract described in the report was awarded 
in 2016 for a 3 year period with the option to extend for up to 2 further years.

It is an established principle that an existing public contract is capable of being 
extended (or modified providing any modification does not affect the overall nature of 
the contract) where the original agreement makes provision for the extension. CSO’s 
also allow for contract extensions to be made.
 
When the contract was originally awarded, it was clear that the initial term would be 
subject to a potential extension of two years, hence any risk that any extension 
granted could be subject to realistic challenge by an aggrieved provider, on the basis 
that it ought to have been put out again to tender and advertised in accordance with 
public contract regulations and CSO’s, is extremely low, and the option to extend 
within the original agreement is now being properly exercised.

It is not clear in the report what the value of the extension may be, but in accordance 
with CSO’s, where provision is made within an existing contract for an extension to 
the term, and the value is over £150,000, approval should be sought from 
Procurement Board. 

FINANCIAL IMPLICATIONS: Submitted by: the Finance Team 
Natalie Birchall Tel, 2316 06/02/2019

The proposal to extend the agreement for a further 12 month period from 1st April 
2019 to 31st March 2020, will be funded from the 2019/20 approved capital 
programme.

PROCUREMENT IMPLICATIONS: Submitted by: Deborah Derbyshire x 6244  
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There was provision within the existing tender for the option to extend for a further 
one year, therefore this complies with the Public Contract Regulations and the City’s 
Contractual Standing Orders.

Going forwards a full analysis of the service will be carried out and approval 
requested before a procurement process is undertaken.

OTHER DIRECTORATES CONSULTED: People

CONTACT OFFICER: Caren Green                                       TEL. NO. 2835

WARD(S) TO WHICH REPORT RELATE(S): All wards

Appendices

Appendix 1 – Business Plan Review 2017

2017  Yr 1 Business 
Plan Review.docx

Appendix 2 – Business Plan Review 2018

2018 Yr 2 Business 
Plan Review.docx


